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Executive Summary 
The background of this report aims at establishing the reasons as to why EI has to be driven in the organization of choice, which in this case is Mitie Group plc. It analyzes three models of EI with respect to Goleman’s, Mayer and Salovey’s, and Dulewicz and Higgs’ models concerning collaboration, leadership, and business results. This strategic application of these emotional intelligence models has helped Mitie Limited retain a productive work operation and get a competitive advantage in the market. In addition, employee training and development plans along with work-life balance and employee wellbeing development have helped Mitie retain its emotional intelligence in work operations. A smart action plan has been used in the reports for the development of the skill of the manager which could improve their EI for employee management.
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[bookmark: _Toc192401399]TASK 1: INDIVIDUAL REPORT


1. Introduction
The capacity to recognise, communicate, comprehend, and control emotions is known as emotional intelligence (EI). Deutsch (2021) stated that EI functions as the skill to identify personal emotions and emotions in others for fostering self-motivation and interpersonal relationship management skills. In this context, this report will investigate the importance of creating emotionally intelligent personnel for the current unstable economic framework is the primary purpose of this document. It evaluates emotional intelligence models for their application to an organisational case while assessing their business value and recommending systems to promote staff collaboration.
1.1. [bookmark: _3928mreu1xcj][bookmark: _Toc192401400]Overview of the organisation
About Mitie 
Mitie Group plc stands as the UK leader in facilities management and professional services, which delivers premium services to various sectors ranging from banks to retailers, hospitals and government assets (Mitie, 2025a). The company delivers technological solutions in addition to building a diverse culture based on social value creation to improve customer facilities. 
Headquarters 
Level 12 the Shard, 32 London Bridge Street, London, England, SE1 9SG (GOV UK, 2025)
Employees 
72,000 with 149 different nationalities (Mitie, 2025a)
Business objective  
The business culture at Mitie requires the daily delivery of exceptional service through expertise combined with care and technological innovations. The organization bases its values on equality, diversity and inclusion, and it supports integrity and trust. The main objectives at Mitie Centre are to develop extraordinary work environments while promoting staff growth and pursuing social value enhancements (Mitie, 2025b). As part of its corporate commitment, the company actively pursues sustainability alongside innovation and develops every business operation with a customer-centered methodology and proactive approach.
Revenue 
Mitie Group plc reported record-breaking revenue of almost 4.51 billion British pounds in 2024.  Compared to 2021, this represented a significant rise of around two billion British pounds (Statista, 2025).
[image: ]
Figure 1: Revenue of Mitie Mitie in the United Kingdom and Ireland (2008-2024)
(Source: Statista, 2025)
Moreover, Mitie Group has operating profit for the FY24 was £210m which was a 30% increase than the previous year (FY23: £162m) (Mitie, 2025c) 
[image: ]
Figure 2: Financial highlights of Mitie 
(Source: Mitie, 2025c)
Overall, it can be said that as a UK facilities management leader Mitie Group plc delivers premium services in multiple sectors throughout the country. The organization places a focus on technological innovation together with sustainability practices and social value creation through diverse teams within a customer-focused proactive business model. 
2. [bookmark: _34vqy6pcg9ew][bookmark: _Toc192401401]Key models of Emotional Intelligence
2.1. Goleman’s Emotional Intelligence Model
EI is conceptualized by Daniel Goleman as made up of a number of competencies though the five broad categories include self-awareness and self-regard. There are five well-defined elements, namely: Self-awareness, Self-regulation, Motivation, Empathy, and Social skills (Shrestha and Dahal, 2023). 
[image: ]
Figure 3: Five stages of Goleman’s Emotional Intelligence Model
(Source: Self-created)
Self-awareness is recognizing and comprehending one's feelings, motivations, strengths, and needs (Pretorius and Plaatjies, 2023). Self-regulation is involved with the regulation of emotions and the ability to change easily (Elbers and McCraty, 2020). They are in relation to the driving force within individuals that are unrelated to tangible incentives and hence encourage the sustenance of effort and dedication within the organisation. Kanesan and Fauzan (2019) state that Empathy, which encompasses the perception of the feelings of others and demonstrating adequate behaviours in response to such feelings, is an important facet in working relationships as well as when it comes to talent management. Social skills refer to the ability to relate with people, handle conflicts, negotiate, and also to work in groups through diplomacy and bargaining skills. 
