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[bookmark: _sxvzeyh6w9ul]Introduction  
In a world with a volatile economy, it is not enough for organisations to have technical expertise alone; rather, soft skills are essential, one of which is emotional intelligence (EQ). Emotional intelligence, which means the ability to identify, comprehend and control own and others’ feelings, is vital for developing good work relationships, enhancing communication and increasing a leader’s effectiveness (Uraz and Arhan, 2020). With more businesses in a position of post-pandemic challenges, digital disruption, and evolving consumer expectations, never has there been a greater demand for emotionally intelligent employees. The best way to do this is through investing in EQ development, which leads to better teamwork, increased employee engagement, and enhanced customer satisfaction that lead to the success of businesses (Lima et al. 2022).
In this report,  it examines the concept of emotional intelligence and mindfulness in the unit of JD Sports, a world-leading sports fashion and footwear retailer. The retail sector that JD Sports operates in is highly competitive; customer-driven and effective leadership, employee resilience and exceptional customer service are vital for sustained success. But the company suffers from high employee turnover, stress in the workplace, and keeping good customer relations, which can be managed through the development of an emotionally intelligent workforce.
The report uses different key emotional intelligence models, such as Goleman’s Emotional Intelligence Model, Bar-On’s Emotional-Social Intelligence Model, and also Mayer-Salovey’s Four-Branch Model, to explore JD Sports’ workplace environment. The paper then evaluates the effectiveness of these models in providing a solution to workforce problems and offers strategic recommendations regarding how EQ training and mindfulness practices can be incorporated into business as part of enhancing employee performance, leadership and business outcomes.



[bookmark: _3t2pnwhrtd6n]Overview of the JD Sports 
 ​JD Sports Fashion Plc, or simply JD Sports, is a British multinational retailer who focuses on sports fashion and outdoor clothing, footwear, accessories and equipment. With roots in a single Bury, Greater Manchester shop, established in 1981 by John Wardle and David Makin, the company has become a global omnichannel retailer. JD Sports provides services in its core JD, complementary concepts, and sporting goods & outdoor segments (Financial Times, 2025a). In February of 2024, JD Sports reported revenues of £10.54 billion, a 4.12% increase from the previous year’s £10.13 billion. The company recorded a massive rise of 186.14% of its net income, which grew to £538.80 million from £188.30 million in the previous year. JD Sports’ ability to thrive in a competitive retail context is highlighted by this financial growth (Financial Times, 2025b)
The company offers a diverse portfolio of its branded sports and casual wear, comprising products from a number of renowned brands, including Nike, Adidas and The North Face, alongside its own private labels, Pink Soda and Supply & Demand. The strategic blend of this product caters to a wide spectrum of consumers' preferences, thus giving JD Sports a strong footing in the market.​  Strategic acquisitions have also been active in JD Sports to boost its market presence. In April 2025, the company announced its acquisition of U.S. retailer Hibbett for $1.08 billion, which was aimed at adding to its presence in the North American market (Financial Times, 2025c). Such a move is consistent with JD Sports’ global expansion strategy, which improves its competitive position in the sports fashion industry. All this notwithstanding, JD Sports has not been without its problems: the wheels can sometimes fall off, as spending habits fluctuated and the external market conditions did. The company also issued a profit warning that was based on tepid consumer spending, which hurt peak season sales and added to promotional activities in January 2025. With these challenges, these are identifying the dynamic nature of the retail industry and indicating the importance of strategic people (Reuters, 2024).



