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1.introduction

 In the contemporary workplace, emotional intelligence (EI) is a vital talent that improves communication, teamwork, and leadership. Since companies place a strong emphasis on teamwork and worker well-being, people with high EI help to create a positive work atmosphere, handle dispute amicably, and adjust to change with resilience. Because EI enhances customer connections, decision-making, and productivity, employers value it. Emotional intelligence is crucial for both professional achievement and organisational expansion in a time of diverse workplaces and quick technical improvements (Singh and Chouhan, 2023). This study examines the reasons why, in the current unstable economic climate, developing an emotionally savvy workforce is a top business concern. Emotional intelligence (EI) is essential for improving resilience, teamwork, and overall productivity as businesses deal with uncertainty, fast change, and mounting workplace demands (Saxena, 2025). The study looks at how Emotional Intelligence (EI) might improve decision-making, lower stress levels, and increase employee engagement. It also describes doable tactics that businesses may use to train and grow their employees in emotional intelligence (EI) through focused programs, leadership training, and a positive company culture. Maintaining a competitive edge and achieving long-term corporate success require investing in EI expansion. This study emphasises the value of emotional intelligence in the retail industry by concentrating on Farm foods Ltd., a frozen food retailer with headquarters in the UK. The development of an emotionally intelligent workforce is crucial for improving customer service, staff morale, and overall business resilience at Farm foods Ltd., given the industry's fast-paced, client-facing nature and economic challenges. The format of this report is as follows: Introduction, outlining the history of emotional intelligence and its application in the workplace Strategies for Training and Development, detailing how Farm foods Ltd. may increase EI; Key findings and practical actions are summed up in the conclusion and recommendations.








2. overview of chosen organisation

Farm foods Ltd. is a frozen food retailer with headquarters in the UK that specialises in selling fresh, frozen, and grocery goods. The company, which was founded in 1955, employs thousands of people and has more than 300 locations around the UK. Farm foods cater to clients on a tight budget by offering premium frozen foods at reasonable prices(farmfoods). It orders to guarantee effective supply chain management; the business also operates a distribution network. Since Farm foods is a major participant in the retail sector and depends mostly on frontline staff to provide customer service, emotional intelligence is essential for employee engagement, teamwork, and providing exceptional customer service in a business environment that is becoming increasingly competitive and unstable economically. With its well-organised, hierarchical management structure, Farm foods Ltd. guarantees distinct roles and duties at all its retail locations, distribution hubs, and corporate headquarters. The organisation promotes a fast-paced, customer-focused culture that places a heavy emphasis on productivity, collaboration, and work ethics. Smooth operations depend on efficient communication and teamwork among a diversified staff that includes managers, supervisors, and store assistants. Employee relationships with coworkers and consumers need for flexibility, fortitude, and problem-solving abilities. Although there are opportunities for training and development, the demanding nature of retail employment demands emotional intelligence to manage workplace stress, stay motivated, and give exceptional customer care under duress. In the current economic environment, Farm foods Ltd. has several difficulties, such as volatile markets, growing operating expenses, and fierce competition from large supermarkets and discount stores. Pricing strategies are under pressure to sustain profitability due to inflation and shifting customer purchasing patterns. The business also has challenges with staff engagement and retention because the retail industry is notoriously high at turnover because of hard working conditions and little opportunity for advancement. Since there is a greater need than ever for resilient, customer-focused employees, emotional intelligence plays a critical role in boosting employee retention, workplace morale, and overall business stability in an uncertain economic climate. Because of its varied staff, customer-facing retail setting, and operational issues in a turbulent economy, Farm foods Ltd. makes an excellent case study for examining emotional intelligence (EI) in the workplace. Strong interpersonal skills, flexibility, and resilience are necessary for employees to deal with complaints, manage stress, and deliver exceptional customer service on a regular basis. Furthermore, workplace pressures and increasing employee turnover emphasise the necessity of cohesive teams and effective leadership, both of which are enhanced by Emotional Intelligence. This illustrates how cultivating emotional intelligence (EI) may improve employee well-being, retention, and corporate performance through an analysis of Farm foods Ltd., making it an essential investment for long-term success.






