











Executive Summary
This report provides a critical analysis of the connection between Emotional Intelligence, well-being, and performance at both the individual and organisational levels, with a focus on the role of Emotional Intelligence (EI) and Mindfulness in a diverse and evolving workplace.
Amid the backdrop of a pandemic, cost of living crisis, global conflict, and advancements in technology, managing employee well-being has become a strategic imperative, (CIPD, 2021). With the changing expectations of employees and recruitment and retention difficulties, organisations must adapt their people management strategies. This adaptation involves understanding and catering to the diverse needs of the workforce, which include younger employees, those nearing retirement, parents, carers, and those on various types of leave.
One of the key findings is that EI, the ability to identify, understand and manage emotions, is crucial in roles that require extensive interpersonal interaction, such as customer services and sale. Emotional Intelligence promotes empathy in conflict resolution and enhances team, collaboration, ultimately improving performance and well-being.
Mindfulness, defined as bringing ones’ attention to the present moment, reduces stress, improves cognition, and enhances emotional regulation, contributing to improved work-life balance and mental well-being for various employee groups.
Furthermore, leaders who enhance their EI and Mindfulness skills can take a more proactive approach to employee well-being, leading to better organisational performance. By engaging in continuous learning, seeking feedback, and using reflective practice, managers can develop these essential skills.
The report concludes that integrating emotional intelligence and mindfulness into leadership and employee development initiative is a vital strategy for modern organisations. It not only addresses the diverse needs of the workforce but also enhances overall organisational performance. 
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[bookmark: _Toc139286390]1.0 Introduction
In a fast-paced, ever-evolving corporate landscape, maintaining a strong and healthy workforce has become a paramount concern. The CEO at Celtic Shield Insurance has recognised the critical importance of employee wellbeing and the role of Emotional Intelligence in enhancing job performance and has requested this report to produce to managers on 7th July 2023. The aim is to provide managers with an in-depth understanding and actionable strategies that focus on these two crucial components of modern organisational success.
The past years have presented formidable challenges to organisations globally, with the Covid-19 pandemic, rapid technological advancements, fluctuating employee expectations, and an unstable economy significantly transforming the workplace dynamics. These challenges have underscored the necessity for robust employee wellbeing initiatives and the development of Emotional Intelligence (EI) skills among the workforce (Allen et al., 2017).
The relationship between employee wellbeing and both individual and organisational performance is increasingly supported by research (CIPD, 2021). Managing a diverse workforce, accommodating an array of needs and contractual complexities, and ensuring legislative adherence such as compliance with the Equality Act 2010, all require the deliberate inclusion of Emotional Intelligence skills in managerial practice.
This report critically analyses using secondary information from a broad range of peer reviewed articles, credible websites, academic journals, and textbooks to evident the link between employee wellbeing and performance, it provides evidence-based insights into how these aspects can improve leadership effectiveness, conflict resolution, team collaboration, and mental health. The report analyses the potential of these skills for managers and employees in navigating a post-Covid world. It also offers a comprehensive guideline for managers to develop and enhance their EI skills, supporting improved employee wellbeing, and fostering individual and organisational performance.
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[bookmark: _Toc139286392]2.1 The Link Between Wellbeing and Individual/Organisational Performance.
Workplace wellbeing has recently gained significant traction, transforming from a mere tick-box exercise to a critical performance driver for both individuals and organisations. This shift is especially prevalent within the insurance sector, where challenges such as pandemic disruptions, the cost-of-living crisis, global conflicts, and rapid technological advancements have put unprecedented strains on employees. According to CIPD (2021), employee wellbeing directly influences job satisfaction and productivity, that by prioritising the wellbeing of staff members can boost their performance and in turn, the overall productivity of the organisation, its where Emotional Intelligence is crucial, as managers with high EI skills can create an empathetic work culture, fostering trust and engagement, leading to better employee well-being and higher performance.
