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In this report it will detail on emotional intelligence. How it impacts the workplace, and how it can benefit workplace efficiency. This will be supported by theories which have been developed through time and is currently being assessed through new theories. I will also be detailing on how it impacts my workplace (retail sector). 

Mindfulness has been a keen topic in recent studies, and how it can impact on workplace performance. This report will underline studies and theories on mindfulness and how it impacts workforce development and business performance. 

Both of these factors will be combined in this study to analyse if it can be practised, and can it be practised in my workplace. 

[bookmark: _Toc130161424]Section 1
Definition of EI and its theories. 

Emotional intelligence (EI) has been researched and defined by many theories. Daniel Goleman (1998) defines EI as “the capacity for recognising our own feelings and those of others, for motivating ourselves, and for managing emotions well in ourselves and in our relationships”. Goleman states that EI also enables our cognitive capacity to measure our EQ by academic intelligence. A workforce is built with a variety of EI, which Goleman (1998) has categorised in four different components, self-awareness, self-management, social awareness and social skills. 

Self-awareness in EI is one’s capacity to understand one’s abilities and their emotions. Self-awareness can be stronger due to their academic background, but also can be weaker due to their educational background. Many roles require different levels of EQ, however research by Dalip Singh (2015) stated “having a high or average EQ cannot simplistically be labelled as “good” or “bad” in a profession”. Stating that it is necessary to have the right balance of emotional competencies that enables the professional to be a “star performer” Singh, D (2015). A role such as a psychiatrist requires a high EI. Psychiatrists need to be socially aware as their actions are emotionally based for the patient they are working with. It requires a lot of empathy and listening. Whereas a botanist requires very little EI as they do not need to be socially aware and empathetic to their role. Both roles however require self-awareness as they have roles to perform in society.  

Self-management is a component which any role requires. It helps to understands one’s motive, and how to self-regulate their own emotions. Goleman (1998) self-management cluster for EI encompasses six components. Emotional self-control is used in the distressing and disruptive feelings for the professional. This can be useful in situations such as for example when in a stressful situation with an individual, the person is calm and collected in their EI awareness. A study by Rahim et al (1996) which strengthens Goleman (1998) claim to self-control in stressful situations which state that an induvial who can self-regulate their emotions sufficiently will be less likely to be depressed and less likely to quit. Senior roles such as management will be able to balance their self-management which achieve top performance in their role as they are able to balance their drive and ambition for their organisation’s goals. Boyatzis (1982) study in management competencies underlines the importance of strong self-control and action which enables peak performance in a highly efficient manager. Trustworthiness is vital for self-control, “a deficit in this ability operates as a career derailer”, Goleman (1998). An efficient EI who is in touch with their colleagues’ principles, intentions and feelings shows that there is a strong report built amongst them. When mistakes are made, it is an opportunity to learn from the mistakes made, and the trust is there. Mistakes can be used for adaptability in new solutions, Goleman (1998) adaptability in “out of the box” solutions which can adapt to how they operate, which can help with workplace anxiety and barriers to new ideas, “displaying on-the-job creativity and applying new ideas to achieve results”. However, many do not like change and will be slower to adapt to new ways of problem solving. Self-management requires a lot of initiative to resolve problem solving. Arguably, many who lack to be initiative can be more reactive rather than proactive to situations. Of those who have a higher EI, they use their initiative before an external participant notices, and has high praise for their quick-thinking. 

Goleman (1998) social awareness cluster requires the understanding of how other individuals are feeling, and why exactly they are feeling that way. The social awareness cluster is split in three components. Empathy is a tool on how they perceive others’ emotions, concern and needs. An individual who can be described as ‘empathetic’ can read peoples non-verbal social ques. Their tone of voice, facial expression and body language can be key signals on how someone is feeling. Our own self-awareness to other feelings is vital for our own feelings as it can affect workplace performance. A skill in empathy is vital for a highly effective manager and can be classed as an easy skill they have, Spencer & Spencer (1993). Workforces all have a diverse background, as EI and EQ varies for everyone. Empathy is an important skill to have for managers as it allows to read people accurately and find solutions to any barriers, they might have in their workplace efficiency. Failing to understand empathy can cause unwanted anxiety that can lead to stereotyping that can lead to performance deficit Steele (1997). Social awareness can also impact on the service required by their workforce. Working in sales for example, being self-aware of what the clients wants and needs also must be considered in their own EI. Understanding their emotional needs can lead to higher performance in the individual. If failing to do so, the client leaves unsatisfied, and so does the individual working for the client.  A study created by McBane (1995) supports this claim as the most successful salesperson in their office were able to understand their customers’ needs and steer them towards the right choices for them. 

