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[bookmark: _Toc1067509453]Introduction
Emotional intelligence (EI) is widely recognised as an important factor within workplace communication, leadership and employee wellbeing. Peter Salovey and John D. Mayer (1990) define emotional intelligence as the ability to recognise, understand, manage and use emotions effectively in ourselves and others. Daniel Goleman (1998) further developed the concept by linking emotional intelligence to workplace skills such as self-awareness, empathy, motivation and relationship management. These theories show that emotional intelligence is closely connected to workplace communication and behaviour.
This assignment critically evaluates emotional intelligence theories and their relevance to workforce development and business performance. In particular, it explores Transactional Analysis (TA) and the Drama Triangle as emotional intelligence tools used to understand workplace communication, emotional behaviour and conflict management. The strengths and limitations of these models are discussed alongside evidence relating to leadership, employee development and organisational performance.
The assignment also reflects on the impact emotions can have on workplace performance through examples including managing difficult customer interactions, coping with disappointment following an unsuccessful job application and managing stress during the COVID-19 pandemic. Mindfulness is also explored as a technique linked to emotional intelligence, particularly in relation to emotional regulation and self-awareness.
Finally, the assignment reviews the findings of an emotional intelligence survey to identify personal strengths and areas for development. Overall, the discussion demonstrates how emotional intelligence can positively influence communication, resilience, leadership and workplace relationships when applied effectively within organisations.


[bookmark: _Toc600684778]Critically evaluate theories of emotional intelligence and their relevance to workforce development and business performance
[bookmark: _Toc1955710438]Emotional intelligence in workforce development and business performance
Emotional intelligence (EI) is increasingly recognised as an important factor in workforce development and business performance. EI refers to the ability to understand and manage emotions in oneself and others, influencing how individuals behave and interact at work. According to Daniel Goleman (Goleman, 2004) emotional intelligence is an important part of effective leadership, particularly in communication, decision-making and relationship management. This suggests that EI can directly impact organisational success.
In workforce development, EI is linked to employee training and growth. Organisations use EI-based training programmes to improve teamwork, conflict management and leadership skills. Research by (Matthews et al., 2021) found that emotional competencies can be developed through structured training supported by coaching and feedback. However, some researchers argue that not all aspects of EI can be easily developed, particularly those linked to personality traits (Mayer et al., 2004). This suggests that training may not have the same impact on every individual.
Emotional intelligence also affects business performance. Employees with higher EI are more likely to manage stress, resolve conflicts and maintain positive working relationships. A study by Jordan and Troth (Jordan & Troth, 2002) found that teams with higher emotional intelligence experienced less conflict and better problem-solving. Wong and Law (2002) also found that leaders with higher EI positively influenced employee satisfaction and performance.
However, critics argue that EI is difficult to measure consistently and that some models are too broad (Landy, 2005). This can make it difficult for organisations to assess the effectiveness of EI training.
Overall, emotional intelligence can support workforce development and business performance, particularly in leadership, teamwork and communication. However, its effectiveness depends on how it is measured and applied within organisations.

[bookmark: _Toc1493700063]Transactional Analysis
Transactional Analysis (TA) is a theory developed by Eric Berne that can be linked to emotional intelligence because it focuses on communication, behaviour and self-awareness in relationships (Berne, 1996). TA suggests that people communicate through three ego states known as the Parent, Adult and Child. The Parent ego state reflects behaviours, attitudes and responses learned from authority figures. The Adult ego state is rational, logical and based on objective thinking, while the Child ego state reflects emotions, impulses and behaviours developed during childhood (Widdowson, 2023)
These ego states are relevant to emotional intelligence because they influence how individuals manage emotions and interact with others in the workplace. For example, communicating from the Adult ego state can support emotional control, problem-solving and professional relationships. TA is often used in leadership and communication training because it helps employees recognise negative interaction patterns and improve workplace communication.
