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 Reflect back on your last week.   

What has been the predominant emotion that you have felt? 

What were the situations or circumstances that triggered that?   

Was this a one-off or is it a feeling that you have regularly?   

Is it a feeling that is serving you well? 

What is this emotion creating for you, physically?  Spiritually? 

Does it enable you to be at your best? 
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DISC doesn’t tell the whole story! 

To look only at a person’s DISC profile, doesn’t tell you enough of a story. There is 
a huge difference between someone who is high in Dominance and has low self-
regulation than a D who has high self-regulation. Think of a Trump vs Hiliary 
Clinton. 

Therefore, marrying DISC and Emotional Intelligence (EQ) together is crucial for 
understanding yourself and others and how to get the best possible 
performance. 
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Taking Action 

As you go through this training you’ll receive many strategies you can use to 
improve your Emotional Intelligence (EQ).  

There are some principles you need to keep in mind: 

➡ You can enhance, build and strengthen your EQ - but it does take time. 
Change will be gradual, but the longer you take deliberate action to put your 
strategies into place, the more it will become a part of your DNA. 

➡ In the early days doing something different - like not losing your cool, or 
withdrawing when someone loses their cool at you may be difficult. But each 
time you put your strategies into play the more you will strengthen your 
capability 

➡ Be patient and kind with yourself. Catch yourself when you get it right and 
mentally pat yourself on the back.  

➡ In the times when you get it wrong, say to yourself (or out loud if you are 
brave enough). Stop, that’s not like me. The next time I intend to …. and then 
paint the picture of what you will do differently next time - when you are 
acting as a ‘rockstar’ performer!  

➡ If you completed your online personal profile, once you’ve finished this 
training you will receive it. Once you have it to hand, take note of your scores 
(found on page 5 of your report) 

➡ As you read through your feedback, pick only one area to work on at a time. If 
you try to change too many areas you will begin to feel overwhelmed. Then 
within that one area, only choose three strategies recommended for you (or 
feel free to use any of the strategies mentioned in the upcoming module) 

➡ If you chose not to get your personal profile - then as you go through the 
upcoming sections you’ll get a sense for the area you need to do the most 
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work. Like the people who got their personal report, only choose one area to 
work on and then choose only three strategies mentioned in the module. 

➡ Get support.  

➡ If you chose to get the debrief, with Shelley, then once you’ve finalised 
the training, set up a time to for your first coaching session.  

➡ If you chose not to debrief/coach with Shelley, then find someone who 
you trust will be caring and forthright. Ask that person to provide you 
with regular feedback as they see you move through your day. 
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Emotional Charisma 

Unique only to emotions is the fact that emotions are carried down an 
organisation's hierarchy, basically affecting everyone. 

The single most important element in group intelligence is not the average, or 
even the highest IQ, but Emotional Intelligence (EQ). 

IQ alone cannot predict an individual’s performance or success. In fact according 
to an article in Time Magazine IQ gets you hired, EQ gets you promoted! 

Think of it this way. Your IQ and your technical capability are your ‘permission to 
play’ as a leader. Great EQ enables you to shine as a Rockstar leader. An absence 
of EQ will see your career derail. 

The EQ of leaders affects individual, group, and organizational outcomes. 
Indeed, according to an article by HBR, at the top levels of leadership, EQ 
accounts for as much as 90% of success. 

Satya Nadella, CEO of Microsoft, took over from Steve Ballmer in 2014. Satya has 
transformed Microsoft – both in terms of culture, customer service and financial 
results. 

Satya inherited a culture at Microsoft of bickering, infighting, and distrust. A 
legacy from the days of both Gates and Ballmer at the helm. 

Because of his high EQ, one of the first  things Satya worked on within Microsoft 
was to get people communicating and influencing each other in a way that 
strengthened relationships and improved business results.  

A ripple effect of positive outcomes can be tied to leaders with high levels of EQ. 
Let’s see why emotions ripple through entire teams and companies. 
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Entrainment 

In	1656 – Dutch physicist Christiaan Huygens – invented the pendulum clock.  

He found that if he pushed one clock out of sync deliberately they would all sync 
back up again within a few minutes.  

One clock was sending its reverberation signal through the wooden case, across 
the wooden floor to the next clock, which was then entrained by that signal and 
so forth. In other words the signal of one clock trained the other clocks to follow 
its lead. It was always the biggest pendulum that dictated the 
synchronization.   

Any complex system that has a repeating signal pattern, beat or rhythm will 
always sync to the strongest and most powerful beat.  Someone’s heart is racing 
(and they are a powerful influencer) you can expect that other people in the 
room will soon start feeling uncomfortable.  

Synchronization also happens in business when a powerful leader ‘sets the tone’ 
for the team, which then starts to sync to that rhythm. Which can be very good 
or very bad! 

We pick up on each other’s energy all day long. 

Have you ever been out to dinner at someone’s house and the minute you’ve 
walked through the door, you’ve thought oh oh, they’re in the middle of a huge 
argument. Your hosts haven’t said a word, in fact they are probably being quite 
civil to each other, but you can feel the tension in the air. You are feeling their 
vibe and it makes for a probably civil, but unpleasant evening, with everyone 
tippy-toeing around the unspoken tension. 

Think back to a time, a time when you’ve picked up on the feelings of others …. 
Footie matches, churches, when you got swept up in the emotions of the people 
around you. 
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Whether it’s a funeral, a footie game or a night of comedy it is nearly impossible 
not to get caught up in the emotions. Because it is so potent when expressed by 
so many people simultaneously.  

Don’t fool yourself into thinking that this is all pie in the sky stuff. Key people will 
join or leave your company, and customers will buy or not buy your products 
and services for only one reason:  emotion. 

Have you ever been in a store or rung a customer service centre to be ‘served’ by 
someone whom you realize is simply going through the motions. They may smile 
and say all the right words, but you get the sense that they would rather that you 
weren’t there.  

Contrast that with a time when you interacted with a company representative 
who just seemed delighted with the world and happy that you happened to be 
passing through their world right at the moment?  It’s quite a different feeling 
isn’t it? 

