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Emotional intelligence is the ability to recognise and regulate one’s own emotions and use them to achieve desired ends (Bru-Luna et al. 2021). In the workplace, emotional intelligence is relevant as it enables workers to have good working relationships with fellow workers despite their differences in opinions, beliefs, or views. The good working relationships that emotional intelligence enables at the workplace improve the working environment for all employees by enhancing teamwork, improving conflict resolution processes, and decision-making among other key benefits (Khalili, 2012). 
This report explores the benefit of building an emotionally intelligent workforce to business enterprises. The report will explore how business owners and leaders can train their employees to achieve high levels of emotional intelligence using the existing models of EI. In its exploration of the importance of EI in businesses, the report will use Y organisation as the case in point. Using Y as an example in the report is important as the organisation is comprised on numerous employees in different departments, who need EI to help them form cohesive teams and overcome their disagreements.
The report will comprise of main sections. In the first section, the report will provide an overview of the organisation by describing its industry and core activities. The second section of the report discusses the key models of EI including the Daniel Goleman’s Emotional Intelligence model and compare its effectiveness to that of the Mayer and Salovey’s Four-Branch Model. The third section provides an in-depth discussion on why EI is critical in the workplace, followed by a discussion on the application of an EI model to the workplace. The subsequent section evaluates the EI models and is followed by the report’s final section that provides an implementation plan that guides organisation Y on how to implement an effective EI model. 
[bookmark: _Toc191816138][bookmark: _Toc191816231]Overview of the Chosen Organisation
The Y operates in the retail industry and is one of the largest retailers in the UK. The retailer sells a wide variety of products including household products, food items, fuel sales, and financial services among others (SuccessStory.com, 2024). In addition to its physical stores, the company has an online shopping platform where it offers online shopping services to its customers. The internal organisational environment at Y Organization is characterized by the existence of teams that operate in different departments. The organisation’s structure is partly hierarchical as there are clear hierarchy, but the structure is flexible enough to allow employees access to their superiors. The internal organisational culture at Y Organization is characterized by customer-centricity where all the employees are encouraged to work toward ensuring good customer experience (SuccessStory.com, 2024). 
The workforce dynamics at Y Organization include diversity and inclusivity where the organisation employs people from all walks of life, races, age, gender, and cultural backgrounds. The workforce at Y benefits from training and development programs organised by the organisation and is, therefore, highly qualified to work in the modern retail business environment. Y Organization faces various challenges in the current economic climate (Fernie, and Sparks, 2018). First, the organisation faces stiff competition from multiple multinational discount retailers like Aldi. Moreover, the organisation faces stiff competition from multinational e-commerce platforms such as Amazon and Alibaba. Such e-commerce organisations have made shopping easier for retail customers by offering goods at lower prices and providing deliveries to customers’ premises. 
The Y organisation also faces the challenge of market volatility caused by inflation and sudden changes in the strength of currencies. This causes potential customers to lack confidence in the economy and reduce their spending in fear of future economic difficulties. The third challenge that Y Organization faces is the difficulty in employee retention. The current job market is such that employees have access to different employers over the internet and they can easily find other opportunities in the UK or from employers outside the country. This makes it challenging for Y Organization to retain employees, which makes recruitment a constant and costly exercise. 
Y Organization is a suitable case study for exploring emotional intelligence at the workplace due to its diversity of workforce. Employees from different backgrounds, ethnicities, and ages, are bound to have differences in opinions and perspective (Beniflah and Veloz, 2021). Therefore, it is in such an organisation that the concept of emotional intelligence will be most useful, making the organisation suitable for exploring the impact of EI in the workplace. 
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In his book ‘emotional intelligence’ published in 1995, Daniel Goleman first described his model of emotional intelligence (Goleman, 2001). The model assumes that EI is a construct of capabilities and competencies that enable one to recognise and regulate their emotions (Goleman and Boyatzis, 2017). According to the model, there are five main components that make up EI, which include:
[bookmark: _Hlk191380091]Self-Awareness: the model defines this component as the ability to know one’s strengths, weaknesses, emotions, goals, and values. 
Self-Regulation: the model defines this component as the ability to regulate the disruptive emotions and impulses with the aim of ensuring that they do not negatively impact one’s goals.
Motivation: this component involves understanding what motivates one’s actions and using their emotions positively to pursue their goals.
