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Introduction
Emotional intelligence (EI) refers to the ability to recognise, understand and manage emotions in oneself and in others. In modern organisations, emotional intelligence has become an important skill because workplaces increasingly rely on teamwork, communication and collaboration. Employees and managers who are able to manage emotions effectively are often better able to build positive relationships, resolve conflicts and make balanced decisions. Because of this, emotional intelligence is considered a key factor in effective leadership and organisational performance (Goleman, 1998).
Several models have been developed to explain emotional intelligence. One of the most widely known frameworks is Daniel Goleman’s model, which identifies key emotional competencies such as self-awareness, empathy and social skills. Other researchers, including Mayer and Salovey (2007), view emotional intelligence as a cognitive ability that involves understanding and processing emotional information. These different perspectives have contributed to ongoing discussion about how emotional intelligence should be defined and applied in the workplace.
This report will examine the role of emotional intelligence in modern organisations. It will discuss key emotional intelligence models, explore how emotional intelligence can be applied in workplace situations and critically evaluate different theoretical perspectives. The report will also examine generational differences in the workplace and consider how emotional intelligence can help managers effectively lead employees from different generations.

Emotional Intelligence in the Workplace
Emotional intelligence (EI) is generally understood as the ability to recognise, understand and manage emotions in both oneself and other people. In the workplace, this ability is important because employees interact with colleagues, managers and clients on a daily basis. Being able to understand emotional reactions can help individuals communicate more effectively and respond appropriately in different situations. As a result, emotional intelligence is often seen as an important skill for building strong professional relationships and maintaining a positive work environment. (Grunes et al., 2014).
Researchers have developed different definitions of emotional intelligence over time. One of the earliest academic definitions was proposed by Mayer and Salovey, who described emotional intelligence as the ability to perceive emotions, understand emotional meanings and manage emotions in order to support thinking and decision-making (Mayer et al., 2004). This definition views emotional intelligence as a form of cognitive ability that allows individuals to process emotional information and use it effectively.
Other scholars have taken a broader approach to emotional intelligence. For example, Goleman suggested that emotional intelligence includes a range of emotional and social competencies that influence how people manage themselves and interact with others (Goleman, 1998). According to this perspective, emotional intelligence involves skills such as self-awareness, empathy and relationship management. These competencies can influence leadership effectiveness, communication and teamwork in organisations.
Emotional intelligence is particularly relevant in modern workplaces because organisations increasingly rely on collaboration and interpersonal interaction. Employees who are able to manage their emotions are often better able to cope with pressure, resolve disagreements and adapt to organisational changes (Boyatzis, 2018). For this reason, emotional intelligence is now widely recognised as an important factor in both individual and organisational success.

Daniel Goleman Emotional Intelligence Model
One of the most widely recognised frameworks of emotional intelligence was developed by Daniel Goleman. Goleman argued that emotional intelligence plays a major role in workplace success and effective leadership. His model identifies five key components that influence how individuals understand and manage emotions in professional environments (Goleman, 1998).
The first component is self-awareness. Self-awareness refers to an individual’s ability to recognise and understand their own emotions and how these emotions can influence their behaviour. In the workplace, self-aware individuals are more likely to understand how their feelings affect their decisions and interactions with others. This can help them respond more thoughtfully in challenging situations and maintain professional relationships (Boyatzis, 2018).
The second component is self-regulation, which refers to the ability to manage and control emotional responses. Employees who demonstrate self-regulation are able to remain calm under pressure and avoid reacting impulsively. This skill is important in organisational settings because it allows individuals to handle stressful situations, disagreements and workplace challenges in a constructive way (Cherniss et al., 1998).
Another important element of Goleman’s model is motivation. In this context, motivation refers to an internal drive to achieve goals and maintain high levels of performance. Individuals with strong emotional intelligence are often motivated by personal achievement rather than external rewards alone. This type of motivation can encourage persistence, resilience and commitment within the workplace (Cherniss, 2010).
The fourth component is empathy, which is the ability to understand the emotions and perspectives of other people. Empathy is particularly important in workplace relationships because it allows managers and employees to respond sensitively to the needs and concerns of colleagues. Leaders who demonstrate empathy are often better able to support their teams and create a more positive working environment (Boyatzis, 2018).
The final component is social skills. Social skills involve the ability to communicate effectively, build relationships and manage interactions with others. Employees with strong social skills are often able to collaborate successfully, influence others and resolve conflicts in a constructive way. Because organisations rely heavily on teamwork and cooperation, these interpersonal skills are considered essential for effective leadership and organisational success (Goleman et al., 2013).

