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[bookmark: _Toc236828348]Introduction
Emotional intelligence (EI) has become an essential skill set in recent years. It is clear that apart from technical input, a lot more needs to be asked of organisations in order for them to thrive (Goleman, 1995; Coronado-Maldonado and Benítez-Márquez, 2023). EI is defined as the capacity to regulate one's own emotions as well as react to other people's emotions in the proper way. Mindfulness is another concept closely related to this one and defined as "purposeful and nonjudgmental awareness of the present moment" (Nadler, Carswell and Minda, 2020).
The importance of EI is recognised along with technical skills in many organisations today. Emotional intelligence is closely associated with enhanced teamwork, leadership and job performance (Goleman, 1998; O’Boyle et al., 2011). Today's employers have a variety of troubles. They include the management of diverse teams with multiple generations, the management of a hybrid work environment, the issue of employee stress, and the requirement of protecting the welfare of the workers and resolving conflicts (Coronado-Maldonado and Benítez-Márquez, 2023).
This report will critically examine the role of emotional intelligence in enhancing organisational performance by developing more effective communication, collaboration, leadership and decision-making. It also introduces the concept of how EI and mindfulness can be used to better engage employees across the various generations in a way that is more inclusive and productive for the manager.
The paper begins by looking at the meaning and application of emotional intelligence in the workplace as well as how both emotional intelligence and mindfulness affect the management of a multi-generational workforce.
[bookmark: _Toc236828349]Task 1. Emotional Intelligence in the Workplace
[bookmark: _Toc236828350]1.1 Understanding Emotional Intelligence
Emotional intelligence (EI) involves identifying, comprehending, controlling, and utilising emotions with proficiency in oneself and with others. It was first described by Salovey and Mayer (1990) as the ability to perceive our own and others' emotions, to understand differences between them, and to act on this awareness to regulate our thoughts and actions. Later, Goleman (1995) popularised the idea by adding a link to the world of work, and Bar-On (2006) considered EI as a collection of emotional and social skills that assist people in dealing with everyday demands.
Both Goleman (1995, 1998) and Mayer and Salovey (2001) emphasise training such competencies, while Bar-On emphasises emotional and social functioning. These strategies demonstrate that being “nice” or building self-awareness is not the extent of EI, but rather a series of skills that affect the way individuals act in the workplace.
As research indicates, EI has been positively correlated with work performance, teamwork, and leadership skills (O' Boyle et al., 2011; Coronado-Maldonado and Benítez-Márquez, 2023). While IQ measures cognitive ability and technical knowledge, EI better explains how well people handle relationships, stress, and change. EI is gaining relevance in contemporary settings of hybrid working, multicultural teams, and increased stress on wellbeing in the workplace. There have been a number of models that have been explained and measured.
[bookmark: _Toc236828351]1.2 Emotional Intelligence Models
[bookmark: _Toc236828352]1.2.1 Goleman’s Emotional Intelligence Framework
Goleman (1995, 1998) identified five components of EI that one must master: self-awareness (knowledge of feelings and how they affect actions), self-regulation (managing disruptive feelings and impulses), motivation (emotional use for goal-directed behaviour), empathy (understanding others' feelings), and social skills (managing relationships effectively).
This framework is widely used for leadership development since it provides a practical way to describe and enhance leadership actions. It provides practitioners with clarity and relevance that is inextricably linked with day-to-day practice. However, there are some limitations in its use, such as the presence of some traits also measured by personality tests and being less precise than pure ability tests (Coronado-Maldonado and Benítez-Márquez, 2023).
[bookmark: _Toc236828353]1.2.2 Mayer and Salovey’s Ability Model
Mayer and Salovey's ability model brings EI to life by describing four interrelated mental abilities (branches) – perceiving emotions accurately, using emotions to facilitate thinking, comprehending emotions and how they change over time, and managing emotions in oneself and others (Salovey and Mayer, 1990; Mayer, Salovey and Caruso, 2016). The model has seen strict focus on EI as a type of intelligence that can be assessed by performance tests, as compared to Goleman's very wide-ranging competency model. Its big advantage is the theoretical clarity and clearer separation from personality. Its disadvantages are that it may sometimes be less directly related to workplace outcomes and may not be as easily applied during regular training activities.
