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Module One: Getting Started 

Welcome to the Emotional Intelligence at Work workshop. 

Emotional Intelligence is usually considered the ability to be in 

touch with one’s emotions to the point where these feelings can 

be identified and understood, then used in social interactions.   

This workshop will introduce to you the ideas and techniques for 

increasing your emotional intelligence. Many occupations are 

based on high emotional intelligence.  Many service occupations 

require high levels of EQ.  These skills are also widely desired by all 

employers as these employees are better communicators.  They are good at relationships and conflict 

resolution, which are very useful in the workplace. 

 

Workshop Objectives 

Research has consistently demonstrated that when clear goals are associated with 

learning, it occurs more easily and rapidly.  

This workshop is designed to help you in the following ways: 

• Define and practice the areas of emotional intelligence in the workplace. 

• Identify and control your emotions. 

• Successfully communicate and maintain relationships with others. 

• Identify nonverbal communication and consider this information when engaging. 

• Successfully execute conflict resolution and overcome other obstacles in the workplace. 

• Exhibit empathy and reverence for others. 

• Identify anxious and stressful emotions and better control these negative emotions. 

  

Whatever the mind can conceive and 

believe, the mind can achieve. 

Dr. Napoleon Hill 
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Pre-Assignment Review 

The purpose of the Pre-Assignment is to get participants thinking about their 

current knowledge or feelings about Emotional Intelligence. You will also find a 

Pre-Assignment handout in the Activities folder. 

Try to remember a recent work-related event that became emotional. Think of the 

body language involved as well as verbal and non-verbal communications that 

occurred.  

1. Did anyone lose control of their emotions during the event? If so, was their reaction or emotions 

an appropriate response to the event? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

2. Would it have been better if emotions were kept in check? If so, please expand. 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 

 

3. What do you expect to learn or take away from the workshop? 

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________

______________________________________________________________________________ 
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Module Two: Introduction to Emotional Intelligence 

To define emotional intelligence in the workplace, we 

must first understand the definition of emotional 

intelligence.  Emotional intelligence, or EQ, is usually 

described as the ability to identify one’s emotions and 

the control of those emotions while expressing 

oneself.  This also includes being empathetic to others 

and cultivating successful interpersonal relationships. 

Emotional intelligence is not only useful in day-to-day life, but it is critical to a successful workplace.  In 

fact, EQ is more important in the business world than IQ.  With an emotionally intelligent team, 

maximum success can be achieved.  This can be achieved through improved communication, empathy 

for others, and better resolution of conflict between the team members, and also customers. 

 

Definition 

What does the entire phrase “emotional intelligence at work” mean?  There are five 

main areas of focus that are included in most studies: 

• Self-awareness – of emotions and self-worth, and confidence in one’s abilities. 

• Self-regulation – of emotions, standards of honesty, and adaptability. 

• Motivation – drive to achieve goals, commitment, and initiative. 

• Empathy – high sense of diversity, compassion, and is driven to assist others. 

• Social Skills – skills in conflict management, communication, and leadership. 

 

  

People may not remember what you said, but 

they remember the way you made them feel. 

Maya Angelou 

http://www.atlanticspeakersbureau.com/
http://www.humanskillsdevelopment.ca/


Page 8    Atlantic Speakers Bureau and Human Skills Development  

www.atlanticspeakersbureau.com   www.humanskillsdevelopment.ca  

980 Route 730, Scotch Ridge NB Canada E3L 5L2  1-506-465-0990  FAX: 1-506-465-0813  

P.O.Box 55 Calais, ME USA 04619 

History 

In the early 1970’s, the United States Supreme Court ruled that companies could not 

hire based on the results of IQ testing.  The court determined that employment 

testing must be job performance related.  Harvard University began researching 

other testing that companies could use that would better determine the potential 

for problem solving, conflict resolution and leadership.  Emotional intelligence 

research and study really started after a Harvard professor, Howard Gardner, 

established that EQ is more desired in employees than the book learning of a college degree and high 

IQ.   

Around 1995, Dr. Goleman authored the book Emotional Intelligence.  This best seller was an immediate 

topic of conversation.  Goleman’s book outlined the five key areas of emotional intelligence and how 

they relate to the day to day lives of everyone.  It was shortly after Goleman’s book; the Emotional 

Competency Inventory was created and is still one of the most popular tests used to determine 

emotional intelligence of a perspective employee. 

 

Who Needs It? 

Everyone essentially needs to identify and build their emotional intelligence.  In the 

workplace, it is now being considered a hiring trait that is desired by all the leading 

corporations.  As far back as 2014, twenty percent of companies were testing and 

evaluating perspective employees and their emotional intelligence.   By identifying 

employees that have high emotional intelligence, they more efficiently focus on these 

employees and cultivate the leaders of tomorrow.  This is also a way for companies to identify the lower 

leveled employees and direct these people towards identifying and improving their emotional 

intelligence levels.   

 

Goals 

What are the goals of emotional intelligence and increasing its traits and skills?  

Simply put, it is to better communicate with others, build relationships, and influence 

others around us in a more positive way.  This growth is all based on our emotions 

and how we use them, and not let our emotions use us. 

Once we identify our emotions, we can then begin to change our emotions to be less 

negative and less stressful.  We can also use these changes to improve our social skills.  Social skills in 

combination of communication equals someone who builds rapport.    

http://www.atlanticspeakersbureau.com/
http://www.humanskillsdevelopment.ca/


Page 9    Atlantic Speakers Bureau and Human Skills Development  

www.atlanticspeakersbureau.com   www.humanskillsdevelopment.ca  

980 Route 730, Scotch Ridge NB Canada E3L 5L2  1-506-465-0990  FAX: 1-506-465-0813  

P.O.Box 55 Calais, ME USA 04619 

Case Study 

John was told by a colleague that he was very emotionally intelligent, but he hadn't had 

even the slightest clue as to what that really meant. He approached another colleague 

named Jessica. She explained that it could mean a number of things, including that he must 

be great at self-management, self-regulation, and self-motivation. She told him where it 

started and why.  She also explained why everyone needs to increase their skills to be better 

communicators.  John realized what a great compliment it was to be considered an emotionally 

intelligent person, and thanked the colleague, and Jessica, for the confidence boost and information. 
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Module Two: Review Questions 

1) Which of the areas listed below is not part of the focus of “emotional intelligence in the 

workplace? 

a) Motivation 

b) Contribution 

c) Empathy 

d) Communication 

2) Emotional intelligence is more important in the business world than? 

a) Family background 

b) Absenteeism 

c) Staying up on current events 

d) Intelligence quotient 

3) What did the United States Supreme Court rule in regards the use of intelligence quotient 

testing of perspective employees? 

a) The use of this testing is unconstitutional 

b) The use of this testing must be limited to those under twenty-five years of age 

c) The use of this testing must be limited to small groups of employees 

d) The use of this testing is constitutional 

4) Which of the groups listed below does not need to increase its emotional intelligence? 

