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1. Introduction

Emotional intelligence has become an important concept in contemporary organisations because workplace success depends not only on technical ability, but also on how people understand and manage emotions in professional settings. Emotional intelligence can be broadly understood as the ability to recognise, interpret and regulate emotions in oneself and others in ways that support effective thinking, behaviour and relationships.

Employees are required to manage not only their own reactions, but also the emotional impact of their behaviour on colleagues, managers and customers. For this reason, emotional intelligence is often associated with stronger leadership, improved communication and better workplace relationships. Research in organisational behaviour has also argued that emotional intelligence remains highly relevant in explaining employee behaviour and effectiveness at work (Ashkanasy and Daus, 2005).

This report will critically examine how employees may use emotional intelligence in the workplace, supported by relevant emotional intelligence models studied in class. It will then explore generational differences in organisations, focusing on Generation X, Generation Y and Generation Z, and discuss the implications of these differences for management, recruitment and the creation of effective work environments.


2. Emotional Intelligence in the Workplace

2.1 Definition of Emotional Intelligence

Emotional intelligence refers to the ability to recognise, understand and manage one’s own emotions, as well as the emotions of others. It involves being aware of emotional responses, regulating reactions appropriately and using emotional information to guide thinking and behaviour in different situations (Mayer and Salovey, 1997). In the workplace, emotional intelligence is considered a critical skill because it supports effective communication, collaboration and decision-making.

Emotional intelligence is not only about controlling emotions but also about understanding how emotions influence behaviour. Employees with higher emotional intelligence are more likely to respond to challenges calmly, adapt to change and maintain positive working relationships. This makes emotional intelligence particularly important in modern organisations, where teamwork and interpersonal interactions are essential for performance.

Furthermore, emotional intelligence contributes to both individual and organisational outcomes. It supports stress management, improves problem-solving and enhances the ability to work under pressure. As organisations become more dynamic and diverse, the ability to manage emotions effectively becomes increasingly valuable for maintaining productivity and workplace harmony (Goleman, 1995).

2.2 Emotional Intelligence Models

Mayer and Salovey Model

The Mayer and Salovey model presents emotional intelligence as an ability-based framework. Its main idea is that emotional intelligence is a form of mental ability that helps individuals process emotional information and use it effectively in thinking and behaviour. In this model, emotional intelligence is not simply a personality trait or a workplace behaviour, but a structured ability that develops through four related levels. The model is often understood as a ladder because each level builds on the previous one (Mayer and Salovey, 1997).

The first level is perceiving emotions. This refers to recognising emotions in oneself and in others through facial expressions, tone of voice and body language. For example, an employee may notice that a colleague is becoming frustrated during a team meeting even before the person says anything.

The second level is using emotions to facilitate thinking. At this stage, emotions are not only recognised but also used to improve judgement, creativity or problem-solving. For example, a manager may use a positive emotional atmosphere to encourage brainstorming and collaboration during a project discussion.

The third level is understanding emotions. This involves interpreting emotional changes and recognising how one feeling may lead to another. For example, an employee may understand that disappointment after negative feedback can develop into frustration or withdrawal if it is not managed properly.

The fourth level is managing emotions. This is the most advanced stage, where individuals regulate their own emotions and respond appropriately to the emotions of others. For example, a team leader may remain calm during conflict and help others return to a constructive discussion. This model is particularly useful because it explains emotional intelligence as a gradual process of emotional perception, interpretation and regulation.

Goleman Model

The Goleman model takes a more practical and workplace-focused approach. Its main idea is that emotional intelligence is a competency framework linked to effective and professional performance. Rather than presenting emotional intelligence only as a mental ability, Goleman organises it into competencies that can support leadership, teamwork and organisational effectiveness. This model is present through four broad domains: self-awareness, self-management, social awareness and relationship management (Goleman, 1995).

Self-awareness includes emotional self-awareness, accurate self-assessment and self-confidence. For example, an employee who understands that they become anxious under pressure is more likely to prepare effectively before an important presentation.

Self-management includes self-control, transparency, adaptability, achievement, initiative and optimism. For example, this may be shown when a worker remains composed during organisational change and adjusts positively to new demands.

Social awareness includes empathy, organisational awareness and service. For example, a supervisor with empathy may recognise when team morale is low and respond with support.

