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  Communication Skills Workshops 

Discussing End of Life Care 

Managing Strong Emotions in the Clinical Encounter 

Giving Effective Feedback 

Conflict Resolution 

PROFESSIONALISM 





WHY IS THIS IMPORTANT? 















GENERAL EFFECTS OF EMOTIONAL INTELLIGENCE 

Better social relations for both adults and children 

Better negotiating ability 

Better social relations at work 

Perception by others as being more skilled and empathic 

Better psychological well-being 



AGENDA FOR TODAY 

Introduction to the Concept of Emotional Intelligence 

Intrapersonal Components of Emotional Intelligence  

Neurobiological Correlates of Emotional Intelligence 

Some ways that you can increase your 

 Emotional Intelligence 

Interpersonal Components of Emotional Intelligence  

Other correlates of Emotional Intelligence 





          Which College at Tulane Do You Identify With? 

A. Architecture 

B. Business 

C. Law 

D. Liberal Arts 

E. Medicine 

F. Science and Engineering 
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INDICATE HOW MANY YEARS  
   YOU’VE BEEN AT TULANE 

 
A. 0-5 

B. 6-10   

C. 10-20 

D. Over 20  

E. I am crashing this session 
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In my administrative work I have 
the responsibility for  

A. Teaching, mentoring or 
coaching students or 
trainees 

B. Directing or supervising 
others 

C. Leading teams 

D. More than one of the above 

E. None of the above 
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Emotional Intelligence is that ability to 

recognize and understand emotions  

in yourself and others and your ability  

to use this awareness to manage your  

behavior and relationships 
 





Differences between EQ and IQ 





Emotional and Social Competence Inventory (ESCI) 

It involves having people who know the individual, offer ratings of that 
person abilities  on  a number of different  emotional competencies. 

 

 

Mayer-Salovney-Caruso Emotional Intelligence Test (MSCEIT)-151 
items measuring emotional perception, understanding and 
management  

 

Six Seconds Emotional Intelligence Test ( SEI)  

 

TEIQue-  conceptualizes EI as a trait  

 

 

 





DOMAINS OF EMOTIONAL INTELLIGENCE 



   SELF-AWARENESS 

Being able to name our own emotions and their effects on  
 the people around us 

 

Knowing what pushes our buttons 

 

Knowing one’s own strengths and limits 

 

Understanding the impact of our behavior on others 

 

 

 

 



    How Self- Awareness Can Help Us  
 Manage Ourselves and Others Better 

A faculty member is struggles to manage  her schedule. She knows that she 
gets frustrated when  she agrees to meetings and then does not enter them 
in her calendar so she channels appointments through her assistant and 
meets with her on Fridays to plan for the following week 

 

A Chair of a department recognizes that their anxiety about getting 
pushback is  impeding their communicating with a subordinate about 
unprofessional behavior 

 

A new president of a university fails to understand that the changes that 
they want to make clashes with deep cultural norms of the faculty 

 

 



A Way of Enhancing Our Emotional Self-
Awareness Might Be 

A. Seeking a 360 degree eval from 
others once a year 

B. Knowing the signs as to when our 
buttons are being pushed 

C. Reflecting afterwards on the 
antecedents of a conflict we were 
involved in  

D. All of the above 

E. None of the above  
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DISCUSS AMONGST YOURSELVES AN EXAMPLE OF HOW SELF-AWARENESS 

 

      HAS HELPED YOU MANAGE SOME ASPECT OF YOUR LIFE BETTER 



DOMAINS OF EMOTIONAL INTELLIGENCE 



           Self-Regulation 

Controlling or re-directing our disruptive emotions and impulses 

 

Ability to think of the consequences before we act on our emotions 

 

Being able to disengage when we are involved in an emotionally 
tense conversation 

 

Taking responsibility for our actions 

 

 

 

 

 

 





A nurse tells you, the supervising physician, that your male resident got 
impatient and short-tempered with a colleague of hers and she was 
upset. You feel frustrated and annoyed. What is one thing that you can 
do before meeting with the resident.  