[bookmark: _xiuhrdnhxet9]Introduction of the the key models of emotional intelligence
[bookmark: _6h6yccnqbdhp]1. Introduction to Emotional Intelligence and Its Importance  
Emotional intelligence (EQ) is an individual’s ability to understand and express themselves and to understand and deal with others’ feelings. It is important for successful work because it affects communication, collaboration, and leadership effectiveness (Uraz and Arhan, 2020). In such a volatile business environment as retail, including JD Sports, EQ is more critical as teamwork, customer service, and leadership are the main drivers of performance. Employees with high EQ are better equipped to deal with customer interactions, conflict resolution, contribute to a positive work culture, and consequently improve overall productivity (Lima, Spahi, and Shala, 2022). 
[bookmark: _1ork09fkxfxs]2. Goleman’s Emotional Intelligence Model  
According to Daniel Goleman’s (1995) Emotional Intelligence (EQ), the five key components that help control the success of a workplace are. Self-awareness means being aware of a personal emotion and the effect it has on decisions and performance. Self-regulation gives the opportunity for people to regulate their emotions properly; they can be composed and professional in high-pressure situations (Aamir, 2023). Motivation is an internal drive towards reaching the goals more than just external rewards where there is more persistence and more resilience. Empathy means that one can take the emotions of a person and understand the other person. Empathy is needed for teamwork and also for customer interactions. Finally, the social skills help to create strong interpersonal relationships and build strong relationships, such as effective communication and collaboration (Safarlı, 2021).
EQ plays a significant role in the fast-paced retail environment of JD Sports. To professionally handle team conflicts and have a good workplace environment, leaders and managers have to self-regulate. Strong social aptitude is a valuable skill for store managers to possess to promote collaboration and drive team performance. Moreover, employees with empathy skills are able to relate to customer needs and offer personal service to them, thereby ensuring customer satisfaction and brand loyalty (Aamir, 2023).  
[bookmark: _uasunxhii4go]3. Bar-On’s Emotional-Social Intelligence Model  
The Emotional Social Intelligence (ESI) Model is concentrated on the correlation among emotional and social intelligence that would determine success in the workplace, as advanced by Reuven Bar On (1997). In all, there are five broad categories of the model. Interpersonal skills involve building and maintaining good relationships with people and are important in roles that demand a customer’s involvement. Intrapersonal skills pertain to self-awareness, self-expression, and emotional independence, which help employees to communicate and take decisions independently (Bar-On, 2007). Adaptability is defined as an individual’s capacity to solve problems and flexibility in a changing business environment. Resilience and emotional control are part of stress management and help employees remain composed under the pressures of the workplace. Last, general mood includes a positive attitude, optimism, and being able to keep high workplace mood, which is very important for a motivated workforce (Aljazi and Alrekebat, 2019).
JD Sports is very relevant to the Bar On model when emotional social intelligence is the critical competence for employee performance. Interpersonal skills of the sales employees can lead to building strong customer relationships, resulting in customer loyalty and satisfaction. JD Sports’ fast-paced retail setting is extremely stressful, and as such, stress management is critical to employees who have to deal with heavy workloads and high customer traffic. Moreover, adaptability enables staff to react to changes in consumer trends, sales targets and operational changes (Bar-On, 2007).  
[bookmark: _rysnok7yvn8j]4. Mayer-Salovey Four-Branch Model of Emotional Intelligence  
As stated by John Mayer and Peter Salovey (1990), emotional intelligence (EQ) is a set of cognitive abilities divided into four key branches, known as the Four-Branch Model. The perception of emotions is partly based on the recognition of emotions in oneself and in others, for instance, from facial expression and voice tone. Facilitating thought is the capacity to use emotions to support reasoning and to arrange thought better for decision-making. Emotions are understood as emotional language and the causes and consequences of emotions on behaviour.  In the last, Managing Emotions is concerned with regulation of emotions for the realisation of personal and organisational goals (Mayer et al., 2024). Together, these four branches constitute emotional awareness and control, which are important in professional settings (Rajput and Ali, 2025).
Emotional intelligence has great relevance to JD Sports as it enhances employee and customer interactions. Those store managers who are good at perceiving customer’s emotions can easily detect the customer’s problem and promptly give out an adroit solution to enhance the quality of service. However, by understanding emotions, employees can resolve conflicts in teams by identifying emotional triggers and creating a collaborative work environment. Also, employees who are good at emotion regulation skills don’t get affected by the pressure and so can be calm in the workplace, especially during the high demand sales periods, which is good for workplace efficiency (Mayer et al., 2024).  
