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Introduction
Emotional intelligence is generally defined as the ability to identify, understand, regulate, and appropriately respond to one's own emotions and the emotions of others (Pearce, 2021). Rather than focusing solely on intellectual capacity, emotional intelligence emphasizes how emotions can be used to improve thinking, behaviour, communication, and relationships across various situations. According to Goleman, emotional intelligence plays a significant role in achieving success, particularly in professional environments where teamwork and effective leadership are crucial.
As workplaces become increasingly dynamic and culturally diverse, emotional intelligence has gained growing importance. Employees are expected to communicate clearly, cooperate with colleagues, manage disagreements professionally, and adapt to organisational changes. Studies also suggest that high levels of emotional intelligence contribute to more effective leadership, improved teamwork, greater employee engagement, increased job satisfaction, and better overall organisational performance (Bakhsh et al., 2022).
This report examines the importance of emotional intelligence in the workplace by critically evaluating three widely recognised models: Goleman’s Model of Emotional Intelligence, Mayer and Salovey’s Ability Model, and Bar-On’s Model of Emotional-Social Intelligence. Furthermore, it discusses how emotional intelligence influences leadership, communication, decision-making, conflict management, teamwork, employee performance, and workplace well-being.

[bookmark: _Toc235731327]Emotional Intelligence Models
There are various models that explain Emotional Intelligence, but the three most well-known were developed by Daniel Goleman, John D. Mayer and Peter Salovey, and Reuven Bar-On. Although these models describe emotional intelligence in different ways, they all agree that they emphasise the importance of understanding and managing emotions.
Goleman’s model of emotional intelligence is one of the most popular, especially in the workplace. It comprises five key elements: self-awareness, self-regulation, motivation, empathy, and social skills. Self-awareness involves understanding one's own emotions and knowing how they affect behaviour. Self-regulation is the ability to control emotions and avoid acting impulsively. Motivation helps people stay focused and continue working toward their goals. Empathy is the ability to understand how others feel, while social skills facilitate effective communication, teamwork, and the building of positive relationships. These competencies help employees work better in teams, handle emotions positively, and become more effective leaders. However, some researchers believe that Goleman’s model conflates emotional intelligence with personality traits and leadership competencies, making it difficult to view emotional intelligence as a distinct concept (Filice, L. and Weese, W.J., 2024).
Mayer and Salovey hold a different view of emotional intelligence. They describe it as a skill rather than a personality trait. Their model consists of four components: recognising emotions, using emotions to facilitate thought, understanding emotions, and managing emotions. According to this model, people must first accurately recognise emotions before they can use that information to make better decisions or solve problems. For this reason, many researchers consider this model to have a solid scientific foundation. However, some people believe it is less useful for managers, as it focuses more on theory than on day-to-day workplace situations (NeuroLaunch editorial team, 2026).
Bar-On’s Emotional-Social Intelligence Model presents a broader approach. It combines emotional and social competencies that help individuals handle various situations in life and at work. The model encompasses emotional self-awareness, interpersonal relationships, stress management, adaptability, and a positive mood. These areas assist people in coping with pressure, adapting to change, building strong relationships, and maintaining healthy emotional balance. Consequently, the model demonstrates that emotional intelligence is important not only for enhancing job performance but also for fostering employee well-being. On the other hand, some researchers argue that qualities such as optimism and happiness are personality traits rather than components of emotional intelligence (Bar-On, R., 2006). 
Overall, while the three models offer different approaches, they all contribute to a better understanding of emotional intelligence. 

[bookmark: _Toc235731328]How Employees Can Use Emotional Intelligence to Improve Performance
Emotional intelligence helps employees perform better by enabling them to understand their emotions and stay focused on their goals. Goleman states that employees with high emotional intelligence are better able to handle workplace challenges and maintain high performance.
Self-awareness helps employees recognise their strengths and areas for improvement. For example, an employee who lacks confidence speaking in public may practise presentations or attend a training session.
Self-regulation allows employees to remain calm in difficult situations and think carefully before reacting. For instance, a customer service representative handling a complaint can maintain professionalism, listen to the customer, and seek an appropriate solution rather than reacting with frustration.
Motivation also plays a key role, helping employees stay committed to their goals even when facing difficulties. A salesperson who misses a monthly target can learn from the experience, refine their approach, and continue working toward future success.
While emotional intelligence is important, it is not enough on its own. Employees also require technical knowledge, practical experience, and organisational support. Therefore, EI should be viewed as a valuable skill that complements professional competence (Viezzer, 2023).

