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Module One:
Getting Started

« An employee with a high tevelJof emotional intelligence can
control his or her own iIMPWIses, gommunicate effectively with

others, manage change well, solve problems and use humour
to build rapport in tense situatians.

Whatever thennindsan conceive and believe, the mind can achieve.

Dr. Napoleon Hill
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Objectives of the workshop

Self-management
Managing emotions

Better communication

benefits of emotional intelligenhce
Linking emotional inte 'ence@the Workplace

Balancing optimis @‘- Dess| ?};
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Module two:
What is emotional intelligence?

Emotional Intelligencelisnég paf o©f you that affects every
aspect of your life. Understen@ing the root causes of your
emotions and how to use thgm can help you effectively
identify who you are and how yau interact with others,

Experience is mot what happens tQyouf but how you interpret what happens to you.

Aldous Huxley



Self-management

Be consistent
Accountability
Stick to the plan.
Find out more at
Keep fit
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Self-awareness

Thelr ability to see each other's skills and expertise
Trust
Skills and knowledge

=y

(
L
’ o
\ =9
)
\



¥ TOP
o, SOCIAL
'Ooo’ POWER®

Self-regulation

GCood pressure
Bad pressure
NO pressure
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Self-motivation

Working for a cause

Don't compare yourself
Conscious effort not te, give dpo
Don't live In the past

Positive thinking
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Empathy

 Sharing feelings
« An effective response
« Mental shoes
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Module two: Review questions

| Emotional intelligence is a new branch of:

a)sociology
o)Psychology
c)Psychiatry
dlAnthropology

21 Which of the following |S\\NO] ope of the key elements that
enhance self-manaderpent skills?

a)Education

ojConsistency

c)Keeping fit

d)Practising self-confidence



Module two: Review questions

) Self-awareness is an ability to perceive yourself:

o Knowledge, skills, responsibilities, values
OjShortcomings, responsikiliijes apd Fasks
c)Unigue perfection

d)Defects and imperfections

) What causes a lack of sgi-awaremess in your working life?
a)You work slowly
OJArgues with a collesadie

c)You don't realise winateos areyosY N the company.
dlYou feel you have to ofpey Averydlue ghd do everything.
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Module two: Review questions

5) Self-regulation is also known as:

a)Self-esteem

0)Self-awareness

c|Self-confidence

djself-monitoring

o) Good pressure is the reSelt|of;

a)Non-aggressive buleecal enlitonnagiad
ojAggressive, but noNetical or harmfuladvironment

clAggressive, criticaligngbetsrupllve enyiropment
dJAggressive and critica\enygtion$



Module two: Review questions

/1 Which of the following is NOT good advice for promoting
self-motivation?

a)Using positive thinking

o)Don't live off your past faiNures-gr siccesses.
c)Comparing yourself to others

dlWorking for a cause

8) Which of the following t NOT afhdpg the best motivators for
self-motivation?

(

o) Writing your impro@®ent plan

O)Stop dwelling on YRUISTSL famll oS ORSULCesses.
“JReading books that promgle selfymaotivation
ad)Think briefly about your paststccesses

O T
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Module two: Review questions

9] What is empathy?

a)Sharing the feelings of others
O)Expressing your own fe&lings
C)lmposing their feelings on others
dJRepressing your feelings

10] Alvin Goldman's definition|of empathy states that empathy
s the ability of a persa(td put tifeypselves in the mental
olace of another:

a)SKkin
OjCoat

S 1Shoes
dJPathways

y
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Module two: Review questions

Emotional intelligence is a new branch of:

a)sociology
o)Psychology
c)Psychiatry
dlAnthropology

21 Which of the following |S\\NO] ope of the key elements that
enhance self-manaderpent skills?

a)Education

ojConsistency

c)Keeping fit

d)Practising self-confidence
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Module Three: (2 B3t
Four skills of emotional intelligence

« Successfully developing emotighdl Intelligence starts with
Junderstanding emotions, aRadAviat they mean. From there,
you must discover productive ways to manage your emotions
and use them to your own benefit and to the benefit of
others.

Anyane wh@ can make you angry becomes your master;
he€an orMyymake you@ngry when you let yourself be annoyed by him.

