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[bookmark: _Toc129689342]Introduction
This report will explore the concepts of emotional intelligence and its relevance to the workplace. It will evaluate different emotional intelligence models and discuss the importance of emotional intelligence and mindfulness in the workplace.
Finally, it will use the theories of emotional intelligence and mindfulness to review the effectiveness of the author’s workplace performance.

[bookmark: _Toc129689343]Emotional intelligence Models
Peter Salovey and John Mayer developed a model of emotional intelligence based on 4 abilities that focus on how you process emotional information and how you use it to navigate your social environment.
They define emotional intelligence as “the ability to monitor one own and other people’s emotions to discriminate between different emotions and label them appropriately and to use emotional information to guide thinking and behaviour”
Salovey and Mayer see emotions as useful sources of information to help us understand and navigate social situations. What they have done is created a model of emotional intelligence with four abilities:
· Perceiving emotions 
· Understanding emotions 
· Managing emotions 
· Using emotions
Perceiving Emotions is all about the ability to spot and interpret emotions from different sources. This can be done from language, tone of voice, body language, posture, gesture, facial, even cultural artefacts contain emotional information, and of course this includes the ability to perceive one’s own emotions. Perceiving emotions is considered the foundation of all emotional intelligence by Salovey and Mayer because it is the starting point for processing not understanding your ability to manage and use those emotions.
Understanding Emotions is all about knowing how emotions work, understanding what emotional language means, and what the different emotions mean within the complex relationships between different subtle differences of emotions.
Understanding emotions is also about the ability to recognise subtle distinctions between very slightly different emotions and also the need to be sensitive to how emotions shift within a conversation. This is all improved with the ability to recognise subtle differences as a result understanding emotions work.
Managing Emotions is more about your ability to regulate both the individuals’ emotions and other people’s emotions. With emotion intelligence, Salovey suggests the individual can harness their own emotions and can even harness the emotions of other people even negative emotions to get useful results in the workplace.
In the final model, Using Emotions is subtly different to managing emotions. This is more about the individual harnessing their mood and emotional state to address the task at hand. 
In this model for example, we find things like diligence and perseverance, this is because emotions can interfere with our thought processes and emotional state to address the task as a result, they get in the way of making good reliable decisions and solving problems effectively. On the other hand, if the individual uses their emotions properly, they can divert them to support we're trying to achieve.
Another model for emotional intelligence is the one presented by Daniel Goleman. Before looking at how his model is constructed, it is worth noting that main difference between the two models is that Salovey and Mayer are far more interested in demonstrating that emotional intelligence is a true type of intelligence comparable with other forms of intellect and intellectual intelligence. 
Salovey and Mayer argue that emotional intelligence gives rise to these four very specific abilities that we can harness in the workplace. Goleman’s vision of emotional intelligence is rather more about a practical skill set that we can rapidly develop and use.
In academic circles, Salovey and Mayer’s model is considered a more robust interpretation of emotional intelligence however, it's less widely known because Goldman's model of emotional intelligence allows practical result far more easily and is therefore far easier to train.

