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The place of emotional 

intelligence in our work
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Types of Human Intelligences

1. Linguistic Intelligence

2. Logic Intelligence

3. Kinaesthetic Intelligence

4. Spatial Intelligence

5. Musical Intelligence

6. Interpersonal Intelligence

7. Intrapersonal Intelligence
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Types of Human Intelligences

o Linguistic Intelligence

o tend to demonstrate a greater ability to express themselves well both

verbally and in writing. Strong ability to easily understand the 

viewpoint of others. (left side of the brain)

o Logic Intelligence

oHigh ability to manage mathematic and logic. High ability to divide

problems into smaller tasks and solve them until they reach the final 

answer. This intelligence profile is usually well organised and 

disciplined. (right side of the brain)
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Types of Human Intelligences

o Kinaesthetic Intelligence

o A great sense of space, distance, depth and size. With greater control of 

the body, this person can perform complex movements with precision

and ease. (cerebellum)

o Spatial Intelligence

o High ability to create, imagine and draw 2D and 3D images. This 

intelligence profile allows its group to imagine, create and see things that

most others consider impossible

o Musical Intelligence

o High ability to listen to sound and music and identify different patterns 

and notes with ease. Can easily create harmonies and songs and can

often learn to play an instrument alone from the simple knowledge of 

theory or by listening to a piece of music.

5

Types of Human Intelligences

o Interpersonal Intelligence

o Born to be leaders. This group are practical people with a great sense of 

responsibility. They are calm in their ways, they know how to listen and 

speak, they know how to use their own knowledge and power to 

influence people. They can easily identify the qualities in others and 

know how to bring that quality out.

o Intrapersonal Intelligence

o They are deeply connected with themselves. This type of person is

usually more reserved but at the same time commands great admiration 

from their peers. Intrapersonal intelligence is considered the rarest.
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Emotions or feelings ?

o Emotions

o Emotions are lower level responses creating biochemical reactions in our body altering 

our physical state. They allow quick reactions. They are universally across all humans.  

They are occurring in the subcortical region, the amygdala, and the prefrontal cortices. 

Emotions precede feelings, are physical, and instinctual. Because they are physical, they 

can be objectively measured.

o Feelings

o Feelings are mental associations and reactions to emotions. They are subjective and 

influenced by personal experience, beliefs, and memories. A feeling is a mental 

interpretation of what is going on in our body when we have an emotion and is the by 

product of our brain perceiving and assigning meaning to the emotion. Feelings are the 

next thing that happens after having an emotion, involve cognitive input, usually 

subconscious, and cannot be measured precisely. Feelings originate in the neocortical 

regions of the brain. 
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o « Feelings are mental experiences of body state and they

arise as the brain interprets emotions, themselves

physical states arising from the body’s responses to 

external stimuli » 

o Prof Antonio D’Amasio,

o Ex: I am threatened, experience fear, and feel horror
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Definition of Emotional Intelligence (EI)

o Emotional Intelligence (EI) is the ability to :

o 1. Recognize, understand and manage our own emotions

o 2. Recognize, understand and influence the emotions of others

o 3. Being aware that emotions can drive our behavior and impact 

people positively and negatively

o 4. Learning how to manage those emotions – both our own and 

others – especially when we are under pressure

o Concept created by Peter Salavoy and John Mayer 

o Popularized by Dan Goleman in 1996 
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Components of EI (D Goleman-2000)

o Self-Awareness

o Self-Management

o Social Awareness

o Empathy

o Relationship Management
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o Self-Awareness

o knowing our internal states, preferences, resources, and intuitions

o Emotional Awareness: Recognizing one’s emotions and their effects.