Epictetus
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HOW tO percelve Yes® POWER®
Perceiving emotions

Words are half the message
Listen to the tone
Recognise your emotions

Focus on the message
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Using emotions to €23 Bwia-
Facilitate thinking

How you feel determines hew you see the situation
« (Choose to be in a good\mMeod

90
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Managing emotions

Conscious task
Active task
Use your emotions

OO

-
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Module three: Review questions

| The words spoken are only

a)130%
0)50%
/5%
a195%

of the message.

2] Inaddition to the wordss=gniuchlgithe message is defined by
the people:

alDoorbell

o)Voice volume
ClExcitement

dMood of the interlocutor



Module three: Review questions

What Is most important in understanding their emotional
meanings?

2)ONngoing detailed analysis

o)Neutralising emotions

c)Finding the underlying reason for a given emotion

dlAsk an expert for help

4 Which of the followifg)strua?

a)Feelings determinaseie wWayl we see shasd@tions.
OJHow you feel doesR't igeeengca yQer=g/or kK that much.

c)ltis very difficult to changg vhat \oufeel
dlNone of the above
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Module three: Review questions

5 Why is it important to manage emotions?

a)Because you want to avoid ermbarrassment

O)Because you don't want\toallow,yolir emotions to use you to
create a useless result,

c)Because you don't want to e vlilnerable at work

dWhy showing unwanted enpotions at work is unprofessional

o) When it comes to ddcidions, enhOtioNE:

a)They have nothing Seedio With £gdch otieed

OJAlways play the key roje

c)They always distract yQu i chQosipg the right one
dllt can help you make the rigft™decisions
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Module three: Review questions
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Module four: <l soga
Verbal communication skills

GCood verpal commupcation skills are important in all
facets of life. Without\ it\lit ceh /foe difficult to convey a
oersonal point of view, articttdte/needs and desires, or even
compete in the pbusiness world! There are many factors that
contripbute to strong communication skills.

The greatest SKill in busingéss is getting alongWith others and influencing their actions.

John Hancock
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Listening carefully

1T Is a skill
Conscious effort
The listener is multitasking
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Asking questions

't goes hand Iin hand with attentive listening
INquisitive guestions
Relate them to the theme
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Communicate with 12 B
Flexibility and authenticity

Honest
Establish a clear message
Do not sweeten
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Module Four: Review Questions

) Listening carefully is something that:

5)To have or not to have is innate and cannot be changed.
O}t can be practised like anywothel/skill

c)Can successfully lead whilg dethg/other things

dlCan improve by a negligiblé percentage

21 When one person does a0t listeép=to another, it is:

a1t is usually possiblefgade |t

O}t Is often painfully Seyious

cINot usually a big pkoblems

dlAlways a big problem



Module Four: Review Questions

5 Which of the following is true?

a)Asking gquestions goes hand in hand with listening carefully.

OJASKINg questions is oftepconsidered impolite

CJAsking questions countswsa digtrattion from concentrated
listening.

dJAsking guestions can cover [up the fact that you are not
concentrating on listening.

41 As long as you are cogemsedtfatind@pnstening, you should:

3JAsk as many questiong as yaulcan to (et your interlocutor
KNow that you care

ojRefrain from asking qUESNO RS0 £S5 ROt JO lose concentration.

c)Ask only guestions relgted/tio the'\conyrersation

dJAsk whatever you want, tnehe=effe No rules
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Module Four: Review Questions

5 What is the most important thing when you talk to someone
else”

5)Being polite

0)Being politically correct
c)Being a diplomat
dlBeing honest

o) Which of the following isgsue”

a) Effective communicgiegue dodas NOt re§ude, the interlocutor to

repeat what is said.
o) Effective communidationregqUires the fpedker to repeat what he

Or she says a couple B=fimes.
c)For effective communicasdn\thespeaker should repeat what he

Or she says up to five times.
cl|Effective cornmunication requires the speaker to continually

repeat what Is sabu
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Module Four: Review Questions

5 What is the most important thing when you talk to someone
else”

5)Being polite

0)Being politically correct
c)Being a diplomat
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repeat what Is sabu



Module five: <l 52
Non-verbal communication skills

* There is more to communication than just the words that are
spoken or the message(tRar s conyeyed. There are also non-
verpal signals that we allNuse ingveryday conversations. Being
aware of the signals yow send to others through body
language and the way youlspeak can make you understand
what you mean much morag quickly than with words alone.

| speak two languages, Body and English.

