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[bookmark: _Toc203558352]Introduction 
Emotional intelligence (EI) is becoming an essential element of organisational performance, endurance and flexibility in the highly dynamic economic world today. Emotional intelligence is the capacity to identify, comprehend as well as control their own emotions, and also to react to the emotions of other people in a suitable manner. With the threat of economic uncertainty, technological improvement, shifting workforce expectations, and the need to disrupt changes continuously, building a workforce that performs well in the areas of emotional and social proficiency is no longer an option it is more than necessary. The Marks & Spencer (M&S) retail organisation is one of the oldest retail organisations in the UK that has highly customer-focused and people-oriented culture. Employee cooperation and the organisation of the employee, communication, and emotional strength are very crucial to the success of the organisation. It is thus crucial to develop emotionally intelligent workforce in pursuit of high engagement customer services, efficient staff and organization. The report will discuss the importance of emotional intelligence in the work place and apply the major theoretical frameworks by relating to the situation of M&S organisation. It determines the uses of EI in facilitating sound management communication and business advantage. More also, it offers suggestions and detailed schedule of institutionalising high-EQ behaviours inside the organisation so that M&S can survive the challenges that keep rising economically and structurally.


[bookmark: _Toc203558353]About the Company- Marks & Spencer (M&S)
Company Overview 
Marks & Spencer (M&S) is a retail brand in the United Kingdom, and it is one of the oldest and most reliable brands in the industry. It was established in 1884 in Leeds as an initiative of Michael Marks and Thomas Spencer who have managed to develop it into a powerful multinational retailer with high quality clothes, food, and home items (Boyatzis, 2018). To date, M&S holds more than 1,000 stores in the UK, with an expanding online store in the form of M&S.com. The company is categorized into two divisions, namely Food and Clothing & Home.
[image: ]
Figure-1: M&S logo (Marks & Spencer, 2023)
The M&S food is particularly well-known in respect of disguises of novelty, freshness as well as convenience; Clothing and Home division is being brought up to date so that it is more competitive and relevant especially to the younger population groups. It is on a platform of quality, value and customer trust through which the company’s reputation was established.
Workforce and Organisational Culture 
In the UK M&S has about 65,000 employees. The organisation is calling its employees and colleagues, which shows how people-centred and amount of emphasis on working as a team. Customer service, respect and employee engagement are the key values of the company that strives to establish a workplace culture in which collaboration, accountability and ethical behaviour are the main pillars (Cherniss, 2020).
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Figure-2: Employees of M&S (Grant and Parker, 2020)
Over the recent years, M&S has embarked on some employee development programs and cultural change initiatives so that the staff members are well prepared to deal with the contemporary job issues. Such initiatives are particularly significant since the change in the retail sector is still considered to be the result of economic, technological, and social changes.
Adaptation to Modern Challenges 
The past ten years have made M&S face a variety of operational and strategic difficulties digital disruption, altered consumer behavior, and COVID-19 pandemic are some of them. Such pressures have necessitated that the business be more flexible and sensitivity-wise. This has prompted M&S to reorganise some of its activities, shut poorly performing units, and spend a huge amount of money in digitalisation (Clarke, 2016).
Under such a dynamic situation, employees now demand to demonstrate resilience, flexibility, and empathy more than ever. M&S has started to pay more attention to the establishment of emotional intelligence teams that will be able to operate during uncertainty, maintain relationships among each other and show a high level of interaction with customers.
People-Centric Strategies 
The need to make soft skills like emotional intelligence increasingly significant has seen M&S employ a series of internal strategies in this regard. These consist of mental wellness aids, alternative workloads, management training and programs to advance distribution and variety (Cooper, 2017). The people’s strategy is also connected to the company sustainability programme which is Plan A; social responsibility and ethical leadership are promoted through it as well.
Such actions do not only focus on helping an individual; they also aim to build better teams and an improved experience of employees in general, which subsequently increases customer satisfaction and business performance.


