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Learning Objectives

By end of session, you will be able to:

o Understand the  definitions of emotional 
intelligence and its importance 
in the workplace;

o State the relationship between emotional 
intelligence and effective leadership;

o Identify some steps that you can take to 
further your own emotional intelligence. 



Contents of the invited lecture

Developing 
empathy

Managing 
emotions

Self 
awareness

Developing 
emotional 
intelligence

Nurturing 
EI in the 
workplace 

plus three 
short videos



Surprise,
Desperation,
Anger,
Uneasiness,
Fear,

Care,
Love, 
Courage,
Goodwill,
Enthusiasm.

Makallè, Ethiopia, 1984,
a personal experience 











Operation St. Bernard





What are emotions ?

“Hardwired to connect with each other, 
we do so through emotions. 

Our brains, bodies and minds are inseparable 
from the emotions that animate them. 

Emotions are at the nexus of thought 
and action, of self and other, 
of person and environment”.  

Diana Fosha, Daniel Siegel & Marion Solomon, The Healing Power of Emotions, 2009



Can you recognize 
their expression?Emotions happen…



happy

sad surprised

irritated angry

worried

1 2 3 

4 5 6



Can you remember them ?



The expression of own emotions 
is a form of communication 

It is natural 
and necessary;

you  can’t delete it;

often you can’t 
hide it;

you can and 
should master it.



Emotions are often mixed

and not easy to recognize with certainty 





Emotions come around 
completely unexpected, 

mixed and with no 
recognizable pattern



Invest on the stock exchange
of emotions 

o Frustration
o Impatience
o Annoyance
o Anxiety
o Fear 
o Anger
o Resentment

o Patience 
o Optimism 
o Calmness,
o Satisfaction
o Enthusiasm
o Encouragement
o Inspiration
o Curiosity
o Determination 



What is this ?Also people are dramatically different 



Myer-Briggs personality types 



http://www.humanmetrics.com/cgi-win/JTypes2.asp



People are different……

and they have 
different intelligences



Howard Gardner's 
7 multiple intelligences theory

Linguistic: words and language 

Logical-Mathematical: logic and numbers 
Musical: music, sound, rhythm 

Bodily-Kinesthetic: body movement control 

Spatial-Visual: images and space 
Interpersonal: other people's feelings 
Intrapersonal: own feelings



Multiple intelligence tests



Multiple intelligences 
are all in the brain  





What is “emotional intelligence”?

Daniel Goleman defines 
emotional intelligence as:

The capacity for recognizing 
our own feelings 
and those in others, 
for motivating ourselves, 
for managing emotions well 
in ourselves 
and in our relationships.
Daniel Goleman, Emotional Intelligence:

Why It Can Matter More Than IQ



Mastering our emotions  (1 of 3)

http://www.youtube.com/watch?v=Ym9QZRu3d40&feature=player_embe
dded#!



Why should you know/care about EI?
A wake-up call (1 of 3)

70% of the reasons for losing 
clients/customers are EI-related:

• Poor service

• Poorly handled complaints

• Unpleasant interactions

• Didn’t go the extra mile

• No follow-up

• Lack of human connection

Source: Research by Forum Corporation on Manufacturing and Service Companies, 

1989-1995, cited in Orioli (2000)



Can you hear me now? (2 of 3)

Source: Research at the Center for Creative Leadership, 1994, cited in Orioli (2000)

75% of the reasons careers get derailed 
are EI-related:

• Unsatisfactory team 
leadership during 
challenging times;

• Inability to handle
interpersonal issues;

• Inability to adapt to change;
• Inability to elicit trust;



Are You Up Yet? (3 of 3)

Source: John Whitney, Director, Deming Center for Quality Management, 

cited in Orioli (2000)

50% of time 

wasted is due 

to lack of trust.