Relationship management includes inspirational leadership, influence, developing others, change catalyst, conflict management, and teamwork and collaboration. For example, a manager may use these competencies to resolve disputes, motivate staff and improve cooperation across a team. Overall, the Goleman model is highly relevant to workplace contexts because it connects emotional intelligence directly with day-to-day organisational behaviour.

2.3 How Employees May Use Emotional Intelligence in the Workplace

Employees may use emotional intelligence in the workplace by recognising their own emotional responses, understanding the feelings of others and adjusting their behaviour in ways that improve relationships, communication and performance. Emotional intelligence is especially important in modern organisations because work is rarely completed in isolation. Most roles involve interaction with colleagues, customers, managers and wider teams, so emotional awareness becomes a practical workplace skill rather than only a personal quality. Emotional intelligence supports communication, teamwork, conflict management and leadership, all of which are closely linked to organisational performance (Goleman, 1995).

One important use of emotional intelligence is in communication. Employees with emotional intelligence are better able to choose the right tone, listen actively and respond appropriately to verbal and non-verbal cues. This reduces misunderstandings and helps create clearer professional interactions. Effective listening, empathy and understanding different communication styles are essential parts of emotional intelligence in workplace settings (Mayer and Salovey, 1997). An employee who notices that a colleague is stressed, for example, may choose to speak calmly and ask open questions rather than respond defensively.

Emotional intelligence is also used in teamwork and relationship building. Self-awareness helps employees understand how their emotions affect their behaviour, while social awareness helps them recognise how others may be feeling. This makes collaboration easier because individuals are more likely to adapt, compromise and contribute positively to group tasks. In team environments, emotionally intelligent employees can build trust, support colleagues and manage differences more constructively. Goleman’s competency framework is especially useful here because it links relationship management to teamwork, collaboration, influence and developing others.

Another key use of emotional intelligence is in conflict management. Disagreements are common in organisations, particularly under pressure, but emotional intelligence can reduce the risk of conflict becoming destructive. Employees with stronger self-management are more likely to control impulsive reactions, remain calm and think before responding. They are also better able to understand the emotions behind other people’s behaviour. This supports more constructive problem-solving and allows conflict to be addressed without unnecessary escalation (Cherniss, 2010). This report also link emotional intelligence to improved impulse control, fewer distractions and better handling of difficult workplace situations.

Mindfulness can further strengthen how employees use emotional intelligence at work. The slides define mindfulness as moment-by-moment awareness and explain that it helps reduce emotional reactivity, improve focus and support behavioural regulation (Kabat-Zinn, 2012). In practice, mindfulness may help employees pause before reacting, remain present during difficult conversations and manage workplace stress more effectively. This is particularly relevant when organisations expect employees to make decisions under pressure, maintain professionalism and work cooperatively with others. As a result, emotional intelligence and mindfulness together can contribute to healthier relationships, better judgement and stronger workplace performance.



2.4 Critical Evaluation of Emotional Intelligence Models

The Mayer and Salovey model and the Goleman model offer different but complementary perspectives on emotional intelligence. While Mayer and Salovey define emotional intelligence as a cognitive ability related to processing emotional information, Goleman presents it as a set of competencies linked to workplace behaviour and performance. This distinction is important because it influences how emotional intelligence is understood and applied in organisational contexts.
The Mayer and Salovey model provides a strong theoretical foundation for emotional intelligence. Its structure, based on four hierarchical abilities, allows a clear understanding of how individuals perceive, use, understand and manage emotions. This makes it particularly valuable for academic research and analytical purposes.
Strengths of the Mayer and Salovey model:
· Scientific and structured approach
· Clear ability-based framework
· Useful for analysing emotional processes
Limitations of the Mayer and Salovey model:
· Less practical in everyday workplace situations
· Difficult to apply directly to leadership and management behaviour
In contrast, the Goleman model focuses on emotional intelligence as a set of competencies that directly influence workplace performance. The framework presented include self-awareness, self-management, social awareness and relationship management, is closely aligned with real organisational needs such as teamwork, communication and leadership. 
Strengths of the Goleman model:
· Highly practical and workplace-focused
· Easy to apply in organisational settings
· Widely used in leadership and management development

Limitations of the Goleman model:
· Less scientifically precise
· May overlap with personality traits and general management skills
· More difficult to measure consistently

The key differences between the two models can be summarised as follows:
	Mayer and Salovey
	Goleman