[bookmark: _Toc129689344]Goleman’s Theory of Emotional Intelligence
At the heart of Goleman's theory is the idea that we can all be more effective and more productive in our private lives and our working lives. The consequence would be greater levels of emotional intelligence and increase our ability to understand and regulate our emotions in high pressure situations. This would also give us an advantage by increasing our ability to understand the emotions of others and to motivate them and influence them, which also gives us a great advantage particularly when we're trying to manage and lead people around us.
Goleman’s 5 components of emotional intelligence are:
· Self-Awareness
· Self-Regulation
· Motivation
· Empathy
· Social Skills
The first of Goldman’s 5 components of emotional intelligence is self-awareness, and this is the individual’s ability to understand themselves and their emotions and what drives them. It's about the ability to understand their goals what's important to them and their values. It gives a measure of self-confidence but also a valid understanding of strengths and weaknesses. The Greek philosophers said first know thy self. The self-awareness is about knowing who you are what you stand for and what is important to you and what your current emotional state is.
Self-Regulation takes that a step further and gives the individual the ability to manage that emotional state by managing drives, impulses and responses to stress, and events in general. Good self-awareness is the foundation of self-regulation, and we need self-regulation because sometimes our drives and impulses can be counterproductive, sometimes even destructive. 
Therefore, the ability to regulate those emotional responses and to regulate those drives can give a real edge in life. Self-regulation also gives you the ability to adapt to new situations and to seize the initiative, as a result self-regulation helps the individual to get the best from themselves.
Goleman talks about motivation as your ability to motivate yourself. It's all about things like perseverance, resilience, and diligence. However, Goleman does incorporate these components into his description of self-regulation in later models and reduces the 5 components to 4. He describes motivation as the ability of the individual to influence their own choices and their own decisions and their own responses. It would require positive motivation to have a positive influence on oneself in these areas.
The 3 components covered so far are inward looking but the final two looks outward toward others.
Empathy is the ability to recognise, interpret, and understand the emotional states and feelings of the people around you. When the individual masters how to do this, it gives the individual options in how they respond, options which allow more effective responses.
Empathy is also sensitivity to all sorts of cultural factors. It is very important in a world of work which can now span the whole globe in which there are all different kinds of cultures and subcultures. This makes empathy the foundation of social skills. The ability to work well with the people around you.
Social skills are about your ability to build manage and develop relationships. They include things like leadership, motivation, influence, conflict management, and collaboration. While self-regulation helps you get the best from yourself, social skills help you get the best other people. 
In critic of these two models, we have already mentioned the popularity of Goleman’s method over Saveloy and Mayer’s model due to the complex nature of the latter. Though it is widely thought that Goleman’s model is more simplistic and less comprehensive it is more widely used as it appears to be easier for businesses to implement.
Goleman’s ability as a journalist to get a persuasive argument across may have contributed to his model’s success. He has promoted the model ever since and revised it as well to make it easier by removing one of the steps.
Goleman’s model has made a huge impact on the world of work. It is fair say that every manager, supervisor, and leader need to understand the core concept behind emotional intelligence.
Suffice to say that all the evidence seems to suggest that, while we can't prove definitively a causal link between training people in emotional intelligence and getting better results, there's absolutely no evidence that it is harmful. There is some correlational evidence that it really does help.
It's hard to see how understanding people better, understanding yourself better, and being better able to manage people is going to do anything other than improve an individual’s performance as a supervisor, manager, or as a leader.
To give an example of how frequent both models are used it is worth noting that Salovey and Mayer’s model has been sited academically 24649 times since 1990 but Goleman’s latest book edition has already been sited 20125 times since 2020. Therefore, the main critic in regard to the difference between the two model’s has to be the ease of use of one over the other.
A well-researched and comprehensive model still needs to be accessible by the masses to be affective. If it is too in depth and longwinded causing it to be of limited use, it then becomes less effective.
This may be more suitable for specialist fields like medicine for example, where the users will have spent many years studying in that academic field however, leadership covers a vast array of people with differing levels of academic background, and as such a more usable model will always be more beneficial.
Both models have similar tenants, but the Goleman model is easier to identify in the author’s own workplace. Although it is unclear if management and staff have gone through emotional intelligence training, it is clear to see when the traits of Goleman’s model are at play, or indeed a lack of it.
One example is where colleagues are asked to provide support with information from an area of the organisation that they are experts in. Some provide it promptly, but others are defensive and imply that the information should already be known. These employees display the emotions of fear and frustration and become guarded about what information the pass on.
These emotions and subsequent response show that these employees possibly feel threatened about others becoming as competent as they are in the role. This could possibly be down to their age and the threat of younger and smarter employees taking their place in the future.
These emotions make them difficult to deal with and cause them to give limited information, which could damage the business. It also makes them unapproachable which could reduce their chance of progression in the company as nobody likes working with unapproachable people and any upwards progression would require approachable people as well.
It is as if they need to keep their cards close to their chest to prevent anyone from from taking their job by making themselves indispensable. Ironically this emotion of fear makes it more likely that this will happen rather than less likely.
Managing this fear through taking the steps outlined in the model would help them identify these fears and manage them better allowing them to make better decisions in their job and form better relationships with colleagues that need support.
[bookmark: _Toc129689345]Transaction Analysis
One of the techniques of identifying the emotional state of people you are dealing with is called Transactional Analysis. Eric Berne, the founder of transactional analysis suggests that as a young child you have already formed a certain belief about yourself and others, he causes life positions, and they can be summarised as:
· I'm OK you're OK. 
· I'm not OK you're OK. 
· I'm OK you're not OK. 
· I'm not OK you're not OK.
These positions were put in this quadrant by Franklin Ernst (1971) earns called the quadrant the OK corral. Now to look at each life position.
In the I'm OK your OK life position, an individual will be accepting of themselves and others. This life position is known as the healthy position. This life positions is also known as existential position and represents the value an individual perceive in themselves and others. Everyone begins life from this position I'm okay you're okay and shifts to another position if something interrupts their parent-child dynamic. For example, a parent abandons the child, or the child experiences abuse or neglect.
The I'm not OK your OK position is known as a depressive or one down position. It is characterised by feeling powerless and feeling inferior in comparison with others. An example of this would be a child trying to please his or her parents but never living up to their expectations.
The I’m OK, you’re not OK position requires that there be someone less than the individual in order to maintain a sense that you are okay. This position is a trap that people in authority often fall into as they assume their position makes them better than others, and by comparison others are not okay. This is actually a defensive position of trying to stay one step ahead of others, but other people will simply perceive this as arrogant.
The example given previously relating to the author’s own organisation falls into this category as the individual felt they had knowledge that made them better than the colleagues asking for help, but in fact it was a defensive position.
I'm not OK and you're not OK is a life position that is known as the position of hopelessness and frustration. If an individual operates from this life position, they may have lost interest in life and may see life as totally pointless. This life position is characterised by individuals who are unable to cope with life, and in its worst state this position may even lead to things life self-harm or even suicide.
There are slight differences between Bernes model and Ernst’s model in their use of life positions. Ernst describes the life positions as a total life direction that are fairly fixed and are not easy to change. Berne believes that individuals shift between positions regularly each day. For example, an individual might operate from the I’m okay and you're not ok position at home, and shift to the I’m not okay and you're not ok position when talking to their manager, they then may shift to the I’m okay and your okay position when talking with friends.
The authors believes that the research displays a combination of both positions being correct at the same time rather than one or the other and, therefore, it is possible, to have an underlying position whilst flitting between different positions throughout each day.
TA is a humanistic approach, and its core philosophy is an optimistic one, so although you can't change your history, you can change your response to your history. One way to work on changing your core life position is by changing how you do things in everyday life. One tool or technique that can help with this is called mindfulness which we will discuss in the next section.