Mae West
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Body language

Being aware of this

Actions speak louderAnap-woras
Valuable skill

Form of communication
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It's not what you say, v
it's how you say it

Determines what the listenerhears
Emotions

e Jone

Body language
Piteh

17y
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Module Five: Review Questions

| The use of body language can have:

2)Only positive effects

0]ONnly negative effects
c)Positive and negative effedts
dIMostly undetermined effects

2] If you congratulate someomne witaa frown on your face, you
will probably look [iké OTe:

alsincere, for your WOgaE

ojUnhappy, by bodylangesge
c)Depends on the tone & your voike

dllt cannot be determined witlrCertainty



Module Five: Review Questions

51 Sending non-verpal signals is a good way 1o;

a)Reinforce oral content

OJHIdINg nervousness

c)Changing the meaning of'speke content
dlAvoid showing undesiraple feelings

4 What is the danger wheaUusing pon-verpal language?
a)Can e misleading
0)Often Not persuasiwe

c)VWaste your energy
ad)Can be confusing for toe [Henef



Module Five: Review Questions

5 Which of the following is true?

2)The way something is said can be the factor that determines
what the listener hears.

OJHow something is said is antaportant factor, but It is never
crucial to what the listener hearg.

C)/How you say sometning is not s© important

d)None of the above

o) As for how to say serRstNing, you dQgEshave to think about
VOu:

a)Pitch

o)Tone of voice
c)Voice type
d)Speaking speed
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Module Five: Review Questions

5 Which of the following is true?

a)The way something is said can be the determining factor in
what the listener hears.

OJHow something is said is antaportant factor, but It is never
crucial to what the listener hearg.

C)/How you say sometning is not s© important

d)None of the above

o) As for how to say sgegetning, lyou degEshave to think about
VOuU:

a)Pitch
o)Tone of voice
c)Voice type
d)Speaking speed
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Social management and accountability

« The terms  socfak /mepagement and  social
responsibility refer 1o thehydlverment of a group or
organisation in envikonmgntal, ethical and social
Issues outside the orgahisation itself,

The greatest reward is knowing thatlone cahsspeak and utter sgunds and words that describe things, events and
emotions.
articulate sowhds and uttemwords that describe things, events and emotions.

Camilo José Cela
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Benefits of emotional intelligence
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Articulating emotions 23 Boviea:
Using language

Emotions will never go away
Understanding them
Effectively and efficiently




Module Six: Review Questions

The terms social management and social responsibility do
NOT refer to the involvement of a group or organisation in:

a)Environmental issues ouiside thig’ oyganisation
OJFinancial issues outside the ofgaplisation
c)Ethical issues outside the organisation
d)social issues outside the organisation

/) Outside the organisdtiQfit does| N[ refer to:

a)AL the national leve

O)Business to businegs

c)The individual develogmept of the organisation's members
dlPersonal level of the organisation's members



Module Six: Review Questions

5] According to Mayer-Salovey's definition, emotional
iNntelligence IS NOT the ability to:

a|Perceiving emotions

ojUnderstanding emotionsaang=emotional awareness
c)Manipulate using emotions

dlreflexively regulate emotions

4 Which of the following GNOT o9 el the key benefits of
emotional intelligeaee?

a/Health
o)Decision-making
cl/Earning money
dlRelations
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Module Six: Review Questions

5 Which of the following is true”

aJEmotions are a valid excuse at. work
oJEmotions need to be suppressed inythe workplace
c/Emotions are sometimes appfropriate for the workplace
dlExternalising emotions is Not appropriate for the workplace.

o) What is the final step inghderstading emaotions?

a3)Change them

o|Delete them
C)Sharing them throUghpesQsidCtiye~gonyersation

dINone of the above
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Module Six: Review Questions

5] According to Mayer-Salovey's definition, emotional
iNntelligence IS NOT the ability to:

a|Perceiving emotions

ojUnderstanding emotionsaang=emotional awareness
c)Manipulate using emotions
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Module Six: Review Questions

