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         Praise for Emotionally Intelligent Living
         
 
         “This is a must-read book for those interested in gaining a better understanding of emotional intelligence. Emotionally Intelligent Living provides the reader with an easy-to-follow roadmap She is refreshingly objective and pragmatic in presenting a number of different approaches rather than ‘pushing’ only one way of defining, measuring and applying emotional intelligence, which is both unique and laudable in the current EI literature. This is a very readable and straightforward how-to-do book designed to help us survive and thrive in an increasingly complex and ever-changing world. Geetu Bharwaney is to be congratulated on a job well done.” 
 – Reuven Bar-On, co-editor of The Handbook of Emotional Intelligence.
         
 
         “In Emotionally Intelligent Living, Ms Orme (now known as Geetu Bharwaney) provides a helpful integration of historical and scientific approaches to the functions of human emotion and relates them to the recent proliferation of interest in emotional competencies among psychotherapists, educators, executive coaches, and organizational consultants. This is a very readable and practical book that includes a helpful guide to relevant emotional intelligence tools, exercises, and websites. I am sure I will refer to it often.” 
 – Peter Salovey, PhD, Professor and Chair, Department of Psychology, Yale University.
         
 
         “Geetu Bharwaney has produced a well-written and thoughtful book on emotional intelligence. Yet, the book is more than that: it is an insight into an interesting and influential person in the field. Geetu’s willingness to share her professional perspective as well as her personal perspectives is one way in which this book shines.
   “Emotionally Intelligent Living is an example of Geetu’s energy, focus and tenacity. It is a high-energy book that contains very useful information but is accessible and easy to read. Geetu’s perspective on the field is unique and refreshing. She is using this book to promote a cause, and unlike most authors, the cause is not herself! The cause is the development of important emotional skills in schools. Learn from the words in the book, but also, learn from the example of its author.” 
 – David Caruso, PhD.
         
 
         “In this book, Geetu Bharwaney, an early and strong advocate of applying the emotional intelligence concept, has described emotional practices and provided information that can help a curious individual to develop emotional knowledge. Her book represents a welcome contribution to teachings in the area that will be valued and treasured by many readers.” 
 – John D. Mayer, Department of Psychology, University of New Hampshire. “Geetu Bharwaney’s book is terrific. It is full of clarity and possesses a fundamentally benign and optimistic view of human potential. Ms Bharwaney writes in a ‘commonsensible’ way, which is directly accessible to the reader. Personal anecdotes and stories from real ife give extra zest to the text and point the way for everybody who is interested in realising their own potential, and improving their personal effectiveness and communication skills. I recommend this book most highly.” 
 – Claire Moreland, Head, Chetham’s School of Music.
         
  
         “Most people haven’t been well-served by books on emotional intelligence. There were a few key texts for scientists and psychologists, and there was plenty of choice for business travellers wanting something upbeat and undemanding for their journey. Geetu Bharwaney’s book changes all that. We now have a work that addresses the needs and interests of ordinary people, that doesn’t over-promise or hide behind vague generalisations. Instead, she offers her readers the opportunity to use the increasingly rich body of knowledge about emotional intelligence, as a means of enriching their lives.” 
 – Neil Rankin, Editor, Competency & Emotional Intelligence Journal.
         
 
         “As a consultant to chief executives and their management teams, I observe that all business leaders have high IQ. The distinguishing feature of the truly successful is their high EQ – their ability to understand their own intuitions and to use them constructively to lead their people. Emotionally Intelligent Living introduces both the academic research and practical first steps for business leaders and their advisers to capitalise on this leadership opportunity.” 
 – Keith Leslie, Partner, McKinsey & Company.
         
 
         “In Emotionally Intelligent Living, Geetu tackles some of the world’s most important challenges with clarity and openness. Geetu has experienced the life changing power of attending to feelings, and has recognized that meaningful change will come only when we each commit to making small but significant changes in our daily lives. I am delighted to see this book come to print; our world is poised on the brink of opportunity, and perhaps more than ever before, we urgently need the kind of wisdom and humanistic vision that Geetu is encouraging.” 
 – Joshua Freedman, Director of Programs, Six Seconds; co-author of Handle With Care.
         
 
         “Geetu Bharwaney’s exciting new book provides a blueprint for leading more effective, satisfying lives by tapping into the power of emotion. The insights and practical tips in the book will be relevant to all types of people in every aspect of their lives. Geetu offers the reader compelling stories, useful exercises and enough background to put EQ to work on an everyday basis.” 
 – Kate Cannon, The EQ Network.
         
 
         “Voltaire says that ‘Common sense is not so common’. Geetu has taken a common sense approach to a very complex subject and made it accessible and beneficial to the average person. This is a must read for all of those interested in and working in the field of emotional intelligence.” 
 – Lea Brovedani, Sagacity Consulting.
         
 
         “Emotionally Intelligent Living attempts to take what the author considers to be the best of what is available to produce a very readable book that individuals can use to help them live more emotionally intelligent lives. What is most enjoyable is the way the author blends anecdotal episodes from her own life experiences that make you feel like you are engaged in a real dialogue with the author. This book is packed with information, fun to read, and dedicated to a very worthy cause. I highly recommend it.” 
 – Charles J. Wolfe, Charles J. Wolfe Associates, LLC.
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            For my mother
 
            You are the reason, I am here
            

         
 
         
         

      

      
    

  
    
      
         
         
 
         
             

         
 
         The author has pledged all royalties from this book to fund    projects on emotional intelligence in the education,    health and voluntary sectors
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         Living 
         
 
         
            
               We live our lives
 
               Steeped in materialism.
 
               Not for a single moment
 
               Do we get fed up
 
               And snatch ourselves away
 
               To think and meditate.

            
 
            
               We live admidst
 
               Death, decay and disease.
 
               Yet we consider them
 
               As happening only to others
 
               Until one day
 
               Without warning
 
               We are called away
 
               To sick bed or burial ground.

            
 
            
               Life speeds towards
 
               Only one end,
 
               Death and disintegration.
 
               Let us remind ourselves
 
               Of this inescapable reality
 
               And fashion our lives in such a way
 
               That when Death comes
 
               It brings immortality.
 
               By Gul Bharwaney, reproduced with permission.
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            Foreword to 2nd Edition
            

         
   
         Since the time of publication of the 1st edition, the field of emotional intelligence has grown in both depth and emphasis. There now is a raft of excellent work by committed practitioners in many parts of the globe. At conferences I am struck by the number of people who are concerned enough about this work to make it their primary professional activity. Virtually every week I receive numerous emails from students embarking on new research avenues linking emotional intelligence to effectiveness in a variety of work and educational contexts. There is definitely more happening now than there was back in 2001 at the time of the first edition.

