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[bookmark: _Toc456901515][bookmark: _Toc95638647]Introduction 

In this module I will be looking into emotional intelligence. What is it and what impact does it have on the workplace. How emotions effect an individual in different surrounding and how you manage those emotions How an individual has the ability to identify their own emotions and understand the emotions of others.

[bookmark: _Toc594124760]Critically evaluate theories of emotional intelligence and their relevance to workforce development and business performance 

What are emotions and how do they affect us in our everyday life. Emotions are a reaction to a situation. For example, we laugh when we are happy, and we cry when we are sad (happy and sad being the emotions).
Emotions effect our behaviour and how we react a situation. Different triggers make you behave in different ways. The behaviour resulting from emotion could strengthen or weaken your values beliefs and attitude depending on the situation you are in and what is happening around us.
Emotions are not always straight forward different people define what kind of emotion they are feeling at times so they can be confusing.
” Fundamental in the field of emotions is the question of how many emotions there are or there can be. The answer proposed here is that the number of possible emotions is limitless. As long as society differentiates new social situations, labels them, and socializes individuals to experience them, new emotions will continue to emerge. But this view must be qualified”
 Your emotions could affect your life in a positive and negative way in the long run. Especially if you are unaware of how to control them in certain situations.
For example, if I am in a mood and allowing my emotions get the better of me that will result in me being unsociable which then means a breakdown in communication.
Emotions are primarily associated with the part of the brain called the amygdala.
see Appendix 1
” The amygdala plays a prominent role in mediating many aspects of emotional learning and behaviour. There exists a vast array of human emotions, ranging from joy to sadness, disgust to excitement, and regret to satisfaction. Most emotions possess a valence (positive or negative) and an intensity (low to high) that reflects emotional arousal.” (Salzman, C. Daniel. amygdala 2023)". 

The function of the amygdala is that it assesses the emotional significance of things that happen in your environment.
With practice you can learn to manage your emotions in a more positive way. We can take control and be the decision maker of outcome of our actions.
Mindfulness helps by bringing awareness to your emotions and your surroundings. It can also help you to learn to manage your emotions effectively through mindful thought and action.
It involves being in the present, the here and now without judgement. This is something you have to be patient with and its takes time to clear your mind and let go of things that do not serve its purpose in your life. It can help with stress and improve your mood.

Mindfulness to me only brings a positive aura. What's there not to love about peace and tranquillity in a calm head space. I have started to listen to mediation podcasts, and it really does relax me and put the ’calm 'back into me. 






[bookmark: _Toc456901517]Emotional intelligence will have an impact on business performance and workplace development and is the key to both personal and professional success.
(Appendix 2)
Emotional intelligence is made up of 5 things -
Self-awareness 
Managing emotions 
Self motivation
Empathy
Handling relationships 
Self-awareness is how we see ourselves and our environment. What are your values and beliefs and how other people see you. Is this something that most people are conscious of in everyday life? 
Two parts to self-awareness are internal and external self-awareness. Internal comes from within yourself like your thoughts and feelings. If you feel like someone has upset you, self-awareness helps you with how you react to it and your environment. Being aware of how your reaction could positively or negatively impact the people around you is self-control that confirms your beliefs. 
” In order to improve our emotional intelligence, we need to work on controlling our emotions. For example, when angry it is easy to show our anger expressing this externally through body language and voice. Daniel Golman argues that venting your angry prolongs your mood rather than end it. 
Venting when you’re sad can be a great way to get your feelings validated, but isnt as effective when your angry (Daniel Goleman 2015)”
There are different way to manage your emotions through behaviour. Taking a deep breath or going for a walk are some examples.  For me when i feel anxious i like to put my headphones in and listen to music that makes me happy. Active listening allows me to just focus on the music I am listening to,to clear my mind and keep me motivated.

.
” Motivation, when considered as a component of EI, refers to intrinsic motivation.
Intrinsic motivation means that an individual is driven to meet personal needs and goals, rather than being motivated by external rewards such as money, fame, and recognition.” (Craig, 2019)
Motivation comes within. It is a desire to take action and achieve goals set. Self-motivated people do not give up easy and it's not always easy. Being motivated is personal not everyone you associate with is motivated and different people are motivated in different areas. Motivation will drive you to success. The key is to enjoy what you do to sustain success. For example, when you enjoy your job it drives you to stay motivated to achieve higher.

