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1. [bookmark: _Toc216121813][bookmark: _Toc216825879] INTRODUCTION
Emotional Intelligence (EI) has become a key competency in contemporary organisations, influencing communication, leadership, teamwork, problem-solving, and overall effectiveness. Goleman’s (1995) framework—covering self-awareness, self-regulation, motivation, empathy, and social skills—shows that individuals with strong emotional abilities are better positioned to make meaningful workplace contributions. EI involves not only managing personal emotions but also recognising and appropriately responding to the feelings of others. Likewise, Weidmer (2015) highlights that EI strengthens trust, cohesion, and reduces conflict within organisations. In today’s diverse, multigenerational workforce, EI supports employees in navigating differences in values, communication styles, and expectations.
This report critically examines how employees utilise Emotional Intelligence (EI) components within organisational settings, referencing established frameworks including Goleman’s model, the Bar-On EQ-i, the Mayer-Salovey Ability Model, Mindfulness-Based Stress Reduction (MBSR), and Management by Walking Around (MBWA). It further explores generational perspectives on EI in recruitment and integrates a personal reflection, applying Gibbs’ (1988) Reflective Cycle to demonstrate the process of emotional growth and development.
[bookmark: _Toc216121814][bookmark: _Toc216825880]2.  CRITICAL EVALUATION OF EMOTIONAL INTELLIGENCE COMPONENTS IN THE WORKPLACE
[bookmark: _Toc216121815][bookmark: _Toc216825881]2.1 Self-Awareness
Self-awareness is widely regarded as the cornerstone of Emotional Intelligence (EI), as it involves recognising one’s emotions, triggers, strengths, and limitations (Goleman, 1995). Employees who demonstrate strong self-awareness are better able to interpret the emotional effects of workplace pressures, feedback, and interpersonal interactions. In practice, such individuals can identify early signs of stress, frustration, or anxiety and respond constructively rather than react impulsively.
The Mayer-Salovey-Caruso Ability Model (MSCEIT) positions emotional perception as the initial stage of EI development, emphasising that recognising emotions is a prerequisite for effective regulation (Mayer et al., 2008). For example, in situations of team conflict, a self-aware employee may detect underlying emotional tension and adjust their communication style to defuse rather than escalate the issue, for example:
[bookmark: _Toc216121816][bookmark: _Toc216825882]Emirates Airlines EI Through Cross-Cultural Empathy, Service Orientation and Emotional Regulation
Emirates Airlines exemplifies how strong emotional intelligence can elevate both service delivery and organisational performance. With a workforce representing over 160 nationalities, the airline relies heavily on empathy, relationship management, and emotional regulation. These qualities closely reflect Goleman’s Emotional Intelligence framework and demonstrate how EI is actively applied within Emirates’ operations.
a. Cross-cultural empathy and interpersonal skills
Cabin crew undergo intensive training in emotional awareness, conflict management and customer handling. This reflects Bar-On’s interpersonal EQ (empathy, social responsibility, relationship building). Staff must recognise emotional cues from passengers of varied cultures and respond sensitively.
b. High emotional regulation in safety and service roles
Because aviation is a high-pressure industry, Emirates emphasises self-regulation, consistent with Goleman and the Mayer-Salovey Ability Model. Crew must remain calm under pressure, handle emergencies, and avoid emotional overreaction.
c.  MBWA Leadership in stations and airport operations
Managers regularly walk through terminals and interact with staff to detect emotional climates which is reflecting Management by Walking Around (MBWA). This practice builds trust, motivation and team cohesion.
Why this matters to your EI model section:
Emirates is an example of how large, multicultural organisations depend on EI competencies especially empathy, emotional regulation and ideation to deliver high-quality service and maintain safety (Emirates, 2023)
Similarly, the Bar-On Model highlights emotional self-awareness as a key element of intrapersonal intelligence, linking it to accurate self-evaluation, professional growth, and alignment with organisational values (Bar-On, 2006). Within workplace contexts, this capacity supports continuous development and enhances performance.
