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[bookmark: _Toc456901515][bookmark: _Toc98585621]Introduction 	
The purpose of this report is to evaluate theories of emotional intelligence (EI) and their relevance to workforce development and business performance. It will examine different types of intelligence focusing on the Mayer and Salovey theory that EI is an ability, and Daniel Goleman’s mixed model that incorporates both ability and personality trait. It will emphasize the connection to Transactional Analysis (TA) and EI when interacting with people.
The second part will introduce how mindfulness connects to EI and how in conjunction with EI it can aid success in both personal and professional success. Finally, it will analyse the student’s own skills in both mindfulness and EI and provide a reflection on how it can be improved. 
The workplace examples are from Grosvenor casino Swansea, a small branch of the Rank enterprise that has several sites across the UK.
[bookmark: _Toc98585622]Critically evaluate theories of emotional intelligence and their relevance to workforce development and business performance.	
[bookmark: _Toc98585623]Theories of emotional intelligence.
Emotional intelligence is defined as “the ability to be aware of, control and express one’s emotions and to handle interpersonal relationships judiciously and empathically”.  Emotions have a vital influence in our lives in many sectors according to extensive studies. Researchers have discovered that EI is just as vital, if not more significant than, Intelligence Quotient (IQ). Intelligence and emotion are inextricably intertwined. Being aware of your own and others' feelings can help you manage behaviours and relationships, as well as forecast success in a variety of fields  (Drigas & Papoutsi, 2018). In his study of multiple intelligences in 1985, Howard Gardener proposed that the type of intelligence typically tested in conventional IQ tests was predominantly scholastic. He recognised Personal and Social intelligence such as interpersonal and intrapersonal were mistakenly not considered  (Gardner, 2017). Intrapersonal intelligence is the ability to comprehend yourself, create an accurate model of who you are, and use that module to operate well in life. Interpersonal intelligence is understanding how other people work, what inspires them, and how to collaborate with them  (Hultin, 2011). Both directly apply to one’s emotional intelligence and have been the springboard for many Theorists since. 
There is generally considered to be three realms of emotional intelligence, trait, ability and mixed. Trait relies on emotional temperament and personality characteristics that are measured by self-report and personality tests (Hultin, 2011) . In contrast, Ability comes from cognitive behaviour and is measured by performance-based tests (Mayer et al., 2003). Psychologist Daniel Goleman has argued for a mixed model that combines the two.  (Goleman, 1998)