These clusters in Goleman’s (1998) thesis on EI based performance all underpin social skills. It is how we capacitate and act to achieve the desired outcome from ourselves and others. Many roles require different levels of EQ, and now highlight the need for EI as it is not only important in the workforce, but also in everyday life. Supporting this claim, Singh (2003) researched that ‘some jobs require the emotional skills, and some fail’. Furthermore, roles which require more interaction requires more EI than EQ, as interacting and understanding people is more suited for their role. The need for EQ is higher for leaders in the workforce, as interaction with larger groups is in need more to understand their desires. For creative roles such as painters and singers their self-discipline needs to be higher, but arguably their EQ will be lower. 

Salovey & Mayer (1990) “emotional intelligence is a type of social intelligence that involves the ability to monitor one’s own and others’ emotions, to discriminate among them, and to use the information to guide one’s thinking and actions”. Like Goleman’s theory (1998), Salovey & Mayer (1990) both link the importance of verbal and non-verbal ways of expression vital for self-regulation of emotions and to others. Their theories also combine that EI can also be a problem solver in the workplace, and life in general. Salovey & Mayer (1990) “many intellectual problems contain emotional information that must be processed”. The theory goes on to state that social intelligence can be applied to oneself, and that social intelligence is a skill to understand, and can be used to manage their own EI. 
Social intelligence was a concept which was phycologist Edward Thorndike (1920) once said that ‘the ability to understand and manage men and women, boys and girls to act wisely in human relations. Unlike Salovey & Mayer (1990) and Goleman (1998), Thorndike (1920) based one of his concepts around a person’s attitude around society, social knowledge and the individual’s capacity for social adjustment, such as family. Thorndike (1920) theory also highlighted anything to do with human intelligence from psychological, economic and factors which are emotional affective and non-affective. His research on emotional intelligence has enabled many professors and researchers on this subject. His theory can be used cognitively, which enables us to understand people, and practically in the workplace. How we deal with the people around us and how we respond to them. 


[bookmark: _Toc130161425]Section 2

Emotional intelligence, and its importance to workplace development.  

Arguably these theories which have been developed through the last twenty years have altered workforce development and how we behave. “Employee skills and training plans have always been essential to human capital and organisational development, but the ability to offer intentional learning experiences is key winning talent”, Author unknown (2021). Salovey and Mayer (1990) state that emotional intelligence is important in the workplace due to self-regulating their own emotions and their fellow work members. Thus, applying this theory in the workforce, there will be a hierarchy in the structure of roles. “Majority of organisations believe in formal relationships and a well-defined hierarchical power structure” Maund (year unknown). It is important to have healthy relationships with our workforce, and a positive outlook on our how we are treated by our managers.  Managers who understand their employees’ emotional needs, and their career pathways will have an efficient EI in the workplace. A lack of emotional intelligence or poor judgement to their employees will cause problems such as not meeting deadlines and poor workplace performance, and some cases losing their employees. 

Workplace performance can be measured in many ways. It can be measured through leadership, team relationships, communication, body language, negotiation, delegation, attendance and motivation levels. These factors can be shown in many ways due to EI. “Transformational leaders are seen as those executives that are able to create a vision, communicate this vision, build commitment amongst subordinates to the vision and model the vision within the workplace” Rosete et Al (2005). Managers who focus on their performance and reward their employees with necessary resources to undertake their roles effectively can ensure their employees commitment to their roles. Supporting this statement Palmer et al (2001) created a report on 43 managers linking EI and leadership style. This report observed inspirational, motivation and individualised consideration components of transformational leadership to the ability of emotions, and how they manage those emotions in the workplace. The leaders who can demonstrate such components are assumed to be competent. 

Salovey and Mayer (1997) created a test which measures EI and links it with personality intelligence, (MSCEIT Version 2.0). Mayer-Salovey-Caruso Emotional Intelligence Test. This test can measure the four dimensions of EI as researched by Salovey and Mayer (1997). The four dimensions being:

1. Perceiving emotion accurately 
2. Using emotion to facilitate thought 
3. Understanding emotion; and 
4. Managing emotion 

The MSCEIT test is correlated on their theory on EI and problem solving with emotions. Their test is different from many other self-diagnosing tests based on EI as it doesn’t link with personality, but links highly on IQ. In a most recent study, Brackett and Mayer (2003) the MSCEIT works well regarding understanding important life barriers such as drug and alcohol use, and even academic achievements. Well-being can be measured as an important outcome in this test. Without a good mental health and well-being, workplace performance will be impacted heavily. 