Emotional Intelligence, as conceptualised by Goleman (1998), compromises self-awareness, self-regulation, motivation, empathy, and social skills. Self-Awareness involves recognising one’s emotions, strengths, weaknesses, values, and drives, while self-regulation refers to managing disruptive impulses and maintaining integrity. Motivation implies striving to achieve beyond expectations. Empathy encompasses understanding others’ emotional makeup, and social skills involve managing relationships to move people in desired directions. Each aspect plays a critical role in effective management, particularly in remote and hybrid working models that Covid-19 has necessitated.
The biopsychosocial model of well-being offers a comprehensive understanding of employee well-being by interweaving biological, psychological, and social factors (Blasco-Belled and Alsinet, 2021). Applying this model within the organisation it identifies a broad range of employees spanning diverse demographics – young to retiring, parents, carers, individuals on varied contracts, and employees dealing with personal life changes such as menopause. Thus, it is crucial to adopt a tailored approach for fostering well-being across these diverse groups. 
The PERMA model posits that positive emotions, engagement, positive relationships, meaning, and accomplishments are all vital for well-being. Well-being in turn, has shown to impact both individual and organisational performance significantly. Individuals with higher well-being tend to demonstrate enhanced cognitive abilities, improved focus, and increased creativity, contributing to better task performance and decision-making capabilities, (Seligman, 2018). Moreover, research by Jeong et al., (2020) suggest well-being is linked to lower absenteeism and presenteeism, reduced turnover intentions, and better handling of stress, including unique situations such as navigating through the menopause transition.
At an organisational level, enhanced well-being can foster a more productive, innovative, and resilient workforce. Happy employees are likely to develop stronger work relationships, creating a supportive, collaborative, and inclusive work environment, which is especially significant in the current remote/hybrid working context of the company’s sales and customer service/support teams. Furthermore, a culture of well-being can act as a strong differentiator in recruitment and retention amidst workforce shortages, (CIPD, 2021).
Given the organisation’s diverse workforce, the principle of inclusion and the guidelines of the Equality Act 2010 become particularly salient. A report by CIPD (2021) emphasises that inclusivity and equality practices, such as flexible working arrangements and support for personal issues like menopause, contribute significantly to the overall well-being of employees, thereby enhancing performance.
Whilst emotional intelligence and well-being initiatives are widely advocated as positive for both individual and organisational performance, they are not without their critics, some of the common criticisms include the following:
1. Overemphasis on Individual Responsibility: Some critics argue that a focus on Emotional intelligence and well-being can place undue responsibility on the individual to manage their emotions and well-being, potentially ignoring or downplaying systemic issues within the organisation that may contribute to stress or poor mental health, (Knights and Clarke, 2017).
2. Measurement Challenges: The measurement of Emotional Intelligence is often criticised due to the lack of a universally accepted definition and operationalisation. This could lead to subjective interpretations of Emotional Intelligence and inconsistent measurement, thus challenging its predictive validity for job performance, (O’Connor et al., 2020).
3. Risk of Manipulation: Emotional intelligence skills, such as empathy and influence, may be used manipulatively in an organisational context, leading to potential misuse of power or unfair influence, (Ngoc et al., 2020).
4. Well-being Programmes Can Mask Deeper Issues: Critics of well-being programmes argue that these initiatives can sometimes serve as a band-aid solution, masking deeper systemic or cultural issues within an organisation that can contribute to poor employee well-being, (Pfeffer, 2018).
Despite these criticisms, it is important to note that many researchers continue to advocate for the value of Emotional Intelligence and well-being initiatives, citing their potential for improved individual satisfaction, team performance, and organisational outcomes when applied appropriately, (Goleman, 2020: Killingsworth, 2020).
Emotional intelligence is increasingly recognised as a vital skill in the modern workplace, with employers valuing EI as a top skill. Several surveys and studies attest to the importance of Emotional Intelligence in today’s workplace some examples of these:
· According to the World Economic Forum’s “The Future of Jobs Report 2020”, EI is one of the top 15 skills employers will seek by 2025, (World Economic forum, 2020).
· A survey by the CareerBuilder employment website found that 71% of employers value EI in an employee over IQ, and 75% are more likely to promote a high-EI worker, (CareerBuilder, 2018).
· Research from TalentSmart revealed that EI is the strongest predictor of performance, explaining a full 58% of success in all types of jobs, (Bradberry, 2022).
· A report by Capegemini found that 61% of employers believe that Emotiona intelligence will become a “must have” skill in the next 1-5 years, particularly as workplaces become more team-oriented and customer-centric, (Capgemini, 2017).
Given these trends, its clear that Emotional intelligence is not only a valuable skill in today’s workplace but is also likely to become even more important in the future.

