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INSTRUCTIONS

The notion of Emotional Intelligence was first introduced by Daniel Goleman, a
psychologist and best-selling author. This handout provides a brief introduction
into the 5 components of EI: self-awareness, self-regulation, social skills,
empathy, and motivation.

S E L F - A W A R E N E S S

Se l f -awarenes s  re fe r s  to  t he  capac i t y  to  recogn i se  and

unde r s tand  emot ions  and  to  have  a  sense  o f  how one ’ s  ac t ions ,

moods  and  the  emot ions  o f  o the r s  take  e f fec t .  I t  i n vo l ves  keep ing

t rack  o f  emot ions  and  no t i c i ng  d i f fe ren t  emot iona l  r eac t ions ,  a s

we l l  a s  be ing  ab le  to  i den t i f y  t he  emot ions  co r rec t l y .

I t  a l so  i nc l udes  recogn i s i ng  t ha t  how we  fee l  and  what  we  do  a re

re la ted  and  hav i ng  awarenes s  o f  one ’ s  own  pe r sona l  s t reng ths

and  l im i ta t i ons .  Se l f -awarenes s  i s  a s soc ia ted  w i th  be ing  open  to

d i f fe ren t  expe r iences  and  new ideas  and  l ea rn i ng  f rom soc ia l

i n te rac t ions .
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S E L F - R E G U L A T I O N

Th i s  a spec t  i n vo l ves  t he  app rop r ia te  exp res s ion  o f  emot ion .

Se l f - regu la t i on  i nc l udes  be ing  f l ex ib le ,  cop ing  w i th  change ,  and

manag ing  con f l i c t .  I t  a l so  re fe r s  to  d i f f u s i ng  d i f f i cu l t  o r  tense

s i t ua t ions  and  be ing  aware  o f  how one ’ s  ac t ions  a f fec t  o the r s

and  take  owne r sh ip  o f  t hese  ac t ions .

M O T I V A T I O N

Mot i va t ion ,  when  cons ide red  as  a  componen t  o f  E I ,  r e fe r s  to

i n t r i n s i c  mot i va t i on .  I n t r i n s i c  mot i va t i on  i s  whe re  an  i nd i v idua l  i s

d r i ven  to  meet  pe r sona l  needs  and  goa l s ,  ra the r  t han  be ing

mot i va ted  by  ex te rna l  r ewards  (e .g  money ,  fame ,  recogn i t i on .

Peop le  who  a re  i n t r i n s i ca l l y  mot i va ted  a l so  expe r ience  a  s ta te  o f

‘ f l ow ’ ,  b y  be ing  immer sed  i n  an  ac t i v i t y .  They  a re  more  l i ke l y  to

be  ac t ion-o r i en ted  and  se t  goa l s .  Such  i nd i v idua l s  t yp ica l l y  have

a  need  fo r  ach ievement  and  sea rch  fo r  ways  to  imp rove .  They  a re

a l so  more  l i ke l y  to  be  commi t ted  and  take  i n i t i a t i ve .

E M P A T H Y

Empathy  re fe r s  to  be ing  ab le  to  unde r s tand  how o the r

peop le  a re  fee l i ng .  Th i s  componen t  enab les  an  i nd i v idua l  to

re spond  app rop r ia te l y  to  o the r  peop le  based  on  recogn i s i ng  t he i r

emot ions .  I t  enab les  peop le  to  sense  power  dynamics  t ha t  p lay

a  pa r t  i n  a l l  soc ia l  r e la t i onsh ip s ,  bu t  a l so  mos t  e spec ia l l y  i n

wo r kp lace  re la t i ons .  Empathy  i n vo l ves  unde r s tand ing  power

dynamics ,  and  how these  a f fec t  fee l i ngs  and  behav iou r ,  a s  we l l

a s  accu ra te l y  pe rce i v i ng  s i t ua t ions  whe re  power  dynamics  come

in to  fo rce .

