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abandonment, fear of 115
ABC (Affect, Behaviour and Cognition)
triangle 28-9
acceptance of others 39-40, 83, 131-3
see also regard for others;
achievements 144, 258-9
action learning 282-3
active empathic listening 127-34, 289
active talking 130-1
reflective listening  129-30
respect 132
skills  129-34
validating  131-2
active talking 130-1
addiction 15-16
Adult (TA) 50-3
age & EI 17
aggressiveness  158-9
appendices 267-70, 297-8
AppliedEl trademark 291-2
appraisals  188-96
beneficiaries 1912
contracting 191
emotional competence 193-5
“fight or flight” mechanism 190
interviews 190-2
judgements 189
lack of clarity 190-2
management 195-6
mixed responses  189-94
negative feedback 192-3
relationship management 196
self regard 189
timing 192-3
appreciation 134-6, 228
Aristotle’s physis  45-6

assertiveness 11, 265-6

see also conflict handling

assessment  237-70

see also measurement; self assessment

assumptions 63, 124
attention 93, 132-3
attitudes  26-7, 37-47, 55, 184-6, 206,

234, 239, 263, 271-8, 284-5
see also values
acceptance of others 39-40
change 271-8, 284-5
definitions 26-7, 263
El principles 41-6
evaluative positions 26-7
importance 37-47
interferences 38
judgements 38
KASH model 46-7, 55, 271-8, 284
leadership 206
measurement 239
OK Corral 39
organisational culture 184-6
perceptions  26-7
performance 467
teams 234
three-layered cake model 37

authentic leadership 208-17

see also leadership

change 208-10

creativity 213

Gandhi 210-11

role models  213-15

skills  213-5

transactional leadership 209
transformational leadership 209
trust 214
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automatic responses 147
awareness 79-81, 119-25, 245
see also body awareness; other awareness;
self awareness

balanced outlook  155-6
bank account illustration, self regard
88-90
BarOn, Reuven 251-2
Be Perfect, condition of worth 108-9
Be Strong, condition of worth  108-10
Beckhard, Richard 187
behaviour 28, 44, 48-9, 106, 184-6, 225
ABC triangle 28
driver 106
employees 1846
feelings and 44
organisational attitudes
TA 48-9
team 225
being/doing dichotomy  43-4, 89, 101
Belbin® team roles 258
beliefs 11, 65
see also attitudes
beneficiaries, appraisals
Bennis, Warren 197-8
Berne, Eric 48, 292
bipolar scales 242-3, 248-50
body awareness 119-25
see also other awareness; self awareness
body checks 121-2
body intelligence 56-60
body language 30-1, 125
body pyramid, FTD triangle 30-1
Born to Win (James & Jongeward) 48
brain research 23-4, 56-7
brand value 184, 186

186-6

191-2

buddy systems 177-8, 277
bullies 40
business needs 181-3

CAEI see Centre for Applied Emotional
Intelligence
capacity for doing 30
care see self care
Caruso, David 253
Centre for Applied Emotional Intelligence
(CAEI) 9, 76, 275, 2717, 289-91,
297-8
Certificate in Applied Emotional
Intelligence xii, 247-8, 277
change 3-4, 34-5, 45, 71, 147, 176-8,
186-17, 208-10, 235-6, 271-8, 284-5
acceleration factors 3—4
attitudes 271-8, 284-5

authentic leadership 208-10
Beckhard’s formula 187
comfort zones 71, 1867
El key aspects 34-5
El principles 45
flexibility 147
habits  176-8, 271-8, 284-5
organisations  186-7
stretch zones  186-7
teams 235-6
time difficulties 284-5
twenty-one day commitment
Child (TA) 50-53
childhood beliefs 38, 71
choices 63-6, 176
choicefulness 176
interferences  64-6
meaning 71
over-generalisation  64-5
parental judgements 65
prejudice  65-6
rigidity 65
coercive leadership style 200, 205
cognitive intelligence 9, 13-24, 57-8, 255
see also intelligence
ABC triangle 28-9
aging 17
cognitive mind  57-8