Workplace performance relies highly on understanding your team and their developmental needs. “Workplace spirituality involves the effort to find one’s ultimate purpose in life, to develop a strong connection to co-workers and other people associated with work, and to have consistency (or alignment) between one’s core beliefs and the values of their organisation” Mitroff et al (1999). ‘Workplace spirituality’ can be seen differently to many people. Workplace spirituality is not linked to any religion. Workplace spiritualty is having a connection between oneself and the workplace, and how they harmonically work hand in hand together, arguably. Hierarchy roles, (such as managers) who understand their staff through open communication and body language breaks barriers such as anxiety and depression, which links to their values and beliefs to the organisation, Mitroff et al (1999). With open communication who enforce workplace spirituality, it also measurers greatly with the quality, productivity and profitability. “A framework of organisational values evidenced in the culture that promote employees’ experience and transcendence through the work process, facilitating their sense of being connected to others in a way that provides feelings of completeness and joy” Giaclone et al (2003). Salovey and Mayer (1997) MSCEIT test links their four dimensions of EI with workplace spirituality through the understanding of emotional understanding in the workplace. 

[bookmark: _Toc130161426]Section 3 Conclusion on E.I and workplace development. 

“We know from daily life that we exist for other people first of all, for whose smiles and well-being our own happiness depends” Albert Einstein (1935). 

EI has been studied for many years through many theorists and will continue to be developed as our working lives change. Goleman (1998) recognises EI as understanding our own feelings in the workplace and how we can use our own feelings to help and motivate others. His theory focuses on four components, which link on how to self-regulate our social awareness. Thorndike (1920) based his theory on social intelligence on an individual’s attitude around social attributes such as society, social knowledge and family. Thorndike (1920) concept on EI is unlike others due to highlighting the impact on external factors, which can infarct impact on workplace performance. Salovey and Mayer (1990) is heavily research based on EI, which has been developed with the MSCEIT (1997) test furthermore through the years. This test does however rely on IQ. The MSCEIT test (1997) does link with Thorndike (1920) on social external factors as research has shown that drug and alcohol use, and furthermore academic achievements does impact on workplace development. The ability to understand your team as a manager will have detrimental effects on workplace development. Managers need to understand their individual needs and their capabilities. It is so vital to have a good relationship where they understand their body language and workplace attitudes. Mitroff et al (1999) theory on workplace spirituality understands the link of understanding a “strong connection to co-workers to have an alignment to one’s core beliefs and values of the organisation”. Failing to understand your employees can have a detrimental effect to how successful an organisation can run. 



[bookmark: _Toc130161427]Section 4  My own workplace and how it relates to EI and workplace development. 

Working in a fast-paced environment can mean a lot of stress and anxiety can occur. Leekes is a retail and hospitality business which own many stores around Wales and England. Working in retail involves my team to always look happy and joyful when being approached by customers, when the work can be demanding, physical and mentally demanding. The role as a customer assistant is high in demand, but low in pay. According to a survey conducted by VapeClub (2021) on mental health, stress and quitting smoking study, up to 30% of retail workers have taken time off due to mental health reasons. 

To help my team I must understand my team well on their EI, and how I can help them to achieve the best out of their roles. With mental and physical well-being, using Mitroff et al (1999) workplace spirituality theory I can put it in context in the workplace. To break barriers down such as workplace anxiety, we have daily briefings which enables myself and my staff to know they are valued, and what is expected for them to achieve in that day. If the task hasn’t been met, then they can be completed the following day. With retail needs being changed every day with new trends, there isn’t a ticking time bomb on my staff, which enables them to have a healthy relationship with fellow co-workers and myself. With open communication with my staff, it enables good quality in their work, productivity and profitability. 


Goleman (1998) split his four categories in four components for emotional intelligence. All four of these are needed for working in retail. Self-awareness is a highly important skill in retail. Self-awareness is needed to understand their workplace emotions with their fellow work colleagues and most importantly for customers. Gaging a customer in the right emotional state, e.g., positive and open questions to the customer gains good report and sales. With negative communication and negative body language will lose customers and their attention.  

[bookmark: _Toc130161428]Self-regulating is the ability to control and adapt to situations. Moulding and adapting to different social situations can avoid disruption between colleagues and customers. A self-regulated customer assistant will avoid bringing negative emotions such as anxiety and depression in the conversation. Thus, a highly efficient colleague who can self-regulate their emotions can achieve great sales, and high praise from management. Leekes like to pride themselves with bonus incentives such as bonuses when achieving a Trustpilot or Google Reviews.  
[bookmark: _Toc130161429]Social skills are the ability to be social aware and make the right decisions for our customers. Many of our customers return to us due to it being a Welsh business and can always guarantee good quality product and customer service.  Highly effective social skills will enable our team to build rapport and maintain relationships with our customers. It is important to consider there are many departments in our store, which all have sale targets to meet. Social skills are to understand what our customers want, and our skills to understand and collaborate with other departments. When buying a couch, we cross departments to see if they would like to talk to our other staff members who have knowledge on other interior prospects. Thus, achieving strong social skills between staff.  