         With all this activity, are we getting more emotionally intelligent as a society? I am not so sure that we are. I notice a few workplaces becoming congenial places to work but we still have much more work to do before emotions and self-awareness are accepted beyond than just important facets of our daily functioning.

         The changes in this edition bring the information up to date. The most radical change is a set of new poems most of which were written in the late 60s by my father and his words are as valid today as they were more than 40 years ago. I have found poetry is an important means for encouraging children and adults to express their feelings. My hope is that this 2nd edition spurs you to take action in the areas of your life that are not working as effectively as they might.

         Embark on the journey of self-awareness. Good luck!

         
         

      

      
    

  
    
      
         
         
 
         
            Introduction
            

         
 
         ‘Too many people are having near-life experiences.’
         
 
         I believe that emotional intelligence represents the most important set of skills that are needed to survive as a human being, and to experience life to the full. Most of us are still unaware of emotional intelligence and its powerful influence on how we live, work and comunicate with one another.
 
         My intention in this book is to explain emotional intelligence in an easy way. As we move into a future that is increasingly uncertain, difficult and potentially stressful, our emotional intelligence will determine who succeeds and who doesn’t, who lives a life of pain and who copes, who is happy and who is miserable, who has long-term relationships and who lives in solitude. Some people have referred to emotional intelligence as ‘advanced common sense’. I aim to explore the myths and truths about it.
         
 
         Until now, the many clinicians, psychologists and academics who conduct important research in this field have not been able to communicate their message succinctly and powerfully. The salient points have been hidden in language that is technical and complex. Yet everyone stands to benefit from taking on board the concept of emotional intelligence. Wherever you live in the world, in whatever circumstances, whatever job you do, however much money you earn, there is information in this book that will be useful to you. It’s designed to be free of jargon, and any terms used that might be interpreted as ‘borderline’ jargon are explained in the Glossary on the previous pages.
 
         Researchers have found that there is something other than our cognitive intelligence (or IQ) that makes a difference to our success and happiness in life – emotional intelligence is what accounts for this difference. In a nutshell, Emotionally Intelligent Living is about living fully and happily. It involves taking an honest look at your day-to-day life. The book uses the concepts of emotional intelligence to give you a language for focusing on what is important to you.
         
 
         This reflection may not always be comfortable, but I have tried to make it as pain-free as possible with clear guidance on what to do and how to do it. My promise is that you will discover:
         
 
              
            	what emotional intelligence is
     
            	why it matters to you
     
            	how you can measure your own emotional intelligence
     
            	how you can address emotionally challenging situations in your life to achieve greater happiness.
 
         
 
         It will be an exciting and fun journey. You will also be able to recall your own examples of high and low emotional intelligence, and you will see your own life reflected in the stories you read here.
 
         You might think that this book offers an easy formula – a quick fix for all your emotional needs and life problems. Not quite! The ideas contained here may provide you with a long-term shift in your awareness of emotions in day-to-day life. For instance, you may have wanted for a while to make some adjustments in your day-to-day life in order to be happier or more at ease – this book will give you practical steps to start a process of personal change. Or it could provide more of a reflective experience for you – an opportunity for you to think about what is working in your life and also what you want to change. I encourage you to engage wholeheartedly with the activities in the book by working through them and completing them, rather than just thinking about them, in order to gain the greatest personal value.
         
 
         If you want to get to the bottom of the essential points about emotional intelligence, this book is the place to start. Here you will find an outline of the key research and background information as well as practical ways to increase your emotional intelligence. If you are undertaking research in this field or choose to delve deeper, the Bibliography will point you in the right direction to find the detailed analytical background and the scientific research.
 
         The main part of the book is divided into three parts. Part 1 gives the background, focusing on what emotional intelligence is, the underpinning science of emotional intelligence, the current schools of thought on emotional intelligence and how to measure it. At the end of Part 1, you will have the opportunity to complete a short test of your own emotional intelligence and a questionnaire on how you are feeling in different parts of your life. This will help pinpoint the main chapters you need to focus on in Parts 2 and 3.
         
 
         Part 2 starts to apply the concepts of emotional intelligence to your personal life – particularly to yourself, family, friends, and partner relationships. Part 3 focuses on the workplace – particularly, how emotional intelligence relates to your career, working in teams, leadership, and making decisions. Each chapter in these two parts contains examples of high and low emotional intelligence and two key activities for you to work through.
         
 
         All the stories of high and low emotional intelligence are from my own life and from the lives of those close to me. (All first names have been changed.) In these stories I believe you will see your own experiences reflected, together with your own memories of great times and not-so-happy times. They are there to bring the theory to life and to provide background learning to the concepts.
 
         The following icons are used to signpost different features:
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         to indicate where we are going in a new chapter
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         a definition
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         where research is quoted
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         a real-life story that illustrates low or high emotional intelligence 
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         an activity, test or quiz.
  
         
 
         Emotionally Intelligent Living is designed to encourage you to reflect on what is really happening in your life – to take action in areas that are out of balance or where you may want more emotional intelligence in order to feel happier and more balanced. By the end of this book, you will be able to take action in those areas where you see yourself needing ‘renewal’.1
         
 
         Good luck with your journey. There is, of course, no fixed destination – you yourself decide where you want to end up. This book invites you to start a conversation with yourself about your life that will spur you to action. Without the conversation there will be no change. As Henry Fonda said in the film Twelve Angry Men, “No one has to change but everyone must have the conversation.”
         
 
         
      
            1 Dr Steve Stein, CEO of Multi-Health Systems in Canada, used this term during a recent workshop on the Bar-On Emotional Quotient Inventory to describe personal weaknesses (Cheshire, September 2000).
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            Background
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            ‘The intuitive mind is a sacred gift
 
            and the rational mind
 
            is a faithful servant.
 
            We have created a society
 
            that honours the servant
 
            and has forgotten the gift.’
 
            Albert Einstein (1879–1955)
            

         
   
         
         

      

      
    

  
    
      
         
         
 
         
            Chapter 1
 
            What is Emotional 
 Intelligence?
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         This chapter covers:
         
 
              
            	Seven myths about emotional intelligence
            
     
            	Some definitions of emotional intelligence
            
     
            	Being emotionally intelligent, day to day
            
     
            	Three ways of looking at ‘your house’
            
     
            	Overview of the activities included in this book
            
     
            	Two key features of emotional intelligence – being emotionally intelligent and making emotionally intelligent choices
            
     
            	Key points about emotional intelligence
            
     
            	A brief history of the research into emotional intelligence. 
            
