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[bookmark: _Toc238203571]Introduction:
Emotional intelligence is the ability to recognise, understand, and manage our own emotions while also being aware of the feelings of others. This report critically analyses emotional intelligence and its role in contemporary organisations. It examines three key models: Goleman's framework, which focuses on workplace competencies; Mayer and Salovey's ability model, which treats EI as a thinking skill; and  Bar-On's model, which links EI to well-being and coping. The report also explores managing a multigenerational workforce, focusing on Generation X, Millennials, and Generation Z. It discusses how emotional intelligence can help create inclusive and productive workplaces where all employees feel valued and supported. 
[bookmark: _Toc238203572]Emotional Intelligence Models:
Several models have been developed to explain emotional intelligence, each offering a different perspective on what EI is and how it works. This section describes three of the most influential models: Goleman's framework, Mayer and Salovey's ability model, and  Bar-On's emotional social intelligence model.
[bookmark: _Toc238203573]Daniel Goleman's Model
Daniel Goleman's (1998) model is perhaps the most widely known, particularly in workplace settings. His framework identifies four main domains, each containing specific competencies. The first domain is self-awareness, which means understanding our own emotions, strengths, and weaknesses, and having confidence in our abilities. The second domain is self-management, which involves controlling our emotions, adapting to change, staying optimistic, and pursuing goals with energy. The third domain is social awareness, which includes empathy—understanding others' feelings—and reading the emotional currents in a group or organisation. The fourth domain is relationship management, which covers skills like inspiring others, communicating clearly, managing conflicts, and building strong teams.
Goleman's model helps people understand emotions by making them aware of what they are feeling and why. For example, a manager who recognises they are feeling frustrated during a meeting (self-awareness) can choose to stay calm rather than react angrily (self-management). This model is particularly useful in organisations because it translates emotional intelligence into observable behaviours that can be developed through training and coaching (Cherniss & Goleman, 2001).
[bookmark: _Toc238203574]Mayer and Salovey's Ability Model
John D. Mayer and Peter Salovey (1990) take a different approach. They view emotional intelligence as a form of intelligence, similar to IQ, rather than a set of personality traits. Their four branch model arranges abilities in a hierarchy. The first and most basic branch is perceiving emotion, which is the ability to accurately recognise emotions in ourselves and others through facial expressions, tone of voice, and body language. The second branch is using emotion to facilitate thought, which means harnessing emotions to help us think more clearly and solve problems. The third branch is understanding emotion, which involves comprehending complex emotions and knowing how emotions change over time. The fourth and highest branch is managing emotion, which means regulating our own emotions and helping others regulate theirs.
This model helps people manage emotions by treating emotional skills as abilities that can be measured and improved. For instance, someone who is good at perceiving emotion will notice when a colleague seems upset, and someone skilled at managing emotion will know how to offer support without making things worse.
[bookmark: _Toc238203575] Bar-On's Emotional Social Intelligence Model
Reuven Bar-On (2000) offers a comprehensive model that combines emotional and social abilities. His framework includes five key components. The first is self-perception, which covers self-regard, emotional self-awareness, and self-actualisation. The second is interpersonal skills, including empathy, social responsibility, and building strong relationships. The third is decision making, which involves problem solving, testing reality, and controlling impulses. The fourth is stress management, covering flexibility and stress tolerance. The fifth is self-expression, which includes emotional expression, assertiveness, and independence.
 Bar-On's model helps people manage emotions by linking emotional skills to coping and well-being. Someone with strong stress management, for instance, will remain calm under pressure, while someone with good self-expression can communicate their feelings clearly without being aggressive.
[bookmark: _Toc238203576]Comparing the Models
While all three models agree that emotional intelligence is important, they differ in focus. Goleman's model is practical and behaviour based, making it easy to apply in workplace training. Mayer and Salovey's model is more scientific, treating EI as a pure mental ability that can be tested objectively.  Bar-On's model sits in between, emphasising both emotional and social skills while also highlighting well-being and coping. What they share is the core idea that understanding and managing emotions is essential for success in life and work.
[bookmark: _Toc238203577] Using Emotional Intelligence to Improve Performance
Employees can use emotional intelligence to significantly boost their performance at work. When people understand and manage their emotions well, they work more effectively and achieve better results.
