
Exploring Emotional 
Intelligence

Claudia Fernandez, DrPH, MS, RD, LDN

Food Systems Leadership Institute

February, 2017



Too few people live together in 
Harmony…

It is true…Harmony is quite under-populated.
But maybe that’s because we over-rely on the hard skills 



When do you first know things are off 
course?

Unconsciously competent

Consciously competent

Consciously incompetent

Unconsciously incompetent

Your emotions: Swallow…..Wallow……or Follow?



Hard Skills are the standard skills

Budget and finance issues

Accounting

Measurement

Delivery of clinical treatments
or technical services

Product Design 
and Development



Leading 
Change

Building 
Culture

Managing 
Conflict

Developing 
a Team



Emotional 
Intelligence

What you use when the hard skills simply 
can’t get you there



Emotional 
Intelligence

What you use when the hard skills simply 
can’t get you there

And when you’re dealing with complexity, well, that likely to 
be a lot of the time…



Aren’t smart people successful people?

Yes, but…not universally

People are hired for their technical knowledge, 
intelligence, and other related factors

People derail in their careers over 
relationship issues—over issues of 
being unable to understand 
others, communicate with them, 
build bridges and alliances

So there seems to be something else at play here…



What are the biggest challenges? 

Budgets

Strategic Planning Issues

Inability to communicate and understand 
one another 

Organizational culture 
problems 

Inability to grasp the impacts 
of one’s actions



What is intelligence?

Cognitive Intelligence:

It’s important ...but not the whole 
picture of success 

the capacity to understand, learn, 
recall, think rationally, solve 
problems and apply what one has 
learned.

PS: your IQ is thought to be set from birth. You don’t get smarter the more you 
learn…IQ is your ability to learn



IQ

Personality

Sizing up the whole person

• IQ, EQ and 
personality are 

all distinct 
qualities we 

possess 

•Together they 
determine how 
we think and act 

•EQ is the only quality 
that is flexible and able 
to change

EQ



An array of non-cognitive capabilities, competencies, and 
skills that influence one’s ability to succeed in coping with 
environmental demands and pressures

a.k.a. Soft Skills

Emotional Intelligence
What is emotional intelligence for you? 

PS: your EQ is thought to be a flexible skill that is readily learned—EQ can be developed 
even if you weren’t “born with it”



EQ is a genuine ability to 

Understand what you are 
feeling 

Move forward 
constructively with the 
interests at heart 

Feel emotions in 
response to others 

Understand how others 
are feeling 



EQ is a genuine ability to 

Build bridges and alliances

Mend damaged 
relationships

Empathize Be resilient 

Manage impulses and stress



IQ

What edge does EQ confer? 

Having a high IQ and underdeveloped EQ can hold an 
otherwise smart professional back 

*The EQ Edge (2006) by Steven Stein and Howard Book

EQ

6%

job success predicted

27-45%*

Daniel Goleman estimates that 67% of the competencies 
needed for leadership are EQ ones



10 min each, 20 min total

Values exercise

• A time your values were 
validated and affirmed

• A time when your values were 
affronted or violated 

 Which was easier to recall? 

Partner with another Fellow:

 People bring their values to work—root cause

 Values, both personal and organizational 
relate to success leading change



Where did the concept of Emotional 
Intelligence come from?

• 1800s railway man—Phineas Gage. On 
September 13th, 1848, he had an 
accident that would forever change the 
way brain function was understood. 

Amazingly he lived, was able to speak, think 
rationally, and work for the 11 years of his 
remaining life.   

He was severely wounded when a 3 
ft, 7 inch tamping iron exploded 
upwards, striking him in the head

But he was unable to control his emotions…



Emotional Intelligence is physical

Emotions are 
experienced here

Your brain is plastic!

Rational 
thinking

Spindle cells: home of the “social guidance system”, help us choose the best response 
among many, create thin slice judgments of others

Billions of microscopic neurons line the road between the emotional and rational centers of the brain

Mirror Neurons: widely dispersed in brain, causes us to mimic what others do, create an 
instant sense of shared experience. 

Oscillators: coordinate physically by regulating how and when their bodies move together 
(think of musicians playing)

The limbic system’s “open loop” 
design depends on external 
forces to manage itself: other’s 
emotions impact you.



The Road Well Traveled…

A 2-lane country road might sound nice…

But what you want is a super highway because 
increases in traffic strengthen the connection between 
the rational and the emotional centers of the brain. 

Your Emotional Intelligence is 
greatly affected by your ability to 

keep this road well traveled. 



Harnessing Emotional Intelligence

More about you…

More about how 
you are with 
other people…

Personal 
Competence

Social 
Competence

Relationship
Management

Self Awareness

Self 
Management

Social 
Awareness



What does it mean?

