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[bookmark: _Toc14646877]Introduction
Emotional intelligence is considered to be a valuable skill in recent era. It is an ability to perceive understand and manage one’s own and others feelings and emotions(Andrews, L. 2018). It plays a crucial role at workplace. Employees who have high EI are good at maintaining time, managing conflicts, making better decision, more likely to listen, understand and respond to others needs. This report is prepared in order to put light on importance of emotional intelligence, its relation with effective management communication and business advantage, evaluating EI models and their appropriateness in meeting development needs. To move further with these topics, BUPA Company is selected. 
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BUPA stands for British United Provident Association. BUPA is an international healthcare organization which was established in 1947. 17 British provident had joined together in order to serve general public. Now it is a private limited company by guarantee. It is headquartered in United Kingdom. It has been serving 32 million customers in almost 190 countries (Bupa.co.uk. 2019). As it has no shareholder, its profit is reinvested in the business. Initially they provided service of medical insurance but now they have opened BUA hospitals. During 2008, they acquired London Cromwell Hospital in order to provide healthcare services to its members and medical tourists. It has also owned different healthcare companies in other countries. Currently it has 84,000 employees worldwide. 

[bookmark: _Toc14646879]Importance of emotional intelligenceand relationship among emotional intelligence (EI), effective management communication and business advantage
Emotional intelligence demonstrates an ability to identify and control one’s own emotion and others emotions as well. It includes three skills. These are emotional awareness, ability to harness emotion and apply the emotions to tasks and the last one is ability to control emotions. These means if necessary one should have the potentiality to regulate self and others emotions. It is not an actual construct rather emotional intelligence is a way to describe interpersonal skills. This particular factor possess a greater significance at workplace (Rollinson, D. 2011). Due to its significance, now job applicants have to face emotional intelligence test. Employers believe that the person who has high emotional intelligence can be a good leader or worker. Emotionally intelligent people are highly careful regarding their emotional states. They are tuned in to others emotional experience. Due to this benefits, BUPA’s human resource management organization had started to recruit emotionally intelligent people. They believe that embracing nuances of human emotion can have pragmatic benefit at the workplace. This will turn an organization a better workplace with happier employees. Psychologists argue regarding how the brain of human being works. According to behavioral scientist, the part of human brain which supports emotional intelligence is last circuitry to brain to become anatomically mature. That’s why children are taught this skill in their early life. This helps to prevent anti-social behavior. 

Figure 1: Elements of emotional intelligence (Routledge, C. 2011)
Self-awareness helps the employees of BUPA to understand their strengths and weaknesses. This helps to increase their self-confidence and makes a constructive criticism. Managers of the company know that tight schedules bring worst case scenario for them. Emotionally intelligent managers will plan their schedule in way so that they can get the task done in advance. Self-management helps in redirecting disruptive impulses. It helps in marshaling employees’ positive emotions. It helps them to handle their emotions and not to let it to cripple them. If team botches presentation, leaders of the company will resist screaming. Instead leaders will consider the possible reasons of not making the presentation on time. He will explain the consequences to the team members and will try to find out solution together. 

