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[bookmark: _Toc191228583]Introduction
Arora (2017) notes Emotional intelligence to be an invaluable personality trait that should not be ignored as it has become a key element to success. Emotional intelligence can be defined as the inner capabilities of an individual that helps them to understand, monitor and manage and use one’s own emotions as well as becoming aware and respond effectively to the emotions of others around them(Arora, 2017). EI allows individuals to communicate and relate with others through several soft skills that ultimately support in fostering a better work environment (Arora 2017).
The report will investigate into the importance of emotional intelligence as a key factor in the workplace and why it has become crucial for companies to invest and prioritise an emotional intelligent workforce in the volatile economic environment. The report will include a critical analysis of key emotional intelligence models and how the organization John Lewis Partners apply this within their internal working environment.
[bookmark: _Toc191228584]John Lewis partnership
The company John Lewis Partnership (JLP) was established 150 years ago by its founder John Spedan Lewis in London, Oxford street in 1864. JLP are well known for holding its 150-year-old heritage and principles within the British retail industry. The organisation is active under two businesses, John Lewis Partners and Waitrose with over 34 stores across the country with over 80,000 employees. The business specialises  in branded clothes ware, furnishing and technology, whilst Waitrose are well- known for its organic fruit and vegetables and poultry that arrives from their own farms (Our business, John Lewis partnership, online). A simple experiment by the founder to find a better way to do business has carried its legacy as the largest employee-owned business in the United kingdom. The company today withstands its core principles that were set in a constitution for future partners to understand their rights and responsibilities. Giving each partner a share in the business, a democratic culture to work in and a voice holds an example of the emotional attachment the organization has for its partners and how they are kept in the centre of all decisions. JLP prioritize their employees by addressing each employee as a partner and sharing the company’s profits through their annual bonus. the company focuses on fostering a sense of ownership and sharing of responsibilities and achievements with all partners. (John Lewis partnership, online).
John Lewis partnership emphasize highly on their organizational structure and culture. The JLP democratic structure highlights its importance for its partnership through its promise to keep partners in the centre of business decisions (John Lewis partnership constitution, 2025).
The JLP purpose is stated as –‘our happier business starts with happier Partners, enjoying worthwhile and satisfying work in a supportive environment we all help to create’. (John Lewis partnership constitution, 2025).
The purpose indicates the importance JLP have for their partners and their wellbeing. This will be further investigated in the report. The traditional way of working for John Lewis partners changed dramatically after the covid-19 pandemic which forced the business to accelerate its digitalisation activities in order to adapt to the new market needs (Butler, 2021). The National lockdown forced the business to temporarily close costing the JLP brand millions of losses in business. Eventually when the business restructured, to come back into the market position JLP was forced to close 16 stores along with 4000 job losses which had a huge impact on JLP partners and employee morale (Butler, 2021).
[bookmark: _Toc191228585]Models of emotional intelligence
The last 2 decades has witnessed the evolution of many EI models. This report will underpin the most used and common of such EI models, the Goleman’s competency models (McCleskey, 2014).
[bookmark: _Toc191228586]Goleman’s model of EI
 Daniel Goleman created a framework which focuses on emotional skills that can be key in personal and professional life. The model emphasizes on five particular emotions. (Neubauer and Freudenthaler, 2005). The first, self- awareness- this skill involves an individual being familiar with themselves and own emotions, acknowledging their own strengths and weaknesses, aims and values and how this affects others. 2nd is self-regulation- this factor allows an individual to effectively manage and navigate their emotions in the right direction to avoid any impulsive reactions. 3rd is motivation- this drives a person towards achieving beyond extrinsic rewards and strengthen determination to pursue goals. Empathy is the fourth emotion that allows an individual to relate with others and recognize other feelings and finally social skills as the fifth component that helps a person to grow and adjust in their social life, maintaining healthy relationships, building rapport, managing conflict and more(Neubauer and Freudenthaler, 2005). Goleman perceives emotional intelligence as a skill that can be learned over time and not necessarily a skill we are born with and it is key factor to core leadership skills leading to a healthy work environment (McCleskey, 2014).