2.2. Mayer and Salovey’s Four-Branch Model 
Mayer, Salovey, and Caruso's (2008) Emotional Intelligence (EI) Ability Model is centred on how feelings affect cognition. This model is grounded on the four-branch model that perceives emotion, uses emotion to facilitate thought, understands emotions, and manages emotion (Positive Psychology, 2019). 
[image: ]
Figure 4: Mayer and Salovey’s Four-Branch Model 
(Source: Self-created)
The first two branches entail identification of and response to tone, mood, and attitude, and use of emotions in support of rational processes. The latter concentrates on the tendency to identify emotions, forecast their repercussions, and manage them in a way that corresponds to the end person's objectives and contexts.  This model points out that EI is defined as certain technical skills associated with emotional perceiving, appraising, and regulating emotions. This one classifies EI as a "hot intelligence", that is to say, that it is concerned with social/emotional affairs. Mayer and his partners further developed the model in 2016 to have more problem-solving aspects emphasizing that EI is both practical and social intelligence (Positive Psychology, 2019). These abilities are measured using the Mayer-Salovey-Caruso Emotional Intelligence Test (MSCEIT). 
2.3. Dulewicz and Higgs’ Emotional Intelligence Model
Emotional intelligence (EI) is seen by Dulewicz and Higgs as an ontological quality that encompasses social and personal competence (Sfetcu, 2020). The discussed assessment tool by Dulewicz and Higgs relates to the Emotional Intelligence (EI) model that encompasses self-awareness, emotional resilience, motivation, interpersonal, influence, intuitiveness, and conscientiousness. Dulewicz and Higgs’ Emotional Intelligence (EI), cognitive, emotional and management competencies are aspects which must be present in leadership (Coronado-Maldonado and Benítez-Márquez, 2023). It is assessed by using the Leadership Dimensions Questionnaire (LDQ) which includes elements of self-orientation, emotional strength and drive. The model has been proven to have reliability and validity through research, which underlines the significance of the model in measuring the effectiveness of leadership and the positive relationship between transformational leadership attributes and organizational performance.
3. [bookmark: _ku225vcfmdcq][bookmark: _Toc192401402]Application of the key models of emotional intelligence on Mitie
Emotional intelligence in the business workplace has driven toward better communication, stronger relationships, improved leadership, and a more positive work environment. In the case of Mitie Limited, the application of EI models is essential for enhancing emotional intelligence in employee management and resolving employee conflict, as well as discrimination issues in the business work environment. 
3.1. Goleman’s Emotional Intelligence Model
Self-awareness and Self-regulation
Based on Goleman’s Emotional Intelligence Model, Self-awareness and regulation are the key pillars of emotional intelligence in a business environment. In the case of Mitie Limited, this company has followed “integrity and trust” under the inclusion and diversity guidelines for employees in the work environment (Mitie, 2024a). This equality and diversity in Mitie Limited’s workplace has helped this organisation to apply this EI model by promoting emotional intelligence through collaborative work operations and diverse team building.
[image: ]
Figure 5: Employee engagement and training plan of Mitie Limited
(Source: Mitie, 2024b)
Employee training and development programs for emotional intelligence in Mitie Limited have helped to increase employee self-awareness along with increasing stress and engagement (Buncic, 2023). This strategic initiative has helped Mitie Limited to increase emotional intelligence among employees in the workplace. However, according to Glassdoor reviews, Mitie Limited has got a 3.6-star review due to extreme work pressure along with poor people management (Glassdoor, 2025). In that case, these workplace-related complications such as employee conflict have disrupted the implication of emotional intelligence through self-awareness and regulation in Mitie Limited. Moreover, emotional intelligence in business has helped to retain a collaborative work operation and retain the quality of work operation in business management. Thus, emotional intelligence in business is essential for retaining a productive and effective work operation.