Application of Emotional Intelligence in the Workplace
Emotional intelligence plays an important role in many areas of organisational life. In modern workplaces, employees are required to work closely with others, manage pressures and communicate effectively. Because of this, emotional intelligence can influence leadership effectiveness, teamwork, conflict management and communication within organisations (Carminati, 2021).
One of the main areas where emotional intelligence is important is leadership. Leaders who demonstrate high levels of emotional intelligence are often better able to understand the needs and concerns of their employees. By recognising emotional signals, leaders can adjust their management style and provide appropriate support to their team members. For example, a manager who notices that an employee is feeling overwhelmed may choose to provide additional guidance or adjust workloads. This type of emotional awareness can help build trust and strengthen relationships between leaders and employees (Gerhardt et al., 2026).
Another important application of emotional intelligence is conflict management. Workplace conflicts are common because employees may have different personalities, expectations or working styles. Emotional intelligence allows individuals to manage disagreements in a constructive way by remaining calm and considering the perspectives of others. For example, during a disagreement between colleagues, an emotionally intelligent employee may attempt to understand the other person’s concerns before responding. This approach can reduce tension and help resolve conflicts more effectively (Goleman, 1998).
Finally, emotional intelligence plays a key role in workplace communication. Effective communication requires more than simply exchanging information. It also involves understanding how messages may affect other people emotionally. Employees who are aware of emotional cues, such as tone of voice or body language, are often better able to adapt their communication style. For example, a manager delivering constructive feedback may use empathy and supportive language in order to maintain employee motivation. This demonstrates how emotional intelligence can improve communication and strengthen workplace relationships (Boyatzis, 2018).

Critical Evaluation of Emotional Intelligence Models
Although emotional intelligence is widely recognised as an important concept in organisational behaviour, researchers have developed different models to explain how emotional intelligence works. Two of the most commonly discussed frameworks are the model proposed by Daniel Goleman and the ability-based model developed by Mayer and Salovey. While both models aim to explain how individuals understand emotions, they approach emotional intelligence from different perspectives (Mayer et al., 2004).
Goleman’s model focuses mainly on emotional and social competencies that influence workplace performance. His framework includes components such as self-awareness, empathy and social skills, which are particularly relevant to leadership and management. Many researchers argue that this model is useful in organisational settings because it connects emotional intelligence directly to behaviours that influence leadership effectiveness, teamwork and communication (Boyatzis, 2018).
However, scholars have criticised Goleman’s framework for being too broad. Critics argue that the model combines personality traits, emotional abilities and social behaviours under the same concept of emotional intelligence. This can make it difficult to measure emotional intelligence accurately. For example, Mayer and Salovey (2007) suggest that emotional intelligence should be treated as a form of cognitive ability that focuses specifically on recognising, understanding and managing emotions. From this perspective, emotional intelligence should be measured using ability-based assessments rather than behavioural competencies.
The model developed by Mayer and Salovey therefore takes a more psychological approach. Their framework views emotional intelligence as a mental ability that involves perceiving emotions, using emotions to facilitate thinking, understanding emotional meanings and managing emotional responses (Mayer et al., 2004). Supporters of this model argue that it provides a clearer theoretical definition of emotional intelligence and allows researchers to measure emotional abilities more objectively.
Despite these advantages, the ability-based model has also received some criticism. Some researchers argue that the model focuses heavily on emotional processing abilities and may not fully capture how emotional intelligence operates in real workplace situations. In organisational environments, emotional intelligence is often expressed through behaviours such as leadership, communication and relationship management. As a result, some scholars believe that competency-based models, such as Goleman’s framework, may be more practical for understanding emotional intelligence in leadership and management contexts (Cherniss, 2010).
Overall, both models offer valuable insights into emotional intelligence. Goleman’s model provides a practical framework that can be applied to leadership and organisational development, while Mayer and Salovey’s model offers a more structured theoretical understanding of emotional abilities. Because of these differences, many researchers suggest that emotional intelligence should be viewed as a combination of emotional abilities and behavioural competencies that influence workplace performance (Boyatzis, 2018).