[bookmark: _xohwyrj1v6lh]Application of Emotional Intelligence Models to JD Sports 
[bookmark: _ukt7d1kqvynd]1. The Importance of Developing Emotional Intelligence in the Workplace
Emotional intelligence (EQ) is a critical factor of success in the workplace, for example, affecting employee well-being, collaboration and customer service quality. In the dynamic retail environment of JD Sports, teamwork and customer interactions are critical, and thus developing EQ is important to build a productive and positive work culture.
Emotional intelligence has a favourable effect on employee well-being and mental resilience, which is one of the main benefits of emotional intelligence in the workplace. With high emotional intelligence, employees can better deal with stress and maintain a positive attitude, which puts them at less risk of burnout and higher job satisfaction (Drigas, Papoutsi, and Skianis, 2021). It also enables teamwork and collaboration as emotionally intelligent employees communicate efficiently and resolve conflicts in a constructive manner, making JD Sports’ retail environment of quick pace operational (Estrada et al., 2021).
Moreover, EQ also makes the leadership more effective by helping to develop empathy and good communication skills. Leaders who possess emotional intelligence can sympathise with their employees’ problems and give them support, which makes the working environment more inclusive and motivating (Drigas, Papoutsi, and Skianis, 2021). In addition, EQ helps employees to solve problems by controlling emotions, keeping calm in the face of adversity, and making rational decisions.
Customer service quality is a key competitive differentiator for JD Sports, and EQ improves employees’ ability to manage emotions and provide positive customer service. Employees who are emotionally competent can deal with unpleasant customer interactions professionally, which will yield higher satisfaction and increased brand loyalty (Estrada et al., 2021).  
[bookmark: _24aizvqng5tr]2. Relationship Between Emotional Intelligence and Effective Management Communication
At JD Sports, effective management communication also depends on emotional intelligence. Having a high EQ enables managers to set up great workplace relationships and enhance decision making and establish a positive work environment, which in turn enhances employee performance and work engagement.
One of the core aspects of Goleman’s EQ model is the capability to be aware of own emotional triggers and biases. Leadership is improved by this awareness, as managers now are aware that they make objective, well-informed decisions by making a decision as opposed to making an impulsive decision (Aamir, 2023). Similarly, self-regulation enables managers to regulate their feelings under pressure, thereby rational and strategic communication of managers with employees and customers (Jnr. and Dzogbewu, 2021).
Empathy is another crucial EQ element in management communication, and it helps a manager to understand the employee’s concern and the motivation behind it. Empathy is displayed by managers who foster trust and engagement, which result in higher job satisfaction and productivity (Jnr. and Dzogbewu, 2021).  
Additionally, communication in teams is strengthened by social skills. Such relationships by managers cultivate teamwork and minimise workplace conflicts to produce a more collaborative and productive work environment (Jnr. and Dzogbewu, 2021). Effective communication also involves emotional perception and expression, which is as per the Mayer-Salovey model, to express managers correctly understand their employees' non-verbal cues and respond to them accordingly (Singh, Prabhakar and Kiran, 2022).
Finally, the interpersonal skills that Bar-On’s EQ model emphasises include clear and respectful communication between managers and employees to help reduce misunderstandings between them (Bar-On, 2007). 
[bookmark: _6ozwnm1ri09m]3. Emotional Intelligence as a Driver of Business Advantage
 Beyond the dynamics of the workplace, emotional intelligence is a major driver of business advantage for JD Sports. EQ gives a competitive advantage in the competitive retail sector where customer satisfaction and retention of employees have a direct bearing on the business.
The main advantage of emotional intelligence is its role in customer service differentiation. Employees with high levels of EQ can handle interactions with the customers in a more effective way so that the customers get positive experiences, which will encourage brand loyalty and repeat business (Karia, 2021).  
Emotional intelligence also helps in employee retention and a reduced turnover. The more valued workers feel towards their organisation, the more likely they are to remain loyal to their organisation. The use of EQ also helps employees in handling workplace issues in a way that results in less burnout and higher job turnover among employees (Yeke, 2023).  
An important benefit of EQ is that it’s related to leadership and decision-making. Leaders with strong emotional intelligence execute well-balanced, informed decisions, which will lead to the long-term success of the organisation (Vrontis et al., 2021). Leaders with emotional intelligence can tackle workplace challenges properly, thus keeping the workplace stable and growing.
