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Emotional Intelligence in the Workplace 
Emotional Intelligence is a concept that was created by Mayer and Salovey who believed that emotional information can be processed as a form of intelligence. The model has a focus on ‘perceiving emotions, using emotions to facilitate thinking, understanding emotions and managing emotions (Mayer, J.D and Salovey, 1997). EI in the workplace is essential as employees have to respond to their own emotions, colleagues, managers and also customers. The use of Emotional Intelligence works hand in hand with technical and cognitive skills to enable employees to deal with interpersonal and emotional demands.
Perceiving Emotions
 The first subcategory from Mayer and Salovey’s model is Perceiving Emotions. This involves an individual being able to identify their emotions and others though facial expression, tones and body language. This is also important in the workplace to support employees to recognise when they experience emotions such as stress, frustration or even enthusiasm. When an employee is able to recognises these emotions, they may be able to adapt their communication style accordingly. When an employer is able to to perceive an employee’s emotional state, they may be able to communicate in an effective and efficient way. For example, a colleague may seem frustrated, a co worker or employer may find ways to encourage and support them such as listening to them attentively, clarifying the situation and supporting with solutions.
 Now, when it comes to communication, this is not just expressed through words but also facial expressions and body language. When employees are able to recognise this, they will be in a better position to respond to interactions in the workplace. The ability to recognise these signs could enable employees to understand situations where words are not spoken. For example, an employee may say they are comfortable with more workload however, they may show physical signs or stress such as leg shaking, nail biting or a stressed posture (Mayer, J.D and Salovey,1997). 
Using Emotions to Facilitate Thinking
This subcategory refers to the use of emotional information to work hand in hand with cognitive thinking processes. For example, attentiveness, reasoning, the ability to solve problems and make decisions. According to Mayer and Salovey, emotions are not necessarily obstacles to rational thinking but can provide information to help individuals focus on relevant issues (Mayer, J.D and Salovey,1997). Emotions are a factor when it comes to attentiveness. For example, if deadlines are approaching, an employee may feel more motivated to complete the task and may be resilient in getting it done on time. Employees may use emotional information to analyse what work needs to be done first. The employees may be encouraged to to find potential problems when they recognise that they are feeling concerned (Mayer J.D, et al, 2004). In addition to this, our emotions can support or ability to solve problems. For example, if an employee has any concerns when it comes to operations of the company, they may observe and look into why the have concerns rather than ignoring the feeling. Emotional information can draw an individual’s attention from their problem onto solutions instead (Mayer, J.D and Salovey, 1997). 
Additionally, different emotional states can influence how an individual thinks. Positive emotional states can encourage an individual to consider different aspects and connect different ideas. The use of brainstorming can support problem solving in the workplace. Also, a positive environment can encourage employees to have more confidence to share ideas without being afraid of mockery or harsh criticism. However, Mayer et al argues tats employees do not always need to feel positive to be creative as different emotional states can influence an individual’s thinking and managers should not assume that one emotional state is always optimal (Mayer, J.D, et al, 2004). 
[bookmark: _Int_w2EVQyTz]Emotional information can support decision-making through attentiveness to details or issues that make be overlooked or dismissed. For example, a manager may feel that a decision can have an impact on their employees, the manager could use how they feel to assess potential consequences than automatically come to a decision. Mayer and Salovey refers to this in their theory. The theory claims that emotional intelligence does not mean allowing emotions to control decisions, but it should be used alongside rational thinking (Mayer, J.D et al, 2004). 

