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The concept of emotional intelligence is increasingly important in the modern workplace due to the increasing need for effective workforces. In psychology, emotional intelligence is defined as the ability to recognise, control, and express one’s emotions in a manner that facilitates productive social relationships (Cherniss, 2010). Moreover, emotional intelligence is characterised by the ability to be conscious of the impact of one’s own emotions as well as the emotions of others. Emotional intelligence is important in the modern workplace as modern workforces are made of people from different backgrounds and ethnicities who have different perspectives of life, which causes regular differences of opinion (Arora, 2017). 
The purpose of this report is to explore the models that one can use to build an emotionally intelligent workforce. The report further explores why building an emotionally intelligent workforce is a business priority in the current volatile economic environment where businesses face stiff competition. The report also discusses how employers can use the models of EI to develop their workforce’s emotional intelligence for the benefit of the business. The report focuses specifically on the Daniel Goleman’s Emotional Intelligence model and the Mayer and Salovey’s Four-Branch Model. For purposes of demonstrating the applicability of the models, the report will use organization Z as the case study. The organisation is relevant as it comprises a diverse workforce where the employees need emotional intelligence in order to navigate the social and professional interactions at the workplace.  
The report will first provide and overview of the organisation followed by a discussion of the two EI models. Thereafter, the report will discuss the importance of EI in the workplace and the application of the models at Z. finally, the report will critically evaluate the two models by providing their strengths and weaknesses when applied in the workplace, and recommendations on how organisations can improve their workforces’ EI. 
[bookmark: _Toc191816741]Overview of the Chosen Organisation 
Z is one of the largest airlines in the UK by revenue and the number of customers served. The company operates in the airline industry and is involved in a number of business activities in addition to its core business of transporting passengers and goods. For example, the company offers insurance services, airline marketing, and aircraft maintenance services to other airlines (Airways, B. 2017).
The culture at Z is people oriented as the company views the individuals in its workforce as people who need to be treated with dignity as opposed to considering them to be employees only. The people-oriented culture at Z is shown by the programs of putting people first that enhance the employee wellness. The culture at Z is also characterized by the insistence on excellence as the company focuses on providing excellent services to its customers in all its business ventures (Airways, B. 2017). Like most airlines of its size, Z has a hierarchical organisational structure. The company has a board a board of directors at the top of the hierarchy and an executive management team. The organisation’s structure also consists of divisions that oversee different departments in the organisation. The workforce dynamics at Z involve diversity in the workforce as the company employs people from different generations, expertise, ethnicities, and cultural backgrounds (Airways, B. 2017).
One of the challenges that Z faces in the current economic climate is the rise in cost of operation. The airline industry has suffered because of the fluctuating interests and inflation rates, which make the cost of operation increase and difficult to predict. Inflation causes uncertainties in business operation cost because it causes workers to ask for an increase in their wages as the cost-of-living increases (Sharaaz, 2016). The current economic climate has also introduced the challenge of a decrease in travels that customers make as they try to reduce their spending. The company has also faced the challenge of competition from the rise of low-cost airlines that attract the low-budget customers. Finally, the company faces the challenge of retaining employees as they have access to the high-paying airlines in the middle-east such as Qatar Airways and Etihad Airways among others.
Z is a suitable case study for exploring EI in the workplace because the company has a large group of employees who interact with customers as part of their day jobs, which requires capacity for EI. Secondly, the company employs a diverse workforce where employees have several differentiating qualities, which makes it important that they have EI in order to maintain good working relations. 
[bookmark: _Toc191816742]Key Models of Emotional Intelligence 
The importance of emotional intelligence at the workplace and in day-to-day social relations has led to studies on the concept. There are different models that have been developed by experts who study emotional intelligence and how it can be developed. One of the main models of EI is the Daniel Goleman’s Emotional Intelligence model, which includes five key components namely, self-awareness, self-regulation, motivation, empathy, and social skills (Kanesan and Fauzan, 2019).  
Self-Awareness: the component of self-awareness involves recognising one’s emotions and their impact. Self-awareness is an important part of EI as it makes one capable of detecting their negative emotions. 
Self-Regulation: this is the process of managing disruptive emotions and impulses such as anger, fear, and mood swings. The ability to self-regulate is important for EI as it makes one able to prevent themselves from acting out their negative emotions (Karimpour et al., 2019).
Motivation: This component involves the capacity to use emotions as motivation factor to pursue set goals. Motivation is important in EI as it makes one capable of recognizing emotions that can be turned into motivation and those that hinder motivation in themselves as well as in others. 
Empathy: The fourth component of empathy involves understanding others’ emotions and perspectives by assuming their position. Empathy is critical in EI as it makes one capable of understanding the worries, fears, and happiness of other people (Sharbatdaran and Awan, 2023).
Social Skills: the fifth component in the model is about building and maintaining relationships. The component is important as it makes one capable of existing in a social setting and maintaining social relationships with people of different perspectives and opinions.
Another model of EI commonly used in the workplaces is the Mayer and Salovey’s Four-Branch Model. The model was developed by Mayer and Salovey (1997) in their studies on EI. According to the model, there are four fundamental competencies of EI including perception of emotions, the use of emotions, understanding emotions, and management of emotions (Rivers et al., 2020). The model defines perceiving emotions as the process of using indicators of emotions such as facial expressions and voice tone to identify emotions in themselves and others. The second competency of using emotions is described as the ability to understand which emotions are best for the desired outcomes and using them to achieve the set goals. The third competency of understanding emotions is described as the capacity to differentiate different emotions, their causes, and possible impact. Finally, the model defines the fourth competency of managing emotion as the ability to understand and regulate emotions as a means of achieving the desired social outcome (Salovey et al., 2014). 