[bookmark: _Toc98585624]Trait
K V Petrides reasons that Emotional intelligence is a trait. He draws a direct connection to the Giant 3 and the Big Five personality dimensions  (Pérez-González & Sanchez-Ruiz, 2014; Petrides et al., 2007) and considers that high emotional intelligence scores were linked to higher levels of life satisfaction, which suggests that our emotional capacities impact our reactions to situations and life events (Petrides et al., 2007). 
[bookmark: _Toc98585625]Ability 
In contrast to Petrides, American psychologists Peter Salovey and John Mayer argue that emotional intelligence has little to do with personality and is instead a cognitive capacity accomplished by a process of logical reasoning. They define emotional intelligence “as the ability to monitor one’s own and other’s emotions, to discriminate among them, and to use the information to guide one’s thinking and actions”  (Drigas & Papoutsi, 2018) . It is a cognitive process of recognizing your own emotions, registering your surroundings, the situation and the emotions of those you are interacting with. They break it down into four skill dimensions: Perceiving emotions, the ability to recognise how you and those around you are feeling and  detecting facial expressions or body language;  Using emotions, the ability to recognize how you and others are feeling, and to use emotional information in one's reasoning in cognitive tasks such as problem-solving or creativity; Understanding emotions, the ability to comprehend complicated emotions and how they flow from one chain to the next; And Managing emotions, to be able to integrate emotions into your own and other’s behaviour to create successful methods that help you reach positive development outcomes  (Drigas & Papoutsi, 2018). 
[bookmark: _Toc98585626]Mixed
One of the most well-known theories is by a psychologist and reporter Daniel Goleman. His 1995 book “Emotional intelligence: Why it can matter more than IQ” spent over a year on the New York times best seller list, but does that make him right? Or in the right place at the right time? His mixed model argues that (EI) is a combination of trait and ability. He suggests that how emotionally intelligent we are is dependent on our personalities, our IQ, and our social standing.  He agrees that both IQ and EI are important but hypothesises that IQ accounts for just around 20% of the characteristics that influence success in one’s life, leaving the remaining 80% to EI. He also proposes that EI may be a greater predictor of work performance than IQ  (O'Neil, 1996). Goleman classifies these into 4 competencies: self-awareness, the capacity to understand one’s emotions, to recognize one’s strengths and weaknesses,  social awareness, to understand other’s thoughts and feelings and why they are feeling/acting the way they are; self-management, to be able to manage and regulate our behaviour and relationship management, (social skills) to be able to act in a way that obtains desired results and outcomes from others  (Maund, 2018). Mayer & Salovey believe that EI is a skill that should be taught in school or self-taught and developed, not dissimilar to driving or public speaking, whereas Goleman believes in addition to this it is also affected by our personal lives, how we were raised, what is our social standing, or whether we are happy in our lives. Understanding which of these it is correct will give us a better insight to be able to harness and develop it. Where they differ is how they are measured. Simply put, asking someone whether they believe they are good at abstract reasoning is very different from presenting them with an item from Raven’s Progressive Matrices.  (Petrides et al., 2004)  Scholars have argued that the way it is measured can be unreliable. Mayer & Salovey use a MSCEIT test. A MSCIET test consists of 141 questions separated into the four skill dimensions and are measured by using the Likert type scale of 1 to 5 but has been criticised for inconsistent results.  (Joseph & Newman, 2010) Goleman’s ESCI assess 14 competencies adding 7 social and 2 cognitive competencies to the 5 EI ones showed greater potential for generalizable prediction of job performance (Mayer et al., 2003). You can certainly teach your brain to think and act in a certain way to achieve a high EI. Many people believe they should do the right thing, but they don't always act. Since thoughts and actions are in different areas of the brain it will be tough to connect the two variables and portions of the brain until you make it a habit and conform to your thinking activity. Given these things, it can be reasoned that EI cannot simply be a trait or an ability. We cannot say that all nurses have the same personalities or the same qualities. Likewise, we cannot say it can solely be an ability that transpires from upbringing. You could have twins brought up in the same family environment where one displays a high IQ and one a low IQ. Although many studies have been completed on emotional intelligence it is still recognised as an unexplored concept. However, the Greek philosopher Aristotle stated 
“Anyone can become angry - that is easy. But to be angry with the right person, to the right degree, at the right time, for the right purpose, and in the right way - this is not easy “ 
Aristotle the Nicomachean ethics.
This radiates EI and emphasizes it has been around for far longer, even if it was not named as such. Although scholars have disputed it, the student believes there is a distinct connection between Howard Gardeners interpersonal and intrapersonal skills that we can connect to both Mayer & Salovey and Goleman. Mayer & Salovey’s, perceiving and understanding emotions are interpersonal emotions whereas managing and understanding of the emotions are intrapersonal. Goleman’s self-awareness and self-management can be connected to the intrapersonal category while his social skill and relationship management can be attributed to interpersonal category.  See Appendix 1.
[bookmark: _Toc98585627]Workforce development