Personal Competence: is about knowing 

yourself and doing the most with what you have 

It’s not about being perfect or having complete control 
of your emotions

It is about allowing your feelings to inform you and 
guide your behavior

The biggest obstacle: 
avoiding the discomfort that comes with increasing your self-

awareness (like of your shortcomings) 



What does it mean?

Self Management: Managing your tendencies: 

self management is about putting your momentary 
needs on hold to pursue larger, more important goals. 

It’s about taking time to pause before acting, 
breathing, giving yourself space and perspective 
before moving forward

Social Awareness: is about paying attention to 

others to identify what another person is feeling and 
understand how those feelings are influencing his or 
her behavior. 



Benefit of a healthy EQ

Managers make getting the best out of their direct 
reports look easy

They are good at motivating 
others

They find common ground for solving 
conflicts, managing stress, and 
providing direction.

They don’t just manage a group:
They create an atmosphere of cohesion and creativity. 



Team Emotional Intelligence: each team builds 
it’s own microculture

Emotional
Awareness

Emotion 
Management

External
Relationship 
Management

Internal
Relationship
Management

Accurately perceive the 

emotions affecting the group

The ability to use 
awareness of whole to 
be flexible and direct 
behavior in a positive 

direction

The ability to interact with one 
another in order to respond to 

difficult challenges

The ability to act effectively 
as a group across 

organizational boundaries



How does all this relate to managing the 
“difficult conversation”?

Emotion Management

Internal and External Relationship Management

•Accurately perceive the emotions affecting the group 

•The ability to use awareness of whole to be flexible and 
direct behavior in a positive course

•The ability to interact with one another in order to respond 
to difficult challenges 

•The ability to act effectively as a group across 
organizational boundaries 

These are the critical skill sets! 



“Speaking up” is 
riskier for women 

than for men”
Making frequent contributions to dialogue/discussion creates a more 
punishing backlash for women than the same scenarios for men: 

• “The CEO tends to offer her own opinions as much as 
possible” or 

• “Compared to other CEOs, Ms. X talks much more than others 
in power”

1Victoria L. Brescoll, “Who Takes The Floor And Why: Gender, Power, And Volubility In Organizations,” Administrative Science 
Quarterly, 56, no. 4 (2011): 622-641.
2Alice H. Eagly and Steven J. Karau, “Role Congruity Theory of Prejudice Toward Female Leaders,” Psychological Review, 109, no. 3 
(2002): 573.
3Victoria L. Brescoll and Eric Luis Uhlmann. (2008). “Can an Angry Woman Get Ahead? Status Conferral, Gender, and Expression of 
Emotion in The Workplace,” Psychological Science, 19,no. 3 (2008): 268-275. 

Raters respect the male leader more and the female leader less1

Women are burdened with cultural stereotypes that typecast women as 
caring and nurturing.2



Bad Vibes on Angry Women:

4,517 people rated women showing anger have having a negative impact on 
their perceptions…but not of men

Maxfield and Grenny 2015

Observers rated a 
20 item survey after 

watching a video 
taped interaction 
played by actors

Speaking up in forceful, assertive ways is even more risky for women. 



When you need to make a challenging or emotion-laden 
statement, using “framing statements” will help you manage the 
impact on the listener

 Behavior Frame

Maxfield and Grenny 2015

Boost your EQ: 
Emotional Self Expression and Assertiveness

Types of Frames:

 Values Frame

 Inoculation Frame

Let’s take a look at the impact that frames have 
(and then we’ll give examples of these frames)



Framing makes all the difference:

Maxfield and Grenny 2015

7,921 people rated women saying a framing statement 
QUITE differently! 

Observers rated a 20 
item survey after 
watching a video 
taped interaction 
played by actors



The actors described what they were about to say before saying it :

“I’m going to express my opinion very 
directly. I’ll be as specific as possible.”

Maxfield and Grenny think the Behavior Frame works by setting an 
expectation. It makes sure the statement that follows doesn’t come as a 
surprise. Without the frame, observers are blindsided by the force of the 
emotion and may assume the worst—that the person has lost his/her 
temper. The frame works by preventing this negative conclusion

Maxfield and Grenny 2015

Use Frames before you make your challenging statement:



“I see this as a matter of 
honesty and integrity, so it’s 
important for me to be clear 
about where I stand”.

Maxfield and Grenny believe the values frame gives reason 
for the emotion and turns emotion into a virtue (turning it 
into a measure of commitment to a shared value)

Maxfield and Grenny 2015

The actors described their motivation in value-laden terms 
before making the statement of disapproval



“I know it’s a risk for a woman to 
speak this assertively, but I’m 
going to express my opinion very 
directly.”

