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Developing emotional intelligence for the workplace.
[bookmark: _Toc129692778]Introduction.
This report will critically evaluate theories of emotional intelligence and their relevance to workplace development and business performance. It will also use theories of emotional intelligence and mindfulness to review the effect of emotions on my own workplace performance.

[bookmark: _Toc129692779]What is mindfulness?
There are many different definitions of mindfulness. Jon Kabat Zinn, 2004 States that” mindfulness means paying attention in a particular way, on purpose, in the present moment and non-judgmentally.”
Another definition of mindfulness is a psychological state in which one focuses attention on events occurring in the present moment. (Brown and Ryan, 2003. Dane 2011.) 
There has been an increase in research in several fields of mindfulness. Some of these fields include clinical counselling and psychology (Bishop et al., 2004 Shapiro et al., 2008), social and personality psychology (Giluk, 2009. Niemiec et al, 2010), neuroscience (Cresswell et al, 2007. Davidson et al., 2003), medicine (Epstein. 1999. Santorelli 1999), and education (Burke, 2010. Napoli et al., 2005).
 All these areas associate the benefit of mindfulness with historically based claims that suggest that focusing on the present gives various benefits. An example of this is the research that shows positive mindfulness is related to vitality, life, and satisfaction. Negative mindfulness is related to depression, anxiety, and stress. (Brown et al., 2007. Glomb, 2011).
What these scholars have argued is that mindfulness allows people to assess circumstances dispassionately, and therefore come to decisions more objectively (Shapiro et al., 2006; Weinstein et al., 2009), and makes them more effective at regulating their thoughts, and emotions effectively (Lakey et al., 2007; Masicampo and Baumeister, 2007; Papies et el., 2012).
Different research shows that mindfulness can have a positive impact on task performance. This research has demonstrated that mindfulness improves positivity and judgment accuracy (Kiken and Shook, 2011), insight-related problem-solving (Ostafin and Kassman, 2012), and academic performance (Shao and Skarlicki, 2009).
These findings suggest that mindfulness enhances cognitive flexibility which resonates with another research (Moore and Malinowski, 2009).
Overall, there is strong evidence that mindfulness improves emotional intelligence and health in general.


[bookmark: _Toc129692780]Workplace Mindfulness
Decisions must be made constantly in the workplace as the dynamic working environment requires real-time decision-making. As such, mindfulness is vital in these situations (Dane, 2011; Vogus, 2011; Weick and Roberts, 1993).
A difficult decision in a complicated environment can be challenging to make, especially when the decision needed is made in an emotional environment or it is going to generate an emotional reaction from others.
 Mindfulness will help make a more objective decision minimizing the emotional influence of the self or others. This is not easy or even natural though, meaning individuals may need to practice or train their focus to be mindful in such situations (Fehr and Gelfand, 2012; Hülsheger et al., 2013; Lee, 2012).
Mindfulness is considered a state, all things being equal, studies have shown that some people are more mindful than others and would therefore need less training (Baer et al., 2006; Brown and Ryan, 2003; Lau et al., 2006). This also means it is technically both a state and a trait (Watson et al., 1988).
Individual differences will make a difference in workplace settings, as the environment can provide a different backdrop to their normal state. For example, a person who is usually mindful outside of work due to being a relaxed person can become less mindful when under work-related stress. These individuals would benefit from training that focuses their mindfulness in certain circumstances. This would profoundly adjust their performances in these circumstances (Elsbach and Pratt, 2007; George, 2009; Zhong and House, 2012).
This is due to mindfulness providing many different improvements to performance in various areas like cognitive flexibility and alertness (Moore and Malinowski, 2009; Zeidan et al., 2010), and helps prevents distractions and mistakes (Herndon, 2008).
Aside from the more mindful and less mindful individuals’ studies show that some individuals are mindful on “cue”, in other words, some event triggers them to be mindful when some given situation or event occurs. Mindfulness is stimulated in this sense and not necessarily a state or trait.
So there is a combination of dispositional, experiential, and contextual factors that affect individuals’ mindfulness, which makes the assessment of mindfulness in the workplace complex, and creates a wide variance between individuals.  