While the two models address the competencies required to develop EI, the Goleman’s model is more relevant to Z organisation than the Mayer and Salovey’s Four-Branch Model. The Goleman’s model fits the Z workforce better because it focuses on the practical capabilities that employees have to develop when working with their workmates and when dealing with customers. As Fianko et al. (2020) notes, the Goleman’s model is more suitable for workplace EI due to its focus on workplace social competencies while the Mayer and Salovey’s Four-Branch Model is more suited for academic settings as it focuses on cognitive competencies.  
[bookmark: _Toc191816743]Importance of Emotional Intelligence in the Workplace 
The importance of EI in the current volatile economic environment is evident in how companies need effective workforces to survive. The volatile economic environment is marked by uncertainty that make it difficult for companies to make economic predictions far into the future. The volatile economic environment, therefore, requires businesses to have highly competent workforces that can make quality decisions when doing their assignments (Ozkan-Ozen and Kazancoglu, 2022). EI is important as it makes individual employees in a workforce effective thus making the collective workforce effective. One of the ways that EI makes individual employees effective is by improving their ability to communicate effectively. Employees with emotional intelligence are capable of managing their negative emotions such as anger and anxiety during communication to communicate clearly (Harahap et al., 2023). Clear communication in a workforce gives businesses competitive advantage as it enhances smooth flow of information from one employee to another, or from employees to customers.
The importance of EI to the performance of businesses in the current economic environment can further be seen in how EI helps businesses achieve good customer relations (Shakeel and Khan, 2022). In business, customer relations management is critical for good performance as it improves customer experience. EI improves customer relations management because an emotionally intelligent workforce will be able to recognise the emotions projected by employees and initiate communication that addresses their emotional states (Shakeel and Khan, 2022). For example, at Z, the employees who interact with customers need to be emotionally intelligent in order to understand if a customer is happy or dissatisfied with the services they are receiving at any point during their travel. Having identified the customers’ emotions, employees at the company can initiate communication to address the customer’s issue thus improving their experience with the airline. The good customer relations management that the company achieves as a result of EI gives the airline business advantage over competition as customers will want to use its services in their subsequent travels.       
Emotional Intelligence in the workplace is important as it enhances good relations between the company management and the employees (Kesavan, 2022). An emotionally intelligent workforce will be able to conduct conversations in a rational and respectful manner involving the employees and the management. This makes it easy for the management to relate professionally to the employees in matters relating to employee welfare. A good relationship between the employees and the management increases the levels of job satisfaction among employees (Kesavan, 2022). As a result, employees will be able to perform optimally, which gives the business competitive advantage in the market place. At Z for example, the employees can productively negotiate with the management for pay rise if they have emotional intelligence, which will eliminate the possibility of strikes that can hinder services.  
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The Goleman’s model of EI can be applied in multiple scenarios that can emerge at the Z workplace. Firstly, the employees at the organisation deal with angry and frustrated customers whenever an issue causes a delay in flights. In such a scenario, model is applicable as the employees require the third competency of empathy to understand the frustrations and anger expressed by passengers. In addition, passengers tend to blame the airline employees when cases of flight delays happen. In such cases, the employees need the first competency of the Goleman’s model of self-regulation to manage the negative emotions that develop out of being blamed even when they did not cause the delays. Thirdly, the employees need the competency of social skills in the model to speak to the frustrated customers and assure them the airline will ensure that they arrive at their destinations safely despite the delay.
The employees at Z also face cases of conflicts between customers in flights. The employees can use Goleman’s model of EI to solve the conflicts in such scenarios. In the event of a developing conflict between two passengers, an employee at the airline can apply the competency of empathy to understand the frustration expressed by each passenger against the other. Understanding each passenger will help dissolve the conflict as they will both feel understood and respected. The employee can then apply the competency of social skills by guiding the two passengers toward solving the disagreement in a socially appropriate manner as opposed to entering into a verbal conflict. 
The third scenario where the Goleman’s model of EI can be applied at Z is that of a conflict between employees and the management regarding compensation packages. The employees at the airline have to face the economic challenges of rising cost of living, which can cause them to consider their compensation to be insufficient. However, the management may consider their demands to be unsustainable for the company. In such a scenario, the management at the company can apply empathy to understand the economic challenges that the employees go through and understand why they are asking for a pay rise. The management can further apply the competency of social skills to create a relationship with the employees that will allow negotiation that will produce an outcome that is acceptable to both parties.  
[bookmark: _Toc191816745]Critical Evaluation of EI Models 
There are different EI models that have been developed with the aim of helping individuals and teams improve their capacity to EI. All the models in existence have their merits that make them useful for improving EI and limitations that should be understood by managers applying them in their teams. One of the most commonly used EI models is the Goleman’s model that was developed by the psychologist Daniel Goleman (Goleman, 2001). The model is widely used in different organisations to develop the emotional intelligence of employees. The model has the main advantage of focusing on practical skills that employees have to apply in their daily assignments. 
