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The Pressure is On é

Local Government 
Organizations areé

In a ñWar for Talentò

Playing catch-up with technology

Weaving through political and 
regulatory pressures

Working with demanding 
constituent expectations

Struggling to improve:

Á Employee productivity

Á Engagement and leadership

Á Accountability

Á Create value for stakeholders

Impact on Employeesé

A survey of employers reveals 
that:

Á More than 50% of 
employees lack the 
motivation to keep learning 
and improving

Á 4 in 10 people cannot work 
cooperatively

Á Only 19% of entry level 
applicants have adequate 
self-discipline for their jobs



3© 2009 Hay Group. All rights reserved

How did your best teacher/coach/boss make you feel?  

What  behaviours/characteristics did they exhibit, 

that made them so good? How about the worst?

How hard were you willing to work for your 

best teacher/coach/boss?  Worst?

Questions
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What is Emotional Intelligence?

The foundation of relationships

Â Provides the capacity and capability

to change and grow

Â Explains success in

organizations better than IQ 
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Emotional Intelligence Defined

ñThe capacity for  

recognizing our own feelings 

and those of others, for motivating

ourselves, for managing emotions 

well in ourselves and in our 

relationships.ò

Daniel Goleman
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The Importance of EI in Organizations
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Characteristics of Emotionally Intelligent Individuals

Know Themselves

Â Able to assess themselves 

realistically

Â Have deep understanding

of strengths, weaknesses, needs, 

and drives 

Â Recognize how their feelings affect 

them and others

Â Are self-confident and candid

Not just ñWHAT I améò but also ñWHY I améò
(surface level) (deeper level)

Self-

Awareness
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Self-Awareness
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1. There must be an individual development plan in place

2. Behavioural change takes time and practice

3. True behavioural change happens when the change helps 

people achieve personal goals

4. Provide an opportunity for self- assessment and accurate 

feedback (multi-rater)

5. Ongoing support is vital to change efforts

Self-Awareness: How People Change
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Self-
Awareness

Relationship 
Management

Self-
Management

Social
Awareness

ÁEmotional 
Self-Awareness

ÁAccurate 
Self-Assessment

ÁSelf-Confidence

The Self-Awareness
Competencies
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Characteristics of Emotionally Intelligent Individuals

Manage Feelings and Impulses

Â Control bad moods and 

emotional impulses

Â Choose words carefully

Â Avoid hasty judgments

Â Step back to consider mitigating 

factors and ramifications

Â Create an environment of trust 

and fairness

Self-

Awareness

Self-

Management
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Self Management

ñIntelligence usually ceases to 

work when emotions are out of 

controlò

Dalai Lama, 1994
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An Emotional Hijack

Â It is sudden

Â The response is seemingly illogical or out of proportion

Â Strong emotions are involved

Â Afterwards, you feel sorry, guilty, ashamed, or embarrassed
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Emotional Hijack Exercise

Individually...

Â Recall a recent episode in which you experienced an emotional hijack. Write 
a few notes to describe what happened.

What set it off? Triggers or catalysts? What other people were involved?
What fed it or kept it going? Or squelched it? 
What behavior would have been more effective?

In Groups of Threeé

Â Discuss each of your episodes briefly.  Talk specifically about what you felt 
and did.

Â Are there any similarities, themes, or patterns in your answers?
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Stress and Our Response

Â Under normal conditions, the neocortex (IQ) is in control.  The amygdala 
controls our emotional response. 

Â In the past, when being chased by a lion, the amygdala responded with fight 
or flight (and other strong emotions).

Â Today, lions are everywhere. However, the amygdala responds to these 
SYMBOLIC threats as if they were real. 
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Stress and Our Response

Amygdala

Prefrontal 
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Thalamus

Brain Stem

The Human Brain
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Aristotleôs Challenge

ñAnyone can become angry--that is easy.  But to be angry with 
the right person, to the right degree, at the right time, for the 

right purpose, and in the right way--this is not easy.ò

Aristotle, The Nicomachean Ethics