Recruitment is one of the largest costs for many firms, thus workforce development is as vital.  as hiring the right people when employing new staff. Creativity and interpersonal skills are in high demand these days (Saunders & Zuzel, 2010) but it cannot stop there once staff are hired, we need to invest in them in order to make them want to stay. A common assertion is “what if we develop staff and they leave? What if we don’t and they stay?”. Most employees want to be developed and praised; it is in our genetic makeup. Esteem needs and self-actualisation are in the top tiers of Maslow’s hierarchy of needs  (Jerome, 2013). For businesses to thrive they must give equal attention to the individual and the team, as well as the task in hand  (Adair, 2006). Mary Follet, who was once referred to as the mother of modern management, was quoted saying “management is the art of getting things done through people” (Quirun, 1996) – strong associations to EI. Golman argues that EI is considered more important than IQ and that a lack of control over emotions will make smart people stupid, implying that even if you have an IQ on par with that of Einstein, if you have no EI to utilize it you will struggle to succeed  (Goleman, 2009). If Management is to achieve results through colleagues, interpersonal relationships are vital. Interpersonal skills are the way we interact with others. It Includes our body language, our tone of voice, facial expression and our general mood. These can influence others both positively and negatively  (Maund, 2018) . The value of a workforce covers many aspects.  Your workforce is a huge part of your business, it can affect business performance, customer satisfaction, recruitment cost and business reputation – all these things directly relate to profits and subsequently survival. The way Management and staff interact and treat each other is paramount to effective running of the business. The way we interact and treat each other directly connects to our EI. If you are aware of your own feelings and the feelings of others it can help you manage behaviours and relationships and predict success in many sectors  (Drigas & Papoutsi, 2018)
[bookmark: _Toc98585628]Scenario 1
A manager is called to a situation on the gaming floor. A dealer, Katy, has walked off the table after the pit-boss, Moji, has told her not to. She is threatening to quit and walk out, the pit-boss is angry because he feels she has done it to undermine him. Katy is a good employee who has been with the company for several years, she is reliable, always offers to help when needed and customers like her bubbly and upbeat personality. Moji is a recently promoted pit-boss whose role is to oversee and supervise a pit of around 7 or 8 gaming tables. He is new to the role and is still anxious, worrying that he is not up to the job. The manager has walked into this situation to be confronted with 2 members of staff whose emotions are intensified, both feeling they are the victim of the other. The manager can instantly start to deescalate the situation by using a calm and levelled voice which will encourage both parties to do the same.  By saying “I can see you are both angry let’s take 5 minutes to collect our thoughts”, sending Katy to get herself a coffee and wait for him in the office (by asking her to get a coffee he is instantly informalizing the interaction to put Katy at ease) and assuring Moji that he will speak with him straight after, diffuses the situation. In this action, the manager has used EI applying to both Goleman and Mayer & Salovey competencies. He has slowed and calmed his voice, managing his emotions to help the staff align their emotions with his  (Mayer et al., 2003) . He is also using Goleman’s relationship competence to show them both they will be listened to and giving both parties time to become more reflect on their emotions.  (Goleman, 2020a). 
After talking to them both, the manager can assess the situation more clearly. Katy has come into work and is having personal issues at home; she and her husband have just decided to divorce. A customer has just shown Katy their new wedding ring and rather than get upset at the table she asks Moji for a toilet break. Moji has come to the table to do his hourly checks and as this is his first week, he wants to do a good job. Whilst he is trying to count the float on Katy’s table, she is asking him to go to the toilet. He huffs and tells her she has just come back from break and should have gone then, and she is not due a break for another 40 mins. Although Katy’s body language and facial expression suggest she is upset Moji has not recognized or perceived Katy’s emotions as he is concentrating on his tasks. (Mayer et al., 2003)
[bookmark: _Toc98585629]Transactional Analysis
Eric Berne believes that within our personalities, we flit between 3 ego states. The parent, that acts from emotions and behaviours we have learned or witnessed; this can be dictatorial or nurturing. Adult, that runs off the feelings and emotions of the present situation, and the Child, feelings recalled from childhood, insecurities, fear or creativity (Berne, 1996).  We will regularly move through all three states, and this is called Transactional Analysis (TA).  With the above scenario, Moji has presented both parent and child egos. He is giving Katy instructions he expects her to follow, and he is also displaying child ego in that he feels humiliated and insecure in his role.  Had he used EI to recognise and be aware of Katy’s emotions he could have moved into the adult ego and the altercation could have been avoided. Equally Katy has presented a child ego in rebelling against the instructions. The manager’s EI is vitally important at this stage. If he neglects to show Katy, the empathy she deserves he risks losing a good employee. He offers Katy assistance and asks her if she needs time off, but Katy explains it was just a one-off. He then invites Moji in and allows Katy to explain. Moji has now had time to calm down, he reflects that it is out of character for Katy and surmises there must have been other factors. Moji apologizes to Katy and feels he has let them both down. Once they were both in their adult states the situation was resolved quickly. The manager reassures Moji he is doing well and that this is a good lesson. He explains to him that he is not just there for the facts and figures but also to support the staff and suggests that Moji puts EI on his personal development plan. This interaction with the manager and Moji is also a form of TA but this time the manager is taking the role of a nurturing and coaching parent and Moji as the child.  
In this scenario the manager used his social awareness to see that the situation had blown up and that both staff needed to take a step back and he used his control on emotions not to react when they were both shouting at him. Had he got angry, the already fuelled fire would have raged higher. He used his relationship management skills to guide both parties into seeing the other’s point of view, thus reaching a positive outcome for both. Golman discusses how interpersonal relationships affect work and colleagues, covering TA in communication with each other. It can improve relationships in the workplace setting due to people needing to get along and support each other – no one works alone. Staff can be your biggest assets by accessing and utilizing their own tacit knowledge and if as managers we have good interpersonal relationships, they are more likely to come forth with ideas. 
[bookmark: _Toc98585630]Business performance	
