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[bookmark: _Toc163537341]Introduction
Emotional intelligence is considered one of the most important soft skills nowadays. It is consisted of some components e.g., self-regulation, motivation, empathy, and social skills. An emotionally intelligent person has an awareness of the emotions of self and others and, the ability to regulate the emotions in an effective way to get success in a professional context. Emotional intelligence also plays a significant role in converting a person to mindful. As a result, a person possesses some social qualities such as being aware of the emotions and thoughts of others without judgment, focusing on the present rather than the past and many more. The purpose of the report is to examine and evaluate the importance of emotional intelligence and mindfulness in the workplace, specifically within the context of Vodafone. The objectives of the report include identifying the organisational relevance of emotional intelligence, understanding conceptual frameworks, analysing practical implications of the frameworks, providing recommendations and addressing the business challenges by taking into consideration the post-pandemic and present economic conditions. The report also answers the question of why an emotionally intelligent workforce should be a business priority in the post-COVID work climate and how employers train employees to make them emotionally intelligent from the real-world case study of Vodafone. The company has been selected by considering the availability of data of the company in various online journals.


[bookmark: _Toc163537342]Organisational overview of Vodafone
Vodafone Group Plc is a British multinational company in the telecommunication sector. It was founded in 1991 and headquartered in Newbury, Berkshire, England, UK. Currently, the company is operating its business in more than 60 countries successfully. Vodafone Global Enterprise division also has a significant impact on the success of the business worldwide (Giorgioni, 2023). The division provides IT services along with telecommunication to 150 countries. The impact of COVID-19 can be significantly noticed in the financial results of the company. Where the turnovers of the company in 2015 and 2016 were €48,385 million and €49,810 million respectively, it became €45,580 million and €45,706 million in 2022 and 2023 respectively (Sciorilli et al., 2023). However, the company has maintained a good profit margin during the pandemic and so trying presently. Effective HRM practice helps the company significantly in this regard. Other than maintaining a boss-subordinate relationship with the employees, the employers of the company foster teamwork among the employees. Positive work environment, employee empowerment etc. may require some level of emotional intelligence among the employees and employers to make HRM practices effective.
[bookmark: _Toc163537343]Overview of the models of emotional intelligence
Daniel Goleman proposed five components which construct emotional intelligence for people. They are self-awareness, self-regulation, motivation, empathy and social skills. Self-awareness means being aware of the emotions of oneself. From the organisational perspective, self-awareness denotes understanding the impact of one’s behaviour and emotions on team performance. Self-regulation means the ability to control emotions as well as emotional behaviours. It may involve techniques such as self-control, adaptability etc. Motivation, on the other hand, denotes the driving force making individuals organisational goal-oriented. It has a positive relationship with EQ. When motivation remains high, the level of emotional intelligence also remains high (Varvatsoulias, 2023). Empathy denotes another social skill to understand feelings and be compassionate to others. It includes several skills such as active listening, sensitivity to the feelings of others etc. Finally, social skills include a range of interpersonal abilities which play a significant role in making communication effective as well as building relationships. Conflict resolution, leadership and teamwork are also some social skills. According to the framework of Daniel Goleman, people having better levels of EQ are more capable of managing relationships within organisation boundaries as well as more capable of working in changing working conditions.
Bar-On's model of emotional intelligence is another framework that focuses on some emotional and social competencies to improve the level of emotional intelligence. The competencies are such as intrapersonal skills, interpersonal skills, stress management, adaptability and general mood which collectively contribute effective performance of individuals in professional bodies (Khotbi and Brir, 2023). The intrapersonal skills involve some other skills related to self-awareness and self-management such as emotional self-awareness, assertiveness, independence etc. which help significantly in understanding their emotional feelings and controlling them. Interpersonal skills denote the abilities to interact with individuals such as empathy, interpersonal relationships, social responsibilities etc. Stress management, on the other hand, competency is comprised of some other aspects e.g., self-optimism, stress tolerance, etc. which help in being calm during uncontrollable situations and changing environments. Adaptability is another competency which enables individuals to cope with new situations easily. It may involve problem-solving, flexibility etc. Finally, general mood denotes how as a person wants to live and how he/she does. It is also related to the overall emotional and mental well-being of individuals (Anand et al., 2023). The mood can be divided into positive or negative. However, individuals with positive general moods are more resilient and adaptable generally which plays a significant role in overcoming challenges.