A. Try and stay calm by taking 
some deep breaths 

B. Reflect on what you might say 

C. Nothing..hold on to your anger 
so the resident knows it’s 
something serious 

D. Just let it go since there’s been 
a lot of complaining from the 
nurses lately 
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You are counseling a couple who has been arguing 
You have been counseling a couple who have been 
arguing a lot, blaming each other and calling each other 
disparaging and insulting names. One practical thing 
that you might do first to begin helping iiss is 

A. Find out which one is in 
the wrong 

B. Set some boundaries 
about how they should 
talk to each other 

C. Let them get it out of 
their system 

D. Tell them you will increase 
your fee if they continue 

E. Give up. They will never 
get better 
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   What is amygdala hijacking? 
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or a threat. 

1. 2. 

3. 

4. 



Amygdala 



Amygdala 

Info 

NEO 

Thalamus 

Prefrontal 

Action 

How Information is Processed and Acted On in the Brain 





Amygdala 

“Threatening” Info 

Thalamus 

Prefrontal 

How Information is Processed and Acted On in the Brain 

1. 

2. 

2 

3. 

4. 

 



Amygdala 

Info 

Thalamus 

Prefrontal 

How Information is Processed and Acted On in the Brain 



Amygdala 

Info 

Thalamus 

Prefrotal 

How Information is Processed and Acted On in the Brain 



Amygdala 

Thalamus 

Prefrontal 

Action 

Amygdala Hijacking 



Amygdala 
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 or a threat 

1. 2. 

3. 

4. 



Amygdala Hijacking 

 The limbic lobe where the amygdala resides 
receives information from the environment 
more quickly than the frontal lobe. This is 
what often drives people to respond 
emotionally when they feel threatened, 
embarrassed, challenged or frightened. Often 
people regret later having let their limbic lobe 
“do the talking”… 



 Amygdala hijacking occurs when the 
emotional part of our brain takes over a 

conversation or interaction so that it no longer 
remains logical. Sometimes it’s called “ having 

your buttons pushed”… 



     

       B 

Amygdala 
 

A 

          Supervisor A needs to tell employee B about their poor performance in  

                    getting an agreed upon task done in a timely fashion 



                                  
Your work has been 
disappointing 

     

       B 

Amygdala 

A 



You don’t 
treat me 
as fairly  as 
the others 

     

       B 

Amygdala 

A 



You don’t treat 
me as fairly as 

the others 

    Amygdala of A  
 

B 

A 



You don’t treat 
me as fair as 
the others 

    Amygdala of A  
 

B 

A 



                                  
 
    Look, I give you  
everything you 
need.. Others have 
done better with 
even less. 

     

       B 

Amygdala 

A 



                                  
 
Well that’s not what 
the others say about 
you!! 

     

       B 

Amygdala 

A 



     

       B 

Amygdala 

A 

Clinician  A has just reviewed patient B’s CT and has to tell them that   

    their widely metastatic tumor is inoperable 



                                  
 
       I’m sorry but 
we can’t really   
 take it out 

     

       B 

Amygdala 

A 



What do you 
mean, this is 
my only 
chance. There 
must be 
something you 
can do!! 

     

       B 

Amygdala 

A 



There must be 
something you 

can do!! 

Amygdala of A  
 

B 

A 



                                  
 
Well if your 
oncologist can 
shrink the tumors 
then we can try 

     

       B 

Amygdala 

A 



     

       B 

Amygdala 

A 

Oh thank 

you doctor!  



The surgeon  

said what? 

The patient’s medical oncologist 



DOMAINS OF EMOTIONAL INTELLIGENCE 



   Social Awareness 

Recognizing and understanding other people’s emotions and perspective 

 Understanding cultural differences 

Exploring others’ attitudes and motivations 

Empathize what others are going through 

Validating others  



Which Would Be An Example of Social 
Awareness 

A. The ability to read 
someone’s emotions from 
their gaze 

B. Sensing emotions from 
body posture 

C. Reading emotions from 
tone of voice 

D. None of the above 

E. All of the above 
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READING THE MIND THROUGH THE EYES 





Indicate your choice 

 A. 

B. 

C. 

D. 