Empathy: according to the model, empathy involves the ability to assume other people’s perspectives and feelings and consider them when making decisions. 
Social Skills: this component involves the ability to build and maintain mutually beneficial relationships with other people.
Another important model that has been used by organisations to improve their employees’ EI is the Mayer-Salovey Four-Branch Model of EI. The model views emotional intelligence as the product of four main competencies including perceiving emotions, using emotions, understanding emotions, and managing emotions (Olsson, 2024). According to the model, the ability to perceive emotions involves the ability to recognise one’s own emotions, the emotions of others, and even recognise emotions in works of art and objects. The second ability to use emotions is defined as the ability to use one’s own emotions to make important decisions. The third branch of understanding emotions is defined as the ability to be aware of changes in one’s own emotions as well as changes in the emotions of others. The fourth branch of managing emotions involves the ability to recognise and manipulate one’s emotions as well as the emotions of others to achieve a positive goal. 
The two models of emotions discussed above are both useful to the process of developing emotional intelligence in employees. When used in training EI, both models have the capacity to produce an emotionally intelligence workforce for an organisation. However, there are key differences between the models that made the Goleman’s model relevant for the Y Organization workplace EI development. First, the Mayer-Salovey Four-Branch Model focuses on the mental capacity of an individual as all the four branches are mental competencies (Mayer, Caruso, and Salovey, 2016). On the other hand, the Goleman’s model focuses on practical psychology and leadership (Sfetcu, 2023). For example, one of the components in the model is relationship management, which requires one to practice social interactions in the real world hence making the model more relevant to the workplace at Y Organization. In addition, the Goleman’s model is more suited to business and training environments while the Mayer-Salovey Four-Branch Model is more suited to academic research activities (Singh, Prabhakar, and Kiran, 2022). The Goleman’s model suitability to business and training is supported by the fact that it focuses on one’s ability to use EI to exist and thrive in a social space such as the workplace at Y Organization.   
[bookmark: _Toc191816140][bookmark: _Toc191816233]Importance of Emotional Intelligence in the Workplace 
Emotionally intelligent workforce is important as it provides various advantages to the company and the employees. First, EI is critical in the current volatile economic environment as it helps an organisation to reduce the turnover rate. Emotionally intelligent employees create a positive working environment for each other thus increasing the possibility that they will stay with the organisation for longer (Vrontis et al., 2021). This is important as it reduces the financial cost of hiring employees in the current economic hardships. At Y Organization, emotional intelligence in the workplace will reduce the number of employees that leave the company to work for competitors or to go to other industries. This will help Y Organization to spend less resources in recruitment and focus on other important human resource activities such as training the workforce. 
Secondly, EI is critical in the current environment as it helps an organisation increase its productivity (Saha et al., 2023). All organisations depend on their employees for productivity. An emotionally intelligent workforce achieves more than a workforce with low EI because employees with a high EI are better at working together in teams. The productivity that workforces with high EI achieve is critical in the current volatile economic environment as it leads to financial sustainability for their organisations. At Y Organization, the financial performance is important as it enables the company to perform well in a highly competitive environment. Therefore, having a workforce with high EI is critical to the company’s financial sustainability as employees in their respective teams will be able to use their emotions wisely to improve their performances. 
The importance of EI in business can also be demonstrated by how EI is related to effective communication, and the two are related to business advantage. A big part of business competitive advantage is derived from the quality of the workforce they have. EI is related to effective communication as employees with EI can communicate effectively even when they have differences in opinions. EI enables communication under such circumstances as employees can recognise the negative emotions that the disagreements cause and manage them such that they do not affect the conversations (Supramaniam and Singaravelloo, 2021). In a business environment, this provides an organisation with an advantage as it creates effective teams that can remain productive even when team members disagree. 
EI is further related to effective communication because employees with EI can recognise the emotions in other employees and tailor communication to match their colleague’s emotions El Khatib, M., Almteiri, M. and Al Qasemi, S.A., (2021). For example, an employee with EI can recognise sadness or happiness in another employee and speak to them in a manner that they are likely to welcome the communication, hence effective communication. At Y Organization, there are multiple teams overseeing different departments that are comprised of several employees. EI in the teams will enable effective communication as team members will communicate to their workmates based on the emotions they recognise in them. As a result, the company will have cohesive teams where employees work well together and achieve their departmental goals, which enhances its competitive advantage.       