[bookmark: _Toc235731329]How Emotional Intelligence Improves Communication and Collaboration
Emotional intelligence helps employees communicate more effectively and work well with others. It fosters positive relationships, making teamwork easier and more productive. One of the most important aspects of emotional intelligence is empathy, which allows people to understand the feelings, opinions, and needs of those around them. Goleman explains that empathetic employees tend to communicate better because they listen attentively, respect diverse viewpoints, and respond thoughtfully to others. For instance, if a team leader notices a team member is under significant pressure, they might help or redistribute some of that person's tasks. This can reduce stress and help the team continue working effectively.
Another key component of emotional intelligence is strong social skills. Employees with strong social skills build trust, communicate clearly, resolve misunderstandings, and encourage teamwork. These abilities contribute to a more positive work environment where people feel respected and more willing to collaborate. For example, during a group project, an employee with good social skills might encourage everyone to share their ideas, ensure everyone contributes, and help the group reach a collective decision (Viezzer, 2023).
Emotional intelligence is also useful for managing workplace conflicts. Employees with high emotional intelligence are more likely to remain calm during disagreements and communicate respectfully, instead of reacting emotionally. They typically seek fair solutions that benefit everyone involved. 
However, emotional intelligence alone does not guarantee effective teamwork. Successful collaboration also depends on organisational support, clear communication processes, and mutual respect among all team members.

[bookmark: _Toc235731330]How Emotional Intelligence Contributes to Employee Well-being
EI contributes to employee well-being by helping individuals manage stress, adapt to workplace changes, and build positive relationships. Goleman explains that self-awareness and self-regulation help employees understand their emotions, remain calm under stress, and respond appropriately to work-related challenges.
Emotional intelligence strengthens resilience by helping employees cope with challenges and adapt to changes in the workplace. For instance, an employee facing an increased workload or new procedures is more likely to maintain a positive attitude and continue performing their duties successfully furthermore employees who communicate effectively and demonstrate empathy tend to feel more valued and engaged, contributing to a healthier work environment. 

[bookmark: _Toc235731331]Critical Evaluation of Emotional Intelligence
Emotional intelligence is widely recognised as an important skill in today's workplace, but there are still different opinions about its overall value. Goleman's model is one of the most popular because it focuses on practical skills that help improve leadership, communication, and teamwork. However, some researchers believe that the model includes personality traits as well as emotional intelligence, which makes it more difficult to clearly define and measure the concept.
Mayer and Salovey's Ability Model take a different approach by describing emotional intelligence as a cognitive ability that can be measured, this gives the model a stronger scientific basis. However, because it focuses mainly on understanding and managing emotions, some managers may find it less useful when dealing with everyday workplace situations. Bar-On's model also has some strengths because it explains how emotional and social skills can improve employee well-being. On the other hand, some researchers argue that qualities such as optimism and happiness are personality characteristics and should not be included as part of emotional intelligence.
Emotional intelligence does not always produce positive workplace outcomes. In some situations, people with high emotional intelligence may use their understanding of emotions to influence or manipulate others for their own benefit instead of supporting teamwork or acting ethically. In addition, good employee performance depends on many other factors, such as technical skills, work experience, organisational culture, and support from managers. For this reason, emotional intelligence should be seen as an important skill that supports professional competence, rather than something that guarantees success at work.

[bookmark: _Toc235731332]Conclusion
Emotional intelligence is a key competency that benefits both employees and organisations in today's workplace. The three models analysed in this report; Goleman’s Model of Emotional Intelligence, Mayer and Salovey’s Ability Model, and Bar-On’s Model of Emotional-Social Intelligence, explain emotional intelligence from different perspectives. Although they employ distinct approaches, they all demonstrate that understanding and managing emotions can improve communication, teamwork, employee performance, resilience, and overall well-being in the workplace.
At the same time, this report has shown that emotional intelligence is just one factor contributing to workplace success. Other aspects, such as technical knowledge, effective leadership, and a positive organisational culture, are also fundamental. Therefore, organisations should develop emotional intelligence alongside other professional competencies to achieve the best results. Overall, investing in the development of emotional intelligence can help create a healthier, more collaborative, and more productive work environment, benefiting both employees and organisations.
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Task 2 
[bookmark: _Toc235731334]Introduction
A multigenerational workforce refers to an environment where employees of different age groups work together in the same organisation. This has become more common as individuals have remained working for longer periods and companies have hired workers from various generations. According to the Information Resources Management Association (2019), supervising a team with diverse ages, backgrounds, and expectations offers both benefits and challenges for contemporary organisations.
The main generations currently present in the professional environment are Generation X, Millennials (Generation Y), and Generation Z. Although they work towards similar organisational goals, each generation has been influenced by different social, economic, and technological transformations that shape their attitudes and behaviours at work.
This report analyses the characteristics of Generation X, Millennials, and Generation Z, comparing their values, expectations, communication styles, motivations, and attitudes towards technology in the workplace.