Self-awareness helps employees recognise their strengths and weaknesses. When someone knows what they are good at, they can use those skills more often. When they understand their weaknesses, they can work on improving them or ask for help. For example, an employee who knows they are good at planning but struggle with public speaking can prepare carefully for presentations and ask a colleague to practice with them. This honest self-knowledge leads to better job performance and fewer mistakes (Goleman, 2020).
Self-regulation allows employees to stay calm under pressure and make wiser decisions. When things go wrong at work, it is easy to react with anger or frustration. But emotionally intelligent people pause, take a breath, and choose a thoughtful response. For instance, when a deadline is moved forward unexpectedly, an employee who can self-regulate will stay calm, reprioritise their tasks, and ask for help if needed, instead of panicking or complaining. This calm approach leads to better decisions and less stress for everyone (Bradberry & Greaves, 2009).
Motivation is another key part of emotional intelligence that drives productivity. Employees who are motivated from within not just for money or rewards set higher goals and push themselves to achieve them. Goleman (1998) explains that this inner drive helps people stay focused and optimistic even when facing challenges. For example, a team member who feels motivated to finish a project early will put in extra effort, pay attention to details, and inspire others to do the same. This kind of motivation lifts the whole team's performance and helps everyone succeed together.
[bookmark: _Toc238203578]How EI Improves Communication and Collaboration
Emotional intelligence plays a big role in how well people talk to each other and work together in teams.
Empathy helps employees understand how others feel. When you can put yourself in someone else's shoes, you communicate with more care and respect. For instance, if a coworker seems quiet and stressed, an empathetic person will ask gently if they are okay instead of ignoring them. This builds trust and makes people feel heard. According to Goleman (1998), empathy is the skill that allows us to sense others' emotions and respond in a helpful way.
Social skills are the tools we use to build strong relationships and work as a team. People with good social skills know how to listen, share ideas clearly, and encourage others. For instance, during team meetings, an employee with strong social skills will make sure everyone gets a chance to speak and will praise good ideas from others. This creates a friendly atmosphere where people enjoy working together (Cherniss & Goleman, 2001).
Managing workplace conflicts becomes much easier with emotional intelligence. When disagreements happen, emotionally intelligent people stay calm, listen to both sides, and look for solutions that work for everyone. For example, if two team members argue about how to do a task, someone with EI will help them talk openly, find common ground, and agree on a path forward. This stops small problems from growing into big ones (Bradberry & Greaves, 2009).
[bookmark: _Toc238203579]How EI Supports Employee Well-being
Emotional intelligence plays an important role in keeping employees healthy and happy at work.
Managing stress becomes easier when people have emotional intelligence. Employees who understand their feelings can spot early signs of stress, like feeling tired or irritated, and take action before it gets worse. They might take a short break, go for a walk, or talk to someone they trust. For instance, when a worker feels overwhelmed by too many emails and deadlines, they can pause, breathe deeply, and make a simple to do list instead of panicking. This helps them stay calm and focused ( Bar-On, 2000).
Resilience and adapting to change are also supported by emotional intelligence. Workplaces change all the time, and emotionally intelligent people bounce back from setbacks more easily. They see problems as temporary and believe they can find solutions. For instance, when a project fails, an employee with resilience will learn from the experience and try again rather than giving up. They stay hopeful and keep moving forward (Hurley & Linsley, 2026).
Job satisfaction and workplace relationships improve when people use emotional intelligence. Employees who get along well with coworkers and feel understood are happier in their jobs. Good relationships make work more enjoyable and reduce feelings of loneliness. For example, a team that regularly checks in with each other and offers support creates a friendly environment where everyone feels valued (Di Fabio, 2012).
[bookmark: _Toc238203580]Critical Evaluation of Emotional Intelligence Models
While emotional intelligence models offer valuable insights, they are not without limitations, and it is important to look at them critically.