Mindfulness practices, particularly Mindfulness-Based Stress Reduction (MBSR), further strengthen self-awareness by encouraging individuals to observe their emotions without judgement (Kabat-Zinn, 2003). Many organisations now incorporate mindfulness training to build resilience and reduce emotional fatigue among employees. Ultimately, self-awareness enables individuals to understand not only what they feel but also why they feel it, creating the conditions for rational, empathetic, and balanced decision-making. The following are examples from me as at my workplace:
[bookmark: _Toc216121817][bookmark: _Toc216825883]Mindfulness Practices at Work (Tailored to my Roles)
Mindfulness practices such as those used in Mindfulness-Based Stress Reduction (MBSR) can be integrated into daily routines in meaningful and practical ways. In my roles as an administrative clerk, accounts worker, and prayer coordinator at MCWE Ministry, mindfulness supports emotional balance, accuracy, compassion, and effective decision-making.
[bookmark: _Toc216121818][bookmark: _Toc216825884]Mindfulness in my Admin/Clerical Tasks
Admin roles often involve multitasking, deadlines, and quick decision-making. I apply mindfulness through:
Mindful Task Switching – Pausing for 10 seconds before changing tasks (emails, phone calls, filing and report) to breathe and reset.
Mindful Emailing – Reading emails slowly, reviewing tone, and avoiding reactive replies, which reflects MBSR’s principles of “responding rather than reacting.”
Grounding During Busy Moments – Placing both feet flat on the floor and practising slow breathing when overwhelmed, helping to maintaining clarity and calmness.
[bookmark: _Toc216121819][bookmark: _Toc216825885]Mindfulness in My Accounts/Finance Role
Financial work requires precision and focus. My mindfulness practices include:
Mindful Concentration – Minimising distractions and focusing on one numerical task at a time, supporting accuracy and reducing cognitive errors.
Emotional Check-ins – Acknowledging emotions such as stress or fatigue before making financial decisions (“If I am feeling tense; I will pause and breathe”).
Short Micro-breaks – Standing, stretching, and resetting every 60-90 minutes, in line with MBSR recommendations for sustained mental performance.
[bookmark: _Toc216121820][bookmark: _Toc216825886]Mindfulness in My Role as Prayer Coordinator (MCWE Ministry)
My prayer ministry naturally aligns with mindfulness because prayer involves presence, reflection, and compassion.
Centring Prayer – Taking a moment to breathe deeply and set an intention before supporting others spiritually.
Mindful Listening – Practising non-judgemental, attentive listening when people share personal needs, fears, or testimonies.
Emotional Boundaries – Observing emotions without absorbing them, protecting my emotional health while serving others.
[bookmark: _Toc216121821][bookmark: _Toc216825887]How Mindfulness Strengthens My Self-Awareness
Across all my roles, mindfulness enables me to:
· Identify emotional triggers early
· Understand why I feel certain emotions
· Make rational, calm decisions
· Communicate clearly and compassionately
· Avoid burnout and emotional fatigue
· Maintain balance during pressure
These practices reflected the core of MBSR, supporting emotional regulation and enhancing my effectiveness in both administrative/accounting work and ministry service.
[bookmark: _Toc216121822][bookmark: _Toc216825888]2.2 Self-Management
Self-management is a core dimension of Emotional Intelligence, referring to the ability to regulate emotional responses and adapt effectively to changing circumstances. Goleman (1998) identifies emotional regulation, adaptability, initiative, and trustworthiness as critical elements for sustaining professional conduct. Employees who demonstrate strong self-management remain composed under pressure, deliver consistent performance, and minimise interpersonal conflict.
In practice, this is particularly evident in customer service roles, where staff must manage emotions when dealing with dissatisfied or aggressive customers. Weidmer (2015) argues that emotional discipline not only reduces workplace tensions but also promotes constructive communication. Similarly, Bar-On’s framework emphasises impulse control and stress tolerance as essential components of emotional management, enabling employees to make sound decisions under pressure rather than reacting with frustration or anger (Bar-On, 2006).
