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Emotional intelligence

Your level of emotional intelligence is not fixed. By educating yourself 
on the fundamentals, getting to know your emotions better and 
harnessing useful strategies, you can train your brain to better manage 
your emotions and understand those of others.

To get you started on your EI journey, this report walks you through 
the basic principles of EI, how to improve your emotional skills  
and the benefits this can have, particularly in the workplace.
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Emotional intelligence:  
what is it?

 “Being EI savvy is much more than acquiring knowledge 
around emotional intelligence; it’s being able to utilise and 
share that knowledge effectively, to enable others to learn, 
practice and be inspired to grow.”

“Emotional intelligence is the way we manage emotions, 
both our own and those of others. By checking in with how 
we feel on a day-to-day basis we can assess and label our 
feelings giving us a deeper understanding of ourselves and 
those around us. This creates a more open, productive, 
collaborative and engaged environment in the workplace.”

“How we combine our feelings and our thinking to make 
good decisions and build authentic relationships drives 
our emotional intelligence. We all have some degree of 
EI, but continually developing and growing it is a lifelong 
challenge.”

Jacqueline Hinds
Emotional Intelligence Coach & Leadership  
Consultant, Wilson Hinds Consulting 

Jackie Grier 
LHEP, RHV, RGN, principal consultant,  
JCA Global

Robin Hills
Director, Ei4Change



4

Emotional intelligence

Do you know the four  
basic components of  
emotional intelligence?

When I first learned about emotional intelligence, it 
was a niche subject predominantly compartmentalised 
within specialist or clinical areas such as psychology, 
psychotherapy and the like. And if you didn’t have an 
‘ology’, you had no real business to be broaching into  
its territory!

“By tapping into your emotional intelligence, you can learn  
from difficult situations and better prepare yourself for  
future challenges.”

But it is now considered a fundamental competence 
for getting along in the workplace, particularly among 
leaders and managers. It is highly sought after by 
organisations and, once attained, enables the fostering 
of a more emotionally intelligent workforce. One 
that is built upon a stable foundation that empowers 
employees to flourish and grow throughout all levels of 
the organisation.

Written by Jacqueline Hinds, Emotional Intelligence Coach  
& Leadership Consultant, Wilson Hinds Consulting
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What emotional intelligence is

Emotional intelligence is a set of emotional and social skills that collectively establish 
how well we perceive and express ourselves, develop and maintain social relationships, 
cope with challenges and use emotional information in an effective and meaningful way. 
Basically, it is a predictor of success in life and work.

In order for leaders to attract and retain staff who are ‘EI savvy’, they need to engage and 
explore EI for themselves. And in doing so, they will acquire a symbiotic emotional quotient 
assessment tool and knowledge platform – used to measure an individual’s adequacy in 
areas such as social responsibility, self-expression, empathy and decision making – to 
recruit, induct and develop their workforce.

This will ultimately enable an organisation’s employees to meet and exceed the challenges 
faced within an ever-changing economic and industrial landscape.

Building your emotional skills

Building your emotional skills is essential to understanding your own feelings and attuning 
yourself to the feelings of others. If you are attuned to such feelings you can use your 
understanding to enhance your own performance and manage and support the performance 
of others (if in a managerial or supervisory role).

To better understand your emotional skills, the first step to take is to familiarise yourself 
with the four basic components of emotional intelligence.



6

Emotional intelligence

1. Self-awareness

This is considered the foundation for all the other 
components of emotional intelligence. Self-awareness 
means being aware of what you are feeling; being conscious 
of the emotions within yourself.

People who are in touch with their emotions are better able 
to guide their own lives. Team members need to be in touch 
with their emotions to interact effectively and appreciate 
emotions in others.

Those with high levels of self-awareness learn to trust their 
‘gut feelings’ and realise that these feelings can provide 
useful information about difficult decisions. Answers are 
not always clear regarding who is at fault when problems 
arise. In these situations, team members have to rely on 
their own feelings and intuition.

2. Self-management

This is the second key component of emotional intelligence 
in managing emotions. Operationally it means that team 
members need to be able to balance their own moods so 
that worry, anxiety, fear or anger do not get in the way of 
what needs to be done.

Those who can manage their emotions perform better 
because they are able to think clearly. Managing emotions 

does not mean suppressing or denying them but 
understanding them and using that understanding to deal 
with situations productively. Team members should first 
recognise a mood or feeling, think about what it means and 
how it affects them, and then choose how to act.

3. Social awareness

Being socially aware means that you understand how to 
react to different social situations, and effectively modify 
your interactions with other people so that you can achieve 
the best results.

It also means being aware of the world around you and how 
different environments influence people. Increasing social 
awareness means improving your skills to connect with 
others verbally, nonverbally and in the community.

