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HOPING, HEALING, HELPING



Learning Objectives

• Understand and communicate a 
basic understanding of the 
concepts of Emotional 
Intelligence.

• Demonstrate the ability to avoid 
being ‘emotionally hijacked’ in 
stressful interactions with staff.

• Use daily self reflection to 
honestly assess your E.I. strengths 
and shortcomings.



On a scale of 
1 – 5, how 

much do you 
know about 
Emotional 

Intelligence?

1
Hardly 

Anything

2 3
Some

4 5 
A Lot!



ACTIVITY:

The Best How Did They Make You 
And Others Feel?

What Did That Make 
You Want To Do Or Not 

Do?



ACTIVITY:

The Worst How Did They Make You 
And Others Feel?

What Did That Make 
You Want To Do Or Not 

Do?



Emotional Intelligence 

• Emotional Intelligence refers to 
the capacity for recognizing our 
own feelings and those of  others, 
for motivating ourselves and for 
managing emotions well in 
ourselves and in our 
relationships.”

• Goleman, 1995



“The Neuro-
anatomy of 

Leadership “
“Why is it somedays I feel my head is 

going to explode!!”



Why the 
Brain?
• The workings of the 

amygdala and its 
interplay with the 
neocortex are at the 
heart of emotional 
intelligence.
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Emotions are contagious

• The brain has an ‘open loop’ system.
• We are ‘wired’ to pick up subtle 

clues from one another.
• Resonance is contagious…so is 

dissonance.



Emotional 
Intelligence

Anyone can become angry -- that is easy. But 
to be angry with the right person, to the right 

degree, at the right time, for the right 
purpose, and in the right way-that is not  

easy.

~Aristotle



Benefits

• Succeed in personal and professional 
relationships.

• Good understanding of yourself, your 
strengths, and your weaknesses -
essential to superior performance 
when on the job.

• Ability to work well under constantly 
changing circumstances and to act on 
your ideas in ways that benefit the 
organization.



Remember…

Emotional intelligence is not about being nice all the time. It is about being honest.

Emotional intelligence is not about being “touchy-feely.” It is about being aware of 
your feelings, and those of others.

Emotional intelligence is not about being emotional. It is about being smart with 
your emotions.

We aren’t all created emotionally equal - we have different emotional 
temperaments.

The way we act out, express ourselves, and use our emotions can be changed! 



Goleman’s Model

Social 
Awareness

Relationship 
Management

Self 
Management

Self 
Awareness

1. Know your 
emotions.

2. Manage your 
emotions.

3. Manage 
yourself.

4. Recognize & 
understand 
others’ 
emotions.

5. Manage 
relationships. 
(others’ 
emotions)



Self-Awareness
Self-awareness means having a deep understanding of one’s emotions…how their 
feelings affect them, other people and their job performance…
~Daniel Goleman

Self 
Awareness



Self Awareness   

• Awareness of our own emotional 
states is the foundation of all the 
Emotional Intelligence skills.

• Learn to “tune-in” to your emotions 
– they can give you valid 
information about your responses 
to stressful situations.

• Without self-awareness, our 
emotions can blind us and guide us 
to do things or to become people 
we really don’t want to be. 



Know Your 
Emotions 

• Individuals who have strong self-
awareness competency:  

• Are aware of their feelings
• Understand the connection 

between their own feelings and 
what they think, do, and say

• Know why certain feelings occur in 
themselves

• Recognize how their feelings affect 
their performance

• Understand the implications of 
their actions

• Are aware of how they are guided 
by their values and goals



Actions to Build Self-
Awareness
• Requires serious thought and effort. 
• Need to be objective about yourself 

and your own perceptions.
• Specifically, you will have to summon 

the courage to objectively examine 
the ways that you make appraisals, 
tune in to our senses, and get in 
touch with your feelings. 

• You will have to learn how to identify 
your true intentions and pay close 
attention to your actions.



Actions to Build Self-
Awareness

• Develop habit of self-observation.
• Spend time daily on self-

reflection.
• Reflect on how you feel “in the 

moment.”
• Make a list of your daily emotions. 
• Keep a journal.
• Ask for feedback.



