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This assignment focuses on the development of emotional intelligence in the workplace. It focuses on identifying the importance of emotional intelligence, operative management, business profit, and interaction. Daniel Goleman has introduced the concept of emotional intelligence and it is the ability to recognize and manage the emotions effectively and also be able to understand the emotions of others. This assignment is divided into three parts and the first parts emphasize concepts of emotional intelligence and its importance in the life of an individual and the manner in that any organization can use it for its profitability. In the next part, it deals with models of emotional intelligence. In the end, it deals with the application of the Marketing mix and analysis of macro-economic factors and their potential to affect the functioning of Amazon. 
Amazon is the US-based leading e-commerce organization and it the second-largest online retailer and one of the largest employers across the world. It offers a diverse range of products and services with the mode of online delivery, e-marketing, and digital marketing. It has started its operations in the year 1995 and attained a leading position due to its cost-effective strategy (Kelly et al., 2016).



[bookmark: _Toc18007168]Definitions
Intelligence: it is an expressive term referring to a hierarchy of mental aptitude from simple information processing to logical reasoning. The human brain is not limited to process information, understand words, numbers, and patterns but they are capable to decode the psyche of others. Since, historical time intelligence is related to logical reasoning, analytical abilities and decisiveness though; it is known that the functions of the brain are interconnected but not much focus and importance is given to emotional intelligence (Thory, 2016).
Capital: Capital is anything that can be used for advantage. 
Behavioral capital: it a combination of skills and knowledge in good proportions.
Emotions: everything that surrounds us that we can see, touch, feel, hear, smell and taste.
Emotions and feelings: emotion is how a person feels in any relationship
[bookmark: _Toc18007169]Development of EI
In the year 1995, Daniel Goleman has introduced the concept of emotional intelligence and it is the ability to recognize and manage the emotions successfully and also be able to grasp the emotions of others. People with high emotional quotient can introspect efficiently and understand their emotions and impact of their emotions on others. Goleman has defined emotional intelligence with four factors and these are Self-awareness, self-regulation, motivation, empathy, and social skills. 
As per the Goleman, every person is born with basic EI and it developed with time and experience in life. So, according to him, it is not something person born with but it is an ability that grows with changing situations in life. Employees in the organization have to deal with many challenges and the development of EQ helps them to overcome the difficulties (Peter, and Honea, 2017).
[bookmark: _Toc13662956]