a) 18 - 25 year olds 

b) Married employees 

c) No one, everyone should 

d) Everyone, it’s a skill that isn’t for everyone 

5) Which of the areas listed below is not part of the emotional intelligence realm? 

a) Emotional awareness 

b) Empathy 

c) Building rapport 

d) Event planning 

6) Empathy includes all the following traits, except: 

a) Active listening 

b) Feeling sorry for another person 

c) Understanding the feelings of another person 
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d) Sharing the emotions of another person  
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7) One of the goals to building emotional intelligence is: 

a) Being able to train others 

b) Being able to earn more respect and authority 

c) Being able to better connect with others 

d) Being able to score higher on the IQ testing 

8) What must happen first to help improve emotional intelligence? 

a) Changing your emotions 

b) Identifying your emotions 

c) Communicating your emotions 

d) Ignoring your emotions 

9) Why do employers prefer emotional intelligence over “book smarts”? 

a) These employees are better leaders and team players 

b) These employees are more negative employees and get things done 

c) These employees are more focused on investment and stay on budget 

d) These employees are better followers and allow to be led easily 

10) When is the best time to increase your emotional intelligence? 

a) Never 

b) After the age of 50 

c) Now 

d) Before puberty 
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Module Three: Benefits 

Emotional intelligence in the workplace has many benefits, not just 

getting the job because of great communication skills and team 

leadership.  Emotional intelligence starts with identifying our own 

emotions and how we manage these feelings.  Through identification 

of our emotions, we can begin to use these emotions for positive 

reasons and to improve our day-to-day relations with others and with 

ourselves. 

 

 

Reducing Anxiety and Stress 

Anxiety is a term that is normally used in a negative light.  There are medications to 

curb anxiety, tips on alleviating anxiety, but do we really understand the purpose for 

stress and/or anxiety?  Anxiety can help keep us alert like in the nervousness before a 

speech.  Identifying these emotions is the first step to controlling those feelings when 

they arise. 

Managing the symptoms of stress and anxiety can be as simple as easy, physical exercises.   For 

example, fast and shallow breathing is one of the symptoms that comes with these emotions.  

Identifying these symptoms and counteracting it is recommended.  Hold your breath for five seconds or 

deliberately slow your breathing down, in through the nose and out through the mouth.  Anxiousness 

also releases hormones into the bloodstream and keeps you stressed for a period of time.  Working out, 

jogging in place, and other physical activities can also lower these hormones and relieve the stress. 

 

  

Your emotional state affects the way you 

think and thus the choices that you make.  

Claudia Velandia 
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Conflict Resolution 

Everyone cringes at these words.  Who is good at conflict resolution?  You can be 

good at conflict resolution.  With emotional intelligence, skills like effective 

communication, active listening and empathy, conflicts can be de-escalated quickly 

and rapport built in the place of negativity. 

First, active listening is key to understanding what the conflict concerns.  Empathy for each side of the 

disagreement allows you to feel the emotions of each person and better understand their position.  

Even social skills come into play when each side’s opinions and needs are mirrored for both sides to 

hear.  From there, a solution can be determined so that everyone feels satisfied that they have been 

heard. 

 

Relationship Management 

Another benefit to emotional intelligence and all it includes is better relationship 

management.  Once we come into focus with our own emotions, we can then use it 

to build and maintain better, more positive relationships, both in the workplace and 

in everyday life. 

How does emotional intelligence aid in our relationships?  First, through our 

communication.  Through our empathy we can bring out the best in others, mentoring and motivating.  

Communicating in a more positive manner improves our relationships with everyone we encounter.  

Better communication equals better relationships. 

 

Overcoming Obstacles at Work 

Overcoming obstacles at work does not seem to be related to emotional 

intelligence, however, it is.  When thinking of obstacles at work, one usually 

thinks about failure.  Failure can come in all kinds of forms, and almost always 

feels negative.  Failure can be controlled through more emotional intelligence.  

And with these skills, we can turn a negative event into positive growth. 

The hardest and first step of the process is to recognize the failure.  Admit to the emotions that you are 

feeling and then the learning process can begin.  Determine how the failure could have been avoided 

and then make changes.  Making a change to avoid future failure is growth, that came from a negative. 
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Case Study 

Sarah and Mike are attending a workshop on Friday at work.  The company is hosting a free 

seminar on emotional intelligence in the workplace.  Sarah had to convince Mike to attend 

and recommended that he attend the “reducing stress and anxiety” module.  Mike has 

been very worried about an upcoming project and Sarah pointed this out to Mike.  In 

retaliation of sorts, Mike then informed Sarah that she should be attending the “conflict resolution” 

mod.  He was referencing a pair of Sarah’s co-workers having been having issues in the planning 

sessions, and it is widely known in the company.  

Both Sarah and Mike then decided to attend the relationship management and the overcoming 

obstacles at work modules.  They both agreed that these two modules are useful for everyone in any 

situation.  They are looking forward to increasing their emotional intelligence and gaining some useful 

tips for the workplace.  
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Module Three: Review Questions 

1) When managing stress and anxiety, hold your breath for ___ seconds. 

a) 3 

b) 5 

c) 7 

d) 9 

2) What is a positive aspect of anxiety? 

a) Help you lose weight 

b) Help you be more productive 

c) Help keep you alert 

d) Help you make better choices 

3) What is the key to understanding what the conflict concerns? 

a) Social skills 

b) Empathy 

c) Active listening 

d) Building rapport 

4) _______ for each side of the disagreement allows you to feel the emotions of each person and 

better understand their position. 

a) Empathy 

b) Building rapport 

c) Social skills 

d) Active listening 

5) According to the Relationship Management lesson, emotional intelligence first aids in 

relationships through _____. 

a) Love 

b) Communication 

c) Compatibility 

d) Sharing 

6) We can bring out the best in others through ___. 

a) Communication 

b) Compatibility 

c) Sharing 
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d) Empathy  
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7) Better communication equals better _____. 

a) Relationships 

b) Job prospects 

c) Raises 

d) Emotional Intelligence 

8) Is overcoming obstacles at work related to emotional intelligence? 

a) Yes, but only when it involves other people 

b) Yes 

c) Yes, but only when it is related to dealing with subordinates 

d) No 

9) According to the Overcoming Obstacles at Work lesson, failure can be controlled through which 

of the following? 

a) Emotional Intelligence 

b) Retrying 

c) Giving reasons for failure 

d) Intelligence quotient 

10) What is the first step of the process in the Overcoming Obstacles at Work lesson? 

a) Determine how the failure could have been avoided 

b) Admit to the emotions you are feeling 

c) Recognize the failure 

d) Make a change to avoid failure in the future 
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Module Four: Social Skills 

Research has shown that people with high emotional 

intelligence levels also have increased social skills.  Social 

skills are a desired quality by many employers, because it 

is a trait of great leaders.  High social skills lead to better 

conflict resolution, better communication, and better 

leadership of teams.   