However, TA has been criticised for lacking strong scientific evidence compared to more established emotional intelligence theories such as the ability model developed by John D. Mayer and Peter Salovey. Despite this, it remains useful as a practical tool for improving emotional awareness and workplace relationships.

[bookmark: _Toc1283153033]Transactional Analysis workforce development
Transactional Analysis (TA) is widely used within workforce development because it helps employees understand communication styles, behaviour and workplace relationships. Developed by Eric Berne, TA focuses on three ego states known as the Parent, Adult and Child, which influence how individuals communicate with others (Berne, 1964). In workplace settings, understanding these ego states can help employees improve self-awareness, manage conflict and develop more effective communication skills.
TA is particularly useful in leadership and management training because it encourages individuals to communicate from the Adult ego state, which is rational, balanced and problem-focused. This can improve teamwork, decision-making and professional relationships. Stewart and Joines (2012) argue that TA helps individuals recognise unproductive behaviour patterns and replace them with more constructive interactions. As a result, organisations often use TA within coaching and employee development programmes to strengthen interpersonal skills and emotional awareness.
TA can also support workforce development by improving conflict management. Employees who understand TA are more likely to recognise emotional reactions in themselves and others, allowing them to respond more effectively during difficult workplace situations. This can help create healthier working relationships and improve collaboration across teams.
However, despite its practical value, TA has been criticised for lacking strong scientific evidence compared to more research-based emotional intelligence theories such as the ability model developed by John D. Mayer and Peter Salovey (Mayer et al., 2004b). Critics argue that TA oversimplifies human behaviour and relies heavily on broad personality categories (Petruska Clarkson, 2005). Despite this limitation, TA remains a useful development tool because of its simplicity and practical application in workplace communication and leadership training.

[bookmark: _Toc2018031638]Transactional Analysis business performance
Transactional Analysis (TA) can have a positive impact on business performance because it focuses on communication, behaviour and workplace relationships. Developed by Eric Berne, TA helps individuals understand how interactions between the Parent, Adult and Child ego states affect workplace communication (Berne, 1964). Organisations that encourage employees to communicate from the Adult ego state may improve problem-solving, decision-making and professional relationships, which can contribute to stronger organisational performance.
TA is particularly useful in improving communication between managers and employees. Hay (2009) argues that TA can support leadership development by helping managers recognise ineffective communication patterns and build more productive working relationships. Improved communication can reduce workplace conflict and misunderstandings, leading to better teamwork and employee cooperation. This may increase productivity and create a more positive working environment.
TA can also contribute to employee motivation and engagement. When employees feel listened to and respected through effective communication, they are more likely to feel valued within the organisation. Mountain (2010) suggests that TA can improve organisational culture by increasing emotional awareness and encouraging healthier interpersonal relationships. These improvements may positively affect staff morale, retention and overall business performance.
However, TA has limitations when applied to organisational performance. Critics argue that the theory oversimplifies complex workplace behaviour by categorising interactions into only three ego states. This means that TA may not fully explain organisational issues such as stress, power dynamics or cultural differences. In addition, there is less empirical research supporting TA compared to more established emotional intelligence theories. Despite this, TA remains widely used in coaching, management training and organisational development because of its practical approach and ease of application in workplace settings.
[bookmark: _Toc706111821]Workplace example
A workplace example of Transactional Analysis (TA) being used within workforce development can be seen in a call centre environment dealing with driving licence issues. Customers contacting the organisation were often frustrated or angry because problems with their driving licence could affect their employment or independence. Many customers communicated from either a Child ego state, showing panic or frustration, or a Critical Parent ego state, where they became blaming or aggressive towards staff.
To improve customer interactions, telephone advisors received TA training to help them recognise these ego states and understand the emotional reasons behind customer behaviour. The training focused on helping advisors avoid matching the customer’s behaviour. For example, if an advisor responded to a Critical Parent customer with their own Critical Parent response, the interaction could quickly escalate into conflict. Responding from a Child ego state could also make the advisor appear defensive or overwhelmed.
