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What is emotional 
intelligence? 

Why is it  
important? 

Strategies
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What in the world is 
emotional intelligence?



Make your emotions 
work for you.



Recognizes when you are 
feeling stressed or 
overwhelmed

Manager with high EQ



Have a conversation with 
you to find out what’s 
going on…

Offers you support



In tune with emotions, 
needs, and motivations.

Leader with high EQ



Create an environment 
of trust and collaboration

More engaged and 
productive team!



You are better equipped 
to resolve conflicts and 
negotiate solutions…

…that lead to success 
for all parties involved.



We improve people’s lives through 
all that we do



What in the world is 
emotional intelligence?



Emotional Intelligence is the ability 
to recognize, understand, and 

manage your emotions and the 
emotions of others.



It involves skills such as empathy, 
self-awareness, self-regulation, 
and effective communication.



Personality

IQ EQfixed

fixed

flexible



How do you demonstrate emotional 
intelligence in the credit union space?



Listening to members

Providing financial education and support

Offering personalized service

Supporting the community



Why?



More successful 
and fulfilling 

relationships and 
interactions.



“Emotions are not  
problems to be solved. 
They are signals  
to be interpreted.”
Vironika Tugaleva, 
author, poet, spoken word artist







Hold your hands out in 
front of you, like you’re 
going to clap. 

Clasp your hands together 
like you see in the screen. 

Hold them apart, and then 
bring them together.
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Challenge 
Your 
Assumptions



“OK, so how do I know 
how emotionally 
intelligent I am?”



Assessments

https://positivepsychology.com/
emotional-intelligence-tests/













We all have opinions. 
We all have emotions.



What you do AFTER you feel 
emotion defines and shapes 

your success.

We all feel emotion.



6 Primary Emotions

Love

Joy

Surprise

Anger

Sadness😀 😢
😠

😨😯 Fear

🥰





Emotion  
vs.  

Reason
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Brain: Emotion & Reason

… then we 
think about it.

We feel 
emotion first…



What you do AFTER you feel 
emotion defines and shapes 

your success.

We all feel emotion.



Emotional Intelligence

Self-Management

Self-Awareness

Manage Relationships

Social Awareness

ability to understand your emotions

ability to direct your behavior

ability to perceive other’ emotions

ability to bring harmony in relationships



Emotional 
Intelligence  

Tips



Your ability to accurately 
perceive your own emotions 

in the moment. 

Understand your tendencies 
across situations.

Self-Awareness



Quit Treating Your 
Feelings as Good or Bad

1

Self-Awareness



What feelings 
do you label 
or treat as 

“good?”



Observe the Ripple Effect 
from Your Emotions

2

Self-Awareness





Know Who and What 
Pushes Your Buttons

3

Self-Awareness





“Emotional hijacking”

Self-Awareness



First Impressions

One Word
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First Impressions



Keep a Record 
of Your Emotions

Self-Awareness

4



Quit Treating Your Feelings as Good or Bad

Self-Awareness

Observe the Ripple Effect from Your Emotions

Keep a Record of Your Emotions

Know Who and What Pushes Your Buttons



Use awareness of your emotions to 
actively choose what you say and do.

Self-Management



More than…



Self-Awareness =  
understand your emotions

Self-Management =  
how you respond





Breathe Right

1

Self-Management



Count to Ten
2

Self-Management



Smile and Laugh More

3

Self-Management



f/u



follow up



Put a Mental Recharge into 
Your Schedule

4

Self-Management



What is your 
favortite way 

to put a mental 
recharge into 

your schedule?





Breathe Right

Self-Management

Count to Ten

Smile and Laugh More

Put a Mental Recharge into Your Schedule





Recognize and understand the emotions of others.

Social Awareness

aware of your environment 
what is around you 
interpret the emotions of 
people with whom you 
interact.



Greet People 
by Name

1

Social Awareness







Watch Body Language

2

Social Awareness





Practice the Art 
of Listening

3

Social Awareness





Repeat 
what was 

said.





People Watching

4

Social Awareness



Where is your 
favorite place to 
people watch?







Greet People By Name

Social Awareness

Watch Body Language

Practice the Art of Listening

People Watching





Put the strategies together.
Understand your feelings. 

Express your feelings and act to build connection. 

Understand the other person’s feelings.

Relationship Management



Use your awareness of your 
own emotions and those of others 

to manage interactions successfully.

Relationship Management





Take Feedback Well
1

Relationship Management









What is the 
best feedback 

you ever 
received?



Avoid Giving Mixed Signals

2

Relationship Management







“People trust what they see 
over what they hear.”



Build Trust

3

Relationship Management



“Trust is a peculiar resource; 
it is built rather than depleted by use.”

— Author unknown



Relationship Management

open communication 
willingness to share 
consistency  
follow through on 
agreements of 
relationship



Remember the Little Things 
That Pack a Punch

4

Relationship Management



“Please”
“Thank You”

“I’m sorry”
“I 

understand”



Take Feedback Well

Relationship Management

Build Trust

Avoid Giving Mixed Signals

Remember the Little Things 
That Pack a Punch









Summary



C Y A



What EQ is 
Why EQ is important 
Strategies



Emotional Intelligence is the ability 
to recognize, understand, and 

manage your emotions and the 
emotions of others.



It involves skills such as empathy, 
self-awareness, self-regulation, 
and effective communication.



What you do AFTER you feel 
emotion defines and shapes 

your success.

We all feel emotion.



Self-awareness 
Self-management 
Social awareness 
Relationship management



10 Ways to Check 
Yourself for 

Negative Self-Talk

Free Download!





Small step

What is Your One Thing?



Thank You!

RogerWolkoff & 
AllAboutAuthenticity 

Roger Wolkoff 

@RogerWolkoff

608.279.5160 
Roger@RogerWolkoff.com 