 
         
 
         Have you ever wondered why it is that some people just seem to get on with life and have a happy time while others seem to struggle and are unable to achieve what they want? Why is it that people from a similar social or academic background end up with dramatically different lives? How is it that when we meet fellow travellers on a bus, train or plane, we get an instant feel for whether or not we want to spend time with them? We make decisions consciously and unconsciously about how much ‘work’ it will take to get to know someone and whether or not we want to.
         
 
         How is it that faced with the same event – for instance, redundancy or a change in health – two people react so differently? One of them might put it down to bad luck or ‘time for a change’, while the other might violently resent what has happened and blame themselves or the people around them, perhaps for years.
         
 
         It always fascinates me how two people from the same family can have contrasting ‘fates’ when it comes to happy, satisfying, loving relationships. Even people from the same background and family circumstances can have very different ways of coping with life, traumatic events and their relationships.
 
         How can two people of the same age sometimes look so different – one looking ten years younger than the other? In Chapter 2 on the science underpinning emotional intelligence, you will discover the role of positive emotions in helping us to stay healthy and youthful.
         
 
         Whilst each of us has our own unique experience of life, there are abilities we can learn – such as how to manage our emotions so that we produce sufficient quantities of the ‘anti-ageing’ hormone (DHEA), or how to identify accurately how we are feeling so that we can take steps to move closer to what we really want. These abilities are what is captured by the term emotional intelligence.
         
 
         Myths About Emotional Intelligence
         
 
         A whole range of articles, books and research papers has been published in recent years – some serious, some light-hearted – and a number of myths have arisen surrounding the topic of emotional intelligence. Let’s explore some of these. 
         
 
         
            
                    
                           
                                  
                        	Myth
                                     
                        	My view
                                 
                     
         
                                  
                        	Myth No. 1:                
             There is no place for  emotions in this life;  facts are more solid  and useful.
                                     
                        	Emotions are present day and night. We can’t stop ourselves from feeling. Our connection to others is emotional and emotions give us useful information on what is really happening. By focusing on emotions, we can actually deal with facts quicker, more easily and more effectively.         
                     
         
                                  
                        	Myth No. 2:                
             Emotional intelligence  involves telling everyone  how you feel. It could be  particularly career-limiting  if you cry at work, or it  could end your personal  relationships if you tell  people close to you how you  really feel about them.
                                     
                        	Sometimes emotional intelligence involves expressing emotion, but, more often than not, it’s about managing emotion so that you don’t allow your own or other people’s emotions to overwhelm you. So being emotionally intelligent doesn’t necessarily involve telling everyone how you feel. Sometimes it involves being able to know for yourself how you feel and then finding the most appropriate way to communicate this to someone else.
                                 
                     
         
                                  
                        	Myth No. 3:  
                           Emotional intelligence  means more hugging and  touching than usual and  I don’t want to get accused  of sexual harassment.
                                     
                        	Sometimes expressing emotion can involve a physical element – a touch on the hand, a comforting hug – but emotional intelligence is not a licence to touch someone when they don’t want to be touched. In fact, this could be considered to be very emotionally unintelligent in certain situations.
                                 
                     
         
                                  
                        	Myth No. 4:  
                           Focusing on emotions takes  time – I’m too busy to find  out what people feel.
                                     
                        	If you don’t find out what people feel, you may spend longer focused on the ‘wrong things’ than the right things. Negative emotions are difficult obstacles and positive emotions help to get the job done. It may not necessarily take more time; it’s simply about where you choose to focus your attention – on emotions, or on thoughts.         
                     
         
                                  
                        	Myth No. 5:                
             My feelings and emotions  are invisible to others.
                                     
                        	This is blissful ignorance. People are incredibly perceptive and can subconsciously pick up on when the words don’t match the body language. We all have the ability to notice emotions.         
                     
         
                                  
                        	
                           Myth No. 6: 
             We should only focus on positive emotions, not on negative ones.
                           

                                     
                        	There is much truth in this statement, from a health perspective (see Chapter 2). But even  negative emotions can be a signal that  something needs to change – see Activity 11 in the chapter on careers (Chapter 9). Negative emotions are a part of life, so it’s useful to learn how to deal with them and to distinguish the ones that can be the most debilitating if we let them in.
                                 
                     
         
                                  
                        	Myth No. 7:  
             Emotional intelligence  is another ‘pop psychology’  term which has nothing  new to offer
                                     
                        	Emotional intelligence does define a set of  skills and abilities much needed in schools  and business. Knowledge of emotional  intelligence should influence what we teach  at school, how we run companies, how we live day-to-day in our families. Whilst the concept has been around for years, there are now more people working at the ‘ground level’ to help teach these skills and the techniques for measuring it and developing it in ourselves and in others.i
                                 
                     
     
                   
               

            

         
 
         A great deal of misinformation about what emotional intelligence is has so far served to keep the concept in the hands of a small group of people. Through this book I intend to address this problem and educate a wider audience about emotional intelligence.
         
 
         Defining Emotional Intelligence
         
 
         At the time of writing, there is a company in Canada that promotes ‘emotionally intelligent’ dolls,ii and another company has just started selling internet greeting cards with feelings.iii What does being ‘emotional intelligent’ mean? This is my simple definition:
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         Being emotionally intelligent involves tuning into emotions, understanding them and taking appropriate action.
         
 
          The three elements in my definition involve both our own emotions and those of others:
         
 
              
            	tuning into the emotions of ourselves and others
            
     
            	understanding emotions in ourselves and others
            
     
            	taking appropriate action on the emotional content that we find.
            
 
         
 
         I use the continuous tense (being, taking, etc.) in my definition, because it’s something that we are ideally doing in every experience, in every conversation. But being emotionally intelligent applies not just to how we meet our day-to-day life experiences but also our life’s crises – job redundancy, divorce, bereavement, major disputes, and so on.
         
 
         Dr David Caruso, co-creator of the Multifactor Emotional Intelligence Scale (MEIS), has offered another definition: ‘Emotional intelligence is the ability to use your emotions to help you solve problems and live a more effective life. Emotional intelligence without intelligence, or intelligence without emotional intelligence, is only part of a solution. The complete solution is the head working with the heart.’
         
 
         Other definitions can be found in Appendix 1.
         