Well balanced emotional 
intelligence 

E Q



EQ is a 4 time more 
important key factor 
for success than IQ



Types of EQ 







The most wanted TIME 
magazine’s reprint 



High EI guys:  1. Self-Awareness

o Are usually very self-aware;
o Understand their emotions;

o Don't let their feelings rule them;

o Are confident, they trust their intuition;

o Don't let their emotions get out of control; 
Take an honest look at themselves;

o Know their strengths and weaknesses;

o Work on them so they can perform better; 
Perhaps self-awareness is the most 
important part of emotional intelligence.



High EI guys: 2. Self-Regulation

o The ability to control emotions and impulses;
o Don't allow themselves to become 

too angry or jealous;
o They don't make impulsive, careless decisions. 
o They think before they act; 

o Characteristics of self-regulation are:
thoughtfulness, comfort with change, 
integrity, and the ability to say no; 



High EI guys:  3. Motivation 

o Willing to defer immediate results for long-
term success. 

o Highly productive, love a challenge, and are 
very effective in whatever they do.



High EI guys:  4. Empathy 

o Perhaps the second-most important element 
of emotional intelligence. 

o Ability to identify with and understand the 
wants, needs, and viewpoints of those 
around you. 

o Recognize the feelings of others, even when 
those feelings may not be obvious. 

o Excellent at managing relationships, 
listening, and relating to others. 

o Avoid stereotyping and judging too quickly, 
and live in a very open, honest way. 



High EI guys:  5. Social skills 

o Typically team players;
o Rather than focus on their own success 

first, they help others develop and shine;
o They can manage disputes, 

are excellent communicators;
o Are masters at building 

and maintaining relationships. 



Can you say the major traits of leaders?

Qualities traditionally associated with leadership: 
intelligence, toughness, determination, and vision;

Emotional intelligence may be the key attribute that 
distinguishes outstanding performers from those who 
are merely adequate;

Psychologist and author Daniel Goleman first brought 
the term "emotional intelligence" to a wide audience 
with his 1995 book of the same name;

Goleman first applied the concept to business with 
his 1998 classic HBR article.



Goleman’s emotional person

In his research at nearly 200 large, global 
companies, Goleman found that truly 
effective leaders are distinguished by a 
high degree of emotional intelligence. 

Without it, a person can have first-class 
training, a very smart mind, and an endless 
supply of good ideas, but he or she still 
won't be a great leader. 



Main components 
of emotional intelligence

• self-awareness, 
• self-regulation, 

• motivation, 
• empathy, 

• social skills

can sound un-businesslike, but Goleman, co-chair of the Consortium 
for Research on Emotional Intelligence in Organizations, based at 
Rutgers University, found direct ties between emotional intelligence 
and measurable business results. 

Several concepts in this lecture are based on Goleman’s research 



Emotions shape the climate 
and culture of every organization

Without EI development, unproductive 
emotions (fear, anxiety, anger, frustration 
and resentment) can undermine communication 
and erode trust in valuable working 
relationships; 

Emotional Intelligence is emerging as a key 
factor in developing and sustaining optimal 
performance. 



EI maximizes leadership and 
corporate performance

Leading organizations (American Express, PepsiCo, Johnson 
& Johnson, MetLife, 3M) have used EI strategies to 
maximize leadership, increase productivity and enhance 
communication;

EI is a rare and powerful skill that can change the entire 
dynamic of a relationship, team and organizational culture. 

Workplace relationships and team efforts reach new levels 
of quality when people learn to use their emotions 
consciously to achieve their intended outcomes. 



Organizational EI 

Working with EI can give individuals and 
organizations an amazing edge in today’s 
marketplace. 

The quality of your “organizational EI” 
translates into the energy that drives 
your culture and produces results.

. 



Mastering our emotions (2 of 3)

http://www.youtube.com/watch?feature=player_detailpage&v=5PP-fXF-
0TY



Framework 
of 25 emotional competences

1.1. self 
awareness

1.2. self 
regulation

1.3. self 
motivation

2.1. social 
awareness

2.2. social 

skills

2.  13 social competences 

1.  12 personal competences



Recognizing one’s emotions and their effects. 