S O C I A L  S K I L L S

Th i s  r e fe r s  to  i n te rac t i ng  we l l  w i t h  o the r  peop le .  I t  i n vo l ves

app l y i ng  an  unde r s tand ing  o f  t he  emot ions  o f  ou r se l ves  and

othe r s  to  commun ica te  and  i n te rac t  on  a  day- to-day  bas i s .

Soc ia l  s k i l l s  may  i nc l ude :  ac t i ve  l i s ten i ng ,  ve rba l  and  non-ve rba l

commun ica t ion  s k i l l s ,  l eade r sh ip  and  deve lop ing  rappo r t .



CASE STUDY 

The Disastrous 1-2-1

Meet  Ka ren  -  she  has  been  w i th  CALA  fo r  5  yea r s  and  was

recen t l y  p romoted  to  Sen io r  S i te  Manage r .  Seve ra l  co l l eagues

( some  o lde r  and  w i th  mo re  t ime  i n  t he  bus i nes s )  wen t  fo r  t he

pos i t i on  bu t  we re  unsuccess fu l ,  wh i l e  o the r s  d id  no t  wan t  to

app l y .  Ka ren  was  p romoted  because  he r  bos s  fe l t  s he  had  some

good  ideas ,  g rea t  ope ra t iona l  i n s igh t  and  had  the

ene rgy/en thus ia sm  to  ” shake  th i ngs  up  a  b i t ” .  

I t  was  fe l t  t he  p rev ious  bos s  o f  t he  team had  been  ‘ t oo  f r i end l y ’ ,

had  soc ia l i sed  w i th  s ta f f  member s  and  tended  to  t rea t  t hose  he

l i ked  w i th i n  t he  team more  favou rab l y .  Th i s  a l so  l e f t  o the r  team

member s  fee l i ng  l e f t  ou t . The  p rev ious  bos s  had  an  uno f f i c ia l

‘ depu t y ’  who  was  ve r y  c lo se  to  h im .  Th i s  pe r son  s t i l l  has  a  l o t  o f

i n f l uence  and  power  w i t h i n  t he  team.

A t  a  recen t  1 -2- 1  Ka ren  had  cause  to  d i scus s  t he  fo rmer  depu t y ’ s

b reaks  and  la te  re tu rn s  f rom meet i ngs  and  l unches .She  as ked

fo r  mo re  commi tmen t  to  t he  wo r k  e th i c  o f  t he  team and  go t  a

ve rba l l y  v i o len t  reac t ion .  He  accused  he r  o f  bu l l y i ng  h im  and

s to rmed  ou t  o f  t he  room ,  re fu s i ng  to  take  pa r t  any  f u r t he r .  He

subsequen t l y  t h rea tened  to  ta l k  to  HR  to  have  he r  removed  i f

she  d id  i t  aga in .
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P lease  read  the  sho r t  case  s tudy  be low  and  jo t  down  you r  answer s  to  t he

ques tons  posed  be low .

Ka ren  i s  devas ta ted  tha t  t h i ngs  have

taken  th i s  t u rn  a s  she  be l i e ved  she  had  a

good  re la t i onsh ip  w i th  h im .  She  i s  a l so

ques t i on i ng  whethe r  she  i s  ac tua l l y  a

bu l l y .



CASE STUDY 3 continued:

The Disastrous 1-2-1

Q u e s t i o n s t o c o n s i d e r :

Does  Ka ren  need  to  mod i f y  he r  app roach

and ,  i f  so ,  why?

What  emot iona l l y  i n te l l i gen t  s k i l l s  cou ld  o r  shou ld  she  be  u s i ng

to  a t tempt  to  recove r  t he  s i t ua t ion?

S e l f - A s s e s s m e n t E x e r c i s e

D I SCU S S a t i me y o u h a v e e x p e r i e n c e d s ome t h i n g s i m i l a r 
t o w h a t K a r e n e x p e r i e n c e d i n t h e c a s e s t u d y .

What  happened?

Why  d id  i t  happen?

What  s t ra teg ie s  and  tac t i c s  d id  you  u se  to  re so l ve  i t ?

What  d id  you  l ea rn  as  a  re su l t ?
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