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[bookmark: _Hlk9237281]Around 25 years ago the concept of emotional intelligence was introduced by Dr. Daniel Goleman (Ackley, 2016). It has become more important over the years with differing theorise which throughout this essay, a look at a case study and see how they can be applied in real life situations. 
Cognitive and emotional intelligence are both important to the success of a personal and working relationship, although there are several different emotional intelligence models suggesting both positive and negative effects that they have (Fernández-Berrocal & Checa, 2016). It has now even been seen as more important than cognitive intelligence.
Within this essay examples of how emotional intelligence can be and had been used within the workplace, demonstrating how relevant it is, showing how when used correctly it can be used to promote a positive working environment. This will be done by using examples from an employee’s previous workplace Carphone Warehouse a retail company that provides mobile phone contracts and phones. They worked in the head office where they woked as a customer service advisor and was often asked to representative at disciplinary hearings. To start looking at the concept of emotional intelligence what it means to have emotional intelligence and why it should be used in the workplace. 
Emotional intelligence has become very popular over the years. Why this is? (McCleskey, 2014) refers to Furnham (2006) who provided some possible answers. He made a connection to three signs; the amount of information there is available on the internet; the comfort of leadership and the use of the term human resource and its meaning; and the setting of the idea in current everyday communication. He further explained the sudden and striking increase in popularity of emotional intelligence connects to three elements. First of all, that it is a re-phrased idea of a self-help book published in 1936 called, How to Win Friends and Influence People by Dale Carnegie which was about encouraging people and held traditional interest in interpersonal skills. Next emotional intelligence offers significant important, learnable skills. Finally, Emotional intelligence is something that can be learnt and developed in anyone and it is seen as a set of skills that anyone can develop. Unlike Intelligence Quotient often referred to as IQ which cannot be changed, a person is either of a high, low or average Intelligence Quotient. Having a high Intelligence quotient is connected to the thought of a successful life, which does not give much hope for those with average to low Intelligence Emotional Quotient which is referred to as EQ. (McCleskey, 2014) continues by quoting Murphy 2006 “(more correctly mixed-model emotional intelligence is a set of skills or competencies) that the average person feels they may have, or at least can improve upon”. There is a natural attraction to the emotional intelligence concept. The regular person does not feel like it is out of their reach, whereas the elite with high intelligence quotient can address emotional intelligence uncertainty (McCleskey, 2014).
[bookmark: _Toc9450405]What is Emotional Intelligence

