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[bookmark: _Toc230555731]Introduction
Emotional intelligence is important in the workplace because it helps people understand, manage and respond to emotions in themselves and others. The early Emotional Intelligence theory was developed during the 1970s and 80s through the work of psychologists Howard Gardner, Peter Salovey and John Mayer. Their research showed how emotions can affect behaviour, communication and relationships in both personal and professional situations. Emotional intelligence is now seen as an important part of workplace success because employers recognise that technical skills alone are not enough.
In businesses such as beauty salons, employees interact with customers every day, meaning emotions can affect communication, teamwork and customer satisfaction. Staff often deal with complaints, pressure and different customer personalities, so managing emotions professionally is important. Employees with strong emotional intelligence are usually better at listening, showing empathy and building positive relationships with clients and colleagues.
Goleman (1995) stated that emotionally intelligent individuals are ambitious, enthusiastic and committed to achieving their goals. He believed emotional intelligence supports leadership, teamwork and decision-making. In customer-focused businesses such as beauty salons, these qualities are important because employees are expected to remain calm and professional during stressful situations.
Mindfulness is also important because it helps workers stay calm, focused and less stressed during busy situations. It helps employees become more aware of their emotions and react more positively in difficult situations. In a salon environment, mindfulness can improve concentration, reduce mistakes and support professional behaviour.
This assignment will critically evaluate theories of emotional intelligence and explain how they are relevant to workforce development and business performance. It will also review how emotional intelligence and mindfulness affect my own workplace performance at Graceful Nails and Beauty.

[bookmark: _Toc230555732]Critically evaluate theories of emotional intelligence and their relevance to workforce development and business performance

[bookmark: _Toc230555733]What is Workforce Development?
Workforce development is the process of improving employees’ skills, knowledge, abilities and behaviours so they can perform better in the workplace and contribute positively to organisational success. According to Clarke (2004), workforce development focuses on training, communication, leadership and employee growth to improve organisational performance. Other researchers also agree that workforce development is important because it helps businesses improve staff performance, increase motivation and create a more productive working environment.
Workforce development is not only about teaching employees technical skills, but also helping them develop personal and social skills that improve the way they work with others. This includes communication, teamwork, problem-solving, leadership and emotional awareness. Businesses that invest in workforce development are more likely to have motivated employees, lower staff turnover and better customer satisfaction. Employees who feel supported and trained are often more confident in their job roles and more willing to contribute positively to the workplace.
In a salon environment, workforce development can include training staff in communication skills, customer care, conflict management, teamwork and professionalism. Beauty salons are highly customer-focused businesses, so staff need strong interpersonal skills to build positive relationships with clients. Emotional intelligence can support this because employees who understand emotions are often better at working with both customers and colleagues. Staff who can manage stress and communicate professionally are more likely to create a positive salon atmosphere and improve customer experiences.
Workforce development is also important for helping businesses adapt to change. In the beauty industry, trends, treatments and customer expectations constantly change, meaning employees need regular training and support to stay updated. Emotional intelligence can help staff become more adaptable and open to learning because emotionally intelligent individuals are usually more self-aware and motivated to improve their performance.
[bookmark: _Toc230555734]Goleman’s EI Competency Model (1995)
Daniel Goleman developed one of the most well-known emotional intelligence theories. His model became popular because it linked emotional intelligence directly to workplace success, leadership and professional relationships. Goleman argued that emotional intelligence could be just as important as IQ when it comes to achieving success in the workplace. His theory focuses on emotional and social competencies that help people manage themselves and their relationships with others.
His model includes five main areas:
· Self-awareness 
· Self-regulation 
· Motivation 
· Empathy 
· Social skills 
Self-awareness refers to understanding your own emotions and recognising how they affect behaviour and decision-making. Self-regulation means controlling emotions and reacting calmly in stressful situations. Motivation relates to being driven to achieve goals and maintain a positive attitude. Empathy involves understanding the emotions and feelings of others, while social skills focus on communication, teamwork and relationship-building.
Goleman believed these emotional competencies are important for workplace success and leadership. His theory suggests that people with strong emotional intelligence can manage pressure better, communicate effectively and build positive relationships. Emotionally intelligent individuals are often more resilient and better able to cope with challenges in the workplace.