[bookmark: _Toc129689346]What is Mindfulness?
There are many definitions of mindfulness, such as: Paying attention to the present moment, non-judgementally, to look at situations in a different way (Kabat-Zinn, 2003), or a psychological state in which one focuses attention on events occurring in the present moment (Brown and Ryan, 2003; Dane, 2011). 
The premise seems to be similar in most definitions, though and this is to focus on the present in order to make good decisions. When we are talking about mindfulness in the workplace, it is clear that this tool is used in many different fields of work, and there has been a lot of research done in fields such as clinical counselling and psychology (Bishop et al., 2004 Shapiro et al., 2008), social and personality psychology (Giluk, 2009. Niemiec et al, 2010), neuroscience (Cresswell et al, 2007. Davidson et al., 2003), medicine (Epstein. 1999. Santorelli 1999), and education (Burke, 2010. Napoli et al., 2005).
This shows the widely accepted benefits of mindfulness in the workplace across many different fields. Indeed, mindfulness is a life skill that also helps in private life. In fact, research shows that mindfulness helps with vitality, satisfaction, and relationships whilst reducing anxiety, depression, and stress (Brown et al., 2007; Glomb et al., 2011).
Scholars have argued that mindfulness accounts for the ability to make decisions more dispassionately and more objectively (Shapiro et al., 2006; Weinstein et al., 2009) and contributes to the ability to regulate emotions and thoughts and thereby controlling physiological reactions more effectively (Lakey et al., 2007; Masicampo & Baumeister, 2007; Papies et al., 2012).

[bookmark: _Toc129689347]The Benefits of Mindfulness
From this research, we can see that it really is a powerful skill when an individual is able to be in a mindful moment and has the ability not to allow things to take over and really look at things from a very rational and calm perspective, allowing them to make better decisions. In today's stressful environments at work, this really shows why it is increasingly being introduced into the workforce.
Better decisions will lead to a more productive workforce and a more profitable business.
Another important benefit to highlight is that when you actually do the maths individuals spend over 50% of their awake time during the week at work. If those stress levels are really high, they won't just turn off automatically when they leave the office. They bring it home with them, and we're actually seeing this overspill of stress in the workforce trickling into private lives.
So, bringing mindfulness at work is not only a benefit for the organization but also a benefit for the individuals, and something that really should be looked at deeply to bring into every organization to take the people within it to the next level.
It is worth pointing out at this point that mindfulness is not just something for emotional people to try so they can calm down; it is not that at all. 
It's really about being able to look inward, being centred and grounded so that the individual can look at situations in a different way and actually look at more opportunities that have presented themselves because they are not blinded by stress. 
What happens with stress is that we're not truly focused and not looking at all for opportunities; we’re more in the fight and flight syndrome when it comes to stress; therefore, the individual is just trying to survive, and that is not going to help any organization or any individual.
 So, what is it exactly that can mindfulness do? Well, firstly, it reduces stress, which is really important because it gives the techniques to the individuals to teach them how to do that and reduce their stress.
Another great benefit is cohesion and the bonding it can have between teams. Teams that are not really working together because they're so focused on themselves means that stress levels are probably a little bit high as well, and as a result, they can't deal with other people around them. When you're mindful, and as an organization, you embrace those mindful techniques, it really can take away the aspect of me, the ego, and bring individuals back into the aspect of us, and the team has more cohesion.
Mindfulness also brings more compassion into the workplace, which is something that is really important because people are not machines, they are human beings. We can be compassionate not only for ourselves by forgiving ourselves if we make mistakes but also compassionate for those around us. This, then, is a better working environment and a safer working environment psychologically, where we feel it's okay to be ourselves to bring out the best in us.
Another aspect is that mindfulness is that it improves the focus on tasks we need to have nowadays with so much going on. If the individual is too stressed, we don't have the ability to focus on tasks truly, and mindfulness can help the individual have the focus they need to perform tasks effectively.
In summary, mindfulness is a helpful tool that can help the individual reduce their stress allowing for better decisions, better focus, and better relationships both in and out of the workplace.

