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1. [bookmark: _Toc175695822]Introduction
Emotional intelligence is the process of controlling and managing a person's and others' emotions. In the workplace emotional intelligence plays a significant role. It helps manage people in the workplace, customers, and the operational activities of an organisation (Akila and Thangavel, 2017). For businesses, developing a workforce with emotional intelligence is very important and has a significant impact on an organisation's survival in a volatile economy. Employers have very important jobs to do to develop an emotionally intelligent workforce. There are different methods, theories, and models for developing emotional intelligence (The Economic Times, 2022). Here, in this report, how emotional intelligence can have a significant impact on Harrodshas been discussed. 



2. [bookmark: _Toc175695823]Introduction to Harrods
Harrods is a British multinational departmental company that performs various actions to different countries in the world. Harrods operates in multiple formats. This company operates both online and offline. Harrods operates through businesses of various sizes. This company founded in 1849. The founder of Harrods is Charles Henry Harrods. Currently, Harrods has a strong presence in the UK and Europe. The employees of this company work hard and provide better quality products and services to the people. Harrods is currently the market leader in the retail sector of the UK with a 27.6% market share (www.macrotrends.net, 2024). Though Harrods is the market leader in the retail sector of the UK, it is following various challenges like increased competition, increased cost of operations, and changes in the shopping patterns of the buyers. The presence of these challenges makes the operation of Harrods difficult (Forbes, 2024).  
Emotional intelligence can help to survive better in the market, providing better solutions to the customers, and emphasizing innovation for better customer satisfaction. Emotional intelligence has five components that can play a significant role in improving Harrods`s operational performance and fighting against current challenges. These components are self-regulation, self-awareness, motivation, empathy, and social skills. Harrods has applied several strategies for improving the emotional intelligence and other abilities of the employees. Emotional intelligence gets better with diversity, inclusion, and equity. That is why Harrods promote diversity at work. Harrods makes everyone feel welcome at the workplace including people with disability, and people of different races, gender, and ethnicities. Harrods trains people to listen, learn, and act. That is very important for the development of emotional intelligence. In this time of economic uncertainty, emotional intelligence has an important role to play for Harrods. Harrods should improve the work culture at Harrods (Harrods, 2024). 
3. [bookmark: _Toc175695824]Key Models of Emotional Intelligence 
Emotional skills are one the most important soft skills in the workplace. In the post-COVID situation, emotional skills are becoming very important. Additionally, to develop emotional intelligence, it is important to develop emotional skills according to different models and theories so that organisations can have a creative and flexible workforce with high emotional intelligence. The models of emotional intelligence are very important for developing and understanding the emotional intelligence of people in the workplace (Roberts et al., 2018). Three important models of emotional intelligence have been discussed below:

[bookmark: _Toc175695825]3.1 Mayer and Salovey's Four-Branch Model of Emotional Intelligence
This model is also known as the ability model. This model was developed by Mayer and Salovey back in 1997. This model works through four components which are shown in Figure 1. This model is useful in using cognitive abilities in emotional intelligence for problem-solving. The details of these components are discussed below.
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Figure 1 The Components of Ability Model (Source: Subramanian, Shahruddin and Sekar, 2021)
Perceiving Emotions: perceiving emotion requires addressing and identifying the emotions of people. Perceiving emotions requires people to understand the mood of people by understanding their posture, gestures, body language, and tone of voice. It is important to have emotional intelligence to communicate with people according to the situation.
Facilitating Emotion: Facilitating emotion requires to have cognitive abilities to process the feelings of people. Emotions trigger the cognitive abilities of people. Emotions can affect the people which might have an impact on the targeted outcomes. Cognitive abilities can help a person develop emotions that would support certain tasks and activities (Sarkar, 2019). 
Understanding Emotion: Understanding emotion is making sense of emotion to make better decisions in the workplace. Emotional intelligence requires identifying the different emotional states of people and the reason behind their emotional states. An emotional state can be developed for different reasons. Understanding these reasons is very important.