Every day you’ll experience emotions of one type or another  

✦ frustrated with your boss who keeps piling the work on 

✦ cranky with a co-worker who isn’t doing their job right causing you to not get 
yours done right 

✦ elated by acceptance of an idea you’d been working on for a while 

✦ nervous about the reaction of client because you’d missed a deadline 

✦ curious about how a change is going to impact on you  … 

And yet, we are taught – when you come to work leave your problems (problems 
… meaning emotions) at the door. It is quite illogical to expect that people can 
leave their emotional self at the door. Certainly, they can stamp those emotions 
down, but they will leak … and sometimes in the most unfortunate of times. 

Page  of 10 53



Emotional Intelligence (EQ) Is 

The ability to use your knowledge, skills, experience and natural talents to their 
fullest extent, in any circumstance so that you have access to your best 
performance and decision making 

Below are the five building blocks of emotional intelligence that give rise to 

superior performance and decision making. We’ll look at each of these in more 
detail. 
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Self-Awareness 

Self awareness is the cornerstone to emotional intelligence. It is the ability to 
recognise and understand your moods, and the impact they have on you and 
your team’s performance. It is the ability to “take your emotional temperature” 
and to ask three key questions: 

➡ What am I feeling/experiencing? 

➡ Why am I feeling that way/experiencing it? 

➡ How is it impacting me/my ability to perform? 

With this understanding you are better able to appropriately respond to a given 
situation. Which supports your career and life success. 

So it is crucial that you take the time to sense and recognize your feelings and 
describe them as accurately as you can (See the Feelings List).  

Practice moving up the emotional scale.  

Ask yourself, "How do I feel?" and "What would help me move from (for example 
anger to frustration)?" 

It is important to understand that you can’t jump from depression to passion – 
that’s too big a leap. But making a move from depression to anger is a move in 
the right direction – you’ve got some energy happening.  

You don’t want to stay in anger for too long, of course, but now that you’ve got 
movement, the next question is, “What do I need to do to get from anger to 
discouragement, to irritation, to hope and so on.  

Emotional Scale  
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Do you think of yourself as a rude person? 

When was the last time you were snippy with someone? When you let your 
feelings get the better of your tongue? 

We don’t like to think of ourselves as rude – but in that moment the person you 
walk away from will think that you are indeed a rude, disrespectful, discourteous, 
angry, inconsiderate person.  

The thing is, with a bit of effort, it is quite easy to capture yourself in a moment 
where your emotions take over and your feelings are starting to bubble into 
something that may not serve you or others well.  
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Being Aware of your The Signals from Your Body 

Watch the Dr Alan Watkins Ted Talk (Part one) on Being Brilliant Every Single Day, 
for more on recognising when you are having an emotional attack.  

Unfortunately, many people live each day on automatic pilot, not giving much 
thought to what they are thinking and feeling … just simply responding to their 
experiences.  And, you may not even realize that you have been triggered with a 
particular emotion. 

Right now as you are reading this, notice your physical self. What is the position 
of your hand? Are your muscles unnecessarily tense? Be aware of the expression 
on your face.  See everything possible about your physical self. 

At the start it is easier to become aware of your physical self, but proceed from 
the outer to the inner. Observe the thoughts that pass through you mind. 

For example, when watching the news on television what are you thinking and 
feeling? When you are criticized by someone, what physical reactions, thoughts 
and feelings flood your system. 

Becoming self aware is skilll you can teach yourself. 

For a healthy day use this exercise 

Interrupt yourself several times throughout the day to ask: 

Where was I a moment ago? 
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You may be appalled to discover how often you were wandering in dangerous 
places, both mentally and emotionally. Maybe you were in a storm of anger, or in 
a jungle of despair, maybe a flow with happiness.  

You’ve probably heard the saying “Change yourself, change your experience” 

By the simple act of observing yourself in action you give yourself the 
opportunity to create a proactive change in your life. 

When your awareness is closed and you are on automatic pilot you are at the 
mercy of your emotional self and you may never know the harm it is doing to 
your physical and spiritual self.  

For example, when you are frustrated it is likely that your heart speeds up, you 
might feel a sense of panic, your tummy might clench and your body language 
and words might start to become aggressive rather than assertive.   

Often times you can look back and see how you were feeling or behaving. But 
that is not as powerful as capturing yourself in the moment. Being mindful of 
how you are behaving and feeling in the actual moment is when you begin to 
generate some great power for yourself.   

Feelings Aren’t Bad 

Feelings aren’t bad. In fact they are terrific, because they are a critical part of 
your human existence.  

They are your warning system that something could not be quite right for you. 

Or that your life is in total flow and synchronicity.  
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It is when you are unaware of them that the problems may occur for you … your 
feelings could cause you to play out in ways that are not always the healthiest 
for you or for others.  

Maybe look at identifying the message of the emotion: 

Anxiety: What am I afraid of? 

Sadness: What have I lost? 

Anger: How have I or my values been attacked? How have I been trespassed 
against? 

Happiness: What have I gained? 

There are no bad or good emotions. Just emotions that are either appropriately 
or inappropriately expressed. 

Joy is a great emotion - but it is probably inappropriate to laugh and make jokes 
at the deathbed of a work colleague.  

Getting cut off in traffic it is appropriate to feel frustrated or frightened. But it 
isn’t appropriate to jump out of your car and take a tyre iron to the other 
person’s car. 

Putting It Into Action 

➡ Keep an emotions journal - look for what pushes your buttons 

➡ Throughout the day, ask yourself  “Where was I emotionally? What was I 
feeling” 

➡ Identify situations that trigger, magnify and dilute positive/negative 
emotions for you 

➡ Identify the feeling - beyond the four main emotions of Fear, Anger, 
Sadness and Happiness (See the Feelings List) 
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➡ Notice how different emotions impact on the performance of your daily 
tasks 

➡ Look for ways to ‘get more of’ the things that energise you  

➡ Develop and use your Inner Compass - it is the foundation to keeping in 
sight what is truly important to you, so that you make the dent in the 
universe you desire 
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Self-Regulation 

Self-Regulation is managing your moods and behaviors, particularly in stressful 
circumstances. It is keeping disruptive impulses in check.  