[bookmark: _Toc18007170]Emotional quotient vs intelligence quotient 
Emotional quotient: it is the level of emotional intelligence in a person and is represented by the score in the test prepared to evaluate it.
Intelligence quotient: it is a level of intellect in a person to reason anything and it is determined by score in a test prepared to assess it.
Various scholars have identified that intelligence quotient is contributing only 20% in the success of a person and 80% contribution is of emotional quotient. It is found in many kinds of research that emotional intelligence plays a crucial role in achieving success in professional life. It shows the capacity of a person to understand, control and manage emotions. It is a psychological fact that people who are emotionally strong and can take an effective decision during adverse situations and guide effectively to others are supposed to get more success as compared to those who are emotionally vulnerable and cannot cope with adverse situations in life (Peter, and Honea, 2017).
Several factors affect the emotional behavior of a person. Scholars researched traits of effective leadership and ability of a person to be able to rise in most adverse situations of life and they identified those great leaders of the world: Abraham Lincoln, Nelson Mandela and recent one J.K. Rowling are emotionally so strong that most adverse situations of life could not break them. She achieved success shortly but her success is the tip of the ice burg and behind it her emotional strength that makes her capable to face difficulties, rejections, fear of failure, etc. and conquering them successfully (Thory, 2016).
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Emotional strength is crucial to achieving success in the workplace and it is a personality trait person develops with situations. A person said to be emotionally intelligent if he or she does not take decisions in life on an impulse. In the workplace there are several stances in that emotional strength is judged and decisions are taken. The person cannot be strong and has the stability of emotions at the start but it develops over time. 
For example, theories of leadership define that person can be inborn leaders or leadership traits develop over time and based on it’s the situational theory of leadership is defined.  In the organization Amazon, leadership quality is crucial in achieving the success of gaining profitably (Petrides et al., 2016).
As per researches conducted feeling sentiments are not being vulnerable; if a person feels lots of emotions positive or negative as joy, happiness, excitement, melancholy, sadness, etc. it does not mean a person is weak and cannot cope with adversities. It is the duty of senior leadership and managers in the initial times to help fresher to overcome their negative sentiments as fresher find it difficult to deal with pressures, restrictions, managing relationships, and emotional conflicts. These conflicts may affect their performance adversely and create hurdles in their lives. Emotional strength plays a crucial role in managing emotions at work plays. In the present-day competitive work environment, it is important to have people with strong EQ in the organization as it helps in following (Pan et al., 2018).
[bookmark: _Toc18007172]Developing emotionally intelligent workforce 
Development of emotional intelligence can help the organization and individuals, to become efficient and constructive and result-oriented because this ability helps individual in identifying true potential, strengths, and weakness and let them understand their bandwidth. For individuals, it helps in reducing stress and for the organization, it helps in conflict management. It endorses understanding and interaction in employees, nurtures stability and harmony.
Some scholars are of the opinion that emotional intelligence cannot be learned by it is found in various studies that it can be learned and also developed in the employees of any organization with the help of proper training and guidance and it promotes both short term and long term advantages for the organization (Pan et al.,2018).
With the change in time, work culture has also changed the manner in that organization works are changing. Working principals, vision and mission of organizations are also changing and they are becoming more consumers focused and providing more autonomy to consumers. Organization including Amazon can help in examining the needs of an organization, examining the potential of individual and assessment of their potential regularly and encouraging them to work more on their abilities and developing a positive attitude for their individual growth. 
They can also be taught the importance of emotional strength with the help of models and theories devised to develop EI. Amazon can conduct different activities to promote interaction in the employees it promotes positive work culture in the organization.  In the dynamic work, culture organizations can also take advantage of the workforce with higher EQ in accommodating change and paving ways for advancement and expansion of business (Petrides et al., 2016).
Decisiveness: people with higher EQ can take decisions effectively and can also work with the same enthusiasm and dedication. Their ability to make decisions helps them and the organization to act productively and yield the desired outcome for an organization (Nurmi, 2018).
Leadership: people with higher EQ, can lead effectively and can influence and support co-workers for the advantage of an organization but, it can also affect management negatively as it can lead to a conflict of interest.


The relationship between EI and effective management can be understood with the presence of emotional power, emotional skills, and emotional quotient. Higher Emotional power and emotional power is emotional strength and capability to manage emotions effectively. It is the presence of empathetic aptitude and the ability to face critical situations. Such people are mindful of words and avoid negative vocabulary. 
In organizations including Amazon, it is important to hire people with high emotional power as they can help the organization in critical times as it is being the leading organization and faces high market competition and fear of rivals that affect the business operations of Amazon. If it hires the workforce with high EQ then, they can understand the vulnerability and challenges that organizations face as well as they are capable to manage any conflict within the organization if it arises (Mathew. and Gupta, 2015).
 Higher Emotional skill and it is an aptitude to solve emotional problems and be able to evaluate it and find a solution. The higher ES means effective decision making, effective leadership, and managerial skills. An emotional skill helps in identifying one's potential and having faith in our achievement help in growth in both professional and personal life. In the context of professional life, it helps in recognizing our true potential and opportunities and rewards that we deserve. 
In the organization Amazon if people have higher behavioral capital and emotional skills are visible in the workforce then it can be used for the advantage of an organization (Pan et al., 2018).
People with higher EI are more Flexible: any organization including Amazon can be benefitted from the skilled and emotionally strong workforce. Higher EI results in more flexibility in individuals and the absence of it, it becomes very difficult for an organization to accommodate change if it’s required.
People with EI are knowledgeable: people with higher EQ are capable to gather more information about their work, they are aware of the surroundings that affect the functioning of the organization. In the Amazon, the more intelligent, socially and politically aware workforce can provide important inputs to change the business strategy of organization for its advantage and to apprehend changes that are to be there in the policies, procedure, business methods of the organization.
So, EI can be developed by an organization by the formulation of effective policies and procedures, proper guidance and training of employees and for it, experts from the same field can also be invited for the same (Mathew. and Gupta, 2015).



