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Hard abilities and formal certificates still have value, but they are no longer sufficient on their own. In today's workplace, personal are expected to interact productively, collaborate across diverse peer groups and generations, adapt to change and cope with pressure. As a result, organisations have become increasingly interested in EI and mindfulness because both influence the way individuals understand and respond to emotions at work.
EI focuses on perception of emotions and management of reactions in oneself and others. Mindfulness takes a different approach. Rather than focusing on emotions themselves, it encourages people to pay attention to what is happening in the moment, including their thoughts, feelings and reactions. In workplace settings, this can make it easier to respond calmly to difficult situations rather than reacting automatically.
These qualities become particularly relevant when people from different generations work together. Views on communication, feedback and workflows often differ. Managers often find themselves balancing different perspectives while trying to maintain cooperation across the team.
For this reason, emotional intelligence and mindfulness have become increasingly important topics within organisations. Understanding how these concepts influence behaviour may help explain why some leaders build effective working relationships and adapt successfully to changing workplace environments, while others struggle. The discussion that follows examines the main theories of emotional intelligence and considers their relevance to leadership, organisational performance and the management of multigenerational workforces.
[bookmark: _Toc235264623]Task 1: Emotional Intelligence in the Workplace
[bookmark: _Toc235264624]Understanding Emotional Intelligence
Salovey and Mayer (1990) describe EI as being capable of identifying emotional states while critically analysing how they shape behaviour use that understanding when making decisions or interacting with other people. In organisational settings, this idea has attracted considerable attention because workplace success rarely depends on technical ability alone. How people communicate, respond to pressure and work with colleagues can be just as important.
Even so, emotional intelligence remains controversial. Researchers continue to disagree about where its boundaries lie and whether it should be viewed as a form of intelligence, a collection of personal characteristics, or something in between (Fernández-Berrocal and Extremera, 2006). The result is that definitions and methods of measurement vary considerably across the literature.
Despite these disagreements, emotional intelligence continues to be used as a way of understanding behaviour in the workplace. The idea is particularly useful when looking at leadership behaviour and day-to-day interactions between colleagues.
[bookmark: _Toc235264625]Goleman's Emotional Intelligence Framework
Goleman (1998) tracks five overlapping competencies: empathy, motivation, self-awareness, self-regulation, and social skills. Crucially, this model anchors these traits to everyday job performance rather than abstract psychology—which is exactly why it dominates leadership and management development programs today.
Self-Awareness
Goleman (1998) places self-awareness at the centre of emotional intelligence. Without it, the other competencies become difficult to develop. People who interpret their own emotional reactions are usually more aware of their impact for others. In a workplace setting this may help employees recognise patterns in their behaviour, especially under pressure.
Self-Regulation
Being aware of emotions is one thing. Acting on them appropriately is something else.
Self-regulation concerns that gap between feeling and response. Emotional reactions can be caused by factors such as disputes with colleagues, missed deadlines or criticism from management. Others pause, think and choose a response. Goleman argues that this ability is important because it helps maintain professional relationships when situations become difficult.
Motivation
Not everyone is motivated by the same things. Some people want recognition; others are driven by achievement or personal growth. Goleman associates motivation with personal success instead of external recognition. This can be a strength because motivated individuals often continue despite setbacks. Excessive result orientation is not always useful, because over time it can cause overwork and stress.

Empathy
Empathy is often discussed as if it simply means being kind to people. The idea is broader than that. According to Goleman (1998), empathy makes it possible to understand the experiences and views of another person. Managers often rely on this competency when dealing with conflict, giving feedback or responding to employee concerns. At the same time, complete reliance on empathy can create problems if difficult decisions are avoided simply to prevent discomfort.
Social Skills
Most people can recognise strong social skills when they see them. Some easily establish contacts with different people, build working relationships and find a way out of conflict situations. Goleman viewed these abilities as an important part of EI.
Despite its widespread use, Goleman's model has been criticised because several of its competencies overlap with personality traits and behavioural characteristics. Nevertheless, it remains highly influential because it provides a practical framework that organisations can use to develop leadership and workplace effectiveness. An additional strength of Goleman’s framework is its emphasis on development rather than fixed ability. One reason many organisations favour Goleman's model is that emotional intelligence is not presented as a fixed quality. Over time, it can be developed through training and experience gained. However, critics argue that emotional intelligence remains difficult to define and measure consistently because several proposed competencies overlap with established personality traits (Fernández-Berrocal and Extremera, 2006).
