







Praise for

Emotional Intelligence for Managing Results in a Diverse World

“Offers a vision of how we should understand ourselves and others. The information and questions presented are amazingly effective at helping people connect. Our global society is in need of this type of awakening, understanding, and training.”

—Timothy E. Findley, EdD, MBA, Division Director, Diversity and Inclusion, Norton Healthcare

“Makes the topic of emotional intelligence and diversity accessible to all and easily applied in the workplace, at all levels of an organization. The authors have mastered the art of educating us about how best to manage our emotions in a diverse world and use them to build positive working relationships.”

—Robert C. Amelio, Vice President, Diversity and Talent Management, Dana-Farber Cancer Institute

“I would recommend this book to anyone who is interested in and willing to take the risk and opportunity to discover their own strengths and weaknesses, beliefs and biases, and values and fears, for the purpose of becoming a better person, communicator, and manager.”

—Linda C. Avila, Director, UCLA Staff Affirmative Action Office

“All I have to say is, ‘Wow, this book is a home run.’ I will make this required reading for my management staff as we strive to increase team effectiveness and performance through emotional intelligence—and also serve our external customers through a better understanding of their needs and wants.”

—Tony Jenkins, Market President, Blue Cross Blue Shield of Florida

“The authors’ Emotional Intelligence and Diversity Model gives leaders (and all employees) the skills and tools necessary to successfully manage the complex emotions that impact all of our daily interactions. Those who use their tools can transform workplaces into welcoming work environments where diversity and creativity can thrive.”

—Cory A. Cancila, 1st Vice President–Employee Relations, Equity Residential

“This book has changed my approach in working with clients. It has provided me with a more comprehensive view and practical exercises to consider. It has made the topic of emotional intelligence more user-friendly and practical.”

—Marjorie Trogdon Shock, LCSW, Academic and Staff Assistance Program Therapist, University of California, Davis Medical Center

“Clear, concise, practical, and user-friendly. This book is a ‘must have’ for anyone in the organization who wishes to ‘master the self’ to effectively work with diverse colleagues, clients, and shareholders. If you can read only one book this year, I recommend this book be the one.”

—Christine French, Executive Director, Diversity Leadership Alliance

“The exercises are relevant and affirming in helping people understand how to foster better outcomes. And best of all, they offer tools to use this newfound energy in real time! I highly recommend this book to anyone who wants to grow and prosper in this global environment.”

—Jayna Johnson, Senior Manager, Global Diversity for a multinational corporation
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Introduction

Over the past decade, emotional intelligence has come to be seen more and more as a critical underpinning of success on and off the job. It has become even more important as work environments have become increasingly diverse and have brought together differences that can be challenging. However, despite its importance, most individuals haven’t been taught how to develop this aspect of themselves. It is not part of the three Rs in school, and most people are not given the methods and tools to deal with feelings that are critical to effectiveness in work, relationships, and life.

The good news is that emotional intelligence is a competency that can be learned. Although some people may have a greater natural affinity for dealing with feelings, no matter how gifted or underendowed you may be in this area, you can develop the skills and improve your ability to understand and deal effectively with feelings, your own and those of others, especially when differences trigger emotional responses.

One purpose of this book is to give you the fundamentals of emotional intelligence, the understanding and the tools to function effectively in the emotional landscape of your diverse work world. Whether you are a manager, human resources professional, organization development consultant, trainer, diversity director, coach, or team leader, this book will give you both a mirror and a map to increase your own competence in managing emotions. It will also give you the know-how to use this knowledge and approach in coaching and developing others to help them be more successful on the job. The mirror comes in the form of tools and processes that show you how to take some good, hard, and honest looks at yourself in order to understand your motivations, feelings, reactions, and behaviors at a deeper level. This is essential because, as one of our best teachers, author and organization development consultant John E. Jones, said, “Awareness precedes choice.” Before you can make effective choices about how to respond and act, you need to understand yourself and your situations clearly and honestly. Just understanding yourself is not enough, though. Renowned psychologist Dr. William Glasser is reputed to have quipped many years ago that “awareness and 50 cents gets you a cup of coffee.” While that cup of java costs more today, it still holds true that all the awareness in the world without action won’t get you very far. This book also provides the map in the form of activities and tools that give you guidance in creating ways to cope and respond more effectively to the emotional content of daily situations on the job. Together the mirrors and the maps will provide you with the keys to increase your own emotional intelligence in a diverse environment so you can experience greater internal peace and external success. If you are responsible for guiding others, these tools will enable you to help them increase their success as well.

Chapter 1 explains how emotions matter in the workplace and why learning to understand and manage emotions is a key to your effectiveness. Chapter 2 goes on to show you how the differences diversity brings can trigger emotions, and it presents the Emotional Intelligence and Diversity Model as a way to understand and deal with those feelings. Chapters 3, 4, 5, and 6 explain the dimensions of emotional intelligence and diversity, providing examples, activities, and methods to increase your competence in each dimension. The last two chapters, Chapters 7 and 8, give you specific maps, actions to take to help individual staff members and teams develop competence in these areas.

You will learn more from this book if you are an active participant in this journey, not a just a passive reader. You will be asked questions, challenged to examine yourself, stimulated to expand your thinking, and encouraged to take action to apply the concepts you are learning as you read. Doing so will make this journey a valuable one for you, a journey that has a real payoff in effectiveness in your work world and beyond. Bon voyage!
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