University of Wales Trinity Saint David
[image: ]


Component 2- Individual Written report 
Name:
Samia Kousar
ID:
2211601
Module:
LCLM5006 Developing Emotional Intelligence Skills  

Module Leaders:
Nishi Ramsurrun and Abdallah Naser

Internal verifier:
Md Kalam  and Samuel Ofori

Date: 
July 09, 2026
Word count: 3000


Emotional Intelligence in the Workplace 
and 
Managing a Multigenerational Workforce

Emotional Intelligence at workplace [image: ]
Different Generations- Generation X, Generation Y (Millennials), Generation Z
[image: ]

Contents
Task: Emotional Intelligence in the Workplace	1
1.1 Introduction	1
1.2 Defining Emotional Intelligence: A Multi-Model Perspective	1
1.3 Core Components of Emotional Intelligence	2
1.3.1 Self-Awareness	2
1.3.2 Self-Regulation	2
1.3.3 Motivation	2
1.3.4 Empathy	3
1.3.5 Social Skills	3
1.4 Emotional Intelligence and Decision-Making	3
1.5 Psychological Safety and Well-Being	4
1.6 Conclusion	4
Task 2 Managing a Multigenerational Workforce	5
2.1 Introduction	5
2.2 Characteristics and Expectations of Generational Groups	5
2.3 Impact on Organisational Effectiveness	6
2.4 Using Emotional Intelligence and Mindfulness for Inclusive Management	7
2.5 Conclusion	8
References	9




