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Introduction 
Communication, conflict resolution, decision-making, and adaptability are all improved by emotional intelligence and are critical within today’s fast-paced, customer-focused workplaces. Businesses that rely heavily on customer gratification and teamwork, businesses such as Nando’s, gain from emotional intelligence. 
This report aims to examine why in the current unstable economic climate, by developing an emotionally intelligent workforce is a business priority and how companies may train and develop their employees to do so. “Emotional intelligence refers to the ability to perceive accurately, appraise, and express emotion” (Mayer & Salovey, 1997, p. 10). 
The Mayer and Salovey Four-Branch Model (1997) and Daniel Goleman’s model (1995,2002) are two of the most well-known models of emotional intelligence which is included in this report. 
Nando’s company background and a brief critical evaluation of Goleman’s model based on Nando’s, a brief comparison of the Goleman's model and the Mayer & Salovey model and their relative merits. An implementation plan, recommendation and a conclusion are included in this report.
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Introduction of Nando’s
Originated in South Africa in 1987, Nando’s is a well-known restaurant chain with a focus on flame-grilled peri-peri chicken. With restaurants in more than 30 countries for example UK, South Africa, the Middle East, and Canada, “When a Portuguese explorers came to visit them in South Africa they were captivated by the flavour, with a slash of lemon and a kick of garlic, they transformed peri-peri into a well-travelled spice. This is how, many years later, it ended up in Rosett Enville and Johannesburg”. (Nando’s, 2022). The company is well known for its Portuguese inspired peri-peri flavours. Nando’s is known for a lively warm ambiance informal eating experience and the dedication to serving quality cuisine. 
The casual restaurant which operates between full-service and take away service is reasonably priced hence why they have such high demand. Nando’s are driven by freshly prepared meals of superior quality. 
The research has shown that this industry has been expanding dramatically. The market for fast casual restaurants was estimated to be worth over £140 billion globally in 2023, (Statista,2023) and it is anticipated to continue growing as a result of increased disposable incomes, changing eating patterns etc. 
However, companies like KFC, Wings Stop, and even the new Popeyes which opened recently on City Road Birmingham, Nando’s is competing in a similar sector, even though this is the case by serving flame grilled chicken rather than fried chicken and creating new flavours of its distinctive peri-peri sauce’s, Nando’s sets itself apart from other companies in that sector.
Nando’s main business include restaurant operations, peri-peri sauce sales, by offering branded marinades and sauces sold in supermarkets and online, expansion and growing its presence by company owned and franchised locations, ethical sourcing, and sustainable farming practices. 

Nando’s background
The company has established a distinct position in the casual dining sector by integrating cultural flavour's, high quality cuisine, and brand presence in the competitive restaurant industry. However,
Nando's has encountered financial challenges due to inflation and disruptions within their supply chain. Nando's also disclosed pre-tax losses amounting to 99.5 million,
A decreased from the year’s before with losses amounting to £241.8 million. This progress was mitigated by rising operational expenses, which included wage inflation and increased costs for goods, further aggravated by global supply chain complications. Chief executive Rob Papps indicated that volatility is anticipated to persist in 2023. (Saker-Clark, 2021)
In response to these challenges Nando’s modified its pricing strategy, which resulted in customer's discontent. According to The Sun news the cost of a quarter chicken meal with two sides rose from £8.75 in August 2021 to £11.75. Customers voiced their dissatisfaction regarding these prices increase and reports of reduced portion sizes during the same time frame. (Southgate & Kanengoni, 2024)
Nando’s has a strong organizational culture, and a lot of foot traffic customers its people focused leadership approach and its importance on employee engagement, emotional intelligence includes self-awareness, self- regulation, empathy, decision making, and social skills as outlined by Goleman, is fundamentally integrated into the leadership and customer service strategies at Nando’s
Nando’s serves as a prime example of how incorporating emotional intelligence into workplace practices can cultivate a vibrant organizational culture. By focusing on employee satisfaction, offering mental health resources, and celebrating personal achievements, Nando’s creates a setting where employees feel appreciated and supported. 
