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[bookmark: _Toc154765453]INTRODUCTION 
Emotional intelligence is ability to control & manage own emotions as well as understand emotions of the individual. There are five key elements involved in emotional intelligence which are self-awareness motivation, social skills, self-regulations and empathy (Papoutsi, Drigas, and Skianis, 2019). It is essential at the work place as it is consist of the insight in own as well as others emotions. Emotional intelligence helps to drive collaborative leadership & positive outcomes. The report will describe about overview of Marks and Spencer. It will also describe about key models regarding emotional intelligence as it will help to enhance environment at the work place. The report will apply key models related to emotional intelligence in Marks and Spencer. It will also discuss about importance of emotional intelligence at work place, management communication as well as how it will advantageous to the business. Evaluation of the emotional intelligence model will be portrayed in the report. Recommendations will be provided related to plan for systems process which allow enhanced collaboration & connectedness among people & implement values of company. 
[bookmark: _Toc154765454]MAIN BODY 
[bookmark: _Toc154765455]Overview of Mark and Spencer.
Mark and Spencer public limited multinational retail organization which have a diverse product line that is beauty, home, clothing, and food products. Mark and Spencer was founded by Michael Marks and Thomas Spencer in Leeds, England. Its major headquarters are in London. They have 72,136 no. of employee in current year (Statista, 2023). The post Covid19 was very crucial for Mark and Spencer as they clothing sales got fallen. Mark and spencer is currently acing in their food products and earning a good amount of profit. The Mark and Spencer have a bank which provides financial services. The company has it presence in many other countries other than UK which are Europe, Middle East and many more. There are more than 1000 store of Mark and spencer in UK itself. They have their own supermarkets, outlet stores and convenience store. Currently, the food and grocery retail merchandise of mark and spencer has grown faster than it’s out product line and it became one of the most popular supermarket among UK in 2022. The Mark and Spencer vision towards their sustainability is they reduce carbon emission and prioritize the animal welfare. The Mark and Spencer have various charity partnership like Breast cancer now, The Royal British Legion to encourage the social issue. 
The culture at Mark and Spencer is of continuous growth and learning in the employees. They even promote various health and wellbeing programs and makes a strong connection with their employees. The Mark and Spencer has a vision of sustainable future by accommodating business activities by taking responsibility of social as well as environment (Bridger, 2022). Their goal is to provide regarding employees is development is personal development, promoting diversity and respect. In 2021, Mark and Spencer has around 3.2% of the UK’s grocery market share. There most of the revenue is made out of food sales and their clothing revenue is shrinking gradually over year. Their biggest competitor of Mark and spencer in their food and grocery sector is Walmart and Tesco. The Mark and Spencer is has a mission of supplying high end grocery in affordable rates for increasing their customer base. For the employees, they provide a workplace free of harassment, victimization and discrimination. They also take care about their sentiments, culture and values. The Mark and Spencer has a zero tolerance regarding corruption or bribe. They strictly follows the Code of Ethics and Behavior which makes their honestly maintained. Mark and Spencer food products are highly known for its high quality and flavor, they have effective supply chain and innovative technology to lower the effect of carbon farming. 
[bookmark: _Toc154765456]Key models of emotional intelligence 
Emotional intelligence can be referred to as the ability possessed by an individual through which is capable of managing the personal emotions (Fteiha and Awwad, 2020). Under emotional intelligence, people are also able to connect with others on emotional levels and understand the varying and complex emotions of others in the surroundings. For a better functioning in the business organizations, it is important to contain good EQ. There are various models based upon the understanding and evaluation of emotional intelligence. These help in better understanding the concepts undertaken in the category of emotional intelligence in individuals which can help in the adaptations of emotional intelligence for individuals (Kanesan and Fauzan, 2019). 
