	



























Executive summary 
This task involves writing a report about a chosen organisation, including an introduction and an explanation of critical models of emotional intelligence that will be applied in the report. The report should answer the importance of developing emotional intelligence in the workplace and how it relates to effective management communication and business advantage. The report should also evaluate the emotional intelligence models used in the chosen organisation and explain how they contribute to individual growth. Finally, the report should provide recommendations and a strategy to promote collaboration, connect colleagues, and encourage high emotional intelligence among workers during and after the COVID-19 pandemic.





































Introduction
Cycas Hospitality BV (Cycas) is a hotel management firm that owns and runs hotels across multiple brands and segments. The company specialises in double-decker hotels, property development, and asset management. It provides hotel booking, online check-in, and online payment services. Cycas operates in the extended-stay and mainstream hospitality sectors. The corporation owns and manages a chain of hotels in Belgium, France, Germany, the United Kingdom, and the Netherlands. Cycas is headquartered in Amsterdam, North Holland, Netherlands. (Cycas Hospitality BV - Overview | MarketLine Intelligence Center, uwtsd.ac.uk, 2024). Cycas believe in developing long-term connections and take pride in their approach's adaptability. They manage hotels under Hotel Management Agreements, Co-investments, and Leases, reflecting the conventions of the countries in which they operate and the diverse needs of their investment partners. For a select number of long-term partners, they also provide advisory services such as Asset Management and Consulting, leveraging their deep industry expertise and technologies to help these partners achieve their transformational goals. The company collaborate with a diverse group of hotel investors, including listed financial institutions, private equity groups, and high-net-worth families. They take pleasure in the flexibility and creativity with which we create these partnerships, putting their investors' interests and ambitions first. In every situation, what matters as a company is that they have the same aim, values, and philosophy for how their hotels should be run, and their hotel teams select, develop, and lead (Our Services - Cycas Hospitality, 2024). In the post-COVID work climate and economic instability, soft skills like emotional intelligence will be more valuable than ever. High EQ in the workforce leads to more agility and success in business. LinkedIn ranks 'emotional intelligence' as one of employers' top five most in-demand soft skills, as cited by Juhász, T. et al. (2023). As noted by Fowlie, J. and Wood, M. (2009), businesses acknowledge the importance of ' soft skills' for future jobs as AI and innovative technology continue advancing. In reaction to the pandemic, economic instability, and digital upheaval, many organisations transitioned to remote working. High emotional intelligence (EQ) qualities, such as flexibility, adaptability, creativity, and resilience, are crucial for teams navigating new challenges in today's global work environment.

What is emotional intelligence (EQ)? 
Emotional intelligence, otherwise known as emotional quotient or EQ is the ability to understand, use, and control one's emotions constructively to reduce stress, communicate effectively, empathise with others, overcome obstacles, and diffuse conflict. Emotional intelligence enables you to strengthen relationships, thrive in school and at work, and achieve your professional and personal goals. It can also help you connect with your emotions, put your intentions into action, and make educated decisions about what is most important to you (Improving Emotional Intelligence (EQ) (helpguide.org), 2024). Emotional Intelligence refers to a person's emotional and social talents that help them cope with job and life stressors. Employees with high emotional intelligence (EQ) can sense, express, comprehend, and manage emotions, improving overall health. Respectful connections will help you reach your business goals. Workforces with these skills are more likely to succeed for several reasons. Enhanced resilience and mental well-being, improved team communication and cohesiveness, increased self-esteem and assertiveness, increased employee loyalty, reduced turnover, and improved problem-solving skills, as stated by Machado, C. and Davim, J.P. (2019). As we all know, the most successful and satisfied people are not necessarily the sharpest. Studies generally say that people who are intellectually brilliant but socially awkward and unsuccessful at their jobs or personal relationships have Intellectual capacity, sometimes known as your intelligence quotient (IQ), which is insufficient for success in life. Your IQ can help you get into college, but your emotional intelligence (EQ) will help you manage the stress and emotions associated with final examinations. IQ and EQ exist in unison and are most successful when reinforcing one another and improving. 