Strengths and limitations of the models. One of the main strengths is that these models have helped organisations understand that emotions matter at work. Goleman's model is useful because it breaks emotional intelligence into clear, practical skills that people can learn. However, one limitation is that Goleman includes many different things like personality and motivation, which some experts say makes the model too broad and unclear (Matthews et al., 2007). Mayer and Salovey's model is more focused and treats emotional intelligence as a pure thinking skill, which is easier to measure. But some critics say it does not fully capture the social and practical side of emotions that people use in daily life (Singh, 2006).  Bar-On's model is helpful because it links emotional intelligence to well-being and coping, but it includes so many different skills that it becomes hard to separate emotional intelligence from other things like personality and mental health (Di Fabio, 2012).
Does emotional intelligence always lead to positive outcomes? The short answer is no. Emotional intelligence does not always lead to good results. For example, someone with strong emotional intelligence could use their skills to manipulate others or hide their true feelings to gain personal advantage. A person might pretend to care about a coworker while secretly trying to take credit for their work. Research also shows that emotional intelligence can sometimes lead to emotional exhaustion because people spend too much energy managing their own feelings and others' feelings (Hurley & Linsley, 2026). This suggests that emotional intelligence is not a magic solution—it depends on how people choose to use it.
In conclusion emotional intelligence is a valuable skill in today's workplace. The three models discussed—Goleman's, Mayer and Salovey's, and  Bar-On's—each offer useful ways to understand and manage emotions. Emotional intelligence helps employees perform better, communicate more effectively, work well in teams, and handle stress. However, it is important to remember that emotional intelligence is not always perfect and can sometimes be misused. Despite its limitations, emotional intelligence remains an important tool for building a positive, productive, and mentally healthy work environment.
[bookmark: _Toc238203581]
Managing a Multigenerational Workforce
[bookmark: _Toc238203582]What is a Multigenerational Workforce?
A multigenerational workforce means a workplace where people from different age groups work together. Today, many organisations have employees from several generations working side by side. This brings different perspectives, fresh ideas, and a mix of experience and new thinking. However, it also creates challenges because each generation has different expectations about leadership, communication, career growth, flexibility, and technology.
This section focuses on three generations: Generation X, Millennials, and Generation Z. Understanding what each generation values is essential for any organisation that wants to attract, keep, and get the best out of its people.
[bookmark: _Toc238203583]Generation X (Born 1965–1980)
Generation X grew up during times of economic change and corporate downsizing, which shaped them into independent, self-reliant, and practical people. Gen X workers are known for their independence, adaptability, and comfort with both traditional and new technologies. They value efficiency and prefer straightforward methods. They do not like being micromanaged and prefer to be given clear goals and then left alone.
When it comes to workplace values, Gen X looks for clear company values and a positive purpose. They rate flexible work arrangements very highly and are the most likely to put workplace culture ahead of salary. Goleman (1998) explains that understanding what motivates different people is a key part of emotional intelligence, and for Gen X, motivation comes from autonomy and stability. Gen X values work-life balance and wants to be judged on results, not hours.
Regarding communication, Gen X is comfortable with both face to face and digital methods. They lean towards traditional approaches like emails and phone calls. They prefer direct, straightforward communication. Singh (2006) notes that effective workplace communication requires understanding these generational preferences.
Gen X workers are motivated by autonomy, security, and stability. For them, work is tied to identity and expertise. Regarding technology, Gen X adapted to it as adults. They are comfortable using digital tools but do not depend on them like younger generations do.
[bookmark: _Toc238203584]Millennials / Generation Y (Born 1981–1996)
Millennials grew up during the rise of the internet, social media, and globalisation. They are often called "digital natives" because technology has always been a normal part of their lives. According to Di Fabio (2012), Millennials are known for being confident, collaborative, and purpose driven. They look for meaningful work and want to work for companies that share their values.
Regarding workplace values, Millennials value meaningful work, a strong culture, and flexibility. They expect to be involved in decisions and want regular feedback and growth opportunities. Cherniss and Goleman (2001) explain that emotionally intelligent organisations understand these needs and create environments where people feel valued. For Millennials, mental health awareness and flexible policies are necessities.
When it comes to communication, Millennials prefer a mix of digital and face to face communication. They like messaging apps and video calls but also value in person conversations. Bradberry and Greaves (2009) highlight that emotional intelligence helps people adapt their communication style to different audiences.
Millennials are driven by purpose, personal growth, and meaningful experiences. They respond well to personal development plans. They are ambitious and confident. Regarding technology, Millennials are very comfortable with it and expect modern digital tools at work.