The previous section highlighted the importance of interpersonal relationships and how they affect workforce development. The relationships among the people in an organization will be a determining element in whether it succeeds. Whatever we do, we always do it with people at the helm.  (Maund, 2018).  Management has come to accept that people, not buildings can make or break a business enterprise. As we move to a new era, they recognize all nonhuman equipment needs humans to make it work. In a future that was predicted to be more robotic, ironically, we are now realizing the worth of the human workforce.  (Maund, 2018) However, despite companies spending thousands of pounds yearly on formal learning tools employees are also consistently learning new skills and expanding on their previous knowledge and ideas informally. Studies have shown that up to 70% of workplace learning is informal.  (The importance of engaging in workplace learning: Motivating staff through informal learning.2014) Friendlier workers are more productive and trusted amongst co-workers. This cannot be achieved without EI and good interpersonal relationships. 
[bookmark: _Toc98585631]EI in Gaming
[bookmark: _Hlk98265584]EI is not something people naturally connect with the gaming industries when in fact it is far more prevalent than one would think. The gaming board have issued stringent controls over casinos. The “safer gambling” (Gambling Commission. ) legislation places the responsibility of monitoring customers’ spend in the Casinos, who in turn must ensure their staff are trained and capable of doing so. This is known as enhanced due diligence (EDD).  If a player wishes to withdraw their own money from their accounts, the cashier must now ask personal questions like “How much money do you earn?”  “How much are your expenditures?” “Can you afford to lose this money?” These are all very personal questions that generally get an instant response of “Why should I tell you this?”.  Likewise, a dealer may need to question a player who is losing money about taking a break. Employee EI is vital for these transactions for both the casino and player wellbeing. Because there is no physical product as such to sell the service, any interaction between staff and customer is vital. The service a customer gets from a member of staff can directly influence whether that customer returns for another visit, and this creates customer loyalty. According to market scholars cited in a paper by Catherine Prentice, leveraging employee emotional intelligence in casino profitability, gives a 5% improvement in client retention which might result in a 25–85% increase in a company's overall revenue, although the rate of growth is determined by the business.  (Prentice, 2016) A separate study conducted confirms the connection between casino profitability and customer loyalty.  (Watson & Kale, 2003) In the casino sector, service quality is particularly valued as a factor in client happiness and retention. All interactions between casino personnel and gamblers are described as emotional experiences.  (Prentice & King, 2013). Pretence argues customer perceptions of service quality and consequently, loyalty, directly leads to casino profitability. Casino employees are now expected and encouraged to form emotional relationships with customers to aid both the casino profitability and customer wellbeing, whilst still allowing the recreational advantages that a customer would expect from a casino. 
[bookmark: _Toc98585632]Emotional Labour
A type of EI commonly used in casinos is called emotional labour (EL) “Managing emotions for a wage”. EL consists of two branches. Surface acting and Deep acting. The first, Surface acting, involves the employee stimulating emotions they do not feel. For example, commiserating or apologizing to a customer when the customer complains you have taken their money, when in fact they may be thinking “that’s my yearly wage you have wasted” and involves facilitating and managing emotions.  (Mayer et al., 2003). The second is Deep acting, where they actively try to empathize and feel the emotion. Comforting a stressed gambler requires genuine empathy in the same way as Goleman’s social awareness and relationship skills  (Goleman, 2020b) . Viewed in the context of TA, although not all losers will shout and scream, some gamblers who lose will enter the child state and it is important that the dealer attempt to bring them back to an adult state before it escalates.  This can be through verbal cues or body language. Gamblers can be irrational, emotional and distressful and this can inevitably translate into difficult behaviours. Casino staff, particularly management should be proficient in their EI skills. It’s one of the few industries where customers are not always right, but the casino management must treat them like they are.  Being able to transmit a positive emotion bodily to another person is deemed an emotionally intelligent characteristic (Goleman), for example, whether the player becomes influenced by the manager’s emotions or vice versa. Within the casino environment, it can be argued the interactions between casino staff and customers can be emotionally charged and that employee emotional intelligence is vital to these interactions. Prentice 2016 presents a compelling case that managing emotional labour, players’ emotional reactions to winning and losing, players motivations and emotional contagion, all have a substantial impact on the customers perception of the quality of service they received at the casino.  (Prentice, 2016)  
[bookmark: _Toc98585633]Scenario 2 
A customer has entered the casino, they had a big win the evening before, and they are still on a high. The dealer greets them by name and asks how they are, and the customer happily converses and jokes with the dealer whilst playing. A customer’s emotional state can change very quickly, on a spin of the wheel or an unfavourable blackjack hand. After about 20 minutes it becomes apparent that the customer has lost more than they planned. They have lost everything they won the evening before and withdrawn more. The customer is getting agitated and now comments that the dealer should just do their job. The dealers EI is now vital, joking with the customer at this point would be foolish, not just for the casino but also for the player. Due to the safer gambling rules the dealer must enter a conversation with the player that could potentially be emotionally charged. They may need to suggest the player stop playing and take a break or go home and return tomorrow. Casinos do not want to take money from players they cannot afford to lose as this would not make a sustainable business. The staff member needs to manage their own emotions when confronted with this hostility, whilst trying to empathize.  This is difficult if you are not a gambler yourself and if they use too much surface acting the player may feel they are being insincere. 
	 