Mayer and Salovey's ability model was developed based on four components such as perceiving emotions, using emotions to facilitate thoughts, understanding emotions and managing emotions (Megías-Robles et al., 2024). Perceiving emotion means the ability to identify the emotions of self and others accurately. The reasons behind the emotions are also needed to identify in this situation. For understanding personal emotion, self-awareness is enough. However, understanding the emotions of others is difficult because they can be identified only by their vocal intonations, facial expressions etc. Using emotions to facilitate thought means leveraging the emotion to enhance the cognitive process of individuals. Emotion may help in generating information, motivation, creativity problems etc. which help in harnessing effective decision-making. Understanding the emotion involves making a connection between emotion, thoughts and behaviours. The consequence of particular emotional behaviours is also identified by understanding the emotions of self and others. Managing emotions means controlling the emotions of self and others through various strategies such as managing interpersonal conflict, stress management and many more (Kukah et al., 2023). It helps in finding the best version of oneself and motivating subordinates within an organisation. All the elements of this model help in making an individual emotionally intelligent and successful in his/her personal and professional life.

[bookmark: _Toc163537344]Importance of developing emotional intelligence in workplace
Vodafone operates business in many countries. That is why the way individuals within the organisation act varies from country to country due to cultural differences. But the common thing in the organisation is that the employers of the company encourage the employees to work and collaborate in every country. While employees were always presented for work at the workplace, the COVID-19 pandemic has made it difficult for the employees to be presented physically at the workplace, as the governments of various countries restricted human activities publicly in almost every country (Lee et al., 2023). Consequently, the company focused on remote working. Additionally, the pandemic has had various negative impacts on the behaviour of the employees. In the situation above, the importance and the roles of EQ are as follows: 
· Improve communication and collaboration: Emotionally intelligent people are empathetic. They understand the emotions of others on particular issues. Additionally, those people judge things from multiple points of view rather than only one point. As a result, they can develop messages for communication according to the expectations of their colleagues. They not only become empathetic but also active listeners (Sharbatdaran and Awan, 2023). As a result, they can gather the points of view of all colleagues involved in a team. This type of activity reduces interpersonal conflict within the teams and communication as well as a good sense of collaboration improves. 
· Adaptability and resilience: The first thing of that emotional intelligence does is the enhancement of self-awareness and emotional regulation. As part of this, emotionally intelligent people understand their limits. If any kind of change is required, they can adjust their working style to that. They also shape their emotion accordingly. Additionally, they embrace the change as an inevitable one (Vashisht et al., 2023). They realise the change is badly required for growth. That is how they welcome change in their working style. As part of this, the employees of Vodafone accepted remote working during the pandemic. A positive relationship development fostered by the emotional intelligence of the people also played a vital role in this regard. 
· Employee wellbeing and engagement: Emotional intelligent leaders also understand the expectations of the employees. As the leaders are aware of the emotions of the employees, they trailer instructions accordingly. As part of ensuring job satisfaction as well as the reduction of employee turnover, the employers undertake several initiatives including training and development activities to engage the employees with the organisation. On the other hand, leaders having high EQ are empathetic to understand the factors creating stress on the employees (Jufrizen et al., 2023). Consequently, they manage to undertake several initiatives for stress management of the employees. The employees also understand the caring nature of the employers which plays a vital role in ensuring employee wellbeing and engagement. 
From the importance of the EQ discussed above, it can be said that there is a positive relationship between emotional intelligence, effective communication and business advantage. Business advantages of emotional intelligence are many. For instance, the presence of emotional intelligent workers within an organisation like Vodafone helps in retaining talented employees. They can contribute significantly to the growth of the company in the long run.