[bookmark: OLE_LINK1]When exploring emotional intelligence, a need to break it down and think about emotions, and what they are helps in understanding the concept. Emotions are thought to be a complex and powerful behavioural force. 
The main motivational theories are able to be split into three groups: Neurological theories suggest activity in the brain precedes emotional responses; Physiological theories imply the way the body reacts is responsible for emotions. Whereas, Cognitive theories maintain that thoughts and other mental activity facilitate a vital part in forming emotions. (Cherry, 2019). 
Charles Darwin’s Evolutionary Theory of Emotion exists to provide an adaptive role, understanding the emotions of others has a critical role in safety and survival. The James-Lang theory finds that emotions occur as a state of physiological reaction to events. The Cannon-Bard Theory of Emotion propose there is a physical and psychological stimulus that occurs at the same time to trigger an emotion and not one before the other. Schachter-Singer Theory suggests that people’s emotions are based on physiological reactions. What is most important is the circumstances and the cognitive understanding that is used to describe that emotion. Cognitive Appraisal Theory is to do with the sequence of events that provoke thought which leads to an emotional link to fight or flight response. Facial-Feedback Theory Emotion as the title suggests is a facial expression linked to the experience of emotion if someone greets you with a smile you tend to smile as well (Cherry, 2004).
According to (Moshe Zeidner, et al., 2009) Goleman explains emotions covering several areas. Self-awareness which is to know how you feel, knowing your emotions and how your actions can affect the people around you. Having a clear picture of your strengths and weaknesses, also handling yourself with humility.
Self-regulation is staying in control of yourself for example not verbally attacking others, knowing how to make hard, rushed or emotional decisions, it stops one stereotyping people, or trying to compromise the values of others. Motivation, no need for others to get you going, self-motivated consistently working towards their goals, holding extremely high standards on the quality of their work.
Empathy, having the ability to place yourself in someone else's situation is critical. It helps in the development of people, presumes the ability to give constructive and not negative feedback, take the time to listen to those who need it and challenge others who are behaving unfairly. Social skills, being great communicators open to hearing good or bad news, good at getting others to support them and are generally excited about a new ventures or tasks; can manage change and are great at managing conflicts tactfully. Having understanding is a great communication skill (Ioannidou & Konstantikaki , 2008).
He then updated this to a two by two model: Personal competence which amounts to self-awareness and Social competence covering empathy, then recognition and regulation (Moshe Zeidner, et al., 2009).
Understanding emotion helps to understand emotional intelligence and what that looks like. According to (Bariso, 2018) some of the key points of emotional intelligence are as follows: -
There is a need to be self- and socially aware, recognize emotions as well as their impact not just for yourself but in others. To do this there is a need for reflection the best way to do this is to ask yourself questions. What are my emotional strengths and weaknesses? How does my attitude affect my decisions? What else is happening which is affecting what people say and do? Once the time is taken to question yourself like this the answers can really help with your understanding. A difficult thing to do but very helpful thing is to stop and take a moment before you act or say something. When you do this, it prevents you from saying things you did not mean or helps with wording what needs to be said constructively.  It stops the emotion getting you to say or do the wrong thing. Once said or done it is very hard to be taken back. Emotions are very difficult to control as they happen in an instant but if you focus your thoughts and control them you can overcome the instincts of your emotions (Bariso, 2018). 
No one likes criticism but it is necessary for one to learn. Once feedback is given as constructive feedback that is the ideal and taken as such it can be used as a chance to learn. Even if the feedback is not delivered in a positive manner, if time is taken to absorb it, it can help with understanding how others think. Always use the feedback to think of how it can make you better. It is important to stay true to your values and principles, at times it may not be appreciated but authenticity is important. Say what you mean and mean what you say. It may not always seem so, but it is appreciated by others as they then know where they stand. Connecting with others is made easier if you can empathise with them, not judging or labelling people, but understanding their thought process and feelings goes a long way to help see things through their eyes. It does not mean you have to agree with them just helps to appreciate them better and in turn, helps to build deeper, more understanding relationships (Bariso, 2018).
People like to be appreciated and acknowledged and in doing this it builds up trust. If you could focus on the good in others and point out that you’ve noticed and appreciated those qualities, it encourages them to be the best version of themselves that they can be. When giving feedback always make it constructive and remember negative feedback is often painful to receive. The delivery is important for the recipient to receive it as supportive and not damaging. Emotional intelligence helps you to realize that relationships are to be appreciated, so to show humility and apologise when things have gone wrong is a sign of strength and courage. It does not mean you are wrong, it just shows you know there are more important things than ego (Bariso, 2018). 

When things go wrong as they do it is important not to let them fester as this is more damaging to you the offender tends to move on with their life without a second thought to your healing process. It is better to forgive and forget which gives you the chance to heal and move forward with your life. To build trust and have a strong good reputation keeping to your word is important even for small things. It builds your reputation and speaks to your reliability and trustworthiness. Helping others also gives a positive impression when people can see your willingness to help, it encourages them to do the same and again builds on trust. With this said it is important to recognise that there’s always someone who is out for themselves and will try to manipulate things for their own agenda, so building a strong emotional intelligence is continuous and can help defend against sabotage (Bariso, 2018).
Why has emotional intelligence become so important? Research has been conducted over the years and found that emotional intelligence has improved individual and organisational performance. (Limonero, et al., 2015). 
Research conducted by Hakkak, et al., 2015 is one of many that shows emotional intelligence contributes to interpersonal sensitivity, the ability to communicate and connect effectively with co-workers and higher interpersonal relationships.
Although not researched fully, not using emotional intelligence in the workplace has shown to cause great disruption, with loss of working hours and productivity. Time is spent on trying to resolve disputes, supporting colleagues through counterproductive behaviour which also causes stress and anxiety to those affected. (Ricciotti, 2016). Research by Greenidge & Coyne, 2014 has shown links between emotional intelligence and positive outcomes when dealing with counter-productive behaviour in the workplace. Other studies show a substantial relationship between emotional intelligence and good achievement in schools and the workplace, the observed signs suggest that emotional intelligence greatly impacts other forms of behaviour such as social interaction (Baron, 2010).
[bookmark: _Toc9450406]Models of emotional intelligence