176-8

false facts about 13-24
feelings 23-4

gender issues 21-3

IQ 9,13,24

multiple intelligences 13-14
success in life 21-3
cognitive mind  57-8
cognitive view of human nature 272
coins example, perception 43
comfort zones 68-70, 1867
commitment in teams 225-6
communication 128, 231-2
comparisons in empathic listening 133
competence, conscious & unconscious 20
competencies 20, 187-8, 193-6, 239
see also performance
EI measurement 239

emotional, in appraisal 193-6
framework 187-8
Concorde, Dr Alex 56-8, 71, 121

conditional self regard 105-6
conditions of worth  106-10
Be Strong  109-10
Hurry Up 110
Be Perfect 109
personality adaptations
Please Others 109

110-13
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questionnaire  107-8
Try Hard 109
confidence see self confidence
conflict handling 158-66, 226-8
see also negative feedback
aggressiveness  158-9
assertiveness 158, 227
Harvard Negotiation Model 162
identifying “wants” 160
OK Corral 161-2
other awareness 163
passivity  158-9
perspectives  160-1
regard for others 163
relationship management
self awareness 163
self management 164-5
self regard 163
teams 226-7
connectedness 148-9, 164-5, 205
consultants  271-95
AppliedEl  291-2
CAEI 289-91
contracting 289, 292-3
El measurement 247-8
ethics code 289-91
expectations 283
learning interventions
overselling 2834
performance 283—4
practices 292-3
relationship management 288
ROTI 293-5
start levels 287-8
contamination, ego states/patterns

165-66

271-83

52-3

contracting 136, 191, 289, 292-3
appraisals 189
consultants 289, 292-3
feedback 136
TA 292

control 27-8, 41-2, 156-17, 165, 242, 273
actions 41-2
feelings 27-8, 42, 156-7, 165, 242

training 273
creativity 213, 250
crisis of meaning 4-5
Csikszentmihalyi, Mihaly 72
culture  183-6, 228-9, 291

customer relationships 1834

damaged people, strokes for 91

Damasio, Antonio 23

demands, stress 58-9

dependence on others 166-7
see also interdependence

depression  15-16
Descartes’ Error (Damasio) 23
Destructive Emotions (Goleman) 67
development 34-5, 93-103, 105-18,
123-6, 127-39, 206-8, 271-8
El 34-5, 105-18, 127-39
active empathic listening 127-34
interindividual differences 113-17
leadership 206-8
other awareness 123-39
regard for others 101-3
relationship  134-9
self regard  93-101
training 271-8
diaries 171
see also journal keeping
differences
individuals 113-17
Jungian typology versus EI
tolerance of 232-3
discrimination by tests 237
distractions, goal directedness 145-6
doing 28-31, 434, 62-3, 101-2, 278-9
doing/being dichotomy 43-4, 101-2
El definition 28-31
FTD and body pyramid 30-1
FTD triangle 28-9, 49, 111-3
integrating 62-3
learning by doing  278-9
drawbacks, measurement 250-1
drivers, behaviour 106

Dulewicz, Vic 252

262-3

ECI-360° measure (Goleman) 252
economising on training 273-4
effectiveness 182, 201, 204-5, 246, 250
see also Individual Effectiveness
questionnaire; Team Effectiveness
questionnaire
leadership  200-1, 204-5
OE measure 182, 250
PE measure 246, 250
efficacy, self efficacy 88
ego states/patterns 49-53
EI see emotional intelligence
EIQ measure (Dulewicz & Higgs) 252
EL (emotional literacy) 37
Emotional Intelligence: Why it can matter
more than IQ (Goleman) 12, 241
emotional intelligence (EI)