[bookmark: _Toc191228587]The Mayor-Salovey model
[bookmark: _Hlk84757779]The Mayer-Salovey model of emotional intelligence is a framework emphasizing on understanding human behaviour focusing on four inner capabilities that are perceiving emotions by recognizing own and other’s emotions from physical body language, facial expressions and sound of voice (Fernández-Berrocal and Extremera, 2006). Using emotions is the next ability that is used to use the perceived  effectively to improve decision making and problem-solving skills. Understanding emotions is the area that enables an individual to reason with and relate to emotions and dive deeper into the complexity of emotions that one and others may carry. Lastly, managing emotions involves the ability to navigate and control emotions and be able to respond to other’s emotions by impacted their emotions through your actions(Fernández-Berrocal and Extremera,2006). 

[bookmark: _Toc191228588]Importance of Emotional Intelligence in the workplace
In today’s workplace, emotional intelligence is regarded as a valuable asset that supports in fostering a healthy work environment. Employees with high EI have the ability to understand and maintain a understanding relationship with others and handle workplace conflicts better (Zeidner, Matthews and Roberts, 2004). EI has a significant role in leadership as this allows leaders to better understand their team members and therefore can motivate and inspire them through the correct guidance creating a positive work environment. Leaders can manage and recognize tension in others and work effectively to resolve underlying issues and conflicts to avoid a toxic workplace. Support from emotionally intelligent leaders as such promote healthier work relationships and increase job satisfaction by managing workplace challenges effectively through clear communication and building trust resulting in higher productivity (Zeidner, Matthews and Roberts, 2004).
The John Lewis Partnership purpose which states ‘Happier people, happier business and a happier world’ is an example in itself of the relationship emotional intelligence holds in connection with . JLP put their partners at the centre of everything they do, this creates a sense of belonging and ownership which encourages a sense of responsibility towards the business. Developing empathetic leaders and managers helps to effectively manage uncertainty.  Sharing ideas and making decisions together keeps everyone in the organization aware of changes. Being able to express matters and concerns reduces stress in the workplace as it can be assured that with fair and empathetic managers and discussions through open communication, the problems can be resolved and negotiated constructively. This creates job satisfaction allowing employees to do their job better by understanding the needs of customers and delivering excellent service resulting in lower employee turnover and increased business advantage (Grewal and Salovey, 2006).
[bookmark: _Toc191228589]The Goleman’s model of EI applied on John Lewis Partners Business
It has become more important than any other time for businesses to create a workforce that can face the hardest of challenges, this means a workforce that is emotionally strong and confident to adjust and understand the unprecedented changes that take place(Edmondson, 2021).By adapting to Goleman’s EI model, JLP can develop the much-needed workforce for a volatile economic workplace.
Self-awareness-This will allow JLP employees to understand themselves and their own emotions and to do so an open culture is crucial. This is already present in JLP through open communication. The democratic structure provides an open platform and a voice to partners to raise concerns and express their emotions and seek support where needed. The challenges of uncertainty and recent store closures has increased insecurity in employees about losing their jobs resulting in low morale in work (Butler, 2023). Through self-awareness, employees are encouraged to reflect on their emotions, and recognise fears, strengths and weaknesses and whether any of their actions has an impact on others in the workplace alongside customers. This is very important for JLP  because to value the principles of the JLP constitution JLP partners must treat everyone with fairness and courtesy and hold respect for all emotions( John Lewis Partnership constitution, 2025).
JLP take extreme measures to support partners in understanding the importance of self-awareness through their regular 3360- degree feedback system, self-assessment and feedback opportunities, this helps managers as well as employees to identify strengths and weaknesses and work on improving them areas.
