	

	EMOTIONAL INTELLIGENCE 

AS A PRODUCTIVITY ENHANCER
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“….When I calculated the ratio of technical skills, IQ and emotional intelligence as ingredients of excellent performance, emotional intelligence proved to be twice as important as the others for jobs at all levels.”- Dr. Daniel Goleman, author of “Emotional Intelligence”


	

	

	


THE SITUATION 
Emotional Intelligence (EI) continues to capture the attention of leaders in government and business as a number of forces have collided:  

The increasing complexity of the core problems facing today’s organizations requires higher levels of intellectual capital, collaborative thinking and mission commitment in order to generate the innovation required to anticipate change.  

Major shifts in our relationship with work have created organizational challenges that are highly resistant to the industrial age solutions of the past. Today’s workforce views the work/life balance as a give-and-take relationship, requiring compromise and negotiation, yet the options offered them in managing this delicate balance have tended to be either non-existent, archaic, or rhetoric tied to tactical band aids with little long-term value.  

The ability and requirement to create self-sustaining networks is real, enabling creative, divergent ideas and opportunities to arrive, collide and combine unpredictably, from contributors previously out of our reach.    

These forces bring with them the requirement for a better breed of leader and for team members who also lead as required by content, not necessarily chain of command. The result is a changed set of expectations and a higher level of potential for both success and failure. The margin of error has narrowed, and the stakes are higher. Today’s out-of-control leader or colleague risks far more than just being called a jerk. The cost of employee attrition, customer defection, unstable, uninspired teams and missed opportunities to create better solutions, are no less than staggering. Deficient managers generate leaderless innovation engines, a vacuum that creates a breeding ground for lackluster commitment, the absence of critical thinking and doomed futures. Meanwhile, valued customers wonder if the poorly led employees serving them are worthy of their business, and they begin to look elsewhere. Stakeholders and other constituencies who view the toxicity via social media and 24/7 news outlets think twice about investing their loyalty. It’s an ugly cycle. 

What’s new is that modern workgroups have awakened to the fact that competencies previously known as “soft skills” are not so soft after all. They are essential contributors to the bottom line performance of every organization, in every field. 

Not very long ago, EI was the domain of human resource professionals and social scientists.  Today, CEOs, CFOs and the chieftains of science, operations, manufacturing and R&D are leading the charge in embracing EI, because they now realize that human capital is the only force – not technology, not compensation – that is capable of driving and delivering sustained high performance to customers. What’s been missing is a framework -- a modern, structured perspective -- that will provide leaders with guidance in applying Knowledge Age solutions to human capital and getting out of the Dark Ages.                             

EI AND PRODUCTIVITY: THE RELATIONSHIP 

Both terms are frequently misunderstood and abused. Let’s take a moment to clarify each.  

Productivity is the exponential combination of two components: “Doing things right” (efficiency) and “Doing the right things” (effectiveness).  Each component is powerful and a challenge in itself, yet neither is sufficient to propel the modern organization forward in any major way. The two often “compete” for management attention and resources. However, their combined power enables workgroups and leaders to apply the right amount of energy to doing only those things which are most valuable to our future and our clients’ success. 

Emotional Intelligence is the capacity for recognizing our own feelings and those of others, for motivating ourselves and managing emotions effectively in others and ourselves. (Dr. Daniel Goleman). It can assist in solving the puzzles of human interaction in the workplace and in creating solutions to our most fundamental productivity challenges. In the absence of EI, we find ourselves with logical answers, bit little progress.

Dr. Goleman’s research has resulted in a highly useful framework: 
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The framework takes the ambiguity and “kumbaya” out of Emotional Intelligence, offering instead a tangible structure that is easily understood and actionable. It begins by dividing EI into four distinct clusters: Self-Awareness, Self-Management, Social Awareness, and Relationship Management. Whereas most traditional “training” focuses on the right-hand side – social and relationship competencies – this approach firmly establishes that before we can improve our interactions with others, we need to acquire a better understanding of ourselves and the impact of our behaviors. The left-hand side is essentially the gateway to the right hand side. Without Self-Awareness, there is virtually no chance of Self-Management. Further, without Self Awareness, there is a strong likelihood that we’ll lack Social Awareness. Conversely, with higher Self-Awareness, there will be smaller gaps between our self-perception and other people’s perception of our behaviors.  

Our intelligent, highly-motivated employees arrive at work each day expecting to be led and surrounded by people who “get it”.…who present a case for them to contribute at their highest levels and who treat them with dignity and respect….not because the manual says they should, but because they understand that we have no chance of tapping into the intelligent potential of a team unless we all develop and exhibit all four sets of competencies. 
	
	Competencies 
	 

	Self Awareness
	· Emotional Self-Awareness – Recognizing how our emotions affect our performance

· Accurate Self-Assessment  – Knowing one’s own inner resources, abilities and limits

· Self-Confidence  – A strong sense of one’s self-worth and capabilities
	

	Self Management
	· Emotional Self-Control  – Keeping disruptive emotions and impulses in check

· Transparency  – Maintaining integrity and acting congruently with one’s values

· Optimism – Persistence in pursuing goals despite obstacles and setbacks

· Adaptability – Flexibility in handling change 

· Achievement Orientation – Striving to improve or meeting a standard of excellence

· Initiative – Readiness to act on opportunities
	

	Social Awareness

	· Empathy – Willingness and ability to “see it their way”, regardless of agreement or disagreement 

· Organizational Awareness – Reading a group’s emotional currents and power relationships

· Service Orientation – Anticipating, recognizing and meeting customers’ or clients needs
	

	Relationship

Management


	· Developing Others – Sensing others’ development needs and bolstering their abilities

· Inspirational Leadership -  Inspiring and guiding individuals and groups

· Influence –Having impact on others

· Change Catalyst – Initiating or managing change
· Conflict Management – Negotiating and resolving conflict
· Teamwork and Collaboration – Working with others toward a shared goal
	


WHY SHOULD YOU CARE? 
Because a burning question stands before us that cannot and will not succumb to “smoke and mirror” answers:  

How can today’s leaders make quantum leaps in building high-performance teams that are prepared to excel in a more complex future? 
Jewell Consulting Group has been asking this question in our work over the past 15 years. We believe the answer lies in embracing and mastering the “unified business case”, where EI and productivity improvement combine to be applied to the most elusive, troublesome, pervasive and recurring issues – the ones that keep you up at night.    

In our work, patterns have emerged identifying situations where the unified business case is most applicable, including workplaces where one encounters:   

· Declining mission commitment

· Disengaged people damaging revenue/mission performance
· Highly-skilled teams that don’t talk to each other

· Questionable team cohesiveness/unity-of-purpose

· An abundance of talented people and scarcity of innovation

· Difficulty integrating multiple generations of employees

· Absence of independent, critical thinking

· Communication technology hindering, rather than enhancing, the team

· A high level of non-technical, quality of service complaints from customers

· Poorly aligned leadership priorities

· Inappropriate management behaviors/team behaviors 

· Rising employee attrition rate

· Rising customer defection rates

· Inappropriate workplace behaviors (i.e.- sexual harassment, violence, coercion) 

By merging the unified business case with modern strategies for creating effective teams, organizations are better able to solve the major productivity challenges such as those listed…the ones that will define and shape the future. In the process, they tap into the common thread between EI, productivity and organizational agility.   

Page | 1 


