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British Airways (BA) is the global industry of airline. It brings people, places, and diverse the cultures that closer together with more than 100 years. BA airways serves the society and community from the heart and they look forward to share the exciting sustainability initiatives with people. BA provide their services to the people from more than 100 of years and it has 30,000 of dedicated people (British Airways, 2024). It established in 1974 and operates their flights more than 180+ destinations in more than 70 countries. BA is the member of International Airlines Group (IAG) in which the Iberia and Aer Lingus are include. BA is known for its commitment to operational excellence, innovation and effective customer service. BA invested heavily in modernised fleet and excellence experienced to the passengers by implementing the advanced technology and effective service offerings. The airlines operates in a mixed fleet of Airbus and Boeing aircraft, it make sure the passengers get comfort smooth travelling experience (British Airways, 2025). In addition, BA has been provide proactive to address the sustainability challenges through implementing different iniatives that aimed to reduce the carbon emissions and foster eco-friendly practices. In recent years BA faces significant challenges in which the impact of Global COVID-19 pandemic are include. However, BA focused on their recovery and growth that focused on the importance of mindfulness and emotional intelligence within the workforce. As the airline industry, continues to navigate a volatile economic landscape, BA recognises that promoting an emotional intelligent workforce is important for maintaining the competitive advantage and make sure the high levels of customer satisfaction (MTS, 2024).
The following report discuss the key models of emotional intelligence, the importance of developing emotional intelligence in the workplace, critical evaluation of emotional intelligence models in the British Airways, and provide a recommendation with a plan for the process and system that enable for better collaboration and connectedness among the people. It also implement the value of company with high EQ behaviour among the staff during the current volatile economic condition.


[bookmark: _Toc190957428]Key Models of Emotional Intelligence
There are different key models of emotional intelligence (O'Connor et al., 2019), some of following model are discussed below:
[bookmark: _Toc190957429]Goleman Model
Daniel Goleman’s model of Emotional Intelligence (EI) define the five key components that is significant for personal and professional success:
Self-Awareness: 
It recognises and understanding the individuals own emotions and their effects (Chung et al., 2023).
Self-Regulation:
This emotional Intelligence aspects include effective expression of emotions. Self-regulation involves flexible, coping with changes and manages the conflicts (Singh et al., 2022). It refers to diffusing the tense or difficult situations and being aware that how individual’s action impact on other and it takes ownership of these actions.
Social skills
This aspect of emotional intelligence define to interact effectively with other individuals. In this it involves to apply and understanding of emotions on others and our self for interaction and communication with others on the basis of day-to-day. There are various social skills like verbal communication skills, active listening skills, leadership, non-verbal communication skills, and developing rapport are include (Mrisho and Mseti, 2024).
Empathy
Empathy defines as to being able to understand how people feels. This aspects enables an individual to respond effectively on the basis of other people on determining their emotions. It enables an individual to sense the dynamic power that play a significant part among the social relationships but also specially among the workplace relations. Empathy understand the dynamics power, and how these dynamic power effect on individuals behaviour and feeling (Jnr and Dzogbewu, 2021). It also accurately observe the situations where dynamic powers come into force.
Motivation
Motivation refers to intrinsic motivation. Intrinsic motivation define that an individual is driven to fulfil their personal desires, and goals that is rather being motivated through external rewards like fame, money and recognition. Moreover, individual that are intrinsically motivated is the experience a state of flow that are being immersed actively ((Jnr and Dzogbewu, 2021). Goleman’s model of emotional intelligence can apply on British Airways that are significantly improves the customer service and employee interaction. Through fostering self-awareness among staff, the airline may enhance their emotional regulation during the pressurise situation like customer complaints and flight delays. Empathy training will help the employees for better understanding the passenger’s needs and their issues. This will lead to improve the customer satisfaction. In addition, improving social skills by building of team exercise will strengthen the collaboration among staff members, ultimately it contributes for a more resilient and effective workforce among the competitive industry.