[bookmark: _Toc235264626]Mayer and Salovey's Ability Model
Mayer and Salovey (1997) viewed EI as a cognitive ability rather than a collection of workplace competencies. Their model focuses on four related abilities: recognising emotions, using them as part of thinking, understanding emotional responses and managing them effectively.
Perceiving Emotions
People do not always voice real feelings. Mayer and Salovey believed that recognising emotional signals is an important part of emotional intelligence because these signals often shape behaviour long before problems become visible. In organisations, managers sometimes notice frustration, tension or disengagement before employees openly discuss it.
Using Emotions to Facilitate Thinking
The model also challenges the idea that emotions simply interfere with rational thinking. Feelings can provide information about a situation. At the same time, emotional reactions sometimes push people towards poor judgements, especially when pressure is high.
Understanding Emotions
Understanding emotions is different again. Reactions change, and they rarely stay fixed. Someone who initially rejects a new policy may become more accepting later. During periods of organisational change, being able to interpret those shifts can be useful for managers attempting to understand employee responses.
Managing Emotions
The final ability is emotional management. Employees who regulate their emotions successfully are often better equipped to cope with pressure and uncertainty at work.
Mayer, Salovey and Caruso (2004) regarded the model as theoretically strong because it explains emotional intelligence as an ability rather than a set of desirable traits. Even so, organisations often find competency-based models easier to apply in practice. Bar-On later expanded the concept further by incorporating adaptability, wellbeing and interpersonal effectiveness.
[bookmark: _Toc235264627]Bar-On's Emotional-Social Intelligence Model
Bar-On (2006) proposes a broader model of emotional intelligence that incorporates interpersonal relationships, adaptability, stress management and general wellbeing. Bar-On approached emotional intelligence from a much broader angle than Mayer and Salovey. Emotional abilities are still part of the model, but they are only one piece of it. Adaptability, stress management and even optimism are also included. This is one reason the framework attracts both support and criticism. Some researchers see these additional elements as useful because they connect emotional intelligence with everyday functioning. Others question whether characteristics such as optimism really belong within emotional intelligence at all or whether they are better understood as aspects of personality. The contrast with the other models is clear. Mayer and Salovey were interested in emotional abilities, while Goleman concentrated on workplace behaviours. Bar-On widened the discussion considerably. Looking across all three approaches, it becomes difficult to argue that one model provides a complete picture. Each highlight something different. The three approaches overlap in some areas, yet they do not describe emotional intelligence in the same way. That is probably why debates about the concept have continued for so long. Researchers are often discussing different aspects of emotional intelligence rather than the same thing from different angles (Fernández-Berrocal and Extremera, 2006). Bar-On broadens the concept considerably, linking it with areas that extend beyond emotional processing itself. For that reason, organisations may gain more from drawing on elements of all three perspectives than from relying on one framework alone. The continuing debate over how emotional intelligence should be defined and measured helps explain why these different approaches still exist (Fernández-Berrocal and Extremera, 2006). The next section shifts from theory to practice by examining how emotional intelligence relates to workplace performance and organisational effectiveness.
[bookmark: _Toc235264628]Emotional Intelligence and Workplace Effectiveness
Emotional Intelligence and Employee Performance
Two employees can have similar qualifications and still produce very different results. Goleman (1998) links part of this difference to emotional intelligence. Motivation, empathy and self-regulation influence how people react when workloads increase, deadlines become difficult or workplace relationships come under pressure. Performance is affected by many other things as well. Clear expectations, management support and workplace structures all play a role.
Emotional Intelligence and Communication
Communication problems are not always caused by a lack of information. In many cases people understand the message itself but interpret it differently. Hopkins and Yonker (2015) suggest that emotional intelligence can help reduce these misunderstandings. Someone who is aware of their own emotions is often in a better position to recognise how others might respond. Even then, successful communication depends heavily on the environment people work in.
Emotional Intelligence and Conflict Management
Conflict appears in most organisations sooner or later. It may develop from personality differences, competing priorities or simple misunderstandings. Conflict looks different from one workplace to another. In some cases, people disagree because of personality differences. In others, the cause is the organisation itself. Hopkins and Yonker (2015) link emotional intelligence to the way individuals handle these situations rather than the existence of conflict itself.
