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PROLOGUE

Traditional workplace and leadership expectations have
changed. I'm not talking small changes; I'm talking massive
shifts. Massive shifts in mindset, in focus, in expectations
and in priorities.

Emotional intelligence (or EI) has become a necessity in
workplaces and the commitment to people’s wellbeing now
sits at the top of many organisations’ agendas.

The unexpected and unprecedented changes that we have
faced, and continue to face, in the workplace have provided
a new lens and have us looking at the work component of
our lives in a completely different way.

Ask

Do we live to work, or do we work to live2 Or is there a
middle ground? What is our true purpose in life and is our

(continued)
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definition of how we define ‘success’ realistic and not just
materialistic? So many unanswered questions lurk in our
minds, taking up real estate space and making us rethink
our relationship with work.

The current state of the workplace

Workplaces have been turned on their heads as they
watch their employees go through these changes, reacting
in slightly different ways. Some cope better than others;
some really struggle. We tend to take for granted the
impact that people have on our bottom line, products/
services and the customer. But we are quickly reminded
that without our people being able to work physically
and mentally, there is no workplace. The bottom line,
the products/services and the customer become totally
irrelevant without the people!

This shift has been evident across the world as we watch
people prioritise what is important in life, and for many, it
isn’t spending endless long hours working.

Resources seem to have become low across every industry
as people decide to reduce their hours, switch to something
they like or enjoy doing and find the ultimate life balance.
It creates confusion and leaves us wondering how we can
suddenly be so short staffed or under resourced across
every industry even if our workload and head count
hasn’t changed. But it isn't the number of resources or
our workload that are necessarily changing; it is our
relationship with work and what we are willing to give that
are changing. How many hours and how much focus are
people now willing to dedicate to work? For many people,
this number has decreased dramatically.

xii
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It had become such standard and accepted practice in
the past that we work 10- to 12-hour days and sometimes
without any breaks. While this is not always quality work
or healthy for us, it’s what many of us did and had accepted
as the norm of work. In some instances, being forced to
take downtime and spend more time at home increased the
value of life outside of work, reminding us how it felt to let
go of some of that stress and refocus on the parts of our life
that are important. Once people start to get a taste of it,
they want more of this balance and more time to focus on
the important things. With this we see decreased working
hours and some people simply reverting to the standard
hours of seven- to eight-hour days. The fact that we built
our workforce requirements on people working much
longer hours than they were being paid or contracted to
do, is our downfall.

For some industries, downtime wasn’t an option, and
the changes and intensity are increasing due to resource
shortages or increased needs from the community. Those
10- to 12-hour days are becoming even longer and it feels
like the impossible is upon us without any sign of relief
in the near future. This is like the straw that broke the
camel’s back and for some people, it is enough to quit
their job, their industry and their relentless dedication to
work. Some people just aren’t willing to give this much of
themselves to work any longer. They don’t want the stress
or the responsibilities.

There is a definite shift in personal priorities. People are
more comfortable in themselves, and we are encouraging
each other to be real, to feel and speak up in the workplace
like anywhere else in our lives. It’s not just ‘do what I say
and not what I do’. It’s ‘speak up and talk about how you are
feeling and the role that work plays in your life’

xiii
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Employees have so much more choice. A new job oppor-
tunity is around almost every corner now. Expectations
are changing and increasing as new generations enter
the workforce. The hierarchical difference between the
managers and employees is decreasing and the confidence
and rights of employees are increasing. Whether this is
right or wrong is irrelevant. We are not here to argue what
the workplace should look like; we are here to accept that
this is what it does look like and as leaders, we must adapt
and lead the way.

Leaders have leveraged their known and lived leadership
skills to support their team members as much as possible
with an increased focus on people leadership. For some
team members, this is enough, while for the majority of
others it isn’t. Leadership is being redefined and a leader
without the ability to leverage and build their emotional
intelligence finds it very difficult to manage the variety of
people, the shifting demands and the different responses
to situations.

Ask

Why do these changes impact people differently?2 Why
are the needs and expectations of people so varied?

Leadership never was a blueprint or a template, yet it’s
becoming even more ad hoc with the need to adapt to every
situation and person. As we continue to bring more human-
istic approaches into the workforce and encourage people
to be authentic and real, the variance will continue to grow.
The upside is that performance, engagement and creativity
also grow by giving people more ownership and freedom
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to think. However, they also break the ‘cookie mould’
approach and we end up with big variations in personalities,
attitudes, expectations and emotional responses.