Figure 2: Importance of developing EI at workplace (Schuler, R. 2012)
Motivation will help an emotionally intelligent people to do the task with passion andimprovedeficiencies if necessary. Empathy demonstrates the ability to understand others emotional makeup. It will help the employees to consider others feeling’s. For example before making a decision of recruiting and hiring top talent, decision maker will consider others thoughts as well. They can build good rapport with their colleagues and help to promote friendly organizational culture. Managers of BUPA also need to build social skills. As they can recognize others emotions easily, they can respond properly in a given situation.  These will help them to make good relationship with each other and provide direction to achieve goals. As emotionally intelligent people possess these attributes, it helps the organization to promote its activities. Employees are key part of an organization. If they have good quality and skills, this ultimately brings benefits for the organization. Emotionally intelligent people can make good decision. They can keep themselves cool under tight pressure. They are good at resolving conflicts. If a team is made for completing an important project of BUPA, it is more likely that team members will get engaged in conflicts if their perceptions vary. But employees who have high emotional intelligence will come forward to resolve conflicts. If this skill is developed, employees will listen and respond to constructive criticisms. That’s why this has been recognized as a valuable skill worldwide. This can be improved by giving proper training to the employees. BUPA arranges training session for their employees so that they can improve this skill. Every day it needs to take emotionally charged decision. Management decides plan 1 is better than plan 2. Sometimes they make this decision based on their gut feelings. So if they understand and find out the source of their emotion especially when they work in a group, they will be more attuned to each other (Rosellini, R. and Lashley, R. 2016). Due to globalization, it has become more significant as teams need to work with different types of people. Emotional intelligent people will understand, express and manage feelings as well as maintain good relationship under pressure. 
[bookmark: _Toc14646881]Relationship between EI, effective management communication and business advantage
Emotional intelligence has become a core topic in recent days. Now organizations require people who have high EQ. Emotionally intelligent people can manage emotions of others and can overcome stress. If one knows more about ones emotions, he/she can manage emotions as well. Managing emotions can be an effective way of communicating with others. Management of BUPA needs to communicate their decisions to the lower level employees. If communication structure of an organization is weak, there will be inconsistency and conflicts. Communication is a core skill for a manager. Emotional intelligence is important for them whether they are speaking with their employees in meeting room or responding to tough questions in a presentation (Thomson, L. 2013). If he lacks emotional intelligence, he will be flustered easily by unwanted questions. He will be more likely to react in a way which is not expected. If they don’t develop emotional intelligence they will not react by filtering their answers both verbally and tonally. They may show inappropriate body gesture. Each of these answers can jeopardize the relationship with employees and other relevant stakeholders. So from that analysis it can be concluded that there is a positive relationship between emotional intelligence and effective management communication. If managers of BUPA have high emotional intelligence, they can maintain effective communication. This can mold their way of communicating verbally and non-verbally in different business situations (Schuler, R. 2012). For example if a manager of BUPA has become upset because of the last minute meeting, he tends to speak faster or get angry with his co-worker for slight mistakes. But if he has control over his emotions, he won’t do that. Emotional reaction happens subconsciously but they can be controlled. This can be improved through trainingand practice. 

Figure 3: Relationship between EI, effective management communication and business advantage (Rosellini, R. and Lashley, R. 2016)
A manager who has lacking in EI won’t be able to gauge the needs and expectations. If management doesn’t understand the needs of employees working in BUPA, they won’t be able to manage hem effectively. They should understand their employees. When they take decisions in order to change business policy, organizational structure etc. of BUPA, they need to communicate this with their employees. Employees are the one who will finally help them to achieve the goals. If employees don’t understand what management wants from them, they won’t be able to execute the plan. That’s why it is crucial to communicate with them well. Proper communication will reduce chaos situation (Robert, S. 2016). Communication should be maintained in a two way process so that both the parties can extract benefit from this. As BUPA has hierarchical organizational structure, managers are responsible to provide guidance to the middle and lower level employees. High EQ managers don’t overpromise andunder deliver (Rodgers, R. 2015). They maintain their schedule in a way that will help the employees to do the tasks on time. As BUPA is bound to experience changes, managers need to communicate with the employees in order to make them understand why the changes are needed and what they should do to make this happen. If they become successful in giving proper direction, employees can work well. High EQ employees accept the changes and grow alongside the organization. This valuable trait will be contagious among group members. They can provide good service to their customers. This will increase their client base. As this is a profit seeking company, its profit will be maximized if its client base gets increased. This will be increased if they find out that BUPA is adding value to their lives. This will provide them a competitive advantage. High EQ people are more creative, solution focused and successful in business life than people having low EQ. That’s why BUPA focuses mostly on to develop EQ skill rather than to develop technical skill. They can make decision faster (Robert, S. 2016). Thus organizational resources are properly used and time is saved. They are not likely to engage in destructive behavior. This creates a friendly environment at workplace. Employees can work in peace. This also increases their motivation which is an important factor of higher job satisfaction. Thus they can serve the clients well, understand the clients well and add value to their lives. Company culture becomes much stronger. This promotes sense of teamwork, support and respect each other.  Happy employees generate happy clients. So ultimately that’s become a win-win situation. 
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[bookmark: _Toc14646883]Models of EI
Maximizing emotional intelligence is always a positive endeavor. In psychological research, EI is a new field of study. During 1990, Salovey and Mayer tried first to define this concept. According to them, it is an ability to monitor and discriminate own and others feelings. There are different emotional intelligence model. This will be described next:

Figure 4: Models of EI (Rodgers, R. 2015)
Trait emotional intelligence model: It was developed by Petrides. It demonstrates behavior disposition and self-perception regarding people’s ability to recognize and utilize the emotionally laden information. It can be measured by using different tools. These are six seconds EI assessment, Swinburne University EI test, Schutte self-report EI test etc. TEIQUE is in 15 languages which was designed to test EI comprehensively (Bratton, J. and Gold, J. 2017). Ability model is pragmatic and highly focuses on outward result, trait model is mainly geared toward self-perception. It is highly resistant to scientific measurement. As this has a lacking of objective measure, it is difficult to either prove or disprove. It entirely depends on individual employee’s personality. In order to identify the EQ level, scientific measures cannot be used. This can be measured by using self-reports. BUPAarranges this test in order to identify whether their recruited employees are emotionally stable or not. As their perceptions should be consistent with their organizational goal, this has left no room for argument. But as this model doesn’t have scientific basement, this can provide wrong results in some cases. But it has greater importance in certain situation. It can ideally represent one’s personality and reaction by observing certain scenario. That’s why several case studies are given to the applicants and recruiter oversee how their reactions vary over time. 


Figure 5: Trait model (Goleman, D. 2012)
Ability model:Soloveyand Mayor upgraded their trait model and named it ability model. This model demonstrates that by using EI people will make good use of the social environment. Individual’s ability to process the emotional information varies from one person to another. Specific adaptive behaviors manifest this ability. It has proposed four abilities which are perceived emotion, use emotion, understand emotion and initiate emotion. MSCEIT test is used to measure EQ. this test includes different emotion based problem solving cases. The ability to generate emotions in 4 branches is summed up to develop total score. By analyzing body gesture and facial expression, one employee can understand the emotion of others (Bowkett, S. 2017). That’s why emotion perception is very basic for emotional intelligence field. When a member of a team presents a particular project, he can understand whether this is liked by the project manager of BUPA or not by observing his facial expression. In order to achieve certain goal, this emotion should be used effectively. They strike the iron when it is hot. If an employee wants to take leave for half day and goes to his supervision to seek permission, supervisor will grant the leave if he is in good mood. Otherwise he will reject that. So employees can use this tool prudently in order to get their desired thing. This can be well gone with the managers too. But this model cannot be used for measuring job performance. The IQ test is based on cognitive ability. Result is evaluated on a consensus fashion. Emotions have several shades and these interact with each other all time. This test can be used for recruiting new employees in BUPA. 

Figure 6: Ability model (Bratton, J. and Gold, J. 2017)
Mixed model:This model includes 25 EI characteristics. These include everything from self-awareness to diverse quality. It mixes emotional intelligence with other traits. It has five categories. It measures emotional intelligence with emotional competency. There are two elements of self-awareness which are self-confidence and emotional awareness. In order to regulate oneself, he needs to have trustworthiness, self-control and conscientiousness. By reframing negative thoughts, one can positively motivate himself and others. In order to make sure that employees of the company are working properly, managers of BUPA need to motivate them. They should be clearly given instruction so that they can execute the plan. Roper motivation is directly linked with higher job satisfaction. This can be done by using intrinsic or extrinsic way. If they possess high emotional intelligence, they will understand the needs of the employees and help them to boost their qualities. Social skills also help them to collaborate with each other, manage conflicts easily, communicate effectively etc. 
[image: https://yleprogramme.files.wordpress.com/2013/12/ei_2.jpg]
Figure 7: Mixed model (Bowkett, S. 2017)
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Organizations can’t remain in a static position for good. It needs to change its structure, policy and pattern in order to cope up with changing trends. That’s why employees need to be get prepared for upcoming challenges. Development needs of employees are identified to make this journey easier. It is not mandatory that all of the employees will require same thing or want to develop same deficiency. Different people have lacking in different area. Some may be weak in communication skill, some may be weak in maintaining good relationship, some may have lacking in technical and professional skill etc. To sum up, the following development needs should be given special attention:

Figure 8: Development needs (Andrews, L. 2018)
As emotional intelligence has become a valuable skill, employers want to recruit those people who have high EQ. BUPA is not different from this perception. While recruiting employees, they test whether the applicants have high EQ or not. But it’s not like that they only recruit high EQ employees. Sometimes they recruit people who have moderate EQ level, as they believe that emotional intelligence can be improved by training and coaching. After recruiting employees they arrange different training programs to improve individual employee’s deficiencies. 
There are three models of emotional intelligence which are trait model, ability model and mixed model. Trait model basically focuses on individual’s emotional perceptions. Different people have different perception and it’s quite natural. Though it doesn’t have scientific base, it can help in improving EI. If individual employee wants to develop his/her personal needs, he/she should take action to execute this (Bach, S. And Edwards, M. 2013). That’s entirely dependent on his/her perception. But due to the human nature, human beings can’t properly identify where their deficiencies are. They need help from others who will carefully judge the person to identify what needs should be developed. So from that perspective, trait theory may not work well. Ability theory focuses on four abilities which are perceiving emotion, understanding emotion, managing emotion and using emotion. If employees of BUPA understand each other and respect one another’s feelings and emotions, this will create an ambient atmosphere. This model is appropriate for developing the needs of individual employee. By applying this model’s concept, individuals can identify what the managers want from, what they should do to achieve organizational culture, how they can take care of their clients, how they can improve their relationship with others etc. By born human beings don’t become perfect. As they grow, they understand the necessity of developing themselves. This goes with an organization too. When employees are recruited, it can’t be expected that they are perfect and they don’t have any lacking. They require training and consultation too. If they have high EQ, they will understand how crucial it is to develop the needs (Andrews, L. 2018). If they don’t maintain good relationship with other, they can’t work in peace. They should learn how to manage conflicts. If they can perceive and understand others feeling, they won’t be engaged in conflicts. They can work well with other team members. But before going to this level, they need to know what they are required to do, what BUPA expects from that and how they can contribute to the welfare of the company. 
Last model was mixed model. According to this model, emotional intelligence is consisted of 5 elements which are self-awareness, relationship management, social skill, empathy and motivation. Researches had found strong correlation between EQ and workplace behavior. Those who have low EQ can’t concentrate on their works and can’t maintain good relationship with peers. They struggle hard to communicate their emotion. Success is thought to be highly correlated with self-perseverance, self-control and social skills. It has been said that higher the EQ of an individual employee, higher is their coping skills. Thus they can easily overcome their challenges and feel less stressed.  So this model can be related to the development needs of individual. This entirely goes with the concept of developing individual needs. If employees have high self-awareness, they will be engaged in developing themselves so that they can prove themselves better than other (Goleman, D. 2012). They will understand the importance of managing time, maintain good relationship with colleagues, improving communication skill etc. This model is even more appropriate than trait and ability theory in meeting development needs.
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Emotional intelligence is considered to be better than an employee’s IQ because it is a good predictor of an employee’s success. It is gateway to maintain balanced life. By being aware of a person’s emotional state helps to manage stress level and maintain sound health. When employees can discern others thought, they can easily resolve conflicts or they can simply avoid conflicts before this starts. They can negotiate better as they understand what others desire. It becomes easier to provide people if they can understand what they want. It helps them to become strong internal motivators. This can reduce procrastinationand improve self-confidence. They are allowed to create better network with others. It helps to persevere with resilient outlook. People who have higher emotional intelligence can be better leader than people having lower emotional intelligence. That’s why BUPA arranges training programs for their core leaders in order to improve their EQ level. They believe that if they can develop this skill, this will make them better leaders. Better leaders can provide better guidance to the employees (Goleman, D. 2012). Thus they can understand easily the core purpose of their leaders’ direction and work accordingly to help their leaders to achieve the goals. This can increase workplace satisfaction. It is quite obvious that if employees don’t get proper motivation and guidance, they won’t be able to execute the tasks. That’s where the role of leaders becomes inevitable. EQ can’t be treated as foe of IQ. One person can possess high level of EQ andIQ. But without developing social awareness and social relationship, one can’t go a long way with their IQ level only. 
It helps in managing effective relationship at the workplace. As BUPA is privately owned organization and it has different groups of employees, managing this diverse level of employees becomes a challenging task for the company. But if the employees can understand the importance of emotional intelligence, they will come forward to maintain good relationship with each other. 
An employee passes maximum of his time at the workplace. Workplace can be considered as a relational environment. In this place there is a melting pot of different attributes, skills, thoughts, attitudes, behaviors etc. If he doesn’t find the place favorable, he will not perform his tasks properly. High EQ people value the needs and thoughts of other people. They can navigate the working place effectively (Andrews, L. 2018). Employees who have lower level of EQ can be detrimental to workplace environment. At the worst, bullying, harassment, sexual assault and demotivated staffs are seen. Those people have arrogance, insensitivity and volatility. But if employees have high emotional intelligence, they will provide flexibility. Low EQ people will create constraints and rigidity. This will hamper the workplace environment of BUPA. If they have high EQ they will understand their values and they will make them responsible for their bad deeds. They won’t relieve their stress by shouting on someone. Self-motivated leader will work sincerely to achieve their goals. They are optimistic and they always try to find out good things even from the negative vibes. They believe that there is always something positive in every situation if people can find it out. 
As managers will also develop good empathy among themselves, they will be able to put them in others shoe. They work hard to develop good team members. They are also good communicators. They have possessed strong social skills. They are open to hear both good and bad news. This increases their excitement to work with new people. They can motivate the employees by praising their good work. This will increase employees’ loyalty level as well. It’s a fine art to learn to praise others. As this is an international organization, they have diverse workforce. In order to manage this, managers need to have good interpersonal skill as well as good EQ level (Emerald Group Publishing. 2015). That’s why while recruiting people, HR people ensure that candidates have at least moderate level of EQ as they believe that this can be further improved by giving proper training. But EQ can’t be neatly quantified as like one can quantify IQ. But the company follows different psychometric tests in order to identify their EQ level. That’s why they mostly believe in interview performance rather than putting emphasis on certification. 
[bookmark: _Toc14646887]Developing emotional intelligence to gain competitive advantage
Emotional intelligence is a valuable skill which is required by recruiters. Due to its greater significance, different companies take extra tests in order to identify the EQ level of the employees. Obviously there lies something that’s why the employers want that their employees should have higher EQ level. Due to globalization, organizations have become more competitive. They need to face competition not from the local market only. Global giants have increased the competition. In order to survive in this situation, every organization needs to develop some competitive advantage. Some wants to become cost leader. Some wants to become differentiator. But that’s not the only way to gain competitive advantage. Developing human resources can provide greater competitive advantage as well (Akila, D. and Thangavel, D. 2011). Organizations are operated by the employees. If they possess good skills and they have greater efficiency and productivity, it is likely that organization performance will be good. But if human resources don’t work well or add value to the organization, this organization won’t be able to survive. Different skills and knowledge are required to improve performance. Emotional intelligence is one of them. Emotional intelligence is an ability to manage and control emotion. It is considered to be a valuable skill because it helps in taking better decisions. BUPA follows hierarchical organizational structure. It has top level, mid-level and lower level management. Communication flows in both direction. If communication doesn’t flow well, there will be inconsistency and deviance between the receiver and sender. Lower level employees are operational level employees whose main task is to follow the directions given from upper level. Their performance depends on various factor. They need to be given clear instruction so that they can implement the tasks. But if management doesn’t maintain good communication, it would be difficult for them to continue their tasks. They will not understand what the optimum situation will be or which decisions should be taken. They will be fallen in dilemma. For example, the higher authority has decided to implement a campaign so that people can become more aware of their organization (Bach, S. And Edwards, M. 2013). The campaign will take place in different cities of the country. They will provide free medical service to the public. Management has taken this decision in order publicize the company but they will not go to the field to do the tasks. The staffs will have to execute this plan and they will communicate with the public. So they need to get the idea what the management is up to. If management doesn’t communicate regarding their campaign project with the employees, they will not understand who will do which type of work. When high EQ people become managers, they can communicate well with everyone as they have good social skills. If they provide better guidance to the employees, they can work in a way that will be helpful in achieving organizational goal for example maximizing profit of BUPA. 

