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INTRODUCTION


Emotional intelligence (EI) has become an important concept in modern organisations because it helps employees understand and control their own emotions, as well as the emotions of others. According to Daniel Goleman, people who are aware of their emotions are usually more effective in communication, teamwork, and leadership. In the workplace, emotional intelligence supports better decision-making, conflict management, and employee performance.
Mindfulness is strongly connected to emotional intelligence because it involves paying attention to the present moment and understanding thoughts and feelings without judgement. Employees who practice mindfulness are often more focused, less stressed, and able to deal with challenges in a calm and professional way. For this reason, both emotional intelligence and mindfulness are important for creating a productive and positive working environment.
This report aims to critically evaluate how employees use emotional intelligence in the workplace by applying relevant theoretical models. It will also examine the different characteristics of Generations X, Y, and Z, and how these affect organisational effectiveness, especially in recruitment and management. Finally, recommendations will be provided for organisations to improve emotional intelligence practices and manage generational diversity more effectively.











EMOTIONAL INTELLIGENCE IN THE WORKPLACE

Emotional intelligence (EI) is an important skill in today’s workplace because it helps employees recognise, understand, and manage their own emotions, while also being aware of the emotions of others. This ability is especially important in organisations where teamwork, communication, and customer service are necessary for success. Employees who show high emotional intelligence are more likely to work effectively, create strong relationships, and contribute positively to organisational objectives.
One of the most well-known frameworks for understanding emotional intelligence is the model created by Daniel Goleman. This model includes five main elements: self-awareness, self-regulation, motivation, empathy, and social skills. These elements provide a practical way to understand how emotional intelligence can be used in workplace environments.
Self-awareness is seen as the base of emotional intelligence because it involves recognising one’s own emotions and understanding how they influence behaviour. In a workplace such as Tesco, employees often work under pressure, especially during busy hours. An employee with self-awareness can identify feelings of stress or frustration and stop these emotions from negatively affecting their work performance or customer interactions. However, although self-awareness is useful, it needs regular reflection, and not all employees may be ready or able to do this. This shows a weakness of the model, as it assumes people are willing to improve their emotional awareness.
Self-regulation is the ability to control and manage emotional reactions. In the workplace, this is very important when handling conflict or difficult situations. For example, if an employee receives negative feedback from a manager, self-regulation helps them stay calm instead of reacting defensively. This supports a more professional and respectful working environment. On the other hand, too much emotional control may cause people to hide their feelings, which can create stress or reduce honesty in communication. Because of this, self-regulation should be balanced with healthy emotional expression.
Motivation in Goleman’s model relates to a person’s internal desire to achieve goals. Employees with strong emotional intelligence are often more self-motivated and able to stay strong when facing challenges. In organisations like Tesco, motivated employees are more likely to keep high performance levels and help the team succeed. However, motivation can also be affected by outside factors such as company culture, leadership style, and rewards. This means emotional intelligence alone may not fully decide employee motivation, and organisational support is also important.
Empathy is another major part of emotional intelligence, especially in jobs that require interaction with others. Empathy helps employees understand and share the feelings of colleagues and customers, which improves communication and relationships. For example, an employee who shows empathy to an unhappy customer is more likely to solve the problem successfully and keep customer satisfaction high. However, some researchers believe empathy can be emotionally tiring, especially in service industries where employees must often deal with other people’s emotions. This may cause emotional exhaustion or burnout if it is not managed well.