Basic leadership skills are no longer enough. It is going
to take every ounce of our emotional intelligence to first
understand ourselves, then understand what each of the
people around us is going through and how they are wired
or what makes them ‘tick’, before we can even consider
what they need from us as leaders. It’s challenging even
the greatest and most experienced leaders as they take
a step back and focus on the fundamental basics of
understanding and adapting to the person in front of
them. We can reap the benefits of having modern and
humanistic workplaces, but not without addressing the
new challenges arising from the change.

Difficult conversations are becoming more prevalent due
to the changes and level of human interaction. I don’t
think I've ever met anyone who loves to have a difficult
conversation. I'd even say it would have to be one of the most
avoided things we do as leaders, resulting in the situation
snowballing while we look the other way hoping it will go
away. When we do have the difficult conversations, they
are poorly executed, lack outcomes and become a defensive
battle between the people involved.

This is attracting attention and becoming a priority for
managing directors, chief executive officers (CEOs) and
pretty much everyone at the high-level running of an
organisation that relies on people to achieve results. They
recognise that the bottom line and profit, the products and
services, and their customers are irrelevant if they haven’t
got their people right. They want help with the people in
their organisation, but also, they want help for themselves
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and their own leadership skills to lead the team from
the top in an environment overflowing with change in
priorities, change in operations and change in people when
emotions run wild.

This is why the need for EI and the role it plays is now much
more present and really is a necessity for all workplaces.

What is emotional intelligence?

Whenever there are human beings involved in any
situation, there are also emotions. Every second of every
day we are feeling some kind of emotion. Emotional
intelligence (EI) is our ability to recognise these emotions,
manage the emotions as they play out, and understand the
impact they have on the people around us and the outcome
of the situation.

From a world-renowned expert in EI, Dr Travis Bradberry’s
research shows that only 36 per cent of people can
accurately identify emotions as they occur. This helps to
explain why EI can be a challenging skill to master.

Some people are lucky enough to be born with the natural
skill to identify and manage their emotions, but the millions
of other people need to learn and work on growing their EI.

El can be taught. I've taught many people in this field.
The key is you must want to learn it. In a workplace with
extensive human interaction, it is a ‘must’ to not only have
the awareness of our emotions as they occur, but to also
have the skills that are required to manage, process and
align the emotions.
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El is not about what we know or what we can
do; it's the how and why we do it!

The ‘what we know or what we can do’ is our IQ. This is
our knowledge, education, talent and what we can deliver.
The ‘how and why we do it’ is our EI. How well we interact
with others, how we make people feel, how we manage
emotions, the effectiveness of our communication and the
purpose or ‘why’ behind what we do.

Neither is more important than the other. Our IQ will only
take us so far in life before we require our EI to kick in.
Equally, our EI will only take us so far in life before our IQ
needs to kick in. I like to say that often it’s our IQ that gets
us the job, but it’s our EI that gets us promoted! Bradberry’s
studies also show that 90 per cent of top performers are also
high in EI, whereas only 20 per cent of bottom performers
are high in EL So it’s the balance of both EI and IQ that we
are striving for to become a high performer.

There are five key concepts around EI: Own It, Face It,
Feel It, Ask It and Drive It. These concepts build the
foundational skills of EI I truly believe there is no such
thing as an emotionally intelligent person. I teach El and I
would never refer to myself as being emotionally intelligent.
Each and every one of us has emotional intelligence within
us and we have a choice in every situation. Do we respond
in an emotionally intelligent way or do we not? Sometimes
we get it right and sometimes we really don’t. My teenage
daughter calls me out on this at times saying, “That wasn’t
very emotionally intelligent, was it, Mum?" And she is
absolutely right. Sometimes my emotional brain takes over
and I don't get it right first go. It’s what we choose to do
when we don’t get it right the first time that really shows our
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level of emotional intelligence. Do we have the awareness
to Own It, get our emotions under control, understand the
impact we've had on others, apologise when appropriate
and have another go to constantly develop our EI? It’s not
about perfection every time; it starts with self-awareness
and is something we work on every day.

In my book, Emotional Intelligence: A simple and action-
able guide to increasing performance, engagement and
ownership, 1 dug deep into each of the five EI key concepts.
I wrote about what each of these concepts means and how
to build our core skills in all five areas to grow and respond
in a more emotionally intelligent way.