 
         I mentioned earlier that some people perceive emotional intelligence to be about ‘advanced common sense’.iv In many ways, common sense is exactly what emotional intelligence is – some people have large amounts of common sense without even knowing that there is a thing called ‘emotional intelligence’. They just seem to know what to do in the heat of the moment. Sometimes the actions we take reflect the way we are dealing with our own emotions, sometimes they show how we are dealing with other people’s emotions. Sometimes it’s obvious and sometimes not so obvious. Emotional intelligence – that ability to tune into emotions, understand them and take appropriate action – adds up to advanced common sense. The study of emotional intelligence provides us with a framework and some easy-to-learn steps for using our advanced common sense: knowing what to do in a particular situation and doing it.
         
 
         Being Emotionally Intelligent Day to Day
         
 
         When you are having a conversation with a friend, are you tuned into how you and they are feeling? Do you understand why you feel what you do? Do you act in line with these feelings? When you are feeling sad, do you take action to make life better for yourself or do you tend to sit in sadness for hours? In situations where it would be better to be happy, are you able to ‘turn on’ this feeling so that it can help you deal with a particular situation? Are you resilient and able to cope with life crises? Or are you needy, wanting attention from others? These are big questions, I know, but they all have to do with your emotional intelligence. This is best illustrated with some stories.
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            Four female friends were all excited about their trip to Hawaii. This was going to be their first holiday away together in a long time. Kristy’s husband worked as a pilot for a major airline so it allowed them to buy discount tickets that made the trip possible. When they left from their home town they were chatting happily about leaving the cold drizzly weather and lying on a warm sandy beach in beautiful Hawaii. They could almost taste the pina coladas before they left home! The first bump happened when they had to disembark before taking their connecting flight. They knew that part of the ‘deal’ of their inexpensive tickets was their ‘standby’ status – this meant that they could only fly if seats were available. They were told that it was unlikely that they would get a flight out until the following morning. Kristy noticed the downcast look of her friends and suggested they go on a hunt for the best bar or nightclub in town. Her infectious mood caught on with two of the other girls. They laughed as they flipped through the phone book looking for an exciting place to spend the evening. The fourth friend, Donna was upset that the others had not noticed her when she had walked away to sit by herself. When the others approached her to leave and find a taxi, she was annoyed “I’m not going, this is a disaster, we may as well all go home; the trip has been ruined!” They were finally able to persuade her to join them, but she spent the entire evening sulking – she responded to all questions with one word answers. Eventually, they were able to get a room at a hotel close to the airport so first thing in the morning they were back at the airport waiting for a flight out. When they were on the plane to Hawaii, Donna’s mood did not improve. Having determined that the trip was spoiled by one small hiccup in the travel plans, she spent the rest of her holiday finding fault with everything. Kristy realised that Donna could only ‘ruin’ their vacation if they allowed her to. When she went to the beach, she moved away from Donna and found people with whom she could laugh and enjoy herself. By the end of the week, the other two were feeling Donna’s sour mood and although they tried not to let her negatively affect their holiday, they felt relieved when they arrived back home. Donna’s perception of their one setback as a ‘disaster’ allowed her to create the reality of the ‘ruined vacation’.
            

         
 
         So who had the ability to manage their emotions and those of others? Sometimes it’s easy to manage our own emotions when we are feeling good (for instance, Kristy staying upbeat and enthusiastic about the holiday), but how well did she manage the emotions of Donna? You may be interested to know that Donna and Kristy are no longer friends; low emotional intelligence sometimes costs relationships. Kristy probably did her best in the situation, but she wasn’t able to bring Donna round – consequently, Donna’s bad mood affected everyone and their enjoyment of the holiday.
         
 
         
            [image: ]
            

         
 
         Let’s look at another example. It concerns Andrew, who has been in his new job for under two weeks. Before this job he was the head of division in a well-known consumer company. He then travelled the world, and on his return, he took a part-time job as a researcher to earn some cash while he considered broader career options.
 
         This job is quite different to anything he has ever experienced. For one, he has always been around people who have been younger than him and more junior. Just days into a new role, he is already doubting his confidence and abilities. Andrew is working under a boss who does not value his contribution – someone who is aggressive and finds fault with everything that Andrew and other people do. He does not seem to have a nice thing to say about anyone.
         
 
         Emotionally Unintelligent Response:
         
 
         Andrew begins to feel worthless in his new position, blames the boss, and talks about him behind his back to other colleagues. He continues to find fault with himself, doubts his ability and lets these feelings affect his work and his relationship with his boss. He does not acknowledge the emotions that he, and his boss, must be feeling, and does not take action to address them. By gossiping behind his boss’s back and saying nothing to him directly, he is not achieving a positive outcome.
 
         Emotionally Intelligent Response:
         
 
         Andrew tunes in to the fact that the uncomfortable feelings that he is having are a problem for him, his colleagues and for his boss. He understands that his reaction to the situation is partly based on his experiences and memories of working with more effective bosses. He recognises his instant dislike for people who exert autocratic authority and he identifies that in reacting to his boss, he is remembering a number of old memories (not just the current one). He is able to size up how much of the situation is real and how much is ‘dreamed up’ and exaggerated. He is able to work out what the current situation is costing him (e.g. low self confidence, low energy, reduced satisfaction with work). He can weigh up whether it is appropriate to confront the situation with his boss or change job. Andrew decides that simply stopping blaming others and himself will make life better for him in the short term. Just by doing this, his boss adjusts his behaviour. This simple action on Andrew’s part helps him to understand how to be a better manager.
 
         In summary, Andrew’s emotionally intelligent response entails: being aware of his emotions; recognising what he is feeling; being objective about his emotions; putting his feelings and his situation in context; acting positively on the information he gains from his emotions; learning from his emotions.
         
 
         Three Ways of Looking at ‘Your House’
         
 
         Another way to think about emotional intelligence is by imagining yourself as a house, and looking at three aspects – people, inner workings, and bad weather.
 
         People
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         Do people come to visit your house? Do they enjoy it when they are there? Does your house stay intact when others are around or is it mayhem?
 
         Are you able to connect with other people by sensing what is happening and using emotion to build bonds? Do you leave conversations feeling good about yourself, or less good? Do you express what you really feel when you’re with other people? Do you tune into what is happening? Emotional intelligence is about the relationships we have with others and the quality of our interactions with others. For example, when you’re with people do you give energy to others or do you deplete their energy? In the story you have just read, did people want to come to visit Donna in her house of bad mood, anger and upset for things that were outside anyone’s control? Clearly Donna was not good at dealing with the other people around her, particularly given that the situation – a holiday – was meant to be enjoyable and upbeat.
         