4. Relationship management

The final component of emotional intelligence is the ability 
to connect with others, build positive relationships, respond 
to the emotions of others and influence others on the team.

Relationship management includes the identification, 
analysis and management of relationships with people inside 
and outside of your team as well as their development. It is 
also vital in negotiating successfully, resolving conflicts and 
working with others toward a shared goal.

Tapping into your knowledge on EI

How you choose to think, feel and act in relation to life’s 
challenges will often impact your health and wellbeing, 
as well as your mindset. By tapping into your emotional 
intelligence, you can learn from difficult situations and 
better prepare yourself for future challenges.

It’s not simply about what knowledge you gain on emotional 
intelligence. It’s about what you do with that knowledge 
that makes the big difference.



7

Emotional intelligence

How to be more emotionally 
intelligent at work

Emotional intelligence is the way we manage emotions, 
both our own and those of others, and it can play a critical 
role in determining our happiness, success, motivation and 
productivity at work and home.

To reap the benefits of EI training or make significant and 
meaningful changes to develop our EI, we need to check in 
with how we are feeling on a day-to-day basis.

Whilst working in this field I have noticed that when I 
choose to adopt positive behaviours and attitudes towards 
myself and others and make it part of my everyday routine, 
being emotionally intelligent can feel easier.

Emotional intelligence is a verb and very much about doing 
and being.

It is a dynamic state that changes according to many factors 
such as how aware we are at that moment, how busy we 
are, our long-term habits and behavioural patterns, and the 
conditions that we place on our own ‘self-regard’ or ‘regard 
for others’.

I’m aware that there are many ways that we can increase 
our emotional intelligence, but what I’ve learnt is that what 
works for me may not work for others, and vice versa. It’s a 
personal thing that is different from person to person.

By understanding yourself (your patterns and triggers) and 
choosing your own nurturing habits, it helps you to become 
more aware of your own needs and therefore ultimately 
helps you make the right choices to meet those needs.

Like most people I notice that when the pressure is on, I am 
more likely to adopt defensive behaviours that aren’t helpful 
to myself or to my relationships with others. I can become 
withdrawn, less communicative, more likely to be brusque 
and often tired.

At a time when I should be spending more time focusing on 
my own needs, I don’t – and the consequence is that I really 
don’t operate at my best.

Here’s my top six tips for managing my emotional 
intelligence at work, which I hope will work for you too:

“Emotional intelligence is a verb and very much about doing  
and being.”

Written by Jackie Grier LHEP, RHV, RGN, principal consultant, JCA Global
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1. Get to know your emotions

It was Plato who said that all learning has some emotional 
basis, and he was right. The way we interact with and 
regulate our emotions has repercussions in nearly every 
aspect of our lives. Ignoring our emotions can create a 
resistance that inflames our emotional state.

Give it a name and your brain isn’t so bothered by it!

People with high EI master their emotions because they 
understand them and use an extensive vocabulary of 
feelings to do so. While many people might describe 
themselves as simply feeling ‘bad’, emotionally intelligent 
people can pinpoint whether they feel ‘irritable’, ‘frustrated’, 
‘downtrodden’ or ‘anxious’.

The more specific your word choice, the better insight you 
have into exactly how you are feeling, what caused it, and 
what you can do about it.

Tip: Put aside ten minutes every day to reflect on how you 
are feeling and practice naming your emotions (at JCA 
Global we have a feelings wheel, which is great for helping 
you with this). At work, this will help you recognise early 
signs of stress or a need for renewal or support.

2. Keep things in perspective

When workloads increase and I feel under pressure it is easy 
to feel overwhelmed and consumed. But being ‘realistically 

optimistic’, identifying the facts and not telling myself 
stories that undermine my confidence helps me balance my 
thinking and emotions.

How you deal with mistakes and setbacks will give you 
information about your own patterns and therefore what 
you might need to deal with these. When an emotionally 
intelligent person experiences a failure or setback, he or she 
can bounce back quickly.

This is in part because of the ability to mindfully experience 
negative emotions without letting them get out of control 
and learning from the experience, which in time will provide 
more resilience.

Tip: When you begin to feel overwhelmed ask yourself 
, ‘what am I thinking and feeling to cause me concern?’ 
versus the evidence in front of me. If need be, use a trusted 
colleague to check out your thoughts. At work, this will 
enable you to build support networks and manage change or 
uncertainty more effectively.

3. Connect with others

Emotionally intelligent people use their networks to 
support them in times of pressure – to delegate work, share 
ideas or gain some renewal and motivation.

Being emotionally intelligent is not about coping alone or being 
strong but rather using your networks to support you. You may 
be surprised that others are feeling the same way as you do!

