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http://video.forbes.com/fvn/personalbest/emotional-intelligence

UBJECTIVES

v, Understand human differences as inevitable
v Help participants deal with conflict

v Prepare yourself for your next encounter with a
difficult person/employee

v Learn how positive emotions affect the workplace
7, Realize that you set the tone for the day




UBJECTIVES

v Learn how negative emotions affect the workplace

v, Realize the developed behaviors that provide
positive leadership

¥, See how negative and positive leaders employ
emotional intelligence

v, Understand how emotional intelligence can become
an effective force to improved leadership




DO YOU LIKE YOUR DOCTORY

Is it important for your PHYSICIAN to be emotionally intelligent? Ar e n
physi ci an 6 s all¢chatimattere la dbne sty cbndusted by St. Paul
Fire & Marine Insurance Company, it implemented Emotional Intelligence
and stress management skills in 22 of its client hospitals.

In the end: Malpractice claims dropped by 70%. In contrast, there was NO
REDUCTION in malpractice claims in the control group of 22 hospitals
where no changes were implemented.

It is important to note in the study conducted by St. Paul Fire & Marine
Insurance Company with these hospitals that there was not any focus at all
on improving the clinical care provided by the physicians or staff. Instead,
building better relationships with co-workers, peers, subordinates and
patients reduced the number of errors committed and the probability that
someone will sue you when something goes wrong.
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BEING SUCCESSFUL

Successful Managers vs. Less Successful Managers

B Unsuccessfiul

Successinl

Again, in looking at the real world application of Emotional Intelligence,

Dr. Rich Handl ey of APeople Smartso te
level of successful managers and those managers who were not

considered successful by their organizations. The results of this

assessment were astonishing.




LESSON ONE:

Conflict Management Exercise




CONFLICT MANAGEMENT EXERCISE

v This exercise Is taken from the Kathy Simmons
article published on http://srcpro.com and will
help you identify your current style of dealing
with conflict



http://srcpro.com/

Explanation of Results

Add up all of your A, B, Cand D answers. Your
conflict management style depends on which letter
you choose most often.



IF YOU ANSWERED MOSTLY “A”
AVOIDANCE (TURTLE) #g

You avoid conflict at all costs and go to great
extremes to keep the peace. You often resent
others, but actually keep your feelings hidden
and repressed. Good assertiveness skills
training would help conguer your fear of
conflict and turn you into an impact player at

work.



IF YOU ANSWERED MOSTLY “B”
ANALYZING (FOX)

You have the ability to remain calm in the
face of conflict and understand or analyze
other viewpoints. Listening is one of your
strengths, but you do have a tendency to
cave in to keep harmony. If you work on
clearly communicating your emotions to
others, then both parties achieve a win -
win solution.



IF YOU ANSWERED MOSTLY “C”
ASSERTIVE (OWL)

You are persuasive and adept in
matters of negotiation. You love to
win people over to your side. Conflict
does not scare you and you are adept
In matters of negotiation. You view
conflict as a challenge and do not shy
away from opportunities to manage it
effectively. To improve your conflict
management, try to focus on
Improving your listening skills.




IF YOU ANSWERED MOSTLY “D”
AGGRESSIVE (SHARK)

L

M

You like to have the upper hand. Conflict
resolution is hampered by your need to
control the situation. You tend to "steamroll”
over quieter individuals. To increase your
successful conflict outcomes, work on
softening your approach and listening to
others. Remaining calm will actually give
you more power.



LESSON TWO:

Understanding
Conflict




AOW DOES CONFLICT DEVELOPY

Y Growth, Development Y  Conflict




EMO TIONS

The adrenaline then circulates throughout the rest of the body. This is why
you get that tight feeling in your gut when you get nervous, such as when
you see a ATroll 0o coming towards vy
think about going back i1 nto that n

This is your body going into fight or flight. It senses danger and it is trying
to get you ready for battle. This adrenaline speeds up your heart rate and
prompts the release of cortisolt hr oughout vyour body
your blood.

Now you know why we have 20% more heart attacks on Monday morning
than any other day of the week. (Outside the brain this adrenaline
hor mone is fAepinephr i ne narepinaplring e )t




EMO TIONS

Once enough epinephrine has been released into the body and your
heart rate reaches about 145 beats per minute, your body will go into
full fight or flight. What does that mean?

Your bodyoés ndAal ar mo whanhygdaldeevill s ound
commandeer your brain.

Your bl ood will -beutteadomaditchel lyam
muscles in your legs, arms, and lungs, preparing your body to either do
Abattleo or fdAretreat. o




EMO TIONS

v.ANnger
v,Resentment
v,Hurt
1, Guilt
v.Regret
v,Fear



WHEN SIGNIFICANT CONFLICT
OCCURS Al WURK - NEVER

v, Run from it

v, Hide from it

v Over analyze

v, Get too emotional

¥, Stop communicating

v, Yell to solve

v, Threaten

20Go off 6 on

¥, Tear someone a new
one

v Play games

¥, Become unprofessional
v, Encourage conflict

v, Stir the pot

v Throw anything

v, Try to get even

v, Harass

v.9Retahadeb o d y

v Fail to address

v Bully




AANDLING CONFLICT - ALWAYS

% In your office dprivate location

v, Low conflict dprofessional mediation
v, Listen

¥, Summarize viewpoints

v, Propose solutions

7. Seek agreement

v Try solution

v, End conversation with hope

v, Revisit If necessary

v Recognize accomplishment




CONFLICT NOT RESOLVED




MOVING FORWARD

Recognize ANAANTS, o0 (nNnAutomatic Negat
then sl ow down and reason through t
If you fail, you can try again. Keep problems in perspective!

Make sure you set goals that are attainable, then appreciate your
successes.

Focus on solutions e RATHER t h-an ad
mentality. Understand that #AYou are
YOU are responsible for its outcome. In other words, become more

NSol trtoicaursedo rat he-DbrthanoiAPnopbem
obstacles.

LI

op= S ope
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LESSON THREE:
Introduction to
Emotional Intelligence




Emotional Intelligence Detined

The capacity for recognizing our own emotions and
those of others, for motivating ourselves and
others, and for managing emotions well in
ourselves and in our relationships

Weatherhead School of Management, Case Western Reserve University 2007



Should You Wear Emotions on Your sleeve?
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FOUR AREAS OF EMOTIONAL
INTELLIGENCE

v, Understanding yourself
v Managing yourself
v, Understanding others

v Managing relationships with others

SELF

AWARENESS

0
Zz
o
k
O
«




EMO TIONAL INTELLIGENCEY




EMO TIONAL INTELLIGENCEY




EMO TIONAL INTELLIGENCEY




EMO TIONAL INTELLIGENCEY




EMO TIONAL INTELLIGENCEY




LOW EMOTIONAL INTELLIGENCEY?




LOW EMOTIONAL INTELLIGENCEY?




EMO TIONAL INTELLIGENCEY
ey V




EMO TIONAL INTELLIGENCEY




EMO TIONAL INTELLIGENCEY