 

 

 

Building Rapport 

Rapport is thought of to be how one relates to others.  Individuals that possess 

good social skills are very good at creating and maintaining relationships with 

other co-workers.  This includes a certain level of trust in the relationships.   

Emotional intelligence includes rapport or one’s interpersonal skills and their use 

in day-to-day life.  Building rapport with others has many advantages some of 

these being: 

• Increased influence with others 

• Better conflict resolution skills 

• Ability to better cope with changes in the workplace 

• Better cooperation and team participation skills 

  

If you want to positively influence others, begin by 

influencing how they experience you. 

Sylvia Baffour 
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Nonverbal Communication 

Scientists have often stated that communication is at least fifty percent body 

language or nonverbal communication.  What a person says, can contradict how 

they really feel.  Understanding nonverbal communication can improve 

communication greatly.  Here is a list of the four categories of nonverbal 

communication:  

• Facial expressions 

• Body gestures 

• Haptic or touch 

• Spatial positioning 

 

 

Emotional Awareness 

Emotional awareness is described as the ability to identify and control one’s 

emotions, knowing one’s strengths and weaknesses, and being aware of one’s 

impact on others. But how do those traits translate into the workplace?  Persons 

who possess emotional awareness are looked upon by employers as able to accept 

constructive criticism and improve.  They are often self-confident and better able to handle stress.  

 

Empathetic Accuracy 

Simply stated, empathy is our natural ability to understand another person, their 

emotions, and their situations.  Being empathetic involves understanding another’s point 

of view while maintaining our own viewpoints.   Empathy is what makes us cry when 

other’s cry.   

There are many professions that require high levels of empathetic awareness.  Doctors, lawyers, nurses, 

teachers, morticians, police persons, and the list goes on and on.  Any leader, supervisor, or shift 

manager needs to a high degree of empathy for the many different people that will be on the team. 
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Case Study 

Trey has never been a “people person.”  His new job in marketing will require that he 

increase his social skills and decides to study on increasing his social skills through his 

emotional intelligence.  The first book that he reads, he borrows from Bob.  Bob had 

highlighted the section focused on building rapport with others.  Trey knows that this is a 

good chapter to start his journey.  Trey keeps reading and greatly enjoys the chapters concerning non-

verbal communication.  He texts Bob and tells his friend that the reason he crosses his arms at the 

meetings is because Bob does not like the boss. 

By the end of the book, Trey has learned about his emotional awareness, to calm his anxieties.  But 

more important, he also learned about empathy for others.  Being able to better experience the feelings 

of others was a skill that Trey will utilize for many years. 
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Module Four: Review Questions 

1) Building rapport refers to: 

a) Planning projects 

b) Connecting to others 

c) Hiring new employees 

d) Interpreting for new immigrants 

2) A person with social skills is __________ by employers. 

a) Less desirable 

b) More desirable 

c) More avoided 

d) Less looked for 

3) Which of the following statements is true? 

a) Non-verbal communication is more telling than verbal sometimes 

b) Non-verbal communication is never more telling than verbal 

c) Non-verbal communication is not used in the workplace 

d) Non-verbal communication is something only studied overseas 

4) Which of the items listed below is not considered body language? 

a) Spatial zones 

b) Eye rolls 

c) Accusatory tones 

d) Crossed arms 

5) Building rapport is considered a(n) __________ skill. 

a) Engineering 

b) Experience 

c) Female 

d) Social 

6) Which of the following statements is true? 

a) Effective communication includes verbal and non-verbal communication 

b) Effective communication does not include empathy 

c) Effective communication requires at least three people to be successful 

d) Effective communication is not required to build rapport 
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7) Emotional awareness does not include the following: 

a) Identifying emotions 

b) Controlling emotions 

c) Ignoring emotions 

d) Diverting emotions 

8) Emotional awareness is: 

a) Not widely discussed 

b) A topic rarely covered in the workplace 

c) Very effective for building rapport 

d) A difficult subject, used in psychology 

9) Empathetic accuracy is: 

a) A perfect bullseye in a dart game 

b) The ability to exactly guess the number of products in a display 

c) Being able to share another person’s emotions 

d) Feeling sorry for another person and helping him/her 

10) Empathetic accuracy is more likely used in all of the following occupations, except: 

a) Funeral director 

b) Police officer 

c) Bank CEO 

d) A kindergarten teacher 
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Module Five: Reducing Anxiety and Stress 

Reducing anxiety and stress will improve our health, 

improve our relationships, and improve our lives overall, 

this is a fact.  Where do we start? We start with 

identifying the emotions that are involved, identifying the 

causes of these emotions, and changing the way that we 

react to these emotions.  In other words, we start with 

improving our emotional intelligence. 

 

 

 

 

Mindfulness 

Anxiety, at its core, is based around negative thoughts.  Negative thinking takes over 

the focus of the individual.  The first step is to acknowledge these feelings and realize 

that they will pass.  Try to turn the negative thoughts into positive thoughts.  For 

example, instead of worrying about an upcoming situation, plan for the upcoming 

event.  Try these four steps: 

• Identify the specific issue or problem 

• List the possible solutions to the issue 

• Choose the best possible solution 

• List the steps to achieving the solution 

 
  

When our emotional health is in a bad state, 

so is our level of self-esteem.  

Jess C. Scott 
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Changing Thoughts 

Another way to reduce the stressful and anxious feelings and emotions is to divert the 

negative thoughts towards an activity that is positive.  A good example is that when 

you are feeling anxious about an upcoming meeting; take ten minutes to work on your 

favorite crossword puzzle.  Take your mind off the worry of the situation and put the 

focus on something constructive. 

Distracting one’s thoughts away from the anxious thoughts is not a permanent “fix” for stress, but it 

does show that negative thoughts are not permanent, and the feelings go away.  Worrying is a choice 

that we make consciously.  To alleviate the stress, we must consciously choose to think positive 

thoughts. 

 

Changing Actions 

Once you have changed your thinking processes, it is now time to change your actions 

to better alleviate anxiety and stress in the workplace.  Begin with identifying the 

workplace stressors that are your focus.  By identifying the cause, there may be ways to 

lessen their affects.  Instead of letting the stress and anxiety build up and eventually 

cause bigger problems, change the way that the stress occurs first. 

• Focus on tasks until completion, without checking emails, texts, and voice mails intermittently. 

• Stop checking emails and messages from work, after you are clocked out for the day. 

• Ask for more support at work, whether with your work load or even with emotional support. 

 

Long Term Relaxation Techniques 

There are thousands of relaxation and stress relieving strategies and techniques.  All 

claiming to be the one way to end the anxious feelings and worry.  Increasing the 

emotional intelligence level will result in a better awareness of the emotions that are 

occurring.  When the emotions are triggered, we can then use techniques to alleviate the 

stress out of our lives.  There are three main categories of techniques to consider: 

• Problem focused techniques:  focuses on removing the source of the stress 

• Emotion focused techniques:  focuses on channeling or reducing the stressful emotions 

• Avoidance techniques:  focuses on avoiding the stressful situation completely 
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Case Study 

Amanda has been feeling a lot of stress at work, and since the promotion to project 

manager, the anxiety before deadlines is worse than ever.  She went to the HR manager 

and expressed her concerns.  Tina, the HR manager, had some very interesting suggestions 

for being more mindful of the emotions during the anxiety.  She suggested a pamphlet on 

mindfulness to begin changing one’s thought patterns. 