5 Which of the following is true”

aJEmotions are a valid excuse at. work

oJEmotions need to be suppressed inythe workplace
c)Emotions are sometimes appfopriate for the workplace
dlExternalising emotions is Not appropriate for the workplace.

o) Whatis the final step inJehdersta_ding emotions?
a3)Change them

0)Delete them

c)Sharing them throUghpensQsiudCliye~gonyersation
dJNone of the gbove



Module Seven: <l 35t
Tools to regulate your emotions

o The abllity to keep emotions under control requires more
than just a willing heart\Updersianding a situation through
the eyes of another and strengesing self-management and
self-awareness skills are toolsthat can be used in your guest
to regulate your emotions.

Thesign of intelligent peaple is their ability to control their emotions by
gontrol @metions through the application of reason.
Marya Mannes
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See the other side

Ask other people
Look at yourself

Valuable tool

N
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Self-management and eb 335
Self-awareness

Balance between arrogance and conscience
Understand who you gre
Be consistent and accountable
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Giving in without giving up

Commitment

Accepting the ideas photpers
Keep your beliefs

Finding a palance betwaen
the two

O
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Module Seven: Review Questions

] To'"seethe other side" is necessary:

a)Analyse yourself

OJASKk other people to givatngir opinon about you
c)Think of yourself from anotnhefrangle

dlThink about how you mightl act

2] SO are your emotions ana NowW Yek express them:

allnvariaply

o) The result of how O%agrs perceive you
c)Your responsipility

dAlways determined bwthg/gituaiion



Module Seven: Review Questions

51 The strength of self-management and self-knowledge lies in:

a)Civing self-awareness a head start

0]Civing self-management & head giagrt

c)Cive an advantage to onexofthgrydepending on the
situation.

dJFinding the balance betweegn the two

4 When someone's self=cOnsciousCassporoduces the
egocentric result, sefaanagement

y
|

a)lt can be a difficult greglity

Ot May be an IMPOoSS|IE TN Sy
“J1t can be an easy guality
dINone of the above

O T

—~



Module Seven: Review Questions

5) Commitments in the business world are:

aAlways avoidable
o)Normally unavoidable
c)Rarely present
djConstantly present

o) Ifyou arein a position wik|lesslipiluence, you are likely to e
N a position with lesg ftence

a)A compromise s exXaelted

OJHe Is expected 1o diveprrs\onualon
C)He Is expected to give\thearucigA\vwoyd
djThere are no rules
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Module Seven: Review Questions

51 The strength of self-management and self-knowledge lies in:
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4 When someone's self-CersCiouspess produces the
egocentric result, sell-ryranagemer(t:

a)lt can e a difficult S ity

Ot May be an IMmpossi e sy a iy
C)It can pe an easy qualily
dlNone of the above



Module Seven: Review Questions

5 Commitments in the business world are:

aAlways avoidable
o)Normally unavoidable
c)Rarely present
djConstantly present

o) If you arein a position wa|lesslipluence, you are likely to be
N a position with lesg ftence

a)A compromise s exaelted

OJHe Is expected 1o diveprrs\onualon
C)He Is expected to give\thearucigA\vwoyd
djThere are no rules



¥ TOP
*1l % SOC'AL
o¢®* POWER?®

o™,

Module Eight:
Gaining Control

Having control or not having_control can be the difference
between building a successful dafegr or no career at all. If you

Nave control over these aspactg’ol/our life, pat yourself on the
pack.

NorBnhéean make you feel inferior without your consent.

Eleanor Roosevelt
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Using coping thoughts

Take g deep breath
Step away from the problerq

Using positive thinking
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Relaxation techniques

Autogenic
Progressive muscle

Visualisation
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Bringing it all together

Relax
Take contro|

Do not allow negativity




Module Eight: Review Questions

1 Which of the following IS NOT one of the tips for dealing with
situations:

a)Breathing deeply

O)Using positive thinking

c)Moving away from the problem
dDelaying intervention in such situgtions

21 Which of the following statemenits IS NOT true?

o) The control that a comymasw/ Nas oveddesslf is as important as the
control that an indivje®et hasiover Nirtgets