concepts  5-6, 10-12, 25-32, 41-7,
76-8, 240-1
definitions 28-32, 251-3, 262-3

five crucial aspects 33-5, 286
historical aspects 5-6
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model 10, 76-8, 81, 194, 240-1,
260-1, 288
principles 41-6
terminology 37
emotional literacy (EL) 37
Emotional Quotient (EQ) 9, 13, 24
emotions 25, 67, 141-3, 171, 193-6, 203,
255-6
see also control; feelings
competencies 193-6
definitions 25
measurement  255-6
reactions diary 171
resilience  141-3
suppression 67
empathy 127-34, 289
acceptance of others 133
active empathic listening 289
attention 132-3
comparisons 133
“emptying” yourself 132
feelings 133-4
judgements 133
listening 127-34
other awareness 123
questioning 1334
employment 4-6
empowerment measurement model
“emptying” yourself 132
energy levels 15, 258
engulfment, fear of 115
enthusiasm  225-6
environment, outdoor learning 280-1
EQ see Emotional Quotient
EQ-i measure (BarOn) 251-2
ethics 35, 272-3, 275-6, 289-91
see also values
evaluative positions 26-7
see also self evaluation
excluded/excluding ego states 51-2
expectations 87, 144, 202, 283
experiential learning 170, 278-82
expressing feelings 156-7, 165, 231-2
expressive behaviour 157
extraversion 45, 114-15, 261, 265,
268-70

2434

faking, measurement  246-7
feedback 173, 204
see also negative feedback
feelings 6-7, 23-4, 26-32, 42, 44-5,
48-51, 62-3, 111-13, 1204, 130,
1324, 156-17, 165, 207-8, 228,
231-2, 2614

see also emotions
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behaviour 44

communication 231-2

control 27-8, 41-2, 156-7, 165
definitions 26, 28-32, 262

El definitions 28-32, 262

empathic listening 1334

expressing feelings 1567, 165, 231-2
FTD and body pyramid 30-1

FTD triangle 28-9, 49, 111-13

historical aspects 5-6

integration concepts 62-3
leadership 207-8
other awareness 123—4

reflective listening 130
responses  27-8, 42
self awareness 120-2
self justified 44
stimuli  27-8, 42
team climate 228
thinking 23-4, 62-3
“fight or flight” mechanism 190-1
flexibility ~146-7, 164, 203, 219, 259
automatic responses 147
Belbin® team roles 258
change 147
exploring alternatives 147
leadership 203—4
rigidity 146
self management
teams 219
Flow, Csikszentmihalyi 72
focused questions 131
FTD (Feeling, Thinking and Doing) and
body pyramid 30-1
FTD (Feeling, Thinking and Doing)
triangle 28-9, 49, 111-13

146-7, 164

Gallwey, Timothy 18, 55, 57, 220, 240,
275, 281-2

Gandhi, Mahatma

Gardner, Howard

210-11
13-14, 24, 76, 240, 255

gender 116-17, 255
gestalt 256
Giges, B. 280

goal directedness 144-6, 164, 204-5
Goleman, Daniel xv, 12, 18, 37, 67,
198-200, 203, 205, 207-8, 239, 241,
252, 258
Gratton, Lynda 34, 214
growth 17-18, 45-6, 61, 69, 279
comfort zones 68-70
EI 17-18
experiential learning  279-80
Maslow’s needs 61
physis  45-6
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habits 46-3, 55, 174, 234, 271-8, 284-5 Institute of HeartMath 60

change 176, 271-8, 284-5 instrumental behaviour 157

KASH model 46-7, 55, 271-8, 284 Integrated Adult 50-1

teams 234 integrating FT & D 62-3

twenty-one day commitment 176-8 intelligence
Harvard Negotiation Model 162 see also emotional . . . ; interpersonal . . . ;
health 21, 39, 45, 184, 254 intrapersonal . . .

hearing 131

Heart Rate Variability (HRV) 60
Higgs, Malcolm 252

hormones 26, 67

HRYV see Heart Rate Variability
human nature 45, 272

body intelligence 15, 56-60

cognitive intelligence 9, 14, 21, 234,
28-9, 57-8, 255

IQ 9,13,24

multiple intelligences 13-14, 24, 76,
240, 255

The Human Side of Enterprise (McGregor) Intelligence Quotient (IQ) 9, 13, 24

189
humanism 4-5

Hurry Up, condition of worth 108, 110

El versus 1Q 24
EQ versus [Q 9, 24
false facts 13-24

interdependence 166-8, 223
identifying interferences 18-20, 38, 55, 61-6,

lost personal history 172
what you want 160
[Eq 360° 286-7
I'm OK, You're OK see OK Corral
impulses 146
independence 166-7
Individual Effectiveness questionnaire (&)
61, 78-81, 105, 115, 176, 202, 235,
246, 248-50, 275, 286-8
see also measurement; Team Effectiveness
questionnaire
attitudes 275
awareness 79-81
consultants  286-8
El development 105
IEq 360° 286-7
Interferences 275