Understanding Emotions
This subcategory refers to the understanding of emotions, causes and changes. By understanding emotions, employers may be able to understand why certain emotions reoccur and what actions may come from this. When employers have emotional understanding, they may be able to assess and identify the emotions and why they are happening. For example, if an employer to feels that their employee may be passionate about their job through their actions or if the employee senses that they have a high work ethic, they may assess why they feel this way and based on this, the outcome might be to give the employee a promotion. Through assessment and reflection, the employer can properly understand what outcome they think is best. 
In addition to this, it is efficient in the workplace for an employee to understand that emotions can change. For example, disappointment can turn to anger and resentment. For instance, in the workplace, an employee may feel that they are doing more workload than necessary due to other staff members choosing not to do their designated tasks. If the employee reports this to management and feels there is no change, this can turn from frustration to resentment. 
Furthermore, it is important for employers to understand that emotions can be complex sometimes. For example, if an employee is leaving, they may feel sad to leave the establishment but also excited for the new opportunity. When employers are able to observe and understand these mixed emotions, they be able to support their employees more effectively. 
When employers are able to understand emotions, this will help them to understand why employees may react differently to the same situations. For example, if a company chooses to merge or collaborate with another company, some employees may view this as a good thing and might want to adapt to that company’s organisational culture. However, other employees may not want this change as they may like the current culture of the company and could view this as a negative change. Employees should be able to address these concerns with their employees to understand why they are reacting negatively to the change. 

Managing Emotions
The fourth category from Mayer and Salovey’s model is managing emotions. This refers to an individual’s ability to be open to feeling other emotions whilst regulating their emotions and others’ emotions that support effective thinking and effective behaviour. Managing emotions involves the ability to evaluate and process emotional information and how the individual will respond to it. This is essential in the workplace as there will be pressure, disagreement and criticism sometimes in the workplace. Employees need to regulate their own emotions when there are difficult situations in the workplace. For example, an employee may feel angered if they have been suspended or have an investigation opened due to their actions at work. When the employee is able to manage their emotions, they will be able to recognise that they are feeling angry and not let their emotions control or consume them. They may need to time away to reflect or process the decision appropriately. In addition to this, pressure in the workplace can lead to emotions such as anxiety or frustration. When employees regulate their emotions, they might be able to maintain their ability to focus and continue to get their tasks done effectively. For example, if an employee is feeling pressure from workload, they may take time out for a walk or listen to music to help regulate their emotions than to allow their anxiety to avert them from completing the work altogether. The ability to manage emotions is not just staying calm and collected but the ability of self awareness and self regulation. According to PubMed, emotional intelligence is positively associated with job stress (Miao, C et al, 2022).  

When it comes to decision making, it is important for individuals to manage their emotions. Emotions can provide useful information to individuals however, allowing an emotional reaction to a situation without analysing or observing the evidence can lead to poor judgement. For example, if a manager decides to fire an employee due to an error with digital operations such as incorrect stock data for e-commerce products, this could be out of anger. With the use of emotional management, the manager should be able to recognise that they are feeling angry and follow the company’s procedures (Mayer, J.D, Salovey et al, 2004). When employees are able to regulate their emotions, they may have the ability to maintain constructive relationships with their teams. For example, when employees can handle emotions such as anger or frustration, they are less likely to take disagreements personal. Workplace relationships usually have an influence on cooperation and job satisfaction which is important. Emotional regulation can influence relationships in an organisation (Ben-Nun Bloom et al, 2018). 