Managing Emotion: Managing emotion requires monitoring and controlling the emotions of the people. Managing emotions requires having a wide mentality to recognise values and behaviour that direct the emotions. For managing emotions, short-term and long-term strategies can be taken. Managing emotion during a tough situation is very important (Noba, 2022). 
[bookmark: _Toc175695826]3.2 Bar-On Model
The Bar-On model was developed back in 1997 by Reuven Bar. This model explains the abilities, skills, and behaviour that help to cope with daily challenges and stress. This model gives importance to both the cognitive and non-cognitive abilities of people. Bar-On model gives importance to the development of emotional intelligence for leadership, communication, and teamwork. This model helps organisations achieve organisational effectiveness (Arsenio, 2022). There are five components/scales of emotional intelligence that ensure effective performance in the workplace.
[image: ]
Figure 2 The Compnents of Bar-On Model (Source: Fernández-Berrocal et al., 2020)
Intrapersonal: Intrapersonal skills measure the ability to control the own emotions. Persons with better intrapersonal skills thrive better in any kind of critical situation. They can better control values and characteristics. 
Interpersonal: Interpersonal skills measure the ability to interact with others effectively. Communication and teamwork skills have important impacts on interpersonal skills. People with strong interpersonal skills control situations better, communicate effectively, understand emotions, and build strong relationships (Baron, 2016). 
Stress Management: Stress management is the ability to control and manage a critical situation. It depends on the impulse control and stress tolerance. Strong stress management skills facilitate problem-solving, handling stress, and making thoughtful decisions in critical times. 
Adaptability: Adaptability is the ability to cope in situation. This facilitates flexibility, critical thinking, and problem-solving. Individuals with strong adaptability thrive better in changing scenarios. 
General Mood: General Mood refers to the emotional well-being of the individuals.  This includes satisfaction and happiness, optimism among the people. People generally build better relationships with others and get higher satisfaction than others (FutureLearn, 2020). 
[bookmark: _Toc175695827]3.3 Goleman's Model
Goleman`s model of emotional intelligence was developed by Daniel Goleman back in 1995. Goleman`s model is important for understanding the emotions of people in decision-making, human behaviour, and relationships. Goleman emphasized the development of emotions-related abilities for better performance and leadership in the workplace. There are five components of Goleman`s model (Morris, 2020). Which are shown in Figure 3. 
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Figure 3 The Components of Goleman`s model (Source: Wind4Change, 2021)
Self-awareness: Self-awareness is the understanding of strengths, limitations, and emotions of one`s own. It is also about understanding the emotional triggers that affect decisions, behaviour, and thoughts. 
Self-Regulation: Self-regulation is the controlling of emotion for achieving someone`s own goals and objectives. It is the management of stress and adapts to the changes as required in a situation. Self-regulation also requires one to manage emotions to keep oneself dedicated to certain goals (Schutte et al., 2018). 
Social Skills: Social awareness is the understanding of people`s needs and perceptions in a society, country etc. It is the ability to understand people`s non-verbal responses to different situations. It might also be caused by different cultural or regional backgrounds. 
Motivation: Motivation is the ability to achieve goals and objectives no matter what the situation. People should have proper motivation to support people and take control of a situation.
Empathy: It is important to have a prior idea of people`s feelings and emotions while deciding. Other`s feelings must be identified before decision-making about a particular situation (Craig, 2019). 
4. [bookmark: _Toc175695828]Application Of Key Emotional Intelligence Models to Harrods
Emotional intelligence is a combination of both emotional and social skills. The emotional intelligence models can help to understand the emotions of the people and make a better workplace. These models help to make the employees successful in terms of stringer team, better well-being, better critical reasoning, better problem-solving, better team spirit, and better loyalty to an organisation. For the employees of Harrods emotional intelligence can have significant (Sabatier, 2016).