These initiatives not only improve individual well-being but also drive overall organizational success, positioning Nando’s as an ideal case for examining the role of emotional intelligence in the workplace.

[image: ]Why building an emotionally intelligent workforce should be a priority for Nando’s
By acknowledging the feelings of customers and tailor your response to suit their emotional state, such as soothing a dissatisfied client, showing genuine understanding of the customer needs, and to foster a warm and individualized experience, staying calm and collected during hectic or challenging shifts to guarantee a steady level of excellence service.
An employee with emotional intelligence can take the time to listen carefully. (Carmichael, 2011). Customers who are dissatisfied with the waiting time or their meal, by recognizing the customer’s feelings and addressing the problem calmly, they can effectively resolve the issue, ultimately enhancing customer’s customer satisfaction and fostering loyalty. Building emotional intelligence in Nando’s can;
1) Improving customer's experience
2) Improving teams' communication and collaboration
3) Managing uncertain changes
4) Ensuring better operations
How Nando’s can train and develop an emotionally intelligent workforce;
1) Incorporate EI training in staff development programs
2) Workshops which entail self-awareness, empathy, stress management skills.
3) Simulation-based learning program, immersive training for example practicing handling customer complaints and team conflicts, or highly aggressive or pressure situations.
4) Training managers and supervisors EI and team motivation, and conflicts
EI assessment tools.
Below is a brief description of Daniel Goleman, and the five components of Emotional Intelligence.
Daniel Goleman, a psychologist and science journalist, brought the idea of Emotional Intelligence into the spotlight with his influential book, called Emotional Intelligence published in 1995. His research questioned the conventional emphasis on cognitive intelligence as the only measure of success, asserting that emotional intelligence is essential for both personal and professional accomplishments. Goleman describes emotional intelligence as the capacity to identify, comprehend, regulate, and impact emotions in both you and others. (Goleman, 2019) 
He argues that emotional intelligence is crucial for effective leadership, successful collaboration, and overall performance in the workplace. Goleman outlines five essential components of emotional intelligence that enhance a person’s ability to handle social intricacies, make better decisions, and foster positive relationships.
The Five Components of Emotional Intelligence
Self-awareness
The capacity to identify and comprehend your emotions and how they influence your thoughts and actions, an example of self-awareness is when one would recognize there is a pattern or lack of attendance at work and to take measures to eliminate this situation from repeating.
Self- Regulation
The ability to regulate and oversee emotional responses, urges, and feelings. For example, an unsatisfied customer can respond to staff in an aggressive manner; by choosing to respond diplomatically and calm can maintain harmony.
Social Skills
The skill to cultivate relationships, convey ideas clearly, and collaborate successfully with others, for example a person who can adept and resolve conflicts between two team members, fostering a constructive outcome while preserving the unity of the group.
Empathy 
The capacity to empathize with others, grasp their emotions, and take their viewpoints into account during decision-making. For example, a supervisor who can observe a colleague's feeling upset or emotionally challenged takes the initiative to provide support or modifies their workload to help them cope.  
Motivation
The passion to commit to achieving objectives with Vigor and determination, pursue by internal values rather than external incentives. Below is a brief description of the Mayer & Salovey Four-Branch Model 
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The Mayer and Salovey four-branch model
Emotional Intelligence was presented by Peter Salovey and John Mayer in 1990, serving as a basis for comprehending how people recognize, interpret, and handle emotions. Their research established the groundwork for the scientific exploration of emotional intelligence. In 1997, Mayer and Salovey introduced the Four-Branch Model to offer a clear framework for understanding emotional intelligence. 
The model categorizes the various cognitive and emotional processes that contribute to emotional intelligence into four interconnected yet separate abilities, recognizing emotions, utilizing emotions to enhance thinking, comprehending emotions, and regulating emotions. (Mayer & Salovey, 1997).