[bookmark: _Toc203558354]Key Models of Emotional Intelligence 
Emotional intelligence is not only an important concept of learning how to understand human behaviour within an organisational setting, but also a major subject of study. Several theoretical frameworks have been elaborated to define, measure, and implement EI, and each one of them offers some distinctive ideas on the role that emotional competences play in working performance (Grant and Parker, 2020). Mayer and Salovey Ability Model, Mixed Model by Daniel Goleman, or Trait Emotional Intelligence Model by Petrides are the most widely mentioned ones in the academic and professional community. These models offer the ultimate basis for understanding the development of emotional intelligence in organisations like Marks & Spencer (M&S) as well as its application.
Mayer and Salovey’s Ability Model 
[image: The Mayer and Salovey (1997) four-branch model of emotional... | Download  Scientific Diagram]
Figure-3: Mayer and Salovey’s ability model (Salovey and Mayer, 2018)
Introduced and proposed in 1997 by psychologists Peter Salovey and John Mayer, the model conceives emotional intelligence as a category of such cognitive abilities as the processing of emotional information. It has four hierarchies that are perceiving emotion, employing emotion to ensure thought, comprehension of emotions, and regulation of emotions. The initial branch is an adequate identification of emotions in individual and others according to facial gestures, tone, and body language (Mayer, Salovey and Caruso, 2016). The second is dedicated to the use of emotions to increase problem-solving and creativity. The third branch is how to understand emotional language and the intricacies of emotional turnover. The last branch is to control emotions in an efficient way to enhance growth and social competence. The framework by Mayer and Salovey puts EI as a skill, separate to the concept of personality, represented as a skill that can be trained and improved through exercises.
Goleman’s Mixed Model 
The impactful emotional skills model suggested by Daniel Goleman towards the middle of the 1990s merges emotional capabilities with personality characteristic and social skills, thus leading to a wider conceptualisation that is commonly defined as a mixed model. According to Goleman, there are five main components namely self-awareness, self-regulation, motivation, empathy, and social skills (Goleman, Boyatzis and McKee, 2017). Development of self-awareness involves being aware of their feelings and its impact. Self-regulation is an ability to restrain disruptive emotions and responses to the changing situations. 
[image: EI Development strategies - SpecTraining Pty Ltd]
Figure-4: Mixed model of EI (Zeidner, Matthews and Roberts, 2017)
Motivation is understood as a desire to reach some goals not because of some reward offered but because of intrinsic reasons. Empathy refers to knowing the emotional structure of the other persons and this helps in good communication and settlement of conflicts. Social skills involve handling relationships to pull individuals to where they want them to go, irrespective of whether it is in leadership, teamwork or a negotiation. 
Trait Emotional Intelligence Model 
The Trait Emotional Intelligence Model is conceptualised by K. V. Petrides and colleagues and treats EI as a cluster of emotional self-perceptions at the lower ends of the personality hierarchies. This model rather than the one based on ability, which concentrates on the cognitive processing aspect, focusses on ordinary behaviours and inclinations pertaining to the emotional functioning.
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Figure-5: Trait emotional intelligence (Petrides, 2016)
 Some traits of trait EI are emotionality, sociability, well-being and self-control. It is evaluated using self-report questionnaires and indicates how people view their feelings being capable of. 


[bookmark: _Toc203558355]Application of Emotional Intelligence Models to Marks & Spencer 
In the retail industry which is dynamic and competitive, organisations including Marks and Spencer (M&S) must ensure that they pay considerable attention to the acquisition of emotional intelligence (EI) among the workforces. Emotional skills such as the capacity of employees and management to perceive, comprehend, govern and exploit emotions also determine interpersonal relationships in the organisational environment as well as the performance of organisations, especially by the volatile economic environment. 