DOMAINS OF EMOTIONAL INTELLIGENCE 



      RELATIONSHIP MANAGEMENT 

Accurately reading social situations and networks 

Interacting smoothly and using these skills to persuade, lead, negotiate 
and settle disputes for cooperation and teamwork 

Managing relationships to move people in the right direction 

  

 

Leading change 

Being persuasive 

Networking 

Building Teams    



 UNDERSTANDING OTHERS- 

    THE EMOTIONAL JUG 



 HERE’S A SITUATION…LET’S IMAGINE 



               TThe Emotional Jug 
“Jug” 

Our “private” emotions 

 

Anxiety 

          Emotional Balance 
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       The Emotional Jug 

Our private “thoughts 
 and feelings” 
 

        Out of Emotional Balance 

Sadness 



   

SAD 

What you don’t 
see (unless you explore) 

What you see 

Awareness 

Amygdala  

Responses 

82 

Threat 



SOME BIOLOGICAL CORRELATES OF EI COMPONENTS 
    



Neurobiological Aspects of EI 







 

 

         Lending a Hand: Social Mediation of the Neural Response to Threat:  

                                  Coan JA et al Psychological Science 2006 





























APPLICATIONS OF EMOTIONAL AWARENESS 



LEADERSHIP AND EMOTIONAL INTELLIGENCE 







DISCUSS THE TRAITS YOUD LIKE TO SEE 

                         IN A LEADER 







Do Leaders Need EI? 

Negative affect adversely affects leader effectiveness scores and group performance 

Positive moods affects staff turnover, better task cooperation,  less conflict and  

enhanced creativity while creating trust and respect 

Autocratic leadership produces more regret, anger and disappointment in followers 

Supportive leadership ( developmental feedback and trust) affects positive follower 

 mood and enhanced creativity while non-supportive behavior is associated with anxiety 

frustration, anger and stress   

When stress affects the leader to the extent that he or she is unable to cope  

with it and the expression of negative emotions follows then the group affect will  

become negative and the leader will be perceived as being less effective 

 



INTERPERSONAL SKILLS SEEN IN EFFECTIVE LEADERS 

Is emotionally appropriate 

Is interested in how others think and feel 

Contemplates the impact of her decisions on others 

Is able to be empathic 

Is transparent about thoughts and feelings 

Provides explanation for decisions 

Balances optimism with realism 

Seeks feedback 

Is trustworthy 

Shows enthusiasm 





Emotional Intelligence and Legal Training 





EMOTIONAL INTELLIGENCE AND EDUCATION 

















EMOTIONAL INTELLIGENCE AND TEAMS 



Emotional Intelligence and Teamwork 





HIRING FOR EMOTIONAL INTELLIGENCE 









Characteristics of an Emotionally Intelligent Manager 



You are interviewing a new faculty 
member for a leadership position . 

Which of the following might be 
appropriate to ask them 

 A. Tell me about a time when 
you had to give feedback 

B. How do you handle 
multiple demands 

C. Describe a difficult issue 
that you had to deal with 

D. Discuss a strategy you 
might use to build rapport 

E. All of the above 
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E-Q Questions 
You are interviewing a new faculty member for a leadership 
position. Which of the following might it be appropriate to ask 
them 

A. Tell me about a time when you had to give feedback 

B. How do you handle multiple demands 

C. Describe a difficult issue you had to deal with 

D. Discuss a strategy you use to build rapport  

E. All of the above 

 

 









EMOTIONAL INTELLIGENCE IN MEDICAL PRACTICE 





Emotional Intelligence or the competencies associated with it have important  

Implications for the practice of medicine. The work of doctoring requires clinicians 

to be sensitive to the needs of the whole person. 

 

Physicians are not selected on the basis of their interpersonal skills 

 

Emotions are high in medicine and the ability to manage them is important 

 

Patients are exquisitely sensitive to the behavior of physicians and most lawsuits  

based on feelings of being abandoned 

 

We are now being rated on the basis of our behavior 

 

 



IMPROVING YOUR EQ 





       IMPROVING YOUR SELF-AWARENESS 

• Slow Down 

• Avoid multi-tasking 

• Focus on what you are feeling 

• Get others to give you feedback 

• Try getting a coach 

• Set time aside for self-reflection 





IMPROVING YOUR SELF-
MANAGEMENT 



Managing Our Own Emotions 

 

1. Create a mindfulness of 

– Your own buttons and what pushes them 

– The “emotional tsunami” that accompanies your 
button being pushed and before you take action 

 

Turn to your neighbor and discuss what cue your 
body gives you just before your amygdala gets 
activated 
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or a threat. 