[bookmark: _Toc236828354]1.2.3 Bar-On’s Emotional-Social Intelligence Model
Bar-On (2006) describes emotional-social intelligence as a collection of skills that help people deal with daily pressures. The model highlights two essential domains of intrapersonal skills, that is, self-awareness and self-regard, and interpersonal skills, that is, development of empathy and relationships, adaptability, stress and mood management (optimism and happiness). Its strengths are related to a focus on wellbeing and practical coping. Its weaknesses include using self-report questionnaires and the fact that items overlap with personality assessments.
[bookmark: _Toc236828355]1.2.4 Critical Comparison of the Models
While all three dominant theories of emotional intelligence provide unique lenses, there are some distinct differences in their emphases, usage and evaluation. Mayer and Salovey's Ability Model views emotional intelligence as a set of cognitive abilities that involve recognising, understanding, using and managing emotions. Emotional intelligence is recognised as a type of intelligence and is capable of being measured by using performance-based measures like the Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT). The model is thus frequently used in academia for research, but there are arguments that the model overpredicts a worker's performance in a real working environment (Mayer, Salovey and Caruso, 2016).
In contrast, Bar-On's Mixed Model adopts a broader perspective by combining emotional intelligence with social competencies, personality characteristics and behavioural traits. The model focuses on emotional and social functioning—such as adapting to life, managing stress, getting along with others, and overall life satisfaction. Thus, it offers a deeper insight into the capacity of a person to tackle personal and job issues. However, since it is also involved in personality, some researchers are also sceptical about whether all the elements should be considered emotional intelligence instead of psychological ones.
The mixed model developed by Goleman is the most commonly used in organisational contexts where attention is paid to behaviours that directly impact teamwork, leadership and work performance. Its five dimensions – self-awareness, self-regulation, motivation, empathy and social skills – are closely related to competencies that organisations can train in their leadership programmes, coaching and professional training. This practical aspect of the model becomes extremely relevant in relation to improving employees’ performance, teamwork and organisational effectiveness (Coronado-Maldonado and Benítez-Márquez, 2023).
Each of the models has its own strengths and weaknesses. However, in terms of applicability in the workplace environment, the most appropriate model is that of Goleman since it is very practical and relevant in relation to leadership and organisational behaviour. Therefore, it is advisable to use this set of criteria to measure emotional intelligence at the workplace. Nonetheless, some elements of Mayer’s approach to the study of competencies associated with emotional intelligence and the work by Bar-On in terms of emotional and social functioning will also be considered secondarily (Mayer et al., 2016; Coronado-Maldonado and Benítez-Márquez, 2023).
[bookmark: _Toc236828356]1.3 Applying the Core Components of Emotional Intelligence
[bookmark: _Toc236828357]1.3.1 Self-awareness
Self-awareness involves identifying personal feelings, abilities, inhibitors, and emotional reactions and how they influence performance and interpersonal interactions (Goleman, 1995). An employee who acquires this skill will see that there are patterns in employee responses on performance appraisals when seeking criticism. Self-confidence builds through reflective practice that will include making a brief journal or seeking feedback. When an employee detects his defensiveness getting higher during an evaluation, for instance, he may stop and see the comments as valid information, rather than a personal attack. However, simply being aware of yourself is not enough. If nothing else is done, awareness may merely serve to add to worry or self-criticism (Coronado-Maldonado and Benítez-Márquez, 2023).
[bookmark: _Toc236828358]1.3.2 Self-regulation
Self-regulation is the process of managing emotions, staying calm, behaving ethically and adjusting to change (Goleman, 1998). This skill is reinforced by practising mindfulness, which helps people pause long enough to observe their emotions and take a thoughtful action instead of an automatic one (Nadler, Carswell and Minda, 2020). A mindful pause can be helpful in high-pressure meetings, when responding to a customer complaint, or in a heated discussion, as it gives an employee a moment to collect their thoughts and respond to the situation in a constructive manner. There are some limitations: self-regulation takes effort, and in the long term, stress can make it more difficult to self-regulate. However, over-control can also hinder the expression of emotions if it is not matched with sound emotion processing.
[bookmark: _Toc236828359]1.3.3 Motivation
In Goleman's model, motivation is primarily about internal desire—the internal means to work hard and persist with goals and not only in relation to external rewards (Goleman, 1998). Resilient staff who can respond to setbacks, persevere in ongoing long-term projects, and continue to be engaged when progression is slow are emotionally intelligent workers. This component can be demonstrated when last-minute changes or long-term efforts are required to meet deadlines. These attributes are linked to increased productivity and performance (O' Boyle et al., 2011). Above all, personal motivation is closely linked to organisational culture. Systems of engagement, leadership or rewards can undermine high levels of engagement in highly motivated employees.
