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Critically evaluate theories of emotional intelligence and their relevance to workforce development and business performance

[bookmark: _Hlk98698185]Emotional intelligence can be defined as the ability for a person to identify, understand and manage their own emotions along with the emotion of others. A person’s emotions will determine their behaviour which can impact other people on a positive or negative basis. For example, there are many situations where managing emotions is required especially in a stressful situation such as meeting tight deadlines, dealing with changes, giving and receiving feedback. Therefore, it is important for an individual to be able to understand and manage their own emotions as well as other people’s emotion so that it can help them become more successful within their personal and professional lives (Keiling, 2022).
The term emotional intelligence was originally created by theorists called Peter Salovey and John Mayer (1990). Both theorists have explained that emotional intelligence is the capability of a person to process information regarding their own emotions and other people’s and use this information to help them guide their thoughts and behaviour. They explained that emotional intelligence is a cognitive ability which is separate but at the same time is also associated with general intelligence (Salovey and Mayer, 1990, p. 185-187).
According to their four branch emotional intelligence model, there are four basic abilities a person must attain to be catergorised as emotionally intelligent. The first ability is perception of emotion which is to be able to identify emotions within oneself and others based on tone of voice, facial expressions and body language. This will enable one to express emotion and communicate emotional needs if required. Second ability is emotional facilitation which is the ability to identify one’s emotions to help them make decisions regarding important information. 
Third ability is understanding emotions which is being able to differentiate between emotional states and their specific causes. For example, being sad or disappointed can be due to a loss of a person or object. A person will be able to understand the transitions between emotions such as anger to shame or surprise to joy which will lead to effective emotion management. The fourth ability is management of emotions which is understanding the wide range of emotions, the feeling of certain emotions in specific situations and being able to adapt short/long term strategies to help cope with the emotional regulation such as taking deep breaths (Brackett, Delaney et al, 2022, p.25-30).
Even though the four branches are all interconnected processes, both theorists have suggested the branches are hierarchically organised where the understanding and management abilities require a greater level of emotional intelligence than the lowest level of perception. According to a study by Lane et al (1990) this concept was supported where the study found that those who were strong in one model were also competent in others (Howell, 2022).  
The abilities which start from emotion perception through to management are aligned based on the ability which fits within the individual’s overall personality. Each ability/branch involves skills which progress developmentally from basic skills to more sophisticated skills. Therefore, individuals who have a high emotional intelligence are more likely to progress quickly through the abilities and control more of them (Mayer, Caruso, et al, 2016, p.290).
Furthermore, a test was also developed by Mayer et al which is call the Mayor-Salovey-Caruso Emotional Intelligence test (MSCEIT) which is a performance measure. In this test the respondents need to demonstrate the four abilities by solving emotion-related problems using two tests to quantify the overall emotional intelligence (Day and Carroll, 2004, p.1443-1445).
The four branch model created by Salovey and Mayer has been found to be a simple theory and easy to understand, where the model is a good starting point to review regarding emotional intelligence as it has wide acknowledgment and also has been used in the development of other emotional intelligence models. The model has identified emotional intelligence involves a number of mental abilities that allow for the expression and regulation of emotion. Along with this, the emotion process becomes integrated with cognitive processes towards growth and achievement. 
However, the model has been criticised for not encompassing regarding everything about emotional intelligence and the four branches have been contradicted. There have been cases where the hierarchical order of the four branches has not been supported. Along with this, many studies such as Fiori and Antonakis (2011) or Gignac (2005) have found the facilitation branch not to be a separate factor as it seems to be irrelevant with the other branches. This has resulted in some scholars adopting a three branch model of ability which is emotion recognition, understanding and management.  Yet at the same time it has been argued that the four branches still remain the foundation of the current emotional intelligence models (Fiori and Vesley-Maillefer, 2018, p.23-25).
Likewise, even though the MSCEIT performance assessment has been associated as the prominent measure of emotional intelligence, the test has limitations. One of the main limitations is that it does not allow the assessment of more abilities such as expressing of emotion or reflecting on one’s own emotions. The validity of the emotional intelligence construct and the measurement debate needs to be achieved more universally.  Also, deeper investigation into the genetic and cultural implications along with the gender differences, workplace and educational settings should also be considered in the emotional intelligence aspects (Locke, 2005, p.425-426).