 
         Inner Workings
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               Do you know how your  house functions – its  heating system, its   plumbing? Do you  know what lies underneath  the floors and  behind the  walls?

            

         
 
         Do you understand the basics of your own emotions – how you’re  feeling and why? Emotional intelligence is about understanding  our own inner workings – how we think, how we feel. It is  necessary to understand our own before we can start to read emotions  in other people. Did Donna understand why she felt as badly  as she felt, and the impact she was having on her friends? Did she  know what the issue was really about? Was she jealous of Kristy  for having a husband who could get discounted air tickets?
         
 
         Bad Weather
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               When there is bad weather  and your house is flooded,  or struck by  lightning, or if  there’s a power cut late in  the evening, do you know   what to do?

            

         
 
          
         How do you deal with emotions in tough situations? Do you explode, or go under, or do you cope and take things in your stride? Do you take action in line with what is needed? There is little time in a crisis to assess priorities and protect dependants. Emotional intelligence is about dealing with our emotions and those of other people even in tough situations. How did Donna react when things didn’t go her way? Clearly she wasn’t able to deal with her own emotions, even in a minor crisis.
         
 
         Overview of Activities Included in this Book
         
 
         This book includes several activities for you to do. The table below indicates how each activity links with the three aspects of our ‘house’ image – people, inner workings and bad weather. It may help you to prioritise your reading of the book – for instance, if you’re particularly keen to work on how you cope with ‘bad weather’ (or difficult situations), you could concentrate on activities flagged in the final column. 
         
 
         
            [image: ]
            

         
 
         
         
 
         Features of Emotional Intelligence
         
 
         There are two features of emotional intelligence worth exploring. For me, they differentiate it from other frameworks of development.
         
 
         1. Being Emotionally Intelligent
         
 
         My definition of emotional intelligence starts with the word ‘being’. This is an important aspect of emotional intelligence. Let’s look at the definition again.
 
         Being emotionally intelligent involves tuning into emotions, understanding them and taking appropriate action.
         
 
         Many people have defined emotional intelligence by describing what people do, usually in the form of lists of behaviours or actions. My experience is that it is how someone is being that makes the most difference. In other words, even without going through a formal assessment of your emotional intelligence, how you are being in a particular situation will determine how emotionally intelligent you really are.
         
 
         The following reflection activity will help to explain this concept.v 
         
 
         
            Three components for success
            
 
            (a) Write down the names of three people whom you regard as being exceptional – they could be dead or alive, famous or known to you personally. Write these in the first column.
 
            (b) Now write down the qualities that made them exceptional. Write these in the second column, each on a separate line. (E.g. committed, loyal, generous, self-sacrificing, caring, confident, hard-working, knowledgeable, able to forgive, considerate, kind, gentle, clear, determined, unflappable.)
 
            (c) Now put a K, D or B next to the qualities, using the following key:  
            
 
                 
               	K: Qualities that involve knowledge
     
               	D: Qualities that are about the actions they take – things you can see these people doing
     
               	B: Qualities that are about how they actually are, or how they are being.
 
            
 
            e.g. committed – B, loyal – B, generous – B, self-sacrificing – B, caring  – B, confident – B, hard-working – B, technical knowledge – K,  forgiving – D/B, considerate – B, kind – B, gentle – B, clear – B,  determined – B, unflappable – B, keep in touch – D, communicator – D,  know what to say – K
            

         
 
         
            
                    
                           
                                  
                        	Names of  exceptional people
                                     
                        	Their qualities
                                     
                        	K, D  or B
                                 
                     
         
                                  
                        	              
                        	              
                        	          
                     
         
                                  
                        	              
                        	              
                        	          
                     
         
                                  
                        	              
                        	              
                        	          
                     
     
                   
               

            

         
 
         I’m sure that most of the qualities you listed are how your chosen people are being (B) – emotional intelligence is not just about knowing what to do and doing it, it’s how you are being as you go about the knowing and doing that makes the difference. As has often been said, we are human beings, not human doings.
         
 
         2. Making Emotionally Intelligent Choices
         
 
         Whilst I have met many skilled and capable people over the years, my belief is that many people who have high potential for emotional intelligence may not always make emotionally intelligent choices in the heat of the moment. Emotional intelligence involves not only knowing what to do and being it, it’s also about doing the best thing when it matters. It’s not just about tuning into emotions when you are feeling joy, passion, or love for those around you – it’s also about being able to face disruptive emotions like anger and fear and making choices when you’re in the middle of a crisis. Given that our brains are wired up for letting our emotions rule us (for instance, triggering strong physiological reactions when there is a hint of threat – see Chapter 2), then it’s easy to see how this is likely to be more of a learned ability, rather than one we are born with.
         
 
         Key Points about Emotional Intelligence
         
 
         So why is it important that we understand what emotional intelligence is? Are there different kinds of emotional intelligence? Is there a difference between men and women, or between people of different ages, or people doing different kinds of job? The key information summarised below is the result of many studies, documented in books, research papers and case studies during the last twenty years. The most important of these are listed in the Bibliography.
         
 
         
            [image: ]
            

         
 
         Emotional intelligence can be learned and developed. There are now a variety of different ways to teach and learn about emotional intelligence. Whatever your current level of emotional intelligence, with the right support, activities and commitment, you can improve it. Unlike your cognitive intelligence (or IQ), which peaks at age seventeen and stays constant throughout most of your life until it declines in old age, your emotional intelligence can be improved at any age in life.
         
 
         Emotional intelligence increases with life experience. Research by Dr Reuven Bar-On, using a measure of emotional intelligence called the Emotional Quotient Inventory (EQ-i™), confirms that emotional intelligence increases with age, peaks in the age group forty to forty-nine and then levels out.vi This could imply that after the age of forty-nine few new experiences add to or enhance our emotional intelligence. However, I prefer to think that learning about ourselves is a lifelong task. Research using the Multifactor Emotional Intelligence Scale (MEIS) also suggests that emotional intelligence improves with age, increasing between young adolescence and early adulthood.vii
         
 
         Everyone’s emotional intelligence needs are different. We all live among other people – in our family, community or place of work – and being able to understand, interpret and use the emotional content of life is useful for all of us. However, different jobs may require different levels of emotional intelligence.viii They even require different aspects of emotional intelligence – for instance, if you work in a job which involves a high degree of contact with other people, you may need more of an ability to manage emotions (to deal with the storms), whereas if you are a counsellor, you may need a higher ability to understand your own emotions.
         
