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Corporate EQ)

Creating an emotionally-intelligent workplace

hat do you do with a manager who is smart and tech-
nically adept, but who just can’t seem to manage or even
get along with his staff? It seems that his employees are con-
tinually absent and complain constantly. He seems oblivious to
his impact on people and tends to de-motivate his staff and his
team members. Everyone in the organization seems to know that
he is causing all sorts of damage, yet no
one seems to know what to do. |
A trainer might say he needs to attend a
workshop on interpersonal skills or how to man-
age employees better. A psychologist might suggest he
needs counselling to develop sensitivity. A human re-
sources professional might suggest that he needs coach-
ing to reinforce more long-term positive behaviour.

What is common about all these answers is that they
focus on the manager to the exclusion of everyone
around him. The
manager of course
needs to learn
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how to become more skilled at dealing
with people. But so do all of those peo-
ple who come in contact with the man-
ager. Each person should be able to tell
the manager how his behaviour im-
pacts him or her. In addition, the envi-
ronment or workplace culture must
support these conversations. This, in
combination, is an emotionally-intelli-
gent workplace.

An emotionally-intelligent workplace
is one where all employees are responsi-
ble for their own behaviour and how they
relate to others. It is a workplace in
which each person has the ability to
identify, understand, manage and use
his or her emotions. These employees are
aware of their own emotions and their
impact on others. They are sensitive to
others’ emotions and respond appropri-
ately.

The new workplace requires emo-
tional intelligence. It is no longer just a
nice skill to have. The old hierarchies
and models of management are giving
way to project teams and workgroups.
The old command and control technique
has been replaced by a more collabora-
tive type of leadership, which requires
more and different interpersonal skills.
Personal traits such as self-management,
empathy and trustworthiness are more
important than ever.

So how do you create an emotionally-
intelligent workplace? There are three
main ways to raise your corporate EQ
(emotional quotient). I call them the
three C’s. The first is to raise conscious-
ness about emotional intelligence; the
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second is to increase emotional compe-
tence; and the third is to create an emo-
tionally-intelligent culture.

Strategy 1: Consciousness

The main reason why emotions are
not welcome in organizations is simply
because people continue to think that
emotions are bad and inappropriate in
the workplace.

Recent research indicates that both
employees and managers do not like
co-workers to show their emotions —
positive or negative. Many employees
feel that that the only appropriate way
to manage negative emotions is to hide
or “mask” them. These employees feel
that emotions should be expressed in
moderation.

Senior executives are often loath to
discuss emotions. Many executives will
state quite openly that emotions should
remain at home. The underlying as-
sumptions are that emotions are bad
and damaging to the work environ-
ment. A recent article in Harvard Busi-
ness Review titled “How Do you Feel?”
explained this phenomenon: “Until re-
cently, the workplace was dominated
by male employees — and most of them
were just as eager as their employees
were to avoid the ambiguous complica-
tions and unexplored terrain of person-
al feelings.”

The study of emotional intelligence
challenges these assumptions. The type
of consciousness that must be raised
relates to what emotional intelligence is
and how it can make a difference.

Emotional intelligence is not a fad
or a trend, nor is it new. Stephen Stein,
the president of MHS in Toronto (the
provider of EQ assessment tools),
writes, “It seems novel only because it
was shuffled aside, sent into hiberna-
tion by the 20th century’s focus on sci-
entific data and rationalism at any
cost.” Only now are scientists begin-
ning to understand what emotions are,
how they impact functioning and how
they can be measured. As stated in
Steins recent book, The EQ Edge, “At
long last, the so-called soft skills that
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do so much to determine our success
were rescued from the fringe and seri-
ously considered mainstream for edu-
cators, business people and the
media.”

As defined by Daniel Goleman,
emotional intelligence is the capacity
for recognizing our own feelings and
those of others, for motivating ourselves,
and for managing emotions well in our-
selves and our relationships. It describes
abilities distinct from, but complemen-
tary to, academic intelligence, the purely
cognitive capacities measured by 1Q.

Although the model of EI was devel-
oped in 1980 by Reuven Bar-On, an Is-
raeli psychologist, it was Daniel
Goleman that popularized EI in with
his two books, Emotional Intelligence
(1996) and Working with EI (1998).
Since then many assessment tools and
training programs have emerged.