[bookmark: _Toc175695829]4.1 Application Of Four-Branch Model 
The four-branch model of emotional intelligence can be applied to Harrods in the following cases:
Communication: This model can ensure better communication with the customers. Emotional intelligence can enhance the relationship with the customers. Effective communication backed by emotional intelligence can used for conflict resolution at Harrods in this uncertain situation.
Development of Leadership: Understanding the emotions of people makes a better leader. This model would help to understand the behaviour of the people at Harrods. Harrods employees will be able to control the situation better and play a leadership role in solving problems. This would help the employees in leading teams (Olderbak, Semmler and Doebler, 2018).
Customer Service: Customer services are core activities at Harrods. Training employees to perceive and manage emotions can help the employees to understand the customers better. This would help to understand customer demand and concerns about the products and services of Harrods. Thus, the overall customer service of Harrods can be improved through this model.
Sales Performance: The four-branch model is very important for sales performance at Harrods as well. If the individuals at Harrods can read the emotions of people about products and services better, then would be able to perform better in sales.
Innovation and creativity: When the individuals of Harrods would understand the feelings of the people better, then they would be able to work more confidently. This confidence would enhance creativity and performance in the workplace (Marchant, 2016).
[bookmark: _Toc175695830]4.2 Application Of Bar-On Model
The Bar-On Model can be applied to Harrods in the following cases:
Recruitment and selection: The recruiters of Harrods can Bar-On model in the recruitment process. This would help Harrods to examine the candidates based on their intrapersonal skills, interpersonal skills, stress management, adaptability, and general mood of the candidates.
Performance Management: The Bar-On model can help to identify the performance of the employees at Harrods. This can help to develop the emotional intelligence of the employees. This can also help to measure the interpersonal skills and stress management skills of the individuals. This can also measure how people adapt to the critical situation (Drigas and Papoutsi, 2018).
Conflict Resolution: If this model can be applied and the performances of the employees can be improved with time concerning stress management, adaptability, and interpersonal skills, then the employees can handle stressful situations better. 
Team Buildings: Based on the performance of the employees, the right mix of talents can be found, and a different team can be built. The built team can solve conflict situations and adapt well to the critical situation. The right team will benefit Harrods by improving overall outcomes.
Succession Planning: Harrods needs leaders who will lead Harrods in this critical situation of economic volatility. The Bar-On model can help to identify future leaders for Harrods. Harrods will also be able to train the employees to develop emotional intelligence and make succession planning for the employees (Giorgi, 2015).
[bookmark: _Toc175695831]4.3 Application Of Goleman's Model
The Goleman`s model can be applied to the Harrods in the following areas:
Decision-Making: Decision-making based on emotional characteristics is very important. Self-awareness, self-regulation, social skills, and empathy help the employee to make informed decisions. Goleman`s model can help to make decisions considering the impacts on Harrods. This would make Harrods more profitable.
Organizational Culture: Emotional intelligence can help Harrods employees maintain a good organisational culture. Maintaining diversity can be done by applying skills like social skills and empathy. A better organisational culture supported by better emotional intelligence skills can enhance the productivity of the employees (Sadri, 2017). 
Talent Management: For managing talents, emotional intelligence can play a significant role. Self-regulation and empathy can help to understand the employees better. It can also help to improve the performance, retention, and loyalty of the employees at Harrods. 
Change Management: Different emotional intelligence skills can facilitate change management at Harrods. Skills like self-awareness, self-regulation, and motivation are very important for change at Harrods. This model would help to reduce resistance to change (Unruly, 2019). 
[bookmark: _Toc175695832]4.4 Importance Of Developing Emotional Intelligence
Emotional intelligence is very important for understanding own emotions and the emotions of others. Managing emotions better helps the employees to guide others more properly. Emotional intelligence is important in the workplace for the following reasons:
Understanding Non-Verbal Communication: The people of Harrods should be aware of understanding the non-verbal communication of people. Identifying non-verbal communication can improve customer satisfaction and can help to reduce dissatisfaction of the customers (Simpson, 2015).