Generational Differences in the Workplace
In modern organisations, employees often come from different generations and may have different experiences, values and expectations regarding work. These generational differences can influence how employees communicate, approach tasks and respond to leadership styles. Because of this, understanding generational diversity has become an important aspect of effective management. Organisations that recognise these differences are often better able to create inclusive environments and improve collaboration between employees of different age groups (Twenge, 2023).
Generations are typically defined as groups of individuals who were born within a particular time period and who share similar social and historical experiences during their formative years. These shared experiences can shape attitudes towards work, authority, technology and career development. In many workplaces today, three main generations are commonly discussed: Generation X, Millennials (Generation Y) and Generation Z (Costanza et al., 2023).
Because these generations have experienced different environments, they may have different expectations regarding work-life balance, communication styles and career progression. These differences can sometimes create misunderstandings in organisations if managers are not aware of the needs and preferences of different age groups. However, when organisations recognise and manage generational diversity effectively, they can benefit from a wide range of perspectives, skills and experiences (Plakhotnik et al., 2025).
Understanding generational diversity also highlights the importance of emotional intelligence in leadership. Managers who demonstrate empathy, communication skills and emotional awareness are often better able to understand the motivations and concerns of employees from different generations. This can help organisations create stronger working relationships and improve collaboration between employees with different backgrounds and experiences (Goleman, 1998).

Generation X
Generation X generally refers to individuals who were born between 1965 and 1980. One of the characteristics often associated with Generation X employees is a strong sense of independence. Many individuals from this generation prefer to work autonomously and value having control over how they complete their tasks. They are often comfortable taking responsibility for their work and may prefer managers who provide guidance but avoid excessive supervision. Because of this, Generation X employees are sometimes described as self-reliant and adaptable within organisational environments (Costanza et al., 2023).
Another important value associated with Generation X is job stability and work–life balance. Many employees from this generation experienced organisational restructuring and economic uncertainty during their early careers. As a result, they may place importance on maintaining a stable career while also balancing professional and personal responsibilities. In workplace settings, Generation X employees may appreciate flexible working arrangements that allow them to manage both work and family commitments (Plakhotnik et al., 2025).
However, some researchers argue that generational classifications should be interpreted carefully. Although generational trends can provide useful insights into workplace behaviour, they may also oversimplify the diversity that exists within each age group. Individual personality traits, cultural background and organisational context can also influence how employees behave in the workplace. Therefore, while generational categories can help managers understand general patterns, they should not be used to make assumptions about individual employees (Parry & Urwin, 2021).

Generation Y (Millennials)
Generation Y, often referred to as Millennials, generally includes individuals born between 1981 and 1996. This generation grew up during a period of rapid technological advancement, globalisation and increased access to higher education. As a result, Millennials are often considered to be highly familiar with digital technologies and online communication. Their experiences with technology have influenced how they work, communicate and collaborate within organisations (Twenge, 2017).
One of the key characteristics often associated with Millennials is a strong interest in career development and personal growth. Many individuals from this generation value opportunities for learning, training and professional advancement. They may seek roles that allow them to develop new skills and progress within their careers. For this reason, organisations often focus on providing development programmes, mentoring opportunities and continuous learning environments in order to attract and retain Millennial employees (Magni and Manzoni, 2020).
Millennials are also often described as valuing flexibility in the workplace. Compared with previous generations, they may place greater emphasis on achieving a balance between work and personal life. Flexible working arrangements, such as remote work or adaptable schedules, can therefore be important factors when Millennials evaluate job opportunities. Organisations that offer flexibility may be more successful in maintaining motivation and job satisfaction among Millennial employees (Mahmoud et al., 2021).
However, some researchers suggest that the differences between generations may sometimes be overstated. While Millennials are often described as having unique workplace expectations, studies have shown that many work-related values, such as job satisfaction and career success, are shared across different generations. This suggests that individual differences and organisational culture may sometimes have a greater influence on employee behaviour than generational identity alone (Parry & Urwin, 2021).