Even though the idea of emotional intelligence was introduced by Salovey and Mayer, the term and concept of emotional intelligence was popularised by theorist Daniel Goleman when he published it in his famous book ‘Emotional Intelligence: Why it can matter more than IQ.’ After the book was published, the idea of emotional intelligence was taken into consideration more seriously, where other societies also started to include it in their culture.  
Goleman took the concept of emotional intelligence a step further and argued that the definitions need to be reworked. He explained that intelligent quotient (IQ) was important for emotional intelligence but having intellect alone does not guarantee in identifying one’s own emotions as well as other people’s emotional expression. One needs to acquire a special kind of intelligence to process emotional information and use it effectively for decision making, resolving conflicts or motivation oneself and others (Tritsh, 2021).
He developed a performance based model to assess emotional intelligence and identify areas of improvement. The model consists of five different components which are self-awareness, self-regulation, social skills, empathy and motivation. These components are required for an individual to understand emotions (Craig, 2022). 
Self-awareness is the ability for an individual to recognise and understand emotions. They need to be self-aware of what drives their behaviour and how it impacts on others. Being self-aware involves keeping a track of emotions and understanding the emotional reactions. It helps an individual recognise their own personal strength and limitations. 
Self-regulation can be explained as the capability of an individual to control their emotions based on an unexpected or disruptive situation by maintaining a positive outlook even if the situation does not go as planned. Being self-regulated will also help an individual be able to cope with changes and be flexible as well as developing good initiative, integrity and optimism.
Social skills refer to how well an individual can interact with other people and maintain good relationships. The social skills can include verbal communication, active listening, developing rapport, leadership. It involves the ability of the individual to understand their own emotions as well as other people’s emotion so that they can communicate and interact with others daily which is important for team building and bringing positive changes in settings.
Empathy is when an individual can understand how other people are feeling and respond appropriately by recognising their emotions. Being empathetic shows concern towards others when they have negative experiences. The individual must sense the feelings of others and allow them to open up and understand them through their perspective.  
Motivation can be referred to the intrinsic motivation which is the inner passion one has to meet personal needs and goals. The more strongly motivated the individual is the more likely they will focus on their set goals. They will also have a strong drive to achieve more and display confidence if faced with unexpected challenges (Craig, 2022). 
Therefore, Goleman explained that individual who acquire the above five characteristics have a better chance to become successful than individuals that do not have it. These skills can be learned, where developing each one of them will leader to greater success. He argued that cognitive and emotional intelligence are not opposite to each other, but simply are different disciplines that need to be developed, where both areas should be focused upon equally (Goleman, 2000, p.25-30). 
However, the fact that Goleman assumed from the beginning that emotional intelligence was a type of intelligence or cognitive ability has been criticised by other theorists. His description of emotional intelligence involves unproven assumptions regarding intelligence where he classes almost any type of behaviour as intelligence. The five concepts of Goleman’s theory define emotional intelligence, however, no evidence has been provided to show they are highly correlated, where his theory has been criticized for being built without scientific basis (Feyerherm and Rice, 2012, p.343–362).
Workforce development can be described as an interconnected set of solutions to meet employment needs to help increase business success. It helps prepare employees with the skills required for a specific job type which include workplace education and skills development as well as meeting employer demands. Research has found that it is important for employees to have skill development and opportunity for personal growth, where employees will be less likely to leave a company if their leadership skills are being valued (Hanks, 2018).
Likewise, workforce development helps create a culture of learning and positive attitudes which builds a workforce ability to deal with upcoming challenges. It is individual based and can be completed anytime. The skills acquired through workforce development include public speaking, leadership development, presentation building. 
The main benefit of workforce development is that it gives the opportunity for employees to gain knowledge, skills and attitudes which will help towards improving their work performance. Along with this it also gives employers a method to communicate and share their skill demand. This will result in creating a more agile workplace with happier and fulfilled employees, as well as increases employee engagement and retention (Hanks, 2018). 
Therefore, it can also be argued that to create a happier and healthier working culture and be able to meet business goals and targets, emotional intelligence will be required. Emotional intelligence enables an individual to be able to make clear decisions, build working relationships, deal with constant change and cope with stress  (O’Boyle, Humphrey et al, 2010, p.788–818).