Another emotion that we experience in your daily life is empathy. This is the ability to understand how another person is feeling. Empathy is not always a positive behaviour. ” Like the term empathy, the term prosocial has broad and various meanings. We consider prosocial behaviour to be an umbrella term for a number of positive social behaviours that include altruism, cooperation, and attachment. Generally, it can be defined as voluntary actions that benefit other people or society (Eisenberg, 1986).”
” Almost three decades ago, experimental psychologist C. Daniel Batson (1991) conducted numerous research studies to examine how empathy, sympathy, and personal distress lead people to engage in helping behaviours.”

Altruism is a behaviour that benefits another individual at a cost of themselves. An example is that I helped an elderly lady at the supermarket as I had the last trolley, so I carried my shopping allowing her to use it instead so helped someone in need and I struggled.
This shows that I showed empathy towards her although t I did not gain anything from that situation
Danil Batson carried a few experiments to define altruism and one that he carried out was the electric shock test.
”In the electrical shock experiment, students were told they were researching the ability of a worker to complete tasks under difficult conditions.
Although the secretary trying to work while being zapped with unpleasant shocks was actually an actress who felt no pain, the students were told she was in distress.
The students who felt sympathy for her volunteered to switch places, even when they were told they didn't have to watch the rest of the experiment. But those who rated their own discomfort as the number one concern were less likely to volunteer to switch. Crawford, T. (2000, May 20)”
This shows that feeling empathy towards an individual is a great motivator in helping others. The test shows that the students that felt empathy that volunteered to switch places was looking to reduce the secretary's stress by taking her place.

Handling relationships through emotional intelligence can lead to successful careers. It’s the ability to communicate in a manner that is clear for others to understand. The ability to manage conflict by recognising that you will come to a resolution if you are positive and listen and understand the people you are communicating with.  
Some people avoid conflict at all costs which isnt a good thing as it could lead to avoiding bringing up important issues weather that in the workplace or at home.
Emotional intelligence plays a big part in workplace development and business performance.
” Workforce development is a people-first approach to upskilling workers for long-term success. The aim of workforce development is to foster prosperity for individuals, communities, and businesses (Maggie Wooll 2021)”
Setting goals is the road to success. Time management is a goal that once achieved will not only help you develop but make your life easier when in a working environment.
Developing individuals in the workplace involve performance management, mentoring, shadowing other people. This is part of upskilling in order for s business to perform well.
Peter Senge once said its not the business developing its the people in it that develop the business.
The organisation develops by the individuals with in it developing.
“Building learning organizations involves developing people who learn to see as systems thinkers see, who develop their personal mastery and who learn how to surface and restructure mental models, collaboratively. Given the influence of organizations in today’s world, this may be one of the most powerful steps towards helping us ‘rewrite the code’ altering not just what we think but our predominant ways of thinking. In this sense, learning organizations may be a tool not just for the evolution of organizations, but for the evolution of intelligence.” – Peter Senge


Transactional analysis (TA) -The 3 ego states.
Eric Bernes states there are 3 points to transactional analysis, Parent-Adult-Child (see appendix 3 )
He believed that for him to understand and improve relationships he needed to be able to analyse people's patterns in behaviour.
Bernes theory along with the way that we think suggests that social habits define you as a person. Your habits play a big part in your relationships.
The ego state shows how we think and behavewhich defines your personality. These states are our way of thinking as a parent, adult and as a child.
Parent-
The ego state of the parent is about valuing right from wrong. It is split into two,critical parent and nurturing parent. A Critical parent is harsh with high expectations. Someone that would expect their child to be perfect and not make mistakes. They are controlling and push these behaviours onto their child to act a certain way.

Adult-
The ego state of the adult based on facts they rationally process feelings and behaviours. This is considered the most stable unlike the child ego state. They use good judgment to make decisions instead of using their emotions.  The adult ego state is the thinking part of yourself and the decision making based on the child.

Child-
This ego state also has two parts the adaptive child and the free child. The adaptive child is disobedient and rebellious, and the free child is spontaneous and creative. When in this state we see the world differently we can be playful ad expressive.