Managing a Multi-Generational Workforce
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Generation X refers to people born between 1965 and 1980 (Pew Research Center, 2019). This generation tends to value independence, autonomy and work-life balance. They may want to have more control on how they complete their compared to be supervised closer. This can be a benefit to some organisations as this can encourage responsibility and enable employees with experience to use their knowledge effectively. However, it is important for employers and managers to not all assume that people that are Generation X values independence as individuals can have difference experience and workplace attitudes (Lyons, S.T and Kuron, L.K.J, 2013). 
Generation Y refers to people born between 1981 and 1996 (Pew Research Center, 2019). They are known as millennials. They tend to place and importance on meaningful work, career development, feedback, flexibility and positive relationships with their managers (Myers and Sadaghiani, 2010). Millennials were born during a time where technology was rapidly changing and also social changes, which may have an impact of expectations on employers. Managers should be encouraged to provide opportunities for development and enable employees to understand how their experience contributes to the organisation’s goals and plans. This will help managers understand how to engage with millennial employees (Costanza et al, 2012). 
Generation Z refers to a group of truly born from 1997 to the current generation (Pew Research Center, 2019). Generation Z has grown up during a time of widespread technology, smartphones and social media. This can have an influence on their expectations of technology and communication in the workplace (Choudhary et al, 2024). In addition, to this Lyons and Kuron argue suggests that younger employees value development, meaningful work and flexibility. Employers and managers will have to consider this when they want to offer opportunities to engage with younger employees (Lyons and Kuron, 2014). 
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Generation X tends to be more comfortable with traditional workplace operations and communication. For example, they tend to value face-to-face communication, telephone communication over the telephone and emails. However, some Generation X employees may be adaptable to use newer and modern versions of communication such as social media (King et al, 2019). Managers can be mindful of this through training Generation X to use modern technology if necessary or even adapt to their work style through designating tasks to them that fit with their work style and still benefits the company. 
Generation Y tends to place an importance on open and consistent communication with their managers and tend to be comfortable with using communication technology (Myers and Sadaghiani, 2010). Regular feedback, digital communication platforms and opportunities will enable managers to build positive relationships with their millennial employees. Managers can be mindful of this through using communication platforms within the company and feedback with millennial employees. 
Generation Z tends to be more comfortable with using digital platforms such as digital messaging platforms, collaboration tools, digital platforms and communication via video calls (Choudhary et al, 2024). Managers can be mindful of this and adapt to this through introducing messaging platforms in the workplace. In addition to this, managers can also make use of digital platforms. This can be e-commerce or various sales platforms to encourage growth within the company and tend to the Generation Z’s work style. 
Differences in communication can affect how effectively the organisation operates and employees can misunderstand each other’s communication styles. For example, if a Generation Z employee prefers to communicate face-to-face, they may struggle to interpret short digital messages from a Generation Y or Z employee that views this kind of communication as standard (King et al, 2019). Managers can adapt to these communication styles through mixing communication styles and methods and enabling employees use styles that are appropriate to different situations. 

Motivation
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Generation X employees tend to be motivated through career progression, recognition and a positive working environment. According to Cresnar and Nedelko, research has examined motivation within the workplace and found differences in factors that are associated with overall motivation (Cresnar and Nedelko, 2020). Managers can be mindful with Generation X through the provision of responsibility, the recognition of achievements and offering professional development. 
Generation Y can be motivated through their achievements and impacts in their organisation, working collaboratively with their team members and having consistent and frequent conversations with management (Myers and Sadaghiani, 2010). If managers are able to provide millennials employees with opportunities to portray their experiences, they may have a positive effect on their motivation. 
Generation Z can be motivated through material or extrinsic rewards (Cresnar and Nedelko, 2020). Managers may need motive Generation Z employees through financial benefits in addition to meaningful responsibilities and give them developmental opportunities that gives them a sense of achievement. 
Employees through the different generations may have different needs for motivation as they may not all value the same rewards. For example, one employee such as Generation X may be more motivated from career development and a Generation Z may be more motivated from financial benefits. 

[image: ]Technological Adaptability

Generation X has been through multiple significant technological changes through the period of their generation. Some Generation Z employees have adapted to modern technology whilst some may prefer familiar, traditional organisation systems. According to Choudhary et al, differences in technology behaviour between generations can be influenced through experiences, working attitudes and communication methods (Choudhary et al, 2024). It may benefit some organisations to introduce training for new or modern systems than to assume that some older employees may struggle to adapt to the technology. 
Generation Y has experienced the increase usage and development of technology and the internet whilst growing up and entering the workforce. They can be more comfortable using and adapting to workplace technology such as use of modern cash and card machines and equipment. 
Generation Z has grown up in a time when technology, social media and digital technology is widespread. This can make working with technology more comfortable and adaptable in the workplace. Organisations can provide the younger generations with the opportunity to use their digital knowledge and share knowledge to older generations. 
Conclusion
In conclusion, the different generations have generally had different experiences within their workforces. Generation X had been born in an environment where workplace operations were more traditional and made use of paper files and more face-to-face communication. Although they have not got as much experience with digital platforms and technology, some Generation X may be adaptable to learning this. Generation Y were born in a time where technology was still developing but there had been progress with this. Generation Y has experience and knowledge with technology and may value a combined use of traditional and technological organisation operation. Whereas Generation Z was born during a time where technology has made significant progress and therefore thrive in a workplace that uses digital technology and can be quick to adapt to new digital platforms. 
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