[bookmark: _Toc98585634]Use theories of emotional intelligence and mindfulness to review the effect of emotions on your own workplace performance. 
[bookmark: _Toc98585635]What is Mindfulness
Mindfulness was something once associated with hippies and Buddhist monks. However, it is now being recognised by corporations and industries as a positive tool for the workforce and business performance  (Birdie, 2015) . Many large companies such Google,  (Martin et al., 2018) , Aetna, General Mills and even the U.S army have implemented mindfulness-based training within their organisations  (Hyland et al., 2015) . It is estimated that our minds drift for roughly half our waking hours  (Good et al., 2016). This is collaborated by a study by M Killingsworth  (Killingsworth & Gilbert, 2010) that argued 47% of adult’s minds are not focused on what they are doing. Furthermore, that when our minds stray, we report being less happy. (Good et al.,2016). This has clear implications for workplace practice and business performance.  By engaging with employees mindfully it is argued that it improves stability control and efficiency. Although mindfulness is primarily an individual action evidence suggest that it can directly affect interpersonal behaviours and workplace relationships (Good et al.,). If we engage with employees mindfully it will induce trust and psychological safety so the employee will be more likely to be forthcoming with ideas, without being worried about leaders rejecting their ideas.  A mindful employee will be able to recognise the rejection of the idea, isn't necessarily a rejection of the person. (Good et al.,).
Mindfulness is the internal side of EI  (Martin et al., 2018). It is commonly defined as “Mindfulness is seeing things as they are in the present moment without prejudice assumptions or expectations”  (Davis & Hayes, 2011) . This can be broken into 3 parts “Present focus consciousness, paying close attention to internal and external sensations, and paying attention in an open and accepting way”. We may think this it is normal to recognise our surroundings, however this is rarely the case, and our attention spans continuous distraction and regularly hijacks our emotional reactions altering our perceptions of what is going on around us.  (Hyland et al., 2015). which makes it harder than you think. Mindfulness is about stepping back out of the moment and discarding memories and prejudice. 
Present focus consciousness is where you need to be thinking in the here and now. If you are thinking in the past about what happened last time or thinking what will happen in the future you are not in the present moment  (Birdie, 2015) ; it entails self-regulation, so that attention is focused on the present moment.  (Goleman, 2009)
Paying close attention to internal and external sensations means focusing on how the interaction is making you feel, are you frightened or nervous, how your body is reacting physically etc.   It is also about paying attention to the external stimuli that is happening around you, sights, sounds, smells, i.e., are you feeling safe, how does the person you are interacting look, what are their facial expressions, are they holding an axe?  (Hyland et al., 2015) . All this incorporates understanding emotions.  (Mayer et al., 2003)
Paying attention in an open and accepting way without judgement means you're not judging a situation from your memories or experience which will affect your assessment. We need to disregard these and look at the situation with a “beginner mind” considering the situation as it is in the present moment. “A non-judgemental quality of mindfulness is recognising our emotional shifts does not come from the event but our interpretation of the event.”  (Birdie, 2015).
Mindfulness is about calming the mind of chattering thoughts, anxieties and regrets. (Birdie, 2015). Buddhist monks also believe it has additional component, that mindfulness is infused with an open-minded curiosity and a desire to be kind and compassionate. (Hyland et al., 2015).
In conclusion more businesses are now absorbing mindfulness into their culture, while acknowledging that mindfulness may also be averse to businesses, as it encourages staff not to overburden or overwork themselves with extra duties and have a more relaxed approach to work.  However, mindful people are undoubtedly more skilled emotionally, which helps the overall satisfaction and wellbeing of the worker. 40% of workers report extreme stress in their jobs which has been proven to have a negative impact on businesses. Mindfulness can also eliminate the “sunk cost fallacy” as workers won't continue down the wrong path because they invested too much time in something but   feel comfortable cutting their losses and walking away. Mindfulness can also help workers deal with criticism constructively (Hyland et al., 2015). Since 2007 Google has employed Chade-Meng Tang, co-founder and author of Search Inside Yourself  (Tan, 2018) , to run mindfulness courses within the company. Asserting that meditation and reflection is one of the few ways to improve EI ADD Authors Initials Martin (Martin et al., 2018) claims that mindfulness improves success. It increases memory, social relationships and confidence. By improving cognitive abilities and better decision making it may improve team collaboration and open mindedness, which in turn creates better relationships between both colleagues and customers. Since it reduces stress, it will reduce sickness and absenteeism. (Good et al., 2016) 

