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1.0 Introduction
Emotional intelligence (EI) is the ability to recognise, understand, manage, and use emotions effectively in oneself and others (Mayer and Salovey, 1997). In modern organisations, emotional intelligence is recognised as an important factor influencing communication, leadership, teamwork, and employee wellbeing. As workplaces become increasingly diverse and collaborative, employees and managers require strong emotional and interpersonal skills to achieve organisational goals (Goleman, 1998).
Several theories have been developed to explain emotional intelligence, including Goleman’s Emotional Intelligence Framework, Mayer and Salovey’s Ability Model, and Bar-On’s Emotional-Social Intelligence Model. These models provide different perspectives on how emotional intelligence contributes to workplace effectiveness (Bar-On, 2006).
This report evaluates key emotional intelligence theories and examines their application within organisations. It also explores how emotional intelligence and mindfulness can be used to manage a multigenerational workforce and improve organisational performance.
2.0 Emotional Intelligence in the Workplace
Emotional intelligence has become an important concept in organisational behaviour because it influences how individuals understand and manage emotions in workplace settings. Unlike IQ, which focuses on cognitive ability, emotional intelligence emphasises emotional and social skills that contribute to effective communication, teamwork, leadership, and workplace relationships (Goleman, 1998).
The concept was developed by Mayer and Salovey (1997), who defined emotional intelligence as the ability to perceive, understand, use, and manage emotions. Since then, several models have been proposed, including Goleman’s Emotional Intelligence Framework and Bar-On’s Emotional-Social Intelligence Model. These theories provide different perspectives on how emotional intelligence affects behaviour and performance.
Research suggests that emotionally intelligent employees are better able to manage stress, resolve conflict, and develop positive workplace relationships, while emotionally intelligent leaders can improve employee engagement and organisational performance (Boyatzis, 2008; Northouse, 2022).
The following sections evaluate the three major emotional intelligence models and their relevance to workplace effectiveness.
2.1 Goleman’s Emotional Intelligence Framework
Goleman’s Emotional Intelligence Framework is one of the most widely used models of emotional intelligence in organisations. Goleman (1998) argues that emotional intelligence consists of five key components: self-awareness, self-regulation, motivation, empathy, and relationship management. These competencies help individuals understand their own emotions and interact effectively with others.
Self-awareness involves recognising personal emotions and their impact on behaviour, while self-regulation refers to controlling emotional responses in different situations. Motivation relates to achieving goals despite challenges. Empathy enables individuals to understand the feelings and perspectives of others, and relationship management focuses on building positive workplace relationships and resolving conflict effectively (Goleman, 1998).
A major strength of the model is its practical application in leadership and organisational development. Leaders with strong emotional intelligence are often better able to motivate employees, improve communication, and create positive workplace cultures (Boyatzis, 2008). However, critics argue that some elements of the model overlap with personality traits and leadership behaviours rather than measuring emotional intelligence alone (Mayer, Salovey and Caruso, 2008).
Overall, Goleman’s framework remains valuable because it provides practical guidance for improving leadership effectiveness and workplace performance.
2.2 Mayer and Salovey’s Ability Model
Mayer and Salovey’s Ability Model views emotional intelligence as a cognitive ability rather than a set of personality traits or workplace competencies. According to Mayer and Salovey (1997), emotional intelligence involves the ability to perceive, use, understand, and manage emotions effectively.
The model consists of four branches. Perceiving emotions refers to recognising emotions in oneself and others. Using emotions involves applying emotions to support thinking and decision-making. Understanding emotions focuses on interpreting emotional meanings and changes over time, while managing emotions involves regulating emotions to achieve positive outcomes and maintain effective relationships (Mayer and Salovey, 1997).
A major strength of this model is its strong theoretical and scientific foundation. Unlike broader emotional intelligence frameworks, it treats emotional intelligence as a measurable mental ability, which has contributed to its credibility in academic research (Mayer, Salovey and Caruso, 2004).
However, critics argue that the model focuses primarily on emotional abilities and pays less attention to workplace behaviours and leadership competencies that influence organisational performance (Goleman, 1998). As a result, it may be less practical for leadership development than other emotional intelligence models.
Despite these limitations, the Ability Model provides a valuable understanding of how individuals process and manage emotions, making it an important contribution to emotional intelligence theory.