1. 2. 

3. 

4. 



              The downward emotional spiral 

Perception of Threat 

Triggers 

Behaviors 

Emotions 

144 
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Your work has been 
disappointing 

     

       B 

Amygdala 

A 



What do you 
mean, this is 
my only 
chance. There 
must be 
something you 
can do!! 

     

       B 

Amygdala 

A 



Managing Our Own Emotions 

 

Create a mindfulness of 

– Your own buttons and what pushes them 

– The “emotional tsunami” that accompanies your 
button being pushed and before you take action 

– The good feeling that anger can produce 

 

 

 



Managing Our Own Emotions 

 

1. Create a mindfulness of 

–  Your own buttons and what pushes them 

– The “emotional tsunami” that accompanies your 
button being pushed and before you take action 

– The good feeling that anger can produce 

 

2. Interrupt the hijack 

 

 

 

 



Amygdala 

Info 

Thalamus 

Prefrontal 

How Information is Processed and Acted On in the Brain 

x 



We:  
o  Say and do things we later regret 
o React negatively ( & contrary to our 

interests)  
o Activate noxious physiological 

 processes 
o  Provide false hope 
o  Become less open and less tolerant 

 
 When We Let Our Emotional 

Brain Speak for Us 

150 



By.. 

 Giving time for your rational brain to catch up 

   Practicing the six-second technique 

    

  



By.. 

 Giving time for your rational brain to catch up by 

 

  Practicing the six-second technique 
           

  



The Six Second Rule 

 

If you are in a high stakes interview and you feel 
your buttons being pushed, wait six ( or eight or 
ten!) seconds until your own amygdala calms 
down 



By.. 

 Giving time for your rational brain to catch up 

   Practicing the six-second technique 

   Focusing on your breathing 
    

        

  



Benefits of Deep Breathing 



By.. 

 Giving time for your rational brain to catch up 

   Practicing the six-second technique 

   Focusing on your breathing 

   Reframing –negative thoughts =negative 
   feelings    negative behavior  

        

  



By.. 

 Giving time for your rational brain to catch up 

   Practicing the six-second technique 

   Focusing on your breathing 

   Reframing –negative thoughts =negative 
   feelings    negative behavior  

 

   “Sleeping on it”  

   Imagine a safe, calm place 

   Using “ tell me more” 

  

  



Managing Our Emotions 

• Prepare 

– For discussion in which the other is likely to react 
emotionally 

• Giving bad news 

• Having a discussion about performance 

– Don’t have “high stakes” discussions when you are.. 

– Rehearse if needed 

– Talk to another person if needed 

– Reflect on what pushes your buttons 
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  IMPROVING YOUR  

SOCIAL AWARENESS 





IMPROVING SOCIAL AWARENESS 

Watch for cues from others 

 

Listen in a non-judgmental way 

 

 



Relationship Management 
• Cultivate curiosity  

• Be transparent 

• Keep your word 

• Give clear and unambiguous messages 

• Show appreciation 

• Deal with issues as they come up 

• Talk about your angry instead of blowing up 

• Be empathic 

• Explain the “why” of decisions 

• Learn how to give effective feedback 



Unmanaged Emotions Impact 
Cognitive Functions 

Impairs ability to hear another  point of view or 
consider alternatives. 

                   Predisposes us to get locked  into our first 

                   (reactive) strategy. 

 

Compromises rational/logical thinking and 

    decision-making abilities 

May damage relationships permanently. 