Generation Z
Generation Z generally refers to individuals born between 1997 and 2012. This generation is often described as the first group to grow up in a fully digital environment. From an early age, many members of Generation Z have been exposed to smartphones, social media and constant internet access. Because of this, they are often referred to as digital natives, meaning they are highly comfortable using technology in everyday life and in the workplace (Dimock, 2019).
Technology has strongly influenced how Generation Z communicates and interacts with others. Many individuals from this generation are accustomed to fast communication through digital platforms such as messaging applications and social media. In the workplace, this may lead them to prefer quick and direct communication methods. As a result, organisations may need to adapt their communication strategies in order to effectively engage younger employees (Gaidhani et al., 2019).
Generation Z employees are also often described as valuing diversity and inclusion within organisations. Having grown up in a more globally connected world, many individuals from this generation expect workplaces to promote equality, fairness and social responsibility. Organisations that demonstrate inclusive practices may therefore be more successful in attracting and retaining Generation Z employees (Dimock, 2019).
However, similar to other generational categories, some researchers argue that the characteristics attributed to Generation Z should be interpreted carefully. While digital skills and technological familiarity are common within this generation, individual differences in personality, education and work experience can still influence behaviour in the workplace. This suggests that generational labels can provide general insights but should not be used to make assumptions about all employees within a particular age group (Parry & Urwin, 2021).

Managing Generational Differences using Emotional Intelligence
Managing employees from different generations can sometimes create challenges for organisations because individuals may have different expectations, communication styles and attitudes towards work. Emotional intelligence can help managers understand these differences and respond in a way that supports collaboration and positive working relationships. Leaders who demonstrate emotional awareness, empathy and strong communication skills are often better able to manage generational diversity within teams (Boyatzis, 2018).
One way emotional intelligence supports generational management is through self-awareness and empathy. Managers who are aware of their own communication style and emotional responses are better able to recognise how their behaviour may affect employees from different age groups. For example, younger employees may prefer more frequent feedback, while older employees may value independence in completing their work. An emotionally intelligent manager can recognise these preferences and adapt their leadership approach accordingly (Goleman, 1998).
Another important role of emotional intelligence in managing generational differences is conflict resolution. When employees from different generations have different perspectives or working styles, disagreements may occur. Emotional intelligence enables managers to remain calm, listen carefully to each perspective and encourage constructive dialogue between team members. For example, a manager may facilitate open discussions where employees can share their viewpoints and work together to find solutions. This approach can reduce tension and improve cooperation within diverse teams (Cherniss, 2010).
Finally, emotional intelligence can support the creation of inclusive organisational cultures where employees from all generations feel valued. Leaders who demonstrate empathy and respect are more likely to build trust within their teams. By recognising the strengths and contributions of different generations, organisations can benefit from a wider range of ideas, experiences and skills. This can improve teamwork, innovation and overall organisational performance (Boyatzis, 2018).

Conclusion
Emotional intelligence has become an increasingly important concept in modern organisational environments. The ability to recognise, understand and manage emotions can influence how individuals communicate, work in teams and respond to workplace challenges. Emotional intelligence models, such as those proposed by Goleman and Mayer and Salovey, provide useful frameworks for understanding how emotional awareness and emotional regulation can support effective leadership and workplace relationships (Goleman, 1998; Mayer & Salovey, 2007).
This report has also highlighted the importance of understanding generational differences in the workplace. Employees from Generation X, Millennials and Generation Z may have different expectations regarding communication, career development and work–life balance. These differences can sometimes create challenges for managers if they are not recognised and managed appropriately. However, when organisations understand these generational perspectives, they can benefit from diverse experiences, knowledge and skills within their workforce (Lyons et al., 2015).
Emotional intelligence can play a key role in helping managers lead employees from different generations effectively. Leaders who demonstrate empathy, communication skills and emotional awareness are better able to create supportive working environments and manage potential conflicts. As organisations continue to become more diverse, emotional intelligence will remain an essential skill for promoting collaboration, productivity and long-term organisational success (Boyatzis, 2018).

Recommendations
Organisations should consider providing emotional intelligence training for managers and employees in order to improve communication, leadership and teamwork. Training programmes can help individuals develop skills such as self-awareness, empathy and emotional regulation, which are important for managing workplace relationships effectively (Goleman, 1998).
Organisations should also focus on creating inclusive leadership practices that recognise the needs and strengths of employees from different generations. Managers who understand generational differences can adapt their leadership styles and communication methods to support a diverse workforce. For example, providing flexible working arrangements and opportunities for professional development may help increase employee satisfaction across different age groups (Lyons et al., 2015).
Finally, organisations could encourage mentoring and knowledge sharing between employees from different generations. This approach allows individuals to learn from each other’s experiences and perspectives while strengthening collaboration within teams. By promoting emotional intelligence and generational understanding, organisations can create more supportive and productive working environments (Boyatzis, 2018).
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