[image: ]
Figure 6: Goleman’s Emotional Intelligence Model
(Source: Self-Developed)
Motivation and Empathy
Employee motivation and empathy are the key areas of developing emotional intelligence in business operations. Mitie Limited has celebrated its employee achievement and recognised awards toward its 75 employees for best performance in 2024 (Employee Benefits, 2024). This employee recognition and appraisal have helped Mitie Limited to ensure employee motivation and empathy for enhancing emotional intelligence in the workplace. In addition, employee payroll-based loan schemes and the safety and security of employees have helped Mitie Limited to promote emotional intelligence among people management. However, Ying et al. (2024) have commented that the Schachter-Singer Two-Factor Theory of Emotion emphasises key emotions such as employee career growth opportunity and job satisfaction in the workplace. This theoretical concept in Mitie Limited has helped to achieve higher emotional intelligence by ensuring employee job satisfaction and career development opportunities in work operations.
Social skills
Mitie Limited has ensured the social values of the 5 pillars of Employment, Responsibility, Community, Environment, and Innovation for ensuring the social and emotional skills of employees (Mitie, 2024c). These key values have helped Mitie Limited to incorporate into its employee training and development plan to enhance higher emotional intelligence in the work environment. This social skill development has helped Mitie retain its 72,000 employees of 149 different nationalities (Mitie, 2025a). Therefore, the application of Goleman's Emotional Intelligence Model has ensured the effectiveness of its emotional intelligence in Mitile's employee management and operations.
3.2. Mayer and Salovey’s Four-Branch Model 
Perceiving emotion and using emotion
Perceiving emotion is the ability to understand other perceptions and emotions in a business environment. Mitie Limited has implemented perceiving emotions through evaluating customer feedback and reviews for evaluating customer perspective and buying behaviours in business operations (Trustpilot, 2025). This strategic initiative has helped Mitie Limited to evaluate the concept of perceiving the emotions of its consumers. However, Mitie Limited has implemented “using emotions” factors through its social media advertising and marketing to influence its consumer purchasing behaviours (Mitie, 2024e). These strategic approaches have helped Mitie Limited to apply emotional intelligence in its marketing and sales operations. ‌Alzoubi and Aziz (2021) have commented that emotional intelligence has helped business organisations evaluate the consumer perspective and make strategic decisions in business management. Therefore, emotional intelligence is essential for businesses to retain a productive work operation and ensure higher consumer engagement.
Understanding emotion and managing emotion
Mitie's people survey has helped this organisation to understand its employees' emotions and issues in business management (Mitie, 2024d). Employee surveys in Mitie Limited are driven toward better decision-making and retaining employee engagement in business operations. On the other hand, employee work-life balance along with a well-being development plan in Mitie has helped to manage employee emotions like higher stress and extreme work pressure issues (Mitie, 2024d). This strategic approach has helped Mitie Limited to get a competitive advantage and retain talent management in the business environment. ‌Subramanian et al. (2021) have commented that Mayer and Salovey’s Four-Branch Model emphasise the key factors of Perceiving emotion, Using emotion, Understanding emotion and Managing emotion to improve emotional intelligence in business management. Therefore, it has been identified that emotional intelligence has helped business organisations to retain a productive work operation, as well as talent acquisition in the workplace. 
3.3. Dulewicz and Higgs’ Emotional Intelligence Model 200
Dulewicz and Higgs’ Emotional Intelligence Model focuses on personal traits such as emotional resilience, motivation, interpersonal influence, and intuitiveness for enhancing emotional intelligence in employee management. In that case, Mitie Limited has applied this emotional intelligence model through employee training, diverse team building and retained productive work operations. Mitie Limited has ensured hands-on tasks like analysis, reporting, and practical projects designed for its 200 colleagues to improve their emotional intelligence (Clarke, 2024). As a consequence, the characteristic of emotional intelligence in Mitie’s employees has helped to expand its business network in global countries and retain a stable financial position in the UK market. However, Oleksa-Marewska and Tokar (2022) have commented that employee wellbeing, and hybrid work operation have helped to reduce employee stress as well as retain emotional intelligence in work management. Therefore, emotional intelligence in the workplace has helped to retain a collaborative work operation and get a competitive advantage in the market.
[bookmark: _o8w1pet6gx75][bookmark: _Toc192401403]      4. Critical Evaluation of Emotional Intelligence Models in Mitie for meeting organisational development needs
      4. 1. Goleman’s Emotional Intelligence Model
Daniel Goleman’s Emotional Intelligence model puts stress on the importance of emotional awareness, maintaining regulations and managing interpersonal skills for personal and professional development. 
Self-awareness and self-regulation
Mitie is known as a large and customer-centric organisation that primarily supports employees and their emotions. In order to successfully maintain emotional ability that is self-awareness of employees' improvement, self-regulation is important (Hadi and Gharaibeh, 2023). For instance, employees who are working in high-pressure environments, such as managing customers and handling multiple projects, are required to build adaptability to handle stress. Mitie Limited must develop a culture where employees can get emotional support and reduce organisational turnover. Along with that, it is also necessary to provide support to the emotional needs of employees through managing training sessions across the different organisational levels. Considering the diverse workforce requirements, developing emotional needs is crucial. 
Motivation