[bookmark: _Toc98585636]The science behind mindfulness 
Mindfulness is about reading the situation you are in and using your emotions to act on it. However, because of the way our brains are hardwired, this will not happen spontaneously. The thalamus sees and perceives information, sends that information to the prefrontal cortex, the part of our brain responsible for logical decision-making, which then connects to our amygdala. The amygdala oversees emotional reactions to fear, anger and sadness. An amygdala hijack happens when the information is sent straight to the amygdala before the prefrontal cortex has been able to apply logic and rational thought. This is an adaptation from early man when the amygdala would save precious seconds when deciding whether to run or attack (flight or fight phenomenon) when presented with a threat  (Kulkarni, 2014). This is unlikely to be needed in the present day but manifests itself in less threatening circumstances. For example, the casino has automatic teller machines (ATM) machines that connect through a phone line to a network. The process is:  customer requests money - ATM asks the bank if they can have it - the bank says yes or no and releases the money - the ATM pays it out. After the bank has released the funds there are several things that could happen, the message may not get back to the ATM, the ATM may jam or run out of money, so once the connection is opened again the ATM will inform the bank if the funds were not released, and the bank will assign them back to the client’s account. However, in the short time it takes for this to happen many customers experience an amygdala hijack. They see funds have been taken from their account but haven’t been dispensed and they demand the cashier reimburse their money immediately or insist on showing the cashier their statement to prove it has been debited, despite the cashier explaining it will readjust in a short while. Mindfulness and EI can assist us in regaining control of this automatic reaction as the brain can be strengthened, developed, and shaped like a muscle. This is referred to as neuroplasticity  (Maund, 2018).
[bookmark: _Toc98585637]Theories 
Mindfulness has sparked interest in both the corporate and professional worlds. Various ideas contribute to its development such as Mindful Based Stress Reduction (MBSR) (Kabat-Zinn, 2011)  and Mindful Based Conative Therapy (MBCT)  (Green & Bieling, 2012).  MBSR is an earlier concept that focused on stress, anxiety, and chronic pain, but was then modified and redirected to MBCT, as a therapy that focused on our mental states emphasizing how overthinking can cause us discomfort by focusing on the wrong emotions. Another is ACT (acceptance and commitment therapy) which is like MBCT, requiring us to accept and commit to our feelings and thoughts. While it is true that we might experience negative ideas, it is how we respond to them that defines us. (Hayes, 2016). Dialectal behaviour therapy (DBT) is much like TA, it suggests we have three states of mind Emotional, Wise, and Reasonable. When emotional we are in the child ego rather than the reasonable adult. DBT argues that each ego state is important for different scenarios in our lives, finding the right combination for the desired transaction is the difference in making good or bad decisions.  (Reynolds & Linehan, 2020)
[bookmark: _Toc98585638]Scenario 3 
Sarah is about to start her 10pm till 6am night shift, she comes to Kathy (the student) at 9.30 to tell her she cannot work the shift tonight and will need the rest of the week off. Kathys instant reaction is one of anger and irritability. Kathy will now not only have to stay but will need to swap everyone’s rotas to accommodate this for the following days. Kathy did not use her emotional intelligence or mindfulness to ask why Sarah couldn’t work. Kathy experienced an amygdala hijack, coupled with neglecting to read the situation. Sarah is upset that her car has just failed its MOT. She has no money to fix it or to pay for transport into work and she is worried she is going to be sacked as she has just started working there. Kathy’s facial expressions and body language does little to alleviate these fears. Kathy is worrying about working on so late and how she will cover the rest of the shifts and her irritability is not necessarily directed at Sarah but that is the impression she is giving. When Kathy looks at Sarah for the first time, she can see Sarah is upset takes time to explain the situation. Kathy apologises for her reaction and explains that the manager on duty lives in the same direction and will happily give her a lift. Had Kathy used her EI and mindfulness rather that judging and assuming the worst of the situation this would have been a much more productive transaction that would have saved them both upset.
[bookmark: _Toc98585639]The student.
[bookmark: _Toc456901517]Although the results in appendices 2 and 3 vary slightly it suggests that my strengths lie in reading the emotions of others rather than recognising my own. If I had used mindfulness to recognise my emotions with Sarah, I could have acted differently, employing aspects of TA to move both parties to an adult-adult from a parent-child transaction. 
Once I had looked at Sarah, I realised she was upset and immediately adjusted my body language and tone using my strengths in EI to manage the situation better.  The setback I had was not recognising and controlling my emotions and making better use of all the tools available to me as a manager.  For example, had I been more self-aware of my initial reaction I would have been able to adapt quicker.  I feel I could benefit from a mindfulness course to be more able to tune in to the situation in the moment.
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	Intrapersonal 
	Interpersonal 