3. key models of emotional intelligence 

Author and psychologist Daniel Goleman made the idea of emotional intelligence (EI) in the workplace widely known. His model pinpoints five essential elements that characterise emotionally intelligent people and support their success in the workplace (Goleman et al., 2002). These elements—motivation, self-control, empathy, self-awareness, and social skills—are essential for effectively controlling emotions and building fruitful working relationships.
Self-awareness: This is a reference to a person's capacity to identify and comprehend their own feelings. When faced with difficult circumstances, employees who possess an elevated level of self-awareness can evaluate their emotional triggers, strengths, and weaknesses and respond intelligently instead of impulsively.
Self-regulation: This involves having emotional and impulsive control so that unpleasant feelings like annoyance or rage do not interfere with business dealings. Self-regulation enables staff members to maintain composure and deliver exceptional customer service even in high-pressure situations, such as those at Farm foods Ltd.
Motivation: Goleman emphasises that one of the main factors influencing achievement is motivation. People with emotional intelligence are intrinsically motivated, which means that they are not just motivated by outside rewards but also by their own objectives, values, and desire to get better. A motivated staff is more involved, effective, and able to bounce back from setbacks.
Empathy: Empathy entails sharing and comprehending other people's emotions. Empathy helps workers in customer service positions establish a rapport with clients, handle grievances efficiently, and make shopping enjoyable. Additionally, it helps leaders encourage teamwork and assist their teams.
Social skills: Effective communication, relationship building, and navigating workplace dynamics are all made possible by having strong social skills. Strong social skills enable workers to effectively collaborate, settle disputes, and support a great workplace culture.

Businesses such as Farm foods Ltd. may improve customer satisfaction, boost employee performance, and build a resilient workforce that can thrive in the current unstable economic environment by incorporating Goleman's Emotional Intelligence model into staff training and development.

Although many people are familiar with Daniel Goleman's Emotional Intelligence (EI) model, other frameworks, like Mayer and Salovey's Four-Branch Model, can offer insightful information. The term emotional intelligence (EI) was first used by Mayer and Salovey, who see it as a cognitive skill rather than a collection of characteristics.
The four-branch model consists of:
Perceiving emotions: using body language, tone of voice, and facial expressions to identify emotions in oneself and others.
Using emotions to facilitate thought: Using feelings to improve problem-solving, creativity, and thinking.
Understanding emotions: understanding emotional language, identifying trends, and forecasting feelings.
Managing emotions: controlling one's own emotions and having a beneficial impact on others.
Mayer and Salovey's paradigm focus on the cognitive processing of emotions, in contrast to Goleman's model, which stresses social and personal competencies. Both models emphasise how crucial emotional intelligence (EI) is to success in the workplace, which makes them applicable to companies like Farm foods Ltd. to enhance customer relations, teamwork, and leadership.

Daniel Goleman's emotional intelligence (EI) model is especially applicable to Farm foods Ltd. since it places a strong focus on the social and personal skills that are essential for success in the workplace (Goleman, 2006). Farm foods is a fast-paced, customer-focused retailer that depends on its staff to deal with client contacts, provide effective service, and cooperate under duress. Self-awareness, self-regulation, motivation, empathy, and social skills are the five elements identified by Goleman as being essential for sustaining satisfactory performance in this setting. Employees that possess self-awareness and self-regulation are better able to control their stress, maintain composure, and make logical choices when interacting with challenging clients or circumstances (Goleman, 2013). Notwithstanding the monotonous and taxing nature of retail employment, motivation guarantees that staff members stay involved and dedicated. Employees that possess empathy are better able to relate to clients, meet their requirements, and increase client happiness in general. Finally, having good social skills lowers employee turnover by promoting teamwork, enhancing connections at work, and creating a favourable retail culture. Farm foods may improve customer service, raise employee morale, and increase overall business resilience in a competitive and unstable economic environment by incorporating Goleman's Emotional Intelligence model into leadership development and training. Employee Emotional Intelligence (EI) development is a worthwhile investment for the business since it will eventually improve team cohesion, retention rates, and brand reputation.



