0)Being in control carNag/the difference Bglwveen having a
successful career orfno dareer atall.

c)BEven if the situationseduires YouN@ actys@i/sically, you have to
stay focused on your theUghis.

dJAll of the above statements aretrue



Module Eight: Review Questions

4] Relaxation technigues do NOT reduce the symptoms of
stress:

allncreasing confidence i dealing vith propblems
o)Distracting the mind frorm preglems
cllmproving concentration

dlReducing muscle tension and chronic pain

) Which of the following EWNOT a Copamon relaxation
technique?

alAutogenic
o)Visualisation
C)Heterogenic
d)Progressive muscle



Module Eight: Review Questions

5 If you master coping with difficult situations, it is:

a)Relaxation technigues may Not be necessary.
ojOccasional use of relaxatjor techNigues is necessary.
c)Relaxation technigues arestitregded

dllt is very necessary to apply relaxation technigues

o) Whatis the ultimate ggadih deglg with everyday work
situations?

5)Being right

oJAvoiding problems
c)Avoiding negativity
dlsuppressing the problems
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« The workplace is much more than the company itself. The
composition of an employeenie~their emotions and their
ability to manage themy their/ level of EQ and their

communication skills are facters fhat influence the success of
a company.

It is very important to uftderstgnd phratiemeotionahbintelligence is not the opposite of intelligence,
it is not the triumph gf the heart'over the head, it is the unique intersection of the two.

David Caruso
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Constructive disagreement

Positive
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Present your own
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Module Nine: Review Questions

| The approach you take to situations at work is determined
o)A

a)Their natural tendencieg

o) Their level of professionalsm

c)Both their natural tendendiesand their level of
orofessionalism

dINone of the above

/) Deciding which appyposed is bestdorshe situation at work
can be done in theARdwIiNg Wways:

a/Welghing up the pBSand Cons/of egeh

o) Trust your natural feel s

c)Align them with thelir Qurrght stale of mino
dJAsk g colleague for help



Module Nine: Review Questions

A Intuition is an element of:

a)social competences

o)Personal competences

c)social and personal competenees
dJNone of the gbove

41 Which of the following statements refers to political
acumen?’

a/Maintaining confidgnge and flexioility

OJADIlItY to self-assesgaqd shawlself-copfidence.

c)Communication sklls grmang=mflwemeing and leadership skills,
and conflict resolution

d)Be proactive and committed 0 the end



Module Nine: Review Questions

5) Constructive disagreement takes place:

a)ln a positive and productive way

O] To get your message aCcross

CJAS negative or destructiveNothe fnougnts of others

dJAS g necessary indicator that you have your own attitude

o) In practice, constructivesdisagresauent s

a)Confirming your idgesddased onjsoragere else's mistake

ojConfirming someolkaglse's jdeds befSu/presenting one's
own ideas

c)Preventing someone'qoad (dea flomycoming to fruition

dlPure formality
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5) Constructive disagreement takes place:

a)ln a positive and productive way

O] To get your message aCcross
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Business Internships (1)

Optimism and pessimism are two schools of thought
adopted by individdals fwitinin) organisations. Neither
extreme Is considered\pb&aites than the other. The right

palance pbetween the two 1S @ fundamental part of best
business practice.

Since the purpBse of\busimess,js te’satisSfy existing desires, or to stimulate new ones,
if everyone were really h@ppy, there would no longer be a need for business.

Mihaly Csikszentmihalyi
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Optimism

Positive spin

More productive

Good for health

Looking beyond the curfentpronfem
View a resolution
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Pessimism

e Detrimental
e Low morale
e |Nncreased stress
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The balance between
Optimism and pessimism

e  Extremism
« Notseeing reality
« False hope




Module ten: Review questions

| Being optimistic means:

a)Turning bad situations into good ones
OJFIinding the positive sidg af e¢very gituation
c)Being positive, even by force

disSmile all the time

2] Which of the following statements about the business world
IS NOT true”

5)Optimistic people ard mMSTe|piod JCTLive

0]Optimistic people hake the companfy more money

c)Optimistic people Fesatistiedwith T job and do not tend
to be promoted.

d)Optimistic people are\despreble f&r myanagerial positions in
companies.



