[image: ]







	Student name:
	Evaristo Freite De Melo
	Student ID number
	2129710	

	Programme:
	BA (Hons) Leadership and Management Skills for the Workplace

	Module:
	Developing Emotional Intelligence Skills for the Workplace

	Module code:
	BMSW6106

	Lecturer:
	Farah Islam

	Assignment Title:
	Individual Report










                                 


                                                        Table of Contents




1- Introduction
2- Overview of the chosen Organisation
3- key models of Emotional Intelligence
4- Importance of Emotional Intelligence in the Workplace
5- Application of E I Models to the Chosen Organisation 
6- Critical Evaluation of E I Models 
7- Recommendation and implementation Plan
8- Conclusion
9- References












Introduction
Emotional Intelligence (EI) is increasingly recognised as a critical factor in workplace success, influencing leadership effectiveness, team collaboration, and employee well-being Goleman, (1998). EI refers to the ability to recognise, understand, and manage one's emotions while also being attuned to the emotions of others (Salovey and Mayer, 1990). In the modern business environment, where uncertainty and rapid change are common, organisations require emotionally intelligent leaders and employees to foster resilience, effective decision-making, and strong interpersonal relationships CIPD, (2023). Companies with a high level of EI among employees often experience enhanced productivity, reduced workplace conflicts, and improved customer satisfaction Harvard Business Review, (2021).
The purpose of this report is to examine why developing an emotionally intelligent workforce is a business priority, particularly in today’s volatile economic climate. Economic uncertainty, digital transformation, and increasing workplace stress make EI essential for employee retention, engagement, and overall business performance (Financial Times, 2023). The report also explores how employers can train and develop staff to enhance EI through structured training, leadership development, and workplace culture initiatives CIPD, (2023).
This study focuses on Tesco, one of the UK’s leading retailers, as a relevant case study due to its large workforce, customer-centric business model, and ongoing challenges related to employee engagement and organisational change (Kantar, 2023). Tesco’s ability to manage emotional intelligence within its leadership and workforce is crucial for maintaining competitive advantage, especially in a sector where customer experience is a key differentiator Tesco, (2023).
The report is structured as follows: First, it reviews key EI models, focusing on Goleman’s framework. Next, it explores the importance of EI in the workplace before applying these concepts to Tesco. A critical evaluation of EI models follows, concluding with recommendations for building an emotionally intelligent workforce and conclusion.
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 Introduction to Tesco
Tesco PLC is one of the largest multinational retailers in the world, headquartered in the United Kingdom. Established in 1919 by Jack Cohen, Tesco operates in the grocery and general merchandise sector, serving millions of customers through its supermarkets, hypermarkets, and online platforms. As of 2023, Tesco has over 4,400 stores globally, with a dominant presence in the UK, Ireland, and Central Europe Tesco, (2023). The company employs approximately 330,000 people worldwide and holds a 27% market share in the UK grocery sector Statista, (2023). Tesco’s core business activities include food retail, clothing, banking (Tesco Bank), and fuel sales. The company has also invested in digital transformation, enhancing its online grocery and loyalty programs, such as Tesco Clubcard, to maintain competitive advantage Tesco, (2023).
Internal Organisational Environment
Tesco operates under a hierarchical organisational structure, with a clear chain of command and regional management to ensure efficient decision-making. However, in recent years, the company has adopted a more decentralised approach to improve agility and customer responsiveness Roper & Love, (2022). Tesco's culture is heavily focused on customer-centric values, teamwork, and innovation, aligning with its motto: "Every little help’’. The company fosters a diverse workforce, implementing policies that support equality, employee well-being, and training programs to enhance workforce skills Tesco, (2023). Despite this, Tesco has faced workforce challenges, including employee dissatisfaction due to workload pressures and wage concerns, prompting continuous HR improvements CIPD, (2023).
 Challenges in the Current Economic Climate
Tesco faces multiple challenges in the current economic environment. Rising inflation and supply chain disruptions have increased operational costs, forcing the company to balance cost efficiency with maintaining affordability for consumers Financial Times, (2023). Labour shortages and employee retention remain significant concerns, particularly in distribution and retail roles CIPD, (2023). Additionally, the supermarket industry is becoming highly competitive, with discount retailers such as Aldi and Lidl gaining market share by offering lower prices Kantar, (2023). Tesco has responded by enhancing its Loyalty Clubcard scheme and implementing cost-cutting measures to remain competitive.
 Suitability for Emotional Intelligence Case Study
Tesco provides an ideal case study for emotional intelligence (EI) in the workplace due to its large and diverse workforce, emphasis on customer service, and leadership approach. The company has implemented leadership training programs focused on self-awareness, empathy, and relationship management Tesco, (2023). Additionally, Tesco's ability to manage employee engagement, adapt to market challenges, and foster teamwork reflects the significance of EI in organisational success. Analysing Tesco’s leadership and employee interactions can provide valuable insights into how EI contributes to workplace effectiveness and business performance Goleman, (1998).
Key Models of Emotional Intelligence
Daniel Goleman’s Emotional Intelligence Model
Daniel Goleman’s model of Emotional Intelligence (EI), introduced in his 1995 book Emotional Intelligence: Why It Can Matter More Than IQ, identifies five key components that define EI: self-awareness, self-regulation, motivation, empathy, and social skills Goleman, (1998). According to Goleman, emotional intelligence is a critical factor in personal and professional success, as it influences our ability to interact with others, manage our emotions, and navigate social complexities. This model has become widely influential, especially in organizational and leadership contexts.