2.3 Bar-On's Emotional-Social Intelligence Model
Bar-On's Emotional-Social Intelligence Model takes a broader approach to emotional intelligence by focusing on emotional and social competencies that support personal effectiveness and wellbeing (Bar-On, 2006). Unlike Mayer and Salovey's Ability Model, Bar-On's framework includes behavioural and interpersonal factors that help individuals cope with workplace demands.
The model consists of five key dimensions: intrapersonal skills, interpersonal skills, adaptability, stress management, and general mood. Intrapersonal skills involve self-awareness and emotional expression, while interpersonal skills focus on empathy and relationship building. Adaptability refers to responding effectively to change and solving problems, whereas stress management relates to coping with pressure and maintaining emotional control. General mood includes optimism and positive thinking (Bar-On, 2006).
A major strength of the model is its emphasis on resilience, wellbeing, and adaptability. These competencies are particularly important in modern workplaces where employees face constant change and increasing levels of stress (Robbins and Judge, 2022). As a result, the model has practical relevance for improving employee wellbeing and organisational performance.
However, critics argue that the framework is too broad and includes characteristics such as optimism and happiness, which may be more closely related to personality than emotional intelligence (Mayer, Salovey and Caruso, 2008).
Overall, Bar-On's model provides a useful understanding of how emotional and social competencies contribute to workplace effectiveness, resilience, and employee wellbeing.
2.4 Comparison of Emotional Intelligence Models
Goleman’s, Mayer and Salovey’s, and Bar-On’s models all contribute to the understanding of emotional intelligence but differ in their focus and application. Mayer and Salovey (1997) view emotional intelligence as a cognitive ability involving the perception, understanding, use, and management of emotions. This model is considered the most scientifically rigorous due to its strong theoretical foundation.
In contrast, Goleman’s (1998) framework focuses on workplace competencies such as self-awareness, self-regulation, empathy, and relationship management, making it highly relevant for leadership and organisational performance. Bar-On’s model extends the concept further by incorporating wellbeing-related factors such as adaptability, stress management, and optimism (Bar-On, 2006).
While Goleman’s and Bar-On’s models share similarities in their focus on interpersonal and intrapersonal skills, Bar-On places greater emphasis on resilience and wellbeing. Overall, Mayer and Salovey provide the strongest theoretical explanation, Goleman offers the most practical workplace application, and Bar-On provides the broadest understanding of emotional and social functioning. Therefore, organisations may benefit from combining elements of all three models.
2.5 Application of Emotional Intelligence in the Workplace
Emotional intelligence plays an important role in improving workplace performance and organisational effectiveness. Employees with high levels of emotional intelligence are generally better able to communicate effectively, manage conflict, and build positive working relationships (Goleman, 1998).
Effective communication is enhanced through empathy and emotional awareness, enabling employees to understand different perspectives and reduce misunderstandings. Emotional intelligence also supports conflict management by helping individuals regulate emotions and respond constructively during disagreements (Mayer and Salovey, 1997).
Leadership effectiveness is closely linked to emotional intelligence. Leaders who demonstrate self-awareness, empathy, and relationship management skills are often more successful in motivating employees, building trust, and creating positive workplace cultures (Northouse, 2022). In addition, emotional intelligence contributes to decision-making by helping managers recognise the influence of emotions on judgement and behaviour.
Employee wellbeing is another important benefit. Bar-On (2006) highlights the importance of stress management and adaptability in helping employees cope with workplace challenges and maintain resilience. Consequently, emotional intelligence can improve employee engagement, job satisfaction, and overall organisational performance.
Overall, emotional intelligence contributes to communication, leadership, conflict management, decision-making, and employee wellbeing, making it a valuable competency in modern organisations.
2.6 Conclusion
Emotional intelligence is an important factor in workplace performance, leadership effectiveness, communication, and employee wellbeing. This section has evaluated three key emotional intelligence models: Goleman’s Emotional Intelligence Framework, Mayer and Salovey’s Ability Model, and Bar-On’s Emotional-Social Intelligence Model.
While each model offers a different perspective, they all emphasise the importance of understanding and managing emotions in workplace settings. Goleman’s model provides practical leadership competencies, Mayer and Salovey offer a strong theoretical foundation, and Bar-On highlights resilience, adaptability, and wellbeing (Goleman, 1998; Mayer and Salovey, 1997; Bar-On, 2006).