8

[bookmark: _Toc234445727]Task: Emotional Intelligence in the Workplace
[bookmark: _Toc234445728]1.1 Introduction
In today's workplace, emotional intelligence (EI) has become a key factor in determining individual or organisational success (Goleman, 1995). In the face of intricately complex interpersonal relationships, technological changes, and the lingering impact of the pandemic period, the ability to recognise, understand, and regulate emotions has become indispensable (Mayer & Salovey, 1997). In public and corporate sectors, Serniak and Serniak (2026) propose emotional intelligence as a basic factor for sustainable development goals implementation. This report critically examines the key elements of emotional intelligence that can be used by employees to enhance their performance, work relationships and happiness, as outlined in the key models of emotional intelligence, and supported by examples from UK organisations such as Shell, Tesco and Vodafone (Shell Global, 2026; Tesco PLC, 2026; Vodafone UK, 2026).
[bookmark: _Toc234445729]1.2 Defining Emotional Intelligence: A Multi-Model Perspective
Theories of emotional intelligence have different conceptualizations of its multifaceted nature (Bar-On, 1997). There are three models that have gained special attention in organisational research and practice (Goleman, 1995; Mayer and Salovey, 1997; Bar-On, 1997). Goleman's model is composed of five interrelated elements: self-awareness, self-regulation, motivation, empathy and social skills (Goleman, 1995). According to Goleman's research 66 % of employees state that emotional intelligence is what makes the difference in the best performing employees (Goleman, 1995). This model is influential because it views EI as something that is learned and not innate, and is directly applicable to employee development (Goleman, 1995). Emotional intelligence, Mayer and Salovey (1997) describe, is a cognitive skill with four components: perception of emotion, facilitation of thought by emotion, understanding of emotional meaning, and management of emotion. This ability-based approach views EI as something measurable via performance-based tests, and is well validated (Mayer and Salovey, 1997). A third view on emotional intelligence is presented by Bar-On (1997), who sees it as "an array of non-cognitive capabilities, competencies, and skills that influence one's ability to succeed in coping with environmental demands" (Bar-On, 1997). All three models agree that emotional competencies are important to workplace effectiveness (Goleman, 1995; Mayer and Salovey, 1997; Bar-On, 1997).
[bookmark: _Toc234445730]1.3 Core Components of Emotional Intelligence
[bookmark: _Toc234445731]1.3.1 Self-Awareness
In all three models (Goleman, 1995), self-awareness is the basic piece of emotional intelligence. Goleman sees self-awareness as a foundation for the other EI competencies, while Mayer and Salovey's first branch stands that accurate emotional perception is a prerequisite for higher-order competencies (Goleman, 1995; Mayer and Salovey, 1997). Self-awareness allows employees to identify emotional triggers and manage their emotions appropriately, instead of in an impulsive manner (Goleman, 1995). Tesco's mental wellbeing training programme is designed to give colleagues "a greater understanding of their own mental health" (Tesco PLC, 2026). This recognition that self-awareness is learnable is the focus of Goleman's emphasis on EI as learnable (Goleman, 1995). Self-awareness is a paradox, though, because people with poor emotional competence are least likely to know how poor they are (Kruger and Dunning, 1999). To gain a sense of self-awareness, organizations need to use 360-degree feedback in addition to self-report data (Kruger and Dunning, 1999). Shell's culture of openness is an example of safe psychologies that allow for honest self-reflection, as employees were supported “without a hint of judgment” (Shell Global, 2026).
[bookmark: _Toc234445732]1.3.2 Self-Regulation
The second Goleman's element is self-regulation, which corresponds to the fourth of Mayer and Salovey's emotion management (Goleman, 1995; Mayer and Salovey, 1997). To 'reduce the stigma of reaching out early for support' (Shell Global, 2026a), Shell's 'Beating Burnout Together' initiative is dedicated to risk factors and signs of burnout. In a time pressed scenario, research by Zhylin (2026) shows that emotional intelligence plays a significant role in determining the effectiveness of the decisions made, with self-regulation being important in this regard. Vodafone's partnership with Imperial College London revealed that ‘human resistance to change' was the biggest hurdle to technological transformation, with the cognitive biases that adversely affected the decision-making process. (Vodafone UK, 2026) But feedback needs to be balanced because excessive self-regulation can result in reduced wellbeing (Goleman, 1995). Organisations need to be able to tell the difference between a healthy way of managing emotions and an unhealthy way of suppressing them (Goleman, 1995).
[bookmark: _Toc234445733]1.3.3 Motivation