[bookmark: _Toc191816141][bookmark: _Toc191816234]Application of EI Models to Y organization
The Goleman’s EI model can be used at Y Organization to improve the employees’ capacity for emotional intelligence. As a retail company, Y Organization has employees in different departments that need to improve their EI to increase their productivity. The company can train its workforce on each of the competencies included in the model to improve its overall EI. The following is the applicability of each component to the company’s employees. 
Self-Awareness: the model defines this component as the ability to know one’s strengths, weaknesses, emotions, goals, and values (Goleman, 2001). At Y Organization, the employees’ ability to know their strengths and weaknesses will have benefits as employees will be able to actively work on minimizing the impact of their weaknesses on their performance. Moreover, using the Goleman’s model to train employees at Y Organization will increase the managers’ effectiveness as the self-awareness they will learn will enable them to know their limitations and delegate duties effectively, which increases a workforce’s overall productivity. 
Self-Regulation: this component of the model gives an employee the ability to regulate the disruptive emotions and impulses (Goleman, 2001). Y Organization has numerous employees who have to interact with customers on a daily basis in their physical stores. Such employees can benefit from the Goleman’s model as it will improve their ability to regulate their negative emotions when they deal with disgruntled or troublesome customers.
Motivation: the managers at Y Organization require EI to understand the motivating factors for the different employees who work at the organisation. Training team managers using the Goleman’s model of EI will make them capable of understanding what motivates the team members they oversee, which will improve their effectiveness as managers.
Empathy: the managers who oversee team roles at Y Organization need empathy in order to relate with the work that their junior employees do at the retailer. Training the managers using the Goleman’s model will enable them to have empathy and be able the employees’ perspectives and feelings, thus consider how their managerial decisions impact employee performance. 
Social Skills: This component of the model is applicable at Y Organization as the employees in the company need ability to build and maintain mutually beneficial relationships with other people. The work environment at Y Organization is such that employees have to frequently interact with the managers and the customers and their team managers. The ability for social skills will help employees create better relationships with managers and with the customers. 
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The Goleman’s EI model explained in the previous sections has advantages and shortcomings that Y Organization should understand in order to optimize its applicability. The model’s four competencies are part of the benefits that will improve the company’s workforce by elevating the individual worker’s capacity for EI. For example, self-awareness is a skill that the managers at Y Organization can apply to improve their management by improving their ability to recognise their weaknesses and delegate tasks accordingly. For the employees who interact with customers regularly, they can apply skill of self-regulation to manage the negative emotions they experience when dealing with troublesome customers. 
However, the model has been criticized for merging EI with personality traits making it hard to use the model to train EI in people without certain personality types. For example, the psychologist Pandey (2024) notes that the model’s mixture of EI and personality traits makes it too broad to be suitable for workplaces where managers aim at instilling specific EI competencies. At Y Organization, this shortcoming can be mitigated by focusing on the practical uses of the model that help employees practice EI in their duties. 
The Goleman’s model can be compared to the Mayer and Salovey’s model as both models are designed to improve the EI for people who use it to learn about the concept. The two models are also similar in how they consider emotional intelligence to be an important skill for people at the workplace and in other social interactions outside work. Secondly, both models consider emotional intelligence to be a skill that can be learnt, which makes them suitable to be used to teach EI to employees at Y Organization. 
The two models differ in the merits they offer to the organisation. The Goleman’s model presents the merit of focusing on skills that have a direct impact on the competencies that employees at a retail companies require to perform well. For example, employees at the organisation need to develop the capacity for emotionally tolerating troublesome customers who trigger negative emotions such anger. The Goleman’s model can improve the employees’ ability to relate to customers under different circumstances by improving their ability to regulate their emotions. The Goleman’s model also addresses the development needs of the individual managers at Y Organization as it addresses leadership development. The model teaches managers how to understand the process of motivation as part of understanding EI. Consequently, it has the potential address the individual leadership development needs of managers at Y Organization.
The Mayer and Salovey’s model can benefit the individual workers at Y Organization as it has merits that are applicable in retail. First, the model teaches one to perceive emotions as the fundamental competency in (EI Mayer, Caruso and Salovey, 2016). This competency will be beneficial to employees at Y Organization as it will enable them to identify their emotions, the customers’ emotions, and the emotions of their fellow employees, which will enable them to form good relations at the workplace. The model also helps individuals to manage their emotions by regulating them to ensure they do not cause them to act undesirably (EI Mayer, Caruso and Salovey, 2016). This competency will be applicable to employees at Y Organization as it will enable employees to recognise negative emotions and regulate them when they are engaged in a social interaction that triggers negative emotions.    