Theorist Goleman explained that emotional intelligence is needed for an effective management which is required for organisation and individual benefit. Even though intelligence (IQ) and technical skills are as important, emotional intelligence enables how well an individual performs. It involves recognising ones feeling and emotions and working on the elements of self-awareness, self-regulation, motivation, empathy and social skills. If these five components are applied by a manager, this will lead to improved workplace culture and employee fulfilment (O’Boyle, Humphrey et al, 2010, p.788–818).
One of the first steps a manager is required to do in their workplace is to be self- aware which is recognising their own emotions as well as others. This will help them be aware of their strengths and weaknesses and understand how to respond in certain situations. For example, if a co-worker irritates you, the manager should not react instead understand the situation and stay calm (Cherry, 2020). 
Furthermore, theorist Goleman also recognised self-regulation as a vital part of emotional intelligence where being aware of one’s emotion is not just enough but how the feelings are managed are as vital. By practising self-regulation, the manager will become approachable and be able deal with conflict and changes.
A motivated manager thinks positively and does not quit their job. They are passionate about their work and committed to it and happily take on new challenges. They would not give up when faced with difficulties and work hard as well as encourage others to achieve workplace goals. 
Being empathetic in work is important for the manager as they need to understand what their employees need. An empathetic manager would be described as fair, balanced and considerate, good listener, understands body language and expressions and is able they see problems from all perspectives and make decisions (Cherry, 2020). 
Likewise, managers with great social skills can build good working relationship with their employees and communicate ideas effectively. Social skills are highly valued in a workplace as it leads to better communication, boosts staff productivity, increases loyalty and a positive company culture. 
Goleman explained that his five components can be used by managers to identify areas of improvement and how to understand and manage emotions. Overall, if a manager displays strong emotional intelligence skills, then they can empathise with their team, communicate effectively and deal with conflict (Cherry, 2020). 
Therefore, within a workplace being emotionally intelligent is important as it helps people manage stress better, relationships with co-workers are improved, employees are more productive and manage their work effectively and conflict resolution and become a better team player. Within an organisation, emotional intelligence has become more important than cognitive competencies as IQ alone does not predict an individual’s performance.
However, the main disadvantage of emotional intelligence is that it can be used to manipulate others where some team members who are emotionally intelligent may use EQ to their advantage. Besides that, the use of emotional intelligence at work will have a positive impact with increased job satisfaction and performance, where the manager will also be respected and looked upon (Wallbridge, 2021). 
Business performance can be defined as the commercial effectiveness used by the company to be able to meet the expectations of consumers and customers through a product or service. The commercial effectiveness needs to cover cost issues, deadlines, quality and profitability which is measured either by qualitative or quantitative KPI’s. This is so that the organisation or an individual can achieve their objectives and expected results (Riberolles, 2022).
There are many megatrends which are impacting the global business environment. Megatrend can be described as global shifts that occur which change our society and how business operate. These trends may not be within our control, but they need to be understood and a proactive approach needs to be taken regarding the implications it may have on the business. Examples of megatrend would be globalisation, environmental crisis, digitisation, technological convergence, individualism and demographic change (Olsen, 2021).
Individualism has become the new measure of value in society, where it is an individual focus, understanding individual needs of each customer, employee or shareholder. Within the current workforce, it is important to promote diverse thinking for employees with regards to the company mission and goals. Along with this, it is also important for companies to let employees be themselves such as allowing them to choose their hours or wear non-uniform to work. Even though these are not globally accepted ideas, it would benefit from a happy and health work environment and increase business performance (Olsen, 2021). 
Unfortunately, a major problem companies have to face is keeping their employees motivated and engaged, ensuring good communication and avoiding conflict. It is important for employees to be completing their job as their performance will impact the overall success of the company. Managers need to understand the key benefits of employee performance so that they can develop methods to evaluate employees. This will help them understand the strengths, weaknesses and potential managerial gaps within the workplace (Leonard, 2019).
According to research there is a direct correlation between employees having a high emotional quotient (EQ) and increased job performance. Employees who are emotionally intelligent are more likely to make companies successful as they will communicate respectfully and strongly to achieve goals and encourage smart thinking. There will be better teamwork and social interaction amongst employees which will lead to increased employee satisfaction and engagement, resulting in better performance and company success. Therefore, for businesses to boost employees EQ, managers need to help their staff improve self-awareness, mange stress and become better listeners. 