Social skills refer to the ability to create and maintain relationships, communicate clearly, and work well with others. Employees with strong social skills are usually better at teamwork, leadership, and solving conflicts. In a diverse workplace like Tesco, social skills are very important for managing relationships between employees from different backgrounds. However, social skills can be affected by personality, which means not everyone naturally has strong interpersonal abilities.
Although Goleman’s model gives a detailed framework, it also has some criticism. Some researchers argue that the model is too wide and does not have clear ways to measure emotional intelligence, making it difficult to assess accurately in real situations. In addition, the model focuses strongly on workplace performance, which may ignore other important parts of emotional intelligence, such as personal wellbeing.
Another important model is the ability-based model created by Peter Salovey and John D. Mayer. This model explains emotional intelligence as a group of cognitive abilities, including perceiving emotions, using emotions, understanding emotions, and managing emotions.
Perceiving emotions means recognising emotions in yourself and in others, including facial expressions and tone of voice. This skill is important in the workplace because it helps employees notice possible conflicts or misunderstandings. For example, a manager who can recognise signs of dissatisfaction in team members can solve problems before they become more serious. However, recognising emotions can be affected by cultural differences, which may cause misunderstandings in diverse workplaces.
Using emotions refers to the ability to use feelings to support thinking and decision-making. Employees who use emotions effectively can organise tasks better, solve problems, and make better decisions. For example, a feeling of urgency may encourage employees to complete tasks more efficiently.
However, depending too much on emotions when making decisions can lead to biased or unreasonable results.
Understanding emotions means examining emotional information and recognising how feelings can change over time. This skill helps employees predict reactions and respond in the right way in different situations. For example, knowing that frustration can cause conflict may help employees take early action to control the situation. Even though this is important, this ability needs a strong level of cognitive and emotional awareness, which not everyone fully has.
Managing emotions is considered the highest level of emotional intelligence because it involves controlling one’s own emotions and also influencing the emotions of others. This is especially important in leadership positions, where managers need to encourage and motivate their teams. However, some critics believe this part of emotional intelligence can be used in a manipulative way if people try to control others’ emotions for personal benefit.
When compared with Goleman’s model, the Mayer-Salovey model is more organised and focuses on skills that can be measured. However, it is often criticised for being too theoretical and harder to use in real workplace situations. This shows that both models have advantages and disadvantages, and organisations may gain more by combining parts of both approaches.
In practice, emotional intelligence has an important effect on improving workplace performance. Employees with strong emotional intelligence are usually better at handling stress, adjusting to change, and building positive relationships. This is especially valuable in industries where customer service and teamwork are very important.
Mindfulness also supports emotional intelligence because it improves self-awareness and emotional control. Practices like meditation and reflective thinking help employees stay calm and focused during difficult situations. This can reduce stress and improve overall wellbeing. However, the success of mindfulness depends on personal effort and support from the organisation.
Even with these benefits, using emotional intelligence in the workplace also brings some challenges. One main problem is the difficulty of measuring emotional intelligence correctly. Many organisations use self-assessment methods, but these may not always give accurate results. In addition, cultural differences in the way emotions are shown and understood can reduce the effectiveness of emotional intelligence practices.
Another limitation is that emotional intelligence training does not always create long-term behavioural change. Although employees may become more aware of
emotional intelligence concepts, using these skills regularly in the workplace needs continuous practice and support.
Overall, emotional intelligence is an important skill that improves employee performance, communication, and relationships at work. However, its success depends on both personal abilities and support from the organisation. By combining emotional intelligence models and encouraging mindfulness, organisations can build a more positive and productive working environment

