People with this competence:

o Know which emotions they are feeling and why;
o Realize the links between their feelings and 

what they think, do, and say;
o Recognize how their feelings affect their 

performance;
o Have a guiding awareness of their values and 

goals;

1. Emotional awareness



2.  Accurate 
self-assessment

Knowing one’s strengths and limits

People with this competence are:

o Aware of their strengths and weaknesses;
o Reflective, learning from experience;
o Open to candid feedback, new perspectives, 

continuous learning, and self-development;
o Able to show a sense of humor and 

perspective about themselves.



3. Self-confidence

Sureness about one’s self-worth 
and capabilities. 

People with this competence:

o Present themselves with self-assurance; 
have .presence;

o Can voice views that are unpopular and go out 
on a limb for what is right;

o Are decisive, able to make sound decisions 
despite uncertainties and pressures.



4. Self-control

Managing disruptive emotions and impulses. 

People with this competence:

o Manage their impulsive feelings 
and distressing emotions well;

o Stay composed, positive, 
and unflappable even in trying moments;

o Think clearly 
and stay focused under pressure;



5. Trustworthiness

Maintaining standards of honesty 
and integrity. 

People with this competence:

o Act ethically and are above reproach;
o Build trust through their reliability

and authenticity;
o Admit their own mistakes and confront

unethical actions in others.



6. Conscientiousness

Taking responsibility for personal 
performance. 

People with this competence:

oMeet commitments and keep promises;

o Hold themselves accountable

for meeting their objectives;

o Are organized and careful 

in their work.



7. Adaptability

Flexibility in handling change.

People with this competence:

o Smoothly handle multiple demands, 
shifting priorities, and rapid change;

o Adapt their responses and tactics
to fit fluid circumstances;

o Are flexible in how they see events.



8. Innovativeness

Being comfortable with and open 
to novel ideas and new information

People with this competence:

o Seek out fresh ideas 
from a wide variety of sources;

o Entertain original solutions to problems;
o Generate new ideas;
o Take fresh perspectives 

and risks in their thinking.



9. Achievement drive

Striving to improve or meet a standard of 
excellence. 

People with this competence:

o Are results-oriented, with a high drive
to meet their objectives and standards;

o Set challenging goals 
and take calculated risks;

o Pursue information to reduce uncertainty
and find ways to do better;

o Learn how to improve their performance.



10. Commitment

Aligning with the goals 
of the group or organization

People with this competence:

o Readily make personal or group sacrifices
to meet a larger organizational goal;

o Find a sense of purpose 
in the larger mission;

o Use the group’s core values in making
decisions and clarifying choices;

o Actively seek out opportunities 
to fulfill the group’s mission.



11. Initiative

Readiness to act on opportunities

People with this competence:

o Are ready to seize opportunities; 
o Pursue goals beyond what’s required

or expected of them;
o Cut through red tape and bend the rules

when necessary to get the job done;
o Mobilize others through unusual, 

enterprising efforts.



12. Optimism

Persistence in pursuing goals despite 
obstacles and setbacks

People with this competence:

o Persist in seeking goals 
despite obstacles and setbacks;

o Operate from hope of success 
rather than fear of failure;

o See setbacks as due to manageable 
circumstance rather than a personal flaw.



Framework 
of 25 emotional competences

1.1. self 
awareness

1.2. self 
regulation

1.3. self 
motivation

2.1. social 
awareness

2.2. social 

skills

2. 13 social competences 

1.  12 personal competences



13. Empathy

Sensing others. feelings and perspective, 
taking an active interest in their concerns

People with this competence:

o Are attentive to emotional cues
and listen well;

o Show sensitivity and understand 
others’ perspectives;

o Help out based on understanding other 
people’s needs and feelings.



