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Introduction

The role of Emotional Intelligence in the Workplace

Emotional Intelligence refers to the ability to recognize and understand emotions, both in
yourself and others. Developing strong emotional intelligence can enhance workplace
relationships, support task completion, and help achieve goals effectively. El involves
understanding your own emotions, managing them, and influencing the emotions of others.
(Keiling, 2022) It also requires recognizing how emotions drive behaviour, which can have
either positive or negative impacts. Emotional intelligence helps you think before reacting
impulsively, enabling you to respond to situations thoughtfully rather than emotionally. This
skill is key to achieving greater success in both personal and professional areas of life.
(Keiling, 2022)

Emotional Intelligence is especially valuable in situations such as:

¢ Navigating difficult conversations while maintaining sensitivity to other’s feelings



e Managing stress or overwhelming emotions
e Strengthening relationships

¢ Resolving conflicts effectively

e Coaching and motivating individuals

e Fostering a collaborative work environment

Although EI might seen abstract or complex, it is a skill that can be actively developed. By
dedicating time to practice and refine these abilities, you can improve your capacity to build

meaningful relationships and achieve shared goals. (Keiling, 2022)

Emotional Intelligence plays a vital role in the workplace by helping you recognise,
understand, and manage both your own emotions and those of others. This ability can
improve your interactions, foster a more positive work environment, and contribute to greater

happiness and success. (Birt, 2019)
Several reasons why El it is important in the workplace:

e Interpreting nonverbal communication: recognising unspoken signs, such as a
coworker’s sadness, allows you to address potential issues before they escalate. For
instance, offering empathy to a struggling colleague can improve their mood and
workplace dynamics. (Birt, 2019)

e Enhancing Self-Awareness: being conscious of your emotions helps you regulate
your behaviour. For example, if you are feeling irritable after a difficult night, shifting
your focus to positivity can prevent conflicts with clients or coworkers. (Birt, 2019)

e Boosting Efficiency: empathy and understanding enable better decision-making
and smoother task completion, leading to increased productivity. (Birt, 2019)

e Advanced your career: emotional intelligence aligns closely with leadership
qualities. Demonstrating skills such as patience, empathy, and active listening can
position your promotions, leadership roles, or salary increases. (Birt, 2019)

¢ Inspiring interpersonal growth: emotions can influence others. Displaying
motivation, teamwork, and responsibility can encourage your colleagues to develop

their own interpersonal skills, fostering a collaborative environment. (Birt, 2019)

Clarke’s Challenges at FAYE Inc



In Clarke’s case, several gaps in El are evident. His formal greeting style, such as

addressing female colleagues as “my love”, may have been culturally acceptable in his

previous workplace but is perceived as unprofessional and disrespectful in the UK. This

reflects a lack of self-awareness, a core component of El, as Clarke has failed to recognise

how his behaviour impacts others. Additionally, Clarke’s rigid adherence to schedules and

avoidance of small talk suggest a lack of empathy and social skills. These behaviours have

created a disconnect with team members, particularly the visiting Chinese division, who

prioritize relationship-building and interpersonal harmony. This cultural mismatch has further

exacerbated tensions, affecting workplace moral and productivity.

Impacts of low El on organisational outcomes

Anger, Dissatisfaction, and Interpersonal Conflicts: at FAYE Inc., Clarke’s
communication style such as referring to female colleagues as “my love” has caused
discomfort and tension within the team. While Clarke may not have intended harm,
his lack of Emotional Intelligence in understanding the cultural and professional
implications of his words has led to interpersonal conflicts. These issues have left
employees feeling disrespected and undervalued, eroding trust among team
members. Without trust, the ability to collaborate effectively and solve problems as a
team diminishes, which is already evident in the low morale reported at FAYE Inc.
(Metrics, 2024)

Failure to Align Processes or Meet Expectations: the absence of El in Clarke’s
leadership is further reflected in his rigid adherence to his personal working style. By
prioritising his own preferences such as dismissing small talk and attempting to
impose his strict schedule on the Chinese division, Clarke demonstrates a lack of
adaptability to different working styles. This approach creates friction within the team,
making it harder for them to align their processes and collaborate effectively.
(Metrics, 2024)

Decline in Results and Performance: the growing interpersonal conflicts and
cultural misunderstandings at FAYE Inc. are likely undermining team cohesion and
productivity. Clarke’s inability to effectively manage diverse working styles has
contributed to negative work environment where communication barriers and
unresolved tensions overshadow individual efforts. As a result, the team struggles to
achieve measurable and sustainable outcomes, impacting FAYE Inc.’s overall

performance. (Metrics, 2024)



e High Turnover and Retention Challenges: if these issues persist, FAYE Inc. risks
experiencing high turnover rates among its employees. Talented professionals may
choose to leave the company in search of a workplace that values emotional well-
being and inclusivity. Losing skilled employees not only disrupts operations but also
incurs significant costs in recruitment and training, further hindering FAYE Inc.’s
growth and stability. (Metrics, 2024)