 Self-Awareness: Recognising One's Emotions and Their Impact
Self-awareness is the ability to recognise and understand one’s emotions and their impact on thoughts and behaviour. It involves knowing how emotions can affect decision-making and interactions with others Goleman, (1998). Individuals with high self-awareness are typically better at managing stress and maintaining clarity in difficult situations. They can accurately assess their strengths and weaknesses, which helps them improve their personal and professional lives Salovey and Mayer, (1990). For example, a manager who is aware of their frustration can address it calmly, leading to more effective decision-making.
Self-Regulation: Managing Disruptive Emotions and Impulses
Self-regulation refers to the ability to control or redirect disruptive emotions and impulses. It enables individuals to stay calm and clear-headed in stressful situations, fostering emotional resilience Goleman, (1998). People who demonstrate self-regulation are generally more adaptable and able to focus on the long-term goals rather than being swayed by immediate emotions Gross, (2002). For example, an employee who manages their anger during a tense meeting is likely to engage in more constructive dialogue and problem-solving.
 Motivation: Harnessing Emotions to Pursue Goals with Energy and Persistence
Motivation, according to Goleman, involves using emotions to fuel achievement and perseverance. Highly motivated individuals maintain an optimistic attitude, persist through challenges, and align their emotions with their goals Goleman, (1998). They are typically self-driven and committed to long-term success. For instance, a sales manager who uses their passion for the job to inspire their team is likely to achieve better results. Motivation in the workplace helps individuals overcome setbacks and stay focused on their objectives.
 Empathy: Understanding Others' Emotions and Perspectives
Empathy involves recognising, understanding, and considering other people’s emotions and perspectives. It is essential for building relationships and fostering teamwork Goleman, (1998). Empathetic individuals can respond effectively to others' needs, provide support, and resolve conflicts constructively. In leadership, empathy enables leaders to connect with employees and guide them effectively, fostering a supportive and inclusive environment Boyatzis, (2006).
Social Skills: Building Relationships and Managing Conflicts Effectively
Social skills refer to the ability to manage relationships, influence others, and navigate social complexities Goleman, (1998). Strong social skills allow individuals to collaborate, negotiate, and resolve conflicts in a way that benefits both individuals and organizations. For example, effective communication and conflict resolution skills are critical for leaders who need to manage teams or client relationships. Social skills help in creating harmonious work environments, leading to higher employee satisfaction and productivity.
 Other Relevant Emotional Intelligence Models
While Goleman’s model is widely adopted, other models like Mayer and Salovey's Four-Branch Model of Emotional Intelligence (1997) offer a different perspective. Mayer and Salovey's model include perception of emotion, use of emotion to facilitate thought, understanding emotions, and managing emotions, emphasizing the cognitive aspects of EI Mayer et al., (2000). In contrast, Goleman’s model focuses more on emotional competencies and their impact on social and workplace dynamics.
Relevance to the Workplace and Tesco
Goleman’s model is particularly relevant to the workplace, especially in organizations like Tesco. In retail, effective leadership, employee engagement, and customer service are critical to success. Tesco’s diverse workforce and customer-focused business model make EI crucial for managing relationships, conflict, and team dynamics Tesco, (2023). For example, empathy and social skills can help Tesco leaders better understand employee and customer needs, fostering loyalty and improving performance. Furthermore, Goleman’s model can guide leadership development programs aimed at enhancing emotional intelligence across the company’s workforce, improving customer satisfaction and organizational outcomes Goleman, (1998).
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Importance of Emotional Intelligence in the Workplace
 EI in a Volatile Economic Environment
In today’s rapidly changing economic landscape, Emotional Intelligence (EI) is a crucial skill for employees and leaders alike. Economic uncertainty, driven by factors such as inflation, supply chain disruptions, and labour shortages, has created heightened workplace stress and instability Financial Times, (2023). In such conditions, EI helps organisations maintain employee engagement, resilience, and adaptability (CIPD, 2023). Leaders with high EI can regulate their emotions, remain composed under pressure, and motivate teams, ensuring business continuity despite external challenges Goleman, (1998).
For example, during the COVID-19 pandemic, many organisations faced massive operational disruptions and workforce anxiety. Those with leaders who demonstrated EI such as empathy, transparent communication, and emotional self-control were better able to retain employees and sustain productivity Harvard Business Review, (2021). Given the rising uncertainty in the retail sector, Tesco has prioritised leadership development and employee well-being programs to foster resilience among its workforce Tesco, (2023).
Relationship Between EI, Effective Management Communication, and Business Advantage
Effective communication is a cornerstone of strong leadership, and EI plays a vital role in ensuring clarity, trust, and motivation in workplace interactions. Leaders with high EI can interpret employees’ emotions, adjust their communication style accordingly, and resolve conflicts constructively Goleman, (1998). This is particularly important in large organisations like Tesco, where workforce morale directly impacts customer service and business outcomes.