The self-regulation levels of individuals, impacts on a team’s ability to perform 
and the emotional well-being of each individual. 

A team with high levels of self regulation will tend to keep their cool under 
pressure and will likely create an even tempered environment. When emotions 
from their personal life or stressful work situations threaten to overwhelm them 
they will be able to redirect their emotions to a more positive and appropriate 
responses. Thus not allowing it to affect their performance, other team 
members or customers.   

Individuals with low self-regulation are more reactive. They tend to act before 
thinking.  

If you are high in Self-Regulation you are asking yourself questions like: 

➡ What can I do with or about the emotional state I am in? 

➡ Why do I need to do (or not do) something about it? 

➡ How do I positively impact or use what I am feeling? 

Do yourself a favour.  Manage Your Emotions.  

Check in with yourself regularly and feel into how you are feeling about the 
circumstances you find yourself in. If it is a feeling that isn’t serving you in some 
way, make the choice to shift your attention and feelings to something that is 
more power-filled. 
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Do you seriously think that a person who is frustrated, depressed, angry 
has access to the same level of thinking as a person who is feeling 
optimistic, hopeful, engaged, energized?  

Anger tends to be the feeling that is the most difficult to control. Unfortunately, 
dwelling on anger only makes matters worse. The surge of adrenaline that 
rushes through your body can make a bad day worse.  

Aristotle said: "Anyone 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!” 

To minimize the impact of anger use exercise, relaxation techniques and the 
BREATHE activity shown in Part two of Dr Alan Watkins Ted Talk Being Brilliant 
Every Single Day. 

Anxiety is another feeling often in play in the workplace. Like anger, if left to spin 
out of control, it puts the brakes on performance. Your mind becomes so caught 
up in worrying that you lose the bandwidth to find solution. 

I love this saying by Lou Tice:  

“WORRYING IS NEGATIVE GOAL SETTING 
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Thinking About Your Impact 

Formula for Success 

This is a great formula for success: 

Awareness + Self-Responsibility = Powerful Performance 

The trick, if you want better results, 
i s to take the unconsc ious , 
automatic thoughts and knee jerk 
reactions to any situation and 
b e c o m e c o n s c i o u s o f t h o s e 
thoughts and feelings. This gives 
you real power. 

You need to break the cycle so that 
you don’t remain slave to your 
impulses. 

• Describe a recent event where your emotions clouded your judgment 

• How did it impact you and the people around you?   

• How could you have responded more effectively in this situation? 

Page  of 20 53



For example, one of the traits that has hounded me throughout my life is 
impatience. I want everyone to do everything at my pace, in my time, in my way, 
and lord help you if you get in my way or hinder my progress.   

Yep, I’m a recovering self-absorbed, impatient, control freak.  

But let me show you how you too can significantly change your life by becoming 
aware and taking self-responsibility. 

Some years ago, I raced into the post office to post a large box, that needed to 
go that day. I got in the queue and there were about ten people in front of me. 
My immediate thought was 

“This bloody post office, it’s always so busy, why can’t they put more staff on? When 
are they going to realize how much Mudgeeraba has grown?”  

Then I started looking at what the people in front of me had in their hands trying 
to figure out how long each of them could take and I looked at the three people 
being served, working out how long they’d be, so how long I’d be in the queue.   

And I’m thinking, “Geez, it’s criminal, haven’t any of these flaming people heard of 
the internet to pay their bills, walking in here with electricity bills and phone bills!”  

My frustration was mounting as I started to think about how late I was going to 
be for my next appointment, but I needed to stay here and post the box. 

You know I didn't walk into the post office with the intent of being frustrated. My 
intent was to post a box and get on with my day.  

None of us make the deliberate decision as we go about our daily activities “I’m 
going to be …. (in this instance) frustrated.” 

Luckily because of my EQ training, I was able to quickly de-escalate myself and 
used the Moment of Choice technique.  
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Reach for the Best Possible Thought In the Moment 

In the moment of choice, you can choose to be a slave to your negative thoughts 
that will trigger negative emotions and behaviours. Or you can make a very 
deliberate choice to reach for a thought that improves your reaction – no matter 
how slight the improvement, at least reach for a thought that improves your 
thinking.   

When you do this you give yourself the chance to respond in a way that is 
healthy for you and in all likelihood deliver you better results. 

 Catch yourself in the moment, and get curious: 

✓ What was I just thinking?   

✓ Is that type of thinking going to lead me to the types of results I want 
here?   

✓ What do I want? 
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✓ What could be another interpretation of this situation that could lead me 
to where I want to be? 

✓ What feeling do I want to tap into in this situation? 

When you shift into observation you begin to reveal yourself to yourself. Which 
is self-knowledge and this is power for self-change.   

So back to my Post Office Story. Using the Moment of Choice, I noticed what I 
was feeling (frustrated and annoyed).  

I then made decisions about what I wanted to do about it. In the past I would 
have been huffy with the teller. Furious in the car and driving like a maniac once 
I left. And generally turning myself into a monster for the next part of the day. 

For most people their lives slip from one moment to the next ... passing by in a 
blur. Their negative feelings from a previous moment get dragged into the next, 
as they live their life on default.  

Pre-Pave with Segment Intending 

Rockstar Leaders take a moment to decide what the next segment of their day 
looks like.  

You set the intent that the next moment in time will be great. That you choose to 
show up at your best, and expect the best outcomes. That you don't drag any 
negative thoughts or feelings into the next segment.  

Will it work every time? Of course not? But the more you reframe and pre-pave 
the stronger you will show up! 

Examples of Pre-paving 
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Going Into A Meeting: My intention for this next segment of my day is that, I 
listen with curiosity to my colleagues ideas. I work with them toward solutions 
that we are all comfortable with and enhance profit and productivity 

Arriving Home From Work: My intention for this next segment of my day is 
that, I am engaged with the stories of the day my family shares with me. I bring 
peace and happiness as I walk into the room 

A Difficult Conversation: My intention for this next segment of my day, is that I 
work in partnership with this person, and we both calmly discuss options that 
will enable us to move forward 

Underscore this.   