Ability model of emotional intelligence 
The ability model in the context of emotional intelligence focuses and argues upon the development of the abilities of knowing yourself in emotional contexts. The model highlights that for enhancing the emotional quotient of individuals, it is important for the individuals to work upon the development of some important abilities and competencies in themselves. This will help the individuals to increase and enhance their emotional intelligence levels. The model highlights that individuals many times re not having the ability of possessing the emotions in them, this result in the lower emotional intelligence that affects them both in their personal as well as professional lives. In view of this lacking in individuals, the ability model focuses on the development of such useful emotion connection abilities in individuals. It can also be said that the ability model is dependent upon the belief that in order to improve emotional intelligence the individual needs to first be able enough to understand as well as recognise own emotions. This helps in building abilities in individuals to process the varying and diversified emotions they feel during their lives. Therefore, the model highlights that individuals should be aware about their emotions, evaluate them and develop an understanding of managing them. 
Trait model of emotional intelligence 
The trait model is built upon understandings different from that of the ability model. As per the trait model, emotions cannot be measured in terms of abilities and competencies as they are subjective in their nature. In accordance with the trait model of emotional intelligence, the major role is played the personality traits inherited by individuals that helps them in understanding and managing the diverse emotions in their lives. It also argues that such traits cannot be measured in scientific terms and are majorly realized by the individuals themselves through the process of self-perceptions. In the same contexts, it says that there are various hidden traits in individual that are located in their lower personality levels. These traits are visible in different emotional situations that individuals face in their day to day lives. With the assistance of these traits, individuals are able to manage and understand the varying emotions. During situations. Therefore, emotional intelligence can be developed in individuals with the proper understanding and evaluation of their personality traits and working upon their improvement through self-evaluations. 
Mixed model of emotional intelligence 
The mixed model of emotional intelligence is a model that is a combination of the trait and the ability models, the model focuses on the different aspects of the individual personalities along with their relation to the identifying, understanding, evaluating and managing the individual emotion as well as the emotions of others in the surroundings of the individuals. The different aspects that are being focused by the model are the individual traits, individual abilities and skills as well as individual qualities. The model suggests that all these varying aspects of the individuals affect the emotional intelligence levels of the individuals. Due to this reason. The emotional intelligence levels of the individuals vary in the society as people possess different personality traits, skills, abilities as well as individual qualities. This creates the conclusion that emotional intelligence can be developed in individuals with the development of skills as well as qualities. But along with it, there are also some self-inherited traits in individuals that also d affect the levels of emotional intelligence in individuals. This is an effective model used in business organizations for improving the emotional intelligence of the employees there, in order to overall improve the emotional behaviours in the organizations. 
[bookmark: _Toc154765457]Emotional intelligence at Marks & Spencer 
Marks & Spencer is one of the leading international business that is popular for its good quality products in the customer markets. The company is involved in a lot of operations regarding the production processes, management processes, logistics and sales processes, resource procurement processes, etc. This creates the need for the Marks & Spencer to employee a lot of employees for smooth operations in all these varying departments of the company. With this reason, there are more than 65000 employees in the company as of now spread accords the varying stores and locations of Marks & Spencer across the globe. The company considers its employees as the heart of the organization and their business. It aims a providing their staff with the best of the working environments with the good organization culture (al Habibi, 2019). The company also is a large supporter of diversity and inclusion in its operations and freely employs people without any discrimination from its side on any grounds. 