[bookmark: _Toc129692781]Mindfulness and its Impact on Performance
Based on the research findings we predict that mindfulness will be beneficial in a dynamic workplace as it helps with decisions made in real-time. This is because a new situation brings new critical information that needs to be assessed objectively. New information may bring new possibilities or unseen pitfalls that must be predicted and accounted for. These assessments will inform the individual on how to proceed (Dane, 2013; Endsley, 1995).
As mentioned earlier mindfulness also helps avoid mistakes, reducing the risk of oversight or carelessness.
Another reason mindfulness is particularly useful in a dynamic workplace is that these environments are usually associated with high levels of emotional response particularly stress. These are by-products of unpredictability and time-related pressure (Brehmer, 1992; Klein, 1998). What tends to happen over time in this environment is that individuals tend to accumulate psychological and physiological damage which results in a desire to leave the organisation (Begley, 1998; Kemery et al., 1987).
These job-related demands don’t automatically result in the individual leaving the organisation however, this ultimately depends on a number of factors including their working environment as a whole and individual influences (Cardador et al., 2011; Meyer et al., 2002).

The premise here is that mindfulness will have a positive impact on job performance in a dynamic working environment as it helps them navigate potentially stressful circumstances with more clarity and focus. This makes them more pro-active and adaptable to these situations (Shapiro et al., 2007; Weinstein et al., 2009). It also allows them to approach a stressful situation with more calmness and less anxiety (Brown et al., 2007; Carlson, 2013; Shapiro et al., 2006).
Mindfulness provides the individual with self-regulation which in turn guards against emotional exhaustion and helps to negate the negative impact of a stressful work environment (Hülsheger et al., 2013).
Given this research evidence we predict that individuals with a high sense of mindfulness would be able to navigate a dynamic working environment and be far less likely to seek a permanent departure from the organisation.

[bookmark: _Toc129692782]Mindfulness different to Work Engagement
A lot of research has been done around work engagement. By work engagement we mean the extent an individual is dedicated or invigorated to do their role (Bakker, 2011; González-Romá et al., 2006; Schaufeli and Bakker, 2004).
Work engagement can be comparable to mindfulness in some respects. Both work engagement and mindfulness can lead an individual to focus on the present moment and lead them to direct their mental forces towards the task at hand (González-Romá et al., 2006; Leroy et al., 2013).
However, work engagement is less effective in a dynamic situation as mindfulness is. Work engagement will help the individual when things are going as normal but when things change or become stressful mindfulness becomes more effective.
Work engagement does not seem to have as positive an effect on turnover either. An individual who works hard due to work engagement will not necessarily have the tools to deal with a stressful situation, and if the situation is repeated or regular it can cause see individual to seek to leave.
This highlights the benefit of mindfulness in the workplace as it is not only a coping mechanism for dynamic or stressful environments, but it also increases the likelihood of an individual to stay in a role that others may find too difficult to navigate.
Being engaged in a role is very important (Crawford et al., 2010) and there is much research to support the benefit of an engaged workforce however, when individuals practice mindfulness whilst being engaged it gives a more robust workforce that can navigate constant change and stressful job roles.
In summary it is clear to see that mindfulness has an important role to play in job performance This is especially prevalent in dynamic or stressful environments. Not only does mindfulness supplement work engagement in difficult situations but it also helps with staff retention. All the research points to a more productive individual in the workplace when they use mindfulness to navigate their role.
Emotional responses 2 dynamic situations is better managed through mindfulness and gives the individual a better emotional intelligence. In the next section we will look at emotional intelligence and the role that plays in the workplace.

[bookmark: _Toc129692783]The Role of Emotional Intelligence in the Workplace
In Ancient Greece, Greek philosophers thought that logic was superior to feelings because people can agree rationally with logic. They knew that people often disagreed on feelings, but with rationale, they could agree (Shapiro et al., 2006; Weinstein et al., 2009).
This notion however is not accepted by all. In 18th century Europe for example the notion to follow your heart was identified as a way of finding your true self. this elevation of emotions is indirect contradiction with the Greek stoics and their idea that emotions should be managed by logic.
So, where the usefulness of mindfulness is almost universally accepted the usefulness of emotional intelligence is more highly contested. To compare and contrast these two opposing views of emotional intelligence we first need to identify a definition for emotional intelligence before we can monitor its usefulness in the workplace.