Give up trying to control your initial reaction to anything.   

It’s too deeply ingrained. 

Your power lays in controlling your second thought. 

Don’t upset yourself because you had a gut reaction that is imbued in your DNA. 
You are just human! 

Taking the effort to make a different choice enables you to stop yourself 
automatically pulling the pin on the grenade of your emotions and throwing the 
grenade at whoever happens to be closest. As you know only too well, the 
results can be devastating.  

Change your feelings, change your results 

So using the Moment of Choice, at the Post Office, I said to myself: “Chillax. Do 
some affirmations. Think about the great things going on in your life. You aren’t going 
anywhere right now – you want to get this parcel off today. So chillax, and enjoy the 
moment.”  
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And here's the kicker to the story. I’d been standing in that queue for about 5 
minutes and the little boy in front of me turned almost immediately, I had 
calmed myself down, and said to me … “I love post offices”. He and I then spent 
the next 10 minutes having a grand old chat about what was interesting in the 
post office.  

Entrainment at work. People picking up on your vibes at work. 

Decide the level 

When you are in a situation that is triggering an inappropriate emotional 
response a great question to ask yourself is. On a scale of 0-10, where do I want 
to land? For example, I’ve just been shouted at by my boss. Now I’m feeling 
anxious and can feel myself withdrawing. What intensity do I want to do this to? 
A zero or a 10? 

Manage Your Experience 

Even with the things you can’t control you can still manage how you experience 
them. 

For example, say you have been planning a family holiday on a tropical island. 
You can’t control the weather. But can still control if have a good time or not. If 
you get there and the weather is lousy you can bemoan the fact, or get out the 
board games and cards. You can choose to walk in the rain and discover new 
ways of seeing nature. You can choose to still have great family time. 

You can control completely what things mean to you – but you can’t 
necessarily control events. 

The ability to choose your focus is the greatest gift you have been given. You can 
focus on the good or the bad in any situation. 

Change your focus and you change your life 
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In his book, “Man’s Search For Meaning” Viktor Frankl wrote about his 
experiences in Concentration Camps during World War II. His conclusion was 
that no matter where we find ourselves, no matter the circumstances that 
surround us in our life, the one thing over which we will always have power is 
the freedom to choose our attitude. 

And what he said was:  

"in the final analysis, it becomes clear that the sort of person, the prisoner 
became was the result of an inner decision and not the result of camp 
influences alone. Fundamentally, therefore, any man can under such 
circumstances decide what shall become of him mentally and spiritually. He 
may retain his human dignity,  even in a concentration camp.” 

The choice is YOURS. In the moment what choice will you make about your 
attitude toward ANY given experience/incident/event? 

The skill is to put your focus on what you do want ... not on what you fear.  

Focusing on what you want leads you into a place that will not only get you 
better results, but along the way give you all that joy, passion, fulfillment that 
comes from being on the path to getting what you want, instead of what you 
fear. 

You	Choose	…	Rockstar	thinking	or	????

The difference between people who are successful and those who fail - is not 
in what they do - it is about how they are thinking and feeling about what 
they are doing.
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What you focus on you feel … whether it is true or not.   

Who hasn’t had a time where you’ve had a whole story going on in your head 
about what someone has said or done  … and you’ve got yourself so wound up 
over it … feeling hurt, frustrated, angry … you’ve had the thoughts going round 
and round in your head … you have really whipped yourself into a frenzy … only 
to find out that the other person didn’t do whatever it was you had thought. That 
you had misinterpreted the whole thing?   

How did you feel? Maybe a little stupid, embarrassed and probably relieved.   

But here’s the thing. You may have spent minutes, hours, days, or even weeks, 
and for some people sadly years …. letting those emotions burn you up and 
steal precious time away from you.  

When you could be focusing on other - better things. Things that could be 
enhancing your life and putting you in a state that enables you to be free 
flowing, creative, optimistic, powerful, success focused. 

And this is crucial to your success.  Even if you were right and the other 
person had done something that wasn’t in your best interest … they had 
betrayed you in some way … wasting your time caught up in negative emotions 
about it enables the other person to have a true victory. They get to live “rent 
free” in your head! 

All the while they’re “rent free in your head” they are robbing you of the thoughts 
and focus you could be giving to being the creative genius you are meant to be. 

What is something you tend to focus on a lot that doesn’t serve you? 

Do you spend time fuming and fussing focused on the problem? 

5% of your time should be spent on the problem – 95% of your time on the 
solution. Get that balance right and you’ll find you’ll have a lot more time up your 
sleeve! 
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You Aren’t Meant to be Blissful All The Time 

Only two types of people don’t feel negative emotions like fear, anger, 
disappointment.  Psychopaths and people who are dead. 

Give yourself permission to be human. To experience the full gambit of 
emotions. 

If you block negative emotions, you are also blocking positive emotions. They 
run through the same channels in your body. 

Don’t try to suppress negative emotions they intensify. When we accept them, 
that’s when they weaken. That is the paradox. 

There is nothing wrong with feeling envy … it is the behaviour following on from 
the feeling of envy.   

Take full responsibility for your actions. But don’t negate your feelings.  

Putting It Into Action 

➡ Here are some useful questions to consider when deciding how to 
respond to your feelings: 

✴ Does the intensity of my feelings match this situation? 

✴ Do I have more than one feeling that I need to pay attention to? 

✴ What interpretation or judgment am I making about this event? 

✴ What are my options for expressing my feelings? 

✴ What are the consequences of each option for me? (Task/Relationship/
Personal Growth) 

✴ What are the consequences of each option for others? (Task/

Relationship/Personal Growth)?  

✴ Is a direct approach the best way to proceed? 
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✴ What result am I hoping for? (Task/Relationship/Personal Growth)? 

✴ What do I want to do? 

✴ What if I do nothing? 

