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What is Emotional Intelligence?

The most widely accepted model of emotional intelligence (El) has been influenced by several
scientists and researchers. Robert Sternberg’s and Howard Gardner's (1983) theory of multiple
intelligences suggests that interpersonal and intrapersonal intelligence are unique and different
from the mathematical and logical type recognized today as "IQ" or general intelligence. Peter
Salovey and John Mayer first proposed their own theory of El in 1990 and Reuven Bar-On
(1988) has placed El in the context of personality, health and well-being.

Daniel Goleman (1998) reformulated El in terms of a theory of organizational and job
performance. All these models, however, share a common core of basic concepts including
Self-Awareness, Self-Management, Social Awareness, and Relationship Management. The
Consortium for Research on Emotional Intelligence in Organizations (www.eiconsortium.org) is
a useful website that serves as a resource portal on the topic of emotional intelligence including
information on measures, current findings and El resources.

Research on El and Performance

A growing research literature suggests that EI may play a far more important role in career
success and job performance than general intelligence (cognitive ability). A recent meta-
analysis of 69 independent studies explored the predictive validity of emotional intelligence with
diverse job performance outcomes (Van Rooy & Viswesvaran, 2004). Results suggested
diverse measures of El correlated .23 with job performance (k=19, N=4158) and .22 with
general mental ability.

These correlations suggest that El can be considered a moderate predictor of job performance
and success, relative to other types of personnel selection techniques including interviews,
personality inventories and assessment centers. Other recent El research studies suggest that:

« Highly conscientious employees who lack social and emotional intelligence perform
more poorly than those high in conscientiousness and emotional intelligence.

. On average, strengths in purely cognitive capacities are approximately 27 percent more
frequent in high performers than in the average performers, whereas strengths in social
and emotional competencies are 53 percent more frequent.

« The highest performing managers and leaders have significantly more "emotional
competence" than other managers.

« Poor social and emotional intelligence are strong predictors of executive and
management "derailment" and failure in one's career.
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Leadership Makes a Difference

Leadership and relationships play a key role in organizational success. Recent research on the
association between employee satisfaction and job performance suggests that the single most
important contributor to the feelings of employee engagement, empowerment and satisfaction is
based on the relationship they have with the leaders of the organization. A recent meta-analysis
of over 7,939 business units in 38 companies explored the relationship at the business-unit level
between employee satisfaction-engagement and the business-unit outcomes of customer
satisfaction, productivity, profit, employee turnover, and accidents (Harter, Schmidt & Hayes,
2002). Generalizable relationships, large enough to have substantial practical value, were
found between unit-level employee satisfaction-engagement and these business-unit outcomes
suggesting that management practices that affect satisfaction can have bottom line results on
productivity and profit.

A recent 2005 survey of 7,600 employees in diverse industries in the US by Career Systems
International (Training and Development, April 2005) on the top “retention drivers” found that
third on the list at 41.8% was “relationships and working with great people” (exciting
work/challenge was first with 48.4% followed by career growth, learning and development
42.6%). In another survey with 2 million employees in 700 US companies Gallop found that
employee tenure and productivity are directly related to relationships between employees and
their supervisors and not salary.

In today’s global economy where outsourcing, downsizing and acquisitions are common place,
companies must compete to find, attract, develop and retain the best talent. Given estimates
that the costs of replacement of highly skilled workers and those in leadership roles can run up
to 200% of the employee’s salary, plus the cost of losing valued employees—sometimes even
to competitors—the incentive for selecting and retaining talent is of enormous importance to
employers. Furthermore, turnover is now a principal concern of CEOs because it can directly
affect the bottom line.

In a recent study sponsored by both Unifi Network (a division of Pricewaterhouse Coopers) and
Roper Starch Worldwide Network, Inc., turnover has a direct and negative impact on both
customer service and satisfaction. Their survey results suggest that employee turnover has a
direct effect on customer retention, loyalty and defection. More than 80% of those responding
perceived employee retention as a problem. As a result, many companies in the US are taking
a more serious look at the principles of talent management and the impact of leadership
effectiveness on retention.

Envisia Learning Leadership Study

A recent study by Envisia Learning explored the relationship between leadership effectiveness
(measured as a composite set of nine specific emotional intelligence oriented management
practices) and several specific organizational outcomes including employee retention, job
satisfaction, employee engagement and perceived stress in a large food service company as
part of their annual employee satisfaction surveys over a two year period. The employee
surveys were distributed to all corporate and field employees in both 2002 and 2004. Single
item measures were used to assess perceptions of stress, job satisfaction, engagement,
perceived sensitivity to work and family issues, and retention (likeliness of leaving within the
next 12 months).
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Employees who rated leaders in the organization as more emotionally intelligent and effective
were significantly less likely to consider leaving within 12 months, were more engaged and
satisfied with work and reported significantly less stress compared to those who rated
leadership practices as less effective overall (Figure 1).