Self-regulation- The Pandemic can be seen as perfect example for JLP where it was crucial for employees to become self-regulated. The sudden changes in the work environment like technological developments and a work from home experience has a major affect on employees and their moods. Stress levels were high as there was so much uncertainty in the retail sector and the eventual decisions to close major stores across the country were sweeping in. The last few years has been a difficult time for JLP with many job cuts, and with the CEO lacking experience in her position, employees were left with low morale in the workplace(Faragher, 2023).JLP took this as priority to support  employees through regular tea,- meetings, counselling and one-to-one meetings to discuss issues.
JLP focused highly on offering training to support employees to manage their emotions and how to deal with stress and techniques to help regulate emotions correctly. JLP understand the importance of having a satisfied and happier people in their workplace as this will result in poor customer service further resulting in losing customers and reputation (Mayfield, 2019).
Motivation- The JLP motivates each partner through a satisfying and happier work environment which is stated in the JLP constitution as the JLP purpose where every partner has a responsibility to align individual goals to walk side by side with JLP vision and mission. Partners are motivated through responsibility and a sense of belonging in the company through shared power, knowledge and profit which is shared annually and equally amongst partners. This motivates partners to improve performance and increase productivity (John Lewis Partnership constitution, 2025).
In today’s volatile economic workplace, it is priority for JLP to invest in their employees to ensure they are performing well and are kept motivated in order to achieve organizational goals. JLP work with partners to foster a motivated environment where employees are valued, and their work is recognized and awarded through both intrinsic and extrinsic rewards and in return employees will do their best to reach targets even better than before. A volatile work environment brings in rapid change  from digitalisation to shifting customer needs, creating more challenges for companies to reach their strategic goals, such situations requires employees to stay skilled to handle such changes and be able to adapt.( Kumari et al., 2021).
Empathy-  This is a crucial factor for a healthy running organization and excellent leadership skill. Leadership requires the leader or manager to put themselves in the place of others in order to relate with them and their situation and see from their perspective.  JLP keep their partners health and well-being at the fore front of everything. The JLP constitution states that managers have the responsibility to promote a healthy workplace through employee well-being and be able to recognize the needs of partners and keep a healthy balance in between their professional and personal lives productivity (John Lewis Partnership constitution, 2025). JLP celebrate and promote inclusion and diversity in their business and believe valuing each other differences and understanding different cultures and points of view can create a better environment. JLP do this through regular workshops and training. this is also a form of empathy from the JLP as this act emphasises on unity for the community and welcomes everyone to be comfortable regardless of barriers allowing a sense of belonging and social responsibility, which further helps support mental health and well-being resulting in happier partners, happier business and happy customers(John Lewis Partnership, 21-22 inclusion report, online).
Social skills- this is a key factor for emotional intelligence that brings together our social interactions with others. It is a combination of skills such as clear communication, listening,  body language, facial expressions, building rapport, developing healthy relationships, teamwork and resolving conflicts, all these enable people to understand and work alongside each other effectively (Liberman,1982). The JLP democratic leadership style fosters an environment where such social skills are encouraged and promoted through organised programmes such as team building activities enabling to develop open and clear communication and listening skills amongst teams. This enables managers to listen actively to both sides of an issue and be able to negotiate resolutions without being biased and unfair.  Collaborative work environment sessions allows employees to share ideas and understand each other empathetically.
[bookmark: _Toc191228590]Critical analysis on Goleman’s model of EI
Daniel Goleman was the first to make claims that a successful life and job is highly dependent on a person’s EI abilities and believed such EI abilities are learned over periods of time and developed during the process (Güllüce, 2010). Goleman has been criticised  for his concept as it hold no scientific theory or evidence and therefore holds general abilities that are necessary in life which he believes are more important than having IQ. Goleman also emphasizes such EI abilities as crucial factors of leadership roles (Güllüce, 2010).
Goleman’s model of EI like other theories focuses on self-awareness, self-regulation and motivation but also emphasizes on a wider societal concept of social skills, empathy and relationship management. Goleman’s model has often come to attention for being confused with emotional intelligence qualities and basic personality traits in individuals(Fernández-Berrocal and Extremera, 2006).