Further, as a high-EQ workforce, team performance and collaboration are direct outcomes. Emotionally intelligent teams are efficient in communication, constructively resolve conflicts, and support the professional growth of each other (Karia, 2021).
[bookmark: _1rbhq2llt9d2]Critical Evaluation of Emotional Intelligence Models Applied to JD Sports  
[bookmark: _yfnb432elcth]1. Effectiveness of Emotional Intelligence Models in JD Sports’ Context
[bookmark: _9d9gefyuw9w8]Goleman’s Model
The model of emotional intelligence (EQ) developed by Goleman has been widely used for leadership development and management of a team. A fundamental weakness of the other frameworks is that they lack a comprehensive framework that covers self-awareness, self-regulation, motivation, empathy and social skills. It is particularly valuable for the managers and team leaders at JD Sports because it gives them the necessary skills to motivate, resolve the conflict, and communicate (Aamir, 2023). Furthermore, Goleman’s model adds to the team collaboration by boosting social awareness and relationship management skills, which are important for JD Sports’ team-based environment (Jnr. and Dzogbewu, 2021).
Nevertheless, there is a critical limitation in this pattern: it is a leader-focused architecture, which does not neatly fit the front-line retail worker who customers interact with the most—in the customer service role. However, Goleman’s insights on leadership may be more helpful to managers than they are to employees on the shop floor (Jnr. and Dzogbewu, 2021).
[bookmark: _yht6lpbkv5k3]Bar-On’s Model
JD Sports’ high-pressure retail environment is reliant on both interpersonal skills and stress management, which the Bar-On model of emotional intelligence focuses on. Employees who have interpersonal awareness are able to improve customer service interactions and have better customer relationships. Furthermore, Bar-On’s emphasis on stress management allows employees to keep their cool during the busy sales periods or stressful situations (Bar-On, 2007).  
The Bar-On model fails to emphasise leadership and decision-making as its limitations. Although it fits the bill in terms of providing its employees with essential emotional and social skills, it is not structured for leadership development as much as JD Sports’ managerial staff would require (Bar-On, 2007).
[bookmark: _ueqlr16r86x7]Mayer-Salovey Model
The Mayer-Salovey model concentrates on four areas: perceiving emotions, enabling thought, understanding emotions and managing emotions. Therefore, this model is highly effective in improving customer interactions since it enhances an employee’s ability to identify the emotions of the customers and respond appropriately (Chaidi and Drigas, 2022). Additionally, the model of emotion regulation underpinned by the model can aid JD Sports employees to cope with workplace stress and remain productive.
Although the function of the Mayer-Salovey model is very beneficial, it is often criticised for being more theoretical than practical. However, due to the fact that JD Sports needs extensive training to implement it effectively, it is difficult, without significant investment in emotional intelligence training programs (Nieto Carracedo et al., 2024), for JD Sports to apply to all employees.
[bookmark: _wardgupcrrvh]2. Appropriateness in Meeting Individual Development Needs
[bookmark: _i0zepea4t3v1]For Managers & Leaders
JD Sports managers and leaders have a high-stakes call to make to engage and manage people. This group is particularly suitable for Goleman’s model as it improves leadership effectiveness through self-awareness, self regulation and social skills (Aamir, 2023). These competencies enable managers to become level-headed in such situations, create motivation to work in teams, and improve communication (Jnr. and Dzogbewu, 2021).
In addition, Bar-On’s model can also be used to develop manager skills like adaptability and stress management. As JD Sports managers work in a fast-paced environment, it’s essential for them to be able to handle stress and be resilient (Bar-On, 2007).
[bookmark: _vl0fyei0ig0v]For Customer-Facing Employees
 JD Sports retail employees are in close contact with customers, and emotionality is a critical element in their success. For this group, the use of the Mayer-Salovey model is very useful, being able to increase the perception and awareness of emotional perception, so employees are able to know better how to interpret the needs of the customer and make their responses accordingly (Chaidi and Drigas, 2022). So it makes the customer very happy, and the brand loyalty even stronger.
Bar-On’s model further adds to resilience and interpersonal effectiveness, which are important for customer-facing employees to handle difficult or dissatisfied customers (Bar-On, 2007).  
[bookmark: _7vj1knxf8yyl]For Team Collaboration & Communication
 Emotional intelligence is important in a retail store like JD Sports, where teamwork is crucial and can prevent conflicts at the workplace. This is where Goleman’s model is very efficient, as it focuses on social skills and empathy, which help people to work together and form good interpersonal relationships (Aamir, 2023).
Additionally, Bar-On’s model facilitates conflict resolution through stress management and adaptability, allowing the employees to handle disagreements and keep the team positive (Bar-On, 2007). 

