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This report will be focused on Emotional Intelligence(EI),  during the report an examination of EI in the workplace will be discussed. With an examination of theories and models in regard to EI. How these theories and models if at all have an impact on workplace development and business performance. The author will also comment on his own emotional experiences.                        










[bookmark: _Toc527325451]Critically evaluate theories of emotional intelligence and their relevance to workforce development and business performance
[bookmark: _Toc527325452]Emotional theories

In 1990 the psychologists Salovey and Mayer received wide spread notice for what was considered the coining of a new term “emotional intelligence”(EI), later that same decade Goleman would expand upon that work in his break through book titled Emotional Intelligence. Dann(2012) shows that whilst the work of Mayer and Goleman had started the most recent trends in the field of EI. It is not a new concept rather notions of this science have been around for the last 150  to 100 years. Citing Darwin’s 1859 work on the importance of emotional expression for survival and adaption. Since that first work there have been a range of works(appendix 1) that represent milestones in the field of EI both before and since the works of Salovey, Mayer and Goleman.(Dann 2012, pp.8-9).

Mayer(1990) explained " although scientific language is often precise, sometimes it may be left more open-ended because we scientists recognise as a group that we don't have final answers to questions like, what is an emotion? or what is a feeling? or what are core emotions? To add further ambiguity to the issue of emotions and their origins Mayer openly concedes. That different researchers define emotions differently there are those it define emotions biologically others psychologically and those who take a stance that emotions coexist as both of the above. 

Hockenbury(2010) sets forth the notion" an emotion is a complex physiological state that involves three distinct components: A subjective experience, a physiological response, and a behavioural or expressive response". Mayer(2000) An emotion occurs when there are certain biological, certain experiential, and certain cognitive states which all occur simultaneously. McCown(2000) who suggests " our emotions are shaped by our beliefs- by what we tell ourselves", and further elaborated that our emotions are created by the combination of our thought’s feelings and actions
We can be seen that emotions do not exist simply by themselves. Rather they are part of a complex interaction that requires an external stimulus and attendant physiological response and a neurological or personal interpretation of our own response in other words, emotions operate on many levels. 
Hasson(2012) explains that emotions come from your limbic brain. This portion of your brain is the old brain which produces responses which are directly hard-wired to your system and beyond your immediate control. The other aspect of your brain is the neocortex or referred to as the new brain which houses your cognitive abilities. Such as thinking, remembering and reasoning this part of your brain is used to formulate control and verbally Express your thoughts ideas and opinions. 
Singh(2018) Research has shown that our brains have two distinct components referred to as the Rational and the emotional points. It is the interplay and balance between these two minds that constitutes EI. The emotional mind is the right part of the brain and is the centre of basic emotions. It is this portion of your brain that analyses emotional decisions and controls your first impulses in a situation that arises in your heart and not just your head. The rational mind which is the left portion of the brain where we humans learn and remember, and we use for Logic and problem-solving.

Singh(2018) further  explains that our nervous system is also relevant and important in the generation of emotions. In his analysis, the limbic system seems to control our emotional life. This system includes the hypothalamus and the amygdala both these have a direct impact on our emotional state. The hypothalamus directly regulates our bodies physical stimulus such as pain and pleasure along with our physical responses they produce such as a blood pressure, heart rate, breathing etc. and it also incorporates our emotional behaviours such as rage and anger. The amygdala is cited as directly controlling our emotional state, which in moments of heightened emotional awareness flood the body would stress hormones gear towards our fight or flight responses.

Darwin(1872) during his work on human evolution and adaptation postulated that human emotions were also evolving and adapting in line with human physical and intellectual development. The modern evolutionary theory also seems to support the idea that different emotions have evolved at different periods over time. This ongoing evolution of our brain and emotions simultaneously allows for more recently evolved parts of our brain being able to override old portions. Such as when the neocortex subdues the amygdala fight or flight response and allows for a more moderated emotional response. Freedman(2007) says emotions are not simply a chemical in the brain. They are electrochemical signals that affect the chemistry and electricity of every cell in the body. The body’s electrical state is modulated by emotions, changing the world within the body. Meyers(2018), human emotion involves "physiological arousal, expressive behaviours, and conscious experience." 