” Understanding transactional analysis can help you understand yourself better. It can also help you see more clearly how you interact with others. One of the things that sets transactional analysis therapy apart from some other therapies is the belief that we are each responsible for our own future, regardless of what happened to us in the past. (Solomom, C 2003) ”

Channels of communication- Complimentary Transactions
There are four channels likely to build good relationships.
-Adult to Adult
-Nurturing parent to Natural child
-Natural child to Natural child 
- Controlling Parent to Adoptive Child 



Use theories of emotional intelligence and mindfulness to review the effect of emotions on your own workplace performance.
I chose 3 theorists that specialise in emotional intelligence they are Daniel Goleman ,Reuven Bar-On and Mayer and Salovey

” Daniel Goleman is a scientific journalist, author and psychologist who popularised the concept of ’emotional intelligence’, which was first coined in 1990 by Peter Salavoy and John Mayer in their article “Emotional Intelligence”, published in the journal Imagination, Cognition, and Personality.”
Daniel Goleman is best known for his theories on emotional intelligence. He believes that emotional intelligence can be applied to meet goals within the workplace in order to produce a healthier work culture.
Leaders with emotional intelligence tend to be aware of motivation, self-awareness and objectives to enable them to lead a successful corporation. He explains that emotional intelligence can be taught once you understand and manage your own emotions and Feelings.
”Reuven Bar-On is an American psychologist who coined the term, Emotion Quotient (EQ). He has been working on a model of emotional intelligence since 1982.
He studies the ability of emotional and social competence to predict performance and behaviour and has developed a psychometric model of emotional intelligence.”
”Mayer and Salovey (1997) proposed that EI was a cognitive ability which is separate but also associated to, general intelligence. This model consists of four different abilities (or branches) including; perception of emotion, emotional facilitation, understanding emotions, and management of emotions (Mayer & Salovey, 1997). These branches are ordered from basic to higher-order abilities which develop as an individual matures (Mayer & Salovey, 1997).”

Daniel Goleman says the positives of emotional intelligence is that it makes you more empathetic, helps you move on from things that have happened in your past, motivates you, boosts your confidence and emotional intelligence can be learnt. These are just a few positives.
The negatives are that people may not take you seriously, its time consuming as interacting with people takes up your time and you could come across to other people as overly sensitive or always emotional.

However Goleman and many others who have consulted and written about EI over the years have a much different, loser conception of the construct than what was originally proposed by Mayer and Salovey.

Where as Mayer and Salovey say that emotional intelligence is the ability to process information about your own emotions and other people’s. It’s also the ability to takt the information to shape your thoughts and behaviours.
Thus, emotionally intelligent people pay attention to, use, understand, and manage their emotions. According to these two authors, for a person to be categorized as emotionally intelligent, they have to have four basic abilities:
· Ability to perceive and correctly express their emotions and other people’s.
· The ability to use emotions in a way that facilitates thought.
· Capacity to understand emotions, emotional language, and emotional signals.
· The ability to manage their emotions in order to achieve goals.




I have carried out a questionnaire based on my own emotional intelligence (see Appendix 4).
My results show that I am higher than average but there is always room for improvement.
[bookmark: _Toc1805591638]They also show that I could experience challenges in relationships in my own life.  My scores of the questionnaire are high which tells me that my work life have taught me a lot about myself over the years.
I have worked for British gas for 11 years and it’s a very fast-paced frontline working position. I experience a different emotion from every customer from every call I take. If my customer calls and they are in a bad mood i can already feel the negativity on the call through to myself. It could just be because they have been on hold for too long so they are already expressing dissatisfaction by using my own emotional intelligence, I can listen to the customer and empathise with them by helping then with their query and making the call into a positive outcome.
I also need to recognise my own emotions through everything I do as that call could have been a totally outcome if I had let my emotions match the customers at the beginning of the call.
An example was that a customer called, and they had no electricity at their property. Initially they called and got transferred through to the wrong department, so they had to be transferred again to the right department. This resulted in the customer being on hold for a long time. By the time the customer had reached me they were agitated and stressed and very upset. 
I used a calm tone and reassurance I was going to resolve this issue myself and not pass her onto anyone else.
[bookmark: _Toc825075787]I arranged for an engineer to come out to her property within the hour. I also gave her my direct number and email address so i could be her first point of contact if she needed to call me in the future with any issues.
[bookmark: _Toc1319331395]This then resulted in the customers mood changing to positive and was very thankful for my help. 

In regard to using transactional analysis in this situation i had to choose the right approach in order to not make the situation worse.  If I had used” critical parent” then that would have fuelled the customers anger so in order to diffuse the situation I went with the Adult.