Mindfulness-Based Stress Reduction (MBSR) further enhances self-management by helping individuals recognise automatic emotional reactions and replace them with intentional, measured behaviours (Shapiro et al., 2011). Complementing this, Management by Walking Around (MBWA) allows leaders to observe employee behaviour directly, fostering mindfulness, adaptability, and a calm leadership presence. Together, these practices strengthen self-management, supporting resilience and effective workplace performance.
[bookmark: _Toc216121823][bookmark: _Toc216825889]2.3 Social skills
Social skills are a vital component of Emotional Intelligence, shaping how individuals manage interpersonal relationships. Goleman (1995) highlights communication, conflict resolution, collaboration, and leadership as key elements, noting that employees with strong social skills can build rapport, strengthen team cohesion, and exert positive influence.
In organisational settings, employees are required to negotiate roles, collaborate across departments, and maintain constructive communication. Mayer et al. (2008) argue that individuals with higher EI demonstrate clearer communication, active listening, and emotional atonement, which help minimise misunderstandings.
The Bar-On model further associates social skills with the interpersonal domain, emphasising social responsibility and relationship-building. Employees who embody these qualities contribute to a positive organisational culture by fostering trust and mutual respect.
In dynamic and fast-paced environments, social intelligence enables employees to adapt to diverse personalities, manage conflicts effectively, and motivate teams. Management by Walking Around (MBWA) also strengthens social skills by encouraging managers to engage directly with employees, thereby enhancing communication, trust, and emotional connection.
[bookmark: _Toc216121824][bookmark: _Toc216825890]2.4 Empathy
Empathy refers to the capacity to recognise, understand, and share the emotions of others. Goleman (1995) identifies empathy as a core element of effective leadership, enabling individuals to anticipate emotional needs, interpret reactions, and respond appropriately. Within diverse organisational settings, empathy fosters inclusion, cooperation, and ethical behaviour.
Goleman (2011) distinguishes three forms of empathy: cognitive empathy, which involves understanding another’s perspective; emotional empathy, which facilitates emotional connection; and compassionate empathy, which motivates supportive action. Similarly, the Bar-On Model highlights interpersonal empathy as a key dimension of Emotional Intelligence, emphasising that employees who demonstrate sensitivity to others’ emotions contribute positively to workplace relationships (Bar-On, 2006). This is particularly important in roles such as customer service, counselling, teaching, and leadership.
Empathy also plays a critical role in reducing discrimination, micro-aggressions, and staff turnover, as employees who feel understood and valued are more likely to remain engaged. Mindfulness practices further enhance empathy by cultivating attention, compassion, and non-judgemental awareness (Shapiro et al., 2011). Ultimately, empathetic leadership characterised by active listening, emotional acknowledgement, and the creation of psychologically safe environments strengthens organisational trust and cohesion.
[bookmark: _Toc216121825][bookmark: _Toc216825891]2.5 Motivation
Intrinsics motivation is recognised by Goleman (1995) as a fundamental component of Emotional Intelligence (EI). Employees who demonstrate strong emotional motivation display optimism, commitment, and perseverance, even in challenging circumstances. They remain goal-oriented and resilient when faced with setbacks.
Mayer and Salovey (2008) emphasise that emotional understanding enhances decision-making by linking emotional states to actions and anticipated outcomes. For example, a discouraged employee may use emotional insight to reframe difficulties in a more positive light.
The Bar-On Model also associates motivation with interpersonal effectiveness and adaptability, noting that motivated individuals are typically more productive, collaborative, and committed to continuous professional growth (Bar-On, 2007).
Mindfulness-Based Stress Reduction (MBSR) strengthens motivation by alleviating stress and improving clarity, enabling employees to reconnect with long-term objectives (Shapiro, et al., 2011). Likewise, Management by Walking Around (MBWA) reinforces motivation by ensuring visible leadership and providing real-time recognition, which enhances morale and engagement across the workforce.
[bookmark: _Toc216121826][bookmark: _Toc216825892]2.6 Combined Evaluation of EI Model in the Workplace
Each EI model offers unique advantages
	Model
	Unique Contribution