Amanda began the suggested steps and started to change her actions when she was feeling stress.  She 

even began some diversion techniques to stop some of the worry right before a presentation.  Tina’s 

help has improved Amanda’s outlook on her new position. 
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Module Five: Review Questions 

1) Mindfulness does not refer to: 

a) One’s emotions during a conflict 

b) One’s reactions when excited 

c) One’s preparation for a presentation 

d) One’s thoughts before an appointment with human resources 

2) You snapped at a coworker yesterday, when you should have been more _________ of your 

emotions. 

a) Expressive 

b) Mindful 

c) Empathetic 

d) Minimizing 

3) Once emotions are identified, our thoughts can then be __________. 

a) Changed 

b) Expressed 

c) Ignored 

d) Validated 

4) Changing thoughts from stressful worry to more positive planning is referred to as: 

a) Acceptance 

b) Ignorance 

c) Impossible 

d) Diversion 

5) Which of the following statements is true? 

a) Changing the way we react to stress can be done through the use of breathing techniques 

b) We cannot change the way we react to a situation, it’s instinctual 

c) We can only change our thoughts through hypnosis 

d) None of the above 

6) Which of the techniques listed below will reduce negative thoughts? 

a) Escalation 

b) Denial 

c) Diversion 

d) Hypnosis 
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7) Reducing anxiety through changing one’s thoughts and actions: 

a) Is impossible for most people 

b) Can be induced through medication 

c) Is not a studied area and results are inconclusive 

d) Can be accomplished through emotional awareness 

8) Anxiety and stress are hard wired into our brains and cause _________ to be released. 

a) Endorphins 

b) Adrenaline 

c) White blood cells 

d) Saliva 

9) Long term relaxation techniques can only be successful after _________. 

a) Emotions are identified 

b) Emotions are expressed 

c) Emotions are written in a journal 

d) Emotions are validated 

10) Diverting worrisome thoughts can include everything but: 

a) Exercising 

b) Planning 

c) Meditating 

d) Listing worries in journal 
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Module Six: Conflict Resolution 

Conflict is inevitable, especially in the workplace where there is a 

large mix of ideas and beliefs.  With high emotions, logic often 

takes a backseat.  A high level of emotional intelligence eases the 

task of resolving conflict.  These skills allow for better 

understanding of all aspects and “sides” of the issue at hand. 

 

 

 

 

 

Working as a Team 

A workplace is only as successful as it’s team of employees.  We all have to work 

together with someone, somewhere in the company.  Other people on the team often 

have different ideas and values, different goals and objectives, and these ideas do not 

always align with yours.  This causes conflict. 

There are few techniques that you can utilize to de-escalate the situation and improve the situation for 

the entire team.  Consider these steps: 

• Calm your own emotions. 

• Consciously decide to actively listen to the other person. 

• Focus the information given on the problem at hand, and it’s true source.  

  

Peace is not the absence of conflict, but the 

ability to overcome it. 

Mahatma Gandhi 
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Ability to Change 

The key to successful conflict resolution is to realize that being “right” or “win”, is not the 

goal.  Emotional intelligence tells us to look for the win-win situation in which both people 

can feel positive about the interaction.  Both people could be equally “right”.   

This can be achieved through “switching” your perception of the conflict.  We understand 

our own positions, the hows and whys of what we do, very well.  But how well do we understand the 

person with whom we are in conflict?  When we can change our perspective of an issue, away from 

ourselves and into others, conflict resolution begins. 

Another perception that can be adjusted to better suit both parties, is to step back and turn a negative 

interaction into a positive interaction.  For example, instead of looking at a confrontation as a negative 

argument, adjust your perception to this interaction could be a good time to learn about the other 

person’s assignment or position.  This issue could be a good way for you to work with the other person 

to a common goal. 

 

Reverence 

Reverence for others during a conflict, is extremely hard to do for people with low 

emotional intelligence.  Being able to treat the other person the way that we want to 

be treated is necessary for successful conflict resolution.  One way to exhibit reverence 

for the other person is to carefully choose our vocabulary.  Not using language that 

inflames the situation or makes the other person feel negative is the easiest way to the 

resolution.  Here are some suggestions of words to avoid: 

Can’t – this word can often cause feelings of rebellion or disagreement during conflict. 

You – this word is very accusatory. 

But -   this word makes excuses and appears that user is taking two very different “sides”. 
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Big Picture 

One of the most important focuses should be to always look at the root problem of 

the conflict.  Often personal jabs come into the discussion, and the key issue needs to 

be focused on to resolve.  Make sure to keep all communication focused on the issue 

at hand, not the past or personal issues. 

The big picture needs to be the focus, whether it is the completion of a project, the success of the entire 

team, or the sales numbers.  The operations of the business and the successful completion of the tasks 

at hand should be the only focus.  Not the conflict that is being discussed. 

Another issue that needs to be addressed is the affect that the conflict is having on others.  How is this 

conflict affecting the moral of the team?  The co-workers witnessing the conflict?  The customers or 

outside vendors that may be present?  This to should be introduced to the resolution.  This is also 

common ground that each person shares with the other.    

 

Case Study 

Stacy and Reba are having a disagreement as to who should have the conference room.  

Stacy’s team has a conference call and Reba’s team is doing interviews.  The discussion is 

getting heated and Matt decides to step in.  He has attended a conflict resolution class 

recently and is going to try his new techniques. 

Matt first points out that everyone needs to complete their assigned tasks.  And asks what 

change could be made to resolve this issue. Stacy states that she, Reba, always gets her way.  Matt 

focuses the discussion back on the topic at hand. Reba says that they could meet in the manager’s office 

at the conference table.  Matt agrees and the conflict is resolved.  Matt thanks both ladies and reminds 

them that getting projects completed is much more important than a meeting area. 
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Module Six: Review Questions 

1) Conflict resolution is a _________. 

a) Specialized skill 

b) Social skill 

c) Legal term 

d) Legal charge 

2) When conflict arises in the workplace, what is the first step to be taken? 

a) Distance yourself from the confrontation 

b) Call a supervisor or manager to handle the situation 

c) Find a co-worker to be on your side for reinforcement 

d) Remind yourself and others that team-work must exist for success 

3) Being able to remember the need for teamwork, and not become emotional during conflict 

requires: 

a) Influence 

b) Motivation 

c) Emotional awareness 

d) Innate ability 

4) What needs to change about the perceptions of those involved in the conflict? 

a) More informed 

b) More divisive 

c) More positive 

d) More planned 

5) Who should win when conflict resolution techniques are used? 