[bookmark: _Toc238203585]Generation Z (Born 1997–2012)
Generation Z is the youngest generation in the workforce. They have never known a world without smartphones and constant internet access. According to Hurley and Linsley (2026), Gen Z is the first truly digital native generation. They are known for being entrepreneurial, socially conscious, and realistic. They value authenticity, transparency, and mental health.
Regarding workplace values, Gen Z values flexibility, work-life balance, and mental health. They prioritise their well-being and expect employers to support it.  Bar-On (2000) explains that emotional intelligence includes the ability to cope with stress and maintain well-being, which is what Gen Z expects from workplaces. They want clear goals, fast feedback, and workplaces that match their digital pace. They also value fairness, inclusion, and transparent leadership.
In terms of communication, Gen Z prefers short, informal, and instant communication. They like messaging apps and quick messages rather than long emails. They want honest feedback and transparency from leaders. Matthews, Zeidner and Roberts (2007) note that understanding generational differences is important for effective workplace relationships.
Gen Z is motivated by purpose, belonging, and making a difference. They define success differently—they prioritise learning and development over climbing the corporate ladder. Regarding technology, Gen Z expects modern tools at work. They are digital first and prefer instant information.
[bookmark: _Toc238203586]Comparing the Generations
When we look closely at the three generations, clear patterns emerge. Generation X values independence, efficiency, and work-life balance. Millennials prioritise purpose, growth, and flexibility. Generation Z values flexibility, mental health, inclusion, and transparency.
However, generations have more in common than we might think. Across all generations, workplace culture matters most. Singh (2006) emphasises that emotional intelligence helps people recognise both differences and commonalities. Flexibility is also valued across generations.
[bookmark: _Toc238203587]How Generational Differences Impact Organisational Effectiveness
The differences between generations can impact how well an organisation works. When communication styles do not match, misunderstandings happen. A Gen X manager who prefers formal emails might find a Gen Z employee's informal messaging unprofessional. A Millennial who expects regular feedback might feel frustrated with annual reviews. These differences affect hiring and retention. Li (2023) found that emotional intelligence plays a key role in how employees seek feedback and build relationships with leaders.
[bookmark: _Toc238203588]How Managers Can Use Emotional Intelligence and Mindfulness
Emotional intelligence and mindfulness are powerful tools for managing a multigenerational workforce. According to Goleman (2020), leaders with high emotional intelligence can better understand and respond to diverse team needs.
Using self-awareness, managers recognise their own biases about generations. A manager who assumes younger workers are "lazy" can challenge this thought. Using empathy, managers understand what different generations need. According to Harvard Business Review (2018), practical advice on emotional intelligence helps managers create workplaces where people feel valued and supported, which is essential when working with diverse generations. A manager will understand that Gen X values autonomy, Millennials value purpose, and Gen Z values belonging.
Using social skills helps managers build strong relationships across generations. Cherniss and Goleman (2001) explain that emotionally intelligent organisations create environments where different people work well together. Reverse mentoring, where younger employees mentor older ones, bridges generational gaps.
Using mindfulness helps managers stay calm during generational conflicts. By being mindful, managers listen carefully without reacting emotionally. Practical strategies include building empathy, aligning teams around a common purpose, and providing flexible work options. Most importantly, managers should treat each employee as an individual, not as a stereotype.
[bookmark: _Toc238203589]Conclusion
In conclusion, this report has demonstrated that emotional intelligence is an essential skill for modern organisations. The three models examined Goleman's framework, Mayer and Salovey's ability model, and Bar-On's emotional social model each offer valuable insights into how emotions can be understood and managed effectively in the workplace. Emotional intelligence helps employees perform better, communicate clearly, work collaboratively, and maintain their well-being. It also plays a vital role in managing workplace conflicts and building strong relationships.
The report has also shown that understanding generational differences between Generation X, Millennials, and Generation Z is crucial for creating inclusive work environments. Each generation brings unique strengths and expectations regarding values, communication, motivation, and technology. Managers who use emotional intelligence and mindfulness can bridge these generational gaps, build empathy, and create a culture where all employees feel valued and respected. These skills are not optional but necessary for long-term organisational success and employee well-being.
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