While Goleman’s claims to be a mixed model, The Mayor-Salovey model is an ability-based model focusing on how to perceive, manage, process and regulate emotional information. This framework is more theoretical compared to Goleman’s as his model is more practical and more commonly used in workplaces which he believes lead to professional and personal life success (Güllüce, 2010).
 Goleman’s model of EI can be regarded as best suitable for John Lewis partnerships organisation as the framework consists of similar values and ethics to JLP constitution. JLP highly focus on delivering excellent customer service and this is why it is important that all employees are trained in social skills and empathy which supports in understanding customer needs. Highly emotional intelligent employees are better equipped and trained to manage customer complaints and emotionally challenging customer interactions. Being an employee-owned business requires JLP employees to be collaborative and have strong work relationships that lead to a satisfying working environment. Self-awareness and self-regulation play an important part in JLP employees, as this supports JLP ethics and core social responsibilities that are a significant part of JLP constitution.
[bookmark: _Toc191228591]Recommendations
It can be understood from the above report that JLP value there employees highly and keep their well-being at the forefront of their business culture, but however there are some things that the business can do to build a stronger and emotionally intelligent workforce based on their existing organizational values.
As the business is well-known for their core values and principles that are written in the JLP constitution, Emotional intelligence can be added into the constitution as one of the many key values of JLP that must be present in all partners.
Training programmes that align EI values with JLP principles can be integrated into employee development programmes for all partners from new, junior and senior staff, covering all aspects of Goleman’s EI model, self-awareness, self-regulation, motivation, empathy and social skills.
Integrating EI into leadership programmes and training, will develop empathetic managers who can listen and communicate effectively and empathetically with their teams. Leading by example is a great way to inspire EI in employees.
Creating a safe space for employees to protect themselves of a burnout from challenging activities and pressured workload that may become over whelming at times. This space will allow them to express their emotions and release stress. This space can be used for open communication and regular feedback. Coaching support will enable JLP to understand and recognize underlying issues and can offer the support needed and can also motivate employees through rewards that will in return increase employee effort and responsibility.
[bookmark: _Toc191228592]Implementation plan
Emotional intelligence assessments are a great way to assess all employees and recognize their EI skills. Surveys can be individually conducted across the organization to understand if employees know the significance of EI skills.
 To start any new programme, it is important for JLP to assess the existing training programmes and identify the flaws and gaps.
By receiving feedback from employee knowledge of EI skills, training programmes can be developed  and rolled out to all partners.
Regular feedback programmes should be constructed to see how partners are getting on.
Coaching support must be available to all partners for them to address issues and goals that can be identified and supported by JLP.
Leadership programmes can be enhanced to develop highly qualified managers who can possibly mentor partners. Being inspired through example can have a stronger impact on employee perspective.
[bookmark: _Toc191228593]Conclusion
The report emphasizes on the significance of EI in the workforce and how it effects not just the employee but the business too. The report focuses on how emotional intelligence skills enables individuals to manage their emotions in the current economic environment. EI skills helps to manage emotions that are triggered by uncertainty, anxiety and stress and navigate them in ways that does not affect others or the business. With the previous challenges of the pandemic, JLP have already faced the worst times ever with store closures and job losses that lead to decreased employee morale and insecurity, therefore it is even more critical that with the recommendations above, JLP can build a resilient and agile workforce that can face the emotional challenges of sudden changes and be ready to adjust to the new norms and interact better with customers and their changing needs. EI skills are highly necessary for leaders and managers as they must be empathetic and supportive and be able to communicate difficult conversations and decisions with employees in a way that effectively motivates them and brings in a sense of belonging and job satisfaction. Uncertainty requires businesses to increase productivity in order to remain in market competition and therefore an EI workforce can aim to work collaboratively through clear communication leading to efficient productivity. with JLP’s existing values and principles, Emotional intelligence skills will enhance the current work environment and build stronger work relationship and increase loyalty and trust.
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