[bookmark: _Toc190957430]Trait Model
Trait model of emotional intelligence are defined by Konstantinos V. Petrides, it emphasises on self-perceptions of people and their emotional abilities rather than objective measures. It encompasses a constellation of emotional self-perception that are located among the broader personality framework. The key components that are include are stress management, self-awareness, and interpersonal skills. This model highlights that how individuals perceive on their own emotional competencies that influences the behaviours and interactions on others. Unlike the ability based models, the trait model is determine by self-report questionnaires that makes it more subjective and resistant to scientific measurement (Petrides, 2021). The Trait Model can apply into the Biritish Airways, the airline may improves their workforce through promoting the emotional self-awareness among the employees. Through using the different tools such as Trait emotional Intelligence Questionnaire (TEIQue), BA can analyse their areas for development of emotional competencies like interpersonal skills and stress management. Training programs focused on the traits that will empower the staff for better navigation of customer interactions and collaboration with the teams (Russ et al., 2023).  This approach help to improves the employee satisfaction and also enhance the customer service quality. It ultimately contributes to a more a resilient organisation among the competitive industry.
[bookmark: _Toc190957431]Bar-On's model 
Emotional Intelligence is an arrangement of interconnected behaviour that are driven through the emotional social competencies. It influence the behaviour and performance (Bușu, 2020). Bar-On’s EI model emphasis on five different scale of emotional intelligence: Self-perception, decision making, self-expression, interpersonal and stress management (Chernata, 2024). Self-perception refers the awareness and understanding of individual’s emotions, self-expression defines the ability to express emotions assertively and appropriately. While the interpersonal refers for building of skills and maintaining the relationship by empathy and social responsibility. Moreover, Decision making refers that utilising of emotional information to make the informed choices (Bușu, 2020). In addition stress management refers to coping effectively with stress and maintaining the balancing of emotions (Chernata, 2024). This model emphasis the interconnectedness of all these competencies and foster the emotional well-being. 
Bar-On’s model can apply on British Airways, it can be instrumental to improving the customer service and emotional performance. Through focusing on self-perception, BA can recognises their staff emotional states and improves their interaction with flight passengers. Training in self-expression will help to able the employees to communicate with passenger effectively, specifically during the difficult situations such as flight delays (Sharma and Kumra, 2024). Moreover, strengthening in interpersonal skills fosters the collaboration and team work among the staff, while it improving decision making capabilities it lead to solve the problem effectively as like passengers issues. Additionally, promoting the effective stress management strategies will lead to help the employees to maintain the composure in pressurise environment (Shah and Kiran, 2024). It also help to improve the overall customer experience and work environment.
[bookmark: _Toc190957432]The Importance of Developing Emotional Intelligence in the Workplace
[bookmark: _Toc190957433]The relationship between Emotional Intelligence, Leadership, and Organisational Success
Emotional Intelligence (EQ) is an elemental aspect of the effective management of leadership roles. Its perception is the acceptance of managers of employees and how they effectively deal with work-related issues leading to organisational success (Ruiz, 2019). Leaders with high emotional intelligence develop their perspectives concerning how their influence is a modifying factor within their impact developing an overall betterment in a work environment (Alwali and Alwali, 2022). Such emotionally intelligent leaders take into account unconscious states that are taking place, where they uphold their composure with great credibility and reason as their decision-making appears rational and clearly balanced. Creating and cultivating a first customer culture while keeping a sanctity of morale within the workplace was to become an important part of his leadership style. More than that, it emphasised the need to develop emotional intelligence to the service delivery and profit of BA.
Emotionally intelligent leaders create an environment wherein trust is built, communication open, and inclusion ensured, short of creating teamwork that helps foster collegiality among team members (Alwali and Alwali, 2022). This kind of environment solely comes as a result of the high level of understanding each member has in terms of identity from the other. Therefore, employees feel valued and understood within teams. This is why British Airways' successor to its fleet cultural change initiative included the "Putting People First" program. It aims to train employees in emotional intelligence, communication, and empathy for better working together with customers (Biritish Airways, 2024).