174-6, 220-1, 233-4, 240, 262, 275,
281-1
assumptions 63
attitudes 38
choicefulness 176
choices 63-6, 176
experiential learning 281-2
integration concepts 62-3
judgements 63
minimalising 61-6
motivations 61-2
P=p-i 55,220,233, 240, 281
performance 18-20, 55, 61-6
personality  174-6
self acceptance 176
teams 220-1, 233-4, 281-2
training 275

leadership 202 interindividual differences 113-17

life positions  78-9

gender 116-17

MBTI 115 MBTI 114-15

measurement 246, 248-51, 286 NLP 115-16

PE measure 246 TA 113-14

product information 248-51 interpersonal intelligence 10, 12, 14,

reflective learning 80-81

regard for others 78-9

relationship management  80-1

sales teams 235

scales 78-81, 245-6, 248-50

self assessment  80-1

self management 79

self regard  78-9, 286-7

twenty-one day commitment 176-8
individuals

interindividual differences 113-17

16-17, 22, 32, 76-1, 194, 240-1, 260,
288
see also other awareness; relationship
management
El model 10, 76-8, 194, 240-1, 260-1,
288
example 32
Jungian typology 260-1
multiple intelligences 14
success in life 22
three-layered cake model 12

inner conflicts 150-1 interventions, training 273, 277-8
Inner Game books (Gallwey) 19, 219 interviews 190-2, 195-6, 246
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intrapersonal intelligence 10, 12, 14-16,
22, 31-2, 76-1, 194, 240-1, 260-1,
see also intelligence; self awareness; self
management

addiction 15-16

depression 15-16

El model 10, 76-7, 194, 240-1, 260-1

energy levels 15

example 31-2

intuition 15

Jungian typology 260-1

mood management 15

multiple intelligences 14

self motivation 15

stress, dealing with  15-6

success in life  21-2

three-layered cake model 11-2
introversion 45, 114-15, 261, 264-5
intuition 15, 57, 120, 122

James, Muriel 48

jobs  4-6, 22

Joines, Vann 48, 110

Jongeward, Dorothy L. 48

journal keeping 170, 215
see also diaries

judgements 38, 63-6, 101, 133, 189, 261,

272-3, 275-6

acceptance of others 38
appraisals 189
attitudes 38
awareness 38
empathic listening 133
interferences  63-6
judging functions 261
Jungian typology 261
moral scruples  272-3, 275-6
parents 64-5
regard for others 101
understanding 38

Jungian typology 260-70
EI differences 262-3
El/Jungian preferences 267-70
extraversion 261, 265
inter/intrapersonal intelligence 260-1
introversion 261, 265
judging functions 261
measurement 260-70
other awareness 260-1, 264-5
perceiving functions 261
performance 265
personality  263-6
practical implications 2636
preferences  267-70
profiling example 264-6

relationship management 261, 264-5
self awareness 260-1, 264-5

self management 261, 264-5
theoretical EI link 260-3

KASH (Knowledge, Attitudes, Skills and
Habits) model 46-7, 55, 271-8,
284
Kirkpatrick four-step model 294
knowledge 46-7, 55, 151, 169-78, 232,
271-8, 284
being known 151, 232
KASH model 46-7, 55, 271-4, 271,
284
self knowledge 1724
Kolb’s learning cycle 278-9

leadership 34, 6, 197-217
attitudes 206
authentic leadership 208-15, 235-6,

273

coercive style 199, 205
connectedness 205
development 206-8
effectiveness 201-2, 204
emotions 203
exercises 215-17
expectations 202
feedback 204
feelings 207-8
flexibility 203
goal directedness 204-5
IEq 202
journal keeping 215
openness 205
other awareness 202
Pacesetting style 199, 205
power 205
reflections  215-17
relationship management 201-2, 205
self assessment 204
self regard 207
styles  198-206
values 206

learning 18, 169-72, 271-83
see also reflective learning; training
action learning 282-3
consultants  271-83
development training 271-8, 280-1
experiential learning 278-82
interventions 271-83
Kolb’s cycle 278-9
learning by doing  278-9
outdoor environment 280-1