➡ List the situations you are most susceptible to disruptive impulses and 
why 

➡ Review the list of things that trigger, magnify and/or dilute different 
emotions for you 

➡ Identify the things you can do when you are feeling negative 

➡ Count to 10 or take a sip of water, to give yourself the moment of choice 

➡ List how you can leverage positive feelings 

➡ Think before you act 

➡ Control your self-talk.  

➡ Exercise regularly. Not only is it good for your health, it helps work on  
your emotional state 

➡ Breathe (Rhythmically, Evenly And Through The Heart Everyday) 
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Social Awareness 

Another name for Social Awareness is Empathy. 

Empathy/Social Awareness is recognising others’ feelings, needs and concerns. 
Think of this as tuning your radio.  

You cannot hear a radio station clearly until you have set your receiver to the 
right setting and remove the interference (which is generally your own emotional 
state).   

People with strong Social Awareness are good at reading the room. They have an 
ability to read a group’s emotional currents and power relationships.  

Understanding others will allow team members to better assess the needs of 
clients and colleagues, and how best to serve them. 

If you are low on empathy, you may miss important clues, and leave issues 
unaddressed that can lower morale and impact on quality. Clients with 
unaddressed issues can be left feeling disgruntled and look elsewhere for 
solutions. 

Throughout your working life you will need to deal with people who are upset: 

➡ Grumbling customers 

➡ Upset team members 

➡ Irate managers 

oftentimes it has nothing to do with you. But you still need to deal with it! Being 
able to empathize with and understand others are crucial skills in building 
rapport and dealing with conflict. 
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All day every day our antenna is tuned to the emotional 
reactions of others. 

Imagine you are in a meeting and as you’re presenting a point of view, out of the 
corner of your eye, you seem your boss flash his eyes at you, with what looks like 
a scowl. What’s your immediate reaction?  

What will you be focusing on for the rest of the meeting?  

For most of us, it will be “What have I done?”   

Even if he doesn’t scowl at you again for the rest of the meeting, you can rest 
assured that you will be distracted and not firing on all cylinders.  

Or, imagine you have just come up with a brilliant idea that you know has the 
potential to save the company millions of dollars, but it’s going to need some 
investment up front. You are so excited by your discovery you just can’t wait to 
get in and share it with your boss. 

But wait! It’s 2.15 on Monday. You know that your boss has her weekly de-brief 
with her Manager and that generally doesn’t put her in a good frame of mind. 

With strong Social Awareness, you will hold back your excitement until the 
morning when you know your boss will be back in a better frame of mind.  

With low Social Awareness you will go bounding in there with your tail feathers 
high, probably only to have your idea swatted down. 

People who are high on Social Awareness are regularly asking these three 
questions: 

➡ What is the other party(s) feeling/experiencing in this situation? 

➡ Why might they feel that way? 

➡ How is it impacting them and their ability to perform? 
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Putting It Into Action 

 To effectively deal with other people’s emotions you need to master the skills of: 

➡ Noticing that the person is experiencing an emotion 

➡ Understanding what kind of emotion they are experiencing 

➡ Understanding how strongly they are experiencing it 

➡ When you aren’t sure, ask how someone is feeling 

➡ Finding the words that show you understand 

➡ Finding the right moment – and saying those magic words 

➡ Listening to the needs and feelings of others doesn’t mean you have to 
agree 
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Social Regulation 

Social Regulation is about the ability to inspire or coach positive outcomes in 
others. In other words, you capably manage relationships and build networks.  

Think of this as being a translator. It is taking a message and translating it into a 
language that will be received, understood and acted upon by another person.  

The only way to do this is to speak their language - not yours (which is where 
your DISC and Workplace Motivators profiles come in to play). 

People with well developed Social Regulation are able to navigate situations with 
others with grace. They are able to tune in to the different needs of others and 
use this knowledge intentionally to build rapport. 

They are careful about what they say, how they say it, and how their actions will 
impact a situation and the people in it. Because how you deal with others can 
make or break a career. 

If you’re great at social regulation, you are able to soothe and calm, or excite and 
engage others, as is needed. Working toward ensuring that you achieve your 
goals and desires (and hopefully the outcomes of the person/(s) you are 
interacting with).  

You are able to communicate, persuade, build rapport, collaborate, and 
negotiate on many different levels. 

For example, be gracious to a rude customer, inspire a team member to a new 
level of performance, face down the media when there has been a challenge to 
the business, negotiate calmly, yet powerfully, with a supplier who is crucial to 
the business and who tries to screw every last dollar, collaborate with a co-
worker who sees it as their place in the world to make life difficult for others. 
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When you have a highly developed social regulation, you are very clear on your 
emotional wake. When you leave a room or a conversation you’ll want people to 
feel calm, confident, inspired. You’ll certainly will be working toward not having 
the other person or person’s feeling lost at sea, like their mainsail has been 
ripped to shreds, feeling damaged and rudderless because of the look, word or 
action you took.  

Think of people who are in customer service and you are quite cranky and they 
calm you right down, they are high on social regulation. 

The three questions a person high in Social Regulation regularly asks him or 
herself are: 

➡ What actions could/should I take in this situation? 

➡ Why should/shouldn’t I take them? 

➡ How can I positively influence the situation? 

Teams too can have high and low social regulation 

A team with high levels of social regulation tends to be quite adept at building 
quality relationships with a wide range of people – team members, clients, and 
suppliers.  

They are able to influence the networks they belong to. This enables them to get 
things done more efficiently. Getting other teams on their side who willingly 
collaborate to get their goals met together. 

Whereas, teams with lower levels find it difficult to jump in to conversation, build 
rapport, to direct the discussion or to convey their message convincingly.  

Which means other teams/suppliers etc, don’t willingly go out of their way to 
support them. Which, in turn, reduces their efficiency and increases the level of 
effort the team needs to put in to achieve their goals. 