[bookmark: _Toc190957434]Emotional Intelligence and Business Advantage
Emotionally intelligent staff help build a positive atmosphere for customers through empathy, flexibility, and effective communication (Sergey et al., 2020). Employees who recognize the feelings of their customers and respond to them in an appropriate manner will not only win their trust but also manage conflicts decisively, and nurture brand loyalty (Ruiz, 2019). British Airways made rigorous customer service training in emotional intelligence, as they argued that the customer-facing front would actually be the backbone of their reputation and success in the field of civil aviation. The training included empathic approaches by cabin crew and ground staff in encounters with disruptive passengers. The result of this was high customer satisfaction results as they felt heard and valued, even in dire circumstances such as cancellations and delays.  Emotional Intelligence creates a culture of innovation and real-time problem solving, as well as enhancing resilience, adaptability, and creativity (O'Connor et al., 2019). Employees with high EQ embrace change, think critically, and bring a solution-oriented approach to their problems (Sergey et al., 2020). 
British Airways learned very fast to respond to fast-moving travel restrictions, operational challenges, and employee concerns in the midst of the COVID-19 crisis (MTS, 2024). Such modes of exercise include open and transparent channels of communication with employees during times of crisis, emotional intelligence, construct support activities to support the employees, and maintain two-way conversations in an environment that is adverse. The focus on emotional intelligence during the crisis at BA helped retain talent, sustain customer trust, and position the business well to rebound post-pandemic. Emotionally intelligent example at British Airways is, the "To Fly. To Serve." initiative was focused on customer service, employee engagement, and brand perception (Krejci, 2025). The airline offers emotional intelligence training to the frontline staff, such as cabin crew and customer service officers.
[bookmark: _Toc190957435]Emotional Intelligence and Employee Well-Being
In an organisation, high capitalism presents the ultimate demanding workplace (Brown et al., 2019). People having high emotional intelligence can generally cope with stress and will express and control their feelings with a high of efficiency and resilient of mental health. Self-regulation, refers to be one EQ core competency elaborated on by Goleman, acts as an encouragement for employees to restrain from anger under pressure, discourage conflict in the workplace, and a positive attitude toward adversities (Chung et al., 2023). British Airways excels in this area, with its acclaimed emotional intelligence training program set in place for crew members, pilots, and customer service personnel to withstand a high-pressure environment (Biritish Airways, 2025). Employees receiving EQ training reported lower anxiety and higher coping ability and therefore greater job satisfaction. An emotionally intelligent workplace will have an affordance of high retention and employee engagement. Employees would mostly be retained because they felt valued and understood and got their leaders' support (Mrisho and Mseti, 2024). On Biritish Airways, (2025), the British Airways Leadership Development Program, the development of emotionally intelligent leaders supports employee psycho-social well-being in terms of: Reduced turnover with employees feeling being in a more rewarding and supporting working environment created through emotionally intelligent leadership. Greater job satisfaction due to employees being motivated and inspired to do their jobs. Productivity enhancement through greater collaboration and teamwork of emotionally intelligent clusters.
[bookmark: _Toc190957436]Critical Evaluation of Emotional Intelligence Models in the Chosen Organisation 
Emotional intelligence (EI) has emerged as a fundamental part of successful leadership for organizational achievement in high-stress industries such as the airline sector. British Airways (BA) is among the top airlines, understands the value of EI in accelerating employee performance, customer satisfaction, and business results. This assessment is critical in exploring three major emotional intelligence models (Sfetcu, 2020). These models incorporate Goleman's Model, the Bar-On Model, and the Trait Model to critically evaluate how far they are useful for creating emotionally intelligent employees. The model developed by Daniel Goleman has the most notable approach of use as a leadership practical application model which comes to recognize five general elements (Crase, 2020). These elements involve self-awareness, self-regulation, motivation, empathy, and social skills. These elements are important for British Airways leaders who have to navigate complicated interpersonal relationships for providing high-quality customer service (Jameson, 2019).