Instead, advisors were trained to remain in the Adult ego state by staying calm, professional and solution-focused. This involved listening carefully, acknowledging concerns and providing clear information. The aim was to encourage the customer to also move into an Adult state, allowing more productive communication. This often reduced conflict and improved customer satisfaction.
This example demonstrates how TA can be used as an emotional intelligence tool within the workplace. The training helped advisors develop emotional awareness, self-regulation and empathy. Rather than reacting emotionally, advisors learned how to manage their responses while understanding customer emotions and behaviour. This improved communication and supported workforce development in a high-pressure environment.

[bookmark: _Toc1846380252]Conclusion
Overall, Transactional Analysis (TA) is a useful emotional intelligence tool for workforce development and business performance. The theory helps employees understand communication, behaviour and emotional reactions through the Parent, Adult and Child ego states. This can improve self-awareness, empathy and conflict management in workplace settings.
Although TA has been criticised for lacking strong scientific evidence and oversimplifying behaviour, it remains widely used because of its practical application and ease of understanding. The call centre example showed how TA training helped telephone advisors remain in the Adult ego state during difficult customer interactions, reducing conflict and improving communication.
The training also encouraged empathy and emotional control, which are important parts of emotional intelligence. Therefore, despite its limitations, TA continues to be an effective tool for improving workplace relationships, employee development and overall business performance.

[bookmark: _Toc1439166028]The Drama Triangle
The Drama Triangle is a psychological model developed by Stephen Karpman that explains how people can adopt unhealthy roles during conflict and communication (Karpman, 1968). The model identifies three roles known as the Victim, Rescuer and Persecutor. The Victim role often feels powerless or treated unfairly, the Persecutor role becomes critical or controlling, and the Rescuer attempts to solve problems for others, sometimes creating dependency rather than encouraging responsibility.
The Drama Triangle links closely to emotional intelligence because it focuses on emotional awareness, behaviour and communication during stressful situations. Individuals with higher emotional intelligence are more likely to recognise when they are entering these unhealthy roles and regulate their responses more effectively. This can improve communication, reduce conflict and support healthier workplace relationships.
The model is commonly used within workforce development and coaching because it helps employees identify negative communication patterns and develop more constructive behaviours. For example, managers who constantly adopt the Rescuer role may unintentionally reduce employee confidence and independence, while employees operating from the Victim role may avoid accountability. Drama Triangle training can encourage individuals to communicate more professionally and take greater emotional responsibility in workplace interactions.
However, the Drama Triangle has been criticised for oversimplifying complex emotional behaviour and lacking strong empirical research support (L’Abate, 2009). Despite this, it remains widely used in leadership development, coaching and conflict management because of its practical value and ease of application.
[bookmark: _Toc155752701]Drama triangle workforce development
The Drama Triangle is used within workforce development to improve emotional awareness, communication and conflict management in workplace settings. Developed by Stephen Karpman, the model explains how individuals may adopt the roles of Victim, Persecutor or Rescuer during stressful interactions (Karpman, 1968). These roles can negatively affect teamwork and workplace relationships if employees are unaware of their behaviour patterns.
The model can support workforce development by helping employees recognise unhealthy communication styles and develop more emotionally intelligent responses. Summerton (1993) suggests that awareness of these roles can help individuals achieve greater autonomy and improve interpersonal interactions within organisations. This can be particularly useful in leadership and management training, where managers may unknowingly adopt a Rescuer role by becoming overly responsible for solving employee problems, reducing accountability within teams.
Drama Triangle training may also improve conflict resolution and communication skills. Employees who understand the model can become more aware of emotional reactions during workplace disagreements and avoid escalating conflict. This supports important emotional intelligence skills such as self-awareness, empathy and emotional regulation.
However, the model has been criticised for lacking strong empirical evidence and oversimplifying complex workplace behaviour (L’Abate et al., 2009). Critics argue that organisational relationships are influenced by wider social and organisational factors that cannot always be explained through three behavioural roles. Despite this criticism, the Drama Triangle remains a practical and widely used development tool because it is simple to understand and easy to apply in workplace situations.