The third of Goleman's three components is motivation, the energising force that keeps emotional awareness alive and will result in sustained performance of the emotional person (Goleman, 1995). Shell is aware of the link between motivation and mental health: "as individuals and as teams, we perform at our best when we are happy and healthy" (Shell Global, 2026). According to Serniak and Serniak (2026, p.8) the influences of leaders' emotional intelligence directly affect the implementation of strategic goals. Tesco's strategic report highlights “serving shoppers a little better every day” as an organising purpose and maintaining employee engagement throughout the organisation's 460,000 employees (Tesco PLC, 2017). But Shell is trying to avoid the problem of excessive achievement motivation, or burnout, which is exactly what can be triggered by this (Shell Global, 2026). Emotional intelligence is more than just developing motivation; it is developing the right level of motivation (Goleman, 1995).
[bookmark: _Toc234445734]1.3.4 Empathy
Empathy is Goleman's fourth component, which corresponds the accurate emotion perception in others emphasized by Mayer and Salovey (1997) and Goleman (1995). The movement of mental health training has been directly shaped by the empathetic reaction of Tesco's People Manager Yvonne Martin who was suffering from anxiety after family bereavements (Tesco PLC, 2026). The organisation-wide training (Tesco PLC, 2026) was as a result of her testimony which read: "People with mental illness are not well, give them time and understanding. According to Shell Global (2026), the 'I'm Not OK' campaign is designed to “encourage employees to speak up when they're not feeling well at work.” But too much empathy can lead to compassion fatigue (Bar-On, 1997). Bar-On's model, which defines EI as "coping with environmental demands", acknowledges that there must be a balance between feeling empathetic towards others and protecting one's emotional state (Bar-On, 1997).
[bookmark: _Toc234445735]1.3.5 Social Skills
Social skills are Goleman's fifth set of skills, and they are the outward manifestation of the internal emotional abilities (Goleman, 1995). Shell's use of Maslow's Hierarchy of Needs for B2B relationships mirrors the concept that food and water are essential needs for humans and energy is essential for organisations (Shell Global, 2026). Vodafone's experiences using AI highlight the significance of social skills: chief constraint to implementation is "human resistance to change" (Vodafone UK, 2026). This resistance can be overcome with “very basic management skills” – and communication is key: “Leaders just need to communicate with their employees” (Vodafone UK, 2026). According to Tesco PLC (2026), the training for Tesco's conflict management equips them with “resilience, improve decision-making and support teams in high pressure situations”.
[bookmark: _Toc234445736]1.4 Emotional Intelligence and Decision-Making
This link between EI and decision making is a specific one that needs to be explored (Fernandes, 2026). This relationship has been studied directly by Fernandes (2026) and Thiyagarajan, Shree and Kumar (2026) have studied the applications of the decision making process of managers using EI. The strong link between EI and decision-making in the organisational context is confirmed by Queiroz-Ribeiro et al. (2026). Emotionally intelligent decision making in a business-to-business context is illustrated in Shell's use of Maslow's Hierarchy for B2B relationships (Shell Global, 2026). Shell shows how emotional understanding is used to guide strategic decision making processes by understanding that customers move from "survival" to "safety" to higher order needs (Shell Global, 2026). Vali (2026, p.4365-4392) sets out to prove that EI has a connection with leadership effectiveness and organisational performance. Sharma, Amirthalingam and Joshi (2026) however, show that emotional intelligence is being developed through the process of leadership roles, which shows that there are reciprocal relationships between the two.
[bookmark: _Toc234445737]1.5 Psychological Safety and Well-Being
Improvements in the organisational climate with regard to morale, communication and conflict resolution were linked to EI principles in the organisational climate survey found in Tesco PLC (2026). Organisations which focus on their emotional intelligence have a lower turnover and higher satisfaction as shown by research (Daim, 2026). Shell's holistic mental health strategy includes the protection against poor mental health and the promotion of good mental health (Shell Global, 2026). The acceptance that ‘“...it's not enough to pick up the pieces when people are struggling”’ demonstrates understanding of how to foster flourishing through psychological safety (Shell Global, 2026). The implementation of free access to Headspace and the Employee Assistance Programme (EAP) by Tesco is an example of delivering the principles of mindfulness at scale (Tesco PLC, 2026).
[bookmark: _Toc234445738]1.6 Conclusion