Tip: Spend ten minutes a day sharing with a colleague how 
you and they are feeling. Many of our clients check in with 
each other as to how they are feeling at the start of meetings 
to help create an open environment. At work, this helps 
build positive collaborative relationships with colleagues.

4. Practice being grateful

Notice what you do well, what is working and what 
motivates and energises you. A powerful effect of gratitude 
is that it can boost serotonin.

Trying to think of things you are grateful for forces you to 
focus on the positive aspects of your life. This simple act 
increases serotonin production in the anterior cingulate 
cortex. The same as Prozac!

It’s not finding gratitude that matters most; it’s 
remembering to look in the first place. Remembering to 
be grateful is a form of emotional intelligence. One study 
found that gratitude affected neuron density in both the 
ventromedial and lateral prefrontal cortex.

These density changes suggest that as emotional 
intelligence increases, the neurons in these areas become 
more efficient. In conclusion, with higher EI, it takes less 
effort to be grateful.
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Tip: At work, increase your motivation and engagement 
by naming three things you are grateful for each day. 
You could keep a record in a feelings journal and then 
look back at the end of each week on all you have to be 
grateful for.

5. Look after yourself

You are important. Spend time taking regular breaks 
in your working day, eat a balanced diet, drink plenty 
of water and exercise (even just 15 minutes activity is 
beneficial to the heart and mind). And don’t just think 
about your day, think about night time too by developing 
a positive and regular sleep routine.

We’ve all read the plethora of reports that show the benefits 
of leaving electronic devices out of the bedroom. Being 
emotionally intelligent is a holistic activity – our mental, 
emotional and physical states are inextricably linked.

Tip: Focusing on our health has been shown to reduce 
sickness, increase engagement and job satisfaction. If you 
have a difficult day with food or exercise, choose not to 
worry but just start again with your new habit the next 
morning and the good days will soon add up.

6. Develop a positive mindset

What choices do you make day to day that are helpful to 
you managing your state effectively?

Practice choosing a growth mindset. We may not always 
get things right, life just isn’t like that. You need to 
choose to learn from your mistakes, take responsibility, 
spend time reflecting on what happened and how you 
were feeling.

Focus on the positive as well as the negative. This 
helps you begin to identify your patterns and triggers. 
Be compassionate to yourself – being emotionally 
intelligent, especially at work, is definitely not always 
easy or about constantly doing things perfectly.

Tip: If you slip back into old thinking patterns and notice 
you are being self-critical, why not ask yourself what your 
most compassionate best friend would say to you, and 
take their virtual advice. Or increase trust with colleagues 
and check in with them too.



10

Emotional intelligence

Being selfish, prejudiced and narrow-minded 
improves emotional intelligence

Combining thinking with feelings to make quality decisions 
and build authentic relationships underpins your emotional 
intelligence. And self-awareness is a key component of this.

Beyond the obvious awareness of your strengths and 
liabilities (along with how they play out and the impact that 
they have) is an awareness of how your attitude can impact 
upon your emotional intelligence – that is, your state of 
mind around a situation, event or state of affairs.

To a certain extent everyone is selfish, has prejudices and is 
narrow minded, but your self-awareness around these can 
make you much more emotionally intelligent.

Being selfish

Resilience is a mechanism that helps you to survive through 
adversity and recover from even the most hostile of 
situations.

People who show good resilience possess:

• A firm, reliable acceptance of reality

• A deep belief, supported by strongly held values, that life 
is meaningful

• An ability to be creative, adaptable and to improvise

Recovery from adverse conditions is possible with one or 
two of these qualities, but to be truly resilient you need to 
develop all three.

These qualities are subjective and focused on the self. 
(Although, of course, being resilient also involves support as 
well as working with and engaging with others.)

Being self-ish is completely different from being self-centred 
– caring only about your own needs, wants and priorities. 
Looking after and taking care of both your physical health and 
psychological wellbeing, by engaging in good eating habits, 
exercise, sleep, relaxation and enjoyable activities, will mean 
that you will be well enough to help and take care of others.

“Emotional intelligence is about working with your self-
awareness appropriately to understand how you interact with 
your environment and other people.”

Written by Robin Hills, Director, Ei4Change



11

Emotional intelligence

Essentially, taking good care of yourself puts you in a 
better position to do things that benefit others.

As flight attendants tell passengers: “In the event of the 
cabin depressurising, secure your own oxygen mask first, 
before helping others.” If you don’t look after yourself 
in appropriate ways first, you are not going be capable of 
providing the best support to others.

Being prejudiced

Bias is a prejudice in favour of or against one thing, 
person or group compared with another. This is usually 
in a way that’s considered to be unfair.

Biases may have negative or positive consequences, and 
may be conscious (explicit) or unconscious (implicit).