[bookmark: _Toc129692784]What is Emotional Intelligence?
Emotional intelligence is sometimes referred to as EQ or EI was popularised by Dan Goleman in his 1996 book of the same. Other key figures in this field of research in Beldoch, Gardner, Salovey and Mayer. Emotional intelligence is commonly defined as the ability to recognise and identify your own emotions and the emotions of others. This information is then used to guide behaviour.
Under this definition EI is thought to be a vital tool for managers in the workplace as there is often confrontation that needs to be resolved. The ability to identify why people are emotional would be beneficial to helping resolve their issues whilst at the same time not adding fuel to the fire by being emotional yourself (Goleman, D. 1996).
In contrast to this there is a school of thought that EI may not even exist and is just another phrase for agreeableness. In this respect it is the opposite of what you need to be a successful manager as many of the top managers are there because they are disagreeable rather than agreeable.
One of the experts who hold this view is clinical psychologist Jordan Peterson who states in his video: Emotional Intelligence Does Not Exist that “EI probably does not exist because it's just agreeableness. You know how you always hear you need emotional intelligence to to thrive in the workplace? Well, it turns out that's exactly backwards because disagreeable people do better as managers in the workplace, so it's actually if you lack emotional intelligence, you are likely to be an effective manager. So emotional intelligence is a great indicator type of pathology and psychology because it was invented by a journalist. You can't just have some word invented by a journalist and then go make a whole enterprise out of it. You have to find out if it is really there and there is not a lot of evidence that it is.”
The hypothesis here is that EI is just a substitute for sympathy, empathy and agreeableness. If that is the case, then the argument is that EI could be counterproductive. For example, if you end up being over-sympathetic to someone you can actually damage them, like if you feel too sorry for your children your empathy isn’t doing them any good. Sometimes telling them to quit whining and go outside would because that’s the right response sometimes.
Both opposing ideas seem to hold some water and the devil is likely in the detail. A lot of managers at the top end of organisational structures are not agreeable people and this is because agreeable people find it harder to make difficult decisions. They would usually end up delaying decisions at cost to the company or not making the decision at all, as they are too empathetic to the people that the decision would affect. For this reason, it is easy to see why disagreeable people being at the top end of organisational structures is right. In these areas of the business, it is required for individuals to be ruthless and put the company’s future before individual emotions.
The hypothesis that emotional intelligence is counterproductive in this situation rings true.
However middle to lower management who are in direct contact with the workforce would seem to benefit from emotional intelligence after directly deal with the emotions of the staff that are providing the output that the business requires. In this sense, emotional intelligence where it connects people together is a useful tool especially with lower-level problem solving.
So rather than these two views on emotional intelligence opposing each other as an either/or situation it is possible that it is a both/and situation where they are both at play at the same time in different areas of a business structure.
A middle to lower management position will also require a certain degree of agreeableness because they are serving both individuals below them and above them in the organisational hierarchy. The need to be agreeable further up the managerial chain is less frequent as they are more likely the persons that need to be agreed with rather than the person that needs to agree. 
The hypothesis that EI is an essential part of management assumes that a manager needs to empathise with staff to get the best out of them, and this is best done by identifying why they are displaying certain emotions at a given point in time.
The hypothesis that EI is just another word for agreeableness and is the opposite trait that a successful manager needs assumes that good management and therefore management progression is based on being ruthless enough to do what is required to get the best results despite the potential of emotional upset for others.
On analysis these assumptions reveal the type of manager that is being described, and shows that there are two different levels of management that are actually being discussed rather than management in general.
Both these viewpoints though have an underpinning assumption that focuses on EI as an ability or lack thereof, but there is other research that would frame EI as an ongoing part of our perception which is used in everything from colour perception to self-insight and as such is always being used (Hilgard 1980, LeDoux 2000).
From this perspective we are always using emotional intelligence. For example, it is used to decide if we like a colour, as this decision is based on how the colour makes a feel, therefore we are harnessing our emotions to decide which is the essence of EI, even though this is done at a more subconscious level. This kind of “personal preference” decision making some believe is rooted in EI and can be developed in more conscious decisions to be harnessed further like in the more classical definition of EI.
So, EI can be viewed from many different angles, and based on which research is used can be anything from the fabric of all decision making to the honed ability of harnessing your emotions to make better decisions. Whether EI is simply a replacement phrase for other ideas or an emerging field in psychology is still not conclusive and neither are its benefits or drawbacks. This is not to say that it cannot be used in the right setting to improve relationships in the workplace though, the data to support that is conclusive. Researcher like (Lyubomirsky et al. 2005) demonstrate that EI allows the individual to make better decisions.