	Goleman
	Holistic workplace EI (leadership-focused)

	Bar-On
	Measures emotional competencies through WQ-I domains

	MSCEIT 
	Focus on emotional problem-solving skills

	MBSR
	Enhances calmness, focus and resilience

	MBWA
	Improves workplace communication and social awareness


Table 1EI model in the workplace
							(Goleman, et al., 2013)
Source References: -
· Bar-On, R. (2006) ‘The Bar-On Model of Emotional-Social Intelligence (ESI); Psicothema, 18 (suppl), pp 13-25.
· Mayer, J.D. Salovey, P and Caruso, D.R. (2002) Mayer-Salovey – Caruso Emotional Intelligence Test (MSCEIT) User’s Manual Toronto: Multi-Health Systems.
· Kabat-Zinn, J. (2003) @Mindfulness-Based Interventions in Context: Past, Present, and Future; Clinical Psychology: Science and Practice, 10(2), pp 144-156.
Together, these frameworks show that EI is essential to conflict resolution, leadership development, employee wellbeing, communication, team collaboration, and organisational performance.
[bookmark: _Toc216121827][bookmark: _Toc216825893]3. Generational EI Characteristics Managers Must Consider in Recruitment.
Different generations bring diverse values, emotional expectations and communication styles. EI helps manager recruit inclusively and effectively. 
[bookmark: _Toc216121828][bookmark: _Toc216825894]3.1 Traditionalist (Born before 1945)
Traits; stability, discipline, loyalty, strong work ethic.
Traditionalists prefer respect, formality and structured environments. EI is crucial in recruitment because managers must acknowledge their loyalty, experience and need for stability. Empathy helps managers understand their preference for personal communication over digital methods. Self-awareness enables younger recruiters to recognise generational bias. Traditionalists value stability and may respond well to EI-driven communication that highlights job security and respect for experience.
[bookmark: _Toc216121829][bookmark: _Toc216825895]3.2 Baby Boomers (1946-1964)
Traits: responsible, knowledgeable, career driven.
Boomers bring extensive experience but value recognition and clear communication. Empathetic recruiters should demonstrate respect for their accomplishments. Managers must apply emotional intelligence by:
· Acknowledging their strong work ethic
· Offering opportunities for mention younger workers
· Adapting communication to avoid sounding dismissive
Goleman’s social skills component is particularly important because Boomers appreciate open dialogue and face-to-face interactions.
[bookmark: _Toc216121830][bookmark: _Toc216825896]3.3 Generation X (1965-1980)
Traits: independent, tech-competent, value work-life balance.
Gen Xers appreciate autonomy, emotionally intelligent managers must show flexibility, trust and respect. Self-management helps managers avoid micromanaging this generation. Communication should be informal yet professional. Empathy helps leaders understand their desire for balance due to seeing their parents’ work-related stress.
During recruitment, EI helps:
· Offering flexible working options
· Demonstrating fairness
· Recognising their independent problem-solving style.
[bookmark: _Toc216121831][bookmark: _Toc216825897]3.4 Millennials (1981-1996)
Traits: tech-savvy, competitive, cautious with personal data.
Millennials value purpose, growth and digital communication. Managers must apply EI by showing transparency and emotional awareness. Goleman’s motivation element is crucial because Millennials seek meaningful work. They prefer collaborative environments, so social skills are important during interviews.
· EI considerations include:
· Digital communication
· Clear career progression
· Emotional engagement
· Supportive leadership.
[bookmark: _Toc216121832][bookmark: _Toc216825898]3.5 Generation Z (1997-2012)
Traits: pragmatic, financially cautious, prone to anxiety.
Gen Z employees exhibit high digital literacy but may struggle with stress and social anxiety due to economic insecurity and only pressures (Twenty, 2018). Emotionally intelligent managers must be empathetic, patient and supportive.
Key EI considerations:
· Provide
· mental health support
· Offer clear expectations
· Use digital tools for recruiting 
· Encourage psychological safety
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[bookmark: _Toc216121833][bookmark: _Toc216825899]Gibbs’ Reflective Cycle: Personal EI Development
[image: ]
Figure 1Gibbs' Reflective Cycle

1. Description
Throughout my academic and personal journey, I have faced emotional challenges that influenced my confidence, concentration, and behaviour. Situations such as managing stress, navigating family conflict, and coping with academic pressures frequently triggered emotional discomfort. However, being part of the Baby Boomer generation, I was taught the importance of respect in all circumstances. This cultural emphasis on respect has contributed to a wealth of experiences that continue to shape my values and reinforce the recognition of resilience and personal growth in my life.
2. Feelings
Initially, feelings of overwhelm, anxiety, and lack of support reduced concentration, confidence, and group participation. Stress and self-doubt led to withdrawal and avoidance behaviours. However, developing Emotional Intelligence helped recognise these reactions, and despite limiting confidence, the experiences strengthened empathy and compassion, improving sensitivity to others’ struggles.
3. Evaluation
Reflecting on these experiences highlights both constructive and challenging outcomes. On the negative side, trauma and stress diminished my self-esteem and reduced my confidence in professional settings, at times limiting opportunities for collaboration and leadership. Conversely, adversity also enhanced my empathy and motivation, making me more sensitive to the emotional needs of colleagues and friends and strengthening my capacity to support others. These reflections illustrate that although emotional difficulties can constrain performance, they simultaneously create valuable opportunities for developing EI competencies such as empathy and resilience.
4. Analysis
Connecting personal experiences to Emotional Intelligence models shows how adversity fosters growth. Goleman’s framework highlights self-awareness, regulation, motivation, empathy, and social skills, with challenges strengthening empathy and testing regulation. The Bar-On Model emphasises adaptability and stress tolerance, reflecting lessons learned under pressure. Mindfulness-Based Stress Reduction (MBSR) further supports resilience by managing anxiety and encouraging balanced responses. Together, these models illustrate how difficulties can build resilience, empathy, and adaptability.
5. Conclusion
Through reflection, I recognise that emotional adversity has acted as a catalyst for personal growth. While stress and trauma initially weakened my confidence, they ultimately fostered greater empathy, resilience, and motivation. Gibbs’ reflective model illustrates how personal experience is integral to the development of Emotional Intelligence, encouraging individuals to critically evaluate emotions, behaviours, and outcomes. My journey demonstrates that, when examined thoughtfully, emotional challenges can become opportunities for significant advancement in EI competencies.
6. Action Plan
To strengthen Emotional Intelligence, I will practise mindfulness to deepen self-awareness and manage stress. I will improve self-regulation through time management and reflective journaling, while seeking guidance from mentors and peers to build confidence and gain perspective. Using reflective tools such as Gibbs’ cycle will allow me to critically analyse experiences and identify areas for growth. Altogether, these strategies will enhance empathy, resilience, and the ability to respond thoughtfully in both professional and personal settings.
[bookmark: _Toc216121834][bookmark: _Toc216825900]SWOT analysis of Emotional Intelligence in the Workplace