[bookmark: _Toc203558356]Importance of Developing Emotional Intelligence in the Workplace 
Ability Model by Mayer and Salovey defines the four fundamental emotional skills as the foundation of EI which include: the ability to interpret emotions, deploy emotions as an aid to thinking, the ability to analyse emotions, and emotion management (Zeidner, Matthews and Roberts, 2017). In the M&S retail context, where the staff has frequent contact with customers and fellow communities of work, the ability to perceive accurately is very crucial. As an example, the front-line employees must be able to identify the frustration or sense of dissatisfaction in a customer as quickly as possible to act in a way that would help the customer experience. 
Use of emotions to bolster problem-solving and decision-making is yet another important skill. Emotions will effectively help employees and managers at M&S to help in the development of creative solutions to some of the challenges at M&S like managing the supply chain or failure to change platforms to digital ones. Knowledge of the complexities of emotional change also helps the organisation to expect fluctuation in employee morale whenever the organisation undergoes a change like store closure or restructuring (Salovey and Mayer, 2018).
The idea has been developed by Goleman in his Mixed Model which adds to it essential emotional and social skills: self-awareness, self-regulation, motivation, empathy, and social skills. The mentioned pieces directly apply to management communication at M&S. Since self-aware managers become capable of identifying the impact of their moods on the work of the team and alter their behavior, accordingly. Self-regulation will aid managers to restrain impetuous responses that will enhance a peaceful and positive environment at the workplace. Intrinsic goals motivation promotes survival during economic negative environment and staff efforts are aligned to corporate goals (Joseph and Newman, 2016).
The concept of empathy which is one of the key elements of the Goleman model is very instrumental in the customer-oriented business such as M&S. Being able to understand emotional needs of the customers, managers and employees can adjust the level and methods of communication and service which result in the amplification of the relations between the companies and customers, as well as civilian attachment. Also, social skills help managers form a strong bonding in teams, negotiate effectively and be able to handle conflicts in a constructive manner. 
The model of Trait Emotional Intelligence devised by Petrides is concentrating on the emotional tendencies related to personality, such as sociability, self-control, and well-being. The identification and cultivation of the tendencies in the employees of the M&S could create an army of not only emotionally competent but also steadfast and focused employees (Sy, Tram and O’Hara, 2016). As an illustration, when an employee has high self-control, they are unlikely to face burnout whereas, when the employee is highly sociability, he or she adds positive value to the team influences and interaction with the customer.
[bookmark: _Toc203558357]Relationship Between Emotional Intelligence and Effective Management Communication 
In M&S, emotional intelligence plays an important role in effective communication in management. High EI managers have a better position to react to the emotional dynamics of teams. This knowledge is empowering them to communicate messages sensitively and clearly and minimize misunderstanding and negative attitude towards change. To illustrate, when an organisation goes through an organisational reorganisation or change of policies, emotionally intelligent communication can make the employees feel valued and listened to thereby keeping them engaged.
In addition, it enables active listening as an important management skill which is enabled by EI (Sadri, 2016). Active and empathetic listening helps the managers to detect a problem early enough before it blows out of proportion, take the necessary administrative actions, and establish trust. Such transparency promotes open communication, which is part of the positive organisational climate. EI is also useful in managing certain non-verbal communication signals which are most crucial in customer service and real-life communication with customers as well as leadership in M&S.
The introduction of EI in communication approach creates conflict resolution ability at M&S. Emotional intelligence helps the managers resolve conflicts without a heated debate; they are more problem-solving oriented than they are trying to be critical. The practice saves labor relations and stimulates cooperative performance, which is critical to sustaining productivity and spirits.
[bookmark: _Toc203558358]Advantages of Emotional Intelligence at Marks & Spencer 

Figure-6: Advantages of EI at M&S (McKee and Massimilian, 2016)
Resilience and Adaptability: Creating emotionally intelligent workforce comes with numerous competitive benefits to M&S, particularly in the volatile economic environment. To begin with, EI staff members are more resilient and adaptable, which is paramount when it comes to addressing sudden market shifts in consumer behaviour and externally imposed shocks like supply chain erraticities or inflation waves.