The leaders at British Airways need to have a sharp sense of their emotions and how these impact their decision-making. The leaders who are self-aware can be able to better cope with stress to remain calm under pressure. Self-awareness can result in enhanced communication with employees as well as with customers that makes the work-life more peaceful (Bates, 2023). Furthermore, self-regulation or the capability to regulate one's own emotions, is imperative in an environment of high risks. The leaders at British Airways demonstrating self-regulation that can address crisis situations calmly. This ability valuable when coping with customer service incidents where reactions based on emotion. According to Goleman model, motivation is also essential in guaranteeing the success of employees at British Airways (Marín et al., 2019).
The individuals who are motivated by organizational objectives are likely to be more productive. The leaders can encourage this motivation by linking individual ambitions with the airline's overall goals, thus creating a more committed workforce. Empathy is also a critical element of Goleman's model in order to understand the needs of customer that can helps in enhancing the service quality (Hollins, 2020). The leaders who possess empathy can establish better relationships with employees as well as with customers which in turn contributes directly to enhanced satisfaction levels of customers. The social skills such as effective communication and building relationships are crucial for teamwork between teams at British Airways (Adigüzel and Kuloglu, 2019). The effective social skills are possessed by the leaders who create a good corporate culture that stimulates teamwork among employees. Although Goleman's model is a thorough model for explaining emotional intelligence in leadership, its application at British Airways can be challenging. For instance, EI-only training programs will not be adequate if they are not embedded within more extensive leadership development programs. These programs' success is restricted if other main elements of leadership development are not considered (Makkar and Basu, 2019). 
The Bar-On Model of emotional-social intelligence provides another way to look at EI through its emphasis on skills. It impacts the way a person deals with environmental demands. The five main areas are contained within this model incorporating intrapersonal skills, interpersonal skills, stress management, adaptability, and general mood. The training schemes addressing these abilities are capable of inspiring staff to get a hold over their feelings better under stress-filled situations (Goleman, 2021). One more important factor in this context is the interpersonal skills which is necessary for BA positions that require engagement with clients. The staff with strong interpersonal skills are more likely to develop positive encounters with passengers. This leads to greater satisfaction levels for enhanced customer care. The stress management techniques are critical for employee welfare at BA which considers the high-pressure nature of the airline business (Mattingly and Kraiger, 2019).
The adoption of courses that impart stress reduction skills can lead to increased job satisfaction with lower burnout levels. The adaptability is one of the important element in aviation sector. The staffs who have adaptability can adapt well to changed situations for running the organization smoothly. While the Bar-On Model fits nicely with British Airways' mission of providing excellent customer service (Chernis and Adler, 2023).  The effects of such competencies on business performance must be continually monitored to quantify the influence of such elements on organizational performance. However, continuous feedback and specific training programs can mitigate this issue to make the model effective at British Airways (Veshne and Munshi, 2020). 
The Trait Model, Goleman's model and Bar-On's models emphasizes personal traits that lead to emotional intelligence but does not specify competencies. For British Airways, the Trait Model may be applied to spot potential leaders according to their natural traits as they pertain to emotional intelligence (Harahap et al., 2023). For instance, optimistic staff members are more likely to handle challenges with optimism which is important in an industry where challenges are the norm. The encouragement of optimism among employees can increase resilience during tough moments. Resilience is the capacity to recover from adversity is another quality that is essential to sustaining high performance at British Airways. The training programs focused on resilience-building techniques which can prepare employees to deal with adversity well (Allen, 2019). 