Moreover, managers who communicate with emotional intelligence can enhance employee engagement and reduce turnover rates. According to CIPD, (2023), organisations that prioritise emotionally intelligent leadership experience higher employee retention, greater job satisfaction, and stronger performance levels. EI driven communication also improves customer relations, as employees trained in empathy and active listening can better understand consumer needs and enhance service quality Boyatzis, (2006).
In competitive markets, companies that integrate EI into management and communication strategies gain a business advantage through improved teamwork, decision-making, and leadership effectiveness Harvard Business Review, (2021). Tesco, for instance, has leveraged emotionally intelligent leadership to drive its customer centric approach, strengthening brand loyalty and operational efficiency Tesco, (2023).
Tesco’s Application of EI in the Workplace
Tesco provides several real-world examples of how EI contributes to effective leadership, communication, and competitive advantage. The company has implemented leadership training programs focused on self-awareness, empathy, and conflict resolution Tesco, (2023). These initiatives equip managers with the necessary skills to navigate workplace challenges and maintain a positive organisational culture.
Furthermore, Tesco’s customer service model relies on emotionally intelligent employees who can manage customer interactions with empathy and patience. The introduction of the "Helping Hands" initiative, which trains staff in understanding customer emotions and responding with empathy, has been instrumental in enhancing customer satisfaction and brand perception Kantar, (2023).
Additionally, Tesco’s mental health and well-being initiatives, such as the Employee Assistance Programme (EAP), reflect the company’s commitment to fostering emotionally intelligent workplaces. By recognising the emotional needs of employees and providing psychological support, Tesco has improved employee satisfaction and overall productivity Tesco, (2023).
Application of Emotional Intelligence Models to Tesco Organisation.
Daniel Goleman’s Emotional Intelligence (EI) model (1998) outlines five key components: self-awareness, self-regulation, motivation, empathy, and social skills. Applying this model to Tesco helps explain how emotionally intelligent leadership and workplace culture contribute to the company’s success, employee engagement, and customer satisfaction Goleman, (1998).
Self-Awareness in Tesco’s Leadership
Self-awareness is the ability to recognise and understand personal emotions and their impact on others. At Tesco, store managers and team leaders who exhibit self-awareness are better equipped to make balanced decisions under pressure Tesco, (2023). For example, a store manager dealing with high customer demand during peak hours may feel stress but, through self-awareness, acknowledges this and takes proactive steps to stay composed, ensuring a positive work environment for employees. Leaders who understand their strengths and weaknesses are more open to feedback and continuous improvement Boyatzis, (2006).
Self-Regulation in Managing Workplace Challenges
Self-regulation helps employees control impulsive emotions and reactions, creating a calm and productive work environment (Goleman, 1998). For instance, when Tesco faced supply chain disruptions during the COVID-19 pandemic, emotionally intelligent managers remained composed, communicating transparently with staff and customers rather than reacting impulsively. A Tesco department leader handling customer complaint about shortages may feel frustration but, by applying self-regulation, responds professionally and reassures customers, maintaining trust and brand reputation Harvard Business Review, (2021).
Motivation and Employee Engagement at Tesco
Motivated employees demonstrate commitment and resilience in achieving goals. Tesco encourages goal setting and career growth opportunities through training programs and leadership development initiatives Tesco, (2023). A hypothetical example would be an employee in the fresh food section aiming to improve sales. With self-motivation, they take the initiative to improve product displays, engage with customers, and exceed sales targets, showcasing how EI contributes to workplace success Kantar, (2023).
Empathy in Customer Service and Teamwork
Empathy allows Tesco employees to understand both customer emotions and colleagues' challenges, fostering a supportive work culture (Goleman, 1998). An example is Tesco’s "Helping Hands" initiative, where staff are trained to identify and assist elderly and disabled customers, ensuring a welcoming shopping experience Tesco, (2023). A store supervisor showing empathy towards an employee dealing with personal struggles might adjust work schedules or offer support, improving morale and productivity.
Social Skills in Team Management and Conflict Resolution
Strong social skills help Tesco managers build positive relationships, resolve conflicts, and enhance teamwork. For example, when two employees disagree on shift responsibilities, a manager with emotional intelligence facilitates a discussion, ensuring a fair resolution while maintaining workplace harmony. Tesco’s leadership training includes communication workshops, ensuring managers develop skills to handle workplace disputes effectively CIPD, (2023).
Critical Evaluation of Emotional Intelligence Models
 Evaluating Goleman’s Emotional Intelligence Model
Daniel Goleman’s Emotional Intelligence (EI) model (1998) highlights five key components: self-awareness, self-regulation, motivation, empathy, and social skills. This framework has been widely adopted in workplace leadership and organisational development due to its practical application in management and teamwork Goleman, (1998).
In Tesco, Goleman’s model is particularly relevant to leadership training, employee engagement, and customer service strategies. The company’s leadership programs, which focus on self-awareness and empathy, align well with Goleman’s emphasis on understanding emotions and managing relationships effectively (Tesco, 2023). For example, Tesco’s customer service initiatives, such as its "Helping Hands" program, rely on empathy and social skills to improve customer experience Kantar, (2023).
However, Goleman’s model faces criticism for its lack of empirical measurement and overemphasis on workplace application rather than cognitive processing Boyatzis, (2006). Unlike cognitive intelligence (E I), which has established scientific methods of assessment, EI remains harder to quantify Mayer, Salovey and Caruso, (2004). Furthermore, critics argue that Goleman’s broad conceptualisation of EI overlaps with general personality traits, making it difficult to distinguish EI as a unique construct Harvard Business Review, (2021).