The theory is especially relevant in customer service industries such as beauty and hospitality because employees regularly interact with people and need to maintain professional behaviour. In salons, customers expect staff to be welcoming, friendly and understanding, meaning emotional intelligence can have a strong impact on customer satisfaction and loyalty.
[bookmark: _Toc230555735]Relevance to Workforce Development
Goleman’s theory is highly relevant to workforce development because it focuses on behaviours that can be developed through training, practice and experience. Businesses can use emotional intelligence training to improve communication, teamwork, leadership and customer service skills. Employees who develop emotional intelligence are often better at managing workplace stress and building positive working relationships.
In Graceful Nails and Beauty, staff need good communication and empathy skills when dealing with clients. For example, some customers may arrive stressed, anxious or unhappy, and emotionally intelligent staff can stay calm and respond professionally. Employees who are able to recognise customer emotions can adjust the way they communicate to make clients feel more comfortable and valued.
Self-awareness is important because beauty therapists need to recognise when their emotions may affect customer interactions. If an employee feels stressed or frustrated, they need to avoid letting those emotions affect the service they provide. Self-regulation also helps employees remain professional during busy periods or when dealing with complaints or difficult customers.
The model supports teamwork because employees with strong social skills are more likely to cooperate, communicate clearly and support each other. In salons, teamwork is very important because staff often work closely together throughout the day. Positive relationships between employees can improve the working environment and reduce workplace conflict.
Motivation is another important part of Goleman’s theory. Employees who are motivated are more likely to work hard, maintain good standards and provide better customer service. In the beauty industry, motivated staff may also be more willing to learn new skills and treatments, which can improve the quality of services offered by the business.
However, one criticism of Goleman’s theory is that it is quite broad and difficult to measure scientifically. Some researchers argue that his model mixes personality traits with emotional intelligence skills, making it unclear whether emotional intelligence is a learned ability or part of someone’s personality. This means it can sometimes lack reliability when used in workplace assessments or recruitment processes.
Another criticism is that emotional intelligence training may not work equally well for everyone. Some people may naturally have stronger emotional skills than others, and businesses may find it difficult to measure improvement accurately.
Despite these criticisms, the theory is still widely used in organisations because it is practical and easy to apply to real workplace situations. Many businesses value emotional intelligence because it improves communication, leadership and customer relationships.
[bookmark: _Toc230555736]Relevance to Business Performance
Emotional intelligence can have a direct effect on business performance in the beauty industry. Good customer service is essential in salons because customer satisfaction often leads to repeat bookings, customer loyalty and positive reviews. Businesses with emotionally intelligent employees may develop stronger customer relationships and a better reputation.
At Graceful Nails and Beauty, emotionally intelligent staff help customers feel comfortable, relaxed and valued. For example, listening carefully to customer concerns and responding calmly can improve client trust and loyalty. This can increase customer retention and encourage clients to recommend the salon to others.
EI can also improve employee performance by reducing workplace stress and improving communication. Staff who manage emotions effectively are more likely to remain productive during busy periods and maintain professional behaviour under pressure. This can improve the overall efficiency of the salon and create a more positive atmosphere for both staff and customers.
Strong emotional intelligence can also support leadership and management. Managers who understand employee emotions may be better at motivating staff, solving conflicts and creating a supportive workplace culture. This can increase employee satisfaction and reduce staff turnover, which is important in customer-focused industries.
However, emotional intelligence alone does not guarantee business success. Factors such as pricing, marketing, technical skills, product quality and competition also affect performance. A salon may have emotionally intelligent staff but still struggle financially if it does not manage costs or attract enough customers. This shows that EI should be seen as one important factor rather than the only reason for business success.
[bookmark: _Toc230555737]Mayer and Salovey’s Ability Model
Mayer and Salovey developed the Ability Model of emotional intelligence in 1997. Their theory focuses on emotional intelligence as a set of mental abilities rather than personality traits. Unlike Goleman’s theory, which focuses on workplace competencies and behaviours, Mayer and Salovey believed emotional intelligence should be viewed as a cognitive ability that can be measured.
Their model includes four areas:
· Perceiving emotions 
· Using emotions to support thinking 
· Understanding emotions 
· Managing emotions 
Perceiving emotions involves recognising emotions in yourself and others through facial expressions, tone of voice and body language. Using emotions to support thinking means emotions can help people make decisions and solve problems. Understanding emotions focuses on recognising how emotions change over time and affect behaviour. Managing emotions involves controlling emotions effectively and responding appropriately in different situations.