[bookmark: _sj4hyfz5gvkx]Recommendations and Implementation Plan for Developing an Emotionally Intelligent Workforce at JD Sports 
[bookmark: _l6pfdu4s5i4r]Recommendation
 Training and Development Strategies
[bookmark: _rpaejxune45p]Emotional Intelligence Training Workshops
 JD Sports needs to organise the regular training sessions regarding self-awareness, empathy and emotional regulation to develop an emotionally intelligent workforce. This will enable employees to learn emotional intelligence competencies that are critical for dealing with the interactions in the workplace. To prepare the employees for real-life challenges such as customer complaints, team conflicts and stress management (Kuk, Guszkowska, and Gala-Kwiatkowska, 2021), scenario-based training can be used.  
[bookmark: _t7fkmc2sgy6v]Leadership Development Programs
JD Sports relies on store managers and supervisors to help foster emotional intelligence throughout the company. The EQ model developed by Goleman should form a part of leadership development programs to facilitate decision-making, motivation and social skills. To reinforce EQ behaviours and continuous learning in the organisation, peer coaching and mentoring initiatives can be introduced as well (McCauley and Palus, 2021).
[bookmark: _hgqd7aygklnj]Customer Service Emotional Intelligence Training
It should be that retail employees at JD Sports should be trained on Mayer-Salovey’s model to read customer emotions and respond empathetically. This will give the customer satisfaction and the brand loyalty. Daily interactions should include techniques like active listening and conflict resolution in order to enhance the customer experience and to make it more engaging and positive (Zhang and Adegbola, 2022).
[bookmark: _4btaifdc6xl4]Mindfulness and Emotional Regulation Practices
[bookmark: _95uu0is6jpo]Mindfulness Training for Stress Management
· Offer short mindfulness exercises before shifts to enhance focus and emotional stability.
· Introduce mobile mindfulness apps for employees to practice self-regulation during breaks (Micklitz, Wong, and Howick, 2021).
[bookmark: _rrlblaxn6dk8]Workplace Wellness Initiatives
· Implement stress management workshops focusing on adaptability and emotional resilience.
· Provide access to mental health support programs for employees facing workplace pressures (Keller et al., 2022).
[bookmark: _whab9bunwm9r]4. Organizational Systems and Processes to Foster EQ
[bookmark: _xprrxlt8z0to]Performance Evaluation Based on EQ Metrics
· Incorporate emotional intelligence indicators, such as empathy, teamwork, and conflict resolution, in performance reviews (Steurer, Hill, and Pfeifer, 2021).
[bookmark: _y9kybhz8pc8i]Recognition and Reward System for EQ Behaviors
· Establish an employee recognition program to reward staff for exceptional emotional intelligence in leadership and customer service (Jena, 2022).
By embedding EQ in JD Sports’ culture, employee engagement and collaboration will improve, leading to better business performance.
[bookmark: _3pcpi0y1oyc8]Implementation Plan
	Strategy
	Action Steps
	Responsible Party
	Timeline
	Expected Outcome