Interpersonal and Intrapersonal Skills
[bookmark: _Hlk165203196]In the complex web of human interactions, mastering the balance between two essential areas is the key to achieving personal and professional success. These areas are interpersonal and intrapersonal skills. Interpersonal skills enable effective communication, collaboration, and empathy with others, while intrapersonal skills encompass personal development, self-awareness, and emotional intelligence. We analyse the importance of both skills in various aspects of life and provide practical ways to enhance and balance them. By developing these skills, individuals can establish meaningful connections, overcome challenges, and achieve personal fulfilment (Interpersonal vs. Intrapersonal Skills: Key Differences | Edstellar, 2024). Interpersonal skills, or people skills, refer to the abilities and traits that enable effective communication, interaction, and connection with others. These abilities include a range of behaviours, attitudes, and competencies that promote positive and meaningful interactions in both personal and professional contexts. Interpersonal skills include verbal and nonverbal communication, active listening, empathy, conflict resolution, collaboration, leadership, and networking. By mastering these abilities, individuals can build rapport, establish trust, negotiate conflicts, and create peaceful environments, improving social interactions and success in various aspects of life (Interpersonal vs. Intrapersonal Skills: Key Differences | Edstellar, 2024). Intrapersonal abilities refer to a person's capability to understand and manage their thoughts, emotions, and actions. These abilities encompass skills like self-awareness, self-reflection, and personal growth. Emotional intelligence, self-confidence, adaptability, decision-making, self-motivation, interpersonal communication, and time management are some of the intrapersonal abilities that one can develop. By developing intrapersonal skills, individuals can better understand their strengths, weaknesses, and values. This helps them make effective decisions, set and achieve goals, manage stress, and maintain a healthy work-life balance. Efficient intrapersonal communication, in particular, is crucial for self-improvement, personal growth, and overall well-being. Understanding them allows us to understand the following model better.


Emotional Intelligence Model
Belief systems are essential in defining our place in the world, the work environment, and setting limits. These traits are often acquired from those around us; even if we do not truly own them, we subscribe to them. Our life experiences shape our perceptions and consciousness, and becoming self-aware of this process can enhance our entire experience. Changing behaviour requires corresponding changes in ideas. Gaining moments of clarity can lead to clear decisions to change. In 1990, Salovey and Mayer coined the term "emotional intelligence" to refer to the ability to monitor and manage one's emotions and those of others. This includes the capacity to distinguish between different emotions and to use this knowledge to make informed decisions. Their early research revealed a positive correlation between emotional clarity and IQ. Specifically, being able to identify and label one's own emotions can help individuals recover more quickly from illness. Moreover, individuals with vital emotional intelligence are better equipped to navigate social situations and form meaningful relationships. According to their theory, Emotional Intelligence (EI) comprises three interconnected mental processes that pertain to emotional information. These processes encompass:
(a) The assessment and expression of emotions;
(b) The regulation or control of emotions; and
(c) The appropriate use of emotions.
As depicted in the diagram, Salovey and Mayer differentiate between two approaches to perceiving and managing one's own emotions or the emotions of others. In the lower branch (appraisal and expression), the self and other perspectives are further distinguished by a content element, such as verbal versus nonverbal domains. For instance, the vocal interpretation of others' feelings is linked to the well-known concept of empathy. The diagram also displays that the top left branch comprises four sub-factors, suggesting that individuals with high EI are more adaptable in using emotions due to flexible planning, imaginative thinking, the ability to (re-)direct attention, and a tendency to motivate themselves and others. Additionally, this concept posits that emotionally intelligent people excel in certain areas. These areas include:
(a) Accurately perceiving and assessing their own emotions;
(b) Precisely expressing and communicating their emotions to others when appropriate;
(c) Accurately identifying the emotions in others and responding to them with socially appropriate behaviours;
(d) Effectively regulating emotions in themselves and others to achieve specific goals (e.g., to improve their own and others' moods); and
(e) Utilizing their own emotions to solve problems by encouraging adaptive behaviours
(Neubauer, A.C. and Freudenthaler, H.H., 2005
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Daniel Goleman popularised the field of emotional intelligence in 1995 and 1998. He updated the Mayer and Salovey model and emphasised emotional intelligence as a set of competencies centred on regulating emotions and connecting with others. According to Goleman (1998), emotional intelligence is the ability to understand our own and others' feelings, motivate ourselves and others, and demonstrate leadership, empathy, and integrity. It is essential to distinguish between emotional intelligence and competence concepts. Mayer and Salovey (1990) defined emotional intelligence as a fundamental ability to perceive and use emotions. Goleman's (1998) emotional competencies refer to learned skills based on emotional intelligence, emphasising the word "learned." Thus, it is possible to develop emotional competencies. Since the release of Goleman's (1995) landmark work on emotional intelligence, interest in the concept and its application has grown dramatically. Emotional intelligence is based on the premise that we respond to other people's behaviours, which affect our moods. The interpersonal element of management and leadership has piqued the interest of researchers and practitioners in emotional intelligence (Fowlie, J. and Wood, M. 2009). The first area in the Goleman quadrant is Self-Awareness, which is made up of three competencies: Emotional Self-Awareness, where you can identify and understand your emotions and how they affect your work and relationships; Accurate Self-Assessment, where you can honestly evaluate your strengths and weaknesses; and Self-Confidence, where you feel positive and confident in your worth. The starting point for improving in these areas is being critically reflective of yourself. The second area is Self-Management, which involves five competencies: Self-Control, where you can keep your emotions and impulses in check; Transparency, where you maintain honesty and integrity in your actions and responsibilities; Adaptability, where you can adjust to changing situations and overcome obstacles; Achievement Orientation, where you have a solid drive to meet high standards; and Initiative, where you are ready to take advantage of opportunities. The third area is Social Awareness, which includes three competencies: Empathy, where you understand and take an interest in others' concerns; Organizational Awareness, where you can read the social currents of your workplace and navigate politics; and Service Orientation, where you recognise and meet customers' needs. Finally, Relationship Management is the fourth area, which includes seven competencies: Visionary Leadership, where you inspire and guide individuals and groups; Developing Others, where you help others improve through guidance and feedback; Influence, where you can persuade others with integrity and effective communication; Change Catalyst, where you can initiate and lead change in a positive direction; Conflict Management, where you can resolve disagreements and collaborate on solutions; Building Bonds, where you can establish and maintain positive relationships with others; and Teamwork and Collaboration, where you promote cooperation and teamwork.
[image: ]