Emotional Intelligence and Leadership
Leadership and emotional intelligence are frequently discussed together. Goleman (2001) links emotional intelligence with trust, relationship building and employee engagement. These qualities may help create environments where people feel comfortable sharing ideas. Leadership effectiveness, however, also depends on judgement, experience and the context in which decisions are made.
Emotional Intelligence, Decision-Making and Mindfulness
Hopkins and Deepa (2018) suggest that emotional intelligence can influence ethical judgement and decision-making. Most people have experienced moments where stress takes over and reactions become automatic. Mindfulness is concerned with becoming more aware of those moments rather than simply acting on them (Kabat-Zinn, 1990). This is one reason it has attracted attention in workplace wellbeing research (Fjorback et al., 2011). Together, these concepts draw attention to the role emotions play in workplace behaviour. The relevance of emotional intelligence becomes even clearer when organisations manage employees from different generations. This issue is explored in the following section.
[bookmark: _Toc235264629]Task 2: Managing a Multigenerational Workforce
Modern workplaces often bring together employees who entered the workforce during very different periods. Generational differences are often most visible in day-to-day workplace interactions. Expectations vary. So do attitudes towards feedback, authority and career development. Emotional intelligence becomes useful because it encourages managers to pay attention to individual perspectives rather than relying on broad generational labels.
[bookmark: _Toc235264630]Generation X
Generation X employees are frequently associated with independence and a preference for autonomy. Many have considerable workplace experience and may place value on trust rather than close supervision. Emotional intelligence can help managers recognise when support is needed and when it is better to step back. At the same time, assumptions about an entire generation should be treated cautiously.
[bookmark: _Toc235264631]Generation Y (Millennials)
Millennials are often linked with professional development and regular feedback. Many Millennials expect their work to lead somewhere. A role may seem attractive at first, but attitudes can shift if employees start feeling stuck. Leaders who listen carefully and encourage participation are often better placed to understand these expectations.
[bookmark: _Toc235264632]Generation Z
The newest generation in the workforce entered employment under very different social and economic conditions from previous generations Machova et al. (2020) believe that younger workers may differ in both their level of emotional intelligence and their expectations of work. Discussions about Generation Z often focus on what younger employees expect from work. Flexibility is mentioned repeatedly. So is psychological safety. Inclusion tends to appear in the conversation as well. Burnout is also part of the discussion surrounding Generation Z, emotional intelligence and career resilience (Barhate et al., 2025). That finding is difficult to ignore given how many employees enter the workplace with limited experience and little confidence in dealing with workplace pressures.
[bookmark: _Toc235264633]Generational Diversity and Organisational Effectiveness
Employees from different generations do not always approach work in the same way. Bencsik, Horváth-Csikós and Juhász (2016) associate generational diversity with a wider mix of experiences, knowledge and viewpoints. In some organisations this becomes a source of creativity and new ideas. In others, differences emerge around communication, leadership expectations or workplace flexibility.
The outcome is not automatically positive or negative. Much depends on how relationships are managed and whether employees are willing to work across generational boundaries. Emotional intelligence can be useful in this context because it encourages greater awareness of personal assumptions as well as the perspectives of other people.
Generational labels can help identify broad trends. They reveal far less about the individual. Employees from the same generation may hold completely different values, priorities and expectations.
[bookmark: _Toc235264634]Managing Generational Diversity
Different generations often bring different expectations into the workplace. Communication styles vary. Attitudes towards leadership vary too. Workplace experience can shape behaviour just as much as age itself.
Workplace differences are not always easy to explain through age alone. Machová et al. (2020) suggest that emotional intelligence becomes particularly relevant when employees bring different expectations into the same environment. In these situations, managers may need to pay closer attention to individual perspectives rather than relying on assumptions about generational groups.

Responses to feedback, responsibility and workplace support are rarely identical. What works well for one employee may have very little effect on another. Machová et al. (2020) also point out that emotional intelligence appears to vary across age groups and workplace experience, which makes a single management approach difficult to apply consistently.
This makes development particularly important. Rather than assuming these skills emerge naturally over time, organisations may need to create opportunities for employees to strengthen them.
[bookmark: _Toc235264635]Generational Differences and Emotional Intelligence
Not everyone arrives at work with the same experiences or expectations. Age can be part of that, although it rarely explains everything. People who work with colleagues from different generations are often exposed to approaches they would not normally encounter.
That does not always make collaboration easier. Some assumptions appear long before people get to know one another. Once those assumptions take hold, ordinary workplace disagreements can become harder to navigate.