Dr. Michael Rock, a leader in EQ as-
sessment and training, teaches EQ
courses at three Ontario universities
and one college. His most recent con-
sulting projects involve online learning
and creating EQ leadership courses for
corporations. He finds that most corpo-
rations face EQ issues during re-organi-
zations or change. Organizations must
be conscious of the impact that emo-
tions have in managing that change.

In the last few years research on EQ
has doubled. What the academics have
discovered is that EQ can be measured
and learned and, more importantly, has
a direct relationship to success and
performance. Emotions are natural re-
sponses and provide valuable informa-
tion. Denying emotions or expressing
them inappropriately can cause person-
al and organizational problems.

Strategy 2: Increase your
EQ competence

Emotional intelligence is essentially
the ability to identify, understand, man-
age and use emotions. It is an aware-
ness of our own emotions and their
impact on others, as well as sensitivity
to others emotions and responding ap-
propriately.

What is your
corporate EQ?

The following will help you

begin to assess the EQ of your
organization:

Individuals

I understand my emotions and
“triggers”

I know my unique skills and
abilities

I know my needs, interests and
motivators

I have a vision, a mission and
goals

I am continuously learning

I have health, energy and
purpose

I am self-aware, reflective,
curious and confident

I work well with others

I can handle stress and deal
with conflict

Leaders

I trust and respect others

I enable others to be the best
they can be

I encourage personal and
professional development

I consider the opinions of
employees

I care about and trust others
I provide opportunities for
employees to learn and grow
T act in a way that is true to who
T am (authentic)

I listen and am open-minded

Organizations

‘We value the uniqueness of
each employee

‘We empower each individual to
be the best they can be

We create environments of
integrity and trust

Employees have a say in their
lives at work

Employees have the resources
and support they need to be
their best

Our systems promote continual
growth and risk-taking
Compensation practices are
relevant and appropriate
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£20% of your employees will move
in the next12 months”

Free Personal Relocation Services

They will spend $15000 - $25000

They will contact 20 - 30 different suppliers
Their productivity will drop

Their absenteeism will increase

AMJ Home Services offers your employees a
free Move Concierge Service saving them
time, money (about 10% -15%) and stress.

Frances
Randle, CHRP And the best news is that it costs you nothing
President of HRPAO from to offer them this exciting new service.

1991-1993, Vice President

Human Resources for CIBC Contact Frances to find out more.

from 1992-1995, President of S)S%V% 53300
Career Edge from 1996-2002, REST OF CANADA:

now Managing Partner of AMJ 1800 363-6683
Home Services, a new division m%sn%%'{g oreservicesconm
of AMJ Campbell, the largest Ome

moving company in Canada.

Conflict Management

17 different workshops to choose from including
understanding conflict, diversity, communication,
mediation, negotiation, facilitation, and more.

Take one or two workshops for interest or obtain a
Certificate in Conflict Management.
We also offer in-house,
customized training.

For more information, please contact:

Mary Lou Schwartzentruber, Program Manager
Institute of Peace and Conflict Studies

Conrad Grebel University College

University of Waterloo, Waterloo, ON N2L 3G6
Voice: 519-885-0220 ext. 254 Fax: 519-885-0014
E-mail: certprog@uwaterloo.ca

grebel.uwaterloo.ca/ipacs/certificate
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Emotional competence is not crying
openly in the workplace. It is not talk-
ing about your personal life to the
detriment of your job. It is not permit-
ting managers to lash out at employ-
ees. It is not “letting it all hang out.” EI
is simply the intelligent use of emo-
tions. This means using your emotional
capacity in combination with your intel-
lectual, spiritual, physiological and
other capacities.

Chuck Wolfe, an EQ expert based in
Connecticut, believes that emotions
provide a critical piece to the under-
standing of human behaviour. He pro-
vides the following example of a
common corporate problem. When
large organizations re-structure or re-
organize many employees are forced to
report to new mangers, often times
across a distance. There is always emo-
tional fallout. His approach is to ask
four questions: How are those employ-
ees likely feeling? How do I want them
to feel? What might cause them to feel
that way? What do we need to do to fill
that gap?