Evaluations of the model’s applicability in workplaces have shown that the model is capable of improving employees’ skills in important processes such as decision-making, team collaboration, and conflict resolution. Another important merit of the Goleman’s EI model is its holistic view of the concept of emotional intelligence. The model is based on the principle that EI as a concept that involves the personal and the interpersonal connections in a social space (Navas, Vijayakumar and Sulthan, 2022). The holistic nature of the model makes it applicable in real life situations such as those that employees at Z face when doing their duties in the workplace. 
The Goleman’s model has, however, been criticised for lacking a scientific basis that backs it with empirical evidence. However, the criticism has been addressed by positive results attained by workplaces that have used it to train its employees. The Goleman’s model is often compared to the Mayer and Salovey’s model. As discussed previously, the Mayer and Salovey’s model cites four main competencies to be the core of EI. All the four competencies in the Mayer and Salovey’s model meet the development needs of individuals at Z based on the challenges they face while at work. 
The first component in the Mayer and Salovey’s model of perceiving emotions is applicable to employees at Z as they must be able to perceive the different emotions expressed by the airline’s customers and their fellow workmates. Perceiving emotions is an important part of emotional intelligence and the model’s focus on this competency is a merit that makes the model effective when applied in workplaces (Valikhani et al., 2022). Employees at Z can also apply the components of understanding emotions and managing emotions as described in the Mayer and Salovey’s model. 
The ability to understand the emotions that one experiences or the emotions expressed by other people is important in a workplace as it helps employees be able to deduce what they or their workmates are feeling (Chung et al., 2023). At Z, the employees can apply this component of the Mayer and Salovey’s model to understand the emotions that customers and workmates express in order to make the right decision with regards to the actions take. In brief, the two models discussed in this section have the potential to help Z improve EI in its workforce. However, the evaluation of both models shows the Goleman’s model to be better suited to the company.    
[bookmark: _Toc191816746]Recommendations and Implementation Plan 
Leadership coaching – leadership coaching should be implemented at Z to develop the emotional intelligence in the workplace. The essay recommends that the company implements a leadership coaching program where it trains its team leaders are trained on how to be emotionally intelligent using the Goleman’s model of EI. The recommendation can be implemented by designing training programs that can be implemented in one month to ensure that it does not interfere with the provision of services. Coaching the leaders to attain emotional intelligence improves collaboration in the workplace as the leaders will be able to use EI to forge good relationships among employees (George, Okon and Akaighe, 2022). Taking the team leaders at the company through EI coaching programs will further improve their EQ behaviours as they will be able to channel their emotions responsibly when acting on behalf of the company.    
Wellbeing and wellness initiatives – the emotional, mental, and physical wellbeing of a workforce is critical for its emotional stability. The essay recommends that the company should implement wellness initiatives designed to improve the employees’ wellbeing. This can be achieved by implementing safety policies that protect the physical safety of employees and availing mental health support for employees. The initiatives will create an environment where employees can be emotionally stable, which will increase their capacity for emotional intelligence. Implementing wellbeing and wellness initiatives will improve the connectedness among employees at the company as it will improve the capacity to reach out to their colleagues with emotional maturity (Wasfie et al., 2024). Wellbeing and wellness programs make employees gain high self-esteem, which is essential for emotional intelligence. A workforce with a high self-esteem will be able display high-EQ behaviours.           
EI training programs - The essay recommends that Z implements EI training programs where it trains all its employees using the Goleman’s model using the services of EI experts. The EI training programs should focus on enabling employees at the organisation to practice the five components of the Goleman’s model in their day-to-day interactions with workmates and customers. The company can plan the training programs to be mandatory training program that all employees have to take. Having EI training programs for all employees will improve their ability to form and maintain positive working relations with fellow employees in the workplace hence increasing connectedness (Selvi and Aiswarya, 2023). Moreover, the good working relations that will be made possible by the proposed training will enhance collaboration in the company as employees will be able to form cohesive teams.   
[bookmark: _Toc191816747]Conclusion
The Goleman’s model and the Mayer and Salovey’s model can help Z to improve the collective EI in its workforce. The essay has evaluated the suitability of both models and established that the Goleman’s model is more suitable for the company as it focuses on both the personal and interpersonal capabilities. The essay recommends that the company implements the three actions of EI training programs, wellness initiatives, and leadership coaching to help improving its employees’ EI. The recommendations will help the company create an environment that enables employees to develop emotional intelligence and will provide the employees with avenues for learning how to incorporate EI skills in their daily assignments. 
The three actions will enhance the company’s efforts to achieve high EI among its employees, and bring all the benefits that an emotionally intelligence workforce has in company. Some of the benefits that Z will get from an emotionally intelligent workforce include an improvement in the CRM, an increase in employees’ job satisfaction levels, and effective communication. In the future of work, it is predictable that workplaces will continue to need emotionally intelligent workforces. Competition in the airline industry and other industries will increase the need for competent workforces, which can be developed by improving the emotional intelligence of individual employees.   
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The Potential Benefits of the EI
> Improve Communication
A clear communication at work give to the business a
competitive advantage as it improve the flow of
information from one employee to another, or from
employees to the customers.
> Improved Customer Relations
El will improve customer relations management
because an emotionally intelligent at work will be able
to recognise the emotions projected by customers
and initiate different types of communication that
addresses their emotional states.
> Better Management and Employee Relations.
An emotionally intelligent will be able to conduct
conversations in a rational and respectful manner
involving the employees and the management,
increasing job satisfaction.
> Conflict Resolution
El enables employees to understand multiple
perspectives and navigate different conflict situations.
effectively, as seen in the Z Airlines case study.
> Team Collaboration
Evaluations of El models show that emotional
intelligence s capable of improving employees' skills
in important processes such as team collaboration.