	EQ Training Workshops
	Self-awareness, empathy, and regulation training; scenario-based exercises.
	HR & Training Team
	3-6 months
	Improved teamwork & conflict resolution.

	Leadership Development
	Goleman’s EQ model training; peer coaching & mentoring.
	HR & Senior Management
	6-12 months
	Stronger leadership & decision-making.

	Customer Service EQ Training
	Mayer-Salovey model for emotional perception; active listening & conflict resolution.
	Customer Service & Training Team
	3-6 months
	Better customer interactions & satisfaction.

	Mindfulness & Stress Management
	Pre-shift mindfulness exercises; mobile apps for self-regulation.
	HR & Wellness Coaches
	3-6 months
	Reduced stress & improved focus.

	Wellness Initiatives
	Stress management workshops; mental health support.
	HR & Wellness Team
	Ongoing
	Higher well-being & resilience.

	EQ-Based Performance Evaluation
	Incorporate empathy, teamwork, and conflict resolution in reviews.
	HR & Management
	6 months
	Enhanced employee collaboration.

	Recognition & Rewards
	Reward employees demonstrating strong EQ in leadership & service.
	HR & Management
	6-12 months
	Higher engagement & retention.

	Improved Communication
	Employee feedback platforms for better team collaboration.
	HR & IT
	3-6 months
	Stronger communication & engagement.


[bookmark: _hxo8hfetpqeg]
[bookmark: _9gmkv9vnpskc]Conclusion 
Customer satisfaction, employee engagement, and leadership effectiveness at JD Sports are things that are driven by emotional intelligence. Integrating Goleman’s, Bar-On’s and Mayer-Salovey’s EQ models, the company can tackle such problems as high employee turnover, workplace stress and inconsistent customer experiences. Structured EQ training, leadership development, and implementation of mindfulness practices will help for emotional regulation, resilience and interpersonal skills. Furthermore, including EQ metrics in performance evaluations and recognition systems will promote the emotional intelligence culture. The investments in EQ development will allow JD Sports to develop a more adaptive, motivated and high-performing workforce, securing long-term business success.
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pressure and thus suffer from stress In hgh-pressura sitations | try to e
ircerested s from 3 personal point of view in order o undersand dferent
poins of view and to strangthen my relatonships. Yet, | have Gy in
forsiing and forzetting when there is 3 corfic, taking time lenger than
needed to forgive and forget. | understand thesa challenges and ncend o
better my emotional regulation 3 walla corfc resoluton sl

2.2 The Impact of My El Skills

Both the posicive and the negative outcomes of my curre Emotional
Irceligence (€] skils are scarting to manffest. Commuricaton and the sbilty
o empathizs have basn srorg il 2 helping me bu rust with collssgus
and mantn 208 raisionships (0Tools, 2024, Teamwark becams more
effecive and misunderstandings from alowing my abilty to liten and
acknowladge others perspecives. There are, however, cartan El wesknesses.
crat have prasented challenges. | somatimes strugge to own mistakes and it
s had an effec on my crediilty and even my professional relatonships.
This also causes anger to be 2 lingaring in my relatonships as i is inmy.
personal corficts, nesstvely sfecting emotionsl wellberg. Another
Crallange i<l manssing emations under pressurs, which ssds o sress and
mkes rusned decizons I order to be better wih emations! resuiation and
dison-making, | mut buld seF-corfdence, ke responstly and & 20 of
Sny pes corficls). These wil low m 1o develop and have 3 chencs o
navigace chalenges more effetvel.

\

Strategies for Improving and
Capitalizing on My EI

3.1 Key Areas for Improvement 3.2 Actionable Steps for

One key aresfor improvement s tking resporstiey  IMPOVement
for my actions. Acknowledging miskes and beirg
sccountatie wil erengthen trst in both personsl and (o2 Tomamm

professionsl rlatonships (Munro, 2019, Another ares

trat needs msenton is cortroling smotions under

presre. Developing sef-corfidence and _staying
composad will help me make batter dacsions. in

Sressul situations (Gunes and Vetim, 2023, Lemty, | [ | e

need to work on forgiving and lacing g0 of pax

corfis. Holding ont resentmers afects emotionsl

wlbsaing and relstionshps. Lesrning o mave forward

il improve my sbity to maintain postive ntaractions v

and focuson growth rather than pas grisvancas. T

Conclusion

Emotions!neligence (€I isimportart in 3 process of Communication, decisors making and Relationship
Management. After reficting on my stengths, ve 350 picked Up on the aress that | need toviork on,
which include findig out what | will be responsible for f there's a conflic, controlling my emotions
when | work Unde pressure, and how o forgive that we hve been sngrie. An orgoing development of
El leats o personal and professonal succes, reducing conflicts in work and bad managers and
incressing _colldboraton, resience and weltbeing. The svategies of applying mindiuines,
accountabilty, and empathy will st me in improving relationships and making better dcisons and
managing complex stuations. Actwely working on my EI will help me t0 grow in my personal capacty
nd ad valueto my professonal environment:
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