Maxfield and Grenny 2015

Maxfield and Grenny think the Inoculation Frame works by warning 
observers that they may have an implicit bias. It causes them to try hard 
to be fair, or to adjust their judgment in an effort to be fair. However they 
caution that this statement may be seen as “playing the gender card” 
and will have limited effectiveness and should be used sparingly

The female actor suggested it could be risky for a woman 
to speak up the way she was about to:



The EQi-2.0 
Researcher Reuven Bar-On, PhD, developed a questionnaire, 
later called the Bar-On EQi. This tool was significantly 
updated in 2011 and re-released as the EQi-2.0

EQi-2.0 provides a way of looking at our style of working with 
others, solving problems, or managing our challenges.

The EQi-2.0 provides a model to help you understand 
your patterns in attending to emotions and 
interpersonally engaging with others—and it relates 
these to performance. 

Tested on over 1,00,000 people so far—35 years of research!



How are my responses interpreted 
on the EQ-i 2.0?

34% 34%
13%3% 3%13%

100

Area for
development

85
Generally 
enhanced 

effectiveness 
but can be 
over-used

115

Generally 
normal 

functioning

Raw scores are 
converted to standard 

scores

Scores are normed against a 
matched sample for age and 
gender among professionals 

in North America

Relatively 
frequently

seen behavior

Relatively 
infrequently

seen behavior



Happiness is a result of adequate EI skills development

Social Competence
Social Awareness

• Optimism

• Social Responsibility

• Empathy

• Interpersonal Relationships

• Flexibility

• Stress 
Tolerance

• Assertiveness

• Independence

• Emotional
Expression

Relationship 
Management

• Reality 
Testing

•Problem Solving

• Impulse 
Control

• Self-Regard

• Emotional Self 
Awareness

• Self-Actualization

Stress 
ManagementSelf-Perception Self-Expression

Decision 
Making

Personal Competence



Self regard
Emotional Self 

Awareness
Self-Actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
16 separate scores 

divided into “families”

Happiness



EQ and the workforce

In a study of 16,222 people, five subscales emerged as 
significantly related to overall work success:

Not the typical “hard” skill set one would expect to make a 
difference in success at work! 

Self Actualization

Assertiveness
Happiness 
Stress Tolerance 
Optimism 



Self regard
Emotional Self 

Awareness
Self-actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
SELF PERCEPTION

Happiness



Self Perception family 
of subscales

Emotional Self Awareness:
The ability to recognize one’s feelings, know what you’re feeling and 
why

Self regard: 
The ability to accept oneself as basically good, respecting oneself

What is a real-world 
example for you?

Self-Actualization
The ability to realize one’s potential capacities, rich, meaningful life



Self Actualization

The ability to realize your potential to lead a rich and 
meaningful life

People who feel a sense of fulfillment: 
• work harder
• more pleasant to be around
• have an edge on productivity 

and teamwork

significantly 
related to

overall work 
success



Self regard
Emotional Self 

Awareness
Self-Actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
SELF EXPRESSION

Happiness



Self-Expression family 
of subscales

Assertiveness:
The ability to express feelings, beliefs, and thoughts and defend one’s rights in a 
non-destructive manner (even if this is not popular)

Independence:
The ability to be self-directed and self-controlled in one’s thinking and actions 
and to be free of emotional dependency

Emotional Self-Expression: 
The ability to openly express one’s feelings verbally and non-verbally

What is a real-world 
example for you?



Assertiveness 

A complex mix of skills that allows you to stand up for yourself in 
a non-destructive manner:

Ability to express your feelings

Ability to stand up for your rights by 
not allowing others to take advantage 
of you 

even if difficult to do so 

even if personal risk is involved

Express thoughts and beliefs openly

significantly 
related to

overall work 
success



Self regard
Emotional Self 

Awareness
Self-Actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
INTERPERSONAL

Happiness



Interpersonal family 
of subscales

Social responsibility:
The ability to demonstrate oneself as a cooperative, contributing and 
constructive member of one’s social group, to act responsibly, even 
though it might not benefit you personally

Interpersonal relationships:
The ability to establish and maintain mutually satisfying relationships 
that are characterized by intimacy and by giving and receiving affection

Empathy: 
The ability to be aware of, to understand, to appreciate the feelings of 
others; being able to articulate your understanding and behaving in a 
way that respects others feelings

What is a real-world 
example for you?



Self regard
Emotional Self 

Awareness
Self-Actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
DECISION MAKING

Happiness



Decision Making 
family of subscales

Impulse control: 
The ability to be aware, to resist, or delay an impulse, drive, or 
temptation to act

What is a real-world 
example for you?