o Accurate Self-Assessment: Knowing one’s strengths and limits

o Self-Confidence: A strong sense of our capabilities

o Self-Management

o Managing ones’ internal states, impulses, and resources

o Emotional Self-Control: Keeping disruptive emotions/impulses in check

o Transparency: Maintaining integrity, acting congruently with one’s values

o Adaptability: Flexibility in handling change

o Achievement: Striving to improve or meeting a standard of excellence

o Initiative: Readiness to act on opportunities

o Optimism: Persistence in pursuing goals despite obstacles and setbacks
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o Social Awareness

o To handle relationships and awareness of others’ feelings, needs, and concerns. 

o Empathy: Taking an active interest in other’s concerns, needs and 
perspectives

o Organizational Awareness: Reading a group’s emotional relationships

o Service Orientation: Anticipating, recognizing, and meeting customers’ 
needs

o Relationship Management
o To induce desirable responses in others 

o Developing Others: Sensing others’ development needs and boostering 
their abilities

o Inspirational Leadership: Inspiring individuals and groups

o Change Catalyst: Initiating or managing change

o Influence: using effective tactics for persuasion

o Conflict Management: Negotiating and resolving disagreements

o Teamwork & Collaboration: Working with others toward shared goals. 
Creating group synergy in pursuing collective goals
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Emotion ?
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Human needs
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Important needs in our work

o Need of actions

o Need of a clear identity and membership

o Need of good relations

o Need  of progression

o Need of gratitude or thankfulness

o Need of attainment
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Current weaknesses in the hospital world

o Economic transition and constraints

o Communication barriers

o High level of indirect communication

o Hospital network reform

o Lack of mobilizating project

o No place for emotional expression

o Confusion between levels of relationships

o Hierarchical, functional and inter-personnel levels
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Consequences of a lack of EI

o Psychosomatic diseases

o Imposing decisions with few explanations 

o Submission or opposition behaviors

o To few appending opinions and solutions

o Non-adherence behaviors

o Rumors and denunciation

o Higher rate of rules and regulations
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Demonstated benefits of EI at work

o Better mental and physical health

o Higher level of motivation

o Higher level of satisfaction at work

o Better resistance to stress

o Lower rate of burn-out

o Lower level of turnover in the enterprise

o Better leadership

o Improve performance
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How to implement EI at work ?

o Improving communication skills

o Sharing a common project 

o Promoting differences to promote innovation

o Promoting improvement and adaptations to changes
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How improving our communication skills ?

o Distinguish a speech and exchange, discussion and sharing 
opinions

o Desire a growing relationship

o Respecting our limits

o Allow development of potentials

o Accept 4 axes of communication

o You can ask

o You can give

o You can receive

o You can refuse

o To promote equity during communication

o To promote a creative exchange where the two persons are at 
the end the winners
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Exemples of negative behaviors

o Avoid giving orders without explanations

o Avoid generalization

o Avoid giving  labels to persons

o Avoid  value judgment

o Avoid accusingndividuals in place of the situation

o Avoid assumptions or suppositions
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How promote a creative relationship ?

o To be able to express our needs, our desires and our vision/opinion

o To give us a sense of responsibility of our part of the relation (our part of the scarf)

o To be able to listen and understand the needs, the desires and the vision of the 

other person 

o To reformulate the expression and the position of the person

o To exchange about what is our common vision

o To communicate about what are our differences and assess impact

o To validate an agreement in order to add a new add-value or a positive objective

o To accept to be influenced by the other with respect to our own main values

o To be able to run away if no agreement is found
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Rools for a good communication

o A good place and a good time 

o Be assertive to express your own opinion, your own

needs and your own desires

o Distinct You, the other and the relation

o Respect your own right of communication but also your

duty of being a kind listener

o Use symbols to explain your emotions
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Toward a creative relationship

o Exchanging is not the same as expressing

o Allow the expression of feelings and emotions

o Try to respect a steady state in the relation
o I can ask, I can give, I can receive and I can refuse

o Respect the other person for his own and not for what you would like he 
should be

o Use open sentences like « I invite » or « suggest »

o Use the  « I » and avoid the « You or We » expression

o Distinguish facts, feelings, assumptions and ideas

o Avoid value judgement

o Be carrefull with evidences

o Try to give a positive dynamic to your relations

o Your are also responsible of the relation
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The Quinn model