· 
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There are several models of emotional intelligence that have been devised to identify the importance of balancing emotions. Emotional intelligence is the capacity to deal with emotions and to be able to understand emotions and emotional signs and use it to improve the thought process. Daniel Goleman has introduced the concept of emotional intelligence and illustrated the importance of recognizing and manage emotions effectively and also be able to understand the emotions of others. This model covers the following component and these are (Mindtools, 2019).
Self-awareness: the capability to read and recognize feelings and using instinctively to make decisions. A person understands the importance of self-awareness with changing needs. 
· Emotional awareness: ability to understand own emotions and their impact
· Self-evaluation: ability to identify strengths and weakness 
· Self-confidence:  self-assurance about ability and but it can lead to assertiveness
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Self-management: managing self with changing circumstances of life and not taking decisions on an impulse. It is controlling on emotions, ability to deal and be flexible with changing situation in life. A person with the ability to manage himself has a positive outlook of the world and has a result-oriented approach in life. 
· Self-control:  it is the ability to have control over emotions and impulses
· Trustworthiness:  the degree of honesty for the work undertaken and for the policies.
· Conscientiousness: the ability to understand the concerns of others.
· Innovativeness: the ability to imply creativity in every task we do
· Flexibility:  ability to manage attitude with changing situations (Baksh et al., 2014).

Social awareness: the ability to sense, comprehend and respond to other's emotions while managing social networks. It is the ability to be able to understand the need of other and be aware of the needs of the organization as in the context of organization to be able to understand the skill, expertise, and dedication required by the organization (Mindtools, 2019).
· Empathy: the ability to understand the emotions of others, sensing their perspectives and trying to address their concerns.
· Service orientation:  ability to focus on the services that are provided and trying to improve their quality.
· Diversity:  policies of an organization should be able to accommodate diversity and cultural differences
· Political awareness:  political awareness is knowledge of government policies, laws, and rules.
Managing relationships: the ability to manage others, motivating and inspiring them while facing challenging situations.
· Influence: influencing others with a positive attitude and positive strength and also influencing their decision making positively
· Coach and monitor: it is guiding people to deal with adverse situations and to be able to conquer them positively and in a manner that helps grow success in business.  Conflict management: managing conflict among others as well as to be able to manage internal conflicts and to be able to resolve the conflicts (Nurmi, 2018).
· Teamwork: it is important to be coordinated with others to achieve immense success in the workplace and also to be able to understand the emotions of others.
· Inspirational: emotional strength is to be able to inspire others in critical situations to think and act positively and hope for a positive outcome.
This model can also give rise to increasing focus on the self-management and pursuit of peace of mind and employees and lack of materialistic nature can motivate them to ignore the profit motives of the organization (Mindtools, 2019).
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This model was developed by Reuven Bar-On and he defined emotional intelligence as Various scholars have identified that intelligence quotient is contributing only 20% in the success of a person and 80% contribution is of emotional quotient. It is found in many pieces of research that emotional intelligence plays a crucial role in achieving success in professional life. It shows the capacity of a person to understand, control and manage emotions. It is a psychological fact that people who are emotionally strong and can take an effective decision during adverse situations and guide effectively to others are supposed to get more success as compared to those who are emotionally vulnerable and cannot cope with adverse situations in life. He invented the term
Emotional quotient: it is the level of emotional intelligence in a person and is represented by the score in a test prepared to evaluate it. The ability to recognize and manage emotions effectively and also can understand the emotions of others (Carter et al., 2011).
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As a measurement tool, Bar-On Emotional Quotient Inventory (EQ-i) examines a person's both emotional and social intellect, mental competence and flexibility. To gain Total emotional quotient, 133 items are used to produce a score. Total emotional quotient is a summation of interpersonal EQ, intrapersonal EQ, flexibility, stress management and general mood EQ (Reuven Bar-On, 2019).
Both these models are useful to understand the needs of the organization and the required skills for the workforce. Goleman's model emphasized self-management and effective management in critical times. They offer several advantages and disadvantages for organization and these are as follows:
Decision making: a high EQ and intrapersonal skill of employees help in understanding the diverse needs of the workforce and understand their emotional concerns. They help in connecting with their people intelligently and help in identifying their true potentials.
Loyalty: if the employers can connect emotionally with the workforce then they can ensure addressing their concerns on times and it at times brings loyalty for the organization.
Profitability: it is a very well-known fact that intelligence quotient is contributing only 20% in the success of a person and 80% contribution is of emotional quotient. It is found in many pieces of research that emotional intelligence plays a crucial role in achieving success in professional life (Carter et al., 2011).
Policy formulation: it helps in formulating policies for the organization and also to fulfill profit motives. But it can make all these processes difficult if not implemented well. 