4. Importance of emotional intelligence in the workplace
Businesses face difficulties like inflation, unstable markets, and a lack of workers in the current unpredictable economic environment. Emotional intelligence (EI) becomes a vital tool in these situations, assisting organisations in managing stress, navigating change, and sustaining productivity (Goleman, 2015).
Increasing Worker Resilience: Uncertainty in the economy causes job instability, heavier workloads, and elevated stress levels. Strong emotional intelligence (EI) allows workers to efficiently control their emotions, maintain attention, and adjust to changes without feeling overburdened.
Enhancing Leadership and Decision-Making: Under duress, leaders with high EI can make logical, well-rounded choices. During times of financial difficulty, they can encourage their staff, raise morale, and lessen tension at work by exhibiting empathy and social awareness.
Enhancing Customer Relations: Customers are more emotionally motivated and price sensitive in an uncertain economy. Effective communication and empathy abilities enable frontline staff to effectively address complaints, keep clients, and uphold brand loyalty.
Improving Cooperation and Teamwork: Tensions and conflict at work are frequently caused by economic hardship. Even during challenging circumstances, EI supports workers in maintaining a positive work environment, communicating clearly, and resolving conflicts in an amicable manner.
Businesses like Farm foods Ltd. can build a resilient workforce that can handle obstacles, sustain high performance, and ensure long-term commercial success despite economic uncertainty by giving EI development top priority.
A key component of successful managerial communication, emotional intelligence (EI) offers a significant competitive edge. High EI managers are better at communicating, forming bonds with coworkers, and creating a happy work environment, all of which improve employee output and organisational success.
High self-awareness managers are aware of how their feelings affect the way they communicate (Amavic, 2018). They can improve their communication with staff members by modifying their body language, tone, and messaging. Self-regulation ensures they remain calm under pressure, making them more approachable and effective in conflict resolution. Furthermore, empathy enables managers to create trust and collaboration by actively listening, comprehending employee issues, and offering insightful comments.
When workers believe their bosses care about them, support them, and listen to them, they are more driven and effective. Team cohesion is improved, workplace stress is decreased, and misunderstandings are minimised through clear, emotionally intelligent communication. Emotionally intelligent (EI) managers can handle problems amicably, give constructive criticism, and foster an inclusive, open workplace that promotes job satisfaction and employee well-being.
Employee turnover is reduced, engagement is increased, and teamwork is improved in organisations that place a high priority on EI-driven management communication. Additionally, by teaching staff members to be understanding, patient, and flexible, emotionally intelligent supervisors improve customer service encounters. Long-term company growth is fuelled by increased customer happiness, loyalty, and brand reputation.
Farm foods Ltd. will gain a competitive edge in the quick-paced retail sector by improving employee and customer relations, streamlining communication, and strengthening leadership effectiveness through the development of emotional intelligence (EI) in management.

Managers at Farm foods Ltd. who possess high emotional intelligence (EI) promote improved communication, which boosts company performance. When addressing client concerns, a store manager who exercises self-control maintains composure, providing a model for employees on how to effectively handle challenging circumstances. Empathy improves scheduling and job satisfaction by assisting managers in understanding staff problems, such as juggling responsibilities during peak times. Instead of discouraging employees, a manager who gives them constructive criticism with empathy helps them grow. An emotionally aware manager can boost enthusiasm and productivity by providing support and encouragement when a team member is having trouble with a new assignment. Employees with customer empathy training are more tolerant with clients, which improves customer satisfaction and encourages repeat business. A positive workplace culture lowers employee turnover and guarantees that seasoned, skilled workers support company expansion (suman 2024). Farm foods Ltd. can enhance customer loyalty, employee retention, and communication while fortifying its competitive position by incorporating emotional intelligence (EI) into management training.


















5. application of Ei models to the chosen organisation

The five main elements of Daniel Goleman's Emotional Intelligence (EI) model—self-awareness, self-regulation, motivation, empathy, and social skills (Goleman, 2001) —are all critical to Farm foods Ltd.'s success as a fast-paced retail company. These emotional intelligence (EI) abilities assist managers and staff in successfully navigating team dynamics, customer service issues, and work-related stressors.
Self-Awareness: Recognizing Emotions for Better Decision-Making
A Farm foods store manager observes that she becomes irritated during peak times when long lines and irritable patrons add to her stress levels. She can identify her emotional triggers and deliberately control her reactions by engaging in self-awareness exercises. She makes sure her team feels encouraged rather than under pressure by pausing to breathe and keeping a composed attitude instead of responding angrily. This method enhances client relations and eases shop floor anxiety.

Self-Regulation: Managing Emotions Under Pressure
A consumer who is furious about a promotional item being out of stock is approached by a cashier. He employs self-regulation to remain composed, listen intently, and provide alternatives—like looking into nearby stores or proposing a comparable product—instead of reacting defensively. His ability to maintain composure and professionalism keeps the situation from getting out of hand, which results in a happy customer and keeps the store from receiving a bad rating.