Overall, emotional intelligence contributes to improved communication, conflict management, decision-making, and leadership effectiveness. As organisations continue to evolve and become increasingly diverse, emotional intelligence remains an essential competency for employees and managers. Understanding these theories provides a foundation for exploring how emotional intelligence can be applied to manage a multigenerational workforce effectively.

3.0 Managing a Multigenerational Workforce 
3.1 Introduction to a Multigenerational Workforce
A multigenerational workforce consists of employees from different age groups working together within the same organisation. In modern workplaces, Generation X, Millennials (Generation Y), and Generation Z often work alongside one another, bringing diverse experiences, values, and perspectives (Lyons and Kuron, 2014).
Generational diversity can benefit organisations by increasing creativity, innovation, and knowledge sharing. Employees from different generations contribute unique skills and experiences that can improve problem-solving and decision-making. However, differences in communication styles, workplace expectations, and attitudes towards technology can also create challenges if not managed effectively (Cennamo and Gardner, 2008).
Managers must therefore understand these differences and adapt their leadership approaches accordingly. Emotional intelligence can help leaders build positive relationships, improve communication, and promote collaboration between employees from different generations (Goleman, 1998). In addition, mindfulness can support self-awareness and reduce bias, helping managers create more inclusive workplaces.
Understanding generational differences is essential for improving employee engagement, teamwork, and organisational effectiveness in contemporary organisations.
3.2 Generation X
Generation X refers to individuals born between approximately 1965 and 1980. This generation is often characterised as independent, adaptable, and self-reliant due to experiencing economic uncertainty and significant workplace changes during their careers (Lyons and Kuron, 2014).
Generation X employees generally value autonomy and prefer managers who trust them to complete tasks without excessive supervision. They also place importance on work-life balance, job security, and professional competence. In terms of communication, they often favour direct and professional interactions, including face-to-face discussions and structured feedback (Cennamo and Gardner, 2008).
Emotional intelligence can help managers lead Generation X employees more effectively. Leaders who demonstrate empathy, self-awareness, and relationship management skills are better able to understand their preference for independence and respect in the workplace (Goleman, 1998). Covey (2004) emphasises the importance of understanding others, which can help managers build trust and strengthen workplace relationships.
By recognising the values and expectations of Generation X employees, organisations can improve employee engagement, job satisfaction, and overall organisational performance.
3.3 Millennials (Generation Y)
Millennials, also known as Generation Y, are individuals born between approximately 1981 and 1996. This generation grew up during rapid technological advancement and is often described as collaborative, technologically skilled, and focused on personal and professional development (Lyons and Kuron, 2014).
A key characteristic of Millennials is their desire for regular feedback and career progression opportunities. They value meaningful work, recognition, and continuous learning. Millennials also prefer collaborative working environments where communication is open, and employees are encouraged to contribute ideas and participate in decision-making (Cennamo and Gardner, 2008).
Emotional intelligence is important when managing Millennial employees. Leaders who demonstrate empathy, active listening, and effective communication are better able to understand employee expectations and provide the support needed for development (Goleman, 1998). Covey (2004) argues that understanding others is fundamental to effective communication, which can help managers build stronger relationships with Millennial employees.
By creating supportive workplace cultures and providing opportunities for growth, organisations can improve employee engagement, job satisfaction, and retention among Millennials.
3.4 Generation Z
Generation Z refers to individuals born between approximately 1997 and 2012 and is recognised as the first generation to grow up entirely in a digital environment. As digital natives, they are highly comfortable with technology, social media, and online communication, making them adaptable and innovative employees (Schroth, 2019).
Generation Z places significant importance on diversity, inclusion, flexibility, and employee wellbeing. Many seek organisations that demonstrate strong ethical values and provide supportive working environments. They also value opportunities for development and expect employers to prioritise mental health and work-life balance (Lyons and Kuron, 2014).
Emotional intelligence is essential for managing Generation Z effectively. Leaders who demonstrate empathy, active listening, and relationship management skills are more likely to build trust and positive working relationships. Goleman (1998) highlights empathy as a key emotional intelligence competency, while Covey (2004) emphasises the importance of understanding others before seeking to be understood.
By creating inclusive and psychologically safe workplaces, managers can improve employee engagement, wellbeing, and retention. Consequently, understanding Generation Z’s expectations is important for organisations seeking to attract and retain future talent.