[bookmark: _Toc1598381153]Conclusion 

This report is reflecting on what is emotional intelligence and what effects does it have on day-to-day life in the workplace. Emotional intelligence is an important part of success It includes 5 points including self-awareness, managing emotions, self-motivation, empathy, and handling relationships. How I use emotional intelligence in my job in order to get the best out of myself and my customers.



[bookmark: _Toc1033391903]References 

Workplace Strategies for Mental Health - Home. (2009). Workplacestrategiesformentalhealth.com. https://www.workplacestrategiesformentalhealth.com/

Emotional Intelligence by Daniel Goleman ► Animated Book Summary. (2015). [YouTube Video]. In YouTube. https://www.youtube.com/watch?v=n6MRsGwyMuQ


Craig, H. (2019, January 30). The Theories of Emotional Intelligence Explained. PositivePsychology.com. https://positivepsychology.com/emotional-intelligence-theories/

sutton, jeremy. (2021, August 1). How to Improve Self-Knowledge: 21 Books, Tests, & Questions. PositivePsychology.com. https://positivepsychology.com/improve-self-knowledge/

Wooll, M. (2021, September 14). What exactly is workforce development? Www.betterup.com. https://www.betterup.com/blog/how-to-use-workforce-development-to-close-the-skills-gap


Segal, Elizabeth, et al. Assessing Empathy, Columbia University Press, 2017. ProQuest Ebook Central, http://ebookcentral.proquest.com/lib/trinity/detail.action?docID=5276014.
Created from trinity on 2023-03-16 23:24:50.
Crawford, T. (2000 5). Preview unavailable - ProQuest. Www.proquest.com. https://www.proquest.com/docview/438128321?parentSessionId=HlSXksa%2FwviRENm9l6eMvUT2gwgcCZMRRypmZqGH8qY%3D&pq-origsite=primo&accountid=130472

Senge, P. M. (2010). The Fifth Discipline. The Crown Publishing Group.

Kemper, T. D. (1987). How Many Emotions Are There? Wedding the Social and the Autonomic Components. American Journal of Sociology, 93(2), 263–289. http://www.jstor.org/stable/2779585

Gepp, karin. (n.d.). Amygdala Hijack: What It Is, Why It Happens & How to Make It Stop. Healthline. https://www.healthline.com/health/stress/amygdala-hijack#takeaway
Solomon, C. (2003). Transactional Analysis Theory: The Basics. Transactional Analysis Journal, 33(1), 15–22. https://doi.org/10.1177/036215370303300103
Wallbridge, A. (2021). Daniel Goleman’s Emotional Intelligence in Leadership: How to Improve Motivation in Your Team. Www.tsw.co.uk. https://www.tsw.co.uk/blog/leadership-and-management/daniel-goleman-emotional-intelligence/
Clayton, M. (2022, September 29). Emotional Quotient (EQ): The Reuven Bar-On model of Emotional Intelligence. Mgmtcourses.com. https://mgmtcourses.com/emotional-quotient-eq-the-reuven-bar-on-model-of-emotional-intelligence
Wallbridge, A. (2021). Daniel Goleman’s Emotional Intelligence in Leadership: How to Improve Motivation in Your Team. Www.tsw.co.uk. https://www.tsw.co.uk/blog/leadership-and-management/daniel-goleman-emotional-intelligence/
Susanna. (2019, March 8). Salovey and Mayer’s Emotional Intelligence... Exploring Your Mind; Exploring your mind. https://exploringyourmind.com/salovey-mayers-emotional-intelligence-theory/


[bookmark: _Toc1921774047]Appendix 1

[image: ]



[bookmark: _Toc1188549104]Appendix 2


[image: ]
(Daniel Goleman 1995)

Appendix 3
[image: ]

(Eric Bernes 2019)

[bookmark: _Toc1110495166]Appendix 4

Results of emotional intelligence questionnaire
[image: ](Workplace Strategies for Mental Health - Home, 2009)
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Your overall results

Legend
Potential strengths: Your scores indicate a higher than average level of emotional intelligence. There is always room for improvement.
Moderate scores: Your score indicates your emotional intelligence i relatively good. Check out the recommended resources to get even better.

Potential challenges: Your score indicates you could experience challenges in your relationships or stress in your own life. Use the suggested
resources to help build your emotional intelligence.
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