This analysis has shown that emotional intelligence (as conceptualized by Goleman (1995), Mayer and Salovey (1997) and Bar-On (1997)) is a basic competency for the effectiveness of an organisation. These key elements — self-awareness, self-regulation, motivation, empathy and social skills — help employees to boost their performance, collaborate with others and promote wellbeing (Goleman, 1995). Shell Global, Tesco PLC and Vodafone UK (2026) are examples of UK organisations which illustrate EI principles in practice. Results indicate that EI is a strategic capability of an organization that can be developed systematically through training and can be established in the organizational culture (Vali, 2026). The most important issue that Serniak and Serniak (2026) highlight is that EI is a driver of the implementation of sustainable development goals for strategic planning. The use of EI concepts in leadership development, recruitment and employee development is a core need for modern organizations to be effective (Goleman, 1995; Mayer and Salovey, 1997; Bar-On, 1997).
[bookmark: _Toc234445739]Task 2 Managing a Multigenerational Workforce
[bookmark: _Toc234445740]2.1 Introduction
Four generations i.e., Baby Boomers, Generation X, Millennials and Generation Z, are all co-working in the first time ever in the UK workplaces (Anastasiia, 2021). In organisational effectiveness, there are opportunities and challenges due to this demographic convergence (Joseph, 2026). 6% of organisations feel leaders are ready to lead a multi-generational workforce (Anastasiia, 2021). According to Joseph (2026), knowledge of the characteristics of the generations is vital to workforce management, and Kempa (2026) stresses looking at values and drivers of behaviour generational wise. This section assesses the differences in values, communication, motivation and adaptability to technology between the generation X, generation Y (millennials) and generation Z and their influence on organisational effectiveness, as well as how managers can apply emotional intelligence and mindfulness to foster inclusive working environments (Dolega, 2026; Ali et al., 2025).
[bookmark: _Toc234445741]2.2 Characteristics and Expectations of Generational Groups
Generation X (born 1965–1980)- As per Joseph (2026) Generation X value is autonomy and doubt of authority. According to Kempa (2026), Generation X employees are independent, get involved in their jobs to promote stability, and promote career growth. Dolega (2026) recommends that they should be designed to be supportive of their flexible working and preference for working to results. Wu et al. (2026) found that Generation X values job security and definite job expectations. According to Bandara and Jayasekara (2026), Generation X is a generation which is a link between the generations in decision making. According to Kubričenkaitė and Švažas (2026), Generation X appreciates functional and concrete communication and feedback. According to Ali et al. (2025), leaders need to be flexible toward Generation X's independence while maintaining unity.
Generation Y (Millennials) (born 1981–1996)- Generation Y (Millennials) (1981-1996) have a focus on purpose, working together, and the integration of work and life (Joseph, 2026). Joseph (2026) notes that Millennials are looking for meaningful work that is in line with their values. Kempa (2026) identified the growth and recognition, and social impact as motives for Millennials. Dolega (2026) noted that Millennials have an expectation of transparency and regular feedback. According to Wu et al. (2026), Millennials value working in teams and incorporating technology. Bandara and Jayasekara (2026) mention that emphasis on diversity is a means by which Millennials influence decision-making. Kubričenkaitė and Švažas (2026) observe Millennials are adaptable and seek continuous learning. Leaders need to offer clear career paths and purposeful working, says Ali et al. (2025). In 2021, Anastasiia predicted that work-life balance expectations would influence organisational policies until 2026. In 2021, Anastasiia has forecasted that until 2026 operational policies will be influenced by work-life balance expectations.
Generation Z (born 1997–2012)- Generation Z (1997-2012) are digital natives who appreciate authenticity, diversity and social responsibility (Joseph, 2026). According to Kempa (2026) Generation Z is driven by financial security, progression of careers, and meaningful work. Dolega (2026) states that flexibility, mental health assistance, and clear communication are expectations of Generation Z. Wu et al. (2026) found that ‘the techno-savvy attitude of the agile work system' is a preference of Generation Z. Bandara and Jayasekara (2026) highlight the fact that Generation Z is presenting new ideas, but needs guidance. Kubričenkaitė & Švažas (2026) state that the Generation Z are technologically adaptive but may not have good skills for face to face communication. Ali et al. (2025) say it is important for leaders to give regular feedback and make their career structure transparent. Reynolds (2026) discovered that younger employees require more frequent development chances.
[bookmark: _Toc234445742]2.3 Impact on Organisational Effectiveness
The differences between generations have a significant influence on the effectiveness of the organisations (Bandara and Jayasekara, 2026). Joseph (2026) states that if differences are not dealt with, there will be conflict, a decrease in productivity, and a high turnover rate. Kempa (2026) identified that there was a dis-connect between expectations and practices, and that this had a negative impact on engagement. Dolega (2026) notes that organisations need to create an environment which is supportive of generationally diverse workforces.