The presence of emotional intelligence in the business organizations among everyone is extremely important in the current scenarios as without it, the working of the companies comes at risk (Sfetcu, 2020). There will be frequent conflicts in the organization as people will not be able to understand and analyse the individual as well as emotions of others. This will also effect on the management processes of the company as it will be difficult to understand the varying viewpoints for the management and for the employees to understand the emotions behind the varying changes made by the management. This creates the need for the company to be aware about the growing importance of emotional intelligence in the business point of views and to thereby frame and implement effective strategies for the promotion of emotional intelligence in the employees at the work place o the company. The company is currently also aware about the importance of emotional intelligence in the company operations. The human resource department at the company works upon the development of this among the employees of the company. It is important for the management to focus on this aspect of the employees as this will lead to the effective overall management of the company, its employees and its operations around the globe (Krén and Séllei, 2021). The company is inclusive in its working which means that the company is aware about the emotions of their employees and aims at working in respect to these emotions of the employees. This has helped the company in maintaining good and friendly relations with all the employees in the company. Additionally, training programs as well as team building activities are also incorporated in the company that helps the individuals to emotionally open up in the company and connect with each other on the emotional levels. When the employees and the management are well connected to each other and are able to understand each other and their actions, the organization starts to work in a positive and smooth manner. The good employee relations are also reflected on the overall performance of the company in the markets. The actions and operations of the company reflect that the company is making use for the various models of the emotional intelligence. The company provides training and development to their employees in relation to the ability model in order to enhance the emotional abilities of their employees for better levels of emotional intelligence of them in the company. Further, the company can also organize programs and campaigns that are aimed at improvising the emotional abilities of the employees at Marks & Spencer (Kotsou, 2019). In the processes of recruitment and selection of the employees in the organization in its various departments such as sales, human resource, management, finance, logistics, etc. the company’s selection criteria also focuses on the presence of the important personality trait that certainly reflect the presence of emotional intelligence in the candidates. There should also be father some emotional quotient tests incorporated in this process with the motive of understanding the emotional quotients of the applied candidates in the company. This reflects that there is a certain kind of importance provided to the personality traits and abilities of the individuals at Marks & Spencer. This has helped and contributed in the establishment of a good and positive environment and culture in the organization (Ingram, 2019). But there can be further improvements made in the processes at the company for improving the emotional intelligence in its employees further. 
[bookmark: _Toc154765458]Evaluation of models of emotional intelligence in Mark and Spencer 
There are these three models of emotional intelligence in Mark and Spencer which are considered as a standard criteria for employee’s emotional intelligence after post Covid19.  The Ability model in Mark and Spencer helped the employee in perceiving the emotions and helped in their personal growth this lead them to many benefits regarding employee behaviour and attitude. The Ability model helped mark and Spencer employees to identify their own emotions as well as other emotions, this helped the employee in understanding emotions and have a emotional perception regarding others, this made their personal growth improved and promoted effective communication of their feeling Prei2020). The use of emotion activity in ability model helped me better understanding of emotions in employee after post covid19 this helped in their problem solving and thinking skills, and will help Mark and Spencer’s employees and make decision regarding their emotions. Understanding and managing own and other emotions helped the employees in solving emotion based problem at work and increased IQ. This enhanced their mental health and influenced the work performance of employees in Mark and Spencer. The implementation of ability model in Mark and Spencer Work culture led to positive impact on the organization as the leaders understood the employee’s emotions and inspired them to work effectively to achieve the goal of Mark and Spencer.  The Ability model helped Mark and Spencer’s employees in creating a positive work environment and integrated the work culture of Mark and Spencer, Through the Ability model the employee created an effective customer care and provided customer with their best possible customer services, this enhances their customer satisfaction and loyalty among customers. 
The Mixed model helped Mark and Spencer to increase the effectiveness of their employees and maximize their human resources.  This mixed model helped mark and spencer’s employees to strengthen their EQ. It is considered as a scientific legitimate by Mark and Spencer and helped in achieving their goal. The Mixed model believes in natural characteristics of individual and helps them to develop their emotional intelligence. This Mixed model of emotional intelligence helped Mark and Spencer to understand and identified their employee’s traits and natural characteristics which helped me in their management performance and conflict resolution. This also helped Mark and Spencer in understanding the needs, desires and interest of employees which enhanced the relation between the leaders and the employees. This mixed model helps Mark and Spencer in understanding their employee’s emotions and encouraged their work culture, this also reduced the employee turnover at Mark and Spencer.  This mixed model of emotional intelligence helped in increased job satisfaction among employees and supported their professional growth as well as professional growth. This mixed model helped the employees in stress management and lead to problems solving and effectiveness in their work which led to increased and better performance of Mark and Spencer. The mixed model is highly effective for Mark and Spencer as it is helped in managing their employees and enhances the employee’s individual personal development and their mental health and wellbeing (Supriyanto, 2019). Furthermore, The Mixed model of emotional intelligence also affected leadership performance and helped in managing Mark and Spencer potential skills, attitude, and behaviour. This also helped Mark and Spencer in maintaining the Empathy for their employees and influenced a positive attitude at work place and in their personal lives. This helped model in employee’s motivation and made the Mark and Spenser in achieving their goal. This also encouraged positive attribute by effective communication and increased social scale of Mark and Spencer. This also helped employees in individual development through improved Emotional intelligence. 