Self-Awareness Activity
 Creative 
 Fair
 Confident
 Loyal
 Focused 
 Forgiving
 Caring 
 Passionate
 Goal-Oriented 
 Positive

 Happy 
 Kind
 Honest
 Funny
 Sensitive Leader 
 Doesn’t give up
 Patient
 Eager to Learn 
 Curious

 Open-minded
 Spiritual
 Imaginative
 Humble
 Hopeful
 Supportive
 Calm 
 Dependable
 Striving
 Hard-working



Self-Management
Self-management, which is like an on-going inner conversation, is the component of EI that frees us 
from being prisoners of our feelings. People engaged in such a conversation…find ways to control 
(emotional impulses) and even to channel (emotions ) in useful ways… 
~Daniel Goleman

Self 
Management



Self Management

• Leaders with good self-control skills stay 
calm and clear-headed while under 
stress or during a crisis and maintain 
emotional balance. 

• Self-management is also the ability to 
use your feelings to reason well and act 
intentionally. 



Self Motivation

• When people better manage their 
emotions, they tend to do better in life.  

• When people allow emotions to control 
and direct their behavior, the worse 
they do in life.  

• People who are good managers of their 
emotions are intentional, productive, 
and behave in a reasonable and rational 
way.



Emotional 
Self-Control

• Individuals in which this competency is 
highly developed:

• Deal calmly with stress
• Display impulse control and restraint
• Stay posed and positive, even in trying 

moments
• Think clearly and stay focused under 

pressure



Actions to Build Self-Management

• Develop constructive inner dialogs 
• Avoid distorted thinking

• Overgeneralizations
• Destructive labeling

• Derail counterproductive behavior
• Sarcasm
• Avoidance
• Boastfulness

• Use humor

• Redirect your emotional energy

• Take time out to relax

• Behavior rehearsal

• Never underestimate the power of 
taking deep breaths. 

• Anticipate emotional “triggers” and 
prepare to manage them. 

• Fix up the “bed hygiene.”



What Techniques Do You Use To 
Manage Your Emotions?

Discussion



Social Awareness
Once we have become more honest and intentional with our emotions, it is time to look outward. 
Emotional intelligence is about tuning into our own feelings as well as the feelings of those around 
us: learning to see things from another person’s perspective so that we can relate to them better.
~Goleman

Social 
Awareness



Social Awareness

It is the ability to recognize and appropriately respond to the emotions and 
feelings of others.

The ability to understand unspoken emotions within an individual or group. 

Can listen attentively while understanding other’s perspectives. 

Empathetic people are able to get along well with people of diverse backgrounds 
and cultures and to express their ideas in ways others understand.



Why is 
Having Social 
Awareness 
Important?

• Creates and maintains good working 
relationships with other people.  

• Able to feel what other people are feeling 
and can put themselves in their shoes. 

• Able to read non-verbal cues, facial gestures, 
posture, eye movement, and body language. 



Empathy

• Understanding is not the same as 
agreement.

• Research suggests a negative correlation 
between being in positions of power and 
empathetic abilities.

• In a team oriented, customer focused 
organization, empathy is critical.



Empathy

• High competency:  
• Are attentive to emotional cues and 

listen well
• Accurately read people’s moods or 

nonverbal cues
• Respect and relate well to people of 

diverse backgrounds
• Shows sensitivity and understand of 

others’ perspectives
• Help out based on understanding other 

people’s needs and feelings



Actions to build Social-
Awareness
• Really live in the moment!
• Go people-watching.
• Share and be honest about your 

feelings.
• Be consistent so that your spoken 

and unspoken messages match.
• Take the kinder road whenever 

possible.
• Try to see from the other person’s 

perspective.



Actions to Build Social 
Awareness

• Look for the good and similar.
• Assume people have the best of 

intentions.
• Listen better.
• Try to identify with what the other 

person is saying and feeling.



Relationship Management
Mastering the abilities of self-awareness, self-regulation, self-motivation and empathy 
pave the way for attaining a greater skill in handling relationships. In order to be effective 
in relationships, we need to bring these skills together to become “socially intelligent.” 

~ Goleman

Relationship 
Management



• People with high skill levels of 
managing relationships:

• Have a wide circle of colleagues
• Find the “common ground” among 

differing views
• Effectively leads teams
• Achieve change initiative objectives

Managing 
Relationships



Managing 
Relationships

• Connection gives depth, meaning, and 
value to the relationship. 

• Communication helps establish 
connection. 

• Connection makes communication easier. 
• It’s all about engagement!



Actions to Build 
Managing Relationships
• Know the relationship boundaries.

• Consider relationship expectations.