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[bookmark: _Toc191816144][bookmark: _Toc191816237]Specialised training for team managers 
Team managers in business organisations have unique a unique role to play in the productivity and performance of the workforce (Anbu, 2019). The report recommends that the company carries out specialised training for managers to improve their emotional intelligence. The specialised training should be tailored to improve the managers’ capacity for EI when solving conflicts and assigning duties. Having specialised EI training for managers will improve collaboration between managers and the junior workers as the managers will be able to assign the right duties to employees, which will create a good working relationship. The recommended specialised training for managers will result to improvement in connectedness in the workplace as managers will be able to carry out effective conflict resolution, which will improve social cohesion among employees at the company. Thirdly, the recommended specialised training for managers will lead to high-EQ behaviours among managers as they will be able to always practice the four competencies of the Goleman’s model. 
[bookmark: _Toc191816145][bookmark: _Toc191816238]Role-play workshops for retail-specific EI scenarios 
The report recommends that part of the EI training for workers at Y Organization should involve workshops where employees role-play based on retail-specific scenarios. This type of training should involve employees simulating the emotionally challenging scenarios that they deal with when interacting with troublesome customers, working in a team, or when interacting with their managers. In each imagined scenario, the employees should be trained on how to exercise EI to achieve their desired outcomes. Putting this recommendation into practice will enhance collaboration among employees as they be able to practice how to deal with negative emotions when working in a team and reduce negative interactions. The recommendation will also improve connectedness among employees and the managers as role-play exercises will teach them how to use their emotions to form close working relations with their fellow employees. In addition, practising the scenarios as recommended will lead to high-EQ behaviours among staff as they will be able to navigate the real-life cases where they need to demonstrate high emotional quotient based on the lessons they acquire during practice.   
[bookmark: _Toc191816146][bookmark: _Toc191816239]Develop a supportive organisational culture
The report recommends that Y Organization develops a culture that supports employees’ efforts to improve their EI. A culture that supports emotional intelligence is one where open communication without fear of negative consequences is promoted (Singh and Rani, 2017). A culture that supports EI is also one that promotes expression of emotion without judgement. Developing this organisational culture will be essential for the development of EI among employees as it will provide a platform for learning EI and promote their efforts to practice the four competencies in the Goleman’s model. A supportive culture will improve collaboration as it will give employees the freedom to initiate working relationships without the fear of negative consequences. As a result, employees will grow to be more connected, which will improve the level of connected in the workforce. Thirdly, developing a supportive culture will enable the underlying requirements for high-EQ behaviours among staff such as emotional security and effective communication.    
[bookmark: _Toc191816147][bookmark: _Toc191816240]Screen for EI during recruitment 
The fourth recommendation is that Y Organization should screen for EI when recruiting employees. This recommendation can be achieved by determining whether the applicants to vacant positions at the company have a reasonable capacity for EI. Recruiters at the organisation can achieve this by designing EI tests that establish the EI levels of employees. The recommendation will help the organisation achieve high EI in its workforce as it will spend less time and financial resources training new recruits on EI. The recommendation will improve collaboration and connectedness between new employees and their colleagues as they will have the emotional capacity to establish and maintain good working relations with their new colleagues shortly after joining the organisation.    


[bookmark: _Toc191816148][bookmark: _Toc191816241]Conclusion
The report has shown that the Goleman’s model and the Mayer and Salovey’s model of EI has the capacity to improve the level of EI for employees at Y Organization. However, given its focus on practical skills, the report has identified the Goleman’s model as the more suitable one to be used at Y Organization. It is important that the company builds an emotionally intelligence workforce as it will enhance qualities that are critical for good performance such as conflict resolution and effective communication. The report has provided four recommendations that Y Organization should implement in order to achieve higher EI levels among its employees. Implementing the recommendations will create a good organisational culture that supports emotional intelligence and will equip the employees at the organisation with practical skills to deal with emotional situations while carrying out their duties. The current volatile economic environment is such that the role of EI will increasingly be important in the future. The increasing competition in all industries requires emotionally intelligent workforces in order to make organisations competitive. Therefore, the importance of EI will increase as the competition among organisations increase as organisations will need top emotionally intelligent performers to compete.   
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