[bookmark: _Toc190957437]Recommendations and Implementation Plan
British Airways focuses on leadership development and customer service however the gaps in emotional intelligence (EI) still exist that might compromise organizational success. One of these gaps is inconsistent EI use among all employee levels. The leaders are trained in EI however frontline employees might not be, which results in unequal customer service, in situations of pressure (Sfetcu, 2020). The second gap is the failure to continuously develop EI. The opportunities for constant learning and practice of EI every day are lacking which creates stress and burnout. Furthermore, prioritizing customer satisfaction could cause a lack of concern regarding the significance of EI. This could be a factor for inadequate communication, cooperation, and conflict resolution in teams that affects job satisfaction as well as productivity (Goleman, 2019). 
[bookmark: _Toc190957438]Recommendations
· Emotional intelligence training must be provided to all members of the workforce. This can be done by tailoring the content of the training according to each level of employee to ensure its effectiveness. This will helps in making EI development accessible to all (Crase, 2020).  
·  An ongoing feedback mechanism, e.g., 360-degree feedback, should be created to review the improvement in emotional intelligence building throughout the company. Further, periodic follow-up workshops and coaching sessions must be arranged to streamline EI skills to keep employees on a constant development track for their emotional intelligence (Adigüzel and Kuloglu, 2019). 
· The employees should be trained by providing resources on stress management skills to effectively deal with the high-pressure culture of the airline industry. Furthermore, programs for well-being should emphasize work-life balance to support workers in sustaining their emotional and mental wellbeing (Goleman, 2021). 
· The principles of emotional intelligence must be integrated into everyday activities and decision-making processes. It helps in ensuring that EI becomes a fundamental aspect of the organization’s culture. The team-building activities that foster empathy, active listening, and conflict resolution abilities should be promoted to improve emotional intelligence as well as team work (Bates, 2023).
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Table 1. Implementation Plan
	Action
	Objective
	Actions
	Timeline
	Responsible
	KPIs

	Comprehensive EI Training for All Employees
	Extend EI training to all employees, especially frontline staff.
	- Design EI workshops for different employee levels. - Schedule quarterly EI sessions.
	6 months for initial rollout, ongoing
	HR, Training & Development
	Employee satisfaction surveys, customer satisfaction, performance reviews (Marín et al., 2019).


	Continuous Learning & Feedback Mechanisms
	Encourage ongoing EI development through feedback and coaching.
	- Establish a 360-degree feedback system. - Organize monthly EI follow-up workshops.
	3 months to set up, ongoing
	HR, Managers
	360-degree feedback, employee engagement metrics

	Integrating EI into Daily Operations
	Foster EI in daily tasks and teamwork.
	- Conduct team-building exercises focusing on communication. - Incorporate EI into leadership assignments.
	4 months for initial activities, ongoing
	Managers, Team Leaders
	Team collaboration scores, internal conflict resolution

	Stress Management & Employee Well-being
	Improve employee well-being and stress management.
	- Offer stress management programs and mental health resources. - Implement wellness initiatives.
	3 months for setup, ongoing
	HR, Employee Well-being Team
	Employee well-being surveys, absenteeism rates (Hollins, 2020). 



[bookmark: _Toc190957440]Conclusion 
To sum up, British Airways (BA) is a major international airline operating for more than 100 years. The company has traditionally been dedicated to operational efficiency as well as innovation. The company has always maintained a priority of upgrading its fleet by adopting new technology to upgrade the travel experience. But the significance of emotional intelligence (EI) in the workplace has become more evident in the outcome of crises. Emotional intelligence is important for British Airways to sustain a competitive advantage in the unpredictable airline sector. The capability of the airline to develop an emotionally intelligent workforce will increase staff satisfaction and enhance teamwork for improving customer service. British Airways can establish a more emotionally intelligent workforce that is better equipped to handle the demands of the business. This can be done by implementing EI training on all levels of employees. The three EI models i.e. Goleman's Model, the Trait Model, and Bar-On’s Model offers a complete structure for enhancing employee relationships to improve satisfaction level of customers. British Airways can enable employees to manage their emotions better by these models to improve their social skills.  This will result in better performance, less stress, and an enhanced workplace culture.
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