14. Service orientation

Anticipating, recognizing, and meeting 
customers’ needs

People with this competence:

o Understand customers. needs and match
them to services or products;

o Seek ways to increase customers’ 
satisfaction and loyalty;

o Gladly offer appropriate assistance;
o Grasp a customer’s perspective, 

acting as a trusted advisor.



15. Developing others

Sensing what others need in order to develop, 
and bolstering their abilities

People with this competence:

o Acknowledge and reward people’s strengths,
accomplishments, and development;

o Offer useful feedback and identify people’s 
needs for development;

o Mentor, give timely coaching, and offer 
assignments that challenge and grow a
person’s skills.



16. Leveraging diversity

Cultivating opportunities 
through diverse people 

People with this competence:

o Respect and relate well to people from 
varied backgrounds;

o Understand diverse worldviews and are 
sensitive to group differences;

o See diversity as opportunity, creating an 
environment where diverse people thrive;

o Challenge bias and intolerance.



17. Political awareness

Reading a group’s emotional currents 
and power relationships

People with this competence:

o Accurately read key power relationships;
o Detect crucial social networks;
o Understand the forces that shape views 

and actions of clients or competitors;
o Accurately read situations and 

organizational and external realities



18. Influence

Wielding effective tactics for persuasion. 

People with this competence:

o Are skilled at persuasion;
o Fine-tune presentations 

to appeal to the listener;
o Use complex strategies like indirect 

influence to build consensus and support;
o Orchestrate dramatic events 

to effectively make a point.



19. Communication

Sending clear and convincing messages

People with this competence:

o Are effective in give-and-take, registering 
emotional cues in attuning their message;

o Deal with difficult issues straightforwardly;
o Listen well, seek mutual understanding, and 

welcome sharing of information fully;
o Foster open communication and stay 

receptive to bad news as well as good.



20. Leadership

Inspiring and guiding groups and people

People with this competence:

o Articulate and arouse enthusiasm 
for a shared vision and mission;

o Step forward to lead as needed, 
regardless of position;

o Guide the performance of others 
while holding them accountable;

o Lead by example. 



21. Change catalyst

Initiating or managing change

People with this competence:

o Recognize the need for change 

and remove barriers;

o Challenge the status quo 

to acknowledge the need for change;

o Champion the change 

and enlist others in its pursuit;

o Model the change expected of others.  



Either you are part of the change,
or you are part of the problem 



In times of rapid and profound 
change we need new choices 
because existing systems are 
rapidly becoming obsolete. 

Why change? 



The faster you put your ideas 
into the world, 
the faster you learn 
about their strengths and 
weaknesses 

Are we ready for an innovation
in CSR implementation ?



Innovation and change

Innovation can be found at the 
intersection of an evolving need 
and a technology…

Could we?
Technology

Should we?
User + Society

Thinking  About Change , adapted from models created by Doblin & Earnes

77



Innovation and change

Change can be found at the intersection 
of an evolving need, a technology,  and a 
new good practice

Could we?
Technology

Should we?
User + Society Would we?

Organization

78



Everyone
has a role in change

They all need to have 
“skin in the game”.

field  
workers

top 
management

middle 
management

project 
management

79



Barriers 
or drivers of change?

Vision + Mission

Leadership

Communication

Behaviour

Willingness 

Competencies

Work processes

Legacy systems

80



22. Conflict management

Negotiating and resolving disagreements

People with this competence:

o Handle difficult people and tense situations 
with diplomacy and tact;

o Spot potential conflict, bring disagreements 
into the open, and help deescalate;

o Encourage debate and open discussion;

o Orchestrate win-win solutions.



23. Building bonds

Nurturing instrumental relationships

People with this competence:

o Cultivate and maintain extensive informal 
networks;

o Seek out relationships that are mutually 
beneficial;

o Build rapport and keep others in the loop;
o Make and maintain personal friendships among 

work associates.