[bookmark: _Toc1797859509]Theory 2  business performance
The Drama Triangle can influence business performance because workplace communication and emotional behaviour can directly affect teamwork, productivity and customer relationships. Developed by Stephen Karpman, the model explains how individuals may adopt the roles of Victim, Persecutor or Rescuer during workplace interactions (Karpman, 1968). These behaviours can create conflict, reduce accountability and negatively affect organisational performance if they are not recognised and managed effectively.
Organisations can use Drama Triangle training to improve communication and emotional awareness among employees and managers. Research by Martinko and Luthans (1981) found that alongside Transactional Analysis training it improved customer satisfaction, employee communication and overall organisational effectiveness. This suggests that helping employees recognise negative behavioural patterns can positively impact workplace performance and customer interactions. In addition, Nykodym, Nielsen and Christen (1985) argue that TA-based organisational development programmes improved teamwork, information sharing and employee satisfaction within organisations.
The Drama Triangle may also support leadership development by helping managers avoid unhealthy communication styles. For example, managers operating in a Persecutor role may create fear and low morale within teams, while those constantly acting as Rescuers may reduce employee independence and accountability. Training employees to recognise these behaviours can encourage more emotionally intelligent communication and improve professional relationships across teams.
However, the Drama Triangle has been criticised for oversimplifying workplace dynamics and emotional behaviour, as organisational performance is often influenced by more complex interpersonal and structural factors (Altman & Akdere, 2008).
[bookmark: _Toc1628504234]Workplace example
A workplace example of the Drama Triangle can be seen within a DVLA call centre environment where management approaches influenced employee wellbeing and performance. In some situations, managers adopted a Persecutor role by focusing heavily on failed calls, mistakes and performance targets in a critical way. Advisors often felt blamed when calls did not meet expected standards, even when dealing with difficult customers. This created stress, low morale and distrust between staff and management.
As a result, many advisors moved into the Victim role within the Drama Triangle. Employees began to feel anxious and fearful of making mistakes, particularly during call monitoring or feedback sessions. Over time, this created a negative working environment where some employees experienced stress-related sickness absence. Rather than encouraging development, the management approach reduced confidence and affected performance.
At the opposite end of the scale, some managers adopted a Rescuer role by becoming overly supportive and solving problems for advisors rather than encouraging independence. While this initially created positive relationships, it also led to dependency, where employees relied heavily on managers for reassurance and problem-solving. This became difficult when management changed, as employees feared working under less supportive managers.
This example demonstrates how the Drama Triangle can negatively affect workplace relationships and business performance when unhealthy roles become established. Employees need to feel accountable and responsible for their work without fear of criticism or persecution. Managers should support staff development while encouraging self-reliance and professional responsibility. Remaining outside the Drama Triangle allows healthier communication and working relationships, improving wellbeing, attendance and performance.

[bookmark: _Toc1495854235]Conclusion
Overall, the Drama Triangle is a useful emotional intelligence tool for understanding workplace behaviour, communication and conflict. Although the model has been criticised for oversimplifying complex organisational relationships, it remains valuable because it helps employees and managers recognise unhealthy behaviour patterns such as Victim, Persecutor and Rescuer roles. The workplace example demonstrated how these roles can negatively affect stress levels, trust, accountability and performance within a call centre environment. However, when recognised and managed effectively, the model can support healthier communication, emotional awareness and more balanced working relationships, which can positively benefit workforce development and business performance.
[bookmark: _Toc749376772]Comparasion of both theories and conclusion
Overall, both Transactional Analysis (TA) and the Drama Triangle demonstrate how emotional intelligence can influence workforce development and business performance. Although the models approach behaviour differently, both focus on emotional awareness, communication and understanding how emotions affect workplace relationships. This links closely to emotional intelligence theories, which emphasise self-awareness, emotional regulation, empathy and relationship management as important workplace skills.