[bookmark: _Toc236828360]1.3.4 Empathy
Empathy is the tendency to understand other people's feelings and viewpoints and to react appropriately (Goleman, 1995). It ensures inclusive leadership, improves trust and involvement, improves communication, protects the health of workers, and promotes teamwork within a diverse group (Coronado-Maldonado and Benítez-Márquez, 2023). Examples of this include demonstrating empathy towards a troubled co-worker, handling conflict through awareness of other people's emotions, and giving feedback based on how the other party feels. The main challenge is how to be empathetic and how to consider the organisation's needs at the same time. Feeling overwhelmed by others' sorrow can cause emotional overload or failure to make hard choices.
[bookmark: _Toc236828361]1.3.5 Social Skills
Social skills cover communication, networking, negotiation, conflict resolution, leadership influence, and team collaboration (Goleman, 1998). Personnel with this competency have good meeting skills and the ability to manage inter-departmental coordination and projects through influence rather than force (O'Boyle et al., 2011). These skills can contribute to teamwork and effective working relationships. Social skills, however, are not enough to compensate for low levels of self-awareness or emotional regulation. The outwardly friendly person who doesn't know his or her own triggers or cannot control such impulses may eventually compromise trust and collaboration.
[bookmark: _Toc236828362]1.4 Emotional Intelligence, Mindfulness, and Organisational Performance
The five components of EI, when developed and utilised properly, enhance several of the pillars of organisational performance. Enhanced listening, making constructive comments, and open communication make it easier to communicate. Leadership benefits when managers demonstrate EI, since they are more likely to foster trust, connect with employees, and create psychological safety (Edmondson, 1999). People will be able to mitigate internal emotional reactions and seek joint solutions, resulting in better conflict management. Each person is able to make better decisions under pressure, make less impulsive decisions, and use ethical judgement. Stress reduction, enhanced resilience, and a diminished risk of burnout foster employee well-being (O'Boyle et al., 2011; Coronado-Maldonado and Benítez-Márquez, 2023; Nadler, Carswell and Minda, 2020).
[bookmark: _Toc236828363]Task 2. Managing a Multigenerational Workforce
[bookmark: _Toc236828364]2.1 Understanding Today’s Workforce
The workplace is now multi-generational, with several generations working concurrently within a single organisation. There is overlap where Generation X, Millennials (known as Generation Y) and Generation Z may be situated in the same team or department. This combination creates an array of both opportunities and threats (World Economic Forum, 2025). First, diversity in age provides diversity in experience, new thoughts, and complementary skills. Some issues that may create conflicts between individuals from diverse ages are value systems, modes of communication, attitudes to technology, and motivations. Generation X employees are usually older in age and join teams as senior and middle management professionals. They understand the meaning of teamwork and purpose. Generation Z are new entrants, and their digital skills are good. It is important to have a general sense of these trends but realise that people in each generation will vary immensely.
[bookmark: _Toc236828365]2.2 Characteristics of Different Generations
[bookmark: _Toc236828366]2.2.1 Generation X
Generation X (born approximately between 1965 and 1980) tends to prefer independence and a balanced work life. Many people in this group experienced organisational and economic transition in early adulthood and are characterised as having a pragmatic and self-reliant approach. Where they feel valued and trusted to make their own decisions, they will be loyal. Their expertise in the workplace is a benefit to teams, and they tend to feel comfortable in your company when it comes to communication, and communication is efficient and clear (Ravid et al., 2024; Purdue Global, n.d.).
[bookmark: _Toc236828367]2.2.2 Millennials
Millennials (born around 1981 – 1996) are progressive in their approach to work, preferring to work as a team, in a secure environment of feedback, and with flexible work regimes. They are known to find significance in their activities and feel a need to be recognised for their hard work. They are familiar with technology in their work life and usually need open communication and development opportunities. There are situations where coaching becomes better than a traditional leadership style for Millennials (Ravid et al., 2024).
[bookmark: _Toc236828368]2.2.3 Generation Z
Generation Z (those who were born from about 1997 to 2012) are real digital natives. They are well aware of technology and have grown up with social media, smartphones, and fast internet access. They value diversity, inclusiveness, and authenticity. They like short digital communication and are always eager to learn. Most of them value mental health and satisfying work and can contribute innovation and different ways of solving problems (World Economic Forum, 2025; Ravid et al., 2024).