Unconscious biases are social stereotypes about certain 
groups of people that you form outside of your conscious 
awareness. Everyone holds unconscious beliefs about 
various social and identity groups, and these biases stem 
from your tendency to organise your social world by 
generalising, categorising and stereotyping.

Your biases are more likely to be prevalent when you are 
tired, multitasking or working under time pressure. 

Unconscious bias is far more prevalent than conscious 
prejudice and often incompatible with your conscious 
values. It is, by its very definition, something that you are 
not consciously aware of, and so it is not easily open to 
you to examine or observe in yourself.

Your awareness and your acceptance of this means 
that you can be alert to, and constantly checking for, 
unconscious bias. Having cognitive strategies such as 
engaging perspectives and opinions that are different 
from your own will help to reduce unconscious bias – 
and levels will continue to fall with training.

Being narrow-minded

The things you pay attention to create your  
moment-to-moment perception of reality. Everything 
else is lost or blurred. Not only do you see what you are 
focused on, but over time you can be so accustomed 
to familiar environments and circumstances that 
everything blends into the background.

You may believe with confidence that your eyes capture 
everything before them and your memories are recorded 
versions of those captured images. However, only the 
illuminated portions that you spotlight with your attention 
appear in your perception – you ignore the periphery.
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Professor Daniel Simons (University of Illinois) ran an 
experiment in which he asked participants to watch a video 
of a basketball being passed around between several people, 
with a particular focus on the basketball itself.

When the experiment was over, Professor Simons found 
that many participants were so focused on watching the 
basketball that they failed to notice a man in a gorilla suit 
gesticulating in front of the camera.

The change within the video wasn’t subtle; the gorilla 
was obviously in the middle of the frame for a number of 
seconds. Professor Simons concluded that participants were 
experiencing inattentional blindness, failing to notice a 
major change because they are so focused on another task.

Because participants were asked to focus on the movement 
of the basketball, their brains prioritised that task in order to 
do it properly, thereby missing the other things happening in 
the video.

In this study, participants engaged with what’s referred to as 
attentional selection, which is when a person selects certain 
things to focus on in order to achieve a task and filters out 
anything that is unrelated to the objective.

You have to focus your attention on something in order to be 
able to see it. Seeing isn’t the same as looking – what you see 
and what you think you see has a lot of consequences in your 
daily life. 

You know when you are aware of something unexpected, 
but you are not aware of the times that you have missed 
something unexpected. The problem with inattentional 
blindness is not that it happens so often, it’s that you don’t 
believe it happens. Your tendency to believe you have perfect 
perception and recall leads to mistakes in judgment of your 
mind and the minds of others.

Change blindness is another perceptual phenomenon that 
occurs when a change in a visual stimulus is introduced 
and you don’t notice it. With change blindness, you don’t 
notice when things around you are altered to be drastically 
different than they were a moment ago. Magicians build 
careers around perceptual blindness to conceal changes in 
your visual field.

An inability to recognise every change in a complicated 
situation is generally attributed to your brain’s capacity to 
remember complex images in a broad scope, with your focus 
being mainly on the larger aspects and smaller changes not 
being recognised.

Your visual intelligence can only detect changes in the parts 
of a situation on which you are focused. Your inability to 
detect changes in the areas where attention is not focused 
is thought to reflect the fundamental limitations of human 
attention. In general, this is because your brain cannot 
possibly process every element of an experience and has to 
prioritise what it believes to be important. 
 

Recognising that your mind is susceptible to inattentional 
and change blindness, and can only narrowly focus on a 
small part of what is happening, is a good start.

Asking good quality questions enables you to remove any 
arrogance around experience and to continually enquire 
about what you are missing or have overlooked. 

Accepting that you are selfish, prejudiced and 
narrow-minded

Misconceptions – views or opinions that are incorrect 
because they are based on faulty thinking or understanding 
– occur frequently. You may have had some misconceptions 
from the title of this article!

One misconception about emotional intelligence is that it 
is about being touchy-feely, empathetic and nice. However, 
emotional intelligence is more about working with your 
self-awareness appropriately to understand how you interact 
with your environment and other people.

Accepting that you are selfish, prejudiced and narrow-minded 
will help you to reduce any misconceptions that you may have 
about yourself and how emotionally intelligent you are.
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About HRZone

HRZone.com is the largest and most active independent 
online community for HR professionals in the UK, with over 
160,000 unique users per month. Subscribers are kept up 
to date via our website, social channels and email briefings 
on the latest HR issues. In addition to the topical editorial 
content, one of HRZone’s strengths lies in its highly 
interactive forum where members can network, debate and 
share knowledge with fellow HR professionals.

Join the community: 
www.hrzone.com
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