From my perspective, I believe that the Goleman quadrant is the most suitable as it considers the importance of understanding one's own emotions, those of others, and the situation when managing social relationships. This quadrant consolidates the previous three dimensions to create the outcome: relationship management. Having a clear understanding of the other three aspects can be beneficial in facilitating this process. This can also be called "friendliness with a purpose" or the ability to achieve desired outcomes while collaborating with others. This dimension includes seven competencies related to relationships that may differ depending on the situation. Relationship management can be used to persuade others around us to make positive choices. We can adjust the responses based on others' reactions to enhance beneficial interactions. This must be a genuine attempt to benefit everyone and get the most significant possible conclusion while avoiding self-serving manipulation. 
Another form of relationship management is coping with other people's conflicts. 
Those with high interpersonal skills recognise conflict and take proactive initiatives to promote positive interactions. Effective communication requires active listening and empathy, especially during tough conversations. (Emotional Intelligence Background.pdf (ohio4h.org), 2024)

COVID-19 and Mindfulness
According to the Cambridge Dictionary (2021), an organisation is a group of individuals who work together in an organised manner towards a common objective. In light of the pandemic, mental health must be given due importance, as the work environment and related behaviours can significantly impact employees' well-being (Giorgi et al., 2020; Wilkinson, 2020). Research identifying the characteristics associated with health-promoting behaviours is critical for developing interventions to lower the risk of illness, especially among young adults whose health behaviours are malleable (Daw et al., 2017; Johnstone & Hooper, 2016). Indeed, it has been demonstrated that implementing health-promoting techniques for prevention can reduce mortality by up to 40% due to unhealthy behaviours and lifestyles (McGinnis et al., 2002). In this regard, keeping in mind that EI and self-care will be critical to achieving/maintaining good health, it is necessary to investigate how EI influences perceived stress via the potential mediating influence of self-care. Recognising this association would be helpful in devising and improving therapies to reduce stress and promote health, particularly in lockdown scenarios. In fact, during Covid 19 period, more than ever before, professional categories were under attack from a universal hazard that not only constitutes a "pandemic of mental health disorders" but also poses a challenge to organisations in ensuring employee safety and thus proper work performance (Giorgi et al., 2020; Johnstone, 2020). Mindfulness has gained attention as a core feature in all schools of psychotherapy. It originated in Eastern traditions and is linked with mindfulness meditation. It is a state of consciousness that involves intentionally attending to one's moment-by-moment experience.  As stated by Shapiro et al (2006), mindfulness allows one to disidentify with the contents of consciousness (i.e., one's thoughts) and evaluate their moment-to-moment experience with more clarity and objectivity. We call this process "perceiving" because it entails a fundamental shift in perspective. Rather than being engaged in our own narrative or life tale drama, we might just step back and observe it. According to Goleman, "The first realisation in "meditation" is that the phenomena contemplated are distinct from the mind contemplating them" (1980). It's easy to become overwhelmed with information, tasks, and deadlines in today's fast-paced world. Therefore, it's essential to have an attitude of mindfulness instead of a full mind. This means being present in the moment and fully engaged in whatever you're doing without distractions. The importance of mental health has become increasingly recognised in the workplace. In the aftermath of the pandemic, employees seek new job opportunities where they are valued and their mental health is given the importance it deserves. They are no longer willing to tolerate uncomfortable situations that can hurt their mental well-being. Emotional intelligence has become a highly sought-after skill in the workplace, not just for employers but also for employees. Employers are looking for individuals who are open-minded, empathetic, and willing to listen to others' perspectives. Employees are looking for organisations that prioritize mental health and emotional well-being. In conclusion, having an attitude of mindfulness, prioritising mental health, and possessing emotional intelligence are all essential components of a healthy, productive work environment.