Motivation defines the involvement of harnessing emotions to pursue goals. As a customer-centric company, Mitie must operate in a sector where employees are often involved in taking part in long-term and service-oriented tasks. As per Alabi et al. (2024), motivation is a crucial factor that improves staff morale and the delivery of high-quality services. However, providing motivation can be a challenging factor sometimes. There are influences of external factors that can deeply impact employees' work productivity. The application of Goleman’s model can be challenging, but it will certainly allow improving employee morale. 
Empathy
Empathy refers to understanding and responding to the emotions showcased by others. Mitie deals with a wider range of customers and in order to provide high-quality services Mitie must work to demonstrate empathy, maintain client relationships and resolve complaints with more efficacy. By showing empathy, Mitie requires focusing on evaluating difficulties and improving the high turnover rate. 
Social skill
As per Goleman’s emotional intelligence model, developing social skills is crucial for employees, it allows them to develop a collaborative relationship across different departments of the company. In a large organisation, in some cases, it is a challenge to develop social skills due to the differences among different ranges of employees. The role of social skills is crucial to developing effective emotional intelligence skills (Ahli et al. 2024). Therefore, it is suggested that using these five techniques will certainly help Mitie’s employees maintain organisational diversity. 
4. 2. Mayer and Salovey’s Four-Branch Model
Another emotional intelligence model, Mayer and Salovey’s Four-Branch Model of Emotional Intelligence shares a comprehensive framework for a deeper understanding and improves the level of emotional intelligence. The model consists of four key components. While applying in it an organisational setting, it is crucial to facilitate management and outsourcing companies' skills Application of this model will certainly allow for improvement in the level of emotional intelligence to maintain a certain limit.
Perceiving Emotions: 
The first component is perceiving emotions which primality involves with identification of emotions in oneself and others (Vila et al. 2021). For Mitie organisations, employees are required to focus on maintaining a balance between their emotions that supports to development of a positive working environment and improves relations with the customers. In order to support the emotional needs of employees, it is crucial to provide emotional awareness to the managers. As per Qin, and Men, (2023), supporting interpersonal communication can be crucial to eradicating the challenges between employees. It also helps in addressing cultural differences and supports employees to express their emotions. 
Facilitating Thought
Emotional influence often impacts cognitive processes and hampers decision-making. In Mitie Private Limited, emotionally intelligent employees use their emotional awareness to make better decisions, manage their stress and prioritise tasks with efficacy. For instance, employees must develop adaptability that supports employees to work under pressure and handle their level of anxiety. Multiple instances provide a focus on satisfying the needs of employees and reframe the situation consisting of the emotional unavailability issue of the organisations. However, it is crucial to apply effective leadership strategies so that all the staff can perform better and apply a different set of strategies for different levels of employee segments. 
Understanding emotions
This segment primarily works to understand the emotional needs of different complex relationships of different employees. It has been found that Mitie's private limitations are struggling to manage a relationship between emotions and knowing the growing need for emotional support for employees. In order to understand others' emotional needs it is crucial to develop a deeper understanding of the emotional maturity of employees (Drigas et al. 2021). In this regard, managers are required to focus on addressing work difficulties and support to have effective communication to reduce the communication gap between employees. 
Managing emotions
Managing emotions is focusing on relating one’s own emotions and their emotional influence on others. Mitie Private Limited must manage workplace stress and conflicts. In order to maintain emotional regulations, it is crucial to provide training sessions to employees so that it can be more effective for all employees. 
4. 3. Dulewicz and Higgs’ Emotional Intelligence Model
Dulewicz and Higgs' Emotional Intelligence (EI) Model, categorises emotional intelligence into four domains and provides a framework for assessing the individual capabilities of the organisation. The application of this emotional intelligence model works to support Mitie in evaluating its vulnerable areas and identifying the areas which require improvement. Considering the issue that Mitie is dealing with, self-awareness can allow employees to recognise their emotional triggering points and suggest that they take part actively in the decision-making process. The managers of Miti Private Limited are required to focus on improving their communication skills so that better functions can be done to maintain a professional environment. Emotional intelligence traits like active listening along with self-awareness have helped Mitie Limited to retain a productive work operation and retain talent management. In that case, Dulewicz and Higgs' model offers a solid foundation for Mitie Limited for developing a strong personal growth of its employees to retain productive work operations.
5. [bookmark: _athann4vrpl6][bookmark: _Toc192401404]Recommendations for Enhancing Emotional Intelligence in the Organisation
The goal-setting theory defines the approaches of leadership towards the improvement of employee performance.  As per the view of Hofstad et al. (2021) goals setting theory defines the goals of the leadership by making specific and measurable goals which are to be followed by the employees. Here, it has been found from the above section that Mitie's leadership needs to develop empathy towards the people and communicate with employees for the development of productivity.  Thus, leaders could improve their own empathy skill, communication skills, social skills and self-regulation.  
	Specific
	Measurable 
	Achievable 
	Relevance 
	 Timeframe 

