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1. Introduction
Emotional intelligence (EI) and mindfulness have become increasingly important in modern workplaces, where employees are expected to communicate effectively, work collaboratively and respond appropriately to challenging situations. Emotional intelligence involves understanding and managing one’s own emotions while also recognising and responding to the emotions of others. Mindfulness supports this process by helping individuals become more aware of their thoughts, feelings and reactions in the present moment. Together, these skills can contribute to better working relationships, employee well-being and workplace performance.
In the context of this report, the recent organisational climate survey identified improvements in team morale, communication and conflict resolution following the use of emotional intelligence principles and mindfulness practices within the department. These positive outcomes provide an opportunity to consider how these approaches could be applied more widely across the organisation.
This report critically examines the role of emotional intelligence and mindfulness in the contemporary workplace. It first evaluates the main components and models of emotional intelligence and considers their contribution to performance, collaboration, communication, conflict management, leadership, decision-making and well-being. The report then considers the challenges of managing a multigenerational workforce, with particular attention to Generation X, Millennials and Generation Z. Finally, it considers how emotional intelligence and mindfulness can support managers in recruiting, managing and retaining employees while creating a more inclusive, productive and psychologically safe working environment. The findings will be used to provide practical recommendations for the Senior Management Team regarding employee development, leadership capability and future recruitment strategies.
2. Emotional Intelligence in the Workplace
2.1 Emotional Intelligence Models
Emotional intelligence can be understood in different ways, and several models have been developed to explain how people recognise, understand and manage emotions. Salovey and Mayer (1990) were among the first researchers to describe emotional intelligence as a set of abilities related to recognising and expressing emotions, regulating emotions and using emotional information to support thinking and behaviour. Their approach was later developed into the Ability Model, which focuses on four main areas: perceiving emotions, using emotions to support thinking, understanding emotions and managing emotions. In the workplace, these abilities can help employees understand their own emotional reactions and recognise the emotions of colleagues before deciding how to respond.
Goleman (2000) developed a broader approach that is particularly useful in a workplace context. His framework includes self-awareness, self-management, social awareness and relationship management. These areas are closely connected. For example, an employee first needs to recognise that they are becoming frustrated during a difficult conversation before they can control their response. Social awareness and empathy can then help the employee understand the other person’s perspective, while relationship management can support better communication and cooperation.
Bar-On (2006) takes a wider emotional-social approach. His model includes intrapersonal and interpersonal competencies, adaptability, stress management and general mood. These areas are relevant to modern organisations because employees are often expected to manage pressure, adapt to change and maintain effective working relationships at the same time.
Although these models have similarities, they do not define EI in exactly the same way. Mayer and Salovey mainly view EI as a mental ability, whereas Goleman and Bar-On include a wider range of emotional, social and behavioural competencies. This makes the latter models practical for workplace application, but it also creates difficulties when comparing research because different approaches may not measure exactly the same concept. Therefore, the models are most useful when considered as different perspectives on how emotional abilities and competencies may influence workplace behaviour.
2.2 Emotional Intelligence, Performance, Collaboration and Well-being
Despite the differences between the models, they all highlight the importance of recognising and managing emotions. This is directly relevant to the scenario, where the organisational climate survey identified improvements in team morale, communication and conflict resolution following the use of EI principles and mindfulness practices. These improvements suggest that emotional skills may have practical value for both individual employees and teams.
Self-awareness and self-management can be particularly important for employee performance. For example, an employee facing a difficult deadline may recognise that stress is making them frustrated or distracted. Self-awareness allows the employee to identify this emotional response, while self-management may help them avoid reacting impulsively and return their attention to the task. Bar-On’s focus on adaptability, and stress management is also relevant when employees are dealing with organisational change or unexpected workplace demands.
In practice, employees can develop and apply these skills through regular reflection, seeking constructive feedback from colleagues, recognising personal emotional triggers and using mindfulness techniques before responding to stressful situations. These practices can help employees move from simply experiencing an emotion to understanding it and choosing a more appropriate response.
Research provides evidence for a relationship between EI and job performance. O’Boyle et al. (2011) found positive relationships between job performance and different approaches to measuring EI. However, the relationships were moderate rather than extremely strong. This suggests that EI can contribute to performance, but it should not be viewed as the main reason why an employee performs well. Professional knowledge, cognitive ability, motivation, experience, resources and organisational conditions also influence performance.
The interpersonal aspects of EI are particularly relevant to collaboration. Employees with greater social awareness may be better able to consider how colleagues feel and understand different perspectives. Relationship-management skills can also support active listening, constructive feedback and cooperative problem-solving. These skills may help explain the improvements in team morale and communication described in the scenario. Importantly, good collaboration does not mean that employees always agree. Instead, EI may help them discuss different opinions without damaging professional relationships.
EI may also support employee well-being. Doğru (2022) found that EI was positively associated with outcomes including job satisfaction and job performance and negatively associated with job stress. However, the relationships varied depending on the type of EI being examined. This again demonstrates why the benefits of EI should be considered carefully rather than assuming that every form of EI will produce the same outcomes.