[bookmark: _Toc129692785]Using Mindfulness and EI in the Workplace
In order to apply emotional intelligence and mindfulness to the workplace we will break them down into components to see how each one can be applied in a more specific manor.
The five components of emotional intelligence as outlined by Goleman; D (1998) are:
· Self-Awareness
· Self-Regulation
· Motivation
· Empathy
· Social Skill
One of the first things Goleman states in his book is that IQ contributes at best 20% towards a person’s success and EI is a significant part of the remaining 80%.
The first component of EI is self-awareness. Self-awareness is telling the truth about yourself to yourself. For example, if an individual realises, they are not always honest about being truthful to themselves, they are actually displaying self-awareness as they realise, they are not always honest.
It is also about being aware of your feelings and emotions in the moment that you are experiencing them and identify why you are feeling that way by analysing the triggers that brought those feelings on. This is incredibly difficult as your brain hijacks your reflective thinking.
Your feelings immediately focus on the other person and what they did to bring those feelings on, and this is not being self-aware. As much as it is hard to admit a lot of our emotions like anger are triggered by conflicts in ourselves rather than triggered by what’s happening at the time.
Self-awareness when it works properly will allow us to realise, we have a choice in these situations to choose the right response which often is the opposite of our natural response which is often to erupt or withdraw. It subverts the automatic hijack that automatically takes place and puts the individual back in control of their decisions.
To successfully become self-aware an individual will need to:
· Be honest with themselves.
· Be aware of their feelings.
· Be able to correctly label emotions.
· Know their triggers.
· See patterns/habits.
To improve self-awareness the author has decided to take some steps. Firstly, to keep a regular journal in order to document difficult encounters so they can be analysed later. This will allow the opportunity to discover what your part was in the encounter rather than automatically blaming the other person.
The second step is to ask for feedback. Ask other people who were present to see what you did well or what you could improve on. This would need to be done with people who are honest and it would probably take an invitation of honesty to get this. It may also be an idea to invoke some accountability by asking the person to check in with you to see if any improvement has been made in the future.
The second component is self-regulation which overlaps with self-awareness. Self-regulation allows you to keep your emotions in check by denying those impulsive reactions from manifesting.
Self-regulation its ability to respond and gain or regain a sense of control over the emotional responses to any given situation. Research shows that this type of regulation goes hand in hand with good mental wellbeing. Negative impulsive reactions that violate your deeply held values cause guilt, shame and anxiety. Therefore, avoiding this reaction will help a person’s well-being.
To improve self-regulation the author will take the following steps. Firstly, it is important to pause between feeling and action. This ties into mindfulness and is one of its benefits. Secondly, change your thinking about how to react to your emotions. Until you think differently you will not act differently.

The third component is motivation. Being driven only by money or material rewards is not a beneficial characteristic according to Goleman. A passion for what you do, is far better for your emotional intelligence. A mind geared towards material gain will ultimately do what gets the most reward and become angry and frustrated with obstacles that hinder or prevent wealth or material accumulation.
These emotions are more difficult to kerb as they assist you in reaching your goals and therefore produce great conflict when trying to address them. To address these emotions actually inhibits you from achieving your financial goals.
Having a passion for what you do however is the reward in and of itself. Individuals who are passionate about what they do have a natural motivation that does not rely heavily on results to sustain it. The journey is as satisfying as the destination, whereas with material motivation the destination is more important than the journey. This leads to a more pragmatic approach and fosters an attitude of “the end justifies the means”.
The authors job role is commission based, and therefore it is imperative that motivation is constantly monitored. Often the role is enjoyable when sales are high but frustrating when they are low. Applying Goleman’s motivation guidelines will help to balance out the rollercoaster of emotions.
Having a passion that is based on supporting team members and doing what is best for the customer despite the financial impact to oneself has certainly balanced out the emotions and made them more consistent irrespective of sales statistics.
The fourth component is empathy.  not only must you understand your own emotions but understanding and reacting to the emotions of others is also important. By identifying a certain emotion or mood in a colleague and reacting to it can go a long way to build trust and develop relationships with others.
Once you have become more self-aware, it is easier to recognise the same emotions in others. The difficult and often painful exercise of being honest about your own emotions will now start to pay off because you now understand how easy it is to react emotionally to a situation and how often this happens. This will give a basis for empathising with others who are struggling with the same thing even if they don’t realise it.
Finally, the social skill component is the ability to use the other four components to form better relationships by having emotionally intelligent conversations. By diffusing flash points and uncomfortable emotional conversations the individual can sidestep land mines and have more objective conversations.
This social skill helps everybody involved not just the person displaying emotional intelligence. Everyone benefits when conversations are constructive, and emotions are used to get to resolutions rather than create more problems.

[bookmark: _Toc129692786]Conclusion
In summary, by using mindfulness and emotional intelligence the author is able to focus on the present and not get overwhelmed by the many issues around, identify negative emotions and learn with not to react impulsively on them, and have empathy for others who are displaying emotional reactions in a non-judgmental way.
Understanding that most frustrations are born out of one’s own inefficiency rather than the words or action of another was the biggest and hardest lesson to learn.
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