a) The “side” that saves money 

b) The “side” that has more supporters 

c) No one should “win” 

d) Everyone should “win” 

6) Who usually needs to be able to change their stance during a conflict in the workplace? 

a) Side A 

b) Side B 

c) Side A and Side B 

d) You trying to resolve the issue  
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7) Reverence is defined as: 

a) A church minister 

b) High regard for others 

c) A backwards step in progress 

d) An information source like an encyclopedia 

8) Why is reverence part of emotional intelligence? 

a) It requires a degree in psychology 

b) It requires a management status 

c) It requires a high IQ 

d) It requires emotional awareness 

9) Looking at the big picture is which part of the conflict resolution? 

a) Reverence 

b) Ability to change 

c) Working as a team 

d) Resolving the conflict 

10) Instead of using personal insults and accusations during conflict, _________ should be focused 

upon. 

a) Money 

b) Appearance 

c) Big picture 

d) Winning 
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Module Seven: Relationship Management 

Relationship management refers to the ability to build rapport 

with others and maintain healthy relationships.  These people 

skills are a trait that is greatly sought after by all employers.  

Being able to effectively communicate with other employees and 

customers is an emotional intelligence area that is critical to 

success. 

Great “people skills” yields employees that are: great team players, good conversationalists, excellent 

communicators, able to easily mentor others on the team, and are adept at building positive 

relationships. 

 

Effective Communication 

Effective communication is the foundation of emotional intelligence and the key to 

successful relationships.  Communication comes in many forms and to maintain good 

relationships, our communication techniques need to reflect our proposed message in the 

most productive way possible.  Without this communication, relationships are not 

successful.  There is little understanding or trust between the people. 

Effective communication involves giving strong messages in which the verbal message is reinforced by 

the non-verbal communication.  It also involves active listening skills so that not only is one person’s 

message delivered but the other person’s message is also heard.  Active listening also involves body 

language, along with asking questions. 

  

Coming together is the beginning, keeping 

together is progress; working together is 

success. 

Henry Ford 
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Bringing Out the Best 

An excellent way to bring out the best in others at work, is to be an excellent example.  A 

good way to accomplish this is to be a mentor to others.  The key is leading by example 

and conducting yourself at a high emotionally intelligent level.  By building rapport with 

others, others spend time with you, they will start to conduct themselves as you.  It is 

difficult to be negative in the presence of positivity.  Basically, you lead by example, and in turn bring out 

the more positive and more successful co-workers. 

Find something good in everyone.  Through our emotional intelligence, this is much easier to 

accomplish.  Go out of your way to compliment and encourage others.  Positivity given is often positivity 

received. 

 

Motivating 

Everyone enjoys a pat on the back for a job well done.  Motivation is defined as 

the “push” to achieving our goals and for actions and compliments can be that 

push.  We may be able to uncover hidden talents and skills in our co-workers 

that they did not know that they had.  Giving praise when it is warranted 

encourages others to continue to excel in their tasks and goals.  Motivating can 

be very effective when approached with the proper techniques.  However, the praise must be genuine 

and sincere.  Unnecessary praise gives an aggressive or demeaning message.  Insincere praise also 

makes us look dishonest and untrustworthy, but when used to inspire others, compliments can motivate 

others to perform. 

 

Influencing 

Influence can come from several different sources of power.  One of these sources 

comes from our emotional intelligence, the people skills or person power.  Based on 

how others view us, whether we are up standing and trustworthy, this influence 

centers on our people skills, and evolves into the ability to influence and lead others.    

The keys to influencing others are: 

• Active listening 

• A genuine interest in others 

• Adept at reading others’ non- verbal communication 

• Easily builds rapport with others. 
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Case Study 

Tam and Liz are the new trainees for the newly hired employees on the accounting team.  

They are coordinating their tasks and goals for the new team and how they will accomplish 

these goals.  Tam has very good communication skills to introduce the team and their focus.  

She has good body language and very positive messages.  Tam points out that Liz is a great 

mentor for the team, as she has skills in encouraging people to attempt new things.  Liz is 

also a great motivator, always making the team feel like they are the best.  Together, they will be 

influencing this team to success in the accounting world. 
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Module Seven: Review Questions 

1) Successful relationship management needs __________. 

a) Years of training 

b) Emotional intelligence 

c) Four or more people 

d) Good managers 

2) Which of the choices listed below is not related to management of relationship? 

a) Communication 

b) Trust 

c) Authority 

d) Motivation 

3) Effective communication involves all the choices listed below, except: 

a) Non-verbal communication 

b) Active listening 

c) Emotional awareness 

d) Diversion 

4) Active listening can include all the following choices, except: 

a) Taking notes 

b) Nodding 

c) Appropriately agreeing 

d) None of the above 

5) Bringing out the best in others is often thought of as: 

a) Avoidable 

b) Mentoring 

c) Waste of time 

d) Management responsibility 

6) Someone who brings out the best in others is regarded: 

a) Positively 

b) Negatively 

c) Over-achieving 

d) Rebelliously 
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7) Compliments and praise can be used to __________ others. 

a) Coach 

b) Motivate 

c) Promote 

d) Categorize 

8) What is the result of insincere compliments or praise? 

a) Self-esteem 

b) Trust 

c) Distrust 

d) Appreciation 

9) Influencing is: 

a) Hiring another person 

b) Listening to another person 

c) Promoting another person 

d) Affecting another person 

10) To influence someone, all the following techniques listed below can be used, except: 

a) Authority 

b) Rapport 

c) Empathy 

d) Listening 
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Module Eight: Overcoming Obstacles at Work 

Emotional intelligence can also improve our abilities to 

overcome the different obstacles at work.  It improves our 

relationships, assists in conflict management, and decrease 

the anxiety and stress related to our careers.  Failure is one 

of the common obstacles that we must overcome.  How we 

handle our emotions that result from a failure is key to 

turning a negative into a positive. 

 

 

 

Recognizing Failure 

Failure, the state of lacking of success.  Failure is everywhere, it’s 

unavoidable.  We have been trained to view failure in a negative 

light.  We need to begin to realize that failure is growth.  We must 

change our thinking and outlook on our failures.  

Failure is necessary.  Failure is a risk taken.  Without our failures, we 

would not evolve, and this is true in the workplace also.  Recognizing 

our failures, rather than ignoring or hiding them, will relieve stress and anxiety and improve our 

relationships with other employees.  It will show our level of honesty, avoids the appearance of the 

need for perfection and much more approachable by others.  By recognizing failure we also prepare to 

better deal with the failure and identify the possibilities. 

 

  

When obstacles arise, you change your direction 

to reach the goal; you do not change your 

decision to get there. 

Zig Ziglar 
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Admitting Failure 

Individuals that constantly strive for perfection are often harder to communicate 

with and cause others to feel uncomfortable. It is a well-known fact that perfection 

is not possible. Admitting failure shows a more human side and a generally more 

approachable person.  Admitting failure is hard for everyone.  But recognizing and 

admitting failure can actually have positive results.   