Figure 1

Envisia Leadership Effectiveness Study (N=153)
Significant Differences (all p's <.01)
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This study provides support for the hypothesis that emotionally intelligent leadership
effectiveness, defined as involvement oriented and sensitive management practices can have a
significant impact on employee’s commitment to the organization, perceptions of work stress
and intensions to remain with the company.



Employees who rated leaders in the organization as more emotionally intelligence were less
likely to consider leaving within 12 months, were more engaged and satisfied with work and
reported significantly less stress compared to those who rated leadership practices as less
effective overall.

Considerable evidence suggests that leaders and organizations that understand and respond to
both the complexities of the business environment and to the basic needs of their people
consistently outperform their less wise competitors by 30% to 40% in the United States (Pfeffer,
1998). This appears to be true for all industries, regardless of their size, age or type. For
example, Fortune’s “100 Best” companies to work for are more likely to have cultures in which
employee’s grow and have half the turnover rate (12.6% vs. 26%) and nearly twice the
applications for employment of companies not on the list (Work and Family Newsbrief, 1999).

Developing a Psychologically Healthy Workplace: What Leaders Can Do

Emotionally intelligent leadership appears to be one key contributor to the development of a
psychologically healthy workplace. Leaders can directly influence morale, retention,
commitment, satisfaction and perceptions of stress. A variety of approaches exist for
emotionally intelligent leaders to consider employing in the development of a healthy workplace.
These include:

= Gather feedback about strengths/development areas from other senior team leaders,
direct reports and internal/external stakeholders by using a multi-rater feedback
instrument

= Conduct a senior leadership team analysis of strengths/development areas using
interviews or team based multi-rater feedback tools

= Conduct annual employee engagement surveys to better understand how leaders can
change policies, procedures, processes, systems and management practices to
enhance satisfaction

= Employ a department wide “balanced scorecard” to measure and monitor internal
customer satisfaction of talent within your department

= Constructively and consistently manage the performance of underperforming talent

= Create and utilize employee teams to increase participation of employees in problem
solving, decision making and planning processes

= Analyze exit interviews for trends and develop strategies to increase retention of high
potential talent

= Support and implement work balance and family friendly policies, procedures and
programs to enhance engagement (e.g., telecommuting, child care, flex time,
wellness/health promotion programs)



Despite some recent criticisms about El (confusion about the definition, diverse approach to
measurement, overstated claims, overlap with personality), developing highly effective leaders
who are involvement oriented, relationship focused and capable of managing his/her emotions
appear to have strong associations with both performance and retention of high potential talent.
Despite exactly how El is conceptualized and measured, effective leadership makes a
difference to the “bottom line” and will continue to be important for companies to be competitive
in a global market today.
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ZUvaiodnuatikr] vonuoouvn:
Moda 1j ovoia;

AveEdptnta and tov akpifh opioud Kal Tov 1pono pé-
TPNONSs tNs ouvaloBNpatkns vonuoouvns, N nyeoia
nou tn &1a6¢tel au€avel tnv andédoon ns €talpeias Kal
Ba ouvexioel va anoteei aviaywviotkd NAgoveKTNPa
010 OUYXPOVO NaykOopIo OIKOVOUIKO nepiBdannov.

tou Dr. Kenneth Nowack, Wuxonoéyou kai
Chief Research Officer, ConsultingTools USA Inc.

1a rreproodtepo ard §vo Sekaetieg, drakekpiévol

ETTLOTTLOVEG KAl EPEVUVITEG €XOUV OUVELOPEPEL O

Snuoupyia evog amoSextou poviéhou ouvalodnua-

TIKNg vonpoouvng. H dempia moAamiov popewv

euguiag twv Robert Sternberg xar Howard Gard-

ner (1983) urtoSnAwvet 411 1 vonpoouvr TTou aoket
Kaveig yla Tig S1armpoonImkeég Kat Tig e0mTeptkég Slepyaot-
eg elvar povadikn kat Stagopetikr) ard tn vonpoouv Tou
xprnotporrotetl yia tny ermiAvon padnuatkou 1 Aoytkou tU-
mmou {nnuatwv (IQ). Ov Peter Salovey kair John Mayer
TPOTELVAY Yia TTPWTN popd T 81kr| Toug dewpia to 1990, e-
v o Reuven Bar-On (1988) e€étaoe tn oxéon g ouvaiodn-
MATIKTNG VONOOUVNG e TNV TTPOO®ITIKOTNTA KAl TNV YUXL-
k1] vyeila tou avipwriou. O Daniel Goleman (1998) avadia-
HOpPwoe ToV 6pOo KAl TOV CUOCXETLOE LLE TNV OPYAVWOLAKT] KAl
gpyaolakn armdédoon).