This theory suggests emotionally intelligent people can recognise emotions accurately and use emotional information to make better decisions. The model is often considered more scientific than Goleman’s theory because it focuses on measurable emotional abilities rather than personality characteristics.
[bookmark: _Toc230555738]Relevance to Workforce Development
The Ability Model is useful for workforce development because it focuses on emotional skills that employees can improve over time through learning and experience. Businesses can use this model to help employees improve communication, emotional awareness and problem-solving abilities.
In a salon, recognising customer emotions is very important. For example, if a client appears nervous, uncomfortable or unhappy, staff can adjust their communication style to make them feel more relaxed and confident. This can improve customer experiences and reduce misunderstandings.
Understanding emotions also helps managers deal with staff issues more effectively. If employees are stressed, frustrated or demotivated, emotionally intelligent managers may identify problems early and provide support before situations become worse. This can improve staff wellbeing and create a more supportive workplace environment.
Compared to Goleman’s theory, Mayer and Salovey’s model is more focused and supported by academic research. Many researchers believe it has stronger scientific reliability because it treats emotional intelligence as a measurable ability. This makes it more useful for psychological studies and workplace assessments.
However, the model can also be criticised because it may not fully explain how emotions influence behaviour in real workplace situations. It focuses heavily on emotional thinking and cognitive processes but less on practical leadership and interpersonal skills. In customer service industries such as beauty salons, practical communication skills are often just as important as emotional understanding.
[bookmark: _Toc230555739]Relevance to Business Performance
The Ability Model can improve business performance by helping employees make better decisions, improve customer relationships and manage workplace situations more effectively. Employees who understand emotions are often better at resolving conflicts and maintaining positive interactions with customers.
In Graceful Nails and Beauty, understanding customer emotions can improve consultations and reduce misunderstandings. For example, if a client becomes upset about a nail treatment, emotionally intelligent staff can manage the situation calmly and professionally. This may prevent complaints from becoming worse and protect the salon’s reputation.
The theory also supports stronger teamwork because employees who understand emotions may communicate more effectively with colleagues. Better communication can reduce misunderstandings and improve cooperation between staff members.
Another benefit is that emotionally intelligent employees may cope better with workplace pressure and stress. This can reduce absenteeism and improve productivity. Employees who can manage emotions effectively are often more resilient and adaptable during difficult situations.
However, some business problems cannot be solved through emotional intelligence alone. Financial management, staffing levels, business planning and external competition also affect performance. This means EI should work alongside other business strategies rather than replacing them.
[bookmark: _Toc230555740]Comparing the Two Theories
Both Goleman’s model and Mayer and Salovey’s model focus on understanding and managing emotions, but they approach emotional intelligence differently. Both theories agree that emotions influence behaviour, communication and workplace relationships, but they explain emotional intelligence in different ways.
Goleman’s theory focuses more on workplace behaviours, leadership and social skills, while Mayer and Salovey focus more on emotional abilities and thinking processes. Goleman’s model is strongly linked to management and employee performance, whereas Mayer and Salovey’s theory is more focused on psychological abilities and emotional understanding.
Goleman’s model is practical and easy to apply in businesses such as salons. It is useful for leadership, teamwork, customer service and communication training. However, it is sometimes criticised for lacking scientific accuracy and for being too broad.
Mayer and Salovey’s theory is more research-based and structured, making it more reliable from an academic perspective. However, it may be less practical for everyday workplace training because it focuses more on emotional thinking than workplace behaviours.
In my opinion, Goleman’s theory is more useful in the beauty industry because customer interaction and communication are a major part of salon work. Employees need empathy, social skills and emotional control to provide good customer service and maintain positive relationships with clients. However, Mayer and Salovey’s theory is still valuable because it explains how emotional understanding affects decision-making and behaviour. Both theories are useful when combined because they help businesses understand both emotional skills and workplace behaviours.
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[bookmark: _Toc230555742]What is Mindfulness
Mindfulness is the ability to focus on the present moment and become more aware of thoughts, emotions and surroundings without reacting negatively or becoming overwhelmed. It involves paying attention to feelings and situations calmly rather than reacting emotionally straight away. Mindfulness encourages people to slow down, focus clearly and become more aware of how emotions affect behaviour and decision-making.