 
         There are some differences between men and women. When Reuven Bar-On’s Emotional Quotient Inventory was used in a study of 7,700 men and women it was found that, whilst there was no difference between men and women on total EQ (or Emotional Quotient), women scored higher on all three interpersonal abilities (empathy, interpersonal relationship and social responsibility) and men scored higher on intrapersonal dimensions (e.g. self-actualisation, assertiveness), stress management (stress tolerance, impulse control) and adaptability (e.g. reality-testing, problem-solving). According to Dr Bar-On, “Women are more aware of emotions, demonstrate more empathy, relate better interpersonally, and act more socially responsible than men; on the other hand, men appear to have better self-regard, are more independent, cope better with stress, are more flexible, solve problems better, and are more optimistic than women.”ix
         
 
         Being emotionally intelligent adds to your general intelligence. Whether you’re being systematic about buying your groceries in a supermarket,  or being organised about setting and achieving a business plan, or even your life goals, you need a good IQ (intelligence quotient).x When solving a problem, being realistic about what is achievable involves some practical knowledge. Focusing on emotional intelligence doesn’t mean throwing out the guidelines and structures that you learned a long time ago to help organise your day-to-day life. An awareness of the emotional aspects of what is happening will add to the abilities measured by IQ. As the psychologist David Wechsler put it in 1940, ‘individuals with identical IQs may differ very markedly in regard to their effective ability to cope with the environment.’ xi
         
 
         ‘Emotional intelligence’ is not an oxymoron. An oxymoron is a word or phrase that brings together two contradictory ideas (such as ‘bittersweet’, ‘living death’). Within what might appear a contradiction, ‘emotional intelligence’, lies the depth of the concept of EI – it involves both the process of tuning into your emotions (sometimes regarded as the ‘soft’ stuff) and the need to be analytical about emotions and learn new skills in a ‘hard’ analytical way. Since 1990, when John Mayer and Peter Salovey coined the term ‘emotional intelligence’, their work, and that of David Caruso, has highlighted this important combination of thinking and feeling. Both are necessary if you are to make good decisions.
         
 
         Emotional intelligence has some hard science underpinning it. In the next chapter, you can read about the essential learning points from the fields of neurology, medicine and psychology. Medical and scientific breakthroughs have added to our understanding of emotions and the role of emotions in staying healthy.
         
 
         Emotional intelligence affects our ability to make decisions. We make most of our decisions through our emotions, whether we think so or not. So emotional intelligence is useful for making good decisions. Chapter 2 on ‘The underpinning science’ and Chapter 12 on ‘Making decisions’ explore this further.
         
 
         Emotional intelligence is reflected in relationships. This is the area where you generally observe, at close hand, people with high emotional intelligence – they tend to enjoy close relationships, and are comfortable with themselves and with others.
         
 
         Emotional intelligence can be measured. There is now a range of different measures of emotional intelligence (see Chapter 3 and Appendices 2 and 3). In addition, numerous studies have been conducted which prove that a focus on emotional intelligence has benefits to health, business success, and relationships.xii Particularly useful are the case studies documented by HeartMath Europe on the benefits of their one-day workshops on Inner Quality Management. The benefits they found include reduced blood pressure, higher levels of personal productivity and team effectivenessxiii – and these benefits are sustained six months after people are taught tools which are part of the HeartMath system. (Chapter 2 covers the HeartMath system.)
         
 
         A Brief History of Research into Emotional Intelligence
         
 
         As David Caruso has pointed out, we have come a long way since 100BCE when the poet/philosopher Publius Syrus said, ‘Rule your feelings lest your feelings rule you.’ Today there is a growing body of professionals around the world – teachers, counsellors, psychologists, consultants and trainers, who are specialists in emotional intelligence. So what is the sequence of events that has made emotional intelligence such an important and popular concept?2
         
 
           
         
            
                    
                           
                                  
                        	 1920
                                     
                        	The earliest studies on what has now come to be known as emotional  intelligence date back to the 1920s, to research conducted by Robert Thorndike.  His work focused on identifying what makes up ‘intelligence’ and  indicated that ‘social intelligence’ was a part of general intelligence.  He defined social intelligence as ‘the abilities to understand others and to act or behave wisely in relation to others’.xiv During his time, other researchers dismissed his suggestion that ‘social intelligence’ might be an important capability to develop in the school system. This was far ahead of its time – children were ‘best seen and not heard’ at this time, and were not encouraged to sit together to develop close friendships. It was nearly fifteen years before other researchers continued this early work.
                                 
                     
         
                                  
                        	1935
                                     
                        	Edgar Doll, an Australian psychologist, devised a structured interview called the Vineland Social Maturity Scale to assess social competence, which gave an SQ (social quotient) score to indicate the level of social maturity of the individual.xv It was forty-five years later that a clinical psychologist, Reuven Bar-On, pursued this line of research.
                                 
                     
         
                                  
                        	1940
                                     
                        	David Wechsler continued to challenge the traditional view on intelligence with his notion of ‘non intellective intelligence’. He was the first researcher to indicate that there was a range of intelligences, other than traditional IQ, that were part of general intelligence. Yet his name has been associated with a known test for IQ – the Wechsler Intelligence Scale.
                                 
                     
         
                                  
                        	1948
                                     
                        	R. W. Leeper made a small but important contribution to the early work of David Wechsler, in studying ‘emotional thought’. He found that emotions ‘arouse, sustain and direct activity’.xvi He proposed that ‘emotional thought’ was part of, and contributes to, ‘logical thought’ and intelligence in general.xvii It was another thirty-five years before Howard Gardner helped to broaden the view of aspects of ‘intelligence’ in the twentieth century.
                                 
                     
         
                                  
                        	1973
                                     
                        	Peter Sifneos coined the term ‘alexithymia’ (from the Greek – a meaning absence, lexis meaning word, thymos meaning feelings, i.e. an absence of words for feelings). This is a condition best described as the opposite of emotional intelligence – it includes difficulty identifying feelings; difficulty distinguishing between different feelings, both in words and in the sensations created in the body; difficulty in imagining feelings and difficulty in describing them to others.
                                 