Ability model
This model is developed by Peter Salovey to understand the value of emotions in the workplace and how they affect the functioning of the organization. The steps involved in the model are as follows
Perceiving emotions: it is the ability to understand and decode the nonverbal language of a person, understanding their impact on decision making, understanding the potential of others. In any organization to promote the growth and success of the business, it is important to understand the potential, strengths, weaknesses of employees and taking effective measures to understand and identify manner and guidance to help them to overcome vulnerabilities.
Reasoning with emotions: the ability to understand emotions and developing thoughts and implementing them for success. 
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Understanding emotions are the capability to comprehend the emotions of others. It is crucial for employees, managers, and leaders. It helps in developing a good relationship in the workplace. It also leads to coordination and teamwork in the employees.
Managing emotions: a person is required to manage his or her emotions according to the changing circumstance in life and be able to conquer them. Managing emotions is significant in the workplace as it makes it easy for a person to react positively. Management of emotions is important and it can be done using positive words, a positive attitude, and having a positive outlook for life. A person can change the time of response to react positively. There are several disadvantages: 
Divergence: At times they help in understanding the needs of employees but it may also lead to divergence of attention in the workforce and the organization also.
Conflict management: It may also lead to a conflict of interest and possibilities of conflicts in the employees.
Negligence of work: It may also increase the chances of lack of productivity and effectiveness, and negligence of work. It can cause a lack of seriousness in the employees for their work.
Evaluation of the models 
These models are helpful for individuals willing to rise to achieve success in the workplace and seeking promotions. The emotional quotient can be identified by the Amazon by conducting some group activity, personal interaction with the other employees can be identified with the use of the effective and standardized method to evaluate EQ of individuals and based on their performance level they can be given opportunities in the organization (Chaskalson, 2011).
· The score of EQT help in understanding the ability to sense comprehend and respond to other’s emotions while managing social networks, the ability to manage others, motivating and inspiring them while facing challenging situations. 
· Ability to understand the emotions of others, sensing their perspectives and trying to address their concerns help in relationship management.
·  These models help the organizations to prepare effective training module for the employees.
· This model helps the employees to understand the significance of coordination with others to achieve immense success in the workplace and also to be able to understand the emotions of others. There are several tools to understand the need of the business for the skilled workforce (Farh et al., 2012).
· For the organization like Amazon that is e-commerce and supplier organization help in the management of the business with the use of technology.
Negative of it can be it can lead to a conflict of interest, assertiveness if not managed effectively and can be at times, disadvantageous for an organization and its growth.
· The main motive of doing business is to earn profit for the business but people with higher emotional intelligence can stop worrying about the profit motives of the organization and will prefer their peace of mind.
· It can also give rise to assertiveness in the employees and provoke them to make decisions that are in favor of their profit motives.
· It can also affect the leadership as increasing interaction in the employees can lead to a lack of seriousness for the work and that can lead to the profitability of the business.
· An organization needs a good proportion of rigid and flexible attitude and extremely flexible attitude can give rise to a lack of compliance with the norms of the business.
· Employees should have a positive attitude but at the same time, they should have a realistic approach for the benefit of the organization (Baksh et al., 2014).
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	Goal 
	Action 
	Resources for improvement 
	Duration 

