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[bookmark: _Toc189128938]TASK 1: Report 
[bookmark: _Toc189128939]1.1 Introduce the organisation 
The company HSBC is a British multinational Bank which has operations in over 60 countries and has almost 39 million customers all over the world.  This company is offering the services regarding the retail commercial and investment banking by focusing towards the digital transformation aspects. The maintenance of sustainability has also been particularised in the Asian countries' operation of this company.  This company also prioritizes risk management to be met within 2050. The aspects of emotional intelligence in this company have been identified to be emphasised towards self-awareness and relationship management through its workplace culture.  Several leadership development programmes have been initiated by this company through the management of emotional intelligence where those are based on communication and resilience management. 
This company has also been identified to promote active listening and personalised services in order to improve its emotional intelligence factor where the priority is towards employees' well-being and several initiatives of diversity have been identified. The recognition of emotional intelligence in the company can be done through driving and innovation and a collaborative approach.  Through determining the corporate culture, the company HSBC has been identified to focus towards the internal engagement and customer loyalty maintenance (HSBC, 2025). The study is going to analyse the role of emotional intelligence as the most primary factor of Business and how this can be improved regarding employee management. The study is going to incorporate the analysis of emotional intelligence through the framework-based analysis where the staff improvement process can be discussed.
[bookmark: _z718ffhky979][bookmark: _Toc189128940]1.2 The key models of emotional intelligence 
It is stated that the key models of EI focused on building on the workforce by emotionally intelligent, it is effective for understanding the practices and aspects to define emotional intelligence. It is considered that the models provide frameworks for assessing, developing, and well as applying EQ based on the workplace. 
1. Goleman’s Emotional Intelligence Model
It observed that “Daniel Goleman’s model” is one of the most widely recognised frameworks for emotional intelligence. As cited Kodal, (2024) it is emphasizing the five core components that are effective for workplace success:
· Self-Awareness: It understands that one’s emotions depend on their impact on thoughts with behaviours.
· Self-Regulation: It is stated that managing emotions effectively, and analysing situations of high pressure (Filice and Weese, 2024).
· Motivation: It is considered that displaying drive with resilience is focused on achieving the goals.
· Empathy: It is observed that recognising to understanding the emotions of others, is key in customer relations as well as teamwork.
· Social Skills: It is stated that communicating, influencing, as well as managing relationships specifically (Filice and Weese, 2024).
Relevance to HSBC UK: It provides the client-focused approach of HSBC, by using Goleman’s model to develop employee adaptability, and resilience, by building relationships to manage a highly dynamic financial environment (HSBC, 2025).
2. Mayer and Salovey’s Four-Branch Model
This particular model was developed by Peter Salovey and John Mayer, based on the concept of emotional intelligence with the ability the process emotional information by using navigate social environments (Bukhari and Jayasekara, 2024). The four branches are:
· Perceiving Emotions: It is recognised that emotions in one by others, with the effective skill for customer service as well as leadership.
· Using Emotions to Facilitate Thought: It is considered that leveraging emotions enhances decision-making for solving problems (Mayer et al. 2024).
· Understanding Emotions: It is considered that interpreting emotional signals for predicting the behaviours.
· Managing Emotions: It is regulating the emotions in oneself by others to maintain professionalism with productivity (Mayer et al. 2024).
Relevance to HSBC UK: This model is effectively useful to the service of financial to managing client relationships to building sound decisions under pressure as effective for success (HSBC, 2025).
3. Bar-On’s Emotional Intelligence Model
It is considered that “Reuven Bar-On” is introduced as one of the earliest EQ models, to emphasize emotional as well as social competencies by contributing to workplace performance (Mrisho and Mseti, 2024). His model categorizes EQ into five areas:
· Intrapersonal Skills: It is stated that self-awareness, independence, as well as self-expression.
· Interpersonal Skills: It is observed that Empathy, and social responsibility, in the management of relationships (Tehranipour and Bagheri Masoudzade, 2024).
· Adaptability: It is considered that solving the problem with flexibility in uncertain situations.
· Stress Management: It is observed that coping mechanisms for resilience.
· General Mood: It is focused on Optimism as well as motivation (Tehranipour and Bagheri Masoudzade, 2024).
Relevance to HSBC UK: It is stated that providing the volatility of the current economic environment, this model helps HSBC employees develop resilience, adaptability, as well as strong interpersonal relationships to navigate market uncertainties effectively. 