	To develop communication skills  for the improvement of interacting capabilities with the employee
	The HR management of the company could acquire the feedback from the employee survey in order to measure their ability to interact. 
	The manager must learn communication skills by improving active listening skills beforehand. Later, different online communication tools could be used to enhance confidence in communication during the time of distress.  
	The communication skill development of the manager could help in identifying the needs of the employees (Jankelová and Joniaková, 2021). The fulfilment of the employee needs could be helpful for motivating the workers and making them highly productive in the workplace.
	3 months 

	To develop empathy, skills engaging in active listening skills during conversations, and understanding the emotions of the speaker are important. 
	The HR management of Mitie Private Limited will participate in at least 3 active listening exercises a week.

	This skill will be achieved through attending workshops, webinars and improving emotional intelligence for emotional empathy.
	Empathy skill helps to show empathy to maintain emotional well-being 
	5 months

	In order to improve Social Skills, practice initiating conversation, maintaining eye contact and using appropriate body language is necessary. 
	The employees should take the initiative to engage 2 social interactions each week with people to improve social skills, track progress through a journal. 

	The social skill will be achieved by enrolment in effective communication and attending interpersonal courses using different tools for effective interaction and building confidence.

	Social skills allow people to accelerate their career growth and expand their professional careers. 
	6 months 

	For developing Self-regulation skills, it is necessary to practice mindfulness techniques to take control of emotions.  
	The HR management of the company requires practising mindful exercises to track emotional availability and responses to stress each week for further improvements.

	To improve self-regulation it is necessary to use mobile applications such as Headspace or Calm for daily monitoring. 

	Self-regulation skills are crucial for managing emotions, thoughts and behaviours efficiently. 
	8 months 


Table 1: SMART Action Plan
(Source: Self-developed)
6. [bookmark: _1er9d4fn0e53][bookmark: _Toc192401405]Summary
Emotional intelligence within the manager of Mitie has been effective in people management activities. The company has been able to provide EI training to their employees and leadership to improve their efficiency in working within a positive workplace environment.  “Goleman’s Emotional Intelligence Model”, “Mayer and Salovey’s Four-Branch Model”  and “Dulewicz and Higgs’ Emotional Intelligence Model”  model of EI have been used in the above report and highlighted how the managers of the company applied their EI skills for communicating and supporting the workers. The communication gap and empathy still lacking among some managers which has yet to be developed by the application of the goal-setting theory.  
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