[bookmark: _Toc527325453]Emotional Intelligence theories

Salovey & Mayer (1990)when proposing their theory expressed the following opinion Emotional Intelligence “is the ability to monitor one’s own and other’s emotions, to discriminate among them, and to use the information to guide one’s thinking and actions”. Mayer and Salovey (1993) said they elected to not just highlight emotional competence but rather coined the term emotional intelligence as it linked their theory with the more accepted method of measuring intelligence. Thus, creating a link between the two, a link that they believed was a necessary prerequisite for emotional and intellectual intelligence. In doing so Salovey and Mayer (1990) have shown that there is a conjoining element of both the emotional and intellectual that combination is necessary as EI involves intellectual processing and mental aptitude, and that the mental abilities cannot be divorced from intellect and emotion.



The five domains of Mayer and Salovey’s (1990) EI are 
knowing one’s emotions, 
managing emotions,
motivating oneself, 
recognizing emotions in others
handling relationships.
The domains listed show that EI begins with mastery of ourselves, as the first steps to successfully interacting with others. Prompting the notion that we have to be emotionally capable within ourselves first to be emotionally capable with others. 
Salovey’s and Mayer’s (1997) revisited their theory and added four additional elements these were 
1:identifying emotions: The ability to recognise emotions in others both real and disingenuous 
2: utilization of emotion: the ability to make decisions using emotions to aid in problem solving and can make sure of varying emotional points of view.
3: understanding emotion: The ability to understand the underlying cause of emotions their potential impact and how they can affect the course of events. 
4: managing emotion. The ability maintain an emotional equilibrium even in the most difficult of emotional circumstances whilst being able to deal with even the most negative of emotions. 

According to Mayer and Salovey those capable of a well-balanced EI have shown themselves to be positive, open minded and because they have an ability to understand their own emotions and those of the people around them are a pleasure to know. They wanted to make people aware that emotions were more than just feelings and moments of irrational behaviours, that in fact EI if used properly is a tool like all other tools. Which when used to its maximum potential help us to  identify, use, understand, and manage emotions in positive ways to relieve stress, communicate effectively, empathise with others, overcome challenges, and defuse conflict.

Goleman(1998) defines EI as “the capacity for recognising our own feelings and those of others, motivating ourselves, for managing emotions well in ourselves and in our relationships"(Maund, 2018, p.409).
Goleman(1998) presented the concept of Emotional Intelligence as being encapsulated by  four overarching elements:
•	Self-Awareness
•	Self-Management
•	Social Awareness
•	Social Skills
The first two of the key competencies are basic prerequisites for individuals to be able to manage others. As John Maxwell(2013) would say you, you cannot teach someone that which you cannot do yourself, we reproduce what we are. If you wish to see emotional intelligence around you-you must possess it yourself as a leader. Without the ability to manage ourselves it becomes almost impossible to manage those around us. Goleman suggests that the four basic points can have an important impact on every part of your life. 
1) [bookmark: _Toc527310136][bookmark: _Toc527325454]Your performance at work:
[bookmark: _Toc527310137][bookmark: _Toc527325455] by aiding each of us in social interactions at work, assessing others and helping you to excel in your career. Goleman also suggested that EI is starting to gain such recognition in the workplace that many companies now view emotional intelligence as being as important as technical ability and now even require EQ testing before hiring. 



2) [bookmark: _Toc527310138][bookmark: _Toc527325456]Your physical health:
[bookmark: _Toc527310139][bookmark: _Toc527325457]Stress can be a potentially debilitating illness that can overwhelm individuals to such an extent it can derail careers. Therefore, managing your EI can prove to be especially important. A key component of EI in the workplace is learning how to control stress.
3) [bookmark: _Toc527310140][bookmark: _Toc527325458]Your mental health
[bookmark: _Toc527310141][bookmark: _Toc527325459]Uncontrolled  emotions can severely affect your mental abilities and status, leaving you liable to erratic mood swings. People can form negative opinions about you and will find you difficult to communicate to and deal with. This in turn can make it hard for others to form strong relationships which can leave you feeling lonely and isolated. Which in turn serves to affect your mental standing even more detrimentally. 


4) [bookmark: _Toc527310142][bookmark: _Toc527325460]Your relationships:
Whilst a lack of EI can be detrimental to you, an individual with strong EI reaps a myriad of highly advantageous rewards. Especially when it comes to personal relationships with others. By understanding your emotions and how to control them, you’re better able to express how you feel and understand how others are feeling. This allows you to communicate more effectively and forge stronger relationships, both at work and in your personal life. People who have especially high EI project confidence and become natural leaders.