The five key concepts are:

1. Ownlt
2. Facelt
3. Feel It
4. AsklIt
5. Drive

In chapter 1 I'll delve more deeply into these.

What to expect from this book

This book applies the core concepts of EI at the next level.
I will show you how to take the practical side of the concepts
and put them into action every day to be a better leader and
a better human being. It’s no longer about knowing what EI
is and the best ways to use it; it’s about taking action and
applying EI in some of the most challenging situations that
occur in the workplace.
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You'll see that the book is divided into four parts:

® Part I: The emotional intelligence process

In part I I'll show you how to understand and
follow the emotional intelligence process, not just
the concept. You will learn how to recognise where
people are in their own emotional intelligence
process and what support they will need from you
to help them move through each step of the process
effectively in readiness for starting the process
again as the situation shifts.

I'll help you identify how this process occurs
constantly in everything you do and the role

it plays in causing conflict, confrontations and
denial —as well as lack of progress in individuals,
teams and organisations. It is not just a one-time
process but a fluent and continuous process relying
on your EI every step of the way.

® Part II: Change intelligence

In part II we will move away from process-driven
change management. It’s often not the change

that isn't effective: it’s the lack of buy-in from the
people that causes the problems. You will come to
understand what actually happens in our mind as
it transitions with change and the huge role that
the emotional intelligence process plays within
change. Ticking a box for each step of the change
management plan is not enough. Change involves
developing new neural pathways in our mind, and
this requires creating new habits and beliefs — but,
more importantly, knowing how to let go of the old
ones first.
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XX

We don’t have to love change —in fact, we

need people who love consistency in every
workplace — but we do need to accept change and
transition our mind with the change. If we skip
the mind transition, we end up with people still
holding onto change that happened years ago.

Part III: Difficult conversations

This is where we will address what is easily the
most avoided part of leadership — even possibly
the most avoided part of life! You'll learn how to
not overthink difficult conversations, overanalyse
them, become a robot in defence mode and blow it
all out of proportion.

I'll show you how to implement a core framework
that will bring a humanistic and honest approach to
the difficult conversation to ensure it is an effective
conversation and that the desired outcomes are
achieved for everyone. And it won't just be a one-off
followed by a relapse, but a way to create positive
change and ownership through emotions.

Difficult conversations don’t always take place
top-down. Some of the most difficult conversations
happen when we are communicating with people
in positions above us or equal to us. When we have
the right skills and approach, and we follow the
emotional response, magic happens.

® Part IV: High-performing teams

Behind every high-performing team you will

find alignment, trust and great communication.
I'll show you how you can complement your
newfound communication skills with the elements
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of an aligned team led by a great leader who
knows how to balance their time across strategic,
operational and people leadership to get the team
on the same page with a common purpose.

I will discuss how to create trust, which is one of
the foundations of a high-performing workplace
environment, and how to ensure each person feels
safe and part of a culturally unified workplace.

We will break down the word ‘trust’ and its drivers
to understand how trust is created and developed,
and what it takes to create a high-performing team
where people can trust each other and the space
they play in.

So that’s the crux of the book: using the five key concepts
as a framework, we will take your EI to the next level and
learn how to apply it in the most common workplace
challenges.

It’s time to step up our game. Are you ready for the ride?
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Life is not static. Nor is our mind.

Learning information and new skills will always be a
moving and growing process. Even the application of the
learnings become part of a process as they form with our
existing habits and day-to-day workings.

Our mind goes through processes based on the neural
pathways that run through it. These pathways are
created based on our values, beliefs, habits, experiences
and memories. At the start of each pathway is a trigger
(something that occurs) and the pathway leads through
a number of consecutive steps, arriving at an emotional
feeling and response. So, when *this* happens, I respond
like *this*. Millions of these pathways exist within our
mind, detailing processes for different situations.

Whether it is our morning routine, a simple ‘bless you’ that
follows a sneeze or hugging someone when they are upset,
processes drive what we do and help us to get from the
start of an occurrence to the outcome that we desire. It is
the process that each one of us takes that determines our
level of comfort and acceptance of what is happening and
our ability to move forward.

El also forms a process. After years of studying people in
this field, I have found that there is a process that occurs
within our mind through our emotions when situations
happen all the way through to our response and acceptance.
Like any process, having an understanding of the steps of
this process, which step a person is at and how to support
them to move through the process provides a far superior