	STRENGHTS
	1. Improves interpersonal communication 
Emotional intelligence helps employees understand emotions, manage conflict, and strengthen relationships (Goleman, 1995).
2. Supports effective leadership and decision-making 
Leaders with high emotional intelligence regulate emotions well, make clearer decisions, and manage relationships effectively (Boyatzis, et al., 2000).
3. Boosts employee engagement and well-being
EI strengthens resilience and decreases stress, especially when combined with mindfulness practices such as MBSR (Kabat-Zinn, 2003)

	WEAKNESSES
	1. Difficulties in measurement
EI models like EQ-i and self-reports have subjective limitations (Mayer, et al., 2004).
2. Over-reliance on EI in recruitment
Excessive focus on EI may overshadow essential technical or cognitive skills (Zeidner, et al., 2004)
3. Training is time-consuming and costly
EI development programs require resources and organisational commitment (Cherniss, 2010).
4. Risk of manipulation
Individuals with high EI but low ethical standards may influence others negatively (Kilduff, et al., 2010)

	OPPORTUNITIES
	1. Rising demand for emotionally intelligent leaders
Hybrid working increases the value of EI (Chamorro-Premuzic, 2012).
2. Development of digital EI assessment tools
AI-based psychometrics expand possibilities for EI training 
(Mayer et al., 2016)
3. Cross-generational workforce benefits
EI supports communication across generations (Deal, Altman & Rogelberg, 2010).
4. Growing focus on employee well-being
Organisations invest in resilience and mindful practices
Glomb et al., 2011)

	THREATS
	1. Cultural and generational differences
Emotion expression varies across cultures (Matsumoto, 2006)
2. Resistance to soft skills training
Some employees undervalue EI (Joseph & Newman, 2010).
3. Digital overload and burnout
Connectivity reduces emotional capacity (Schieman & Young, 2015).
4. Bias in EI assessment tools
EI tests may favour certain cultures (Murphy, 2006)



Table 2 SWOAT Analysis
[bookmark: _Toc216121835][bookmark: _Toc216825901]FUTURE DEVELOPMENT of Emotional Intelligence
1. Integration of EI into HR and talent systems
EI will be embedded in recruitment and leadership development 
2. Technology-driven EI development
AI, VR and biometrics will personalise EI training 
3. Increased focus on resilience and mental health
Mindfulness and stress reduction will expand 
4. Generational tailoring of EI strategies
Future EI training adapts to generational needs 
5. Culturally sensitive EI frameworks
Global workplaces require EI models respectful of cultural norms
6. Development of ethical EI guidelines
Ethical frameworks will prevent misuse of EI
[bookmark: _Toc216121836][bookmark: _Toc216825902]CONCLUSION
Emotional Intelligence (EI) is vital in shaping workplace communication, leadership, and culture. Using frameworks like Goleman’s model, Bar-On EQ-i MSCEIT, MBSR, and MBWA, organisations can foster collaboration, ethical behaviour, and emotional awareness. Considering generational differences ensures fair recruitment, while Gibbs’ Reflective Cycle shows EI evolves through self-awareness and experience. Overall, EI strengthens employee wellbeing and organisational performance, making it essential in modern workplaces.
[bookmark: _Toc216121837][bookmark: _Toc216825903]RECOMMENDATIONS
Organisations should embed Emotional Intelligence (EI) through structured programs combining Goleman’s components with mindfulness. Managers must show empathy and adaptability across generations while coaching and mentoring enhance emotional growth. Recruitment should include EI assessments, and workplaces should foster psychological safety, transparent communication, and EI-based leadership. Supporting self-reflection, mindfulness, and continuous learning helps employees build resilience and stronger relationships (Ashkanasy & Daus, 2020)
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