Page  of 34 53



The 8 core components of Social Regulation are: 

1. Influence (wielding effective tactics for persuasion) 

2. Communication (listening openly and sending clear, convincing messages 
to others) 

3. Conflict Management (negotiating and dissolving disagreements) 

4. Leadership  (inspiring and guiding individuals and groups regardless of 
position) 

5. Change Catalyst (initiating and/or managing change) 

6. Building Bonds  (nurturing instrumental relationships for building strong 
connections) 

7. Collaboration and Cooperation (working with others toward shared goals) 

8. Team Capabilities (creating group synergy in pursuing collective goals) 

➡

Putting It Into Action 

➡ Be aware and in control of the messages you are communicating 

➡ Give attention to the interests and needs of others when communicating 

➡ Focus on win-win solutions where possible 

➡ Understand that you will need to be receptive to both bad and good news 
and develop strategies using your self-awareness and self-regulation to 
manage that 

➡ Find a balance between completing the task and keeping the group 
working well together 

➡ Get clarity on the impact you would like to have on others. Then stay 
focused on how you would like to show up - put strategies in place to be 
that sort of person 
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➡ When you leave a room/building/organisation what do you want people 
saying about you? 

➡ Regularly express appreciation to others for their impact on you and your 
company 

➡ Use questions that invite people to express their concerns e.g. “Kerry, I 
sense you are frustrated. How can I support you to achieve what you 
want?” 
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Motivation 

Motivation is using emotional energy (positive and negative) as fuel to reach 
desired goals.  

People with strong Motivation tend to: 

✦ strive to meet or improve a standard of excellence  

✦ align with the goals of group or organization 

✦ be ready to act on opportunities and  

✦ be persistent in pursuing goals, despite obstacles and setbacks  

Motivation is like our own personal GPS. It is the thing that guides your decisions 
on what route to take. However, a GPS is not much good without a destination 
programmed into it.   

Which is why developing an Inner Compass is the key to staying on track to being 
the type of individual and leader you want to be. Access the My Career, My 
Choice training for information on how to develop your Inner Compass. 

Motivation is about keeping the end in mind and ensuring that you manage your 
emotions and the situations you are in to help move you toward your desired 
outcomes. People with well developed motivation tend to keep their priorities 
clear in their mind. 

Teams with high levels of motivation tend to have a clear picture of where they 
are headed, how to get there and an ability to look past obstacles they face along 
the way. Teams made up of individuals with high motivation tend to have more 
energy, get more done and can support and re-energise one another when 
needed. This means projects and tasks stay on track and results can be achieved. 
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Teams with low levels of motivation may struggle to persevere to achieve their 
desired outcomes. They will often let obstacles and challenges derail their 
efforts. Sometimes (but not always, this could be because of poorly defined 
goals or goals that don’t resonate with the group). Quality standards slip, 
deadlines are missed. 

You are consistently asking these three questions when you have high 
Motivation 

➡ What is my overarching goal/desired outcome? 

➡ Why is it important to me? 

➡ How can I use this situation/emotion to move me closer to it/or not pull 
me away from my goal? 

Putting It Into Action 

➡ Make your goals clear, measurable, challenging and attainable 

➡ Make sure you are getting quick feedback on progress 

➡ Make sure to take note of how you feel as you make progress and / or 
work through challenges 

➡ Define how you will reward yourself as you achieve milestones along the 
way 

➡ Create your Inner Compass 

➡ Create 3 simple goals to achieve each day (particularly in terms of EQ) 

Once you know your motivation. it will help drive you in terms of goals to  use 
the appropriate emotional response or feeling to the situation at hand.   
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Understanding Your EQ Graph 

The higher the score the more active you are, in a particular area, in asking the 
three questions I’ve shared with you. 

A low score simply means that you aren’t active in asking the three questions in 
each of the five quadrants. It is often linked to going with the flow - not chasing 
anything in particular. 

Be careful about labelling yourself as good or bad. A low score simply means you 
have the opportunity to more actively ask yourself the questions above, should 
you wish to raise your EQ.  

The score in the circle at the right is how you scored yourself. In this example the 
person has scored themselves, in terms of Self-Awareness, at 86 
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The smallish red bar denotes denotes that 68% of the population (one standard 
deviation) scores within that area. The number below it (in the Self-Awareness 
example below it shows 74) - which means the mean for the population is 74. 

If your score falls within 
(the red shaded area) it 
m e a n s y o u a r e 
somewhat/times active 
in using your EQ in that 
area.  

If your score falls below 
the red bar, this means 
you are not so active in 
asking the questions and 
therefore need some 
development in that 
area.  

As you can see from the 
example, Self-Regulation 
is quite low and needs 
some attention. 

If the score is above the mean (but still within the red bar) it means you are fairly 
active, and well developed in that area. So this person is fairly active in terms of 
Social-Awareness. 

If someone is above the red bar it means they are very active - in this example 
Self-Awareness. 

Your report will never be 100% accurate. However, before you discount 
something as not being accurate, do check in with people you trust, who will also 
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be honest, forthright and kind with you. Ask them to share insights in to 
blindspots you may have about your impact. 

Similarly, get them to let you know where your strengths are and the impact it 
has on them and others.  
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In summary 

Ultimately you will be remembered for how people felt around you. What’s the 
legacy you want to leave? 

Not only that, how do you want to feel every day? 

Consistently strengthening your EQ leads to a better life, better outcomes, better 
legacy. Put this into practice! 

Keep this cheat sheet close to hand as you move through your day as you put 
your EQ into practice.  
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Additional Ways to Build Social Awareness/Regulation 

Expressing Appreciation 

Expressing appreciation is an important skill for leaders. However, before you 
can express gratitude, your thoughts must reflect a grateful heart. Paradoxically, 
sometimes the reason you’re a good leader is because you have trained yourself 
to think about what’s wrong and to look for opportunities for improvement.  

To that end, you have trained yourself to have a critical heart.  

Therefore, it’s important to assess your heart.  

In the circle below, create a pie reflecting: 

• The percentage of time you think about faults in the people you work with 

• The percentage of time you think about being appreciative for the work 
your team members perform 

 

Page  of 43 53

Appreciation
28%

Cricital/Fault Finding
72%



Importance Gauge 

Think about each person who works for/with you.  