Within contrast to Daniel Goleman’s model, which seems more practical and geared towards leadership, Mayer and Salovey’s approach focuses on the psychological and cognitive foundations of emotional competence. However, the Goleman’s framework builds upon this by placing greater emphasis on social and leadership skills, including empathy and interpersonal abilities. (Goleman, 1995)
Mayer and Salovey’s model offer a more theoretical and psychological basis, while Goleman’s approach is more application-oriented, highlighting the significance of emotional intelligence in leadership, performance, and personal connections.
With in a service-oriented setting such as Nando’s, where the interactions between employees, customers, and colleagues significantly impact business results, Goleman’s model offers a valuable framework for boosting performance and fostering employee engagement.
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The importance of Emotional Intelligence in the workplace.
Emotional intelligence has emerged as a critical component of company resilience and success in the current unstable economic climate, which is marked by quick technical advancements, marketplace volatility, competitiveness worldwide and workforce disruptions.
According to research, emotional intelligence is the ability to identify, control, comprehend, and correctly employ emotional. Organisations and individuals can adapt the skills needed to manage uncertainty, stress, burnouts and many other issues, promoting teamwork and better judgments. Research has shown that by improving leadership, teamwork, and strategic decision making, emotional intelligence gives firms a competitive edge as they confront mounting pressure to adjust to economic pressures. (Beck,2013)
The emotional strain that comes with economic uncertainty maybe be easier for leaders who possess high emotional intelligence to manage. Self-control and self-awareness enable leaders to make logical, well-rounded decisions and maintain composure under duress. Empathy enables managers to better convey changes by comprehending the emotional toll that tough choices take on staff members. Emotionally competent leaders may make difficult choices during recessions while preserving staff morale and trust by communicating openly and sympathetically. 
Economic instability raises the likelihood of employee disengagement and turnover by frequently resulting in staff reductions and job insecurity. By fostering psychological safety and trust, emotional intelligence enables managers to make sure that staff members feel acknowledged and appreciated. Employees that are emotionally stable and driven are more likely to sick with the organization through difficult times.

[bookmark: _Int_FxfVvFOC]Economic hardships can lead to conflict or division in the workplace, emotional intelligence is essential to preserving an inclusive atmosphere. Social skills and empathy allow leaders to identify and meet the distinct emotional and professional demands of a diverse workforce. Workplaces that are emotionally intelligent and inclusive encourage more creativity and teamwork. Emotional intelligence is essential for effective communication because it encompasses both conveying knowledge and comprehending and reacting to the emotional context of discussions. At Nando’s, managers with strong emotional intelligence are able to:
· Identify employees’ emotional indicator or instinct and adjust communication approach accordingly.
· Respond tactfully by using empathy to comprehend how staff members feel about changes or obstacles at work.
· While under pressure maintain composure and make sure messages are clear and helpful.
A manager at Nando’s observes that a staff member appears to be constantly exhausted and performing below expectations. The manager uses emotional intelligence to have a private, encouraging conversation with them, and ask about any difficulties they may having and give any assistance, rather than critiquing their work this can increase employee motivation and foster trust.
Employee morale, alignment with business objectives, and operational efficiency are all improved by clear, emotionally intelligent communication. At Nando’s, where customer service and teamwork are essential, good communication leads to:
· Improve teamwork, staff are more aware of their responsibilities, feel encouraged, and collaborate more successfully,
· Enhance problem-solving, teams that communicate openly and can solve issues more rapidly and innovatively.
· Enhance customer satisfaction, employees who feel appreciated and knowledgeable are more likely to provide satisfying customer service and experiences.
[bookmark: _Int_XdOFDtp8]For example, the manager at Nando’s provides prompt instructions and inspires the workforce by communicating with them in a calm and clear manner during a hectic service period. The group reacts as a unit, handling a large number of clients without sacrificing the Caliber of service. Nando’s fosters a work atmosphere where customers are valued, staff are engaged, and the company keeps a competitive edge in the market by emphasizing emotional intelligence in management training and team development.
[image: ]Goleman’s 2002 model & Nando’s
Building on his previous research, Daniel Goleman’s 2002 model of emotional intelligence emphasizes four essential components: relationship management, self-awareness, self-management, and social awareness (Goleman, 2002).