Nevertheless, managers need to create a work environment where they need to encourage employees to use emotional information for teamwork and decision-making as well as thoughtful interactions. Methods such as learning, assessment, practice and feedback will help employees build on their emotional intelligence competencies. This will benefit the organisation with stronger teams, more effective leader and increased business performance (Andrews, 2018). 

Use theories of emotional intelligence and mindfulness to review the effect of emotions on your own workplace performance

[bookmark: _Hlk98698226]Mindfulness can be described as a technique a person can learn which involves one understanding what is happening around them in that present moment without judgement. They will take notice and be aware of their mind, body or surroundings. The aim of mindfulness is to make an individual become more self-aware, calmer and less stressed. It will also help the person be able to choose how to respond to their thoughts and feelings and cope with difficult or unhelpful thoughts (Mind, 2021). 
Practising mindfulness has helped many people as it enables them to manage their day-to-day wellbeing, however, it is not useful for everyone. It works by taking one’s thought to the present moment and not thinking about any other thoughts. How a person thinks and what they think about can affect how they feel and act. For example, in the report writer’s workplace they had to deal with a customer on the phone who was shouting regarding a service they were unhappy about which made the report writer feel upset about as it was not their fault. Even though the report writer would not want to think about the event sometimes it can be difficult to stop thinking about it, if a similar situation occurs. 
A technique used for mindfulness is called mindfulness-based cognitive therapy (MBCT) which was developed by Professor Mark William. MBCT is used to treat anxiety, stress and depressions and can be as effective as drugs in preventing depression occurring. There are many exercises that can be used for mindfulness such as raisin exercise which is to focus on the present moment using your senses and bringing your attention on the tiny raisin where you experience the presence (Baer, Crane, et al, 2019, p.101-114).
However, there can be times where a person’s thoughts, feelings and preoccupations can be clouded, where the lack of awareness can be described as automatic pilot. When an individual is on automatic pilot, they are unaware of the present moment because their conscious awareness is clouded. Even though there are benefits to go on autopilot such as performing tasks, problem-solving, it can also be harmful when applied to one’s emotional experience. Likewise, many research has also found that practicing mindfulness has an impact on the brain and other functions such as the immune system. There are changes to the physical structure of the brain which is linked to mindfulness meditation (Schenck, 2021).
Therefore, having mindfulness at work would be beneficial for staffs as it would decrease stress levels and improve other areas such as overall well-being, decision-making abilities, improves focus which will lead to resilience and self-awareness. At work, you must stay calm and rapidly adapt to constant changes which can sometimes be a challenge. Mindfulness would help employees becomes less emotionally exhausted, develop compassion and empathy and provide new ideas. 
In the report writer’s workplace, during the pandemic period it was very hard for staffs as sudden changes occurred such as social distancing, wearing masks, staff reduction where the stress level was increased for everyone. If mindfulness was available during that time, then it would have been helpful so that staffs were able to cope with the stress and pressure. Therefore, the report writer would recommend their workplace to have mindfulness so that it can help staff deal with the daily work stress which would lead to higher levels of commitment at work and increased engagement, resulting in increased business performance.
There are many mindfulness techniques, the report writer can use at work such as taking deep breaths to help exert the mind, not rush through reading all emails instead be mindfulness and read important emails that need urgent action, when starting a meeting they can walk slowly to the room to stay calm and even take two minutes break just to help the mind afterwards. Mindfulness is all about enhancing ones focus and awareness in life and work. It is used to help move away distractions and staying focused on organisational goals and being on track (Hougaard and Carter, 2016).
Theorist Eric Berne introduced the transactional analysis model (also known as TA) in the 1970s which is a highly effective and popular psychological theory. The TA model is based on how your thinking elevates to a high level while raising awareness so that an individual can understand their own behaviour and communication patterns so that they can relate with their self and other people. The model also includes concepts of ego-state (parent-adult-child model), life scripts, strokes and time structuring (Paras, 2020).
The transactional analysis is based on the ego state or the parent-adult-child model. In the parent ego state, an individual would behave just like their parents do in the current moment. This is because they would have copied behaviours, feelings, ideas and beliefs from their parents and significant others as they grew up. The behaviour displayed by parents are quite serious towards the child, where they give set of instructions to follow such as “don’t do this” 
In the adult ego state, behaviours displayed by an individual is directly related to the here and now situation, without having the influence of the past. They will look for solutions in an effective manner without being too emotional and be straightforward in their approach. They tend to question different sides to a situation and ask for information rather than make assumptions and see people as they are without making any judgements. In the child ego state, behaviour, feelings and thoughts are displayed based on their childhood (Mcleod, 2013, p.32).