24. Collaboration and 
cooperation

Working with others toward shared goals

People with this competence:

o Balance a focus on task 

with attention to relationships;

o Collaborate, sharing plans, 

information and resources;

o Promote a friendly, cooperative climate; 

o Spot and nurture opportunities 

for collaboration. 



25. Team capabilities

Creating group synergy 

in pursuing collective goals

People with this competence:

o Model team qualities like respect, 
helpfulness, and cooperation;

o Draw all members into active 

and enthusiastic participation;

o Build team identity, esprit de corps, 

and commitment.

•



How do EI competencies 
fit together?

o Some competencies are easier to develop 
(e.g. for social skills) than others 
(e.g., for self-awareness, self-management 
and social awareness);

o Some competencies are more important 
than others;

o Certain combinations of competencies 
may contribute to outstanding performance;

o One competency may compensate for another;
o You do not need to master every competency to 

be successful.

© 2000, HayGroup. 



Mastering our emotions (3 of 3)

http://www.youtube.com/watch?feature=player_detailpage&v=KT8IPikv
TAo



I
I can 
do it !

?



Joy to the world: 
the world begins with you

Discover the power 
of emotional intelligence

and plant it in your workplace 



Emotional intelligence has been associated with 
transformational leadership capabilities such as 
inspiration, motivation, and vision. 

According to a number of researches, the 
person’s success at work is 80% dependent on 

emotional intelligence.



Emotional intelligence is about understanding yourself 
and how other people react to you, and then using this 
knowledge to your advantage and better foster 
relationships. The foundation of emotional intelligence 
is self-awareness: the knowledge of yourself helps you 
understand how other people see you.



Emotional intelligence is a powerful tool which 
helps a person build relationships, using the 
knowledge of different behavior types, 

enhance communication skills, 
and promote leadership 
capabilities. 



From HR perspective, 

emotional intelligence is a 

significant factor that is 

potentially useful in under-

standing and predicting employees’ individual 
performance at work. Although measuring EQ is a 
challenging task, this information could significantly 
increase the effectiveness of any performance 
appraisal.





Emotions are contagious 



Emotional intelligence 
is the DNA of leadership 

Emotional competencies play 
a vital role in many aspects 
of leadership. 

They are the pathway to 
more effective decision-
making, stronger 
interpersonal relationships, 
resilience in the face of 
stress, enhanced creativity.



EI competencies 
can be learned and un-learned 

© 2000, HayGroup. 



Emotional Intelligence (EI) 
and Emotional Competence (EC)

Different definitions 

EI: underlying capability to recognize
and use emotion;

EC: personal and social skills that lead to 
superior performance in work world. 

Different theoretical bases

Personality theory;
Performance theory;
Combination of above, plus more;

Source: Gowing (2001)



Different assessment methods 
for EI and EC

• MEIS (Mayer, Caruso, & Salovey)

• MSCEIT (Mayer, Caruso, & Salovey)

• EQ-I (Bar-On)

• ECI (Goleman & Boyatzis)

• EQ Map (Cooper & Orioli)

Source: Gowing (2001, p. 129)



A conceptual model
for emotional intelligence 

Self-
Awareness

Social 
Awareness

Self-
Management

Relationship 
Management

Self Others

R
e
co

gn
it
io
n

R
e
gu

la
ti
on

Positive 
impact

on others

© 2000 Hay Group. All rights reserved.



A strong nexus 
between leadership 

and emotional intelligence 

o Creates vision for a better future;
oSets direction, tone and context;
oSets priorities and tempo;
oSets, models and maintains standards;
o Engages, influences and rallies others;
o Encourages fresh approaches to problems;
o Listens for what is common and uniting.



What’s different between EI & 
leadership competencies?

Leadership
o Includes intellectual/cognitive and 
business skills and performance;

o Includes technical skills and performance;

oMay include personality traits.

Emotional Intelligence

o Includes managing one’s own and 
influencing others’ positive outlook/mood.



