Emotional Intelligence Toolkit

Introduction
Emotional intelligence was a term formulated by two researchers, Peter
Salovey and John Mayer and made popular by Daniel Goleman in his book
Emotional Intelligence – why it can matter more than IQ (1995). He promoted
the idea that it is not enough for managers to have a high IQ and be
technically skilled. If they want to win the hearts and minds of the people they
lead, they need to be emotionally intelligent.

What is emotional intelligence (EQ)?
“The capacity to recognise and understand our
own feelings and those of others. The ability to
read and manage situations and emotions
effectively in our relationships” (Daniel Goleman
EQ Concept).

Emotional Intelligence is
essential (BMJ 2010)

Daniel Goleman’s model of Emotional
Intelligence (EQ) focuses on five key
characteristics: Self- awareness, Managing
Emotions, Motivation, Empathy and Social
Skills.

Emotional intelligence has moved

During times of uncertainty and pressure
emotions run high and we rely on our
colleagues to support us. The more selfaware we become the better equipped we
are in managing our own emotions and
behaviours
and
showing
care
and
compassion towards others.

safety requires healthcare

The Organisational Development team has
put together some useful tools and
techniques which you can use on your own
and with your teams.

only benefit the professional, the

from “nice to have” to “need to
have.” Improvement in patient

professionals to evolve from
emotional unawareness to
emotional intelligence. This will not

healthcare team, and the wider
organisation but, most importantly,

How do I use the tools?
The tools are purposely varied and can be
adapted to fit your work context. Some tools
are better suited for personal reflection to
build self-awareness whilst others work well
with team input.

has the potential to improve

Additional support

https://doi.org/10.1136/bmj.c3781

The Organisational Development team are
on hand to support you to get the best out of
these tools. Feel free to call us if you require
more guidance on.
Tel: 0116 2585614 or alternatively,
Email: odstaffsupport@uhl-tr.nhs.uk

patient safety.
BMJ 2010; 341 doi:

(Published 17 November 2010)
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Tool 1 How Emotionally Intelligent Am I?
______________________________________________

A Practical Application of Emotional Intelligence

Source BMJ 2010; 341 doi:
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Source: Leadership Academy London
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Make a note of any development priorities
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Tool 2 Wheel of Emotions
______________________________________________
Plutchik’s theory of emotions (1980), identifies a list of eight primary emotions
we all experience as shown in the diagram below: joy, trust, fear, surprise,
sadness, disgust, anger, anticipation. The purpose of understanding these
emotions is to help us make sense of what we are experiencing and to create
new situations.
Each primary emotion has an opposite as follows:
Joy vs Sadness
Trust vs Disgust
Fear vs Anger
Surprise vs Anticipation
The emotions with no colour represent an emotion that is a combination of
two primary emotions i.e. joy and anticipation represents optimism.
Note: The emotions intensify as they move from the outer to the centre of the
wheel. If left unchecked emotions can escalate and impact negatively on
relationships.

Individual/Paired Activity
Think about a challenging experience and use the wheel to identify your
emotions before and after the event. Share this with your colleague and draw
on any lessons learned for next time.

Tool 3 Challenging Your Emotions
______________________________________________________________
We often find ourselves meeting people for the first time and making hasty
judgments on how we perceive them. This can be due to several reasons,
cultural background, experience, gender, age etc.
The table below sets out some simple strategies for exploring our emotions
when we encounter someone that is different from us.
A SELF-AWARENESS
▪
▪
▪

B SOCIAL AWARENESS

How am I feeling?
What emotions am I feeling right now?
How did these feeling emerge and what
information arises from that?

C SELF MANAGEMENT
▪
▪
▪
▪

▪
▪
▪

▪

What is the other person feeling?
How can I check this out politely?
How did they come to feel like that?
How might those feelings change to
achieve a greater outcome?

D RELATIONSHIP MANAGEMENT

What makes me lose concentration and
the ability to manage myself with this
person/other?
What feelings do I want to have?
What do I need to do to establish selfcontrol?
How can I signpost this for myself in the
future?

▪
▪
▪
▪

What is the best emotional outcome
for this relationship?
How do I want to feel at the end of
the conversation?
How do I want the other person to
feel?
What do I have to do to achieve this?

Source: Jill Dann, Emotional Intelligence (2012)

Think about a time when you had to make a big decision with someone new and
different from you. What was going through your mind?
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Tool 4 Make Time to Understand Your Environment
______________________________________________
Find a quiet space to consider the following:
What are you noticing about the emotions you currently observe from
colleagues around you?
How do these emotions impact on productivity, morale, teamwork?

What can you do to create a safe space to have honest and meaningful
conversations?