Individual Poster Presentation
Emotional Intelligence

Essential El Skills (Based on Goleman's Model)

1. Self-Awareness
By recognising one emotions and how impacted
me, making one capable of detecting negative
emotions.
2. Self-Regulation
Managing disruptive emotions and impulses such
as: anger, fear, and mood swings. To prevent acting
out negative emotions.
3. Motivation
Using emotions as motivation factors to pursue set
goals and recognizing which emotions can drive to
any positive outcomes.
4. Empathy
Understanding other emotions by assuming their
position, making one capable of understanding
their worries, fears, and happiness of other people.
5. Social SKills
Building and maintaining relationships with people
of different perspectives and opinions, crucial for
existing in a social setting. (Burcea and Sabie,
2020).

How to Improve your Emotional Intelligence

1. Participate to different programs.
By taking training focused on enabling employees to
practice the five components of the Goleman's model
in their day-to-day interactions with other staff
members and customers.
2. Focus on Wellbeing and Wellness
By implementing wellness initiatives designed to
improve employees' wellbeing will create an
environment where employees can be emotionally
stable, increasing their capacity for emotional
intelligence.
3. Leadership Coaching
Leadership coaching will help to develop emotional
intelligence in the workplace by training team leaders
on how to be emotionally intelligent.
4. Practice Active Listening
Listening to others is a important key skill for
understanding emotions and perspectives different
from your own.
5. Take Responsibility
Being willing to take responsibility and not being
afraid to apologize are important aspects of emotional
intelligence.

Application of El in the Z Organization Workplace
Customer frustrations during flight delays by showing empathy and applying social
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Negotiations between management and employees regarding compensation by

creating relationships that allow productive dialogue (Caruso, et al. 2013).