P=p-i 281
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personal growth  279-80
unlearning 18
Leighton, Alan 210
life positions 39-40, 78-9, 84-6, 1834
see also OK Corral; Transactional Analysis
Limbic System 23, 56-9, 71
linear scales 241-2, 248-50
listening 102, 124-34, 289
active empathic listening
other awareness 124-5
log, learning 170
see also diaries
love, expressed 89-91

127-134, 289

McClelland, David 258-9
McGregor, Douglas 189
McKee, Annie 207-8
MacLean, Paul 57
management 195-6, 236
see also leadership; self management
Martinez’s EI definition 252
Maslow’s hierarchy of needs
materialism 4
maximising potential
Mayer, Jack 253
Mayer Salovey Caruso Emotional
Intelligence Test (MSCEIT) 253
MBTI see Myers—Briggs Type Inventory
meaning, personal meaning 4-5, 71-2
measurement 34, 75-81, 182, 237-70,
272, 274-5, 286
see also Individual Effectiveness
questionnaire; Team Effectiveness
questionnaire
attitudes 47, 239
competencies 239
consultants  247-8
difficulties 77-8
drawbacks  250-1
ECI-360° measure 252
El crucial aspects 34-5
EI definitions 251-3
El model 75-8
El profiling 239-43
EIQ measure 252
empowerment model
EQ-i measure 251-2
faking 246
gestalt 256
historical measures
[Eq 360° 286-7
intelligence  254-5
Jungian typology 260-6
KASH model 272, 274-5
medical models 2434

4-5,61-2

68-72

2434

241-3

307

motivation 258-60
MSCEIT 253
NLP 257
OE measure 182, 250
ownership  244-5
P=p-i 240
PE measure 246, 250
personality 240, 257
problems 23941, 2501
purposes 2437
recruitment  245-7
requirements  237-9
scales 78-81, 241-2, 245-50
scoring 244
selecting measures 248
self assessment 247
self awareness 75, 240
self regard 2534
trust 242
usage 238-9, 247-8
medical measurement model
Mehrabian, Albert 30-1, 208
messages experiment, Mehrabian  30-1,
208
mirroring 129
Molecules of Emotion (Pert) 25
monitoring emotional recovery 667
mood management 15
morals  272-3, 275-6, 289-91
see also values
motivation 14-15, 61-2, 225-6, 258-60
common purposes 226
enthusiasm 225
individuals 226
interferences 61-2
measurement 258
need for achievement
OK Corral 258-9
self motivation 15
self regard 259
TA 258-9
TEq 225-6
MSCEIT see Mayer Salovey Caruso
Emotional Intelligence Test
multifaceted EI 33
multiple intelligences
255
Myers—Briggs Type Inventory (MBTI)
114-15, 257

2434

258-60

13-14, 24, 76, 240,

needs 4-5, 16, 61-2, 181-3, 258-9
negative feedback 86, 89-90, 99-101,
136-9, 159-60, 192-3, 204, 228-9
see also feedback
appraisals 192-3
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battles, avoiding 138
conflict handling 138, 159-60
contracting 136
leadership 204
negotiation 100
OK Corral 137
personalised feedback 137-8
plus minus plus sandwich 138
strokes 90, 136-9
summaries 139
team climate 228-9
negative strokes 89-93, 98-101
neglect 92-3
negotiation 100, 162
Neurolinguistic Programming (NLP)
115-16, 257

OE see Organisational Effectiveness
measure

OK Corral  39-40, 49, 78-9, 84-6, 137,

161-2, 1834, 258-9
see also regard for others; self regard;
Transactional Analysis

acceptance of others 3940

attitudes 3940

bullies 40

conflict handling 161-2

customer relationships 1834

[Eq 78-9

life positions  39-40, 84-6

motivation 258-9

negative feedback 137

relative regard  84-6

self acceptance 3940
openness 148-9, 164-5, 205, 231-2

communication 231-2

leadership 205

self management 148-9, 164-5
optimisation, performance xi, 7, 55-72
optimism  155-6