The evidence discussed suggests that TA is particularly effective for improving communication and customer interactions. The DVLA call centre example showed how TA training helped telephone advisors recognise emotional behaviours in customers and avoid reacting emotionally themselves. By remaining in the Adult ego state, advisors were able to manage conflict more effectively and encourage calmer conversations. This demonstrated emotional intelligence in practice, particularly through empathy, emotional control and self-awareness.
The Drama Triangle was more useful in understanding unhealthy workplace dynamics between managers and employees. The workplace example showed how Persecutor management styles created stress, distrust and sickness absence, while Rescuer behaviours encouraged dependency and fear of change. This highlighted how poor emotional intelligence within leadership can negatively affect employee wellbeing and organisational performance. At the same time, the model demonstrated the importance of accountability, emotional regulation and balanced communication within teams.
Although both models have been criticised for lacking strong empirical evidence and oversimplifying human behaviour, the workplace examples and supporting literature suggest they still provide practical value within organisations. Overall, both TA and the Drama Triangle can be effective emotional intelligence tools that support communication, workforce development and business performance when applied appropriately in workplace settings.

[bookmark: _Toc1170281648]Use theories of emotional intelligence and mindfulness to review the effect of emotions on your own workplace performance
[bookmark: _Toc435251908]Emotional intelegence and mindfulness
Mindfulness is closely linked to emotional intelligence because both focus on self-awareness, emotional regulation and understanding emotional responses. Mindfulness can be described as the ability to remain fully aware of the present moment without becoming overwhelmed by thoughts or emotions. According to Jon Kabat-Zinn (2003), mindfulness involves paying attention intentionally and non-judgementally to present experiences. This awareness can help individuals recognise emotional reactions more clearly and respond in a calmer and more controlled way.
In workplace settings, mindfulness can support emotional intelligence by improving empathy, stress management and decision-making. Employees who practice mindfulness are often better able to regulate emotions during difficult situations, reducing impulsive reactions and workplace conflict. Hülsheger et al., (2013) found that mindfulness was linked to lower emotional exhaustion and improved emotional regulation at work. This suggests that mindfulness may help employees manage workplace pressure more effectively and maintain professional relationships.
Mindfulness also links closely to emotional intelligence theories such as Transactional Analysis and the Drama Triangle because it encourages individuals to become more aware of their emotional behaviour and communication patterns. For example, mindfulness may help employees recognise when they are reacting emotionally from a Child, Victim or Persecutor position, allowing them to respond more rationally and professionally. This can improve communication, emotional control and workplace performance.
[bookmark: _Toc1242210014]Tranactional Analysis and Drama Triangle in my own workplace
One example of emotional intelligence and Transactional Analysis (TA) in the workplace involved a manager escalation call regarding a driving licence that had not been received due to an incorrect address. The customer initially communicated from a Critical Parent ego state by blaming the organisation and becoming argumentative. After reviewing the application, it became clear that the address error had been made by the customer themselves. The customer then moved into an Adaptive Child state by becoming defensive and refusing to accept responsibility.
In this situation, I could have responded from a Critical Parent state myself by attempting to prove the customer wrong. This may have escalated the conflict further. Instead, I remained in the Adult ego state by staying calm, professional and solution-focused. I explained the evidence clearly, avoided blame and focused on resolving the issue by arranging an amendment.
This experience demonstrated how TA can support emotional intelligence in workplace situations. Remaining in the Adult state helped reduce conflict and achieve a positive outcome.
Another example of emotional intelligence involved applying for a job role that I was unsuccessful in obtaining. I had worked hard preparing for the application and initially felt the decision may have been influenced by favouritism. As a result, I entered the Victim role within the Drama Triangle, feeling disappointed and unfairly treated.
Although I understood the importance of acknowledging emotions, I also recognised that expressing these feelings openly in the workplace would not have been productive. Instead, I discussed my feelings privately with my manager in a safe environment. My manager understood that I needed time to express my disappointment without immediately trying to “fix” the situation or move into a Rescuer role.
