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TKG
 D

ay
February 26

th, 2019

E
m

otional Intelligence
M

anaging Em
otionally C

harged Interactions

I can’t deal 
w

ith this now.
Too m

uch 
inform

ation!

W
hat’s

w
rong w

ith you?
W

hat
do I do?

I don’t
get it!
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Today’s G
oals

U
nderstand the science behind em

otions

R
ecognize the potential im

pact of being “em
otionally hijacked”

O
utline strategies for defusing the situation
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W
rite about a tim

e w
hen you had a stressful or em

otionally 
charged conversation w

ith som
eone and had a less than 

desirable outcom
e.

You w
ill be sharing this w

ith a partner.  

5 M
inutes
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Perceiving
Em

otions

Understanding
Em

otions

M
anaging

Em
otionsUsing

Em
otions

Em
otional 

Intelligence

The ability, 
capacity and skill
to m

anage your 
em

otions
and 

those w
ith w

hom
 

you interact

W
hat Is Em

otional Intelligence?

G
olem

an D
P. Em

otional Intelligence: W
hy It C

an M
atter M

ore Than IQ
. London, G

reat Britain: Bloom
sbury Publishing; 1996.
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U
nderstanding 

the System
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Am
ygdala

Brain Stem

Neocortex
Basic
N

eurology

G
olem

an D
P. Em

otional Intelligence: W
hy It C

an M
atter M

ore Than IQ
. London: Bloom

sbury Publishing; 1996. 
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Controls Involuntary
Functions 1

The Brain Stem
•

Breathing/H
eart R

ate
1,2

•
R

eflexes
1,2

•
First to D

evelop
1

1. Ackerm
an S. D

iscovering the Brain. W
ashington, D

C
: N

ational Academ
ies Press; 1992. 2. G

olem
an D

P. Em
otional Intelligence: W

hy It C
an M

atter M
ore Than IQ

. London: 
Bloom

sbury Publishing; 1996.
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Controls 
Fight-or-Flight 
System

The Am
ygdala

1 

(Lim
bic System

)
•

C
enter for Em

otional M
em

ory

•
Bank of Em

otional Learning

•
D

oes not “TH
IN

K”

G
olem

an D
P. Em

otional Intelligence: W
hy It C

an M
atter M

ore Than IQ
. London: Bloom

sbury Publishing; 1996.
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C
ontrols C

ognitive 
Thinking

2

N
eocortex

•
IQ

 and O
rganization

1

•
W

orking M
em

ory
1

•
C

onscious Thought 2

•
W

ill 1

•
M

anipulate D
ata to 

C
reate M

eaning
2

1. Ackerm
an S. D

iscovering the Brain. W
ashington, D

C
: N

ational Academ
ies Press; 1992. 2. G

olem
an D

P. Em
otional Intelligence: W

hy It C
an M

atter M
ore Than IQ

. London: 
Bloom

sbury Publishing; 1996.3. Elliott R
. Executive functions and their disorders: im

aging in clinical neuroscience.Br M
ed Bull. 2003;65:49-59.
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•
A trigger (e.g. the sense of fear associated 
w

ith a surprising diagnosis) sets off a lim
bic 

surge
1

•
Am

ygdala notifies brain stem
 in 200 

m
illiseconds —

the body responds
2

•
Am

ygdala then causes the release of 
cortisol into circulation

1,3

•
Fight-or-flight response pathw

ay is initiated
1

•
Thought is paralyzed, perspective narrow

ed, 
and focus heightened

1

The Em
otional H

ijack

1. Pessoa L, Adolphs R
. Em

otion processing and the am
ygdala: from

 a 'low
 road' to 'm

any roads' of evaluating biological significance. N
ature R

ev N
eurosci. 2010;11(11):773-783. 

2. G
olem

an D
P. Em

otional Intelligence: W
hy It C

an M
atter M

ore Than IQ
. London: Bloom

sbury Publishing; 1996. 3. Sm
ith SM

, Vale W
W

. The role of the hypothalam
ic-pituitary-

adrenal axis in neuroendocrine responses to stress. D
ialogues C

lin N
eurosci. 2006;8(4):383-395.



33
33

33

W
hat Is the Potential D

ow
nfall in an Em

otional H
ijack?

•
Inability to Listen

•
Inability to Process Inform

ation

•
Lessened Engagem

ent

•
Lack of C

om
m

unication

•
Team

/Job Satisfaction

•
Turnover

•
Low

 M
orale

•
D

am
aged R

elationships

Longer-Term
 C

onsequences:

Im
m

ediate
Im

pact:
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Strategies for O
verriding the System

How
 could you de-escalate an em

otional hijack?
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Learn to R
espond, 

N
ot R

eact…
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R
eset Your M

indset
Engage the thinking portion of the brain

R
each for R

espectful R
esolution

Satisfy The Em
otional N

eeds

Freeze and Breathe
C

alm
 the em

otional center of the brain

Engage in Three Key Steps to R
educe 

Em
otional H

ijack
123
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Freeze and Breathe
C

alm
 the em

otional center of the brain

Engage in Three Key Steps to R
educe 

Em
otional H

ijack
1
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R
eset Your M

indset
Engage the thinking portion of the brain

Engage in Three Key Steps to R
educe 

Em
otional H

ijack

2
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Em
otional N

eeds
1,2

Safety
Pow

er
Acceptance

R
espect

Value

Physical
Em

otional
Environm

ental

C
ontrol

C
hoice

Ability to Act
A Voice

Included
Liked

N
eeded
Paid 

Attention To

U
nderstood

Treated Fairly
D

ignity

Appreciated
Feeling H

eard
W

orthy
R

ecognized
Praised

1. G
unelius S. The psychology and philosophy of branding, m

arketing, needs, and actions. http://w
w

w
.forbes.com

/sites/w
ork-in-progress/2014/03/05/the-psychology-and-

philosophy-of-branding-m
arketing-needs-and-actions/. Published M

arch 5, 2014. Accessed April 30, 2018. 2. Inm
an C

. Exceptional leaders know
 the com

bination to “playing 
big”.. http://chuckinm

an.com
/w

pblog/2014/07/. Published July 21, 2014. Accessed April 30, 2018.
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R
each for R

espectful R
esolution

Satisfy The Em
otional N

eeds

Engage in Three Key Steps to R
educe 

Em
otional H

ijack

3
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2 M
inutes

Refer to opening activity

Consider how
 the three key steps could help to diffuse 

the em
otional hijack

W
rite dow

n 3 w
ords to describe how

 you think you 
w

ould be feeling now.
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Schaw
bel D

. D
aniel G

olem
an on leadership and the pow

er of em
otional intelligence. Septem

ber 15, 2011. https://w
w

w
.forbes.com

/sites/danschaw
bel/2011/09/15/daniel-golem

an-on-leadership-and-the-pow
er-of-em

otional-intelligence/#323688df6d2f. Accessed April 27,2018.

S
TO

P

C
O

N
TIN

U
E

S
TA

R
T

“If you are tuned out of 
your ow

n em
otions, you 

w
ill be poor at reading 

them
 in other people.”

–
Daniel Golem

an