[bookmark: _Toc163537345]Application of emotional intelligence models to Vodafone
The activities of the employers of Vodafone during the pandemic and post-pandemic situations are slightly similar to the models of emotional intelligence briefly discussed above. However, the proper application of the models can not be noticed in the activities and initiatives of the leaders in Vodafone. There might be several reasons. One of the significant reasons for this is that models were developed and have been studied theoretically all over the world. Where the practice organisations may face different challenges at different time frames. However, the application of the models to Vodafone has been given as follows: 
· Self-awareness: It is the first component of Daniel Goleman’s EI model. It involves understanding personal emotion as well as the impact of emotional behaviour on team performance as well as organisational performance. It is relevant to both employees and the employers of the company (Cárdenas-Muñoz et al., 2024). For example, a leader with self-awareness understands his emotions and the impact of his personal feelings on organisational performance. However, the various training programmes and workshops can provide significant insights about self-awareness to the employees and employers of the company. 
· Sefl-regulation: It is important for making the actions of the employees of the company effective. As part of this, the company try to ensure that the employees of the company feel stress-free. To achieve so, the company has reduced the work stress of the employees by reducing working hours. As part of this, 54% of the employees work 8 hours or less (Sackey, 2023). 
· Motivation: To motivate the employees, the company aligns the goals of employees with organisational goals. For example, employees are provided with career development opportunities at Vodafone. Where employees perform better for a better career path as well as the growth of the company is also ensured (Agnihotri and Bhattacharya, 2023). Vodafone talent mobility programmes and, the Vodafone global leadership summit are significant initiatives undertaken by the company to motivate employees. 
· Empathy: It is an ability to work together with individuals with satisfaction. Although organisations encourage teamwork and collaboration, the organisation might have a lack of empathy among the employees. Empathy is needed from both the employee and employer sides. But the employee recommendation percentage (18%) is not in favour of the company. 
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Figure 1: Vodafone eNPS (Comparably, 2023).
· Social skills: The company encourages employees to collaborate and communicate properly. As part of this, they are provided opportunities to develop some social skills such as communication, networking and other interpersonal skills. These skills are impactful in making the employee more capable and emotionally strong.
The application of Mayer and Salovey’s ability model is not properly applicable to Vodafone. However, some of the elements of the model have relevance to the company. The application of the model is as follows: 
· Perceiving emotion: No significant activities are relevant to this element of the model. The company does not have significant initiatives to perceive the emotions of others, particularly of the employees. 
· Using emotion: The company uses the emotions of the employees in career development and aligns the emotions to ensure business growth and support. The Digital Ideas Hub is a programme of the company designed to foster innovation of creativity among the employees (Foster, 2021). The newly recruited employees are encouraged through this programme. 
· Understanding emotions: Vodafone has no significant and specific self-reflection programme to understand the emotions of the employees other than the emotions related to career development. 
· Managing emotion: Vodafone has no significant tools to manage emotion except to reduce work stress. As part of this, the company undertook several initiatives such as reducing working hours to less than 8 hours and weekly remote work opportunities (Glassdoor, 2023). However, remote work opportunities are only available for middle-level employers.
While recruiting the employees at Vodafone as well as retaining the employees for the company, the company not only focuses on educational background but also focuses on the skills which play a vital role in teamwork and agile working environment. Some activities demonstrate the effort of the company to enhance the emotional intelligence of the company which is relevant to the components of Bar-On's model of emotional intelligence. They have been discussed as follows: 
· Intrapersonal: During the COVID-19 pandemic the company undertook several initiatives to reduce increased stress and anxiety. Among the initiatives, the company arranged a stress management workshop and facilitated cross-functional collaboration by using digital tools (Kaskar and Patel, 2022). These activities helped the employees to be self-aware and assertive. 
· Interpersonal: The employers of the company encouraged the employees to participate in a culture of openness, and respect. The company facilitated constructive feedback for the employees particularly those of lower ranks. These initiatives contributed significantly to developing the interpersonal skills of the employees. 
· Stress management: To reduce the stress of the employees during the pandemic, the company provided a special focus on remote work with some stress management workshops for the well-being of the employees. Remote work was so effective that the company allowed its employees to take part in remote work once or twice a week after the pandemic (Bundhe et al., 2022). Reducing working hours for particular employees is also a significant initiative of stress management. 
· Adaptability: The company has several training and development activities to make the employees agile in a changing environment. Additionally, the company implement various change management strategies to make the employees adaptable. The company also has different approaches to encourage a growing mindset and learning and development. 
· General mood: The company prioritises employee engagement, recognition and work-life balance by reducing job stress for the employees (Nargotra and Sarangal, 2023). Additionally, provides a special focus on solving the issues which are responsible for making work-life imbalanced. 