3.5 Impact of Generational Differences on Organisational Effectiveness
Generational diversity can have both positive and negative effects on organisational effectiveness. The presence of Generation X, Millennials, and Generation Z provides organisations with a wide range of skills, experiences, and perspectives. When managed effectively, this diversity can improve creativity, innovation, and problem-solving (Lyons and Kuron, 2014).
However, differences in communication styles and workplace expectations can create challenges. Generation X often prefers direct communication and independence, while Millennials and Generation Z typically value regular feedback, collaboration, and digital communication methods (Cennamo and Gardner, 2008). If these differences are not understood, misunderstandings and workplace conflict may occur.
Generational differences also influence employee motivation. Generation X values autonomy and work-life balance, Millennials seek career development opportunities, and Generation Z prioritises flexibility and wellbeing (Schroth, 2019). Managers must therefore adapt their leadership approaches to meet the needs of different employees.
Despite these challenges, a multigenerational workforce offers significant benefits. Experienced employees provide organisational knowledge and expertise, while younger generations contribute technological skills and fresh perspectives. By using emotional intelligence and effective communication, organisations can encourage collaboration and maximise the benefits of generational diversity (Covey, 2004).
Overall, successful management of generational differences can enhance employee engagement, innovation, and organisational performance.
3.6 Using Emotional Intelligence and Mindfulness to Manage a Multigenerational Workforce
Emotional intelligence and mindfulness are important tools for managing a multigenerational workforce. As organisations employ Generation X, Millennials, and Generation Z, managers must understand different values, communication styles, and workplace expectations. Emotional intelligence helps leaders adapt their approach and build positive relationships with employees from different generations (Goleman, 1998).
One key benefit of emotional intelligence is improved communication. Leaders who demonstrate empathy and active listening are better able to understand employee needs and reduce misunderstandings. Covey (2004) argues that effective communication begins by seeking to understand others before seeking to be understood, which is particularly important in diverse workplaces.
Mindfulness complements emotional intelligence by encouraging self-awareness, emotional regulation, and objective decision-making. Mindful leaders are more likely to remain calm under pressure, avoid generational stereotypes, and respond thoughtfully to workplace challenges (Good et al., 2016).
Together, emotional intelligence and mindfulness help create psychologically safe and inclusive work environments where employees feel valued and respected. This can improve employee engagement, collaboration, and retention across all generations.
Overall, organisations that promote emotionally intelligent and mindful leadership are better positioned to manage workforce diversity and enhance organisational effectiveness.

3.7 Recommendations
Based on the findings of this report, organisations should adopt strategies that support emotional intelligence and effective multigenerational workforce management.
Firstly, organisations should provide emotional intelligence training to develop self-awareness, empathy, and communication skills among managers and employees (Goleman, 1998).
Secondly, mindfulness programmes should be introduced to help employees manage stress, improve resilience, and enhance wellbeing (Good et al., 2016).
Thirdly, managers should adapt their communication and leadership styles to meet the needs of different generations. Understanding generational preferences can improve employee engagement and retention (Lyons and Kuron, 2014).
Finally, organisations should encourage cross-generational mentoring programmes to promote knowledge sharing, collaboration, and professional development. This can help combine the experience of older employees with the technological expertise of younger generations (Robbins and Judge, 2022).
Implementing these recommendations can improve workplace relationships, employee wellbeing, and overall organisational effectiveness.
3.8 Conclusion
This report has examined the importance of emotional intelligence and mindfulness in contemporary organisations. The analysis demonstrated that emotional intelligence contributes to effective communication, leadership, conflict management, decision-making, and employee wellbeing. Through the evaluation of Goleman’s Emotional Intelligence Framework, Mayer and Salovey’s Ability Model, and Bar-On’s Emotional-Social Intelligence Model, it is evident that emotional intelligence supports both individual and organisational performance.
The report also explored the impact of a multigenerational workforce, highlighting the differing values, expectations, and communication preferences of Generation X, Millennials, and Generation Z. While these differences can create workplace challenges, they can also enhance innovation, collaboration, and organisational learning when managed effectively (Lyons and Kuron, 2014).
Furthermore, emotional intelligence and mindfulness were identified as valuable leadership tools that promote inclusion, psychological safety, and employee engagement. Therefore, organisations that invest in emotionally intelligent and mindful leadership are more likely to improve workplace relationships, employee wellbeing, and long-term organisational success.
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