How Emotional Intelligence Helps in a Company
It is natural to experience both ups and downs in life, but maintaining a balance is essential to lead a healthy and successful life. Emotional intelligence is a valuable skill that can help you avoid troublesome mood swings and manage your emotions effectively. Motivating yourself when feeling down and calming down when feeling too active is crucial. While we all experience emotions, we can control how long they persist and how we respond to them. Developing emotional intelligence can help you manage your emotions in your personal and professional life. Some skills that can help you include recognising your emotions and understanding how they impact your thoughts and actions. Empathy is another essential skill for understanding and connecting with others' emotions and perspectives. You can maintain a positive outlook and confidently handle challenges by developing high self-esteem. Handling emotional upsets is an important aspect of emotional intelligence. It involves understanding your triggers and learning healthy coping mechanisms to manage your emotions effectively. Being an emotional 'winner' means controlling your responses to difficult situations and maintaining a positive attitude.  Learning to influence people is another valuable skill that can help you navigate social situations and build strong relationships. Managing anger is crucial to avoid negative consequences and maintain healthy relationships. Other related areas that can help you develop emotional intelligence include mindfulness, active listening, and effective communication. By mastering these skills, you can become an emotionally intelligent individual who can manage your emotions and build meaningful relationships with others.

Conclusion and recommendations 
Building an emotionally intelligent workforce should be a business priority in the post-Covid work climate because of its significant impact on employee well-being, productivity, and overall organisational success. Employees with high emotional intelligence are better equipped to navigate challenges, manage stress, communicate effectively, and build strong relationships with colleagues and clients. These skills are more crucial than ever in a rapidly changing and uncertain work environment like the one post-Covid. Employers can improve the emotional intelligence of their employees by implementing various strategies. These strategies include training and development programs focusing on emotional intelligence skills such as self-awareness, self-regulation, empathy, social skills, and motivation. Feedback and coaching sessions can also be provided to help employees understand their strengths and areas for improvement in terms of emotional intelligence. A positive work environment that values emotional intelligence and encourages open communication can also be fostered. Leaders and managers can set a positive example by demonstrating high emotional intelligence in employee interactions. Encouraging employees to consider emotional factors in decision-making and providing resources and support for their mental health and well-being can also be helpful. By investing in developing emotional intelligence skills, employers can create a more resilient, engaged, and productive team better equipped to navigate the challenges of the post-Covid work climate. Relationship management can also involve collaboration and teamwork, among others. They are using talents from the previous three dimensions to guide the group towards their aims. Teams are made up of individuals who can absorb one another's emotions. Thus, it's crucial to maintain a positive emotional attitude. Cycas is a company that has made a name for itself in the hospitality industry. The company recognizes that its employees play a vital role in its success. For this reason, Cycas places great importance on emotional skills in its workforce. Employees who work in the hospitality industry must be able to connect with customers on an emotional level to provide excellent customer service. This means that they must possess a wide range of emotional competencies such as empathy, self-awareness, and effective communication. Cycas should understand that happy employees who value their work environment are more likely to transmit that positive energy to customers. Such positivity translates into better customer satisfaction, which is a crucial goal for the company. Therefore, Cycas should strive to create a work environment that fosters employee satisfaction and happiness. This is achieved through various initiatives such as training programs, employee recognition programs, and team-building activities. In conclusion, Cycas should recognise that emotional skills are critical in the hospitality industry. If the company values and prioritises its employees' satisfaction and happiness in their work environment, Cycas shall ensure its workforce is equipped with the necessary emotional competencies to provide excellent customer service.
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Salovey and Mayer’s 1990 model of emotional intelligence.
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Daniel Goleman’s Emotional Intelligence Quadrant
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