This allowed me to process the emotions properly rather than remaining stuck in the Victim role. After reflecting, I was able to approach the situation more rationally and focus on self-improvement rather than blame. This experience demonstrated how understanding the Drama Triangle and emotional intelligence can help manage workplace emotions in a healthier and more professional way.
[bookmark: _Toc1073897608]Mindfulness in my own workplace
A strong example of mindfulness influencing my workplace performance was during the first COVID-19 outbreak. The workplace environment was extremely stressful, with constant news coverage, uncertainty and low staff morale creating high levels of anxiety. During this time, I noticed myself becoming overwhelmed, distracted and beginning to panic about situations outside of my control.
Using mindfulness techniques helped me manage these emotions more effectively. Rather than focusing on worst-case scenarios or becoming consumed by negative media coverage, I consciously brought my attention back to the present moment and focused on the tasks I could control within the workplace. This allowed me to remain focused, prioritise important work and stop myself from spiralling into further anxiety.
I also used mindfulness during lunch breaks by going for walks outside and focusing on my surroundings, such as sounds, nature and fresh air. This helped me reset mentally and return to work feeling calmer and more focused. As a manager, this was particularly important because staff often looked towards management for reassurance and direction during uncertain situations.
This experience demonstrated the importance of mindfulness within emotional intelligence and workplace performance. Remaining calm and emotionally regulated helped work continue as smoothly as possible while also supporting staff wellbeing. Although I understood the seriousness of the situation, mindfulness helped prevent emotions from becoming overwhelming and negatively affecting my leadership or decision-making.
[bookmark: _Toc956322465]Review of Emotional Intelligence Survey Results
The emotional intelligence survey results provided insight into both my strengths and areas for development within the workplace. My strongest areas were Emotional Awareness and Coaching Others’ Emotions, which were both identified as definite strengths. This suggests that I am generally able to recognise emotions in myself and others and support colleagues effectively during workplace situations. Reflecting on the workplace examples discussed, this is visible in how I managed customer interactions and supported staff during stressful periods such as the COVID-19 pandemic. Remaining calm and helping others manage emotions are important leadership skills within emotionally demanding environments.
My empathy score was also relatively high and only one point away from being identified as a definite strength. This reflects my ability to understand the emotions and perspectives of others, particularly within customer service and management situations. The examples involving TA and the Drama Triangle demonstrated the importance of empathy in managing conflict professionally without escalating situations.
However, the survey also identified areas requiring improvement, particularly Managing One’s Emotions and Self-Motivation. This suggests that although I am effective at recognising emotions, I may sometimes struggle with managing stress or disappointment internally. This was evident in the example of being unsuccessful in a job application, where I initially entered the Victim role before taking time to reflect and regain emotional balance.
Overall, the survey results supported many of the strengths and challenges identified throughout the reflective examples. They demonstrated that emotional intelligence is not fixed and that self-awareness is important for continued personal and professional development.

[bookmark: _Toc419001913]Conclusion
Overall, the evidence demonstrates that emotional intelligence can provide benefits within the workplace, particularly in communication, leadership, conflict management and employee wellbeing. The theories explored, including Transactional Analysis, the Drama Triangle and mindfulness, highlighted the importance of emotional awareness, empathy and emotional regulation in professional environments. Although some models have been criticised for lacking strong evidence or oversimplifying behaviour, they still offer practical tools that can improve workplace relationships and performance.
The workplace examples showed how emotional intelligence can positively influence employee and customer experiences. Using TA helped manage difficult customer interactions calmly and professionally, while understanding the Drama Triangle improved awareness of unhealthy workplace dynamics such as persecution, dependency and victim thinking. Mindfulness techniques also proved valuable during stressful situations such as the COVID-19 pandemic by improving focus and supporting calmer decision-making.
The emotional intelligence survey supported these findings by identifying strengths in emotional awareness, empathy and coaching others, while also highlighting areas for development such as emotional regulation and self-motivation.
Overall, emotional intelligence appears to be an important skill within modern organisations, helping improve communication, leadership and workplace relationships.
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