During the research it was evident that effective leadership and teamwork in the workplace are closely related to these elements. Emotional intelligence is essential for managing stress, resolving disagreements, and developing strong relationships with both customers and workers in a customer-focused, team-oriented business like Nando’s, it may also help to improve business outcome.
Self-Awareness at Nando’s
Understanding one’s emotions, strengths, and limitations as well as how they impact behaviour and performance is a key component of self-awareness. When under pressure, Nando’s managers and employees who are self-aware are better able to control their emotions and make thoughtful choices.
Scenario
After dealing with numerous customer concerns, a Nando’s shift leader notices that they feel overwhelmed, they recognize their emotional state and decide to transfer some responsibilities to a trusted team member, allowing them to remain focused and effective while avoiding stress-related decisions. 
Self-Management at Nando’s
Self-Management is the ability to control impulsive emotions and behaviours, remain cool under pressure, and adjust to changing situations. Managers and staff with great self-management abilities remain professional and focused even in high-stress situations. 
Scenario
During an unexpected staff shortage, a manager fights the desire to panic. They gently alter the staff schedule, effectively communicate the changes to the team, and encourage morale to remain focused despite the difficulties.
Social Awareness at Nando’s
Social awareness is the ability to detect and understand others’ emotions and respond accordingly. Empathy and the to detect social cues are essential skills for providing outstanding customer service and building positive team dynamics.
Scenario
[bookmark: _Int_ApGyWztH]One of the staff members at Nando’s observes that a coworker appears abnormally reserved and silent. During a break, they go over to the coworker, offer assistance, and inquire if they need to talk. This demonstrates empathy and gives the coworker a sense of worth and comprehension. A hypothetical scenario could be: 
[bookmark: _Int_NGA0I4ZH]A manager at Nando’s observes that a frequent client seems unhappy. In order to enhance the customer's experience, they strike up a polite conversation, inquire about how they are doing, and provide a free side dish. This can enhance the whole dining experience and increases patron loyalty.
This happened to me, they didn’t have the garlic peri-peri sauce, and the manager gave me the five peri-peri sauces pack with pourers, which they were giving out to customers for promotion purposes, 
Relationship Management at Nando’s
The ability to build and preserve healthy relationships, communicate clearly, settle disputes, and collaborate successfully is known as relationship management. It entails encouraging, coaching, and influencing people.
Scenario
[bookmark: _Int_43dgCTAx]A manager observes that two team members are not collaborating effectively, which is impacting the team’s performance. In order to restore teamwork, the manager calls a private meeting with both employees, leads a composed conversation, and assists them in reaching a compromise.
[bookmark: _Int_QagZqL7R]Daniel Goleman’s emotional intelligence model can help Nando’s gain a number of competitive advantages. Enhanced team cohesion, increased customer satisfaction, and better employee morale. Since it covers the social and emotional competencies necessary for efficient teamwork, leadership, and customer service, research has shown that the Goleman's 2002 emotional intelligence model is pertinent to Nando’s. Nando’s can develop a more resilient, driven, and customer-focused workforce by promoting self-awareness, self-management, social awareness, and relationship, management among employees and managers. This will directly translate into better business performance and a competitive edge.
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Critical Evaluation
All Goleman's elements closely match the leadership and people abilities needed in service-oriented companies like Nando’s, were customers satisfaction and employee engagement are essential to success. Goleman's paradigm has theoretical and practical drawbacks, even if it provides insightful information about the social and emotional components of workplace behaviour. This critical analysis examines the Goleman's emotional intelligence model’s advantages and disadvantages while determining how applicable and relevant it is to the corporate setting of Nando’s.
Relevance to leadership and management
According to Goleman's paradigm, effective leadership is intimately correlated with emotional intelligence. While social awareness and relationship management improve team cohesion and employee motivation, self-awareness and self-management helps managers cope with stress, remain composed, and make logical judgments under duress. (Landry, 2019)
For example: by practicing self-awareness and self-management, managers at Nando’s may handle peak-hour pressure with composure and avoid allowing stress to influence their judgment. By keeping the team focused and avoiding errors, this poise raises the standard of the services provided.