Controlling of Personal Emotions: Self-awareness and self-regulation help to control the emotions of people. These emotional intelligence skills also help to improve the performance of others. Managing emotion in a difficult situation is the most difficult task to do. Emotional intelligence is very necessary in controlling the personal emotions of people at Harrods.
Improve Efficiency: interpersonal skills improve the empathy of people. Emotional intelligence improves the interpersonal skills of the employees and helps the employees to work together. As a result, people become more efficient at work (Adams, 2015).
Develop Leadership: Better development of emotional intelligence enhances the leadership of the people. The leaders will be able to make decisions about critical situations more abruptly in critical situations through emotional intelligence. Empathy, patience, active listening etc. enhance the leadership skills of the leaders.
Develop Interpersonal Skills: The interpersonal skills of the employees can be improved through developing emotional intelligence. Self-awareness, self-regulation, motivation, empathy, and emotional intelligence improve the interpersonal skills of employees (Crous, 2022).
[bookmark: _Toc175695833]4.5 Relationship Between Emotional Intelligence, Effective Management Communication and Business Advantage
Businesses like Harrods can get the benefit of emotional intelligence which would increase their productivity and profit over the years. Emotional intelligence has a big role in business performance. If managers can achieve emotional intelligence skills, they will be able to manage employees better in the workplace. The employees would also be able to manage their emotions as well. Emotional intelligence can enhance the decision-making skills of the employees. This would help to understand the impacts of emotional intelligence before deciding. Emotional Intelligence helps to make customer-centric decisions for businesses. Employees with higher emotional intelligence tend to have more creativity, flexibility, and adaptability. Finally, emotional intelligence helps in better employee retention (Birt, 2019).
5. [bookmark: _Toc175695834]Critical Evaluation of Models of Emotional Intelligence
Unable to apply proper emotional intelligence models and theories can prevent the employees from understanding the emotions and behaviour of the customers. It can also cause a loss of business opportunities because of a lack of emotional intelligence. The critical evaluation of the key models of emotional intelligence can be done in terms of their strengths and weaknesses (Lee and Lim, 2016).
[bookmark: _Toc175695835]5.1 Critical Evaluation of Four-Branch Model 
Strengths 
Helps to Understand the Needs of Others: The components like perceiving emotions, facilitating emotions, understanding emotions, and managing emotions gives focus on the individual needs of others. For an organisation like Harrods, understanding Customers is very important
Better Operational Performance: The four-branch model is important in developing communication, leadership, organisational culture, and performance of an organisation through emotional intelligence. Understanding the pulse of people is very important according to this model (McKnight, 2015).
Cognitive Evaluation: This model focuses on cognitive skills. That helps to evaluate the emotions of people through problem-solving and critical thinking. Cognitive evaluation helps to make better-informed decisions.
Limitation
Failure to Detect Critical Emotional Situation: At the workplace, this is not always possible to focus on critical situations where the emotional characteristics of people relate to complicated issues. In those cases, this model is not that much effective.
Less Focus on Others' Necessary Skills: One of the major limitations of this model is that it only highlights developing emotional skills. It does not provide any specific direction for other necessary skills for the workplace.
[bookmark: _Toc175695836]5.2 Critical Evaluation of Bar-On Model
Strengths
Focuses on Personal Abilities: The model emphasizes the development of personal skills such as intrapersonal skills, interpersonal skills, stress management, general mood, and adaptability. This model helps to understand the emotions of others by developing emotional skills (Mayer and Salovey, 2023). 
Focuses on Stress Management and Critical Situation: This model highly focuses on managing critical situations. For an organisation like Harrods, it is important to manage situations with emotional intelligence. For instance, emotional intelligence can provide solutions during economic volatility.
Connect Emotional and Social Intelligence: This model connects both emotional and social intelligence. It focuses on developing both intrapersonal and interpersonal skills (Jordan and Troth, 2015). 
Limitations
Solely Based on Measurements: The model mainly focuses on measuring and showing results of people`s ability on different skills. However, the model does not talk about how to improve the skills of people.
