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INTRODUCTION



This essay will demonstrate the importance of emotional intelligence, and the ways in which it can benefit the organisation.  It looks at the relationship between emotional intelligence, effective management communication and the advantages to the business.  In the next section, the essay will critically evaluate models of emotional intelligence, and apply the model to the organisation, and enlighten on how appropriate they are, in meeting the development needs of the employee.
The next section will critically analyse the importance of emotional intelligence and mindfulness in the workplace and how developing emotional intelligence can assist the organisation to achieve a competitive advantage.
The organisation this essay will focus on is The View from The Shard one of the top tourist attractions situated in the heart of London.  The essay will use the customer services department as a point of focus and argue how beneficial using a model or framework in the department would be and success will determine the use of  models or framework throughout the organisation.
This essay will look at work-life balance, are some people happier at work? To answer this question we look at low emotional intelligence and the impact on the team.  
Can you have emotional intelligence without ethics, love, and values?  If there is evidence of emotional intelligence does it make people manipulative?
Comparing the customer journey and the employee journey, and the employee touchpoints to improve the business.
Emotional values, emotional power the strategic component that builds quality relationships in the workplace.  How can we develop emotional intelligence, What are the skills needed?
Swot analysis why is it necessary how does it help.







What is Emotional Intelligence?



Emotional intelligence is, according to (Cherry, 2018) being able to observe, regulate, and gage emotions. There are some researchers that suggest, emotional intelligence is something you can learn and it can be strengthened, while others believe it is a natural characteristic. (Nafukho, et al., 2016) states that when you use your emotions as a foundation of information, it is known as emotional intelligence.

According to (Hughes, et al., 2005)Emotions are feelings that are ignited, not just through touch, but through the way we hear and see, as well as through taste and scent.  Emotions can inspire, they can keep us going through the struggles and virtuous tasks of our everyday lives.  

The importance of emotional intelligence in the workplace is beneficial if you hope to succeed in today's society.   According to (Newman, n.d.) emotional intelligence is very unusual but central to the success of an organisation.  Emotional intelligence or EQ, as it is known, is more important than IQ, in the creation of leaders in nearly every position and, as stated by more importantly in the creation of every role of leadership.   Emotions are deep within us and entwined in our senses. Emotions outline our behavior and shape our relationships, emotions impact the results on the important decisions we make, even from an economic point of view.

(Newman, n.d.) goes on to say, the economy is outlined by emotions and the triumph stems from appealing to the emotional customer and not the lucid one.  Emotions decide whether or not if somebody will purchase your goods, or work on a project with you, or join forces with you on a business proposition.  The attention has moved for leaders in business, to structure, drive, and enduring motivation.  Being able to react emotionally and thoughtfully these are the tools that critically define and determine your success, thus achieving an amazing bi-product of effects with conventional people.







THE IMPORTANCE OF DEVELOPING EMOTIONAL INTELLIGENCE

The quest to develop emotional intelligence in the workplace is vital as according to (Nafukho, et al., 2016) persuasive leaders are able to guide and manage other peoples emotions as well as their own emotions better (Lowe, Kroeck & Sivasubramaniam, 1996) and acquire the emotional backing of their followers to attain the organisations goals.
Emotional intelligence (EI) has been considered serious for personal and business success and much has been investigated and transcribed in regards to its importance. Various case studies determine its effectiveness. However, there is very little to direct us in the development of the competencies that encompass the emotionally intelligent individual.
The association between emotional intelligence, effective management, communication, and business advantage, seems a complex structure, the next section will introduce the notion of how this may be achieved.  (Sinha & Sinha, 2007) The power of communication skills aid us in being more active in the work environment, and particularly in situations in day to day life where improved relationships make a significant difference.  Emotional intelligence is the crucial element to effective communication, there is no refuting the simple fact that the two elements are interlinked.  It can be said that emotional intelligence is a mindset that is able to stabilise social beings headed for stimuli ignite an extreme run of adrenalin.  It is accountable for how we display our thoughts and exchange ideas.  
(Hotels, 2019) Leadership Features, in other words, dynamic communication, self-confidence, motivation, making decisions, and empathy, these tools bring about success in the world of business , are more commonly found in people with skills based on emotion somewhat more than methodical intelligence skills affects the success and professional performance of a person in a constructive manner.  
What is it that emotional intelligence does in the world of business?  What are the advantages, does it have for somebody? Five advantages that a person with emotional intelligence has in the business.
Motivation, by taking advantages of the positive assets of emotional intelligence in business, it is possible to manage workplace conflicts and contribute to teamwork.  A positive working environment is an ultimate bonus.  It raises motivation levels of you and your team.