To be emotionally competent means
that you will be able to:

e Handle difficult emotional situations
that often lead to disagreements
and resentment;

¢ Handle your own emotions better so
that you can choose when and how
to act or respond;

e Feel and respect your own emotions
and identify some of your emotional
triggers; and

e Touch people deeply, resulting in
more trusting and committed rela-
tionships.

When considering emotional com-
petencies it is important to know that
they are not just skills. They are deeply
held behaviours that have developed
over time. Many are rooted in personal
beliefs and assumptions. Therefore,
learning these competencies can some-
times take time and practice.

Strategy 3: Culture
The final strategy is to create an
emotionally-intelligent culture. This
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means creating a work environment
where employees are encouraged to
use their emotions in a constructive
way.

Anne Dranitsaris, a senior consul-
tant at Sage Human Resources in Pick-
ering, Ont., believes that emotional
intelligence must be embedded in or-
ganizational systems to be effective. In
her experience, those at the top of the
organization often determine the emo-
tional culture of the workplace. It is
therefore important for those at the top
to understand that the emotional cli-
mate that might be good for them may
not be ideal for other employees.

An emotionally-intelligent culture is
one that accepts that employees are
emotional and emotions are a neces-
sary and good thing. This culture al-
lows people to become more human,
which translates into a more commit-
ted and purposeful workplace. By al-
lowing employees to be more human
you can free them to be the best they
can be — as employees, family mem-
bers, participants in the community
and the world. O

Maureen Fitzgerald is a lawyer and
conflict management consultant. She has
practised law and consulted for over 12
years and now devotes her time to helping
organizations prevent workplace prob-
lems from becoming legal issues. She can
be reached at mfitzgerald@primus.ca.

To learn more

The best place to start looking. It
is a non-profit organization that
gathers information on EQ -
www.eiconsortium.com

Charles Wolfe’s Web site —
www.cjwolfe.com

Sage Human Resources Web site —
WWW.Sage-resources.com

David Caruso’s Web site —
www.emotioanliq.com

Michael Rock’s work is reflected
here - www.affinityplace.com
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To attract, motivate and retain This handy guide provides practical
your best employees you need advice on how to set up and operate the

right types of compensation plans for

[ : - your business. Written in a clear, user-
l’laa an friendly style with a minimum of theory
and extensive use of practical examples,

COMPENSATION i ook mtuces nformsion o
¢ identifying the needs of your particular
Jana boa k organization

e theories of motivation
David E. Tyson, B.A., B.A.S., CHRP  * job evaluation
* types of compensation plans
e salary surveys ... and more!

Plus ... Canadian Compensation
Handbook comes with a CD-ROM
giving you electronic access to: sample
forms and documents; sample plans;
tables; charts, checklists and spreadsheets
— all of which can be manipulated and
customized to meet the compensation
demands of your business.

Perfecthound with CD-ROM e 360 pp.
December 2002 « $80
P/C 0702010000 « ISBN 0-88804-384-8

[1 For a 30-day, no-risk evaluation, call: 1.800.263.2037
L._.\ @@ Web site: www.canadalawbook.ca ¢ Fax: 905.841.5085
CANADA A division of
LAWBOOK  Ganada Law Book Inc. Canada Law Book Inc., 240 Edward St., Aurora, ON L4G 3S9

Shipping & handling charges are extra (unless payment accompanies your order).Prices are subject to change without notice, and to applicable taxes.
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to the Next Level.

Bachelor of Administrative and
Commercial Studies — Organizational
and Human Resources

}\ We Can Take You

Here’s the better way to climb to the top. Get your
BACS degree in Organizational and Human
Resources through the Distance Studies program at
the University of Western Ontario. Full-time or part-
time, you can prepare fo reer in HR management

by taking a combination of courses in human

resources and the broader s iences — leading to

your CHRP designation and a Bachelor’s degree in
Administrative and Commercial Studies. This
program offers you the critical thinking and
management skills you need to get ahead. The

sity and flexibility of the B/ program can help
you make the next move up the ladder of success. For

more information on the BACS program:

TEL.: 519-661-3982 FAX: 519-661-3615
e-mail at dist.studies@julian.uwo.ca

or, for information on registration,

go to our Website at:

www.registrar.uwo.ca/distance/ Western

Distance Studies
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