Mindfulness can complement emotional intelligence in this area. By paying greater attention to present thoughts and emotions, employees may become more aware of their reactions before responding automatically. A systematic review of workplace mindfulness interventions found beneficial effects across several outcomes, including stress, mental health and well-being, although results varied across interventions and outcomes (Michaelsen et al., 2023). In the context of the scenario, mindfulness may therefore have supported employees’ ability to apply EI during workplace challenges.
However, EI and mindfulness should not be used to place all responsibility for well-being on employees. If workplace stress is caused by excessive workloads, insufficient resources, unclear responsibilities or poor management, emotional regulation alone will not solve these problems. Organisations therefore need to combine employee development with appropriate working conditions and managerial support.
2.3 Communication and Conflict Management
Communication is another area where EI can have a practical influence. Effective workplace communication involves not only expressing information clearly but also listening to others and recognising how emotions may affect a conversation. An employee who is aware of becoming angry, defensive or frustrated can use self-management to avoid an immediate emotional reaction. Empathy can then help them consider why another person may have a different opinion.
This is particularly important during conflict and directly relates to the scenario, where improved conflict resolution was identified by senior leadership. Schlaerth, Ensari and Christian (2013) found a positive relationship between EI and constructive conflict management. Their findings suggest that emotional abilities can support more constructive responses to disagreement rather than allowing conflict to become personal or unproductive.
For example, when two employees disagree about how a task should be completed, self-awareness may help each person recognise their frustration. Self-management can prevent an impulsive response, while empathy and active listening can help them understand the reasons behind the other person’s position. This creates a better opportunity to find a compromise or develop a solution that considers both perspectives.
However, conflict should not always be considered negative. Constructive disagreement can encourage employees to question existing ideas, identify problems and consider alternative solutions. The purpose of EI is therefore not to remove conflict but to help employees manage it in a professional and productive way. Furthermore, some workplace conflicts are caused by organisational issues such as unclear roles, limited resources or competing objectives. In these situations, emotional intelligence may improve communication, but management still needs to address the underlying cause of the disagreement.
2.4 Leadership and Decision-Making
Emotional intelligence is also relevant to leadership because managers influence not only their own behaviour but also the working environment experienced by other employees. This is particularly important in the scenario, where EI and mindfulness were applied while leading team discussions and managing workplace challenges.
Self-awareness can help leaders understand how their emotions and behaviour affect others. Self-management may help them remain calm during difficult conversations, while social awareness and empathy can support a better understanding of employees’ concerns. Relationship management can then help leaders communicate expectations, provide constructive feedback and build trust within the team. These behaviours may also contribute to a psychologically safe working environment by making employees feel more comfortable expressing concerns, asking questions and sharing ideas.
EI can also contribute to decision-making. Managers often make decisions in situations involving pressure, uncertainty and different stakeholder interests. Emotional awareness may help a manager recognise when frustration, anxiety or personal preference is influencing their judgement. Mindfulness can support this process by encouraging reflection before responding, which may reduce automatic reactions and allow the manager to consider different perspectives.
However, emotional intelligence does not automatically make someone an effective leader or decision-maker. Good decisions also require professional knowledge, reliable information, experience and analytical thinking. EI should therefore complement rather than replace evidence-based judgement. There are also wider questions about how EI is measured. Joseph et al. (2015) found that mixed measures of EI overlap considerably with established characteristics such as personality and cognitive ability. This raises questions about whether some positive workplace outcomes attributed to EI may partly reflect other individual qualities.
Overall, emotional intelligence provides useful skills for employees and managers, particularly in recognising emotions, managing reactions, communicating with others and dealing with interpersonal challenges. Research supports links between EI and outcomes such as performance, well-being and constructive conflict management, but these relationships should not be overstated. The positive improvements in morale, communication and conflict resolution identified in the scenario are consistent with the potential benefits of EI and mindfulness, but it cannot be assumed that these approaches were the only cause of the improvements.
For the Senior Management Team, the most appropriate approach would therefore be to view EI development as one part of a wider organisational strategy. Training in self-awareness, emotional regulation, empathy, communication and mindfulness may support employee development and leadership capability. However, these initiatives should be combined with supportive leadership, appropriate workloads, clear responsibilities and adequate resources. This balanced approach is more likely to maintain the positive changes identified in the organisational climate survey and support employee performance, collaboration and well-being over the longer term.



3. Managing a Multigenerational Workforce
3.1 Generational Differences in the Workplace
Modern organisations often include employees from different generations who have entered the workplace under different social, economic and technological conditions. The three generations considered in this report are Generation X, Generation Y, also known as Millennials, and Generation Z. These different experiences may influence employees’ values, communication preferences, motivation and ability to adapt to technology. Understanding these differences can be useful for managers, particularly when organisations are trying to create an inclusive and productive working environment (Wiedmer, 2015).