Limited to Specific Contexts: The models mostly emphasize the personal and professional skills of people. But contexts like organisational culture and external environment are also important, which this mode ignores (Clarke, 2015). 
[bookmark: _Toc175695837]5.3 Critical Evaluation of Goleman's Model
Strengths
Focuses on Core Elements of Emotional Intelligence: Goleman`s model works to improve and develop the core elements of Goleman`s model including self-awareness, self-regulation, empathy, motivation, and social skills. This model is very important for understanding own and others' (Salminen-Tuomaala, 2020).
Focuses on Organisational Development: Goleman`s model works to improve organisational performance through emotional intelligence. Communication skills, teamwork skills, leadership skills, organising skills, planning skills etc. are given importance for organisational development.
Leadership and Teamwork are Given Importance: In Goleman`s model, leadership and teamwork are mostly emphasized. Emotional intelligence facilitates leadership and teamwork skills (McPhail, 2015). 
Limitations
Ignores Complex Emotional Situation: This model might ignore and fail to use cognitive abilities in critical situations like the four-branch model. The decision-making through this model might be difficult in critical situations. 
Less Focus on Specific Skills: This model does not emphasize specific skills. Rather it gives importance to the broad skills that might enhance the emotional intelligence and improve the organisational performance (Weinberger, 2019).
6. [bookmark: _Toc175695838]Recommendations
Based answer and critique above the following recommendations can be made for Harrods:
Use Different Models: For Harrods, which operates a larger scale business applying only one model would not be enough there should be different models that might be considered for developing the emotional intelligence of Harrods employees. 
Provide Training on Emotional Intelligence: Emotional Intelligence is now one of the crucial soft skills in this 21st century. In the current economic volatility, emotional intelligence has a big role to play. To understand customer`s needs and preferences training in emotional intelligence is a must for the employees of Harrods. Additionally, this would also help the employees of Harrods to make informed decisions.
Leadership Coaching for Leaders: Emotional intelligence training is most important for top-level management. Because they always do not take information considering the impacts of decisions on lower-level management and the customers. 
Improving the System Providing Services: The use of technology during shopping is a demand from the customers of the retail industry. For easing customer services and improving service provision, emotional intelligence has a very big role to play. The appropriate technology for customers can also be determined by employees efficiently if emotional intelligence exists in the minds of the employees. 
Enhance Collaboration: Collaboration is key to better organisational performance. Harrods not should only focus on improving emotional intelligence for individual employees but also on facilitating emotional intelligence for collaboration and teamwork. Emotional intelligence would enhance the relationship among the employees. This would also ensure the efficiency of the working teams.
Taking Regular Feedback: Regular feedback should be taken from the employees concerning their emotional intelligence skills. It should be monitored if the employees can apply emotional intelligence in their day-to-day activities. 
Motivate Through Reward System: Harrods should promote its reward system to motivate employees and become more emotionally intelligent. Benefits and rewards can enhance the productivity of the employees at Harrods. This is important for Harrods to retain customers and thrive in the market. 
Implement Employees for Ensuring Emotional Intelligence: Leaders and HR of Harrods have a very big role to play in ensuring emotional intelligence among people. The performance of employees regarding emotional intelligence skills must be observed regularly. For monitoring, evaluation metrics such as customer feedback can be used. 

7. [bookmark: _Toc175695839]Conclusion
Emotional intelligence skills are very important in this 21st century. Organizations like Harrods should apply emotional intelligence in their every operation. People with better emotional intelligence would help Harrods thrive better during complex economic situations. Harrods is the market leader in retail intelligence. Harrods now gives enough importance to emotional intelligence skills. Additionally, Harrods should consider applying emotional intelligence models such as the Goldman, Bar-On, and Four-Branch models. Harrods can apply a comprehensive approach in using these models for developing the emotional intelligence of the employees since no single model is perfect. Lastly, Harrodsshould strive to improve the emotional intelligence skills of people continuously. 
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