Ask yourself, when failure occurs, do you: 

a) Accept the failure looking forward at the long term, the plan going forward, and the possible 

growth. 

b) Accuse the failure cause by assigning responsibility, blaming others, and trying to save 

reputation. 

 

Learning from Failure 

Failures open the door to improvements, both in ourselves and at work.   

What we learn from our fails is more important than the act itself.  How can 

we learn from our mistakes?  We can first and most importantly turn the 

negative failure into a more positive plan for the future.  Here are some 

examples: 

• You make a careless mistake.  

• You need to seek out more support or training. 

• You do not receive the promotion. 

• You may need to seek out a different career path. 

• You raised your voice to a co-worker. 

• You may need to reduce your work load and slow down. 

  

http://www.atlanticspeakersbureau.com/
http://www.humanskillsdevelopment.ca/


Page 44    Atlantic Speakers Bureau and Human Skills Development  

www.atlanticspeakersbureau.com   www.humanskillsdevelopment.ca  

980 Route 730, Scotch Ridge NB Canada E3L 5L2  1-506-465-0990  FAX: 1-506-465-0813  

P.O.Box 55 Calais, ME USA 04619 

Implementing Changes 

By changing from a failure mindset to a more failure inclusive mindset, growth can occur.   

Make a conscious effort to have a growth mindset rather than a fixed mindset.  Staying in 

the failure mindset will result in the same negative results.  Growth mindsets are open to 

the changes that a failure brings. 

Admit when you are in need of assistance.  Others are talented in various areas and admitting your 

shortcomings can gain assistance from those who are experts.  Do not hide your needs and continue to 

fail. 

Turn the negative emotions of failing into positive thoughts and plans for the future.  Realizing that the 

failure does not define you, but how it may improve you in the future is key. 

 

Case Study 

Casey missed the deadline at work.  He is devastated.  He thought he was going to finish and 

look good to his boss, and instead he feels like a failure.  He gets home and flips on the 

television.  He finds a movie about a man who fails at work and still succeeds at work.   

The next day, Casey talks to Steve about the movie and how he wished he was the guy on the movie.  

Steve explains that he can make a failure into a good thing, with just a little bit of work changing his 

thoughts.  All he has to do is admit and learn from the failure and that it is a time for growth.  Once 

Casey makes the decision to grow from the event, he can then make changes in how he approaches the 

next project so that missing the deadline will never happen again. 
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Module Eight: Review Questions 

1) Which of the following is an obstacle at work that can be improved with emotional intelligence? 

a) Lack of hours 

b) Lack of salary 

c) Lack of support 

d) Lack of positivity 

2) Which of the following statements is true? 

a) Failure is very uncommon 

b) Failure cannot be a positive event 

c) Failure is not an obstacle for most people 

d) Failure is inevitable 

3) Overcoming obstacles like failure involve all the steps listed below, except: 

a) Identifying the failure honestly 

b) Distracting from the failure to hide it 

c) Learning from the failure 

d) Making changes due to the failure 

4) Which of the steps below is the key to overcoming obstacles? 

a) Diversion 

b) Deflection 

c) Learning 

d) Communicating 

5) Which of the statements below is an example of learning from a failure? 

a) I missed a deadline so next time I will start earlier 

b) I missed a deadline so I will need to have a good excuse 

c) I missed a deadline so I will need to deny the failure 

d) I missed the deadline so I need to yell at my team immediately 

6) What is the final step to overcoming failure at work? 

a) Recognizing the failure 

b) Learning from the failure 

c) Implementing changes to avoid further failure 

d) Avoiding the same activities that were the cause of the failure 
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7) Overcoming obstacles at work is a trait of __________. 

a) IQ 

b) Men 

c) Women 

d) EQ 

8) Which of the following statements is not true? 

a) Not learning from a failure is a failure itself 

b) Failure can always be a positive event 

c) Failure is not avoidable and everyone experiences failure on a regular basis 

d) Failures can be avoided with better planning 

9) Not implementing any changes after a failure shows a: 

a) Lack of hours 

b) Lack of attention 

c) Lack of negativity 

d) Lack of positivity 

10) Which of the following statements is an implemented change that resulted from failure? 

a) Christy has asked for every Friday off for personal time to avoid certain people 

b) Ira does not have good time management 

c) Tom does not speak during the planning meetings 

d) Jean has asked for more support from her supervisor during project periods 
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Module Nine: Building Rapport 

The ability to build a rapport with others, especially co-workers, is 

important, and not always an easy trait to learn.  Not everyone is 

naturally comfortable with communicating with new people, or 

people in authority for example.  Building rapport with everyone is a 

work skill that is desirable in every level of an organization.  Learning 

and practicing the following skills will assist in building rapport with 

others in the workplace and in day to day life. 

 

 

 

 

Observing 

Developing the skills to “read” someone’s body language is a trait that will 

improve communication and strengthen our emotional intelligence in the 

workplace.  Observing gestures like body posture, facial impressions, and spatial 

positioning can give clues to the communicator’s message.  Start by watching 

others and attempt to “read” their message by looking at their body language. 

Mirroring occurs when the two people communicating take the small stances, the same gestures, they 

mirror each other’s body language.  Communicators that exhibit mirroring are usually very connected 

and have good social skills. 

 

  

Rapport equals trust plus comfort. 

Neil Strauss 
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Asking Questions 

One of the easiest ways to show someone that you are truly interested in them and 

their message is to ask questions.   The question does not need to work related, it can 

be about their favorite sports team, pet, family, anything that interests that person and 

puts the focus on them.   

This is also a good way to become empathetic to other person’s position or feelings.  

Better understanding the situation, the way it made the person feel, etc. will allow you to better 

understand the other person and their emotions and reactions.  Building rapport and showing interest 

builds trust and a better relationship. 

 

 

Listening 

Often, we think we are listening, but are we really?  The term “active listening” is 

defined as listening in a way that encourages the speaker to communicate their 

message fully.  It also conveys to the speaker that the listener is correctly 

receiving the message.   

Ways to encourage the speaker can be: 

• Nodding of the head in understanding 

• Minimal words such as yes, mmm, and I see 

• Paraphrase the speaker’s message to him/her. 

• Reflect the feelings of the speaker back to him/her verbally 
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Finding Common Ground 

One of the easiest ways to build rapport with someone else, is to find common 

ground that each of you share.  This often opens conversations and makes 

communication possible.  When communication begins then it can be continued.  

Sharing common struggles at work often builds trust and a positive relationship. 

Finding common ground could be described as a type of empathy for the other 

person.  Sharing emotions builds a relationship that can be managed in a positive 

manner.  