1. Write the name of each person on the line to the left of the importance 
meter 

2. Consider what you do each day to help that person realise that he or she 
and his or her role are of importance 

3. Draw a line on the meter that would indicate the level of importance you give 
each person in terms of: 

a. How often do you ask about their work? 

b. Are their concerns about their job high on your priority list, or low? 

c. When was the last time you asked this person for an opinion about 
work? 

d. Is this person first or last to hear from you about important 
developments in the workplace? 

4. When you review your completed “Importance Gauges”, are your people 
filled up or running on empty? 

5. For each person on your staff, write specific ways in which you could add fuel 
to their sense of importance.  

a. Good example: I will talk to Mary next week about ideas for the 
newsletter 

b. Good example: I will ask Joe to report on the improvements he has 
made to the operating system at the next staff meeting 

c. Poor example: I will help Mary feel important 
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How I Could Add Fuel

Name
How I Could Add Fuel
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Gifts 

Emotionally intelligent leaders know that it takes a wide range of people to build 
a successful team. Leaders know that people have different strengths and gifts. 
The most adept leader knows how to blend together everyone’s gifts and allow 
for people’s gifts to surface for the good of the task or team.  

Leaders also know that not all people are alike, and if they expect them to be 
alike they’ll be quite disappointed.  

It is the leader who can see and appreciate these differences who has the 
strongest ability to influence and build a team filled with cooperation and 
collaboration. This leader is able to bring the gifts forward just when the team 
needs them and thus enable everyone to succeed.  

This first step is to recognize the gifts each person brings to the team. Gifts can 
be anything from a particular skill a person has, a natural ability that a person 
possesses a credential, a network, a personality trait or value. Simple things like 
when someone’s sense of humour might be just what is needed to get through a 
particularly tough moment. 
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The Gifts (Skills/Knowledge/Values/Personal Attributes) they bring to the team 

 

Name: 

The Gifts (Skills/Knowledge/Values/Personal Attributes) they bring to the team 

 

Name: 

The Gifts (Skills/Knowledge/Values/Personal Attributes) they bring to the team 
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Feelings List 

Abandoned 
Abused 
Abhor 
Ablaze 
Abominable 
Abrasive 
Absorbed 
Absurd 
Abused 
Abusive 
Accepting 
Accommodating 
Acknowledged 
Acquiescent 
Acrimonious 
Admonished 
Adoration 
Adored 
Adventurous 
Adverse 
Affected 
Affectionate 
Afflicted 
Affronted 
Afraid 
Aggravated 
Aggressive 
Agitated 
Agonized 
Agony 
Agreeable 
Airy 

Awkward 
Alienated 
Alive 
Alluring 
Alone 
Altruistic 
Ambiguous 
Ambitious 
Amenable 
Amorous 
Amused 
Angry 
Anguished 
Animated  
Annoyed 
Anxiety 
Anxious 
Apathy 
Appealing 
Appeasing 
Appetizing 
Appreciation 
Apprehensive 
Ardent 
Arduous 
Argumentative  
Armored 
Aroused 
Arrogant 
Astounded 
Attentive 
Avoidance 

Beaten down 
Bemused 
Betrayed 
Bewildered 
Bewitched 
Bitchy 
Bitter 
Blah 
Blessed 
Blissful 
Blunt 
Boiling 
Bored 
Bothered 
Brave 
Breathless 
Breezy 
Bright 
Broken 
Bruised 
Buoyant 
Burdened 
Burdensome 
Bursting 
Callous 
Calm 
Captivated 
Captivating 
Careless 
Caring  
Cautious 
Celebrating 

Chagrined 
Charmed 
Charming 
Chastened 
Cheated 
Cheerful 
Cherishing 
Clandestine 
Clear 
Close 
Cold 
Cold-blooded 
Collected 
Comatose 
Comfortable 
Compassion 
Competitive 
Complacent 
Complete 
Composed 
Concerned 
Confused 
Congenial 
Congruent 
Confident 
Constrained 
Content 
Cool  
Coping 
Cordial 
Cornered 
Courageous 
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Cowardly 
Creative 
Cruel 
Crucified 
Crushed 
Curious 
Cursed 
Cushy 
Cut down 
Dainty 
Deceived 
Defensive 
Defiant 
Deficient 
Deflated 
Dejected 
Delectable 
Delicate 
Delighted 
Demeaned 
Demure 
Denied 
Depressed 
Deserted 
Desirable 
Desired 
Desolate 
Despair 
Despondent 
Detached 

Determined 
Devoted 
Devoured 

Disappointed 
Disapproving 
Discomfort 
Discontented 
Discouraged 
Disgust 
Dishonest 
Disillusioned 
Dismal 
Dismay 
Disoriented 
Dispassionate 
Displeased 
Disregard 
Disregarding 
Disrespectful 
Distant 
Distracted 
Distraught 
Distressed 
Disturbed 
Doldrums 
Doomed 
Downcast 
Down Trodden 
Droopy 
Dull 
Eager 
Earnest 
Easy 
Ecstatic 
Elated 
Electric 
Embarrassed 

Enchanted 
Endearing  
Enduring 
Engaging 
Enjoy 
Enlivened 
Enraged 
Enraptured 
Enmity 
Enthused 
Enthusiastic 
Enticing 
Envious 
Evasive 
Even tempered 
Exacerbated 
Exasperated 
Excited 
Excluded 
Exhausted 
Exuberant 
Exultation 
Faith 
Fanatical 
Fascinated 
Fascinating 
Fear 
Fearful 
Fearing 
Fervent 
Fervor 
Fiery 
Flared up 
Flattering 