Generation X is often associated with independence, professional experience and a preference for autonomy at work. Employees from this generation have experienced significant technological change throughout their careers and may be comfortable combining traditional communication methods with digital tools. They may also value job security, professional competence and having some independence in the way they complete their work. However, these characteristics should be treated as general tendencies rather than expectations that apply to every Generation X employee.
Generation Y, or Millennials, entered employment during a period of rapid development in digital communication and increasingly flexible ways of working. They are often associated with collaboration, regular feedback, opportunities for professional development and meaningful work. These expectations may influence motivation, particularly when employees feel that they have opportunities to learn and progress. Millennials may also be comfortable using digital communication as part of everyday work, although this does not mean that digital communication is always their preferred method.
Generation Z is the youngest of the three groups and has grown up in an environment where digital technologies and online communication are part of everyday life. This may support confidence in using new technologies and adapting to digital working practices. Younger employees may also have expectations around development, flexibility and communication with managers. However, technological confidence should not be assumed simply because an employee belongs to Generation Z. Digital skills, like other workplace abilities, depend on education, experience and the individual.
These possible differences can affect organisational effectiveness. Employees may have different expectations regarding communication, feedback, flexibility, career development and technology. For example, one employee may prefer a face-to-face conversation, while another may be comfortable using digital communication. If managers do not recognise these preferences, misunderstandings may develop and affect collaboration. At the same time, a multigenerational workforce can be valuable because employees can contribute different experiences, perspectives and skills.
However, research suggests that managers should be careful when using generational categories. A meta-analysis by Costanza et al. (2012) found that differences between generations in work-related attitudes were generally small. Parry and Urwin (2021) also question the use of generational categories as a basis for human resource management, as differences attributed to generations may also be explained by age, career stage or wider social and economic conditions. Therefore, awareness of generational differences can provide useful context, but it should not be used to stereotype individual employees.
3.2 Emotional Intelligence and Mindfulness Across Generations
Emotional intelligence can help managers respond to workforce diversity without making assumptions based only on an employee’s age. This is particularly relevant to the scenario because the Senior Management Team is considering employee development, leadership capability and future recruitment strategies. The same emotional skills discussed in Task 1 can therefore be applied to the challenges of managing employees from different generations.
Self-awareness can help managers recognise their own assumptions and biases. For example, a manager may automatically assume that a younger employee prefers digital communication or that an older employee will find new technology difficult. Recognising this assumption allows the manager to consider the individual employee rather than relying on a stereotype. Social awareness and empathy can then help managers understand different needs and expectations, while relationship management can support communication and cooperation across age groups.
This approach is also relevant to recruitment. Rather than designing recruitment strategies around assumptions about what a particular generation wants, the organisation can provide clear information about development opportunities, flexibility, organisational values and job expectations. Managers can then use communication and interpersonal skills to understand what is important to individual candidates. This can support a more inclusive recruitment process and reduce the risk of age-related assumptions influencing decisions.
EI can also support the management and retention of existing employees. Different employees may prefer different approaches to feedback, recognition, communication and professional development. An emotionally intelligent manager can adapt their communication while maintaining fairness across the team. For example, one employee may appreciate regular feedback and development discussions, while another may prefer greater independence. Understanding individual preferences can strengthen working relationships and help employees feel that their contribution is recognised.
Mindfulness can support this approach by helping managers pay attention to their immediate thoughts and emotional reactions before responding. This may be especially useful when a disagreement is quickly described as a generational conflict. Instead of assuming that age is the cause, a mindful manager can consider whether the real problem involves communication, workload, different professional experiences or unclear expectations. Workplace mindfulness research suggests that mindfulness-based approaches can support outcomes including stress and well-being, although their effects vary and should not be treated as a solution to every organisational problem (Michaelsen et al., 2023).
Overall, managing a multigenerational workforce should not mean treating Generation X, Millennials and Generation Z as three completely different types of employees. Their experiences may influence values, communication, motivation and approaches to technology, but there is also considerable variation within each generation. For the Senior Management Team, EI and mindfulness provide a more flexible approach by encouraging managers to understand individual employees while remaining aware of possible generational influences. Flexible communication, individualised feedback, development opportunities and inclusive recruitment practices can help the organisation benefit from generational diversity without reinforcing stereotypes.
4.  Conclusion and Recommendations
In conclusion, emotional intelligence and mindfulness can support employee performance, collaboration and well-being by improving communication, conflict management, leadership and decision-making. In a multigenerational workforce, differences in values, communication, motivation and technological experience may influence how employees work together, although managers should avoid relying on generational stereotypes. The Senior Management Team should therefore continue developing EI and mindfulness skills while using flexible communication, individualised feedback and inclusive recruitment and retention practices. Combined with supportive leadership and appropriate working conditions, these approaches can help maintain the improvements identified in the scenario and create a more inclusive and psychologically safe workplace.
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