[image: https://www.keystepmedia.com/wp-content/uploads/ESI-Leadership-Domains.jpg]


Goleman held the belief that emotional intelligence was not only a different way of being smart it is also a prerequisite to being able to achieve high-performance, especially in leadership roles. Also, that within each one of these domains there were a variety of additional competencies that needed to be learned and developed to make individuals truly high performers in their organisations.(Appendix 2) That the four base core attributes underpinned several associated skills. That serve to make us more than just competent in the workplace.
Self-awareness: is more than just an awareness of oneself it is emotional self-awareness that is key. 
Self-management: it's about the ability we possess as individuals to make the most of ourselves. 
Social awareness: provides us with the capabilities to connect to and understand individuals and the wider organisational culture. 
Relationship management: Endows us with the prerequisite tools and capabilities to interact and be successful with others. Whether as leaders, followers or peers.


[bookmark: _Toc527325461]Emotional Intelligence Detractors

Whilst there have been passionate and well supported arguments for the benefits of EI, there have been those who disagree with them. One such detractor is Adam Grant of the Wharton school of Business, who in 2014. Published an online article titled “is emotional intelligence overrated”. Grant tells a story of how he was approached by an eminent CEO and asked is it possible to measure  EI in the interview process. Grant strongly suggests that a better measure would be that of cognitive ability. That whilst EI has its place it is no substitute for cognitive abilities which is the traditional intelligence: the capability to reason and solve verbal, logical, and mathematical problems. There is evidence to support Grants argument, Dane Barnes of Optimize Hire, implemented a viable test of cognitive ability versus emotional intelligence in a sales environment.  The tested personnel had their sales revenue tracked over several months. Cognitive ability was proven conclusively to be of Greater value than EI, the Cognitive ability was more than five times more powerful than emotional intelligence. When the CEO wasn’t convinced: the tests were rerun this time with applicants, who knew that their results could affect whether they were hired. Once again, cognitive ability dramatically outperformed emotional intelligence.
Grant was not everything EI out of hand, rather who was highlighting that certain roles and all professions are no better off for placing to break an emphasis on EI. This isn’t to say that emotional intelligence is useless. As Grant says "It's relevant to performance in jobs where you have to deal with emotions every day, like sales, real estate, and counselling. If you’re selling a house or helping people cope with tragedies, it’s very useful to know what they’re feeling and respond appropriately. But in jobs that lack these emotional demands—like engineering, accounting, or science—emotional intelligence predicted lower performance. If your work is primarily about dealing with data, things, and ideas rather than people and feelings, it’s not necessarily advantageous to be skilled in reading and regulating emotions. If your job is to fix a car or balance numbers in a spreadsheet, paying attention to emotions might distract you from working efficiently and effectively"
[bookmark: _Toc527325462]Workplace Development
Better managers recognise that the art of management is something they need to learn (Armstrong, 2014, p3)........ Essentially, management is about deciding what to do and then getting it done through people(Armstrong, 2014, p4) and finally management is a process that exists to get results by making the best use of the human resources....... available to the organisation and to individual managers (Armstrong, 2014, p5). Armstrong highlights in these remarks there is a singular objectivity to management and also by extension leadership. Which is ultimately to produce a required end result. 
Goleman(1995) wrote that although there is a set of qualities necessary and common to leadership, intelligence, stiffness, determination and Vision etc these alone are not enough. That an added distinct quality was needed that quality being Emotional Intelligence. Furthermore, EI was not just a prerequisite full senior management in organisations it is, in fact, necessary for ongoing success at any level in an organisation. Increasingly forward-thinking organisations have started to recognise and value emotional intelligence and look for employees who possess these qualities. Individual seeking to rise to higher levels of responsibility are shown to have high well managed EI. Such organisations are increasingly viewed as learning organisations.
One proponent of such an organisation is the American systems scientist Peter Senge who in his seminal publication of 1990 proposes learning organizations are where people continually expand their capacity to create the results they truly desire, where new and expansive patterns of thinking are nurtured, where collective aspiration is set free, and where people are continually learning to see the whole together. But also warns our prevailing system of management has destroyed our people. People are born with intrinsic motivation, self-respect, dignity, curiosity to learn, joy in learning”. 
One of the key elements of leadership of learning organisations is the level of EI its leadership possesses. Needle (2004) stated “organizational culture represents the collective values, beliefs and principles of organizational members” this starts with its leaders. Which is then exhibited in the characteristics of training, personnel and organisational development.  Leaders who are well versed in Goleman’s basic four elements as discussed previously.
[bookmark: _Toc527325463]Business Performance
Goleman revealed direct links between a leader's emotional intelligence and measurable business results. The principal goal of workplace emotional intelligence is to manage people to produce the best results. Goleman(2003) suggests the following aspects relationship management end of that goal 
inspiration the ability to lead others to success, whilst being trusted by those who follow to aspire to lofty goals.
Influence leaders with this ability can help others overcome concerns or doubts and persuade them to commit to change and challenges they usually would not.
Developing others, the ability to help others achieve the very best that they can help them overcome weaknesses and build on strengths, whilst engaging them to want to do better on a continuous basis. 
Change catalyst the ability to help others transition through change no matter how difficult or daunting and see the benefits such change can bring about for everyone. 
Conflict management the ability to help others with their emotions and recognise those emotions to help them overcome issues between personnel and to create an atmosphere where such issues do not arise again. To possess the ability of a calm moderating voice to serve as mediator in conflicts.
Teamwork and collaboration Leaders who are also team players  generate an atmosphere of friendly cordiality and are also themselves models of respect, helpfulness, and cooperate. They draw others into active, enthusiastic commitment to the collective effort, and build  team spirit and identity
When a leader has all of these components in the Arsenal of leadership, they enable others to provide the very best results for that organisation. This, in turn, has a direct impact on performance and profitability. Personnel who function well and work hard, with a joint vision. Enhance the organisations they work which ultimately results in a highly beneficial business.