From the analysis of the models of emotional intelligence above, it can be said that the company have several approaches contributing to enhancing the skills of employees including emotional intelligence. In the model, only emotional intelligence has been discussed from the organisation and employee points of view. However, the impact of emotional intelligence is also noticeable while managing clients of the company. The company understand the demands of the clients by using various data analysis tools and trying to meet their demands (Mehrotra and Menon, 2021). Additionally, if any misunderstanding takes place between the company and clients, the company provide attention to detail to the customers.
[bookmark: _Toc163537346]Critical evaluation and recommendations
From the applications of the three renowned models of emotional intelligence to Vodafone, it is clear that the company has undertaken several initiatives to enhance some social and soft skills which could be impactful in achieving success of the business worldwide. However, the company has not undertaken any systematic approach to enhance emotional intelligence although some initiatives of the company help in developing emotional intelligence. That is why a question may arise whether an organisation can achieve sustainable growth without emotional intelligence. If not, which strategies have enabled Vodafone to be successful in different international markets? The answer is there several factors contributing to the success of the company e.g., early market entry and acquisition, focus on innovation (3G/4G technologies), adaptability etc. (Bakare and Bassey, 2021). However, Vodafone also should focus on Talent management and retention. As part of this, developing emotional intelligence is badly needed in the competitive business landscape where retaining talents is as important as customer retention in business. Harvard Business Review published that employees with high levels of emotional intelligence are 20% more productive than those with lower levels (Goleman, 2021). In a survey of another publication, 61% of HR leaders believe that soft skills including emotional intelligence have better adaptability in changing working conditions (Sánchez-Pujalte et al., 2023). From the analysis of the facts, building an emotionally intelligent workforce should be in a post-pandemic work climate. That is why employers including the employers of Vodafone should take necessary steps to enhance the level of emotional intelligence among the existing staff. The following process can be applied by employers to ensure an emotionally intelligent workforce for the organisation:
· Assessment and identification: The employers of Vodafone can assess the level of emotional intelligence among the existing employees. It could be done by using self-assessment tools, facilitated discussion etc. (Fteiha and Awwad, 2020). The identification of the emotional intelligence competencies such as self-awareness, self-regulation, empathy, social skills, and stress management should be made with the strengths and weaknesses of the employees. 
· Training and development: The employers should prioritise training and development programmes with a view to developing the level of emotional intelligence among the employees. The programmes should ensure emotional awareness, effective communication and conflict resolutions. 
· Monitoring: The training and development programme should be monitored by the employers of the company. It should be ensured that the right tools have been selected for training the employees and that the employees are being benefited significantly from the programmes. 
· Feedback: The employees should be offered constructive feedback and guidance by the employers of the company. Any problem faced by the employees during the sessions should be removed immediately. 
· Continuous learning and development: The training and development programme should be a continuous process. The programmes should be held periodically. The impact of the programmes should be identified by performance metrics. Any mistake may have in the process of developing emotional intelligence among the employees. If it is, they should be improved in no time. Newly recruited employees also should be engaged in the development programmes immediately.


[bookmark: _Toc163537347]Conclusion
Emotional intelligence enables individuals to understand the emotions of self and others and regulate and manage them in an effective way to achieve personal and professional well-being. The understanding of the emotions of others enables an individual to act mindful way. In the fast-changing business requirements, emotional intelligence also has a significant impact like other social and technological skills. An emotional intelligence workforce is more agile in the organisation in the changing business climate and more adaptive to change. It is equally important for Vodafone to get competitive benefits. Although the company has been performing well all over the world, the company has no significant and specific activities which could directly enhance the level of emotional intelligence among the employees. The critical evaluation of the emotional intelligence models including Bar-On's model, Daniel Goleman’s model and Mayer and Salovey's ability model demonstrate the lack of the company in developing an emotionally intelligent workforce, where it should be a business priority in the competitive business landscape. That is why the employers of the company should identify and assess the level of emotional intelligence of the existing employees, provide training and development opportunities, monitor programmes, provide feedback and ensure continuous learning and development to develop an emotionally intelligent workforce. It will enhance the ability of employees of the company to contribute to the company in situations like pandemic and post-pandemic.
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