Customer Service Quality: Secondly, a high EI is also associated with the improvement of customer service. When the employees can relate with the feelings of the customers, communicating with them accordingly leads to customer satisfaction and loyalty that leads to repeated purchases of products and building of good brand name. This is crucial to M&S, who holds a position in the market and follows the tendencies of the quality and service excellence.
Employee Engagement and Retention: Thirdly, employee engagement and retention hinges on the emotional intelligence. Teams with high levels of interactions and pleasant relations, decent management, and emotional state have reduced turnover. This saves on recruiting and training expenditure and saves institutional knowledge and organisational culture.
Effective Leadership: Lastly, EI would help with successful leadership. Emotional intelligence leaders boost motivation, encourage innovation, and provide an inclusive environment that allows diverse teams in the workplace (Petrides and Furnham, 2020). In the case of M&S, it implies enhanced teamwork between the departments and better decision-making.
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Emotional intelligence (EI) models, i.e., the Ability Model developed by Mayer and Salovey, the Mixed Model by Goleman, and the Trait Emotional Intelligence Model elaborated by Petrides, can be proposed as a rather fruitful theoretical background to explaining why and how emotional competence affects employee behaviour and the bottom line of Marks & Spencer (Schlegel and Mortillaro, 2019). But the applicability and the usefulness of each of the described models in terms of satisfying the developmental needs of each particular employee are relative and deserve critical vision.
[bookmark: _Toc203558360]Mayer and Salovey’s Ability Model 
The Ability Model of Mayer and Salovey proposes a cognitive framework that is systematic in the manner in which people perceive, process and manage emotional information. The model can be used when dealing with M&S employee groups whose responsibilities require direct human contact, especially that of customer service and teamwork-based activities. The strength of the model is that it has clean categorization of EI into four quantifiable domains namely perception, facilitation, perception and management of emotion where specific training can be implemented.
Nonetheless, the key drawback of the current model is focused on the cognitive processing, and it can miss the impact of personality and dispositional characteristics of emotional functioning (Sharma, Gangopadhyay and Abidi, 2017). It presupposes that emotional skills are not dependent on the context and can be learned as other cognitive skills, which might not fully correspondent to an emotional reality of work environment in retail. Also, the assessment instruments that are based on this model, e.g. MSCEIT, can be rather inapplicable to the daily workplace, aiming at the evolvement owing to abstract forms used in testing.
[bookmark: _Toc203558361]Goleman’s Mixed Model 
The model presented by Goleman unites emotional skills, personal character and behavioural competence, which is why it can be easily applied in the context of a retail organisation like M&S (Singh, 2020). The model deals with the key workplace behaviours- self-awareness, self-regulation, motivation, empathy, and social skills which are well defined in accordance with the interpersonal and leadership needs of the organisation. Its versatility and applicability in actual business situations has helped it get so much use in corporate training programmes.
However, the fact that the model is extensive has attracted opposition owing to conceptual vagueness. The model gets hard to draw clearly and predictably by the compounding of traits, competencies and behaviours. It makes it difficult to assess employee progress or to carry out the creation of defined development plans (Turner and Lloyd-Walker, 2017). Nevertheless, its practical applicability is very high and especially the development of leadership skills and interpersonal effectiveness in the operations of M&S.
[bookmark: _Toc203558362]Trait Emotional Intelligence Model 
Petrides Trait EI model, on the other hand, doesn’t dwell on ability-based skills but on self-perceptions of emotions and personality-based dispositions. Such a model is particularly helpful in determining the individual variations in emotional functioning and specifying the ways employees would react to pressures in the work environment. It helps evaluate and improve oneself through reflection procedures that can inform customised developmental processes at M&S.