	Ability-based model
	Competency-based model

	More theoretical
	More practical

	Strong scientific structure
	Strong workplace application

	Focus on emotional processing
	Focus on behavioural competencies

	Harder to apply directly
	Easier to apply in management



Overall, both models contribute significantly to the understanding of emotional intelligence, but they differ in terms of theoretical rigour and practical application. Mayer and Salovey provide a clear and structured explanation of emotional intelligence as a cognitive ability, which supports academic analysis and measurement. In contrast, Goleman’s model offers a more practical framework for improving workplace behaviour and performance. However, some researchers argue that Goleman’s approach lacks scientific precision, as it combines emotional intelligence with personality traits and general competencies, making it more difficult to define and measure consistently (Cherniss, 2010). Therefore, combining both perspectives allows a more comprehensive understanding of emotional intelligence, linking theoretical knowledge with practical application in organisational environments.



3. Generational Differences and Management in the Workplace

3.1 Generational Diversity in Organisations

Generational diversity refers to the presence of employees from different age groups within the same organisation, each shaped by distinct social, economic and technological experiences. In modern workplaces, it is common to find multiple generations working together, including Generation X, Millennials and Generation Z. These groups often differ in their values, communication styles, expectations and approaches to work, which can influence organisational dynamics and performance (Robbins and Judge, 2017).

Understanding generational diversity is important because it affects how employees interact, collaborate and respond to management practices. For example, older generations may value stability, structure and traditional communication methods, while younger generations may prefer flexibility, digital communication and rapid feedback. These differences can create both opportunities and challenges within organisations. When managed effectively, generational diversity can enhance creativity, innovation and problem-solving by bringing together a wide range of perspectives. However, if not managed carefully, it can also lead to misunderstandings, communication barriers and conflict (Northouse, 2019).

From a management perspective, recognising generational differences is essential for creating an effective work environment. Managers need to adapt their leadership style, communication methods and motivational strategies to meet the needs of different employee groups. Emotional intelligence plays a key role in this process, as it enables managers to understand diverse perspectives, respond with empathy and build positive relationships across generational boundaries. This supports a more inclusive and collaborative workplace culture, where employees feel understood and valued regardless of their age or background (Cherniss, 2010).

Overall, generational diversity is not simply a challenge to be managed, but a valuable organisational resource. When supported by effective leadership and emotional intelligence, it can improve team performance, strengthen workplace relationships and contribute to long-term organisational success.

3.2 Generation X

Generation X generally refers to employees born between 1961 and 1980. In the workplace, this generation is often associated with independence, adaptability and a relatively informal approach to management. The Generation X is describe as diverse, techno-literate and more comfortable with egalitarian leadership styles, which suggests that they tend to value competence and flexibility rather than rigid hierarchy.

Many members of Generation X developed professionally during periods of economic and technological change, which may explain their preference for self-reliance and practical problem-solving. Compared with older generations, they are often more open to technology and less dependent on highly formal structures. At the same time, they may still value professional stability, clear expectations and respect for experience.

For managers, understanding Generation X is important because this group often responds well to autonomy, trust and direct communication. Employees from this generation may prefer to be judged by results rather than close supervision. Therefore, emotionally intelligent managers need to balance support with independence, allowing these employees enough freedom while still maintaining clear organisational goals and expectations.

3.3 Generation Y (Millennials)

Generation Y, also known as Millennials, is commonly identified as employees born between 1980 and 1995. This generation is often described as team-focused and more likely to favour leaders who create harmony and encourage collaboration. Other research in the teaching materials also notes that generational differences can involve overlaps, but Millennials are frequently linked with expectations of personal development, feedback and meaningful work (Helyer and Lee, 2012).

In workplace settings, Millennials are often associated with strong interest in work-life balance, inclusion and continuous learning. They may place greater value on supportive management, open communication and opportunities for progression. As a result, they are likely to respond positively to managers who show empathy, recognise contribution and create cooperative team cultures.

These characteristics are important for managers during recruitment and retention. Emotionally intelligent managers need to understand that Millennials may expect not only salary and job security, but also engagement, recognition and a sense of purpose. Managing this generation effectively therefore requires social awareness, adaptability and communication skills, particularly when aligning organisational expectations with employee motivation and career aspirations.