Common Vision the majority of people spend a large part of their time at work.  Although you may be happy, and carry affirmative emotions we must also address the problems such as anger, lack of empathetic energy, nervous calamities.  In situations such as these, emotional intelligence is what we need to save the day.  By taking the opportunity to exercise emotional intelligence, we are able to display consistent behavior to alter our emotions and communicate in a positive manner around people whom commonly share the vision, the members of the team.

Change, any individual who would like to be a professional in the world of business has to have an openness to the idea of change and innovation.  Openness and innovation rank highly under the title of leadership that make up some of the features.  People who have high emotional intelligence can manage anxiety, concern, and stress in a world of business and turn it into an opportunity.  It is in this way they are able to advance more smoothly and confidently in the life of the business.

Communication,  people with high intelligence are able to express themselves more clearly.  Therefore they gain respect from others and create an active network of communication.  It is easier to stay calm, they are receptive in getting help from other people, and are able to influence others with this type of behaviors.  This will help you have a business environment that is filled with peace and the hope of success in the near future.


Leadership, the basis of success in the world of business, simply put is the skill
leadership this skill begins with the person.  As long as they can keep their emotions under control as well as their thoughts, the person can influence others and guide them in the right direction and lead them in business terms.  Managing your emotions will always help you achieve your goals.








Models of Emotional Intelligence

In order to develop emotional intelligence in your organisation, it is advisable to apply a specific framework.  In this next section, the essay is going to examine the usefulness and its benefits to your department.  The Goleman Framework is the model the essay will focus on.  
The customer services department is a four-person operation,  with an off-site call cebtre to manage telephone inquiries, responding to emails and ticket sales.  The customer services department is a separate entity to the various other businesses in the Shard.  Although this is the case, The View is the only business that has a customer services department, therefore at times, the department would have to respond face to face, by way of social media or telephone conversations.  Baring this in mind emotional intelligence was evident at times, but not through conscious effort
According to (Goleman, 2015)  how do you know your level of emotional intelligence? Firstly, you should comprehend that dissimilar from IQ, you are unable to summarise your EQ, by status number.  It is quite evident that someone can have a large amount of self-confidence, but no empathy whatsoever.
Think of emotional intelligence in the aspect of a specific profile of competencies that stretch across four areas of different personal ability. 
 Self-management, - is in line with a person's internal channels, their impulses, and resources. Under this heading, there are six key competencies:
Emotional Self Control; restricting disruptive emotions and emotional instincts under control.  
Transparency: preserving honesty, acting consistently with personal values.
Adaptability: handling change, by being flexible.
Achievement: determined to progress or reaching standards of excellence.
Initiative: Being ready for action opportunities.
Optimism: Persist in the pursuit of goals in spite of setbacks, obstacles, and self-awareness
  
Self Awareness: Knowing your inner state, resources, impulses, preferences, and intuitions. Three competencies.
Accurate Self Assessment: knowing personal limitations, highlighting strengths.
Emotional Awareness: recognising emotions, and the effects.
Self Confidence: a robust sense of self-worth and abilities.