INDEX

assumptions 124
awareness scales 79-81, 245
conflict handling 163
development 123-6, 127-34
emotions 256
empathy 123, 127-34
feelings 123-4
[Eq 79-80
Jungian typology 260-1, 264-5
leadership 202
listening  124-6, 127-34
measurement 245
others
see also other awareness; regard for others
acceptance 38-40, 131-3
pleasing others 109
outdoor learning environment 2801
over-generalisation 645, 117
overselling 283-5
ownership  244-5

P = p — i (Performance = potential —
interference) 19, 55, 220, 233, 240,
281
see also interferences; performance;
potential
pacesetting leadership style  199-200, 205
panic zones 70
paraphrasing 130
Parent, Adult and Child model 50-3
parental judgements 64-5
passivity 158-9
PE see Potential Effectiveness measure
perception  26-7, 43, 261
perfectionism 109, 173-4
performance xi, 7, 19, 22, 33, 55-72,
170-1, 219-24, 233, 240, 266, 281-2,
284
see also appraisals; competencies
body intelligence 56-60

Organisational Effectiveness (OE) measure consultants 2834

182, 250
organisations  181-96, 287-8, 291-2
appraisals  187-96
business needs 181-3
change 186-7
competencies 187-96
consultancy start levels 287-8
culture 183-6, 291-2
OE measure 182
Orioli, Esther 199

other awareness 79-81, 123-6, 127-34,

163, 202, 245, 256, 260-1, 264-5
see also interpersonal intelligence;
relationship management

experiential learning 281-2
interferences 55, 61-8
Jungian typology 266
KASH model 46-7, 55
key determinants 46-7
measurement 47
optimisation 55-72
P=p-i 19,55,220, 233, 240, 281-2
potential 55, 68-72
predictions 33
reflective learning 170
teams 219-24, 233
personal power 88, 143-4, 205, 229

achievement recognition 144
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expectations 144

exploitation 144

leadership 204

self management 1434, 229

self regard 88, 143—4

personality 11-12, 48-53, 110-13, 174-6,

240, 256-1, 263-6

adaptations 110-13

conditions of worth  110-13
FTD triangle 111-13
interferences 174-6

Jungian typology 263-6
measurement 240, 257, 263-6
relationships  111-13

TA 48-53

10-12
160-1

three-layered cake model
perspectives, conflict handling
Pert, Candace 25, 56
pessimism  155-6, 229
Peters, Tom 188
phenomenology 43
physical support for resilience 142
physis, Aristotle 45-6
Please Others  108-9
plus minus plus (+ — +) sandwich, negative
feedback 138
PNI see psychoneuroimmunology
positive feedback 204
see also feedback; negative feedback
positive self-talk  94-5
positive strokes  89-93, 95-8, 134-6,
167-8
potential  19-20, 55, 68-72, 220, 233,
240, 281-2
comfort zones 68-70
experiential learning  281-2
interferences 18-20
IQ false facts 17-19
maximisation 67-71
meaning 71-2
P=p-i 19,55,220, 233, 240, 281
performance 68-72
purpose alignment
strengths 68
teams 220, 233
weaknesses 68
Potential Effectiveness (PE) measure
250
practitioners 271-95
see also consultants
praise  89-92, 134-6, 228
prediction, performance 33
prejudice  65-6
Presence, Senge 72
principles, EI  41-6

71-2

2406,

309

proactive change 208-10

process definition, EI  31-2

profiling  241-3, 265-6

promise keeping 150

pseudo-objectivity 63

psychoneuroimmunology (PNI)
120-2

13, 56,

questioning
active talking 131
empathic listening
questionnaires 107-9
see also Individual Effectiveness . . . ;
Team Effectiveness . . .