The different ego states are always unconsciously changed within us. Once an individual understands this, they can develop awareness of which ego state they and someone else are adopting at for communication purposes. Therefore, understanding the TA model is beneficial for the report writer and their employees as it can help them improve their communication with themselves and others and understand the ego state, they are in.
If the ego states matched between both employees such as both have adult ego state then the communication between both will be clear and successful. However, if the ego state does not match between both where one is in adult state and the other is in child state then this could lead to a problem. For example, you could ask them regarding being late at work and expect an adult respond but they can be in child state and respond why you are picking on them. According to theorist Berne, the adult to adult ego state communication leads to the most effective and healthy communication amongst each other as it is respectful and reduces conflict, this communication is also referred as complementary transaction (Richardson, 2020).
Therefore, the report writer can use the TA model to train and recognise the ego state they and other staffs are using so that they can adapt and choose healthier ways to interact. For example, if the report writer finds they are slipping into the parent mode with employees, then they can have an awareness of this and stop themselves from doing this to become a respected manager. Overall, it is all about having awareness of which ego state one is in when interacting with other staff so that you can pause to think and communicate well.
The main advantage of the TA theory is that it helps people to understand their own behaviour, thoughts and emotions which they may not have been aware of, therefore having greater self-awareness. Individuals can use the theory to improve communication skills and relationship with others whilst decreasing conflicts which is useful especially in workplace settings. However, the main criticism of the theory is that people will need to have a good self-awareness and capacity to notice their own behaviour and emotions which may not be suitable for everyone (Murray, 2021). 
In addition to the ego state theory, theorist Berne also described the life positions which are part of the transactional analysis. Life position is the basic beliefs that we have about ourselves and others, which are used to justify our decisions and behaviours. He claimed that our life positions are shaped up in our early experiences, until the age of seven and these positions consist of how we view ourselves and others as ‘OK’ or ‘not OK’
The concept of being ‘OK’ is classified as being fair with oneself and others, as well as seeing oneself and others have equal rights. He came up with four life positions which are: 1) I am OK, you are OK, 2) I am OK, you are not OK, 3) I am not OK, you are OK, 4) I am not OK, you are not OK. Berne proposed that everyone is born ‘OK’ but their experiences can change this to ‘not OK’ where this can impact how they see other people as being ok or not. However, this does not refer to as seeing someone good or bad rather this concept is more based on one’s attitude towards one’s own self-worth and the perceived worth of those they interact with. Therefore, the report writer can take this into consideration at work and understand that a person’s positions and behaviours can be complex and different based on the circumstances and can change moment to moment (Soutcott, 2019). 
Furthermore, the report writer can also take into consideration the five aspects of emotional intelligence by theorist Goleman in their workplace as this is required for success. Managers need to be effective at work and for this they must understand how their emotions and actions affect people around them. Thus, it would be useful for the report writer to work on their self-awareness, self-regulation, motivation, empathy and social skills so that they can relate with their employees/customers more successfully. 
For example, if the report writer has to deal with an angry customer, instead of shouting back they can tell themselves to calm down by taking a deep breath and then deal with the situation professionally. In this situation they are becoming self-aware of their emotions and controlling it so that it does not affect anyone. Being self-aware will enable the report writer to understand their strength and weakness which they can use at work.
Overall, emotional intelligence can be seen as an important aspect for business success and growth. Barriers can exist in businesses between customers, sales, employees and business partners which can impact business performance. Therefore, the report writer should focus on emotional intelligence to build a better business relationship and render positive behaviours (Stoute, 2022). 
Examples of emotional intelligence the report writer could do would be to encourage communication between staff/customers, ask for feedback so that they can get to know their own strengths and weakness, pay attention to their team and understand their emotional state, thank the team for their effort and provide reward/incentive if needed. 
To conclude, in a business it is the manager’s responsibility to increase revenue and manage customer relationships and therefore, emotional intelligence should be an area to be reviewed as this not only strengthens relationships but also increases business performance and revenue. 

 .
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