Researchers and scholars do not appear to be in agreement as to what the nature of Emotional Intelligence is. In this section, a look at two different models of the definition of Emotional Intelligence.
[bookmark: _Toc9450407]Ability Model
The Ability Model is seen as the ability to influence the emotions of others, as well as yourself. Mayer and Salovey Ability Model can be recognised by four distinct branches of abilities of Emotional Intelligence. Emotional Perception; the use of emotion, understanding emotion and managing emotion, each of which can be measured, recognised and improved. (Salovey, et al., 2007).
Emotional Perception suggests understanding emotions is to correctly distinguish them, by understanding nonverbal signals of facial expressions and body language. It is important to observe emotions and recognise emotions in order to manage them (Fiori & Antonakis, 2011).
Facilitating thought is the ability to manage emotions and encourage thinking of cognitive activity. When emotions are taken into consideration what we prioritise and pay attention to react to can be re-directed to important matters and solve problems. Having a good system of emotional response will then help direct thinking toward matters that are truly important. It has also been suggested that emotions are important for certain kinds of inventiveness to develop (Fiori & Antonakis, 2011).

Understanding Emotions are when emotions are observed and can be conveyed. They can have so many different meanings, understanding the emotions of others can help see why an incident has occurred, having knowledge and understanding of how emotions can change, enables one to then link the emotions to particular circumstances (Fiori & Antonakis, 2011). For example, anger could be from frustration with oneself or an individual. How one deals with these situations would be totally different as someone frustrated could just need reassurance and guidance whereas anger with an individual would need a peacemaker or separation.
Understanding what reactions is relevant to the current situation is an important aspect of this skill area, to understand emotional messages as well as the behaviours related to them.
Managing Emotions requires having the ability to manage emotions effectively, assessing which response would be most appropriate to handle a situation. Emotions need to be understood in order to be conveyed (Fiori & Antonakis, 2011).

There have been numerous studies that contest legitimacy of the Ability Model and criticise it for all its emphasis on how Emotional Intelligence affects performance, due to the absence in achievement in calculating job performance. Although according to (Antonakis & Dietz, 2010) Emotional Intelligence has critics and supporters agreeing that this model has the most promise, as it uses would-be-objectives scouring measures and positions itself in the current structure of intelligence emotional and social competences. 
[bookmark: _Toc9450408]Bar-on Model of Emotional Social Intelligence
Research has been carried out into how the brain controls emotional awareness in a social and emotional way, a wider concept on a functional basics has some questioning it as a misconception.  (Bar-On, 2006) refers to the influence of Darwin’s primary work on the importance of emotional expression for survival and adaptation (1872/1965) on the development of the Bar-On Model. They both highlight the significance of emotional expression and understanding the effects of emotionally and socially intelligent behaviour in Darwinian terms of effective adaptation.
First to state the difference between emotional intelligence and emotional social-intelligence. As there has been very many different terms for the concept. Baron states that it is misleading as we do not think reason with emotion. Emotions are translated into feelings which are second order emotions; what we think about our emotions. Therefore, we think with feelings rather than with emotions (BarOn, 2008). Attempts to define social intelligence have been made since the 1920s by Edward Thorndike and when examining the definitions for social intelligence and emotional intelligence after 1990 they are very similar to the definitions of emotional intelligence. It is also very hard to separate social intelligence and emotional intelligence (Bar-On, 2006). Example, there is emotional intelligence in babies, and it develops very early. It starts as an expression of dissatisfaction they cry when they are hungry, wet even when they are tired. These are the beginnings of a very egocentric type of expression and use of emotions (Child, 2011). Then very quickly as they grow up, they realise there are other people around them, so the expression of emotions and the understanding of emotions grows very early in the social environment. This is a very good example of why it is very difficult to separate the two. Based on neuropathological studies we find with emotional and social intelligence they appear to be along the same neural circuit within the brain. From a development tool point of view and a neurological point of view it’s difficult to separate the two which is why Baron calls it emotional – social intelligence.