[bookmark: _Toc527325464]Use theories of emotional intelligence and mindfulness to review the effect of emotions on your own workplace performance

[bookmark: _GoBack]One of the underpinning attributes and skills of emotional intelligence is that of mindfulness. Chaskalson defines mindfulness "as a way of paying attention, in the present moment, to yourself, others and the world around you"(Chaskalson, 2011, p13). The modern era has brought increasing technological advances that serve to make our life easier and has broadened our Horizons to a transglobal world. The price of which is a constant bombardment of external stimuli in the form of modern-day technology. Our lives are now lived in a state of constant high tempo with constant demands, which rarely allow us the opportunity to stop and see the world around us.  For all of the advances in Modern communication technology, the art of interpersonal communication has suffered. The internet has taken us from books. In this maelstrom of activity, we have started to lose the ability to focus on the important things. Mindfulness is the art form that we can all learn to bring us back to the moment and start capturing back what we have lost in The Pursuit of our hectic lifestyles.
The modern workplace has not been immune to this particular issue. In which we are all under a constant cacophony of noise and a constant flow of information. Coupled with increasing demands to perform all tasks in less time with expectations of Higher results. Which has resulted in increased stress and workplace-related illnesses, workplace dissatisfaction and increased friction between corporations and its employees. This has resulted in detrimental results such as increased absence in the form of illness and high turnover of colleagues in certain Industries. Organisations are becoming more attuned to the need to start tackling these problems, in order to avoid an overwhelming meltdown of their colleague base.
One method that is starting to gain traction and is being used more often is mindfulness-based stress reduction (MBSR) courses. A prime example of this can be shown in the case of TFL (Transport for London) An internal review conducted in 2003 found that mental health was one of the top two issues affecting employees.
In 2010 TfL offered a six –week group stress reduction workshop for any of its 20,000 staff who met the referral criteria.


The course taught Mindfulness-Based Stress Reduction (MBSR) techniques alongside more traditional approaches to mental health techniques. The end result was as follows 
71% fall in days taken off for stress, anxiety and depression
50% fall in absences for all conditions 
80% of participants reported improvements in relationships
79% reported improvements in their ability to relax
64% reported improvements in sleep patterns
53% reported improvements in happiness at work
Another case study was one of the world's largest online retailers. After a decade of their total market dominance, the company entered into a turbulent time of extreme downturn. Marking what many considered to be the beginning of a recession for there. This organisation then entered into an eight-week stress reduction programme. One participant the senior legal counsellor had this to say" you all know what's been going on in my corner of this world these past weeks. The stress levels have been in maths but the work we've been doing in the mindfulness group has made such a difference. Not just at work...... I've been, I guess somehow more human at home too. Not so snappy and more available. It has not been easy for the group to follow the program. Which amongst other things required the participants to engage in meditation. Something some of them have never done before. Just the act of fitting in 20 + minutes or so a day to meditate in amongst the exceptionally busy schedules both at home and at work was a challenge unto itself. Even though the program was difficult the schedule for it was voluntary and ultimately prove to be beneficial and a value to those who participated.(Chaskalson, 2011, pp1-2)