Google is a well-known example of an organisation that prioritises employee well-being, resulting in high individual and organisational performance. Google offers its employees a plethora of wellbeing initiatives, such as flexible work schedules, free nutritious meals, fitness centres, and “nap pods”. Moreover, Google also provides its employees with mindfulness and emotional intelligence training through its program, “Search inside Yourself”.  Evidence of the effectiveness of Google’s well-being program is clear in its consistently high rankings on Fortune’s list of “Best Companies to work for”. This high employee satisfaction links directly to Google’s strong performance, with the company consistently reporting high revenue growth and market share expansion, (Bock, 2015).
In Contrast, Amazon has faced criticism over its treatment of warehouse workers. Reports of long hours, physically demanding work, unrealistic performance targets, and inadequate breaks have led to allegations of a detrimental work environment for employee well-being. This situation is likely to contribute to high employee turnover rates, which can lead to decreased productivity and increased recruitment and training costs, (Kantor and Streitfeld, 2015).
Google’s approach to fostering employee well-being and leveraging Emotional intelligence can indeed be a source of inspiration, even for smaller organisations such as an insurance company. Despite the differences in size and industry, the underlying principles of investing in employee’s well-being, fostering a culture of EI, and aligning these efforts with strategic goals apply to all organisations.
Here are some ways a smaller organisation such as an insurance company can emulate aspects of Google’s approach:
· Well-being programs: Googles robust wellness programs are renowned, but a smaller organisation does not need Google’s resources to have an impact. A smaller organisation could implement smaller-scale initiatives tailored to its employee’s specific needs. These could include regular mental health awareness sessions, offering flexible working hours, or creating spaces for employees to unwind and relax, (CIPD, 2021)
· Emotional Intelligence Training: Google’s “Search inside yourself” program combines mindfulness with EI, helping its leaders thrive in a demanding environment. Smaller organisations could offer workshops or training on EI, tailored to the needs and realities of the work environment. This could be done in-house or through affordable on-line platforms, (Goleman, 2020).
· Feedback Culture: Google encourages continuous feedback for improvement. A smaller organisation can adopt this practice by setting up regular performance reviews and creating safe spaces for employees to voice their thoughts and concerns, (CIPD, 2022).

While the link between well-being and performance is substantiated, the complexities of managing such a diverse workforce and navigating through current challenges are non-trivial. To tackle these challenges, the company should deploy a strategic and integrated approach to well-being, grounded in inclusion, support, and empathy. Future investments should be directed towards developing well-being initiatives that consider the unique needs of each employee, leveraging technology advancements and understanding the evolving expectations of the workforce, (CIPD, 2022).

[bookmark: _Toc139286393]2.2 Skills Managers need to support well-being.
As organisations recognise the crucial link between employee well-being and performance, there is a parallel emphasis on the role of managerial skills in promoting this well-being, of these, emotional intelligence and compassionate management have emerged as particularly significant, especially in the post-covid world marked by disruption, anxiety, and stress. According to Caruso and Salovey (2020), Emotional Intelligence (EI) and compassionate management have surfaced as key skills necessary for managers in these uncertain times.
Salovey and Myer (1990) defined Emotional Intelligence as the ability to monitor one’s own and others’ feelings and emotions, to discriminate among them, and use this information to guide one’s thinking and actions. Goleman (2004) further extended this into a framework incorporating self-awareness, self-regulation, motivation, empathy, and social skills. These components of EI have direct implications for management skills. For example, self-awareness enables managers to understand their own emotions and the impact of their actions on their team, contributing to improved communication and conflict management. Self-regulation aids in emotional control, enhancing decision-making and problem-solving abilities. Motivation, especially intrinsic, supports goal setting and persistence in the face of adversity. Empathy allows managers to perceive and understand their team member’s emotions, leading to a more personalised and supportive management style. Lastly, social skills enable effective networking, collaboration, and leadership.
Different leadership styles have varying effects on employee well-being, research by Mittal and Dhar, (2015) suggests Authoritarian and laissez-faire styles can often hinder employee well-being, and that these styles often decreased employee well-being. Conversely, CIPD, (2021) suggests that compassionate management, a style that empathises with employees’ personal and professional challenges and actively seeks to alleviate their suffering, significantly enhances employee well-being, and Harvard Business Review (2021) suggest that compassionate management, characterised by empathy, active listening, and a genuine intention to alleviate employee suffering, is increasingly associated with improved employee wellbeing.