• Examine your perceptions of the other person.

• Ascertain the other person’s perception of you.

• Determine desired relationship outcomes.

• Tackle tough conversations.

• Use appropriate self-disclosure.

• Keep confidences.

• Listen more and talk less.



Self
Awareness

Self 
Management

Social 
Awareness

Relationship
Management

Emotional Self-
Awareness

Emotional Self 
Control

Empathy
Influence

Adaptability Coach and 
Mentor

Achievement 
Orientation

Organizational 
Awareness

Conflict 
Management

Positive Outlook
Teamwork

Inspirational 
Leadership

Emotional Intelligence Domains and Competencies



What about me?
EI SELF-ASSESSMENT CHECKLIST



EI SELF-ASSESSMENT CHECKLIST Results

SELF-
AWARENESS 

EMPATHY SELF-CONTROL SELF-
CONFIDENCE 

MOTIVATION SOCIAL 
COMPETENCY



Leadership & 
Emotional 
Intelligence

“Leaders influence the 
team’s emotions. The 
teams emotions drive 
overall performance.”

~ Robert G. Jerus



Resonant Leadership

• Delivers the message authentically 
and from own values and 
resonates with the emotions of 
those around them.

• The more resonance, the less 
‘static’ in interactions.

• Resonant leadership helps team 
stay focused and optimistic even 
amid formidable change. 



Dissonant 
Leadership…
• Lacks empathy,
• Produces groups that feel 

emotionally discordant, in which 
people have a sense of being ‘off-
key.’

• Result = collective distress that 
becomes the team’s pre-occupation, 
displacing the attention to the 
leader’s message or vision.

• Good enough rather than their best.



Dissonance:
Variation on 
the Theme

• “Dementors” –“drain peace, hope and 
happiness out of the air around them.”

• They create wretched workplaces but have no 
idea how destructive they are – or they simply 
don’t care.

• Manipulative, valueless, inauthentic, lacking 
credibility.

• Contribute to staff burnout.
• Clueless.



Resonance Skills

Style 1 – Visionary
• inspires people by 

focusing on long-term 
goals. 

Style 2 – Coaching
• helps people assume 

responsibility for a stretch 
of the road that leads to 
the organization's success. 



Resonance Skills

Style 3 – Affiliative
• creates a warm, people-

focused working 
atmosphere.

Style 4 – Democratic
• obtains input and 

commitments from
everyone in the group.



Dissonance 
Skills

Effective leaders use them sparingly 
because of their potential side-effects. 

• Style 5 – Pacesetting
• describes leadership that sets 

ambitious goals and continually 
monitors progress toward those goals. 

• Style 6 – Coercive
• describes leadership that issues 

instructions without asking for input 
about what is to be done or how: "do 
it because I say so."



Dissonance Is The Default

Secret feelings that  things are not ‘right’

Denial: life becomes mechanical, meaningless - A 
sense that we must ‘settle’

Negative self-talk - We justify our behavior and 
blame others

‘Act out’ at home or at work



The Sacrifice Syndrome
• Blood pressure 

increases
• Large muscles

prepare to fight or run
• Brain shuts down non-

essential neural circuits
• Less open, flexible

and creative

Hormones activated:
CORTICOSTEROIDS

• Leads to reduction in 
healthy immune system

• Inhibits creation of new
neurons

• Over stimulates older
neurons leading to 
shrinkage of neurons

RESULTS:

• Brain loses
capability to learn

• We feel anxious,
nervous, even
depressed

• Perceive things
people say or do
as threatening
and negative

• More stress
is aroused

When we
experience high,
constant level of

STRESS

Stress
arouses the

SYMPATHETIC
NERVOUS
SYSTEM

Hormones activated:
EPINEPHRINE &

NOREPINEPHRINE



9 Strategies for Promoting Emotional Intelligence

Taking the time 
for mindfulness

Recognizing 
and naming 

emotions

Understanding 
the causes of 

feelings

Differentiating 
between 

emotion and 
the need to 
take action

Preventing 
depression 

through 
“learned 

optimism”

Managing anger 
through learned 

behavior or 
distraction 
techniques

Listening for the 
lessons of feelings

Using “gut feelings” 
in decision making

Developing listening 
skills



Action plan
3 goals I am going to accomplish based 

on my emotional intelligence!



Thanks for your
Participation & 

Attention!
Enjoy the rest of the Conference!

jamato@familylinks.org