Social Awareness: how people deal with being aware of other peoples feelings, their needs and worries and relationships, there are three competencies.
Empathy: Sensitivity to other peoples perspectives and feelings taking a genuine interest in other peoples concerns.
Cont:
Organisational  Awareness, sensing the teams underlying emotional ambiance and relationships of power.  
Service Orientation: recognising, in addition, anticipation of customer needs.
Relationship Management: the skill or expertise at persuading desirable answers in others. six competencies:
Developing Others: Sensing the development needs of others and supporting their abilities.
Inspirational Leadership: Inspire and guide groups and individuals. 
Change Catalyst: Initiate or manage change.
Influence: exercising active tactics for persuasion.
Conflict Management: Negotiate and resolve disagreements.
Teamwork & Collaboration: Working with the team concerning shared objective. Creating a team synergy in the pursuit of collective aims.
The Goleman framework entwines the structure with the customer services department at The View from the Shard.  For example, having emotional self-control is a competency that enabled the department to run smoothly. Customers were extremely unpredictable at times, and the team was at times the reason for customer anger.  Short notice closures would mean customers plans had to be changed.  Depending on the customer they were understanding, for those for whom the level of expectation changed, and demands exceeded the department capabilities, due to their disappointment, emotional self-control and empathy would usually save the day.
Looking at the department, with different and vibrant personalities, the essay will question whether emotional intelligence works without core values and ethics? From the case of the customer services department, it is vital to have ethics and core value.  (Fortgang, 2001) Beyond the power of thought to practice wisdom, you must feel, to know what you are feeling.  We recognise the feelings such as anger, sadness, frustration, love, and elation. The evidence to our life at its best is being able to recognise the feelings that are more subtle, for example, the difference amid adrenaline, passion, ego, and inspiration. 

The customer services manager and supervisor tried to use the power of persuasion, to manipulate, according to (Borg, 2007) at work or at home it is natural to want to get a point across or to goad someone into agreeing with you.  There is the need to win people over.  The greater you are at communicating the better chance you will have at being successful.  
(Borg, 2007) goes on to state the art of being persuasive you need to have Ethos, ethical, character, and reputation, Pathos, emotional charm and Logos, logical.
Trying to understand the breakdown of the working relationship of the head of the customer services department and the supervisor.  Empathy came from the team administration in displaying empathy to both parties individually.  It is vital to have a lasting effect in interpersonal communication our life of work, displaying empathy in a non-verbal manner, when working as a group was unavoidable, omitted surface tension.  (Borg, 2007)

(Eaton & Johnson, 2001) reflects on Golmans theory and reiterates, success in the business world tends to be people with emotional intelligence rather than self-regulated and motivated.  In the customer services department, it is evident that being self-regulated and motivated, and omitting the competency of emotional intelligence, erases the ability to be sensitive to others and their feelings, thus being unable to influence.







As an observer of the toxic environment, work life was unquestionably stressful.  According to (Covey, 1989) highlighting the principles on empathic communication is a good place to start and develop the skills being able to listen, look first to comprehend, instead of looking to be understood first.  Empathic listening means to listen, to enter the other person's structure of orientation.
Accuracy of self-assessment (Goleman, 2015) according to (Covey, 1989) principles of balanced self-renewal, sharpening your mind, making it a habit it makes everything possible.  You have to sharpen the four magnitudes of renewal, the physical, the mental, the spiritual, and the social-emotional.
360-degree feedback to help the moral in the customer services department will (Insight, 2019) encourage personal growth. 
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Critical Analysis
This is a critical analysis of emotional intelligence.  The main point of view is that emotional is beneficial to individuals and the organisation as a whole.  Having clear values (Blanchard, 2010) to support the vision is a priceless asset in leadership.  
The connection among leader gender and emotional and social skills and magnetic leadership were scrutinised from data composing of one hundred and eight senior leaders three hundred and twenty-five of their followers spread over various organisations.  The results displayed that female leader had a higher overall score on emotional and social skills and the ratings of followers with magnetic leadership, meanwhile emotional and social skills reconciled. The partnership between charismatic leadership and leader gender was startlingly leader occupancy anticipated leaders social skills, but it was not related to emotional leader skills, this demonstrated the strongest connection to leader gender and magnetic leadership.
(Conley, 2011)Over more than a year ago, Daniel Goleman’s Emotional Intelligence (EI) theory was presented to schools of business throughout the world. This notion presented itself as quite a toxic theory to most.  The leading attribute in active leadership comes from EI also called EQ, not IQ or the level of one’s capabilities or the depth of their personal achievements, took some time to become a conventional linguistic amongst ordinary business people.  While there’s still remains no hard metric for EI, conservative understanding now favors this fluid facility as equated to the rigid capability of one’s intellect. (Conley, 2011) goes on to say, one thought they had to be phenomenal if one were ever to be a successful leader. After twelve years of being a leader, one has come to learn that the best leaders are not based on comic strip heroes, they are just phenomenal human beings who have established the four capacities that Goleman has outlined for EI: self-awareness, self-management, social awareness, and relationship management. As Goleman recently stated “EI includes a broad spectrum of competencies, and no leader is A+ across the board even the best have room to improve.”
(Gratton, 2011) states the process of connecting using a mindset that is globally ready starts to develop, as travel is now more commonplaced.  People understand others on a deeper level and through this understanding, it is easier to empathise with their circumstances.  The change on the way to emergent empathy among the young generation. In 2007 a survey showed a transparent trend that leads to this.