[bookmark: _3yd5a9rdhqr2][bookmark: _Toc189128941]1.3 Application of the key models of EI to explain developing emotional intelligence in the workplace 
Nowadays, in the uncertain economic landscape, businesses are providing priority workforce adaptability, resilience, as well as the skills of strong interpersonal. It is observed that HSBC, as the world’s leading financial institution, operates a high-pressure, customer-centric environment based on the demands of employees as navigate complex client relationships, by regulatory challenges, with the digital transformation. Thus, it is developing emotionally intelligent workforce with the beneficial as effective for managing the competitive advantage. Emotional intelligence plays an effective role in effective management communication, and employee well-being, for the business's success (Paredes-Saavedra et al. 2024). Thus, it is applying the key EQ models such as “Goleman’s Emotional Intelligence Model”, “Mayer and Salovey’s Four-Branch Model”, as well as “Bar-On’s Emotional Intelligence Model” by HSBC based on the workforce, to develop leadership effectiveness, to improve customer satisfaction.
The Importance of Developing Emotional Intelligence 
Employee Resilience and Adaptability
· The current economic uncertainty is focused on the needs among the employees to implement change, to motivate under pressure, based on sound decisions by challenging circumstances.
· Using Goleman’s Model, self-regulation with motivation is effective for maintaining stress to maintain productivity during financial downturns (Huang et al. 2024).
· HSBC employees who develop greater self-awareness as well as emotional control to navigate volatile market conditions with effective, decreasing stress-related burnout to manage customer trust.
Customer Relationships with Satisfaction
· Using “Mayer and Salovey’s Four-Branch Model” highlights the impacts of the importance of perceiving, and understanding emotions to deliver personalized financial services.
· HSBC employees with high emotional intelligence demonstrate empathy with active listening, to ensure the understanding of customers’ financial concerns by providing solutions of tailored (Faugoo and Khoosye, 2024).
· Employees regulating emotions to respond calmly based on customer complaints can develop the bank’s reputation for excellent customer service, by leading the increased client satisfaction as well as loyalty.
Team Collaboration with the Workplace Culture
· Using “Bar-On’s Model” emphasizes the impacts of interpersonal skills, social responsibility, as well as problem-solving by contributing to a positive work culture.
· Employees with high EQ manage conflicts constructively, foster inclusivity, develop team cohesion, to develop overall workplace morale with efficiency (Tiffin and Roberts, 2024).
· Based on the hybrid as well as remote work are common, emotional intelligence is providing the help to managing engagement with connectivity across teams, to seamless collaboration.
Analysis the relationship 
1. Emotional Intelligence and Effective Management Communication
· Goleman’s Model addresses that social skills and empathy are effective for leadership effectiveness to inspire their teams, by providing constructive feedback, and open dialogue.
· Emotionally intelligent managers are addressing employee concerns proactively, decreasing workplace stress to developing job satisfaction (Wang et al. 2024).
· Mayer as well as Salovey’s Model is focused on the managers by understanding the emotions of their communication styles by audiences, ensuring clarity as well as engagement.
2. Business Advantage by Emotionally Intelligent Workforce
· It is stated that emotionally intelligent leaders are focused on higher employee engagement with lower turnover. HSBC is focused on retaining top talent by fostering a supportive workplace of emotionally intelligent.
· Using “Bar-On’s Model”, emotional intelligence contributes to stress management with adaptability, to ensure that employees remain productive under volatile economic conditions (Mrisho and Mseti, 2024).
· HSBC can differentiate itself from its competitors by prioritizing emotional intelligence based on customer interactions, to building a reputation for outstanding service with the guidance of personalized financial.
HSBC Train and Develop an Emotionally Intelligent Workforce
1. Emotional Intelligence Training Programs
· Introducing EQ workshops as well as coaching sessions focuses on self-awareness, empathy, as well as social skills.
· Goleman’s five components are focused on teaching employees to manage emotions, stay motivated, to develop customer interactions (Mayer et al. 2024).
· It is observed that role-playing exercises help employees practice handling situations with emotional intelligence.
2. Leadership Development & Managerial EQ Training
· Train HSBC leaders on “Mayer and Salovey’s Four-Branch Model” is develop their ability to perceive, understand the regulate emotions.
· Adapting 360-degree feedback systems is focused on receiving insights from the emotional intelligence of peers or subordinates (Bukhari and Jayasekara, 2024).
· Encourage leaders with practices such as active listening with empathetic communication to build an open engaged workplace culture.
3. Embedding EQ into Performance Management & Hiring Practices
· Integrating emotional intelligence assessments into HSBC recruitment as well as promotion criteria, ensures the employees possess strong interpersonal by self-regulation skills.
· Using “Bar-On’s Model” is evaluating employees on their adaptability, and stress management, to solving problems as part of performance appraisals.