 

 

Case Study 

Jason is new to the department.  The team all seems to busy doing their tasks, and no one 

is really communicating with him.  Jason decides to reach out to some of the team in the 

break room.  Everyone is sitting and enjoying their coffee, so he grabbed his coffee and 

joined them around the table.  After introducing himself to everyone, he asked about 

everyone’s tasks.  He knew that this was something they all had in common.  He listened 

to all the answers, nodding and empathizing with some of the problems that were 

expressed.  Everyone was very receptive to Jason and it was just what he needed to begin getting to 

know everyone on the team. 
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Module Nine: Review Questions 

1) Building rapport with other at work is a trait __________ by employers. 

a) Frowned upon 

b) Avoided 

c) Prized 

d) Taught 

2) Which of the choices listed below is not “building rapport”? 

a) Meeting the deadline put forth by the manager 

b) Welcoming the new hires during orientation 

c) Calling employees during surveys 

d) Organizing a company-wide potluck dinner 

3) While building rapport, what should be observed? 

a) Non-verbal communication 

b) Status or job title of other person 

c) Financial status of the other person 

d) None of the above 

4) When building rapport with another co-worker, how can you learn more about the other person 

or their position? 

a) By Googling the person’s name 

b) By Googling the person’s job title 

c) By asking questions of the other person 

d) By asking the person’s supervisor/manager 

5) Which of the statements listed below is not correct? 

a) While building rapport, stating your position and explaining yourself is key 

b) While building rapport, observing the other person is first 

c) While building rapport, asking questions is second 

d) While building rapport, listening is very important 

6) What is active listening? 

a) Asking many questions 

b) Giving full attention to the person, making eye contact 

c) Taking notes on the message of the person, occasional eye contact 

d) Disagreeing with the other person  
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7) Listening is a(n) ________ skill. 

a) IQ 

b) Genetic 

c) EQ 

d) Job performance 

8) Which of the choices listed below is recommended for opening rapport? 

a) Common interests 

b) Pay rates of the company 

c) Personal health history 

d) Past work history and performance 

9) Why should you choose a common ground when opening rapport? 

a) It shows a commonality between people 

b) It shows authority over people 

c) It shows negativity 

d) It shows positivity 

10) Finding common ground when communicating with others is perceived as _______. 

a) Negative 

b) Manipulative 

c) Positive 

d) Indifferent 
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Module Ten: Nonverbal Communication 

Non-verbal communication, or body language, has been studied for 

many years, due in part to the amount of information that it reveals 

and the messages it sends.  “How we say it,” is more important than 

“what we say.”  Being able to “read” a person’s non-verbal 

communications will assist in being able to communicate more 

effectively.  Learning to send a better non-verbal communication to 

others will improve your social skills and in building good rapport with 

others. 

 

 

Facial Expressions 

Scientists have determined that there are universal emotions that every culture 

recognizes:  happiness, sadness, anger, hatred/contempt, and surprise.  These 

emotions can be a key to a person’s true feelings.  We tend to feel before we think 

and our facial expressions could give these feelings away.   

What about all the other emotions?  The ones that are revealed in our day to day communication with 

others.  What about the expressions that are not always as readable as the universal expressions? 

Furrowed eyebrows: concentration or concern 

Eyebrow flash:  interest or recognition 

Nose flare:  ready for action or engagement 

Tenseness in cheeks or jaw:  anger 

Cheek blush:  excitement or arousal  

 

The most important thing in communication is 

hearing what isn’t being said. 

Peter Drucker 
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Body Language 

Have you ever been able to know someone’s mood by the way they come into a 

room?  That’s non-verbal communication through body language.  The person that 

slips into the room, making no eye contact, then slumps in the corner is not in good 

mood, and communication will probably not be positive, without care. 

There are two main categories of body language:   

• Closed:  Arms/legs crossed, body pointed towards exit, rounded upper body, head tilted down. 

• Open:  Body is receptive to communication, pointed straight to action; head is upright, arms 

uncrossed. 

It is well known that open body language is perceived as more positive, more persuasive, and more 

approachable.  Closed body language is perceived as more negative, less cooperative, and less able. 

 

 

Giving Full Attention 

Another form of non-verbal communication is the attention that is given to 

the communicator during the exchange of information.  The body language is 

a clue to the respect that the audience has for the speaker, and the attention 

that is being paid to the message.  One way to ensure that the speaker knows 

that he/she has your attention is through eye contact.  Breaking that eye contact can be read as an 

indication of disinterest or disagreement. 

Another way to show that you are giving your full attention is to point your body towards the speaker.  

Avoid looking like you are about to dash away.  Do not fidget.  Avoid tapping your foot or tapping your 

finger as this gives the message that you are in a hurry to get somewhere, that you are agitated, or not 

approachable at this time. 
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Space 

“Spatial zones” refers to the space, distance, between two people.  This is also 

considered part of non-verbal communication.  The amount of space is very telling, to 

the content of the conversation, the relationship between the two people, and the 

agreement or disagreement to the topic at hand.  Often in the workplace, the higher 

the degree of authority, the more personal space a person is given.  New 

acquaintances that are male tend to need more space than newly acquainted women. 

Personal space is important to everyone but is not always the same for everyone.  Often it is based on 

trust levels.  The less trust the further apart the two people will be, and of course, the higher degree of 

trust brings people closer together during their interactions.  The invasion of someone’s personal space, 

can lead to a breakdown of communication.  Moving too close, too early, can cause distrust and 

discomfort for the person that you are trying to gain communication.   

 

 

Case Study 

James and Kathleen are having lunch.  They just finished a recommended company course on 

communication.  They begin talking about non-verbal communication and their own team 

members.  James points out that he is uncomfortable when the boss invades his space 

during instructions.  Kathleen points out that this is not as bad as the way that Kyle always 

looks like he is about to run out of the room.  She adds that this is bad body language and 

gives the impression that Kyle is not paying full attention at times. 

Both coworkers begin to critique each other’s body language and realize that there are things that they 

could both improve upon to better communicate with others.  They are both going to be more aware of 

their stance, their facial expressions, etc. 
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Module Ten: Review Questions 

1) Non-verbal communication includes: 

a) Spatial zones 

b) Grunts and groans 

c) Body language 

d) Furrowed brows 

2) Which of the choices listed below is the most widely recognized and understood non-verbal 

communication? 

a) Space 

b) Attention 

c) Facial expressions 

d) Body language 

3) Which of the choices listed below is not included in the topic of facial expressions? 

a) Eyebrows 

b) Jawline 

c) Shoulders 

d) Nostrils 

4) Which of the examples below is an example of body language? 

a) The way that one dresses 

b) The way that one speaks 

c) The distance that one stands when communicating 

d) Sitting with legs crossed 

5) Which of the stances listed below shows the world that he/she does not wish to communicate? 

a) Standing close to the leader of the team 

b) Standing with arms at the side and legs apart 

c) Standing in the middle of the group making constant eye contact with the leader 

d) Standing in the corner with shoulder and head down 

6) Why is body language so important? 

a) It can show the age of the speaker 

b) It shows opinions and beliefs 

c) It can sometimes say more than the actual words of the message 

d) It is a new area of study and more researchers are involved in its study  
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7) Why is eye contact important to communication? 