Figure 9: Achieving competitive advantage (Akila, D. and Thangavel, D. 2011)
Proper motivation can reduce employee dissatisfaction. If managers of BUPA develops good emotional intelligence, they will be able to understand the emotions and feelings of the employees. They will know which thing will motivate whom. Different people have different needs. One can motivate other by giving better monetary benefits while another person may become motivated if his safety needs are fulfilled. A clerk may be happy to get £10 bonus, but this will not excite the key personnel. Proper motivation is a key success factor of achieving workplace satisfaction. If employees are satisfied with their job, this will reduce employee turnover. Satisfied employees will listen to their leaders and will work in a way that will help in improving organizational employees. Dissatisfied employees show destructive behavior which can have negative impact in organizational climate. Satisfied employees can provide better service to their clients. This increases customer base. They try to maintain good communication with the clients. High EQ people also don’t engage in conflicts. Rather they can negotiate well and help in reducing conflicts. Team members maintain good relationship with each other. This increases the likelihood of being successful in implementing a new project. All these thing will work properly, if high EQ people exist in the organization. This also creates positive vibe in the market. Thus they can gain competitive advantage over their competitors. 
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Developing emotional intelligence has become crucial as it helps the organization in gaining competitive advantage. Emotional intelligence is highly correlated with workplace balance. High EQ people can make better decisions, can negotiate well, manage schedule prudentlyand make good communication with others. For these reasons people who have high EQ are preffered by employers as employers also enjoy various advantages. Due to its significance, recruiter takes specific test in order to identify the EQ level of an applicant. In order to manage diverse workforce, this skill helps a lot. This skill can be developed by giving proper training and guidance.
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