Flushed 
Flustered 
Fluttery  
Forbearance 
Forlorn 
Fortitude 
Frantic 
Free 
Fretful 
Frightened 
Frigid 
Frisky 
Frustration 
Fulfilled 
Fuming 
Fun 
Funny 
Furious 
Galvanized 
Gay 
Genial 
Giggly 
Glad 
Glee 
Gleeful 
Gloom 
Gloomy 
Glowing 
Gnawing 
Good 
Goodness 
Grateful 
Gratified 
Gratitude 
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Grave 
Grief 
Grieving 
Grim 
Griped 
Grounded 
Guarded 
Guilty 
Gushing 
Gusto 
Haggard 
Half-hearted 
Happy 
Hardened 
Harsh 
Hateful 
Having Fun 
Hearty 
Heavy 
Hectic  
Helpless 
Hilarious 
Hope 
Hopeful 
Hopeless 
Horrific 
Horrified 
Horror-stricken 
Humorous 
Hurt 
Hysterical 
Ignored 
Impetuous  
Imposing  

Impressed  
Impressionable  
Impulsive  
In a dither  
In a flurry  
In a pickle  
In a stupor  
In a trance  
In purgatory 
Inadequate  
Inattentive  
Indifferent 
Indignant 
Indulged  
Indulgent  
Inept  
Infelicitous  
Inflexible  
Infuriated  
Innocent 
Insatiable  
Insecure 
Insensitive  
Insouciant  
Inspired  
Insulted 
Interested  
Intimidated  
Intrigued  
Inviting  
Irrepressible  
Irritated  
Isolated 
Jaunty  

Jealous  
Jittery  
Jolly  
Jovial  
Joy  
Joyful  
Jubilation  
Languid  
Languish 
Impetuous 
Imposing 
Impressed 
Impressionable 
Impulsive 
In a dither 
In a flurry 
In a pickle 
In a stupor 
In a trance 
In purgatory 
Inattentive 
Indulged 
Indulgent 
Inept 
Infelicitous 
Inflexible 
Infuriated 
Insatiable 
Insensitive 
Insouciant 
Inspired 
Interested 
Intimidated 
Intrigued 

Inviting 
Irrepressible 
Irritated 
Irritation 
Jaunty 
Jealous 
Jittery 
Jolly 
Jovial 
Joy 
Joyful 
Jubilation 
Languid 
Languish 
Laugh 
Laughingly 
Lethargic 
Light hearted 
Lively 
Loathe 
Lonely 
Lonesome 
Long-suffering 
Lost 
Love 
Loved 
Loving 
Lukewarm 
Luxurious 
Mad 
Manic 
Martyr 
Meddlesome 
Melancholy 
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Melodramatic 
Merry 
Mindful 
Mindless 
Mirthful 
Miserable 
Moderate 
Mopey 
Mortified 
Moved 
Nervous 
Nonchalant 
Not caring 
Numb 
Optimistic 
Over the edge 
Overflowing 
Over-wrought 
Pain 
Panic 
Paralyzed 
Passionate 
Passive 
Patient 
Peaceful 
Perky 
Perplexed 
Perturbation 
Perturbed 
Petrified 
Pine 
Piquant 
Pitied 
Placid 

Plagued 
Pleasant 
Pleasing 
Pleasurable 
Pleasured 
Pressured 
Prey to 
Pride 
Protected 
Proud 
Provocative 
Provoked 
Quarrelsome 
Quenched 
Quiet 
Quivering 
Quivery 
Radiant 
Rage 
Rash 
Raving 
Ravished 
Ravishing 
Ready to burst 
Receptive 
Reckless 
Reconciled 
Refreshed 
Rejected 
Rejection 
Rejoice 
Relaxed 
Relish 
Repressed 

Repugnant 
Repulsed 
Resentful 
Resentment 
Resigned 
Resistant 
Respectful 
Restrained 
Restraint 
Revived 
Ridiculous 
Romantic 
Rueful 
Sad 
Safe 
Satiated 
Satisfaction 
Satisfied 
Scared 
Secretive 
Secure 
Sedate 
Seduced 
Seductive 
Seething 
Selfish 
Sensational 
Sensual 
Sentimental 
Serious 
Shame 
Shaken 
Shielded 
Shocked 

Shutter 
Shy 
Silly 
Simmering 
Sincere 
Sinking 
Smug 
Snug 
Sober 
Sobering 
Soft 
Solemn 
Somber 
Sore 
Sorrow 
Sorrowful 
Sour 
Sparkling 
Spastic 
Spicy 
Spirited 
Spry 
Stoic 
Stranded 
Stressed 
Stricken 
Stung 
Stunned 
Subdued 
Subjugated 
Suffering 
Sunny 
Supportive 
Surprised 
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Surrender 
Susceptible 
Suspended 
Suspicious 
Sweet 
Sympathy 
Taken 
advantage of 
Tame 
Tantalizing 
Tantrum 
Temperate 
Tender 
Terrific 
Tense 
The blues 
Thick-skinned 
Thin-skinned 
Threatened 
Thrilled 
Tickled 
Tight 
Tight-lipped 
Timid 
Tingly 
Tired 
Together 
Tolerant 
Tormented 
Tortured 
Touched 
Tranquil 
Transported 
Trepidation 

Troubled 
Twitchy 
Uncomfortable 
Unconcerned 
Unconscious 
Uncontrollable 
Under-pressure 
Understanding 
Undone 
Unfeeling 
Unhappy 
Unimpressed 
Unity 
Unkind 
Unruffled 
Unsure 
Unworthy 
Used 
Vexed 
Victim 
Victimized 
Vivacious 
Volcanic 
Voluptuous 
Vulnerable 
Warm 
Warmhearted 
Weary 
Welcomed 
Whining 
Winsome 
Wistful 
Woe 
Woeful 

Wonder 
Worked up 
Worried 
Wounded 
Wretched 
Yearn 
Yearning 
Yielding 
Zealous 
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Resources 

Articles 

https://online.hbs.edu/blog/post/emotional-intelligence-in-leadership 

http://content.time.com/time/subscriber/article/0,33009,983503,00.html  

Books 

Emotional Intelligence 2.0 - Travis Bardberry & Jean Greaves 

Emotional Intelligence - Daniel Goleman  

Working with Emotional Intelligence - Daniel Goleman  

The Astonishing Power of Emotions - Esther & Jerry Hicks 

The Four Agreements - Don Miguel Ruiz 
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