Module ten: Review questions

5 Which of the following is true?

a)Being pessimistic at work only harms an individual's career.

O]Being pessimistic at workncah o AQ harm to anyone but
oneself and one's closest\colleagles.

c)Being pessimistic at work san be/detrimental to the whole
company

d)Being pessimistic at work dpes not usually have much
iNnfluence on anyone.

2 Which of the folloyrme/statementsNSNO T true”?

5)Being pessimistic Ggauses bodilyy/stresg
0)Being pessimistic §gUgESRgahg | £TT8sS

CIA pessimistic worker mpay jever de pyomoted.
dlBeing pessimistic at work iseagy to conceal
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Module ten: Review questions

5 Why is it important to find the balance between optimism and
oessimism?

a)Because extremism may (ol pe aydésjrable trait in a person.

O)Because it is hard to believe thatd pérson can e consistently
optimistic.

c)Because it is hard to believe that @ person can be constantly
pessimistic.

dlFor all these reasons

o] What is the problerfh with baing constgntyy optimistic?

a2)You may appear unprofessiond]
O)They won't take you sefloushy

c)You could give someonasefsg hope
dINo problem at all
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Module ten: Review questions

5 Why is it important to find the balance between optimism and
oessimism?

a)Because extremism may (ol pe aydésjrable trait in a person.

O)Because it is hard to believe thatd pérson can e consistently
optimistic.

c)Because it is hard to believe that @ person can be constantly
pessimistic.

dlFor all these reasons

o] What is the problerfh with baing constgntyy optimistic?

a2)You may appear unprofessiond]
O)They won't take you sefloushy

c)You could give someonasefsq hope
d)Thereis no problem



Module Eleven: <2 B3t
Making an impact

Every day we are presented with opportunities that allow
us to influence the lives gffotheps. How we influence others
IS Up to us. It requiressa“comscious effort on our part to
decide whether we will legve a jegacy of good or evil,

It is eqsy to"maké money. It is much harder to make a difference.

Tom Brokaw



¥ TOP
o SOCIAL
'o o’ POWER®

Creating a powerful first impression

Physical appearance
Body language
«  Spoken words




Assessing a situation

Taking a step back
Being aware of emotieNns

Know what you are gettg A to
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Being jealous without
being offensive

Finding the balance
Focus on guality
Renewed hope
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Module Eleven: Review Questions

1 Which of the following IS NOT one of the factors in making a
first impression??

a/Physical appearance
o)Education
C)Spoken words
dlBody language

2] Which of the following 6 NOT arfe)aline elements of making
a good first impresska”

alYour voice type

o)Visual contact

c/Hand shake
diMoving away from jargon
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Module Eleven: Review Questions

51 The best way to assess the situation is:

a)Go to

OJRun to him as fast as yol can
CJAsk others

diVaries from situation to situation

4 Which of the following [&\NO] o of the crucial questions
for assessing the sitfat)on~

a/How will It affect m'es

ojHow will It impact N geers?’

c)What is the challenge¥

dlls it worth doing something gbout it?



Module Eleven: Review Questions

5) Being jealous is:

aAlways a good feature

o]Good quality, if you are not\loo 2¢alous
c)Almost always offensive

dllt is often considered too negative

o) What Is important to dewelon Voek inner stapility by being
jealous, but not offerfsiys?

a)Working fast

OJRenewing entnusigSaFeR Wik
c)Constant search for nay ghgllenides
dlFinding the balance
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Module Eleven: Review Questions

51 The best way to assess the situation is:
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Module Eleven: Review Questions

5) Being jealous is:

aAlways a good feature
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Module twelve:
Conclusion

* Take a moment to reviewsahd ypdate your action plan. It will
be a key tool to guide yosw—progress in the coming days,
weeks, months and years. We wigh you the pbest of luck on the
rest of your journey.

Evetything that starts with anger ends in shame.

Benjamin Franklin



Words of the Wise

« M.K Gandhi: An eye for an eye only blinds the whole world.

« Guy Finley: Never spedk rrom angéer; Never act from fear;
Never choose from impaieree, But wait... and peace will

appear.

Brian Tracy: Confidencesn the @xside starts with living
with integrity on th& insrde.
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