                     
         
                                  
                        	 1980 
                                     
                        	Reuven Bar-On, a clinical psychologist, started to research the question ‘Why is it that some people achieve overall emotional health and wellbeing whilst others don’t?’xviii His initial doctoral research was in South Africa, later in Israel. During the 1980s and 1990s he worked directly on measuring emotional intelligence using his instrument, the Emotional Quotient Inventory (EQ-i™), in over fifteen different countries. In 1985 he coined the term ‘emotional quotient’ (EQ).
                                 
                     
         
                                  
                        	1983
                                     
                        	Howard Gardner, a professor at Harvard University, found that one could categorise a number of different intelligences. He defined seven initially and more recently added an eighth and ninth: spatial/visual, linguistic, intrapersonal,  musical, bodily/kinaesthetic, interpersonal and logical; naturalistic  and existential were added in 1998.
                                 
                     
         
                                  
                        	1985 
                                     
                        	
                           Robert Sternberg continued the research started by Doll, Wechsler and Leeper. He asked people to describe an ‘intelligent’ person and in his findings the concept of ‘practical intelligence’ emerged.  
                           
             
                           
                              [image: ]
                              

                           
             
                           He wrote: ‘Practical intelligence is the ability to adapt to, change or alter real-life situations.’ xix This research created a broader view of intelligence.
                           

                                 
                     
         
                                  
                        	1985 
                                     
                        	Peter Salovey and John Mayer met at Yale University where John was speaking about his post-doctorate research at Stanford University on cognition and affect. This was when they started to pull together the isolated phrases, ideas and research areas into a coherent whole. They were influenced by early work on emotions and the role of thinking in emotions.3
                                 
                     
         
                                  
                        	1990 
                                     
                        	John Mayer and Peter Salovey published their first research paper, in which they coined the term ‘emotional intelligence’, defined it and provided the first scientific measure of emotional intelligence. Their early definition of emotional intelligence was: ‘The ability to monitor one’s own and others’ feelings and emotions, to discriminate among them, and to use this information to guide one’s thinking and action.’xx In the same year, they published their first review of emotional intelligence. Two years previously, they had been discussing the recent local elections in their state and wondering how Gary Hart, the Democratic candidate, who was the front-runner in the elections, had lost the faith of the electorate when a scandal broke out about his extra-marital affair. They had wondered how such an intelligent individual could orchestrate his own destruction.xxi After their 1990 paper, they published subsequent papers in 1993 and 1995 and have spoken about their work at many conferences. By now, it had already been eleven years since Jack Mayer had met David Caruso, who later joined Mayer and Salovey to create a test for emotional intelligence.
                                 
                     
         
                                  
                        	1990 
                                     
                        	Carolyn Saarni, a developmental psychologist who specialises in emotional development, spoke about her work on ‘emotional competency’. This focused on how children learn to accurately express, understand, and regulate emotions in their interactions with peers, parents and siblings. She published further papers in 1997 and 1999.
                                 
                     
         
                                  
                        	1994 
                                     
                        	R. Michael Bagby, James Parker and Graeme Taylor conducted research on alexithymia which lead to the creation of the Toronto Alexithymia Scale – a measure of the condition which was an improvement on Sifneos’ earlier measure.
                                 
                     
         
                                  
                        	1995 
                                     
                        	Mayer, Salovey and Caruso begin work on their test of emotional intelligence. They had heard that a new book on the topic was about to be published which could help them to ‘get the word out’.
                                 
                     
         
                                  
                        	1995 
                                     
                        	Daniel Goleman’s Emotional Intelligence was published. It has now sold over five million copies. Practitioners in the field heard that the working titles of the book were ‘Socioemotional Learning’ and ‘Emotional Literacy’. Even Goleman’s publisher underestimated the impact that this book would have. In the same year, an article appeared in Time magazine asking the question ‘What’s your EQ?’ The article stated ‘It’s not your IQ. It’s not even a number. But EQ may be the best predictor of success in life, redefining what it means to be smart.’xxii This was to be one of hundreds of newspaper and magazine articles around the world which have popularised the concept.
                                 
                     
         
                                  
                        	1996 
                                     
                        	Dr Reuven Bar-On presented his measure of EQ, the Emotional Quotient Inventory, to the American Psychological Association in Toronto. There was widespread media coverage of his work in North America. Bar-On worked with a Toronto-based test publisher, Multi-Health Systems, to collect more data and refine his instrument. This created the first scientific instrument to measure emotional intelligence, the Bar-On EQ-i™, which was published in 1997.
                                 
                     
         
                                  
                        	1997 
                                     
                        	Drs John Mayer and Peter Salovey published their revised definition of emotional intelligence and their work on their ability measure of emotional intelligence, the Multifactor Emotional Intelligence Scale (MEIS). In their seminal 1997 paper, they used the following definition: ‘Emotional intelligence involves the ability to perceive accurately, appraise, and express emotion; the ability to access and/or generate feelings when they facilitate thought; the ability to understand emotion and emotional knowledge; and the ability to regulate emotions to promote emotional and intellectual growth.’xxiii 
                                 
                     
         
                                  
                        	1998
                                     
                        	Daniel Goleman’s book Working with Emotional Intelligence was published. Much interest in Goleman’s first book had come from the corporate world and his second book outlined a set of twenty-five competences for leaders. This book was a bestseller in the business book list. In the same year, the consulting firm that Goleman is associated with, Hay McBer, published a ‘360-degree’ measure of emotional intelligence for people in business – the Emotional Competency Inventory (ECI).
                                 
                     
     
                   
               

            

         
 
          
          
         Since 1998, a proliferation of different models, theories, tests and books have emerged. Attention-grabbing headlines have appeared in newspapers, business magazines, airline magazines, and women’s magazines all over the world.
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          Quick Quiz No. 1
         
 
         1. Which two people coined the term emotional intelligence?
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         2. What does alexithymia mean?
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         3. Who coined the term EQ?
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         4. Who is credited as doing the earliest work on what is now known as emotional intelligence and in which year did he publicise his work?
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         5. What are the gender differences in emotional intelligence?
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         6. Can emotional intelligence be improved?
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         7. Would you expect someone who is 45 years old to be more or less emotionally intelligent than someone who is 23?
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         8. In your own words, what is emotional intelligence?
 
         
            [image: ]
            

         
 
         9. Is there any hard science that underpins emotional intelligence?
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         10. Who did the most to popularise the concept of emotional intelligence?
 
         
            [image: ]
            

         
 
         Once you have checked your answers, we’ll move onto the underpinning  science in Chapter 2.
         