1334

reactions diary 171
reactive change 208-10
realism  155-6
recognition 88-9, 144
recovery, emotional 667
recruitment  245-7
reflective learning 80-81, 169-73
awareness 80-81
emotional reactions diary 171
identifying lost history 172
journal/log keeping 170
performance reviewing 170-1
reviewing experiences 170
self knowledge 172-3
time lines 171-2
reflective listening
regard for others
245
see also self regard
being/doing dichotomy 101
conflict handling 163
IEq 78-9
judgements 101-2
listening  102-3
measurement 245
relative regard  84-6
understanding others 102-3
relationship management 149, 153-68,
183-4, 196, 201, 205, 230-1, 261,
264-5, 288
see also interpersonal intelligence; other
awareness
appraisals 196
balanced outlook  155-6
building relationships 230
conflict handling 158-66

consultants 288

129-30
78-9, 84-6, 101-3, 163,

customer relationships 183—4
emotional control 156-7, 165
expressing feelings 156-7, 165
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interdependence 166-8
Jungian typology 261, 264-5
leadership 201, 205
self management 149, 165-6
TEq 230-1
trust  154-5, 230-1
relative regard  83-5
reliability, measurement 237-8
remote teams 235
research 12-13, 234
resilience  141-3
respect 132
responses
appraisals  189-94
automatic responses 147
emotional reactions diary 171
feelings 27-8, 42
responsibility, actions 41-2
return on training investment (ROTI)
293-5
reviewing experiences 170
rigidity 65, 146
role models  212-15
Rosenfeld, E. 80

ROTI see return on training investment

sales teams 235

Salovey, Peter 253

scales 9, 78-81, 241-2, 245-50
awareness scales 79, 245
bipolar scales 242, 248-50
IEq 78-81, 245-6, 248-50
linear scales 241-2, 248-50
measurement 78-81, 241-2, 245-50
Regard for others 245, 249
self assessment  80-81, 247, 249-50
self regard 245, 249

Scase, Richard 34, 214

scoring systems, measurement 244

selection of measures 248

self acceptance 83-4, 176

self assessment 80-81, 1724, 204, 247,

250

El scale 80-81, 247, 250

leadership 204

self knowledge 1724

self awareness 53, 75, 79-81, 120-2,

163, 240-1, 245, 255-6, 260-1,
264-5

see also intrapersonal intelligence; self

management

awareness scales 79-81, 245

conflict handling 163

emotions 255-6

feelings 121

INDEX

IEq 79-80
intuition 122
Jungian typology 260-1, 264-5
measurement 75, 240-1, 245, 260,
264-5
Parent, Adult and Child model 53
self regard 120
self care 230
self confidence 21, 86-7, 92, 1667,
2534
expectations 87
interdependence  166-7
self regard  86-7, 2534
strokes 92
success in life 21
self efficacy 88
self esteem see self regard
self justified emotions 44
self knowledge 169-78
see also knowledge
feedback 173
interferences 174-6
perfectionism 173
reflective learning  169-72
self assessment 1724
twenty-one day commitment 1768
self management 59-60, 79, 141-51,
164-6, 229-30, 249, 261, 264-5
see also intrapersonal intelligence; self
awareness
body intelligence 56-60
conflict handling  164-5
connectedness 148-9, 164-5
flexibility 146-7, 164
goal directedness 144-6, 164
[Eq 79,249
Jungian typology 261, 264-5
limbic system 56-7
openness 148-9, 164-5
pessimism 229
personal power 1434, 229
relationship management 149, 165-6
resilience 141-3
self care 230
TEq 229
trust  149-51
self motivation 15
self regard 21, 78-9, 834, 86101,
105-6, 120, 143-4, 163, 189, 207,
245, 253-4, 259, 286-7
see also regard for others
appraisals 189
bank account illustration 88-93
components  87-8
conditional self regard 105-6



conflict handling 163
development 93-101
IEq 78-9, 83—4, 286-7
leadership 207
measurement 245, 253—4, 259
motivation 259
negative feedback 98-101
positive self-talk 94
personal power 88, 143—4
raising self regard  86-93
recognition 88-9

self acceptance 834
self awareness 120
self confidence 86-7, 253—4
self value 834
strokes  88-101
success in life 21
self value 83—4