a) It shows uninterested 

b) It shows defiance 

c) It shows attention 

d) It shows authority 

8) We give our full attention to the message of people that we: 

a) Are not acquainted 

b) Trust and are interested 

c) Distrust 

d) Indebted 

9) Which of the following statements is true? 

a) The amount of distance between two people communicating is not important 

b) The amount of distance between two people is not part of non-verbal communication 

c) The amount of distance between two people communicating tells many different things 

d) The amount of distance between two people is not as important as between a group of 

people 

10) Which of the following statements is true? 

a) Being too close to someone when speaking can enforce the message 

b) Being too far away from someone when speaking can build trust 

c) Being too close to someone when speaking can cause discomfort and distrust 

d) Being too far away from someone when speaking can show attention 
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Module Eleven: Emotional Awareness and Empathetic Accuracy 

Emotional awareness is the state of being fully aware of 

one’s emotions at any given time.  It is the skill of 

realizing anger when it occurs, and not fly into a blind 

rage.  It is the ability to take that anger and turn it 

around into compassion for the other person and his/her 

situation.  Emotional awareness allows us to look at a 

situation fully and have empathy for others that are 

involved.  Empathy is defined as the ability to understand 

the emotions of others at a given time or event.   

 

 

 

Why is it Important? 

One of the traits of emotional intelligence is emotional awareness.  Possessing this 

awareness allows us to stay in control during crisis and conflict, allows us to have 

increased social skills and ability to build rapport with others, and to have empathy 

for other people.  People with these skills are more positive, less stressed and more 

successful in life.  Being able to control one’s emotions is a coveted trait that not all 

people possess. 

Being empathetic of others is also a sought-after trait.  Just feeling sorry for another person is not 

important.  Understanding the emotions and feelings of another person, and appreciating their position 

is important in communication and relationships. 

  

A life is not important except in the impact it 

has on others. 

Jackie Robinson 
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Cognitive 

Cognitive refers to our thought processes.  This ability is key in identifying our emotions 

and understanding these emotions and when they are triggered.  Consciously identifying 

the triggers that cause our emotions enables us to change our reactions and become more 

in control of ourselves.  This in turn allows us to communicate better with others. 

Cognitive thought also aids in our empathy skills. Our thought processes allow identifying others’ 

emotions and being able to connect with them through shared emotions is the definition of empathy.  

One needs cognitive skills to accurately identify these emotions in others also. 

 

 

Emotional 

Emotional awareness involves identifying the emotions and truly understanding 

them.  This involves the triggers and the ways to change those emotions and 

reactions.  This awareness is key to building rapport, empathy, motivation, and 

many other positive social skills that many employers value in an employee.  It also 

improves day to day life and the relationships outside of the workplace. 

The only way to achieve empathy for another person, is to first understand our 

own emotions and feelings.  Only then can we truly understand the other person and their situation or 

issue. 

 

 

Compassionate 

Being compassionate means having a genuine concern for others and their well 

being.  Being empathetic to others’ feelings and emotions is part of being 

compassionate.  It takes self awareness of one’s own emotions to be able to 

recognize and fully understand another person’s emotions.  There are many 

occupations that require compassion and these people have high levels of emotional awareness and 

empathy for others.   

Emotional awareness is needed for compassion because one needs to be able to identify and control 

their own emotions before relating to other’s feelings.  Once that is accomplished, compassion comes 

naturally due to the ability to feel the sadness or pain of another. 
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Case Study 

Sarah is a team lead and has been Mary’s supervisor for many years.  Sarah has studied 

emotional intelligence and prides herself in being very emotionally aware.  She has had 

many years of identifying her emotions and understanding them to reduce stress and 

anxiety of negative feelings.  Monday, Mary is late for her shift.  Sarah notices that Mary is 

pre-occupied and not herself.  She approaches Mary and finds out that her mother is sick.  Sarah’s mom 

passed away last year, and she is truly empathetic to Mary and her situation.   Later in the morning, 

Sarah gives Mary some extra time off with pay, knowing that this will take the stress off of Mary. 
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Module Eleven: Review Questions 

1) Which of the choices listed below best describes emotional awareness? 

a) Being aware of one’s work tasks 

b) Being aware of one’s emotions and feelings 

c) Being aware of your spouse’s feelings 

d) None of the above 

2) Which of the choices listed below is not part of emotional awareness? 

a) Identify eye contact 

b) Identify emotion 

c) Identify triggers 

d) Identify others’ emotions 

3) Empathy is understanding __________ feelings and emotions. 

a) Another person’s 

b) Your own 

c) No one’s 

d) Universal 

4) Which of the choices below is not true? 

a) Empathy requires emotional awareness 

b) Empathy is the result of emotional awareness 

c) Emotional awareness requires empathy 

d) Emotional awareness is a trait emotional intelligence 

5) In which of the cases below would empathy be utilized? 

a) Assisting the boss in completing the monthly report before the deadline 

b) Assisting a co-worker with a ride to work after your car was repaired 

c) Assisting on Saturday to get some extra hours, and overtime pay 

d) Assisting at the blood drive to help the department get rewarded 

6) Cognitive thinking is needed for emotional awareness because: 

a) One must mediate to achieve emotional awareness 

b) One must journal for a therapist to learn emotional awareness 

c) One must be very cognitive to understand emotional awareness 

d) One must cognitively think to understand the emotions and their triggers 
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7) Cognitive thinking allows us to identify our emotions and: 

a) Another person’s emotions 

b) Memories 

c) No one else’s emotions 

d) Senses 

8) Compassionate is defined as: 

a) The force exerted down upon an object 

b) The need to embrace an object continuously 

c) The ability to be kind and exhibit empathy for others 

d) The act of pressing on the chest during CPR 

9) Being compassionate requires a(n) _______________ person. 

a) Empathetic 

b) Strong 

c) Athletic 

d) Financially secure 

10) Emotional intelligence does not include: 

a) Emotional awareness 

b) Empathy 

c) Extra time 

d) Cognitive thinking processes 
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Module Twelve: Wrapping Up 

Although this workshop is coming to a close, we hope that your journey to 

improve your understanding of emotional intelligence is just beginning. 

Please take a moment to review and update your action plan. This will be a 

key tool to guide your progress in the days, weeks, months, and years to 

come. We wish you the best of luck on the rest of your travels! 

 

 

Words from the Wise 

• Claudia Velandia Your emotional state affects the way you think and thus the choices that you 

make. 

• Sylvia Baffour If you want to positively influence others, begin by influencing how they 

experience you. 

• Mahatma Gandhi: Peace is not the absence of conflict, but the ability to overcome it. 

• Peter Drucker: The most important thing in communication is hearing what isn’t being said. 

 

 

Lessons Learned 

The objective of this course was to teach the following: 

• Definition and role of emotional intelligence 

• How to perceive, manage and use emotions 

• Verbal and non-verbal communication skills 

• Controlling thoughts and emotions 

• Optimism vs. Pessimism 

• Making an impact through first impressions and personality 

Whatever is begun in anger, ends in shame. 

Benjamin Franklin 
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