Emotional intelligence matters here because it shifts attention away from generational labels. Two employees born in the same decade may still think very differently about work, leadership or career progression. Treating them as members of a category can be less useful than understanding them as individuals.
The discussion now turns to recruitment, employee retention and longer-term career development within multigenerational workplaces.
[bookmark: _Toc235264636]Recruitment, Retention and Employability
Recruitment has traditionally focused on what candidates know and what they have done. That remains important. Employers are also interested in qualities that are harder to measure, including adaptability, communication and the ability to work effectively with other people. For this reason, emotional intelligence is receiving greater attention during selection processes, although it is generally viewed as an addition to professional expertise rather than a substitute for it.
[bookmark: _Toc235264637]EI in Recruitment
Qualifications, experience and technical knowledge have traditionally carried significant weight during recruitment. Most employers still consider these factors essential. At the same time, hiring decisions increasingly involve qualities that are harder to measure, particularly when organisations want employees who can work with others, cope with pressure and adjust to changing circumstances. The recruitment process often reveals only part of the picture. How someone performs after joining a team can depend on factors that are difficult to identify during an interview. Technical ability matters, but it does not always explain why one employee settles into a role with ease while another finds the adjustment more difficult. Goleman (1998) links part of this difference to qualities such as self-awareness, empathy, social skills and the way people respond to those around them. For many organisations, these factors have become just as relevant as formal credentials during the hiring process.
Emotional intelligence is unlikely to replace professional expertise. Organisations still require employees who possess the knowledge needed for the job. Recruitment therefore involves more than identifying either technical ability or emotional capability in isolation. The challenge lies in bringing both together.
[bookmark: _Toc235264638]Retention and Wellbeing
People leave organisations for different reasons. Pay can be part of the explanation, but workplace experience matters too. Daryani et al. (2017) associate emotional and social competencies with organisational performance as well as employee commitment. The way employees are treated day to day often shapes whether they remain engaged with the organisation.
Workplace pressures rarely disappear. Some employees adapt quickly; others find the demands more difficult to manage. Workplace pressure is not a new problem, but many organisations are paying closer attention to how employees cope with it. Conversations about burnout have become more common across many workplaces. Mindfulness is frequently presented as one possible response, although it is rarely discussed in isolation. Emotional intelligence, resilience and employee wellbeing tend to appear alongside it. Retention becomes part of the discussion whenever organisations are concerned about losing staff.
[bookmark: _Toc235264639]Psychological Safety and Inclusion
According to Goleman (1998), empathy and social skills can influence the atmosphere people experience at work. A workplace culture rarely develops because of one major decision. It grows through everyday interactions, repeated behaviours and the way people treat one another. Employees often notice these details long before they pay attention to official communications. Small interactions often reveal more about a workplace than written policies.
[bookmark: _Toc235264640]Employability and Career Development
Goleman (1998) argues that technical expertise is not the only factor associated with career success. The way people deal with workplace pressures, build professional relationships and respond to new challenges may also influence their longer-term development. Looking across the discussion as a whole, emotional intelligence appears relevant at several stages of working life rather than during a single career event. Recruitment is one example, but retention and professional growth are equally important. Attention now turns to ways organisations can strengthen emotional intelligence and mindfulness in practice.
[bookmark: _Toc235264641]Recommendations
Recruitment and leadership development provide opportunities to strengthen emotional intelligence rather than treating it as a separate training topic. Goleman (1998) viewed emotional competencies as relevant to workplace effectiveness, which suggests they should be considered alongside technical expertise rather than after it.
Mindfulness is relevant here as well. Kabat-Zinn (1990) described mindfulness as awareness of present thoughts and emotions. Representatives of different generations often build relationships at work in different ways. Some employees speak up readily, while others do not. Psychological safety often shapes that choice.
[bookmark: _Toc235264642]Conclusion
Emotional intelligence and mindfulness remain relevant because they influence the way people respond to workplace situations and interact with others. Throughout this discussion, emotional intelligence has been linked to leadership, communication, conflict and decision-making. The models developed by Goleman, Mayer and Salovey, and Bar-On approach the concept differently, yet each contributes to understanding behaviour in organisational settings.
The role of emotional intelligence becomes even more apparent in multigenerational workplaces. Employees do not all share the same expectations or experiences, which can create challenges for managers. Organisations that pay attention to emotional intelligence, wellbeing and workplace relationships are often better equipped to create productive and supportive working environments.
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