What actions can you take to positively manage the emotions you see to
enhance motivation and performance?

Notes

Tools 5 Using The Whole Brain Approach
______________________________________________
The whole brain theory was developed by Ned Hermann (1999), to show that
our brain has 4 key areas in which it processes thinking and learning. Each
area is characterised by different thinking and learning styles which are:
analytical, practical, relational and experimental. The area which you
engage your learning and thinking process can be significantly different to
another individual.
To be effective, an emotionally intelligent leader needs to understand the
different thinking preferences of their team so that they can fully engage,
inspire and motivate them.

Think about a colleague with whom you would like to improve your working
relationship with? What might their preferences be? Pick up on clues i.e.
approach, language, body language etc.
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Tool 6 Handy Hints and Tips To Raise Your
Emotional Intelligence
______________________________________________
What Can I Do To Raise My
Emotional Intelligence?
▪
▪
▪

▪
▪
▪
▪

▪

The first step is to identify your
own emotions.
Take responsibility for them.
(This is much harder.)
Learn what compassion and
empathy are. (This is much
easier if you have taken the first
two steps; impossible if you
haven’t!)
Read books on emotions.
Get involved with learning,
Continuous
Professional
Development or other networks.
Find a quiet place/time to
express your feelings. Keep a
feeling journal.
Read emotional literature, watch
emotional movies, and label the
feelings being acted out. (Soaps
are a good source for the full
continuum of human emotions!)
Avoid people who invalidate
you.

Self-Awareness
You can identify your emotional
trigger responses by:
This means paying attention to
what you see and hear and not
what you think you see and hear.
Your beliefs, values, drivers and
rules act as filters, distorting and
deleting what otherwise might be
important information.
Keeping a feeling diary helps you
identify your emotional responses.
When you notice your mood
change, ask yourself: What is going
through my mind right now?

Knowing Your Goals
Our goals are what spur us into
action. These might be short-term
(what we want to accomplish right
now/next month) or longer-term (for
example, what we would like to
have done with our lives). As with
our feelings, our desires or
intentions are not always obvious
to us. The value of becoming
aware of our goals is that we can
use this information to help us
develop the strategies necessary to
get what we really, really want.
Managing Emotions
There are two key techniques to
develop manage your emotions.
▪
▪

Worry Buster
5-Step Freeze Frame

Worry Buster Technique
When you find yourself becoming
anxious or angry, or become
worried about undertaking some
task (e.g. a presentation) adopt the
worry buster technique. Ask
yourself the following questions:
▪
▪
▪
▪
▪

Where is the evidence for the
way I am thinking?
What is the logic in my
interpretation?
What do I have to lose/gain if I
do/say this?
What would be the worst that
could happen if I do/don’t say or
do this?
What can I learn from
saying/doing this?

5-Step Freeze-Frame Technique

Relationship Management

▪

Recognise stressful feelings
and freeze-frame them. Take
time out!

Six steps to building effective
relationships:

▪

Make a concerted effort to shift
your focus away from the racing
mind or disturbing emotion(s).

▪

Be calm and recall a positive,
fun feeling that you have had
and re-experience it.

▪

Ask your heart, what’s a more
effective response to this
stressful situation?

▪

Listen and do what your heart
says. Source: Eq vs. IQ by
Cynthia Kemper,
Communications World, 1999.

Self-Motivation
Using the SAME approach can
help you to stay focused.
▪

Adopt positive Self-talk.

▪

Build an effective support
network (your ‘A’ team).
Research shows that people
with effective ‘A’ teams enjoy
better psychological health and
can
bounce
back
after
setbacks.

▪

Have an inspirational Mentor
someone you look up to.

▪

Create a healthy working
Environment.

1. Know the boundaries of the
relationships (what can and
can’t be said or done;
behaviours that are acceptable
outside of work may be
inappropriate
within
the
workplace).
2. Check expectations (respective
needs and wants).
3. Review your perceptions (avoid
making assumptions on basis of
little evidence).
4. Review the other person’s
perceptions of you (take a risk,
ask yourself what is the worst
that can happen – use the worry
buster to help).
5. Examine interactions (consider
what worked well or not so well,
and why this might be the case).
6. Determine
the
desired
outcomes (set goals that have
add value).
Additional Resources
▪

▪

Ted Talk - The Power of
Emotional
Intelligence,
Dr
Travis Bradberry (co author of
Emotional Intelligence 2.0) talks
about why people with average
IQs outperform those with high
IQs
70%
of
the
time.
https://www.youtube.com/watch
?v=auXNnTmhHsk
Learned Optimism: How to
Change Your Mind and Your
Life, Martin E. P. Seligman
(2011).
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