The Covid-19 pandemic has exacerbated stress and anxiety, resulting in a heightened focus on mental health and well-being at work. Research by De Oliveira et al., (2023) emphasised the necessity for EI skills and compassionate management given the dramatic shifts in working practices and increased employee stress and anxiety, and research by Di Fabio (2021) also emphasising the importance of these skills Suggesting these skills equip managers with the ability to recognise and respond to employee emotional states, thus reducing stress and fostering resilience. Managers equipped with Emotional Intelligence can better perceive and respond to their team members emotional states, helping to mitigate stress, build resilience, and promote mental well-being. Moreover, compassionate management practices can foster a supportive work culture, vital in the face of remote/hybrid working, isolation, and work-life conflict. Recent research by CIPD (2022) reaffirms the importance of these skills, suggesting that leaders demonstrating high EI and compassionate management contribute significantly to employee well-being, job satisfaction, and organisational commitment. Emotional Intelligence and compassionate management are not just desirable skills but vital ones in the current context. Managers equipped with these skills are better able to foster employee well-being, enhancing individual and organisational performance. Navigating through the post-covid world, these skills should be prioritised in management training and development initiatives.
[bookmark: _Toc139286394]2.3 Benefits of Emotional Intelligence Skills and Mindfulness.
In todays ever evolving work environment, Emotional Intelligence and mindfulness have emerged as vital skills in promoting well-being and performance. Amidst a diverse workforce with varying needs and issues, these skills have shown to yield significant benefits across different groups. Goleman, (2020) suggests that Emotional Intelligence is a key determinant of job performance and well-being, particularly in roles requiring extensive interaction with customers or team collaboration. For example, EI can support customer service teams in handling conflicts or complaints empathetically, ensuring customer satisfaction, while also reducing their own stress levels. Similarly, in sales teams, EI fosters teamwork and negotiation skills, enhancing performance, and team cohesion. 
Mindfulness, defined as the psychological process of bringing one’s attention to the present moment, has been linked with reduced stress and improved cognition, decision-making, and emotional regulation, (Staff, 2023). Mindfulness can be beneficial for employees who juggle multiple roles, such as working parents, by reducing cognitive load and promoting work-life balance. Additionally, mindfulness techniques can support employees undergoing significant life changes, such as menopause, by reducing stress and improving coping mechanisms, (Cho, 2022).
For remote workers dealing with isolation or burnout, mindfulness can enhance self-awareness and emotional self-regulation, promoting mental well-being (Lyddy et al., 2022). For office workers facing distractions, mindfulness can improve focus and productivity. CIPD (2023) suggests that both Emotional Intelligence and mindfulness have positive implications for overall organisational performance, by fostering a healthier, more engaged, and productive workforce.

Emotional intelligence and mindfulness have shown to be key assets in the modern workforce. As organisations strive to cater to the diverse needs of their employees, cultivating these skills should be integral to their people management strategies. These skills contribute to a range of benefits, including enhanced interpersonal relationships, improved conflict resolution, reduced stress, better focus, and improved work-life balance, (Reitz and Chaskalson, 2021). 
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Developing Emotional Intelligence is a continuous and mindful process. Studying authoritative resources, engaging in reflective practice, and continuously reassessing ones’ Emotional Intelligence, managers can improve their EI skills. These enhancements in turn support a more proactive approach to employee well-being, promoting better interpersonal relationships, decision-making, and conflict resolution, (CIPD,2023).