The Bar-on model of emotional-social intelligence suggests that we use social and emotional cues to understand ourselves, understand others, and interact with people’s emotions for communication and interpersonal relationship. There is a need to have a system that controls emotions to allow our emotions to work for and against us. It needs to be a degree of self-control/emotional self-control, that filters out and holds down emotions that can be disruptive in communication and understanding (Bar-On, 2006). It is not just the understanding of emotions but also to look at and validate our emotions; check the emotions out with other people, do you feel sad, happy or appreciated by other people or not. Check those emotions and ask questions, look at facial expression read body language all this not just to understand motion but to validate them. It is a built-in reality component. An additional aspect of the Bar-on model which appears in other models is a combination of dry happiness contentment optimism that blends into self-motivation. The way we use self-motivation is important and that can help us in the other components in the Bar-on model. It is understanding ourselves, be self-motivating to interact with people and self-motivating to understand our emotions and other emotions to apply them in a way that is constructive (Bar-On, 2006). The Bar-on model, is broken up into a number of subcomponents which are interrelated in these particular areas in the way that we understand ourselves and our emotions and feelings, the way we understand other people, the way we adapt to an ever-changing environment, and the way to control emotions to work for us and not against us. The way the Bar-on model has been constructed these highly interrelated components in the five basic areas are all indicative to a certain extent to how one deals with one’s world. Some of the components are more important in responding to an ever-changing world and dealing with challenges that arise every day. For example, what makes a good leader or a poor leader? Based on the Bar-on model the best way of doing this would be to apply the emotional quotient I which is another test Baron developed based on his consumption model (Bar-On, 2006). 
There are a number of findings that indicate that it is possible to increase social emotional intelligence through developmental programs. The findings tend to show that it can be developed in children. The best application of this would be the school system if emotional intelligence is such an important aspect for adapting and surviving in the world. Then why not educate children or enhance the most important components of emotional social intelligence in children to provide them with tools for living, getting on in the world for succeeding at school and then later in work interpersonal relationships. With children he has findings that show that yes it can be increased. When it comes to adults it also has been a number of findings that indicate that it can be improved in adults as well. In a one-to-one situation like individual coaching as well as group training. In a particular organisation’s an approach would be to test a number of people with the Exocrine Pancreatic Insufficiency known as (EPI) which is a test that is based on his model of emotional social intelligence . For the same group of people have the performance related test then apply statistical models which show which of the fifteen most important impacts. Then use all the relevant information to develop part of the curriculum around the most important factors to predict high-performance in the organisation. Use it for the group in workshops and base them on for five factors specifically related to that predicted occupational performance. The particular organisation explaining what they are and how they relate to performance give them exercises in workshops and concentrate on that. It will also be delivered through one-to-one coaching sessions. It also helps peer counselling. Get two to three people together to discuss their weaknesses and their strengths and discuss what they are doing to improve their weaknesses. This can be done through a process report from time to time. This is a way of teaching people as it comes along it can even be done on line and telephone and emails as time goes on. The best results that one can typically get on improving emotional social intelligence is by mixing modalities as people learn better in different ways (Bar-On, 2006).
[bookmark: _Toc9450409]Case Study 1