Motivation: Driving Performance Through Commitment and Initiative
A shift supervisor who constantly goes beyond the call of duty exhibits great intrinsic drive. She takes the initiative to work with the stockroom team to enhance inventory management after observing that the frozen food department frequently runs low on supplies on weekends. Her proactive strategy increases revenue, decreases stock shortages, and raises customer happiness. Her manager recognises her commitment and suggests that she participate in a leadership development program, which strengthens Farm foods' internal promotion and growth culture.
Empathy: Understanding Customers and Colleagues
A team member observes one day that a new hire appears overburdened by the quick checkout procedure. Rather than disregarding him, he shows empathy by providing direction and comfort, including advice on how to properly interact with clients and scan things quickly. Liam rapidly gains confidence and feels supported, which improves teamwork and makes the checkout process for consumers easier.
Social Skills: Strengthening Teamwork and Communication
A store manager observes dispute between two employees over shift scheduling during a morning briefing. He uses his excellent interpersonal skills to lead a productive discussion and encourages both parties to freely voice their concerns. He avoids more disputes and promotes cooperation by carefully listening and producing a just solution. In a similar vein, he makes sure his team is aware of any changes and explains them effectively when a new shop policy is implemented, facilitating a seamless transition with little opposition.
Farm foods Ltd. can increase customer satisfaction, staff engagement, and leadership effectiveness by incorporating Goleman's Emotional Intelligence model into day-to-day operations. A resilient, driven, and customer-focused workforce is ensured by training managers and staff in Emotional Intelligence (EI)-driven communication, conflict resolution, and empathy. This gives Farm foods a competitive edge in the retail sector.




6. critical evaluation of EI models 
One of the most well-known models for comprehending emotional intelligence (EI) is Daniel Goleman's concept. Self-awareness, self-regulation, motivation, empathy, and social skills are its five main constituents. Goleman's concept has drawn praise for highlighting the importance of emotions in leadership and success in the workplace, but it has also drawn criticism. Some contend that EI is too broad a concept to be accurately quantified and that the model lacks empirical rigour. Others contend that it is challenging to distinguish EI from conventional psychological categories since it coincides with preexisting personality traits like conscientiousness and agreeableness. Goleman's EI model has advantages and disadvantages when it comes to Farm foods, a frozen food retailer with headquarters in the UK. The concept is especially applicable to customer service positions, where social skills and empathy can improve client happiness. Employee motivation and self-control are also essential in a fast-paced retail setting. However, the concept may be difficult to apply to organised HR practices due to its wide and subjective nature. Additionally, technical proficiency and efficiency may occasionally take precedence over emotional competencies due to Farm foods' operational focus. Despite its worth, EI might not have as much of an influence in a highly structured retail sector like Farm foods as it would in other corporate settings.
There are two diverse ways to think about emotional intelligence (EI): Goleman's model and Mayer and Salovey's model. Five essential competencies—self-awareness, self-regulation, motivation, empathy, and social skills—are the emphasis of Goleman's more practical paradigm. It highlights emotional intelligence (EI) as a skill that can be cultivated and is especially pertinent in leadership and professional contexts. Critics counter that it overlaps with personality traits and lacks precise measuring requirements. The more scientific approach of Mayer and Salovey, on the other hand, defines emotional intelligence (EI) as the capacity to recognise, utilise, comprehend, and control emotions (Mayer, Salovey & Caruso, 2004). According to their model, emotional intelligence (EI) is not a collection of acquired skills but rather a type of intelligence. Compared to Goleman's approach, it is more objective and experimentally valid because it is assessed using ability-based assessments. However, because it emphasises cognitive processing above real-world applications, it is less frequently utilised in corporate settings. By contrast, Goleman's model is more appropriate for leadership development and workplace training, whilst Mayer and Salovey's model is more appropriate for psychological research. Which one is best depending on the situation; Goleman's is helpful for management and business, while Mayer and Salovey's offers a more exacting framework for scientific research on EI.
The primary areas of focus for Farm foods Ltd. employees' development needs are teamwork, customer service, and managing demanding retail settings. With its emphasis on self-awareness, self-regulation, motivation, empathy, and social skills, Goleman's Emotional Intelligence (EI) model fits these needs perfectly. Employees gain from better emotional regulation and interpersonal abilities, which strengthen relationships at work and with customers. But because of its large scope, HR policies may not be able to use exact assessment and systematic implementation. The ability-based emotional intelligence (EI) paradigm developed by Mayer and Salovey, which focusses on recognising, utilising, comprehending, and controlling emotions, offers a more quantifiable and scientific method. Nevertheless, its scholarly emphasis might not be as pertinent to the real-world requirements of retail employment at Farm foods. Although it can be useful in identifying workers who possess significant emotional intelligence, Goleman's model has a more direct workplace application. Given the circumstances, Goleman's model is more suited to Farm foods since it encourages resilience, staff involvement, and efficient customer service.