May have potential health consequences .   
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Devalued 

What you don’t 
see (unless you explore) 

What you see 

Awareness 

Amygdala  

Responses 

164 

Threatened 



 
 
 
 
 
 
 

Help Others Restore Equilibrium       
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A CASE 

 Mrs Thompson 

 

55 years old 

Diagnosed with breast cancer 10 yrs 
ago 

Node positive and ER and PR+ 

Surgery  + Adjuvant Chemotherapy 

5 years of hormone therapy 







What might be an appropriate 
way to approach this patient   

A. Tell her she’s free to 
see another doctor 

B. Call the Campus Police 

C. Give her some valium 

D. Empathize and try to 
understand more 
about her problem 

E. Leave the clinic early 
and go for a run 
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Managing Their Emotions 

• Be calm and watch your amygdala 

• Use “I” statements 

• Listen without interrupting 

• Clarify what the other means using  “ tell me 
more…” 

• Use Empathic statements  “ I can see that you 
weren’t expecting this discussion” 

• Validate   “ I can understand your viewpoint” 

• Make Wish statements “ I wish I could change 
things” 
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  You’re not 
doing a very 
good job 

     

       B 

Amygdala 

A 





How to start a difficult 
conversation 

 Start with “I“ not “You” statements 

    “ I am concerned about…” 

    “ I need your help in understanding   
     what the issue..” 

     “ I’ve observed that you are having   
     difficulty…” 



                                  
 
   I’m concerned 
about  your 
work..can you 
help me 
understand what 
the problem is 

     

       B 

Amygdala 

A 



You don’t 
treat me 
as fairly  as 
the others 

     

       B 

Amygdala 

A 



You don’t 
treat me 
as fairly  as 
the others 

     

       B 

Amygdala 

A 

Tell me more 

About what 

you mean 



Exploratory Questions 

 Person says:                 You can say: 
 
“This is really unfair”     “ Tell me more about that”  
  
 
“ I feel like I’m not doing      “Enough?..” 
     enough for her…”                   
 
 “ He’s just not going to take any    “ Tell me more about it..” 
more chemo..”       
 
“Don’t tell my father about the               “ Can you tell me what you think 
recurrence. He can’t take it.”    you think might  happen”?  
          
 

The objective is to clarify what the person is implying, feeling 

or asking when it is not obviously clear 



What do you 
mean, you 
told me I had 
an excellent 
chance. You 
can’t just quit 
on me!!! 

     

       B 

Amygdala 

A 



                                  
 
 

     

       B 

Amygdala 

A 

This is  

not something  

you were  

expecting to 

 hear. I wish  

I had better news 



“Wish” Statements 

      Patient Says:                    You can say: 
 
“ Isn’t there something      “ I wish I had something that would 
else we can do?       do you more good than harm” 
  
“ I was so hopeful it was going to   “ I too was hoping we were going 
  work”          to get a better outcome” 
 
“ My cancer’s come back?...     “ I can see this has thrown you for a   
         loop. I wish we had better news for you. 
……..Oh god, how am I going to  
Deal with this?                  
                  
  

The objective is to align with the person  while acknowledging that 

you can’t change anything. They often follow empathic statements 



 Empathic Responses  
The goal is to acknowledge feelings and to prevent them from 
escalating. It lets the patient know you are “ tuned into them”. 

Family member ( feels) says:    You can say: 

  

( Defeated) “I just don’t know how      “It sounds like it’s been   

 I’m going to do this alone”        pretty rough” 

  

 (Sad)  “We were expecting a better result…”         “So was I. I know this comes as   
                        a shock…” 

      

( Stunned) “ you mean he needs more surgery?”    “ I know you weren’t expecting  
                              to hear this…” 

 

(Angry) “ no one told us that he’d         “It’s been very frustrating for   

be tired all of the time”                                                    you” 

    

(Happy) “ It’s so great to have a normal scan”   “ I can see I’ve made your day”  
                

 

 

 

 

 

 

   



Summary 
• Emotional Intelligence (EQ) is an ability 

different from IQ 

• Emotional Intelligence is important for 
managing ourselves and others 

• EI seems important for tasks such as 
leadership, management and in fields such as 
medicine, business and law 

• Because it is an ability EI can be improved by 
self-observation, feedback and coaching 



The Power of Words 



Many of  the things you can count, 

don’t count.  Many of  the things you 

can’t count, really count.   

       Albert Einstein.  