3.4 Generation Z

Generation Z refers to the generation emerging after Millennials. This group is described as technology-driven, non-conformist and collaborative, while also noting that age ranges are not fixed (Knapp et al., 2017; Twenge and Campbell, 2008). For consistency in this report, Generation Z is understood as the employees born after 1995.

Generation Z has grown up in a highly digital environment, which strongly influences its workplace expectations. Employees from this generation are often comfortable with rapid communication, digital systems and technology-based learning. However, this generation may also face communication challenges, particularly in face-to-face interactions.

For managers, this generation can offer significant benefits, particularly in innovation, technological confidence and collaborative working. At the same time, effective management may require flexibility in communication, support with professional development and awareness of different expectations around feedback, progression and hybrid or remote work. Emotional intelligence is especially important here because managers need to interpret emerging workplace behaviours without relying on stereotypes, while still creating an environment where younger employees can integrate successfully into multigenerational teams.

3.5 Managerial Implications for Recruitment and Effective Work Environments

Managing a multi-generational workforce requires managers to recognise that employees from different generations may have different expectations, communication styles and work preferences. Emotional intelligence plays a key role in both recruitment and daily management, as it helps managers understand individual differences and respond more effectively to diverse needs within the organisation (Lyons and Kuron, 2014).

In recruitment, emotionally intelligent managers are more likely to avoid stereotypes and assess candidates based on their skills, behaviours and potential contribution. Generational research suggests that differences in work attitudes and expectations are influenced by both age and context, meaning that managers should take a balanced approach when evaluating candidates (Twenge, 2010). For example, some individuals may bring experience and independence, while others may offer technological skills or adaptability. Recognising these differences can support more inclusive and effective hiring decisions.

Emotional intelligence is also important for creating effective work environments. Managers need to adapt communication styles to meet the preferences of different generations. While some employees may prefer autonomy and direct communication, others may expect regular feedback, collaboration or flexible working practices. Understanding these differences can reduce misunderstandings and improve team performance (Parry and Urwin, 2011).

In addition, emotional intelligence supports conflict management and team cohesion. Generational differences can sometimes lead to tension, particularly when expectations about work or communication differ. Managers with strong self-regulation and social awareness are better able to respond calmly, manage disagreements and maintain positive working relationships.

Overall, emotionally intelligent management supports fair recruitment practices and helps create inclusive work environments where employees from different generations can contribute effectively and perform successfully.


4. Recommendations

Organisations should provide structured emotional intelligence training for managers and employees. This should focus on self-awareness, self-regulation, empathy, communication and conflict management, as these skills are central to successful workplace relationships and performance.

It is also recommended that organisations introduce mindfulness-based practices to support emotional regulation and wellbeing at work. Research has shown that mindfulness interventions can improve psychological health, reduce stress reactivity and strengthen behavioural regulation, which may help employees respond more effectively in demanding work environments (Fjorback et al., 2011). Simple practices such as short breathing exercises, reflection periods or mindful pauses in meetings could be introduced without major organisational cost.

In addition, managers should adapt recruitment and management strategies to the needs of different generations. This includes using flexible communication styles, reducing generational bias and creating environments where different perspectives are valued. Evidence also suggests that mindfulness-based approaches can contribute positively to wellbeing and emotional resilience, which supports both individual performance and healthier organisational cultures (Bohlmeijer et al., 2010).



5. Conclusion

In conclusion, emotional intelligence is a highly relevant concept in workplace settings because it helps employees manage emotions, communicate effectively and maintain productive relationships. The discussion in this report has shown that emotional intelligence can be understood through different theoretical perspectives. The Mayer and Salovey model explains emotional intelligence as an ability related to emotional processing, while the Goleman model provides a more practical framework connected to workplace competencies and performance. Together, these models offer a useful basis for understanding both the theory and application of emotional intelligence in organisations.

The report has also shown that emotional intelligence supports important workplace functions such as communication, teamwork, conflict management and adaptability. These areas become even more significant in organisations where employees from different generations work together. Generation X, Millennials and Generation Z may differ in values, expectations and communication preferences, which can influence how they respond to management and organisational culture.

For this reason, managers need to combine emotional intelligence with an awareness of generational diversity in order to recruit fairly, lead effectively and build inclusive work environments. Overall, emotional intelligence should be viewed not as an optional soft skill, but as a practical and strategic capability that contributes to employee effectiveness and organisational success.
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