Some strategies for developing and enhancing EI Skills:
· Self-awareness: Practice mindfulness and reflect on your emotions. Understand how they influence your decisions, behaviours, and interactions with others, (Williams and Penman, 2021).
· Self-Regulation: Learn to manage disruptive emotions. Developing techniques such as breathing exercises, meditation, or simply taking a moment before reacting can help, (Staff, 2023).
· Empathy: Put yourself in others’ shoes. Try to understand their feelings and perspectives. This understanding can improve your relationships with both colleagues and clients, (Goleman, 2020).
· Motivation: Set clear and achievable personal and professional goals. Keep your motivation intrinsic and passion-driven rather than driven by external rewards, (Goleman, 2020).
· Social Skills: Actively develop your communication skills. Foster a culture of open dialogue, listen to feedback, and learn to express yourself effectively, (CIPD, 2023).
For further knowledge on how to develop Emotional Intelligence, below I have included my own personal reflection on my level of Emotional Intelligence and how I intend on developing my skills and knowledge. In appendices (Appendix 1) I have produced my own development plan that maybe some of you would find useful for developing your own skills.

[bookmark: _Toc139286396]2.4.1 Personal Reflection of My Level of Emotional Intelligence.
To understand my own level of Emotional Intelligence, I utilised several online assessments, including the Mayer-Salovey-Caruso EI test (MSCEIT) and Daniel Goleman’s EI quiz. According to Schon’s (1986) reflective practice framework, I found it helpful to engage in both reflection-in-action (during the quiz) and reflection-on-action (after receiving the results). I discovered that my strength lies in empathetic understanding and managing my own emotions. However, my scores indicate that I need to work on my social skills, particularly in conflict resolution and persuasive communication.

Strategies I plan to incorporate in my development:
· Reading: I plan to read “The Emotionally Intelligent Leader” by Daniel Goleman and “Emotional Intelligence 2.0” by Travis Bradberry and Jean Greaves to understand more about Emotional Intelligence and its application in leadership.
· Training: Enrol in workshops or courses that focus on Emotional Intelligence, particularly those offering practical tips for developing social and communication skills. For example, Coursera a free course offered by Case Western Reserve University, “Inspiring Leadership through Emotional Intelligence”, this course focuses on Emotional Intelligence, hope, mindfulness, and compassion to inspire Leaders.
· Mindfulness Practice: Incorporate mindfulness exercises into my daily routine to increase self-awareness and improve emotional regulation.
· Feedback: Regularly seek feedback from my peers, sub-coordinates, and superiors to gain different perspectives on my interpersonal interactions.
· Application: Apply the learnt Emotional Intelligence strategies in real-life situations, reflect on their outcomes, and adjust as necessary.
· Review: Reassess my Emotional Intelligence using the online quizzes after six months to evaluate my progress and adjust my plan accordingly.
By following this plan, I believe that I can enhance my Emotional Intelligence, enabling me to lead more effectively and take a more proactive approach to employee well-being.
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The critical link between employee well-being and both individual and organisational performance cannot be overstated. Particularly in challenging times and diverse work environments, strategies that prioritise Emotional Intelligence and mindfulness stand out as keys to success. For managers, skills like conflict resolution, empathy, and team collaboration, which are fostered by High EI, not only enhance performance but also significantly improve employee well-being. A similar impact can be seen with mindfulness practice, yielding benefits such as stress reduction, improved cognition, and emotional regulation across various employee groups. 
In a post-covid world, these skills are increasingly necessary as organisations navigate remote work, employee burnout, and other emergent issues. To address these challenges, managers must continuously develop their Emotional Intelligence and mindfulness capacities, leveraging resources like Goleman’s “The Emotionally Intelligent Leader” and regular self-assessment.
However, the journey to high EI and mindfulness does not stop at personal development. It extends into an organisational culture that values and cultivates these skills among all employees. The ensuing benefits, from improved customer service to enhanced team collaboration, have positive implications for overall organisational performance. Investing in Emotional Intelligence and mindfulness emerges as a vital business strategy, driving not just individual well-being but also organisational health in our evolving world of work.
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