Customer service & brand loyalty
Relationship management and social awareness are essential for comprehending client wants and reacting suitably long-term company success depends on trust and client loyalty which are developed by empathy and good communication 
For example, when a customer expresses dissatisfaction with their meal, a manager or staff member at Nando’s who’s emotionally intelligent will react sympathetically, offer a sincere apology, and provide a prompt resolution, this can increase customer satisfaction and encourage repeat business.
Improve teamwork & resolutions
[bookmark: _Int_QAmYafx3]In order to resolve disputes and promote cooperation, Goleman’s paradigm emphasizes the significance of social awareness and emotional control. Resolving conflicts effectively keeps things from getting out of hand and boosts team spirit.
Motivation & Employee Engagement
Goleman’s philosophy encourages managers to motivate and empower their staff by acknowledging the importance of intrinsic motivation. Motivated workers are more likely to perform well and remain dedicated to the organization. If Nando’s attempts to measure emotional intelligence through ambiguous or inconsistent standards may result in poor decision-making and skewed performance reviews.
The disadvantage
According to research the most common complaints levelled at Goleman's paradigm is its inability to define and reliably measure emotional intelligence. (Winter, 2023) Emotional Intelligence is more subjective and context-dependent, making it difficult to assess consistently. 
The overall influence on the customer experience may be lessened if frontline employees, such as servers and kitchen personnel, do not receive the same amount of assistance as Nando’s management, who may undergo emotional intelligence training.
Individuals & cultural differences
According to Goleman’s concept, emotional intelligence abilities are universally relevant. However, cultural and personal differences in emotional expression and regulation might influence how emotional intelligence shows up in various work environments. 
Emotional intelligence training can be modified to take into consideration cultural variations in communication and emotional expression because Nando’s works in varied communities and employs employees from a variety of ethnic backgrounds.
Goleman’s emotional intelligence model provides a useful and useful foundation for enhancing Nando’s customer service, team chemistry, and leadership. Research has shown that although there are certain issues with the model’s vague definition and cultural sensitivity, its focus on relationship management, self-awareness, self-management, and social awareness closely matches Nando’s operational requirements. (Winter, 2023)


Recommendation
Nando’s can create a peer mentorship and emotional intelligence coaching program. (MentorcliQ, 2025) This effort would match newer or less experienced employees to give assistance, emotional support, and skill development in real- world working scenarios. The curriculum would also include frequent coaching sessions aimed at honing core emotional intelligence skills including self-awareness, emotional control, empathy, and conflict resolution.
The impact of the recommendation could enhance collaboration, peer mentoring can promote open communication and trust among employees, resulting in more efficient teamwork and problem-solving. Improved emotional management and empathy will help team members work together more effectively.  
Nando’s may make its workplace more emotional aware and helpful by introducing a peer mentorship and emotional intelligence coaching program. This method will strengthen team cohesion, improve communication, and increase staff resilience, investing in emotional intelligence development can help Nando’s gain a competitive advantage by cultivating a positive workforce.
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Conclusion
[bookmark: _Int_xujV0u5H]In order to gain a competitive edge in the hospitality sector, Nando’s may improve employee engagement. Customer satisfaction, and overall business performance by investing in emotional intelligence development and tailoring training to the company’s diverse workforce and clientele. 
A brief comparison of the Mayer & Salovey’s model and Daniel Goleman's model on emotional intelligence is included in this report. Nando’s company background and a critical evaluation to consider how well these models address each person’s development requirements at Nando’s. 
Building emotional intelligence in employees and executives can have a big impact on a customer-focused business like Nando’s. Some of the advantages include better teamwork, higher employee engagement, higher customer happiness, and overall better performance. 
By recommending peer mentoring and emotional intelligence coaching program, can develop a larger emotionally aware and connective environment, this approach can help Nando’s staff and customers have a better experience and to add the mentoring can help staff with future progress.
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example of improvement
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