What’s similar between EI 
& leadership competencies?

o Congruency of personal values 

and ethical behavior;

oSelf-awareness, self-management 

and motivation;

oAwareness of others 

and social environment;

o Building relationships 

and working well with others.



Perspectives from Peter Drucker
and Daniel Goleman (1 of 2)

Sources: The Effective Leader, cited in Orioli (2000); Goleman, Boyatzis, & McKee (2002, p. 5)

“Your foremost job as 
a leader… 

is to take charge of 
your own energy

and then help 
orchestrate the energy 
of those around you.”



In any human group the leader has maximal 
power to sway everyone’s emotions… (2 of 2)

Sources: The Effective Leader, cited in Orioli (2000); Goleman, Boyatzis, & McKee (2002, p. 5)

“ The effects of primal leadership extend 
beyond ensuring that a job is well done. 
Followers also look to a leader for supportive 
emotional connection, for empathy.



Using EI & coaching to close 
leadership gap: actions

1. Follow andragogical principles to learning;

2. Use and support integrated approach to 
developing sustainable leadership;

3. Discover, create and refine coaching 
models that leverage benefits while 
reducing per person cost;

4. Pair coaching with other interventions to 
provide synergy for results.



1. Use andragogical principles:
an integrated framework of adult learning (1 of 2)

1. Staff need to know 
why they need to learn something
before starting to learn it;

2.Have self-concept of being responsible 
for their own decisions;

3. Come to educational activity with 
greater volume and different;
quality of experiences from youth. 

4. Implications for individual differences 
and richest source of resources.

Source: Knowles, Holton, & Swanson (1998, pp. 64-69)



2. Use andragogical principles
an integrated framework of adult learning (2 of 2)

5. Become ready to learn what they need 
to know to cope effectively with their 
real-life situations;

6. Are life-centered (vs. subject-centered) 
in their orientation to learning;
They learn most effectively when they 
are presented in context of application 
to real-life situations;

7. Generate most potent motivators as 
internal pressures (desire for increased 
job satisfaction, self-esteem, etc.).



2. Use an integrated approach

o Executive and management accountability:
Leadership as strategic priority
Personal responsibility for development
Model required behaviors & attitudes

o HR accountability:
Aligned people & organizational initiatives
Provide conditions where managers act as 
people managers
Value demonstrated through people alignment 
with strategic direction & core values

o Follow EI guidelines for best practice:

Sources: Weiss & Molinaro (2005, chapter 14); Cherniss (n.d.); Cherniss & Caplan (2001)



Emotional intelligence (EQ) is a concept that 
captures a broad collection of individual 
skills and dispositions, most often referred 
to as soft skills or inter and intra-personal 
skills, that are outside the traditional areas 
of specific knowledge, general intelligence, 
or technical and professional skills, HR 
activities.





1. Be careful on big 
and emotional goals

I come 
first 

MDGs 

Human 
rights 

No, you come 
after me  



2. Surprisingly big failures 
are caused by human factors



Most forgotten factors in attaining 
human rights and human development 



Adapted from a 

presentation 

“The Human Element“

by John Merritt 



Do not be afraid 
of engaging people

SIMPLICITY
drives successful 

people engagement, 
not complexity.

PEOPLE ENGAGEMENT IS NOT  



PEOPL
E





The vital, 
connective tissue 

across each 
element are the 

people
whom are to be 

engaged.

This is what makes 
people engagement 

possible





in people engagement



THE

HUMAN
ELEMENT



They don’t want to be just a number, 

We are 

WORKS BEST FOR 
THEM. 



People learn better from 
experiences, than from what 

they read or listen 





Without people

there can be 
no people engagement  









Get better

Confront reality

State expectations

Be accountable

Listen first

Meet committments

Extend 

Talk straight

Show respect

Right wrongs

Show loyalty

Deliver results 

Be transparent 





Emotions are contagious 
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