	Self-awareness
	 Setting short- and long-term goals and evaluation of performance regularly
	 Feedback from the co-workers and manager.
	1 month

	Social awareness
	Reading books, magazines and journals 
	Feedback from the co-workers and manager
	2 months

	Relationship management 
	 Reading the spiritual text, philosophical works, holistic management
	Feedback from the co-workers and manager
	3 months




Mindfulness: mindfulness it the ability to focus on the present moment, managing emotions, living stress-free and remain happy and cheerful in the most difficult times of life. It is a concept of philosophy that helps in learning to live with a positive attitude and conquer challenges effectively. It affects positively the mental and physical well-being of a person. it is helpful for the growth of business because a stable attitude of employees can increase the profitability, relationship management, and conflict management but at the same times employees can stop worrying about the profits, urgency of operations in order to remain worry-free and it can lead to long term disadvantage for business (Farh et al.,2012).
Emotional intelligence: Emotional strength is crucial to achieving success in the workplace and it is a personality trait person develops with situations. A person said to be emotionally intelligent if he or she does not take decisions in life on an impulse
Marketing mix: this model is used to examine and identify the potential of an organization and its position in the market. It is done with the help of seven P's and in the current context, it is developed for Amazon to analyze its business model and the impact of EI on them.
Product: Amazon is an online retailer store, and it sells a diverse range of products in the market. They are clothes; equipment, electronic devices, mobile phones, gadgets, laptops, home appliances, etc. and they are all offered at an affordable price. The product range of an organization can be taking advantage of EI of the employee as they can understand the need of consumers effectively. They can observe patterns of shopping, and also identify that if they are not satisfied with a particular product. It can be helpful for modification in the products as per the need of consumers. Their understandings of business can create competitors for the future as they can plan to open their business in the future (Webb, 2014).
Process: the process is the method that is chosen by an organization for supplying products in the market and taking feedbacks, addressing complaints. People with higher EQ level can understand the grievance of consumers and address them effectively and it helps in maintain an expanding consumer base for organizing social and cultural awareness but this awareness can also give rise to discriminatory practices within and outside organization (Webb,2014).
Price: The price strategy used by Amazon is a low-price strategy to capture the largest market share in the organization and also to deliver it effectively. It uses a low-price strategy to meet the needs of consumers with average purchasing power. Amazon can use EQ of its employees in the formulation of strategies that maintain prices of products; and politically and socially aware workforce can help in deciding prices for a specific chunk of the population but employees can reveal information to others and it can be a threat to effective functions of a business (Pereira, 2015).
Place: The place chosen for by the Amazon to deliver its products and services in the market is with the online mode, maintaining online stores for management, storage, distribution of products and services. It is very crucial for organizations including Amazon to understand the need of a specific group or place effectively using the political awareness of employees and also their social and cultural awareness but this awareness can also give rise to discriminatory practices within and outside the organization.
Physical evidence: the organization does not have any physical store, shop to sell its products in the market and it is present only as an online retailer of products and services in the market. It has storage and transportation houses to sell its products and services. People with higher EQ can use their social connections and manage conflicts effectively over e-platforms as there is no physical presence. They can also be used for disadvantage as people can be friendlier and many ignore the profit motives of the organization (Carson, 2016).
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People: people for Amazon are the entities that are directly or indirectly connected with the organization and participate in the business management and operations management. There are more. People for the organization are consumers, supply chain managers, and all stakeholders of organization that can contribute in business and Amazon can use EI for management of distribution network, addressing complains easily with people who are capable to manage relationships effectively and for the advantage of organization they can convince consumers to remain with the organization by time-bound management. Management of relationship is beneficial for the organization but it can also be a reason for favoritism and nepotism and hurt the policy of the organization to treat people on par with the others.