[bookmark: _Toc236828369]2.3 Challenges of Managing a Multigenerational Workforce
Having a multi-generational staff is difficult due to the disparity that exists among workforce members in terms of effective communication, preferred workplace, values, and expectations. Communication issues are one of the common challenges encountered. Often, older workers will opt for a meeting, a phone call, or a formal email, while younger workers will choose IMs, collaborative platforms, and digital communication. These differences may lead to misunderstandings, non-smooth information sharing, and decreased information cooperation if organisations don't develop communication practices.
Another challenge relates to technology adoption. The younger generations will find it easier to adapt to these new systems because they have been accustomed to using technology for much of their lives, but the older generation will require additional training to get accustomed to this new system. This could result in frustration and lack of productivity on behalf of the organisation. However, stereotypes in skill level need to be avoided, and people of any age can have different levels of technology skills.
Also, generational differences have an impact on values and motivations in the workplace. For instance, some staff members might value work stability, work security, and career growth rather than flexibility, work-life balance, career development opportunities, and meaningful work. Therefore, there can be some variability in leadership expectations, as some workers may wish for structured management and clarity, while others may wish for continuous coaching, collaboration, and feedback from their manager.
Where an employee's behaviours or assumptions are different, there can sometimes be conflict, loss of trust, and weaker working team relationships as a consequence. Shared knowledge could also get stifled when the more experienced workers are underappreciated for what they know or younger workers feel their ideas and innovation are ignored. Relationship building has become more difficult given the rise of hybrid and telework models, as accessing more informal mentoring and extended day-to-day interaction has become more limited.
Therefore, organisations need to purposefully create such a culture that would inspire inclusivity, communications, and cooperation across generations that would enable them to benefit from their generational diversity as an innovative factor (Ravid et al., 2024; World Economic Forum, 2025).
[bookmark: _Toc236828370]2.4 Emotional Intelligence and Mindfulness as Tools for Creating an Inclusive Environment
Emotional intelligence and mindfulness could serve as a way of benefiting from generational diversity.
Recruitment
Managers who have self-awareness and empathy may be able to eliminate their subconscious bias during the recruitment process. Once they know what stereotypes apply to a certain age group, they may adapt the recruitment process accordingly. Knowing values and communication styles allows one to make things fairer and more welcoming to the candidate (Goleman, 1998; Coronado-Maldonado and Benítez-Márquez, 2023).
Managing Employees 
Empathy enables managers to imagine themselves in different generations' perspectives. Effective communication and conflict resolution skills avoid turning minor issues into major problems. Adapting to feedback style, recognising, and modifying autonomy levels get each individual employee more optimal support and foster a psychological climate of safety (Goleman, 1995; Edmondson, 1999).
Retaining Employees 
The employees' health and safety, the recognition of their contribution, career development possibilities, and flexible leadership practices all contribute to keeping staff regardless of age. In particular, mixed-generation teams (Edmondson, 1999; Nadler, Carswell and Minda, 2020) need a psychologically safe environment where participants feel safe posing questions.
Mindfulness 
By practising mindfulness, managers can be present and aware of their own unconscious responses. Instead of rushing to respond to what they perceive as generational issues, they can stop, think and act. This can help to avoid reactive judgements and facilitate a more contained, inclusive leadership (Nadler, Carswell and Minda, 2020).
Generational diversity is viewed as a "strength" only when managers realise the significance of emotional intelligence and foster mindfulness. Diverse views, skills, and experience can then help in achieving innovations, knowledge sharing, and performance in general (Coronado-Maldonado and Benítez-Márquez, 2023).
[bookmark: _Toc236828371]Conclusion
All organisations today are looking for employees with emotional intelligence skills. The three main models (Goleman, Mayer and Salovey, and Bar-On's emotional-social intelligence model) have something to offer in the understanding and development of workplace behaviour.
The 5 core competencies of self-awareness, self-regulation, motivation, empathy, and social skills enhance individual performance, leadership capacity, communication, and employee wellbeing. Mindfulness practices help improve emotional intelligence by effectively managing emotions and making conscious decisions. Managing a multigenerational workplace has its challenges, especially when it comes to dealing with different values and expectations that may lead to conflict in case of poor management. Organisations that have emotional intelligence and mindfulness are inclusive and resilient organisations as well. All in all, emotional intelligence and mindfulness have gone from being practices that leaders should do to practices that leaders have to do in order to be effective.
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