Nevertheless, this model has assumed that EI does not change significantly over time which can be a problem when dealing with a structured training situation where behavioural change is required in a very short period (Wang, Liu and Zhu, 2018). In addition, it can also be subject to the response bias since it uses self-report measures, which limit objectivity in the assessment. It is beneficial in personal understanding, but not as efficient in the case of organisations in using it as the primary source of EI training programs.
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Integrate Emotional Intelligence into Leadership Development Programs 
To ensure cultural change and foster the top-down process of bringing about high-EQ behaviours, M&S ought to have emotional intelligence training as part and parcel of all leadership and management development training (Goleman, Boyatzis and McKee, 2017). Applying the framework by Goleman, modules are to be based on:
· Self-aware and emotional management.
· Empathetic communication.
· Morale boosting and motivation of teams.
· Conflict solving techniques.
Action Plan 
· Along with the EI training experts, they provide individual coaching and workshops.
· Insert 360 concept of EI based feedback tools to evaluate managerial practices.
· Assess results by performing constant engagement surveys of the team.
Establish a Peer Mentorship and Support Network 
The formation of peer-to-peer mentorship may increase emotional connectedness, decrease isolation in the working places, and be a way to share knowledge informally. This program is congruent with the Trait Model proposed by Petrides because it makes employees consider their emotional behaviour in a friendly environment (Petrides, 2016).
Action Plan 
· Find and educate cross department mentors.
· Assign employees to mentors that share their jobs or development needs.
Implement Collaborative Digital Platforms to Support Connection 
As an adaptive measure to hybrid and remote working conditions, M&S ought to invest in digital tools that enhance the process of emotional connection, team building, and appreciation. One can utilize the tools like Microsoft Teams, Yammer, or any other internal social tool to ensure the cohesiveness of the team.
Action Plan 
· Form online well-being centers and interest groups that can create free conversation.
· Encourage virtual town halls and no-formal social sessions to keep morale.
Link Company Values to EQ Behaviours in Performance Reviews 
Emotional intelligence competencies should be integrated with its performance management framework in an attempt to incorporate the behaviours with high-EQs into the day-to-day operations (Grant and Parker, 2020). This enables connections to be made between the contributions of employees and organisational values like respect, customer focus and collaboration.
Action Plan 
· Outline certain EQ-associated behaviours in every company value.
· Train the HR, as well as the line managers on how to identify and evaluate such behaviours fairly.
· Put an emotional competency section in yearly appraisals and personal development plans.
Enhance Access to Mental Health and Emotional Resilience Resources 
With continued economic uncertainty, some of the areas that M&S ought to invest more in include the tools and support structures that encourage mental strength and emotional stability (Joseph and Newman, 2016). This corroborates the interest that Mayer and Salovey give to emotions management as an agent of personal and social efficacy.
Action Plan 
· Widen the availability of counselling and employee assistance programmes.
· Hold monthly webinars on emotional regulation, mindfulness & how to manage stress.
· Introduce well-being days and allow breaks between shifts.


[bookmark: _Toc203558364]Conclusion 
Emotional intelligence is influential in the development of productivity and performance, as well as the leadership that an employee exhibits and the teamwork within an organisation. Emotional intelligence, both in its development and use, is especially essential to the context of Marks and Spencer (M&S) because customer engagement, internal communication, and being able to adjust the working practices to match adaptability have become the focus of the organisation. Using Ability Model by Mayer and Salovey, Mixed Model in Goleman, and Trait Model in Petrides, it can be clearly stated that emotional intelligence, in the context of the study, helps to improve individual and business performance. The report has portrayed the contribution made by the high-EQ behaviours to conflict management, emotive leadership, customer satisfaction and employee well-being. The models, when subjected to a critical analysis, proved that although each of the presented models has certain useful information, a hybrid version is best appropriate when it comes to meeting diverse development requirements of the workforce at M&S. 
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