[bookmark: _Toc235731335]What is a multigenerational workforce?
A generation is composed of people born in a similar period who experienced similar historical, social, economic, and technological events during their formative years. These shared experiences can shape their attitudes, behaviours, and expectations, including how they view work.
Generation X, generally born between 1965 and 1980, faced significant economic and technological changes, making them adaptable and independent in the professional environment. Millennials, or Generation Y, born between 1981 and 1996, grew up during the rapid expansion of the internet and are often associated with collaboration, continuous learning, and the pursuit of meaningful work. Generation Z, born from 1997 onwards, was the first to grow up completely immersed in digital technology. They stand out for their confidence in using technology, preference for agile communication, and expectation of flexibility and inclusion at work. 
Although these characteristics describe common generational trends, Information Resources Management Association (2019) emphasises that organisations should recognise individual differences while creating workplaces that encourage collaboration across generations.
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Generation X refers to people born between 1965 and 1980 (Lyons and Kuron, 2014). Entering the workforce amidst economic changes and technological advancements, they are known for their independence, flexibility, and problem-solving skills. The Information Resources Management Association (2019) highlights that Generation X workers contribute significant experience and practical knowledge, making them important members of today's diverse workforce.
In the professional environment, Generation X tends to prioritise job stability, responsibility, and work-life balance. They are generally motivated by job security, career growth opportunities, and chances to enhance their skills. Their communication style is often direct and formal, preferring clear guidelines and mutual respect.
While Generation X has adapted to new technologies throughout their careers, they generally view digital tools as means to increase efficiency, not as essential to daily life. Compared to younger generations, they are more autonomous and require less frequent feedback from managers. Their experience, adaptability, and dedicated work ethic help facilitate teamwork and knowledge sharing across multiple generations in organisations (Information Resources Management Association, 2019).

[bookmark: _Toc235731337]Generation Y
Millennials, also known as Generation Y, comprise individuals born between 1981 and 1996 (Lyons and Kuron, 2014). Growing up during the rapid expansion of the internet and digital communications, they are generally tech-savvy and receptive to change. According to the Information Resources Management Association (2019), Millennials often seek meaningful work, opportunities for professional development, and a healthy work-life balance.
In the workplace, they value teamwork, collaboration, and frequent feedback from managers. They like organisations that promote learning, recognise employee contributions, and offer opportunities for personal and professional growth. Their communication style is open and cooperative, and they are comfortable using digital tools to interact with colleagues.
Compared to Generation X, Millennials tend to be more driven by purpose and career advancement than by long-term job security. They also adapt quickly to new technologies and changes in ways of working. Their willingness to learn, collaborate, and embrace innovation allows them to contribute significantly to today's multigenerational workforce (Information Resources Management Association, 2019).
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Generation Z comprises individuals born from 1997 onwards (Lyons and Kuron, 2014). Being the first generation to grow up with smartphones, social media, and continuous internet access, they possess great skill in using digital technologies. According to the Information Resources Management Association (2019), this generation brings new perspectives, creativity, and digital competencies that drive innovation in today's organisations.
Generation Z professionals generally value flexibility, diversity, inclusion, and opportunities for continuous learning. They expect technology to be fully integrated into the work environment and often prefer quick and direct communication via digital platforms. Furthermore, they like receiving frequent feedback and seek to develop new skills throughout their careers.
Compared to Generation X and Millennials, Generation Z demonstrates greater ease in adapting to technological changes and working in digital environments. However, due to their less work experience, they benefit from guidance and mentorship from more experienced colleagues. By combining their digital expertise with the knowledge of previous generations, organisations can foster collaboration, innovation, and lasting success (Information Resources Management Association, 2019).

[bookmark: _Toc235731339]Comparison of Generation X, Millennials, and Generation Z
Although Generations X, Millennials, and Z share the common goal of contributing to the success of organisations, they often exhibit differences in workplace values, expectations, communication styles, motivation, and attitudes toward technology. Understanding these variations helps companies foster a more inclusive and efficient environment (Borna, 2025).
One of the main distinctions between these three generations lies in their professional values. Generation X generally prioritises stability, independence, and a healthy work-life balance. Millennials tend to seek meaningful work, career development, and constant feedback. Generation Z, on the other hand, usually values ​​flexibility, diversity, inclusion, and opportunities to acquire new skills. Despite these differences, all generations value respect, fair treatment, and leadership that supports its employees.
Expectations at work also diverge. Generation X appreciates autonomy and trust from managers, while Millennials prefer collaborative environments where their ideas are valued. Generation Z expects organisations to offer flexible hours, current technologies, and continuous opportunities for learning and growth.
Communication styles are another point of distinction. Generation X prefers face-to-face conversations or emails; Millennials use both traditional and digital methods with ease; and Generation Z primarily opts for instant messaging, video calls, and other digital platforms, as they grew up immersed in technology. Even so, effective communication between generations is fundamental for teamwork.
Motivation varies by generation. Generation X tends to be motivated by job security and career advancement. Millennials seek meaning in work, recognition, and personal development, while Generation Z values ​​learning, flexibility, and a positive organisational culture.
Finally, attitudes towards technology have changed over time. Generation X had to adapt to technology throughout their careers, Millennials experienced its rapid evolution, and Generation Z grew up in a completely digital environment. Consequently, younger generations adopt new technologies more quickly. However, organisations achieve better results when they combine the experience of older employees with the digital skills of younger ones, promoting knowledge sharing and collaboration across all age groups (Information Resources Management Association, 2019).