Goleman (2000) argued that leaders need to possess strong emotional intelligence in order to manage themselves and their relationships. Goleman(2000)Sought to set out to illustrate that emotionally intelligent leaders possess self-confidence and are self-reliant who, in a crisis, can still motivate others with a strong positive attitude. They are the type of leader that people want to be around, they are the type of person people trust deeply and have the highest respect for. It is all too easy for leaders to ignore the human considerations in pursuit of goal-attainment. Therefore empathy, as Goleman states, is an important quality.  Those leaders who make the effort to connect with their personnel often produce better results than leaders who are solely performance-driven. Good leaders have ambitious standards expecting the best from each employee. Leaders of this calibre are noteworthy in this regard because they persuade others to deliver the highest performance. Then, through their own competence, achieve equally impressive results.
The author has in his professional career been subject to the oversight of the two extremes of managers, those who have possessed high emotional intelligence and those who had none. Whilst working in a  sports apparel retailer, a misunderstanding about a conversation in a recruitment drive. Lead to the author being physically threatened by a very large physically robust area manager. If the area manager had tried to find out what had actually happened, if he had displayed any of the disciplines that Goleman states are required of leaders such as self -awareness, self -management, social awareness  and social skill. Particularly the latter two the unsavoury incident could have been avoided. The author was for ever on the back foot after the incident and in an effort was for ever working to hard to please people in the company for the wrong reasons. In this constant state of fear and stress the author was constantly under pressure and performed badly in the eyes of others and started to be viewed poorly by others in authority. The ensuing stress at work bled into his home life. The impact of this incident along with a culture that was generally dismissive of its personnel combined to be the factors  that lead the author to leave the organisation shortly afterwards. Not long afterwards whilst visiting a store with a manager the author knew, he was told that the area manager in question was no longer with the company as he had one complaint too many about his behaviour and had been dismissed
 On the other end of the spectrum, the author has been managed by others who have possessed high levels of EI. Such as his manager in his first corporate organisation. This particular manager possesses the qualities that Goleman refers to as someone who possesses high emotional intelligence. He spent time supporting and helping the author to become the very best I could be in the environment we were in. Taking time to understand the author's issues and problems and helping him to overcome issues. Whilst developing him along a path of continuous improvement. During this time at this particular organisation, the author enjoyed an emotionally stable time professionally speaking. That made it possible for him to produce a high standard of workplace performance. That was soon recognised by others in the organisation outside of the store. That prompted the authors to move upwards in the organisation hierarchy, and eventually to another store. To start his progression in management, the authors time in the company came to an end. With the arrival of a new area manager who possessed none of the qualities that the authors first line manager had.
As a manager, the author has also had to learn to develop the skills the Goleman suggests are intrinsically necessary to be a successful leader and emotionally mature. This has not always been easy, and it is taking time effort and feedback from those around him to improve overtime. The author has shown moments of understanding towards those around him which have left him with an insight into how being an emotionally mature manager reaps far Greater benefits, that not displaying EI.
 
[bookmark: _Toc527325465]Conclusion
Throughout this paper the value and strength of emotional intelligence in the modern workplace. Goleman, Mayer and others have presented a strong case for the virtue of  not just managers and leaders but of everyone in an organisation being emotionally in tune with each other for the benefit of the business. A case has been presented which would suggest but the reliance upon emotional intelligence in the workplace is buy and large overrated. That traditional cognitive and intellectual strength take precedence and priority. The author has studied the Works in favour of emotional intelligence and having past personal experience working with those who do possess it and those who don't. In organisations that actively promote EI and those who are blind or oblivious to it. Is inclined to support the evidence in favour of EI, Carnegie reminds us when dealing with people, remember you are not dealing with creatures of logic but creatures of emotion. Furthermore, that Drucker's often quoted idealism that culture eats strategy for breakfast. Is a reminder that we should put people and their wellbeing before all other aspects of an organisation in order to reap the maximum rewards.
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