The trait model of Emotional intelligence will help Mark and Spencer in effective understanding of employees emotions and helped the organization in understanding the difference in personalities of individual employee. This enhances the employee’s wellbeing and their mental health (Papoutsi, 2019). The Trait model of Emotional intelligence helped Mark and Spencer in maintaining a positive relation with their employee and helped in positive work environment at the organization. This Trait model of emotional intelligence represented various qualities of employees like adaptability, positive attitude, self-esteem, thus it represented the whole personality of employee. This all helped Mark and Spencer in personality research of their employee and helped them in easy dealing with their employees. This Trait model helped Mark and Spencer to tackle the employee problem effectively and helped in increasing their job satisfaction and increases their job performance. This all lead to organizational effectiveness and promotes a positive work environment at Mark and Spencer
[bookmark: _Toc154765459]Recommendations for enhancing EQ behaviours at Marks & Spencer 
For the creation of a good and effective organization environment, it is important to enhance the team collaboration and connectivity in the workplaces of Marks & Spencer. For this, there are various strategies and changes that can be implemented in the company. These strategies will be helpful for the employees in the company to connect with each other emotionally. This will overall result in the reduction of conflicts and issues in the organization due to misunderstandings and misinterpretations between people.  
Creation of a free communication space: the company should focus on the creation of an environment that enables everyone including the employees of the organization to freely and openly communicate their opinions and viewpoints to others in the business. This will help the employees in relating and understanding each other in the work place thereby improving their emotional behaviour at the workplace. 
Feedback mechanism creation and implementation: marks and spencer’s should be focusing upon the creation of a feedback mechanism in the organization. This mechanism should be made in a way that nobody is made to feel bad or disrespected while sharing their feedbacks to the organization. The feedbacks would help the management in understanding the emotions and feelings of everyone in the organization leading to a better emotional connect in the organization. The feedback should be critically evaluated and worked upon in order to satisfy the emotional needs of the employees at the company.  
Hiring a leader with impressive emotional intelligence: the various departments in the company should be made to lead by individuals who are having a high level emotional intelligence that would help them in lading the employees in a better way. Leaders will be able to connect emotionally with the employees and will make the decisions in consideration to the diversified emptions of the employees in the company (Gilar-Corbi, 2019).                     
Incorporating company values: the major values of the company are integrity, respect, trust and inspiration, all these values should be focused upon in the business functioning in order to make the organization culture favourable for everyone and promote emotional outlook in the company.
Organizing activities and experiences: the company should organize team building and recreational activities and evens for their employees to help to connect in better ways with everyone. In the post-covid times, the company should also maintain the hygiene and sanitation standards in the organization workplace as well as during these activities (Papoutsi, Drigas, and Skianis, 2021). 
Training of emotional skills: the company should also create a plan for providing the employees with training for the development of the emotional intelligence skills such as empathy, team work, self-awareness, emotion regulation and controlling, patience building, etc. (Drigas and Papoutsi, 2020)
[bookmark: _Toc154765460]CONCLUSION 
The report has explained about overview of Marks and Spencer Company. It has also portrayed regarding key models related to emotional intelligence because it may help the company to enhance its environment at work place. The report has shown implementation of emotional intelligence for Marks and Spencer. It has also described the importance of emotional intelligence in the work place, management communication & how it has been advantageous to business. Evaluation of emotional intelligence model has be stated in the report. Recommendations has been provided regarding plan for the systems process that allow improved collaboration and connectedness among individuals & implement the company values. The report further analysed the varying aspects and the different models of emotional intelligence which were ability model, trait model as well as mixed model of emotional intelligence under which it was found that the mixed model of emotional intelligence is the most widely accepted and used model in the contemporary business scenarios for the development of emotional intelligence in individuals in the business organizations. One of the major recommendation provided in the report was to start a training program for the individuals in the organization aimed upon the improvement of the emotional intelligence in the individuals in order to promote collaboration in Marks & Spencer.  
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