	Howard Gardeners 

	The Ability to understand oneself.
	The ability to understand others.

	Mayer & Salovey

	Perceiving and understanding emotions 
	Facilitating and managing emotions 

	Daniel Goleman

	Self-regulation self-awareness 
	Relationship skills, social awareness 
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Emotional Competency Item Numbers Your Score
Emotional Awareness ltems:1+2+4+17 +19+25 25
Managing One’s Emotions ltems:3+7 +8+ 10 + 18 + 30 20
Self-Motivation Items: 5 +6 + 13 + 14 + 16 + 22 24
Empathy Items: 9 + 11 + 20 + 21 + 23 + 28 28
Coaching Others’ Emotions Items: 12 + 15 + 24 + 26 + 27 + 29 28

Emotional Competency

Emotional Awareness
Managing One’s Emotions
Self-Motivation

Empathy

Coaching Others’ Emotions

Definite Strength Needs Some

Development

31 or above 26 - 30
32 or above 27-31
31 or above 27 - 30
31 or above 26 - 30
30 or above 25-29

Needs Substantial
Development

25 or below
26 or below
26 or below
25 or below

24 or below
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2. Calculate a total for each of the 5 emotional competencies.

Total = Total = Total = Total = 38 | Total = 35
(sA) * (ME) 301 oy 29 (E) (sS)

3. Interpret your totals for each area of competency using the following guide.

35-50 This area is a strength for you.

18-34 Giving attention to where you feel you are weakest will pay dividends.

10-17 Make this area a development priority.

4. Record your result for each of the emotional competencies: strength, needs attention or
development priority.

Strength Needs attention Development priority

Self awareness 35

Managing emotions 30

Motivating oneself 29

38

Social Skill 35