7.recommendations and implementation plan
Recommendation
The following crucial suggestions ought to be put into practice to improve Farm foods employees' emotional intelligence (EI), teamwork, and relationships at work:
1. ADOPT GOLEMANS EI MODEL FOR PRACTICAL SKILL DEVELOPMENT
Enhancing cooperation, connectivity, and high-EI behaviours is strongly related to Goleman's five EI components: self-awareness, self-regulation, motivation, empathy, and social skills. The main goals of training should be to enable staff members communicate clearly, understand others, and control their emotions.
2.INTERGRATE EI TRAINING INTO EMPOLYEE DEVELOPMENT PROGRAMMES 
Onboarding initiatives and continuous staff development should incorporate emotional intelligence training. Employees can develop their empathy, conflict-resolution, and teamwork abilities through role-playing, scenario-based learning, and self-reflection exercises.
3.IMPLEMENT PEER COACHING AND MENTORSHIP PROGRAMEES
Assigning staff members to mentors or peer coaches promotes emotional support and information exchange. This reinforces high-EI behaviours in day-to-day encounters at work and promotes a sense of community and cooperation.
4.DEVELOP A CULTURE OF OPEN COMMUNICATION
Relationships can be strengthened by promoting candid conversations regarding mental health and working difficulties. EI concepts should be incorporated into staff meetings and feedback sessions to make sure all workers feel heard and appreciated.
5. USE EI ASSESSMENTS FOR PERSONAL DEVELOPMENT
Employees can find their strengths and opportunities for development with the aid of objective emotional intelligence tests like the Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT). This encourages self-awareness and focused emotional competency development.
6. RECOGNIZE AND REWARD HIGH EI BEHAVIOURS 
Desired behaviours can be reinforced by establishing an incentive scheme that rewards empathy, teamwork, and constructive interactions. Workers that exhibit elevated levels of emotional intelligence and teamwork deserve recognition and celebration.



IMPLEMENTATION PLAN 
Phase 1 planning and preparation 1-2 months
Establish an EI development team
Identify key EI competencies
Develop training content

Phase 2 training and skill development 3-6 months
Employ EI training
Managerial EI training
On the job coaching
Phase 3 encouraging collaboration and connectedness 7-9 months
Team building activities
Regular EI check ins 
Recognition programme
Phase 4 measuring and sustaining high EI behaviours 10-12 months
Employee surveys and feedback
Customer service evaluations
Performance metrics review
Continuous improvement
Farm foods can cultivate a cooperative, emotionally intelligent workforce by putting this organised EI development strategy into practice. Workers will have stronger bonds, be more helpful to one another, and be better prepared to deal with obstacles at work.

8.conclusion 
At Farm foods Ltd., putting emotional intelligence (EI) growth into practice will improve staff members' high-EI behaviours, connectivity, and teamwork. Employees will acquire critical abilities including self-awareness, self-regulation, empathy, motivation, and social skills—all of which are critical for a happy and effective work environment—by using Goleman's practical Emotional Intelligence framework. The ability-based EI evaluation developed by Mayer and Salovey will also be included, offering a quantifiable method for determining and enhancing staff members' emotional capabilities. Employees will learn about emotional intelligence (EI) and put it into practice in their everyday interactions through organised training, mentorship, and recognition initiatives. Better empathy and social skills will promote more teamwork and customer engagement, while increased self-awareness and emotional control will help employees efficiently handle workplace stress. A more encouraging and welcoming workplace culture will result from open lines of communication and team-building exercises that improve connections. Furthermore, praising and rewarding high-EI behaviours will serve to further emphasise how crucial emotional intelligence is to success in the workplace. Farm foods will experience real benefits from the adoption of this EI strategy, such as increased employee satisfaction, less conflicts at work, and better customer service. While a more emotionally aware workforce will help with employee retention and overall corporate success, increased collaboration will result in more effective team performance. In the end, giving EI development a priority at Farm foods will change the culture of the workplace and make sure that workers feel appreciated, inspired, and included. Farm foods can sustain a high-performing staff with the emotional intelligence required to overcome obstacles and propel company expansion by regularly evaluating and improving its emotional intelligence programs. By making this commitment, the business will improve consumer satisfaction and employee well-being while solidifying its position as a top retailer.
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