Emotional Intelligence Models

Mayer, Salovey, and Caruso’s Emotional Intelligence Model

Mayer, Salovey, and Caruso’s model defines emotional intelligence as a set of mental
abilities that enables individuals to perceive, utilize, understand, and regulate emotions
effectively, both within themselves and in others. The model identifies four interconnected
components of El: perceiving emotions, using emotions, understanding emotions, and
regulate emotions. (Morris, 2023) Mayer, Salovey, and Caruso’s model has been widely
recognised for highlighting the critical role of emotional intelligence success, with sustainable
evidence supporting its predictive value for professional achievements. It underscores the
ability to use emotions to enhance cognitive processes, such as problem-solving and
decision-making, as well as managing emotions in oneself and others. In today’s complex
work environments, the model emphasizes the importance of emotional intelligence for

navigating social dynamics, effective communication, and overall success. (Morris, 2023)

The four components of Mayer, Salovey, and Caruso’s El Model:

i. Recognising Emotions:

¢ The ability to accurately identify emotions in oneself and others by
interpreting facial expressions, tone of voice, and body language.
e Includes distinguishing between subtle emotional shifts and

understanding the nuances of different feelings. (Morris, 2023)

ii. Harnessing Emotions:



iv.

e Refers to using emotions to support thought processes, enhance focus,
and solve problems.

e Involves channelling emotions effectively to achieve goals and motivate
both oneself and others. (Morris, 2023)

Understanding Emotions:

e The capacity to analyse the causes and impacts of emotions.
e Includes recognising how emotions evolve, interconnect, and influence

decisions and interpersonal dynamics. (Morris, 2023)

Managing Emotions:

e The ability to regulate one’s own emotions and respond appropriately to
other’s emotions.

e Involves adapting to emotional shifts and applying strategies such as
relaxation or cognitive reframing to maintain emotional balance. (Morris,
2023)

Practical uses of Mayer, Salovey, and Caruso’s El model:

Improving Communication: Enhances skills like empathy and emotional
regulation, enabling more effective interactions, particularly in resolving conflicts
and negotiating. (Morris, 2023)

Leadership Development: Builds emotional intelligence abilities, such as self-
awareness and interpersonal skills, to help leaders inspire and motivate their
teams effectively. (Morris, 2023)

Customer Relations: Assist employees in understanding and addressing
customer emotions, leading to higher satisfaction and stronger customer loyalty.
Boosting Sales: Supports sales professionals in managing their emotions and
understanding client’s perspectives, fostering stronger connections and

improving performance. (Morris, 2023)



5) Fostering Creativity and Innovation: Encourages adaptability and emotional
regulation, creating an environment where individuals and teams feel

comfortable experimenting and taking risks. (Morris, 2023)

Goleman’s Emotional Intelligence Model

Goleman’s model offers a framework for understanding how emotions influence
behaviour, decision-making, and relationships. Introduced in the 1990s through Daniel
Goleman’s book “Emotional Intelligence: Why It Can Matter More Than IQ,” this model
is one of the most widely recognised in the business world. (Morris, 2023) It identifies
four core components of emotional intelligence: self-awareness, social awareness, self-
management, and social skills. Like other El models, Goleman’s model highlights
emotional intelligence as a vital factor in achieving both personal and professional
success. It also emphasises that El is not a fixed trait but a skill that can be developed

through practice and reflection. (Morris, 2023)

Importance of Goleman’s El Model

Daniel Goleman played a pivotal role in popularizing emotional intelligence and
emphasising its significance for leadership and performance. While some academics
have critiqued his work, Goleman’s contributions helped organisations recognize the
value of El in effective leadership and its potential for growth through training and
coaching. His advocacy brought emotional intelligence into mainstream business
discussions, encouraging organizations to explore diverse forms of intelligence and

prioritize softer leadership skills. (Morris, 2023)

Goleman’s Emotional Intelligence Model’s Four Domains

i. Self-awareness:
e The ability to recognise and understand your own emaotions, strengths,
and weaknesses.
e Involves identifying emotional triggers, understanding behavioural
patterns, and recognising how emotions affect decisions and actions.
(Morris, 2023)

ii. Self-management:



e Refers to regulating emotions and behaviours to achieve personal and
professional goals.

¢ Includes managing stress, adapting to change, controlling impulses, and
setting and achieving goals. (Morris, 2023)

iii. Social awareness:

e The ability to empathize with and understand the amotions, needs, and
perspectives of others.