Generational Differences in the Workplace

In modern organisations, the workforce is becoming more diverse, not only in culture and background but also in age. Different generations, especially Generation X, Generation Y (Millennials), and Generation Z, bring different values, behaviours, and expectations to the workplace. These generational differences strongly affect communication styles, work attitudes, and emotional intelligence practices. Because of this, managers need to understand these characteristics to build an effective and inclusive working environment, especially during recruitment and team management.
Generation X, usually born between 1965 and 1980, is often described as independent, adaptable, and responsible. This generation experienced major economic and technological changes, which made them more resilient and self-sufficient. In terms of emotional intelligence, Generation X employees often show strong self-regulation and emotional control. They are normally able to handle workplace pressure well and stay professional in difficult situations.
From a management point of view, Generation X employees are often considered reliable and experienced, which makes them suitable for leadership positions. However, one possible weakness is that they may be less willing to accept new technology or modern workplace methods compared to younger generations. This can create problems in organisations that depend heavily on digital change. Also, their preference for working independently may sometimes reduce teamwork and collaboration. Therefore, while their emotional stability is a strength, it may also reduce flexibility in fast-changing environments.
Generation Y, also called Millennials, includes people born between 1981 and 1996. This generation has been strongly influenced by technology and globalisation. Millennials are usually more collaborative, expressive, and open to feedback than Generation X. In emotional intelligence, they often show higher levels of emotional awareness and empathy, especially in team-based workplaces.
One of the main strengths of Millennials is their willingness to communicate and share ideas. This supports emotional intelligence because open communication improves understanding and reduces workplace conflict. In addition, Millennials often look for meaningful work and personal growth, which can increase motivation and engagement. However, some critics believe Millennials may have difficulties with emotional resilience, especially in stressful situations. Their need for regular feedback and recognition may also be seen by older generations as a lack of independence.
From a recruitment perspective, managers need to think about these characteristics when creating roles and workplace conditions. For example, giving opportunities for career growth, flexible working options, and regular feedback can help attract and keep Millennial employees. However, organisations must also make expectations clear to avoid misunderstandings between generations.
Generation Z, born after 1997, is the newest group entering the workplace. This generation grew up in a fully digital world and feels very comfortable with technology. They are also more aware of social issues, diversity, and mental health, which shapes their workplace expectations. In terms of emotional intelligence, Generation Z often shows strong self-awareness about mental wellbeing, but they may have less experience in handling difficult workplace relationships.
One of the strengths of Generation Z is their adaptability and fast learning ability. They are confident with digital tools and are often creative in solving problems. Also, their awareness of mental health can help create a more supportive and inclusive workplace culture. However, one weakness is their limited experience with face-to-face communication, since much of their interaction has happened online. This may affect their ability to build strong personal relationships and social skills at work.
From a management perspective, supporting Generation Z needs a different style. Managers should provide clear instructions, training, and support to help them improve emotional intelligence skills, especially communication and conflict management. Flexible working conditions and attention to wellbeing are also important for attracting this generation.
Generational diversity can bring both advantages and disadvantages to organisations. On the positive side, a workplace with different generations offers a wide range of views, skills, and experiences. For example, Generation X may provide stability and experience, while Millennials and Generation Z bring innovation and stronger technological knowledge. This mix can improve creativity, problem-solving, and overall organisational performance.
However, generational differences can also create difficulties, especially in communication and workplace expectations. For example, older generations may prefer formal communication styles, while younger generations may choose digital and informal communication. These differences can cause misunderstandings, weaker teamwork, and workplace conflict if they are not managed properly.
Emotional intelligence is very important in managing these challenges. Managers with high emotional intelligence can better recognise and understand the needs of different generations. They can adjust their communication style, give suitable support, and solve conflicts more successfully. For example, empathy helps managers understand the views of different age groups, while social skills help them build stronger relationships across generations.
In recruitment, managers must understand generational differences to create an inclusive and effective workforce. This means designing recruitment strategies that attract different generations. For example, Generation X may value job security and stability, while Millennials and Generation Z may focus more on flexibility, career growth, and company values. By understanding these preferences, organisations can attract a wider range of talent.
However, it is important not to stereotype people based only on their generation. Not every employee will match the common characteristics of their age group, and too much generalisation can lead to unfair assumptions. Because of this, while generational models are helpful, managers should also consider personal differences and individual experiences.
In addition, generational diversity can affect emotional intelligence practices in organisations. For example, younger generations may be more comfortable discussing emotions and mental health, which can create a culture of openness and support. On the other hand, older generations may prefer to keep a more professional distance, which can sometimes limit emotional expression. Balancing these differences is necessary to create a positive workplace environment.
In conclusion, generational differences have a strong influence on workplace behaviour, emotional intelligence, and organisational effectiveness. While age diversity can improve innovation and performance, it can also create challenges in communication and management. For this reason, managers need strong emotional intelligence skills to understand, support, and connect different generations successfully. By using flexible leadership styles and inclusive recruitment strategies, organisations can gain the benefits of generational diversity while reducing possible conflicts.









Recommendations

Firstly, organisations should provide emotional intelligence training to employees to improve self-awareness, empathy and communication skills. Secondly, managers should adopt flexible leadership styles to meet the needs of different generations. Thirdly, organisations should promote mindfulness practices to reduce stress and improve employee wellbeing. Finally, recruitment strategies should consider generational characteristics to create a balanced and effective workforce.






















Conclusion

In conclusion, emotional intelligence and mindfulness are essential for effective workplace performance. Employees who can understand and manage emotions are better at communication, teamwork and problem-solving. Models such as Goleman’s and Mayer-Salovey’s provide useful frameworks for understanding emotional intelligence, although they have some limitations.
Generational differences also play a significant role in shaping workplace behaviour. While diversity can bring innovation and new ideas, it can also create challenges in communication and management. Therefore, organisations must adopt strategies to manage these differences effectively
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