Senge, Peter 72
sense modalities, NLP 115-16
skills  46-7, 55, 129-34, 213-15, 271-8,
284
active listening 129-34
authentic leadership 213-15
KASH model 46-7, 55, 271-8, 284
social change 6

start levels, consultants 287-8
Stewart, lan 48, 110
stimuli, feelings 27-8, 42

strengths, maximising potential 68
stress 16, 56-61
stretch zones  69-70, 186-7
strokes 88-101, 134-9, 167-8
damaged people 91
interdependence 167-8
love 89-91

negative feedback 90, 98-101, 136-9

packaging 93

positive strokes 94-98, 134-6, 167-8

praise/appreciation 90, 134-6

self confidence 92

self regard  86-101

stroke grid 89

stroke ratios 91

TA 88-9

value 89-90
Stuntz’s five-chair technique
success in life  21-2, 254
supports for resilience 142-3
suppression of emotions 67
survival, Maslow’s needs 61-2

150-1

TA see Transactional Analysis
TA Today (Stewart & Joines)
talking, active talking 130-1

48

INDEX

Te

teams
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am Effectiveness questionnaire (&)
201, 225-34, 236, 250, 286-17
see also Individual Effectiveness
questionnaire; measurement;
teams
behaviours list
change teams 235-6
commitment 225
conflict handling 226-7
consultants 2867
example 233-4
measurement 286
motivation 225
openness 231-2
relationship management
self management 229
senior leadership 235-6
team climate 228
tolerance of differences
219-36, 258-60
see also Team Effectiveness questionnaire
attitudes 234
Belbin® team roles
climate 228
example 223
flexibility 219
habits 234
interdependence
P=p-i 220
performance 219-24
qualities 223
types 234-6
values 234

virtual teams

225

230-1

232-4

258-60

223

235

thinking 23-4, 28-32, 49, 62-3, 111-13,

261-2
see also cognitive intelligence
EI definitions 28-32, 263
feelings 23-4, 62-3
FTD and body pyramid 30-1

FTD triangle 28-9, 30-1, 49, 111-13
integration concepts 62-3
three-layered cake model 10-12, 37

time difficulties, attitude/habit change

284-5

time lines, learning 171-2
time pressures, training 273

timing, appraisals
tolerance

192-3
232-4

training 46-7, 271-8

see also learning
cognitive emphasis
control 273
economising 273—4
IEq 275, 278

272
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interferences 275
interventions 273, 277-8
KASH model 46-7
measurement difficulties 272, 274-5
moral scruples  272-3, 275-6
senior management 273
Transactional Analysis (TA) 39-40,
48-53, 78-9, 84-6, 88-9, 113-14,
259-60, 292
see also behaviour; personality
acceptance of others 39-40
contracting 292
ego states/patterns 49-53
I[Eq 78-9
interindividual differences 113-14
life positions 84-6
motivation 258-60
OK Corral 39-40, 49
Parent, Adult and Child model 50-3
reasons for usage 48-9
strokes  88-93
transactional leadership 209
transformational leadership 209
trust  149-51, 213—4, 230-1, 242
authentic leadership 213-14
being known 151
inner conflicts  150-1
invitation to  149-51
measurement 242
promise keeping 150
relationship management 154-5
Stuntz’s five-chair technique 150-1
teams 230-1
willingness  154-5
trying hard  109-10

INDEX

twenty-one day commitment 176-8, 277
typology, Jungian typology 260-70

unconditional acceptance 38
see also acceptance of others; self
acceptance
understanding others 38, 102, 233
unlearning 18

validating stage, active listening 131-2
validity, measurement 238
value 83-4, 89-90, 184, 186
see also strokes
love 89-90
self value 83—4
values 4-5, 11, 103, 206, 216, 234
see also attitudes; ethics
brand 184, 186
historical aspects 4-5
leadership 206, 216
teams 234
three-layered cake model 11
understanding others 103
variable comfort zones 70-1
verbatim reflection 129-30
virtual teams 235

“wants”, identification 160
weaknesses 68

willingness, trust  154-5

work 4-6, 22, 184-6, 245-7
worth, conditions of worth 106-13
worth, self see self regard
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