 
         
             ‘Remember, life is not what happens to you 
 but what you make of what happens to you. 
 Everyone dies, but not everyone fully lives. 
 Too many people ar having “near life experiences”.’ 
 Anonymous
            

         
 
         
         
 
         
            Notes
 
            i The The Ei Consortium has created a set of guidelines for training programmes in emotional intelligence. In a series of articles entitled ‘Getting started with an EQ programme’, the author and Kate Cannon have written about the implementation of the Ei Consortium’s guidelines in training programmes to develop emotional intelligence. See bibliography.
            
 
            ii Dr Linda Pearson’s Toronto-based WonderToy company at www.wondertoy.com makes ‘Peaches’ and ‘Babin’ dolls, complete with a game and feelings cards to teach children about emotional intelligence. (See Appendix 6.)
            
 
            iii See www.blab.com for greeting cards using I-Feel™ technology.
            
 
            iv Daniel Goleman, in Emotional Intelligence, says, ‘There is an old-fashioned word for the body of skills that Ei represents: character.’
            
 
            v This activity was inspired from information from chapter 12 of Conversations with God: Book 1 by Neale Donald Walsch.
            
 
            vi From the Bar-On EQ-i technical manual (1997a). The peak at age 49 is partly due to the fact that there are comparatively few people in the sample above aged 60, so in future years, the peak age may be higher as more data is collected.
            
 
            vii Mayer, J.D, Salovey, S. and Caruso, D. (2000) p. 408.
            
 
            viii In his book CareerSmarts: Jobs with a Future (Ballantine, 1997) Martin J. Yates listed some 150 different occupations ranging from low to high Ei – this list is reproduced in the MEIS feedback booklet, p. 8.
            
 
            ix Reuven Bar-On in Bar-On, R. and Parker, J. (eds) (2000) p. 367.
            
 
            x IQ was invented in the early 20th Century to determine pupils’ fitness for different school programmes. Binet & Simon published the IQ Test in 1905 as a means for calculating a single intelligence score.
            
 
            xi David Wechsler (1940) p. 444.
            
 
            xii See website of the Ei Consortium for ‘business case studies’ of organisations that have developed emotional intelligence programmes and the results they have achieved. One particularly famous study was conducted by Martin Seligman on Optimism – new recruits to Met Life who scored higher on a ‘test of learned optimism’ sold 37 per cent more life insurance in their first two years than pessimists (Seligman, 1990, quoted in C. Cherniss, ‘The Business Case for Emotional Intelligence.).
            
 
            xiii Hunter Kane Case Studies, 1999-2000, distributed as reference material on Inner Quality Management programmes.
            
 
             xiv Quoted in Hedlund and Sternberg in Bar-On, R., and Parker, J.D.A. (2000), p. 137.
            
 
            xv Quoted in Bar-On, R. (1997b) p. 6.
            
 
            xvi Quoted in Bar-On, R. (1997b) p. 6.
            
 
            xvii Quoted in Bar-On, R. (1997b) p. 6.
            
 
            xviii Bar-On EQ-i Technical Manual, p. xi.
            
 
            xix Sternberg, R. J. and Smith, C. (1985).
            
 
            xx Salovey & Mayer (1990) pp. 185–211.
            
 
            xxi Story recounted by Dr Peter Salovey during his keynote speech ‘Defining, Measuring and Using Emotional Intelligence’ at the Linkage conference, Chicago, October 2000.
            
 
            xxii Time, 2 October 1995.
            
 
            xxiii Mayer & Salovey (1997) p. 10.
            

         

      
            2 The term emotional intelligence was in fact used in the 1950s but without particular scientific relevance. Most of the researchers and academics mentioned here researched aspects of ‘intelligence’ rather than ‘emotional intelligence’. In their time, they did not mention anything explicit about emotional intelligence or its measure. Some of these academics have made links between their early work and emotional intelligence. The history presented here is a list of the academics and theorists that the Author believes provided the most significant study of what is now known as ‘emotional intelligence’.
            

         

            3 John Mayer states that the following published works most contributed to the idea of emotional intelligence: Alloy & Abramson’s work on depressive realism (1979, 1988).
            

         

            James Averill’s works on contructivism in emotion (1970) and on emotional
 
            creativity (1992).
 
            Frijda’s works on the laws of emotion (1988).
 
            Jung’s work on the feeling function in cognition (1920).
 
            Schwarz and Clore’s work on the informative function of emotion (1988).
 
            Mayer’s work on the role of emotion in creativity and thinking (1986).
 
            Payne’s work which explicitly uses the term ‘emotional intelligence’ (1986).
 
            Taylor’s work on alexithymia (1984).
 
            Source: Jack Mayer, Personal e-mail. March 2001.
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S Support * Being at the end of a phone, when you're not there
in person.
*  Making relevant offers of skills and resources.
¢ Building up each person’s confidence.
*  Accepting the person, warts and all.
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when it is needed.
Being an advocate for that person.
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T Time Making time.
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person.
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Valuing each other’s time.
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T  Truthfulness

¢ Expressing emotions — how I feel — as well as facts.
*  Being honest even about the difficult areas of my
life.
Doing what I say.
Avoiding excuses — telling the truth even when it
hurts.
*  Not being afraid of saying it how it is.

Friend1  Friend2 Friend 3 Friend4 Friend 5

Yes/No Yes/No  Yes/No  Yes/No  Yes/No

R Respect

¢ Accepting the person, as they are — not wanting to
change them.

Listening when the other person speaks.

Asking for their opinion.

Maintaining confidential information.

Checking understanding - not making
assumptions.

Accepting what the other person is.

Letting them be themselves, without wanting to
control or fix them.

Not blaming them.

Being open and non-judgmental.

Not taking advantage of them - valuing them always.
Asking how they would feel before making
decisions that affect them.

Friend 1  Friend2 Friend 3 Friend 4 Friend 5

Yes/No  Yes/No  Yes/No  Yes/No  Yes/No

U Understanding

Accepting their flaws.
Being in tune with what they are saying.
Listening intuitively for the ‘essence’ of what is
being said.

¢ Being able to sense when something is wrong

before the person even says anything.

Providing constructive feedback.

Asking relevant questions.

Tolerating different views.

Respecting different points of views - yours and

others.

Actively listening.

Being able to reiterate what someone is saying,

accurately.

*  Being able to have a real conversation, even when
there is no crisis happening.

Friend1  Friend2 Friend3 Friend 4 Friend 5

Yes/No  Yes/No  Yes/No Yes/No Yes/No
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else (my boss, a colleague,
a friend) to discuss:

What is not working?

What would I like to change,
with their help?

The benefits of this for both of us:
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