[bookmark: _Toc189128942]1.4 ‘Models of emotional intelligence’ 
The role of Goleman's emotional intelligence model has been identified to be crucial in order to manage the importance of emotional intelligence in the workplace where the incorporation of leadership effectiveness and employee engagement has been found.  In the business context of HSBC, the role of this model has been identified to be important for self-awareness among employees.  In this case, the leaders of these companies can recognise the emotions that are made for informed decisions in order to determine the emotional aspects among employees (Kour and Ansari, 2024). In this case, the reduction of bias and risk management factors can be identified in the financial advising services of this company. Another aspect has been identified in the self-regulation process where it can be beneficial for employees in order to manage their stress levels.  The theoretical aspects of Goleman's emotional intelligence model have described that the workplace pressure regarding the banking environment can be improved with compliance and ethical decision-making process (Ghobbeh and Atrian, 2024). Another factor has been identified to be incorporated with the motivation where the workforce of this company can be embraced with several digital innovations.
The importance of emotional intelligence can be found in managing sustainability and focusing towards more customer-centric strategies. Through theoretical aspects of “Mayer and Salovey’s Four-Branch Model”, the customs of empathetic aspects among customers can be identified (Rodrigues and Matos, 2024).  In this case, the importance of this factor can be determined in enhancing the customer service through understanding the requirements of the client in order to improve the satisfaction and loyalty among customers.  The strong aspects of the social skills of the employees can also be managed through the implementation of emotional intelligence. Through managing the team mark and collaboration among employees’ operations, HSBC can manage its emotional intelligence through a diverse range of workforce.
The relational aspects among emotional intelligence and workplace environment have been identified to be responsible in order to manage the leadership and employee engagement.  The analysis of this factor can be identified through the implementation of “Bar-On’s Model” where the interactive aspects have been identified through several elements that can improve the overall competitive advantage of HSBC. It has also been identified that the importance of emotional intelligence has also been identified in order to manage effective networking aspects where the relationship between the workplace and EI can be determined (Hernando-Jorge et al. 2024).  Along with these, the enhancement of the team working aspects and overall Global operations of the company can also be an aspect of relationship building between workplace and emotional intelligence.
In order to manage effective communication processes in HSBC the role of emotional intelligence has been identified to maintain a clear and empathetic communication path.  In this case, the role of emotional intelligence has been identified to ensure the alignment regarding the maintenance of leadership, employees and the customers of the company (Liu et al. 2024). The aspect of active listening has also been identified to be beneficial in order to manage the effective communication process in a company. The rule of emotional intelligence has been identified in this case in order to address the concerning factors among employees and drive towards the engagement of the employees as well. In this case, the reduction of the overall turnover of the company can also be determined through “Mayer and Salovey’s Four-Branch Model” (Liu et al. 2024).  aspects of conflict resolution have also been identified to be a vital factor in order to manage the effective communication management in HSBC through the implementation of emotional intelligence.
The communication process that has been identified to be emotional intelligence-based can be influential towards preventing the misunderstanding among multinational team management. The business operation of HSBC has been identified to be based on global banking service management, whereas the aspect of the problem-solving approach can also be determined through utilising the emotional intelligence aspect. In this case, the inclusion of clear and empathetic management can be done in the determination of leadership employees and customers.  It has also been identified that in order to improve the active listening progress the role of emotional intelligence has been identified to be assistive in order to help the managers (Zahra et al. 2025).  In this case, it can address the maintenance of employee concerns and it can also drive towards the engagement. Managing several multinational teams that HSBC is determining regarding its service representation, the aspects of conflict resolution have also been identified to be impacted by emotional intelligence.  In this case, it can prevent the employees' understanding and can create the enhancement of an overall problem-solving approach in diverse team management.
In order to manage the business advantage for the company HSBC the role of emotional intelligence has been identified in order to manage the customer relationship. The interpretation of emotional intelligence towards the communication process can be identified in order to maintain trust and improve overall customer loyalty and retention as well (Ramki et al. 2024).  It has also been identified that the improvement of employee productivity has also been determined through the implementation of emotional intelligence.  In this case, the EI-driven leadership can foster a positive work environment which can enhance the overall motivational factors among employees through “Bar-On’s Model”. The role of emotional intelligence and its importance has been identified in order to enhance the overall decision-making process in the service section of HSBC.  It has been identified that this factor has been able to navigate with several market uncertainties where the economic volatility has also been identified. In this case, the regulatory challenges of the companies have also been identified where the digital transformation has also been effectively used by emotional intelligence.