For this case study the subject of an employee in a disciplinary hearing taking a look at the actions and outcomes, from an emotional intelligence point of view. This case has been used before by (Vaughan-Roberts, 2018) when looking at the subject of critical thinking.
A Carphone Warehouse call centre employee was called in for a disciplinary because he had made a personal call during his call handling time. Generally, all calls are monitored which was well known by all call centre staff. Calls are recorded and listened to at random as used by the team coach to monitor quality control, training and to give feedback to call centre staff. Unless permission has been sought prior and granted no personal calls are allowed to be made in call handling time. This is seen as gross misconduct. At the time the call was made there was a high volume of calls coming in. The team were not meeting their service level agreement, call handling was in the red.
The supervisor was very experienced and was helping the team by handling calls. He had made the call because his mother was seriously ill at home and alone. He was worried and thought he would make a quick call to check on her well-being.
In the disciplinary was the supervisor’s representative a manager from a different team and a notetaker from human resources. His case was heard, and the manager expressed concern for the supervisor’s mother and took time to ask of her wellbeing. In summing up he made reference to the supervisor’s up to now good work history, and the hard decision he had to make as the offence could result in dismissal. It was evident at least to the representative that they were taking into consideration the supervisor’s seven years work history, also the fact that his mother was sick, and that he had never been in a disciplinary or had any formal warning before. It was implied that if an apology was made that the case would be closed with a warning as opposed to dismissal. From the supervisor’s reaction the representative could tell that he was not getting the message the manager was sending, so she asked for an adjournment in order to speak to the supervisor. In that time, she recommended to the supervisor to apologise even though he believed because of the nature of the call he should not have been disciplined. She explained that the manager would have no choice but to dismiss him for gross misconduct, all he had to do was swallow his pride apologise take a warning and his job would be safe.
Throughout this case there were many occasions where emotional intelligence could have been and was used. Starting with the supervisor it would seem from this case it may be different in general but here he shows a lack of emotional intelligence. This is not to say he did not have emotional intelligence just that in this instance an area of weakness was shown. In making the call at the time he did show a lack of self-regulation, he failed to manage disruptive emotions and impulses. He could have sought permission to make the call or make the call in his break time. With his action he also brought into question his trustworthiness. His social awareness also was in question as although he thought about his mother, he did not think about the rest of the team and the affect his call had on them. Similarly, it brought his social skills into question as he stopped working with the others to complete the goal of reducing the call level (Serrat, 2017). However, he was able to show self-expression by not holding back on how he felt about his mother. 
The representative again just referring to this instance was able to show her emotional intelligence. With her in she shows here her ability to recognise how people are feeling. Showed self-regulation by exercising self-control and choosing the correct moment to ask for a break. She was able to perceive the viewpoint concerning the requirements and wishes of others and read body language and read between the lines picking up on what was not said. She was able to judge when to ask for a break and reason with the supervisor to get him to apologise to retain his employment.
The Manager showed his emotional-social intelligence by way of displaying empathy, impulse control, flexibility, he showed concern for the supervisor’s mother and social skills through clear communication and emotional awareness about the organisation. He understood that the supervisor was a good resource to the business and that it was not necessarily in the company’s best interest to lose him. He understood the politics of the organisation.
In this scenario the representative and manager came across as emotionally- socially intelligent. The supervisor’s weaknesses are highlighted here, however in a different scenario the strength of weaknesses of the different parties would show. The good news is weaknesses can become strengths and emotional intelligence can be developed.
[bookmark: _Toc9450410]Case Study 2

The call adviser arrived at work early as normal said good morning, sat at her desk, logged on to the computer and settled in to start the shift which was to start in ten minutes time. She always arrived early and at that point in her one year and three months working at Carphone had never been late. The duty manager approached and asked her if she was okay, she replied yes then the manager said you were late, which she replied very calmly no I’m not I still have ten minutes and continued sorting herself out for the start of shift. The duty manager walked off in a huff and was very abrupt with the adviser for that shift. The following Monday afternoon her manager handed her a late slip to fill in to advise why she was late. This was standard procedure as these forms go in to the adviser’s file and can be used if needed for disciplinary reasons. Confused, she asked what it is about, and he told her she had been late to work that Saturday. When she asked what he was talking about he then told her that the duty manager advised him she was late and rude about it. He added he did not think this was part of her character to be rude or late and wanted to know what had happened. It transpired that the adviser had the wrong shift information due to a known glitch in the rota system which meant she was late. She was very upset on the report of her being rude, and not approached correctly to the point that she did not even know she had been late for that shift. She was very disappointed that due to a glitch which was no fault of her own she had blemished her record and never be able to work comfortably with or trust that duty manager again. 
In this case the duty manager showed a lack of emotional intelligence that she did not think it odd for the adviser to be late and make no apology and conduct herself as normal. Even when she replied that she was not late there was no further discussion. The duty manager’s behaviour was unpleasant by being short to the adviser. If the manager had used emotional intelligence, she would have controlled her emotions, had perception on how the advisor was feeling and facilitated social communication (Cherry, 2019). She also did not see that her approach impacted on the advisor’s response.
The advisor also could have used her emotional intelligence to have facilitated social communication to understand why the duty manger was being so off with her. Her manager showed emotional intelligence by showing empathy facilitating social communication which lead him to understand the issue.
To have good interpersonal communication it is important to have emotional intelligence. So much so that a lot of professionals consider it to be what determines a successful life and not Intelligence quotient. social and emotional intelligence can be developed. When one understands their emotions, it is said to be the basic to improved well-being have healthier relationships, and stronger communication skills.
In the call centre environment where staff turnover is high these types of issues are common. The adviser had witnessed others walk out for similar treatment and can help but wonder if emotional intelligence was used a lot more maybe the staff turnover would not be so high.
[bookmark: _Toc9239563][bookmark: _Toc456901523][bookmark: _Toc9450411]Development and Tests 
 