¢ Involves recognising nonverbal cues, responding appropriately in social
situations, and appreciating diversity and cultural differences. (Morris,
2023)

iv.  Social skills:
e Focuses on effective communication, relationship-building, and conflict
resolutions.
¢ Includes active listening, collaboration, leadership, influence, teamwork,

and adapting to different social and cultural contexts. (Morris, 2023)

Goleman’s El Model Applications

1) Enhanced Decision-Making: El skills like self-awareness and empathy enable
individuals to make thoughtful decisions that consider the well-being of others
and the organization, fostering collaboration and positive outcomes. (Morris,
2023)

2) Shaping Organisational Culture: Leaders can use social awareness and
empathy to build a supportive and inclusive work environment, boosting morale,
engagement, and productivity. (Morris, 2023)

3) Improved talent Management: Managers with strong emotional intelligence can
better understand and support their teams, leading to increased employee
satisfaction, engagement, and retention. (Morris, 2023)

4) Effective Change Management: EI skills such as adaptability and empathy help
individuals and teams navigate change more effectively, reducing resistance and

enhancing organizational resilience. (Morris, 2023)



Connecting the Models to enhance Clarke’s workplace
abilities

Mayer, Salovey, and Caruso’s El model and Clarke

This model is particularly relevant to Clarke as it provides a structured approach to
addressing his challenges, such as building rapport with diverse employees and
navigating cultural differences. By developing the four El abilities outlined in his model,

Clarke can:

1) Perceiving Emotions: recognising how his greeting style (“my love”) affects
female employees and interpreting non-verbal cues to understand discomfort will
help Clarke become more attuned to his colleagues’ emotions.

2) Using Emotions: harnessing positive emotions to motivate himself and his team
can improve his leadership style, particularly when managing cross-cultural
interactions with the Chinese division.

3) Understanding Emotions: grasping the reasons behind his team’s morale
issues such as cultural sensitivities or perceived disrespect will enable Clarke to
address these concerns effectively.

4) Regulating Emotions: managing his own frustration or rigidity, especially when
employees struggle to meet expectations, will allow Clarke to create a more

adaptive and supportive work environment.

Goleman’s El Model and Clarke

Goleman’s model offers Clarke actionable strategies to develop his emotional
intelligence, particularly in areas like self-awareness and social skills. This is critical for

addressing his workplace challenges and improving his interactions with employees.



1) Self-Awareness: Clarke needs to reflect on how his behaviour such as his
rigidity and preference for strict schedules impacts his team. Recognising these
patterns will help him adapt to diverse working styles.

2) Self-Management: learning to regulate his reactions when team members do not
meet his expectations will allow Clarke to lead with composure and flexibility.

3) Social awareness: understanding the cultural values of the Chinese team, such as
their preference for being called by their original names, will help Clarke built rapport
and foster trust.

4) Relationship Management: by improving his communication and conflict
resolution skills, Clarke can address interpersonal issues, such as his colleagues’

discomfort with his greeting style, in a constructive manner.

Cultural considerations in Emotional Intelligence

In today’s rapidly globalizing economy, businesses increasingly recognise the need to equip
employees with skills to collaborate effectively with diverse populations. One such skill is
cultural intelligence, which refers to the ability to relate to and interact effectively with
individuals from different cultural backgrounds. (Indeed, 2023) Like emotional intelligence,
cultural intelligence emphasises understanding and respecting the interests, emotions, and
cultural norms of others. It involves recognising that cultures differ in their accepted
behaviour, work methods, and social customs. Employees with high cultural intelligence can
adapt to these differences, fostering better working relationships and overall business
success. (Indeed, 2023)

Cultural intelligence is composed of three main elements:

1) Cognitive skills: these skills involve understanding the fundamentals of various
cultures by observing and analysing behaviours. Employees use cognitive abilities to
recognise cultural differences and adapt their actions accordingly. This also involves
researching cultural norms and values beyond the workplace to improve cross-
cultural understanding. (Indeed, 2023)

2) Physical cues: this component relates to the ability to mirror and adopt gestures,

behaviours, or communication styles that align with another culture. For instance,



understanding the presentation style or language preferences of an audience from
another culture enables effective communication and collaboration. (Indeed, 2023)
3) Emotional understanding: perseverance and self-determination are key to learning
from mistakes and improving interactions with different cultures. This component
encourages individuals to continually refine their cultural knowledge, building

confidence and competence after each cross-cultural encounter. (Indeed, 2023)

Linking cultural intelligence to Clarke with FAYE Inc.

Clarke’s actions at FAYE Inc. highlight the challenges that arise when cultural
intelligence is lacking in the workplace. For example, Clarke planned to ask the Chinese
team members if they could adopt English names for easier communication. while this
may have seemed practical to Clarke, it failed to consider the cultural significance of
personal names in Chinese society, where names carry deep familial and cultural
meaning. This approach could be perceived as dismissive or insensitive, potentially
harming relationships and team morale. Clarke might had approached the situation

differently. For instance:

e Cognitive skills: Clarke could have researched Chinese cultural norms,
understanding the importance of using and respecting individuals’ original
names.

e Physical cues: he might have adopted appropriate non-verbal communication
styles or greeting practices to create a more inclusive environment for the Chinese
team.

e Emotional understanding: by reflecting on how his actions might impact the team

emotionally, Clarke could have avoided inadvertently offending them.
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