[bookmark: _Toc189128943]1.5 Recommendations
Managing the current volatile economic environment the company HSBC can Foster its collaboration and EQ behaviours through its existing staff management policies. Maintaining the strong performance and engagement of them several recommendations can be identified in order to enable a high EQ-driven culture in this company. 
It can be recommended that the maximization of overall leadership programs can be an effective resolution in order to manage better collaboration and connectedness among the company and employees.  In this case, expansion of the training and development intelligence among all the leaders present in HSBC can be done (HSBC, 2025).  This process can order to develop the self-awareness and empathetic structure of the leaders.  In this case the aspects of regular feedback and monetary all of the competencies related to emotional resilience and conflict resolution can be found. In this case Association with quarterly leadership workshops can be integrated in order to develop the EQ skills in HSBC. 
It can also be recommended that improvisation of the open communication channel can be done in this company where the enhancement of transparency among several labels of employment can be found. In this case, the practice towards active listening and particularisation of the time management in the uncertain times can be determined.  The application of emotional intelligence in this factor can be beneficial in order to establish some safe spaces for the employees and to improve their collaboration with company culture (Watanabe et al. 2024).  Introduction of some weekly Town Hall meetings and several feedback channels followed by survey conduction can be done in the company. 
In order to develop the overall team collaboration, the role of emotional intelligence has been identified in order to promote the empathetic and self-regulation circle among employees.  In this case, the evident factor has been found where the relationship management regarding the company and the staff has been identified to be responsible in order to foster the overall trust and collaboration of them to the company (Lin et al. 2024).  Along with these, the maximisation of the cross-functional teams in this company can also be identified through the role of emotional intelligence which can be allowed with the core values of HSBC. The role of emotional intelligence in this collaborative setting has been identified to be responsible in order to manage better collaboration and connectedness of employees and working culture. 
In this case, the conduction of some emotional intelligence-based training calendar can be done by including several modules followed by empathy stress management and conflict resolution. The introduction of several training initiatives can be done in the regular 3 months of the gap which can follow up the improvement in this connectedness among employees and the work environment. Through these aspects that can be expected that the maximization of the overall team dynamics can be identified in a better Note where the productive collaboration can be found in several departments of HSBC (McKinley et al. 2024). It can also be recommended to make the alignment between company values with the aspects of emotional intelligence.  In this case, aspects such as integrity and sustainability can be implemented into the daily interactive sessions with employees and leaders.  In this case, it can ensure the overall reflective features of the values in order to treat the employees on an equal note. 
It is also recommended that the introduction of some will be in programs that can support the maximization of emotional resilience in the company's employee management.  In this case, this type of program can be leveraged with mental health support and can maintain the emotional resilience in order to manage the training of the staff (Carranza and McKenzie, 2024). This process can manage the stress level and determination of the market for volatility during this time through the implementation of emotional intelligence. Along with this, the introduction of flexible working arrangements can also be done in the service aspirations of HSBC.  In this case, it can promote the emotional well-being and can maintain the overall work-life balance of the employees which can be feasible in order to maintain the connectivity of employees with work culture. In order to manage this solution, the expansion of employee assistance programs can be done in this company where the inclusion of several stress management workshops can be found (Carranza and McKenzie, 2024).  through this procedure, it can be expected that enhancement of overall emotional resilience and engagement of the staff towards the workforce can be determined. 
In order to maintain the collaborative-ness of the staff the implementation of several advanced technologies can be identified.  In this case, the implementation of several digital tools such as virtual collaborative platforms and several other software can be identified.  This type of Technology can enhance the overall communication and collaboration among the staff through working in a hybrid work environment. Following this usage of several artificial intelligence-based insights and Measurement processes can be utilised where the EQ-based behaviours of the employees can be managed in order to improve their collaboration with work culture. In this case, the integration of several collaborative tools such as Microsoft Teams and Slack can be implemented where the introduction of several digital emotional intelligence-based assessments can be conducted (Saigot, 2024).  Through this procedure, it can be expected that the maximization of remote working culture with better communication can be recognised among the employees of HSBC. 
[bookmark: _Toc189128944]1.6 Conclusion 
It can be concluded that the assistive feature of emotional intelligence for the business perspectives of the company HSBC has been identified to be impactful towards the employee and its work culture. In order to manage other implementations and the importance of emotional intelligence the aspects of maximizing the internal communication and collaboration among the employees have been identified.  In this case, the implementation of several digitalisation processes along with some training and development programmes have been identified to be suitable. On the other hand, conclusively it can also be stated that maintenance of the emotional imbursement of the employees can be determined through some perspectives of their psychological and professional improvisation. It can be concluded that the role of Goleman's emotional intelligence model is identified to be feasible in order to understand the role of communication and collaboration of employees with their work culture. 
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