Differentiations of the ability and mixed-models of emotional intelligence appears to be essential, as it is apparent these concepts are rather different, the association with personality traits and cognitive ability are different. Mixed models have broad specification of emotional intelligence whereas the ability-models definition is much tighter. The approach to assessment is also different mixed-models measure via self-reports and 360 multirater evaluation process, while ability- models depend on performance tests (Hultin, 2011).
Mayer and Salvey’s (1997) model is classed as an ability-model and use the MSCEIT measures. It involves one hundred and forty-one items that assist with the assessment of ability. Over time it has shown to be reliable and have internal consistency used for general scores on the measure and branch scores. On the other hand, it is not so reliable on internal task scores as they can vary. (Mallery, 2013). 
Bar-On’s definition which has a broader definition of emotional intelligence also includes abilities along with some wider moods therefore it is considered a mixed-model. It depends mainly on self-reporting measures, the Emotional Quotient Inventory which is used to find out personal development, by evaluating the personal development of emotional intelligence, and emotional and social competencies and measures a collation of skills. It identifies and predicts emotional-social intelligence markers by uses the fifteen sub-division listed in appendix 1. Then together with the fifteen sub-scale scores generates the emotional Quotient Inventory which is used in a similar way to intelligence quotient (Rossi & De Weerdt, 2012).
[bookmark: _Toc9239564]These tests are used more and more in organisations to determine whether or not an individual is a good fit for an organisation. They are also used to show what areas need to be improved on.
Between the Ability Model and the Bar-on Model there has been a great deal of research on the topic of emotional intelligence looking at the subject and the measures. Still there are opposing thoughts as to what emotional intelligence really is.
To be evaluated as psychometrically sound more meticulous research is needed (Mallery, 2008) quotes (Matthews et al., 2004). However, they are both growing in legitimacy and consistency and are sure to continue doing so for the development of emotional intelligence.
Research and analysis have been conducted and (Goleman & Lippincott, 2017) have made a report on mindfulness and executive performance. 
The term mindfulness is when time is taken to look inward at one shelf to take stock of one’s thoughts, behaviours and feelings deprived of analysis or conclusions. It’s a form of mediation.
Leaders from organisations around the world who observe mindfulness have found a verity benefits from stronger relationships with superiors, peers, and subordinates to promotions (Goleman & Lippincott, 2017).
[bookmark: _GoBack]What researches have come to realise is that mindfulness acts like a gate for one to see areas of improvement. The more it is practiced the more self-aware one becomes, which is sufficient to make one modify their behaviours, the changes fall under emotional intelligence (Goleman & Lippincott, 2017). It is best not to focus on mindfulness alone but to use it to open development opportunities for critical emotional skills.

[bookmark: _Toc9450412]Conclusion

From this brief overview it shows that to have the ability to manage your own and other’s emotions is an indication of being emotionally intelligent. Although, psychologists are not in agreement as to what are all the components to emotional intelligence, overall, they agree that Self-awareness, Self-regulation, Motivation, Empathy and Social skills are all elements that are needed. Then they branch off into differing models. It is also agreed that to be a good leader emotional intelligence needs to be used. Having good interpersonal communication is to have emotional intelligence. So much so that a lot of professionals consider it to be what determines a successful life and not intelligence quotient and unlike intelligence quotient, social and emotional intelligence can be developed. The understanding of emotional intelligence enables improved interactions, happiness and effective communication.
Considering this it would only be prudent for any organisation to ensure they stay ahead by providing training and development for their staff emotional intelligence on a consistent basis; tailored to the needs of the organisation for specific competencies, not just for management but for all their staff. 
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Below are the 15 representative subdivisions as divided:
·       Interpersonal relationships, empathy, social responsibility,
·       Problem-solving, reality testing, impulse control,
·       Emotional expression, assertiveness, independence,
·       Self-regard, self-actualization, emotional self-awareness,
·       Flexibility, stress tolerance, and optimism.
 (Bar-On, 2006)
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