[bookmark: _Toc129689348]Applying Emotional Intelligence and Mindfulness
In the author’s place of work, there isn’t really a high-stress culture as it is a government sector that deals with company records. As such, there is none of the ombudsman or customer service pressures that usually apply to commercial business.
There is however legislative adherence pressure to deal with as government law must be followed. These government policies are often outdated and longwinded and can cause customers to get frustrated. These customers can be stressful to deal with as they are usually company directors who expect an efficient high level of service.
This makes for potentially stressful interactions with customers, and on the surface, these flashpoints seem unavoidable as the factors our out of the individuals’ control. This is an opportunity to exercise mindfulness for the individual affected.
Let’s look at the benefits of mindfulness and how they would apply to this situation.
Firstly, as mentioned in the previous section, mindfulness can bring compassion to the workplace when a customer targets an individual for inefficient processes through no fault of their own. Compassion from mindful colleagues can help the individual not feel singled out as colleagues will emotionally and practically support the individual.
Secondly, individuals can use mindfulness to avoid being hijacked by their emotions and remain focused on the task. Even though the process can’t be altered for the customer, some tasks still need to be carried out. With focus, the individual can perform those tasks efficiently despite the inefficiency of the process itself. When dealing with a difficult customer, it is always important to take time out after the call just to reset one’s emotions and return to the moment. This is probably one of the more common uses of mindfulness in the author’s organization.
Thirdly, working together in a team with compassion and focus will improve the bonding within the team dynamic. This makes for a better workplace environment and will improve relationships and productivity. When an individual gets help from a colleague dealing with a difficult customer, this tends to stick in their mind and changes the view of that colleague for the better.
The author’s self-reflection on using emotional intelligence was difficult and required brutal honesty that is seldom engaged. The main area of discomfort was admitting that decisions are made from an emotional state rather than objectively analysing the facts in order to come to a sound conclusion.
The author is an expressive emotional person who has historically relied on feelings to make decisions. This was a difficult truth to identify and accept and even though the understanding is now apparent, changing this nature is proving difficult to implement and will take time. 
[image: ]

The PyschCentral Emotional Intelligence test scored the author between 21-40 which is deemed an average score.
This was mainly due to my low recognition of my emotional states. Ironically the score was high when identifying the emotional state of others. This shows the ability to identify emotional states is present when calm, but this appears to be clouded when personal emotions are running high.
The ability to see faults in others but not oneself is common and can almost be considered human nature. A reason for this could be that the knowledge a person possesses of their own emotions is vast compared to the limited knowledge of why another person displays emotion. This knowledge helps to justify the emotions being displayed, therefore excusing the behavior in oneself.
An example of this is when the author felt let down due to management not giving the appropriate training resulting in a process mistake. This led to anger and distrust in the manager’s ability to communicate process changes correctly. The author felt victimized and became defensive toward the management.
However, the author missed the process update due to being off illness when it was delivered. Upon returning the author’s manager was off with illness but the author did not approach anyone else to see what was missed. 
The author recognized the lack of communication on the manager’s part but not their lack of communication (seeking an update upon return).
[bookmark: _Toc129689349]Summary
The use of emotional intelligence can help the individual to interact with colleagues more effectively. Often emotional responses to innocent miscommunication or misunderstandings can cause friction and discontent. This side-tracks the individual from completing their tasks as they are focused on perceived injustices rather than the tasks that they are required to complete.
Increasing emotional intelligence will help to recognize unwanted or unhelpful emotions in order to ignore them to prevent unnecessary conflict. This process is difficult but with practice can lead to more efficient individual performance. Studies show that improved emotional intelligence can also raise the performance of others around as well.
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YOUR RESULTS

Emotional Intelligence (EQ)Test

Average EQ

What does this mean?

You scored within the 21-40 range. Scoring in this range suggests that you may have an
average emotional intelligence (EQ).

People who score in this range tend to be pretty good at understanding and interpreting
their emotions and acting on them. They are usually able to handle conflicts, express their

feelings, and deal with emotional challenges.

While you may have some good emotional skills, you may find yourself feeling
overwhelmed by intense emotional situations. You may also have trouble navigating
emotional or social conflict.

Remember that your emotional intelligence is not fixed and can be improved with targeted
work.