[bookmark: _Toc130161430]Empathy in retail can be linked to self-awareness. Working in retail you work with people throughout the entirety of your shifts. It is the ability to understand your teams’ emotions and our customers. When customers are happy or dissatisfied a great deal of empathy is needed. Gaging customers body language is vital to see how much empathy is needed. If customers are loud and assertive, then more empathy is needed due to them being unhappy with their product. However, with too much empathy it can be seen as being patronising and obnoxious to the customer. Empathy is needed with myself and my team. “Nearly one in five retail employees have suffered from mental health issues other than stress over the last year” VapeClub (2021). With mental health raising a concern to many companies, acknowledging my teams’ emotions requires a high support system in place. 

[bookmark: _Toc130161431]Our key goal for our team is to stay motivated during their working day. Setting out goals in team briefings in the morning ensures they understand what is needed for the day. A customer assistant with high motivation can achieve more in their day ahead. When tasks aren’t completed, or goals aren’t met they seek out training objectives in order to fulfil their tasks in a more efficient manner. With strong motivation, leads to a better workplace example, and opportunities to gain promotions. 

[bookmark: _Toc130161432]When all these components in Goleman’s theory (1998) are met, business performance is highly efficient. Ensuring good leadership and maintaining a strong team relationship, ensures high motivation and attendance in my workplace. Retail and hospitality are highly faced paced and demanding roles and isn’t for the faint of heart! 


Section 5 Theories on mindfulness 

“Mindfulness is a technique you can learn which involves noticing what’s happening in the present moment, without judgement. You might take notice and be aware of your mind, body or surroundings” Mind (2021). Mindfulness is becoming a much-debated topic in the workplace. Mindfulness has been practised for many years with Buddhism and meditation, however you do not have to practice Buddhism in order to become more mindful. It has many benefits which include becoming more self-aware, calmer, less stressed and anxious. “In a dynamic work environment, workplace mindfulness is positively related to job performance and negatively related turnover intention” Brummel (2014). This statement relates positively on the impacts of mindfulness in the workplace and the impact on workplace performance. However, Brummel (2014) states that mindfulness in the workplace has resulted in a negative impact on turnover intention. Glomb et al (2011) argues that “mindfulness promotes enhanced employee relationships”. This interlinks with Goleman’s theory with his four components of E.I. Self-awareness, self-regulating, social skills and empathy. Glomb et al (2011) mindful theory focuses on the importance of building workplace relationships. A strong relationship is built on social understanding amongst staff and customers.  

However, many other researchers on mindfulness argue that mindfulness can produce deleterious outcomes Van Dam et al (2018). They further state that mindfulness has “poor methodology” and “may lead public consumers to be harmed, misled, and disappointed” Van Dam et al (2018). E.I have years of research conducted and has a solid outcome on how it impacts on workplace performance. 

Cheung et al (2020) has conducted more recent research on the benefits on leadership with mindfulness linked. “A perceived leader humility serves as a cue to employees that creativity is a legitimate act” Cheung et al (2020). Mindfulness can prove to be beneficial in organisations for leadership. 

According to a report May (2021) the benefits of mindfulness in work are endless. The reports states that workplace performance will “increase focus, improve communication, reduce conflict, increases helpfulness, increases emotional intelligence, reduces burnout”. Supporting this statement, Mitroff et al (1999) highlights the importance of a “strong connection for co-workers” in the workplace. Mitroff et al (1999) theory highlights the importance of workplace spirituality and understanding your team will help achieve successful business performance.


Section 6 

Mindfulness in the workplace. 

Working in retail is fast paced and emotionally demanding. May (2021) has stated the many benefits of mindfulness in the workplace and how it can benefit workplace performance. As a manager for a large team I need highly efficient communication with my team. Being more mindful can help with myself and my team as their actions can have an effect as much as a demanding role as a store manager. “Mindfulness in communication, which related to followers’ satisfaction in their leaders” Arendt et al (2019). 

[bookmark: _Toc456901523]When relationships between employees and managers are met, employees feel safe and secure in their roles. When empathy is used between each other and self-awareness Goleman (1998), they harmonise well with mindfulness in the workplace. 
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