Jon Kabat-Zinn is one of the main theorists linked to mindfulness. He believed mindfulness can reduce stress, improve emotional control and support mental wellbeing. Kabat-Zinn introduced mindfulness into healthcare and workplace settings, showing that mindfulness techniques can help people cope better with stress and pressure. His work suggested that people who practise mindfulness regularly are often calmer, more focused and better able to manage difficult situations.
Many researchers agree that mindfulness helps people manage emotions more effectively and improve concentration at work. Mindfulness has become increasingly popular in workplaces because employers recognise that stress and pressure can affect employee wellbeing and performance. Businesses now use mindfulness training to help employees improve focus, communication and emotional resilience.
Mindfulness is especially important in customer service industries such as beauty and hospitality because employees work closely with people every day. In salons, workers may experience pressure from busy appointments, demanding customers and long working hours. Mindfulness can help employees remain calm and professional during stressful situations and improve the quality of customer interactions.
Mindfulness can also improve mental wellbeing by helping employees become more aware of stress before it becomes overwhelming. Workers who practise mindfulness may be more likely to maintain a healthy work-life balance and avoid burnout. This is important in the beauty industry because employees are often expected to maintain a positive attitude throughout the working day.
[bookmark: _Toc230555743]Relationship Between Mindfulness and Emotional Intelligence
Mindfulness and emotional intelligence are closely connected because both involve awareness, emotional control and understanding behaviour. They both encourage individuals to become more aware of their emotions and reactions in different situations.
Mindfulness helps people become more aware of emotions, while emotional intelligence helps people manage and respond to emotions properly. Together they can improve communication, reduce stress and support better workplace relationships. Employees who are mindful are often more self-aware, and this can strengthen emotional intelligence because they are better able to recognise how emotions affect their behaviour.
For example, mindfulness can help employees pause and think before reacting emotionally in stressful situations. Emotional intelligence then helps them choose the most professional and appropriate response. This combination can reduce conflict and improve communication in the workplace.
Mindfulness and emotional intelligence also both support empathy. Mindful individuals are often better listeners because they focus fully on conversations and interactions. This can help employees understand customer feelings and respond more appropriately. In customer-focused businesses such as salons, empathy is important because clients want to feel listened to and respected.
For example, in a salon environment, mindfulness can help employees stay calm during busy appointments, while emotional intelligence helps them communicate professionally with customers and colleagues. If a customer becomes upset or complains about a treatment, mindfulness can help staff remain calm, while emotional intelligence helps them understand the customer’s feelings and resolve the issue professionally.
Both mindfulness and emotional intelligence can also improve teamwork. Employees who are emotionally aware and calm under pressure are often easier to work with and better at supporting colleagues. This can create a more positive and productive working environment.
However, mindfulness and emotional intelligence are not always easy to develop. Some employees may struggle to manage emotions during stressful situations, especially in fast-paced environments. This means businesses may need to provide training and support to help employees improve these skills.
[bookmark: _Toc230555744]Review of My Own Workplace Performance
Working at Graceful Nails and Beauty has shown me how emotions can affect workplace performance in both positive and negative ways. In busy periods, stress and pressure can sometimes affect communication, concentration and confidence. Emotional intelligence helps me stay professional and understand how my emotions may influence customer interactions and teamwork.
Self-awareness is important because I can recognise when I feel stressed, frustrated or overwhelmed. This helps me avoid reacting negatively towards customers or colleagues. For example, if a customer complains about waiting times or a service issue, I try to remain calm and listen carefully rather than becoming defensive or upset. This usually helps prevent situations from becoming worse and allows problems to be solved more professionally.
I have also noticed that when I feel stressed, it can affect my concentration and confidence at work. Being self-aware allows me to recognise these feelings early and manage them before they affect my performance. This is important because customers expect salon staff to remain calm, friendly and professional at all times.
Empathy is also important in my role. Some clients may arrive feeling anxious, nervous or upset, and understanding their emotions helps me provide better customer service. For example, some customers may feel uncomfortable about treatments or may already be stressed from personal issues outside work. By listening carefully and speaking calmly, I can help customers feel more relaxed and comfortable.