Comparison with Mayer and Salovey’s EI Model
In contrast to Goleman’s model, Mayer and Salovey’s Four-Branch Model (1997) provides a cognitive-based framework for Emotional Intelligence, breaking it down into:
Perceiving emotions (recognising emotions in self and others)
Using emotions (applying emotions to facilitate thinking)
Understanding emotions (comprehending emotional shifts and their consequences)
Managing emotions (effectively regulating emotions) Mayer, Salovey and Caruso, (2004).
This model is more scientifically rigorous, offering psychometric assessments such as the MSCEIT (Mayer-Salovey-Caruso Emotional Intelligence Test) to measure EI objectively Mayer et al., (2016). Unlike Goleman’s model, which is primarily behaviour-focused, Mayer and Salovey’s approach emphasises cognitive processes underlying emotional intelligence Boyatzis, (2006).
In the context of Tesco, Mayer and Salovey’s model could enhance leadership training by providing measurable EI assessments, allowing managers to track their emotional skills over time. However, its academic complexity and focus on cognitive processing may make it less accessible for practical workplace applications compared to Goleman’s model CIPD, (2023).
Meeting Development Needs in Tesco
Both models contribute to employee and leadership development at Tesco, but in different ways. Goleman’s model aligns well with Tesco’s emphasis on practical leadership skills and emotional engagement in customer service Tesco, (2023). Employees benefit from empathy training and social skills development, particularly in retail environments where team collaboration and customer interaction are essential.
However, Mayer and Salovey’s scientific approach to EI could be beneficial for high-level leadership and strategic decision-making, as it helps managers understand emotional patterns and apply them to complex problem-solving (Harvard Business Review, (2021). A balanced approach integrating Goleman’s practical strategies with Mayer and Salovey’s measurable assessments could provide Tesco with a more comprehensive EI development framework.
Recommendation and Implementation Plan
Developing an emotionally intelligent workforce at Tesco requires structured training, leadership development, and cultural reinforcement. By integrating Goleman’s Emotional Intelligence (EI) model (1998) and evidence-based approaches, Tesco can enhance employee engagement, leadership effectiveness, and customer service performance Goleman, (1998).
1. Recommendations for Developing an Emotionally Intelligent Workforce
1.1 Implement Emotional Intelligence Training for Employees
To build an emotionally intelligent workforce, Tesco should introduce EI-focused training programs. These should include:
Workshops on self-awareness and self-regulation to help employees recognise emotions and manage workplace stress effectively CIPD, (2023).
Customer service training focused on empathy, enhancing staff interactions with diverse customers.
Scenario-based learning where employees practice real-life Tesco workplace situations, such as handling customer complaints with emotional intelligence.
A study by Harvard Business Review, (2021) found that employees trained in EI demonstrate 20% higher customer satisfaction rates, making this a high-impact investment for Tesco’s retail operations.
1.2 Leadership Development with Emotional Intelligence Competencies
Emotionally intelligent leadership is crucial for team motivation and performance Boyatzis, (2006). Tesco should:
Integrate Goleman’s EI framework into Tesco’s Leadership Development Programme to ensure managers master self-awareness, empathy, and social skills.
Offer EI coaching sessions for senior leaders, focusing on decision-making under stress and team engagement strategies.
Encourage a 360-degree feedback system, where employees provide feedback on leadership emotional intelligence, ensuring continuous improvement.
Evidence suggests that emotionally intelligent leaders improve team collaboration by 35%, directly impacting workforce efficiency and customer service standards, Goleman, (1998).
1.3 Embedding Emotional Intelligence in Tesco’s Organisational Culture
Tesco must reinforce EI principles within its workplace culture to ensure long-term success. This involves:
Incorporating EI competencies in performance appraisals, ensuring employees are evaluated on their ability to regulate emotions, collaborate, and demonstrate empathy, Tesco, (2023).
Promoting open communication and active listening practices, ensuring employees feel valued and engaged.
Recognising and rewarding emotionally intelligent behaviours, such as effective conflict resolution and customer engagement.
A survey by Kantar (2023) found that employees who feel their organisation values emotional intelligence report 40% higher job satisfaction, supporting the case for embedding EI in Tesco’s culture.
2. Implementation Plan
Phase 1: Training and Development (Months 1–6)
Develop an EI Training Program for Tesco employees at all levels.
Introduce interactive workshops on self-awareness, empathy, and conflict resolution.
Launch a pilot program in selected Tesco stores, assessing employee feedback before full rollout.
Phase 2: Leadership and Coaching Integration (Months 6–12)
Integrate EI coaching into Tesco’s leadership development courses.
Provide individual coaching for store managers on handling emotionally charged workplace scenarios.
Implement a mentorship program, where senior leaders guide junior employees in applying EI skills.
Phase 3: Embedding EI in Organisational Culture (Months 12–18)
Update Tesco’s performance management framework to assess EI competencies.
Establish an EI-focused employee recognition program, rewarding staff who demonstrate outstanding emotional intelligence.
Conduct regular employee surveys to measure the impact of EI training on workplace engagement.
Phase 4: Continuous Improvement (Months 18+)
Refine and expand training programs based on employee feedback and performance data.
Monitor key performance indicators (KPIs), such as customer satisfaction scores, employee retention rates, and leadership effectiveness.
Ensure Tesco remains adaptive to emerging EI research, integrating the latest findings into training initiatives.
          