There is also a wide range of communication styles which can lead to misunderstandings (Joseph, 2026). According to Joseph (2026), Generation X is more direct in communicating with others, whereas Generation X are more collaborative in communicating with others. According to Kempa (2026), Generation Z are hesitant to interact with people in person and prefer digital channels. Communication differences can lead to decrease in cohesion as noted by Kubričenkaitė and Švažas (2026). Ali et al. (2025) claim that leaders need to create strategies that cater for all the preferences of the generations.
There are a lot of differences between motivation drivers (Joseph, 2026). Generation X is motivated by stability and recognition, Millennials seek purpose and growth, while Generation Z is motivated by financial security and meaningful work (Joseph, 2026; Kempa, 2026). According to Dolega (2026) it is important for organisations to provide differentiated motivational strategies. According to Wu et al. (2026), there are significant differences between the preferences of the various generations when it comes to the work system they prefer. This can lead to tension as Generation Z is technologically adept and Generation X might need some assistance with the new technologies (Joseph, 2026; Kubričenkaitė and Švažas, 2026). According to Ali et al. (2025), leaders need to ensure that they are innovative yet inclusive when implementing it.
[bookmark: _Toc234445743]2.4 Using Emotional Intelligence and Mindfulness for Inclusive Management
Emotional Intelligence and Mindfulness provide valuable resources to deal with multigenerational workforces (Ali et al., 2025). Leaders who are emotionally intelligent are aware of the different demands of each generation, according to Joseph (2026). Knowing about generational differences will help with effective management (Kempa 2026). According to Dolega (2026), it is important to have an empathetic understanding to design supportive environments.
Managers have the capacity to identify generational biases as a result of self-awareness (Goleman, 1995). According to Ali et al. (2025), self-aware leaders are able to adjust their leadership styles. To achieve inclusive leadership, it is vital to understand that leaders are unique based on their generation (Joseph 2026). Managers who are tuned into their own preferred communication styles can cause the divide to be bridged, says Kempa (2026).
Empathy helps managers to understand the other people's values from every generation (Goleman, 1995). Leadership is the key to providing psychological safety, according to Joseph (2026). According to Dolega (2026) empathetic engagement is what allows design of supportive environments. Ali et al. (2025) concluded that empathetic leadership contributes to the synergy of the organisation.
Social skills help managers to establish relationships, and to resolve conflicts (Goleman, 1995). For effective communication, Joseph (2026) states that one must be adaptable and active listener. Kempa (2026) discovered that managers who have good interpersonal skills, are better able to engage diverse employees. Bandara and Jayasekara (2026) highlight that inclusive decision-making processes embrace diversity in terms of views.
Mindfulness helps working with generational differences with awareness helps to navigate these differences (Goleman, 1995). This sounds like mindfulness helps to appreciate generational diversity, which is suggested by Dolega (2026). According to Ali et al. (2025), mindful leadership is a key factor in promoting unified multigenerational workplaces. Anastasiia (2021) suggested that a key challenge of work-life balance expectations is flexible and mindful management of the workforce.
Applying multi-generational workforce management at work is a success story in the UK. P&G UK recognises the power of intergenerational working, with a Grow from Within philosophy, building leadership and developing talent by sponsoring apprenticeships. Said to be a pioneering example of intergenerational diversity and inclusion in the property sector, Savills UK has a dedicated Intergeneration D&I Group that enables everyone, regardless of age, to feel valued. Novuna created a Multigenerational and Age Community of inter-generational connections. Hachette UK has gained Age Inclusive Accreditation with their Age-Wise initiative. An age inclusive environment with 44% of the workforce over 50, and with lower attrition rates, than other company.
[bookmark: _Toc234445744][bookmark: _GoBack]2.5 Conclusion
The ability to manage a multi-generational workforce depends on knowing the traits and expectations of the generations that make up that workforce: Generation X, Millennials and Generation Z (Joseph, 2026). Communication, motivation and technological adaptability are related to the differences in organisational effectiveness (Bandara and Jayasekara, 2026). Emotional intelligence and Mindfulness can help managers to build inclusive environments that benefit from the generational diversity (Ali et al., 2025). Raising self-awareness, empathy and social skills, leaders can help to close the gap and build the teams (Goleman, 1995). Organisations that adopt generational diversity and "Emotional Intelligence Leadership" will be more likely to be successful in the long-term (Dolega, 2026; Joseph, 2026).
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