[bookmark: _Toc235731340]Conclusion
This study analysed the relevance of emotional intelligence and the management of multigenerational teams in today's organisations. Emotional intelligence is fundamental for employees to understand and control their emotions, communicate effectively, build positive relationships, and face challenges in the workplace. The models proposed by Goleman, Mayer and Salovey, and Bar-On offer different approaches to emotional intelligence, highlighting its importance for employee performance, communication, collaboration, and well-being. However, it was emphasized that emotional intelligence alone does not guarantee organisational success, as technical skills, effective leadership, and institutional support are also essential.
The study also explored the characteristics of Generations X, Millennials, and Z. Although they present distinct values, communication styles, motivations, and attitudes towards technology, these differences should be seen as opportunities, not obstacles. Organisations that value generational diversity are better able to promote collaboration, innovation, and knowledge sharing. However, it is crucial to avoid generalizations based solely on age, as individual experiences and personality traits influence behaviour at work.
The connection between emotional intelligence and a multigenerational workforce is especially relevant in contemporary companies. Employees with high emotional intelligence better understand different points of view, communicate respectfully, and build positive relationships across generations. Similarly, managers who apply these concepts can foster inclusive environments, recognizing the specific needs of each age group and encouraging respect and mutual cooperation.
In short, organisations that invest in both emotional intelligence and the effective management of multigenerational teams tend to improve employee well-being, strengthen teamwork, and achieve sustainable success in an increasingly diverse and dynamic business environment.


[bookmark: _Toc235731341]REFERENCES
Bakhsh, M. et al. (2022) “Factors Affecting Emotional Intelligence at Workplace Performance: Empirical Evidence,” International journal of technology diffusion, 13(1), pp. 1–19. Available at: https://doi.org/10.4018/IJTD.315581.
Bar-On, R. (2006) “The Bar-On model of emotional-social intelligence (ESI),” Psicothema, 18 Suppl(Suplemento), p. 13.
Borna, D. (2025b) 'Generational diversity in the workplace: key HR strategies to improve engagement and retention,' The Workforce Lens’s Substack, 27 July. https://theworkforcelens.substack.com/p/generational-diversity-workplace-hr-strategies.
Filice, L. and Weese, W.J. (2024) “Developing Emotional Intelligence,” Encyclopedia (Basel, Switzerland), 4(1), pp. 583–599. Available at: https://doi.org/10.3390/encyclopedia4010037.
Goleman, D. (2020) Emotional intelligence : why it can matter more than IQ. 25th anniversary edition, with a new introduction [cover]. London: Bloomsbury Publishing.
Lyons, S. and Kuron, L. (2014) “Generational differences in the workplace: A review of the evidence and directions for future research,” Journal of organizational behavior, 35(S1), pp. S139–S157. Available at: https://doi.org/10.1002/job.1913.
Management Association, I.R. (2019) Five Generations and Only One Workforce: How Successful Businesses Are Managing a Multigenerational Workforce. 1st ed. Hershey: IGI Global.
NeuroLaunch editorial team. (2026). Salovey and Mayer Emotional Intelligence: Exploring the Pioneering Ability Model. NeuroLaunch. Salovey and Mayer's Emotional Intelligence Ability Model (Accessed on 18 July 2026).
Pearce, A. (2021) The Value of Emotional Intelligence in a Challenging Workplace. Available at: The Value of Emotional Intelligence in a Challenging Workplace | OpenLearn - Open University (Accessed: 13/07/2026).
Viezzer, S. (2023). How Is Emotional Intelligence Important In The Workplace? [online] Simply Psychology. Available at: https://www.simplypsychology.org/emotional-intelligence-workplace.html [Accessed 21 July 2026].






2

image1.png
Prifysgol Cymru
% Y Drindod Dewi Sant

. University of Wales
Trinity Saint David

»