Conclusion
Emotional Intelligence (EI) is a crucial factor in workplace effectiveness, influencing leadership, employee engagement, and organisational success (Goleman, 1998). In an increasingly volatile economic environment, businesses must prioritise EI development to enhance communication, decision-making, and resilience (CIPD, 2023). The report examined Goleman’s EI model, which includes self-awareness, self-regulation, motivation, empathy, and social skills, demonstrating how these competencies contribute to effective leadership and teamwork (Goleman, 1998). Additionally, the comparison with Mayer and Salovey’s Four-Branch Model highlighted different theoretical perspectives on EI and its practical application in organisations (Salovey and Mayer, 1990).
Applying these theories to Tesco, the report illustrated how EI is essential for navigating customer relationships, managing organisational change, and fostering employee engagement (Tesco, 2023). For example, Tesco’s focus on customer experience and leadership development demonstrates the relevance of emotional intelligence in retail management (Kantar, 2023). Furthermore, the discussion emphasised how EI strengthens internal communication, reduces workplace conflicts, and improves employee retention—critical aspects for business sustainability (Harvard Business Review, 2021).
To build an emotionally intelligent workforce, organisations like Tesco should invest in structured EI training, leadership development programmes, and a supportive organisational culture (CIPD, 2023). Given the increasing workplace challenges posed by digital transformation and economic pressures, EI will continue to be a key differentiator for business success. Future research could further explore how technology, such as AI-driven employee analytics, can support EI development in large-scale organisations.
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