Human relations

Objectives

Results

Environnement

Open system

Process

Flexibility

Control 

Intern Extern

COACH INNOVATION
GIVING A 
VISION

FACILITATE MEDIATE

CONTROL PRODUCTION

LEADERCOORDINATE
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Competences of the manager

o Knowledge and ability to improve the knowledge

o Expertise and learning from experiences

o Know-how knowledge and criticism

o Creativity and dynamisation 

o Ability to change  
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7 Tips for the manager in order to improve

creative relationships

o Need of a common project

o A strategic vision, Clear objectives, Common values and organization, 
indicators 

o Need of individual objectives and assessing results using EI

o Promote autonomy and direct relationships (transversal 
structures)

o Define your management

o Use coaching 

o Develop yourself and accept your imperfections

o Legitimacy related to the evaluation of the collaborators
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Position of the manager

Level of personal  
relationship

Level of professionnal
competence

Participating

management

Persuasive

management

Delegating

management

Directive

management
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How to change your management ?

o Be true

o Accept emotions (different of behaviors)

o Increase the value and image of your collaborators

o Use gratefulness

o To be open in mind and to share opinions

o Decision-making

o Problem-solving

o Conflict management

2929 © 2011 CHU MONT-GODINNE

Leadership

o Motivate your team

o Bring new ideas

o Support your team

o Accept crises

o Manage burnout episodes

o Anticipate

o Organize team support-meetings

30

The conflict process

Time

Energy

Trigger

Lack of reaction

Perception 
Threshold

Time for 
intervention

No going back 
threshold

Accelerate

Explosion

Steady state
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Consequences if our needs are not statisfied? 

Conflict

TimePeace

Needs

Desire

Frustrations

Angry

Agression

Violence

Satisfactiondisappointment
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What can you do if your collaborator is 

hungry?

o Listen 

o Try to promote the recognition, acceptance and 

expression of the:

o Needs

o Which needs ?

o Desires

o Frustrations

o Angry

o Agressiveness (don’t accept violence)
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How can we manadge conflicts ?

o Prevention is better than treatment!

o Identify the needs (yours and from the other)

o Try to accept some frustrations

o Use active listening and empathy

o Use the « I » expression and avoid « You- Us – We »

o Use questions and reformulate

o Use de DESC method

o Try to meet all needs

o Tend to results rather than to be right

o Try to negotiate and run away if not possible
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Be careful with

o Orders

o Threatens

o Criticism

o Sermon or morale

o Flattery

o Judgement

o Assumptions

o Irony
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The 4 Toltègues advices of Don Miguel Ruiz

o Your speech must be perfect

o Avoid criticism, insults, irony, blackmail,…

o Don’t react personnaly

o Reaction of others are not against you but are defence reactions

o Avoid assumptions and use assertion if you describe your 

needs

o Try to do your best
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To read more

o Kotsou Ilios: Intelligence émotionnelle et management, 

Edition de boeck

o Daniel Eppling et Laurent Magnien: Quel Manager êtes-

vous ? Edition Eyrolles

o Christian Poitié et Jacques Salomé: Oser travailler

heureux, Edition Le livre de poche

o Patrice Ras: Gestion des conflits, Edition Jouvences
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How to create a new Geriatric ward ?

Advices from Prof C Swine - 2012

39BIUCGM jan 2012 39 © 2011 CHU MONT-GODINNE

To succeed

o Build first your team

o Build then the structural environment

o Build your network inside and outside

o Define your patient and your procedures

o Be patient, you might expect for months

o Then you will care for the grand-mother of your manager
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To build your team

o Be entousiastic

o Find a good chief-nurse, a good physiotherapist, a good 
social worker, a good….