Reality Testing: 
The ability to assess the correspondence between what is experienced 
and what objectively exists (pragmatism, objectivity, you can 
accurately “size up” the situation)

Problem Solving:
The ability to identify and define emotionally mediated problems as 
well as generate and implement potentially effective solutions without 
becoming overwhelmed



Self regard
Emotional Self 

Awareness
Self-Actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
STRESS MANAGEMENT

Happiness



Stress Management 
family of subscales

Stress tolerance:
The ability to withstand adverse events of stressful situations without 
“falling apart” by actively coping with stress, be able to weather difficult 
situations without getting too overwhelmed

What is a real-world 
example for you?

Flexibility:
The ability to adjust one’s thoughts, emotions, and behavior to 
changing) situations and conditions (the ability to adapt, to be open and 
tolerant

Optimism: 
The ability to look at the brighter side of life and to maintain a positive 
attitude even in the face of adversity, remaining hopeful and resilient.



Optimism & 
Stress Tolerance

How you handle adversity and challenges

Optimism: the ability to look 
at the brighter side & 

maintain a positive attitude

Stress Tolerance: the ability to
withstand adverse events without 
falling apart or becoming
overwhelmed 

significantly 
related to

overall work 
success



Allostasis:  
the body’s ability to maintain stability amidst change 

1. Lu and Collins   

http://www.cademedia.com/archives/mchb/amchp2005/transcripts/p1a.htm

2. McEwen BS. Protective and damaging effects of stress mediators. N Eng J Med. 1998;338:171-9.

•A 1980s term describing how the body deals 
with stress and danger, including recovery (1)

While the body has normal recovery mechanisms, when you can’t use those 
(fight or flight) you can overwhelm you body’s capability to cope—because there 
is no recovery phase. 

Elevated levels of 
stress hormones: 
cortisol and CRH



HPA Axis 
Hypothalamic-pituitary-adrenal axis

• This axis is the cornerstone of 
allostasis

• Chronic stress impairs the 
function of the HPA axis , 
leading to chronic high levels of 
cortisol.

• High cortisol levels suppress 
immune function. 

• Chronic stress “programs” your body to show 
wear and tear (chronic disease)



Self regard
Emotional Self 

Awareness
Self-Actualization

Empathy
Social responsibility
Interpersonal 

relationships

Optimism
Stress tolerance
Flexibility

Reality Testing
Impulse Control
Problem Solving

Emotional Expression
Assertiveness
Independence

Self-

Expression

Interpersonal

Decision 

Making

Stress 

Management

Well Being 

Indicator

Self 

Perception

EQ-i 2.0:
HAPPINESS/WELL-BEING

Happiness



Happiness is a result of adequate EI skills development

Social Competence
Social Awareness

• Optimism

• Social Responsibility

• Empathy

• Interpersonal Relationships

• Flexibility

• Stress Tolerance

• Assertiveness

• Independence

• Emotional
Expression

Relationship 
Management

• Reality Testing

•Problem Solving

• Impulse Control

• Self-Regard

• Emotional Self 
Awareness

• Self-Actualization

Stress 
ManagementSelf-Perception Self-Expression

Decision 
Making

Personal Competence



Well-Being & Happiness

The ability to 
• be satisfied with one’s life
• enjoy oneself and others
• have fun at work!

Performance 
Improvement!

Theory:
Attitude—whether happy or sad—infuses 

relationships, both at work and home

significantly 
related to

overall work 
success



Your Cohort’s highest and 
lowest 3 score areas

Highest average scores: 
• Self Actualization
• Self-Perception
• Social Responsibility

Lowest average scores: 
• Emotional Expression
• Independence
• Flexibility



Emotional Intelligence 
Changes as YOU do!

The real trick: 
Understand your EI skills, keep an 
eye on them, and use them to 
your benefit

It takes practice: 
• Pick one area to focus on and give it 3-6 months of time to nurture 
change
• Create a plan that incorporates specific actions into your routine 
(reflection, listening, journaling)
• Commit to someone else that you are making this a goal
• Plan ahead when you face discomfort and when it sneaks up on you 
pause, maybe even for weeks if necessary, before acting



Who can verify if your results are accurate?

YOU!
Only you can verify if your results are accurate for you.

Consider the insights the feedback might hold for you.

Consider what was going on when you took the instrument, 
as it might have an impact on how you responded to the 
questions you answered. 



What to do with your feedback…

• Areas for development
– Steps to focus on are suggested in your report
– For Your Improvement (book)-excellent resource

Areas of generally effective functioning
Your perception is about the same as how others 
like you see their behaviors

Areas of Enhanced Effectiveness
How can you capitalize on strengths to leverage 
resources to achieve your goals?



What can you do with your feedback?

• Development and improvement is 
possible at every stage

Because you don’t 
have to be sick to get 
better…



Why is emotional intelligence important 
for leaders?

Because leadership is about:

• Creating/changing the culture

• Enabling others to act (shared 
leadership)

• Inspiring a shared vision

• Modeling the way

• Encouraging the heart

• Fostering Adaptive Change
Soft Skills