Promotion: promotion is defined as the strategies used by the organization to promote its products and services in the market profitably and Amazon uses digital marketing and online marketing strategies to promote its products in the market. In this context, the organization can use the EI of its employees in a way that can use social connections for the advantage of the organization. it can also be benefitted by the social networking of employees to enhance consumer loyalty and create a consumer base. Social connection of individual can be a reason of discriminatory approach towards other regions and social networking of employees can give rise to assertiveness in them (Pereira, 2015).
In this manner organizations including Amazon can use products and services for the advantage of the business, expand profit margin and ability to earn more.
PESTEL analysis is conducted to identify the external factors that are affecting the performance of a business and these factors are: political, legal factors that are affecting the growth of the business and in this context, the impact of emotional intelligence are assessed on the organization.
Political: political factors are the change in governmental policies, rules, and regulations that affect the performance of the business and affect the ease of doing business also. It the employees of the organization are politically aware then they can understand the political scenario well and provide effective suggestions to the organization but at times political inclination can also give rise to some corrupt practices in the supply chain management, for instance, modern slavery, and violation of human rights (Kotler,2015).
Social: social factors are the type of society, the structure of society, class division and the attitude of the workforce for working; educational level and availability of relevant skills in the workforce, etc. are the factors that affect the business. It can be positive or negative. In the present scenario, Amazon can take advantage of social awareness of the employees and the manner in that it can be used for the advantage of organization but social awareness at times can also affect the performance of business in a way that people of the organization tend to use their social connection for their advantage (Armstrong, 2018).
Economic: economic factor is the interest rates, rate of inflation, the exchange rate of currency that affect the performance and profitability of the business. I the present context the organization Amazon can take advantage of the knowledge and skills of the workforce. If the employees are of higher EQ then, they are flexible in approach and can use their adaptability in difficult situations, for instance, lack of availability or due to losses in the business organization needs to change its strategy and methods and employees with flexible attitude make it easy for an organization (Kotler, 2015).
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Environmental: Environmental factors are the factors that affect the performance of the business due to higher carbon emission, level of pollutions and strategies of government and private organizations that affect the performance of a business. Amazon is an online retailer that has large data volumes that are stored in data centers and these centers can affect the environment, e-waste is also generated by the organizational operations of Amazon and that can affect the business of the organization. If the workforce is EI then it can understand the importance of sustainability of resources of the environment and can suggest effective strategies to the organization to reduce the percentage damage to the planet and methods and scheme for raising awareness about the same (Carson, 2016).
Technological: this integration of technology in the management of business operations. It is a leading e-commerce organization and the second-largest online retailer and one of the largest employers across the world. It offers a diverse range of products and services with the mode of online delivery, e-marketing and digital marketing and integrated technology efficiently for the performance and management of business operations but technology can also have its disadvantages as it can give rise to cyber threat, data theft etc.as it is being an online retailer has private information of users and person with higher EQ can use it personal advantage (Armstrong, 2018).
Legal: legal factors are the effect of legal norms of the government that in practice in any location and affect the performance of the business for its advantage. The legal factors are the laws related to the trade practices, trade laws, human rights protection laws, laws for the protection of environment, etc. knowledge about the same can ensure effective compliance of them and increase s ease of doing business for organization and for But at times legal knowledge can also give rise to some corrupt practices in the supply chain management, for instance, modern slavery, and violation of human rights (Kelly et al., 2016).


[bookmark: _Toc18007176]Conclusion
This assignment focused on the development of emotional intelligence in the workplace. It focused on identifying the importance of emotional intelligence, operative management, business profit, and interaction. This assignment first part emphasized concepts of emotional intelligence and its importance in the life of an individual and the manner in that any organization can use it for its profitability. In the next part, it dealt with models of emotional intelligence and analyzed them critically. In the end, it dealt with the application of Marketing mix and analysis of macro-economic factors and their potential to affect the functioning of Amazon and the importance of emotional intelligence for the organization to meet its business objectives (Kelly et al., 2016).
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