o Ask the profesionnals if they want to

o Be careful for the set of competences needed: clinical, 
relational, ethical, scientific

o Involve them in the construct of the project

41BIUCGM jan 2012 41 © 2011 CHU MONT-GODINNE

To keep the team living and evolving

o Communicate the satifaction, yours, GP’s, families, 

colleagues

o Respect of the competence domains

o Generate a continuous improvement process

(educational programme)

o Accept discussion and challenges

o Make a meetings agenda

o Choose an external consultant if possible

42BIUCGM jan 2012 42 © 2011 CHU MONT-GODINNE

Advises

o Challenge your collaborators: do you really want to do 
that? Why should you not do that?

o Attract new collaborators

o Create a good partnership with your chief nurse

o Give autonomy to your physiotherapist

o Involve the social worker in your department (daily 
contact)
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43BIUCGM jan 2012 43 © 2011 CHU MONT-GODINNE

Structural environment

o Adapt achitecture to the norms

o Preferably in the usual venue of the H

o Think for offices in the structure

o Think for accessibility

o Think for material sheltering

44BIUCGM jan 2012 44 © 2011 CHU MONT-GODINNE

Process

o Good internal medicine

o Comprehensive geriatric assessment

o Interdiciplinary team meetings

o Good psychogeriatrics

o Good rehabilitation

o Discharge planning

o Post-discharge assessment

45BIUCGM jan 2012 45 © 2011 CHU MONT-GODINNE

Monitor indicators and outcomes

o Occupation rate, length of stay, mean age, admitted 

from.., discharged to.., mortality….

o Satisfaction of the patient, the family, the team

o Functional outcomes, hospital readmissions

o Discharge prescription quality…
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Build the network

o Inside

o Emergency department is a good entry point, show your face there

o Surgeons need you more than internists

o Establish good relationships with the nursing department and the paramedics hierarchy

o Outside

o With the GP’s

o With the nursing homes in your area

o With home care organizations

47BIUCGM jan 2012 47 © 2011 CHU MONT-GODINNE

To keep the network living

o Invite outside to your seminars

o Make conferences outside

o Teach in the nursing school

o Difficult to gather GP’s, go to them

o Use your phone

o Call them at the phone

o Answer their phone calls

48BIUCGM jan 2012 48 © 2011 CHU MONT-GODINNE

Define your patient

o Be clear on the definition otherwise your colleagues will 

define it for you

o Define clearly the criteria and the algoritms

o Be prepared to say NO
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49BIUCGM jan 2012 49 © 2011 CHU MONT-GODINNE

Attitude

o Do not complain but explain:

o The geriatric patient

o The comprehensive geriatric assessment

o The interdisciplinary work

o Make friends in the hospital

o In the emergency department

o In the top management

o In the nursing teams with the liaison

5050 © 2011 CHU MONT-GODINNE

You are not the inventor of geriatrics

o You are the creator of your service

o You have your own style

o Your team needs you

o You need support in your team

51BIUCGM jan 2012 51 © 2011 CHU MONT-GODINNE

What makes geriatrics unique?
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52BIUCGM jan 2012 52 © 2011 CHU MONT-GODINNE

Geriatrics is unique

o Single medical specialty with an EBM process of care

o The new general internist

o Humanistic approach

o Interdisciplinarity

o Complex ethical decisions capabilities

53BIUCGM jan 2012 53 © 2011 CHU MONT-GODINNE

The future of geriatrics

o « All geriatrics ?»
Hospital becomes a geriatric hospital

o « Organ-specific geriatrics ?»
Development of geriatric c., g., p., e, ..ists

o « Disease-specific geriatrics?»
development of oncogeriatrics, orthogeriatrics, psychogeriatrics

o « Chronic geriatrics? »
Development of post-acute and chronic care

54BIUCGM jan 2012 54 © 2011 CHU MONT-GODINNE

The future you expect

o Keep acute care for elderly units as your core business

o Anchor your expertise in the hospital with an efficient 

liaison activity

o Develop a network with the first line and sub-acute and 

chronic care institutions

o Anchor your expertise in the network with an efficient 

day hospital
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