(Dane, 2011)  additionally, from a workplace viewpoint, very little study has discovered whether mindfulness serves any importance or even matters. Specifically, research is underdeveloped with regards to whether mindfulness affects how individuals perform their work tasks.1 This cavity in knowledge is not shocking given that the majority of research on mindfulness has happened in restraints concerned with health and well-being, for example as clinical psychology, and not in restraints that are concerned with performance-related behaviours, for example as management. This cavity is most unfortunate. As a concept related, to the attention of mindfulness is relevant to the growing body of scholarships connected with how individuals concentrate their attention on organisations. In the past research has established that the way in which organisational associates focus their attention it affects the way in which  they make tactical decisions (Nadkarni & Barr, 2008),

CONCLUSION
(Duhig, 2012) It is suggested that you are unable to truly extinguish old habits, his philosophy was not to change his player's old habits by creating a new set.  The strategy was to revise what the players already had built in them.  The golden rule of habit modification is to retain the prompt and the reward but alter the routine.  
(Blanchard, 2010) values need to be clear and described to ensure you are aware of the behaviours and what they determine.  Values must be acted on consistently or they will transpire as just a good intention.  Emotions and feelings (Claxton, 2015) they are inbuilt settings.  We experience emotion when we observe something that sits in a specific class of proceedings and has a type of distinguishing the significance.  Emotions are answers that have evolved through time.  Emotional intelligence is seen as skillful control, emotions it is what makes the world seem meaningful.  It is advisable to see the world more than an emotional implication we would have a short existence if this was the case, in addition, we would not experience fulfillment in our quest for survival.  
Leadership is about the journey you take your followers on.  The vision instilled plays a major role in sustaining their belief.  (Groves & Shamel, 2017) mindfulness has a long noble practice in Buddhist traditions.  It is apparent that mindfulness is also a skill or inbuilt asset that has to be cultured in order to incorporate emotional intelligence to its full potential.  
The customer service department at The View from The Shard would benefit greatly from incorporating an emotional intelligence model.  Beginning with mindful emotion.  In two ways people can become more mindful of their emotional life.  Mindfulness engulfs and encourages people to be more aware of all characteristics of experiences, such as the sensations of the body, the emotions and thoughts, and the everchanging world around us.  To become mindful of our emotions is just as important for as the word suggests it is our emotions that move us.  Emotions have two characteristics they not only disrupt us, but they can also excite us, they are what motivates.  Quite often we tune out and we are not aware of our emotions and therefore what is moves us -or the in-depth emotions that are somewhat hard to control at times.  A positive starting point is to be able to observe the responses we give to ourselves, to our closest friends, to people we experience difficulties with, in addition, people who do not spark a robust emotional reaction, this is the background of life as we know it.  The fundamentals of mindfulness is to pay close attention.  (Groves & Shamel, 2017)
[bookmark: _GoBack](Eaton & Johnson, 2001) if staff are disheartened, they will spread this through the department or organisation, the crucial thing is to communicate, to grow a strong and robust structure of personal and team discipline.
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