When customers feel listened to and respected, they are more likely to trust the salon and return in the future. Positive customer experiences are very important in the beauty industry because satisfied clients often recommend the salon to other people through reviews or word of mouth.
Mindfulness has helped improve my workplace performance because it encourages me to stay focused on the present moment instead of becoming overwhelmed by stress. During busy shifts, mindfulness techniques such as deep breathing and staying focused on one task at a time help me remain calm and organised. This reduces mistakes and improves the quality of my work.
Mindfulness has also helped me improve communication with colleagues. When I stay calm and focused, I am better able to listen and respond professionally during teamwork situations. This creates a more positive atmosphere in the salon and reduces misunderstandings.
However, emotions can sometimes negatively affect performance. If staff are tired, stressed or frustrated, communication may become weaker and teamwork can suffer. This can create tension in the salon and affect customer experience. For example, if employees become stressed during busy periods, they may become less patient with colleagues or customers, which can negatively affect the salon environment.
I have also realised that emotional intelligence is important for handling difficult situations professionally. In the beauty industry, customer satisfaction is very important, so employees need to remain calm and polite even when dealing with complaints or pressure. Emotional intelligence helps me understand that my reactions can affect both customers and the reputation of the salon.
My review shows that emotional intelligence and mindfulness are both important in helping me manage stress, improve communication and maintain professional behaviour at work. They help me stay calm under pressure, improve customer relationships and work more effectively with colleagues.
[bookmark: _Toc230555745]Traits of an Emotionally Intelligent Manager
An emotionally intelligent manager is usually self-aware, calm under pressure and able to understand the emotions of others. They communicate clearly, support staff development and encourage teamwork. Emotionally intelligent managers are often good listeners who can build positive relationships with employees and customers.
Managers with strong emotional intelligence are able to recognise when employees are stressed, unmotivated or struggling at work. This allows them to provide support and solve problems before situations become worse. In workplaces such as beauty salons, supportive management is important because employees often work in busy and stressful environments.
At Graceful Nails and Beauty, emotionally intelligent management can improve staff confidence and create a positive working environment. Managers who stay calm and approachable are more likely to solve problems effectively and maintain staff motivation. Employees may feel more comfortable asking for help or discussing problems when managers communicate respectfully and professionally.
Emotionally intelligent managers are also resilient and flexible. This is important in the beauty industry because customer demands, appointments and busy schedules can change quickly. Managers need to stay organised and make decisions calmly during stressful situations.
Another important trait of emotionally intelligent managers is empathy. Managers who understand employee emotions are often better at resolving conflicts and supporting teamwork. This can improve employee wellbeing and create a stronger sense of teamwork within the salon.
Emotionally intelligent managers are also more likely to encourage staff development. They may provide constructive feedback, support training opportunities and motivate employees to improve their skills. This can improve employee confidence and overall business performance.
However, emotionally intelligent leadership does not mean managers avoid difficult situations. Sometimes managers still need to make challenging decisions or address poor performance. Emotional intelligence simply helps them handle these situations more professionally and respectfully.
[bookmark: _Toc230555746]Conclusion
Emotional intelligence is highly important in workforce development and business performance, especially in customer-focused businesses such as Graceful Nails and Beauty. Employees in the beauty industry regularly interact with customers and colleagues, meaning communication, empathy and emotional control are essential for workplace success.
Goleman’s EI Competency Model and Mayer and Salovey’s Ability Model both show how emotional understanding can improve communication, teamwork and customer relationships. Although both theories have strengths and weaknesses, they provide useful ways of understanding workplace behaviour and employee performance. Goleman’s theory is more practical for workplace situations, while Mayer and Salovey’s model provides a more research-based understanding of emotional abilities.
The assignment also showed that mindfulness and emotional intelligence can positively affect workplace performance by improving emotional control, reducing stress and supporting better communication. Mindfulness helps employees stay calm and focused, while emotional intelligence helps them respond professionally to emotions and workplace situations.
My own workplace review showed that emotional intelligence and mindfulness help me manage pressure, improve customer interactions and maintain professional behaviour during stressful situations. These skills are important for building positive relationships with customers and supporting teamwork within the salon.
Overall, emotional intelligence and mindfulness help create a more professional, productive and supportive workplace environment. Businesses that encourage emotional intelligence and mindfulness may improve employee wellbeing, customer satisfaction and overall business performance.
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