‘Oleg o1 maparmdvew dewpieg porpdovral évav Kowvo Kop-
1O Baok®v evvolwy, pHetaflU TV ormoimv 1 AUTOKPLTIKT, N
Slaxeiplon tou eautoU, 1 KOwvwVikn evatodnoia kat n dia-
xeipron oxéoewv. H 1otooeiida tng Koworpagiag yia tnv'E-
peuva otn Zuvatodnpatikr) Nonpoouvn otig Emxeprioeig
(Consortium for Research on Emotional Intelligence in
Organizations, www.eiconsortium.org) mmapéxet xprjotjLeg
TTANPO@Opieg KAl TIMYEG yia TOUG TPOTTOUG LETPNOTG TNG OU-
valodNUaAtTikng vonuoouvng, aAAd kal ta arfoteAéopata
TTPOOPATWY EPEUVAV.

‘EpeuVves yia tn oxéon cuvaloOnpatkns
vonpoouvns Kal anédoons

Meydhio pépog tng epeuvnuikng PifAtoypagiag ouykhiivel
OTO YEYOVOG OTL 1] OUVALCONLATIKT) VOTjLooUvn Stadpapatidet
OTAVTIKOTEPO POAO OTNV ETTAYYEALATIKT] AvENEN Kat Ty aro-
6oon oty epyaocia arr’ §,T1 ot StavonTikég tkavotnteg. Mua
mpéogartn peta-avaiuor, 69 avefdptnrmv peAetayv, efétaoe
av 1 ouvalodNIATIKY) vonpoouvn prmopet va rpofiéyet a§lo-
mota Ta didgopa armoteAéopata g epyaotakng arédoong
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(Van Rooy & Viswesvaran, 2004). ZUp@wva e 10 Baotko g
OUNITEPAONA, T) CUVALCONUATIKY VOTjLooUvn arfotelel évav
apketd kahd Setkrn TpdPAeyng TG ArmodoTIKOTNTAG KAl TNg &-
mTuxiag otny epyacia, oe 0X€or JLE TIG UTTOAOUTEG TTPAKTIKES
€MAOYNG TTPOOMTTIKOY, OTTWG Ol OUVEVTEUEELG, TA TECT TIPOOW-
MKOTNTAg KAt Ta Kévipa aglohdynong.

ZUpewva pe AAAeg TIPOOQPATEG EPEUVITIIKEG ILEAETEG:
e O1 TTOAU euouveidnrot epyaldpievot, ot orroiotl dpwg Sev Sra-
O€TOUV KOWVMVIKI] KAl OUVALOONLATIKY) VONULOOUVT), €LPAvi-
Couv xapnAoteprn arrodoon oe oxéom e 6ooug T Stadétouv.
e Katd 11€00 6po, ot kadapd S1avonTikég tkavotnTeg OUvavim-
viat katd 27% ouxvétepa oToug TIOAU arfoSoTikoug epyalopLeé-
VOUG, V(M Ol KOWVWVIKEG Kal ouvatodnuatikeég Se§lotnreg ka-
td 53% ouxvotepa.
e Ot pavatdep kat nyéteg avotepng armédoong Stadétouv Te-
proootepn "ouvarodnuatikr efiotnta’ oe oxéon pe ANoug
pavatdep.
° H xaunAn KOWmvikr] Kat ouvaltodnUatikr) Vonpooyvn aro-
TteAOUV 10XUpoUg Seikteg TTPOPAeYNG Tou StotknTikoU "eKTpo-
X1AOPoU" Kat TNng armotuxiag otny Kaptépa evog oTeEAEXoUG.

H nyecia kavel tn diapopa

H nyeoia xat ot S1arrpoomimkég ox£oetg maiouyv onpaviiko
pého oV opyavwolakr| emruxia. [Ipdogatn épeuva yia 1o
OUOXETIONO 1KAVOTTOINONG epyalopévmV Kal armodotikotnrag
avagépet OTL 1] OX€0T) TTOU €XOUV Ol epYalOLEVOL LLE TOUG TYE-
TEG NG eMXeipnong aroteAei To ONUAVTIKOTEPO TTApdyovia yia
m Snuoupyia ouvalodnpdtwy epyaotaxrg Séopeuong, evéu-
VAIWOoNG Kat tkavorroinong.

Muwa mipéo@patn peta-avaiuon oe 7.939 emxelpnuatikég
povadeg, 38 etapelwy, efétaoe T oxéon petady Tng tkavorroi-
Nong-6€0pevong Twv epyalopévmy KAl TWV ATTOTEAECHATOV
TV HOVAS®V OTNV 1KAVoTToinoT) MEAQT®Y, TNV TTapaymylKoTn)-
ta, v kepdogopia, tn Srarripnon epyalopévmy Kat Ta epya-
Tikd aruxnuarta (Harter, Schmidt & Hayes, 2002). ITapatn-
prIONKe, AorTdyv, OTL O1 TIPAKTIKEG HAVATCIEVT Yid TNV 1KAVO-
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TToinon ermpedouv Kaipia Ty mapaymytkotnta Kat Iy Kep-
Sogopia.

"Epeuva yia toug onpavtikdtepoug mapdyovieg Siarrpnong
epyalopévmv tng Career Systems International, n ormoia
51e§nNxdn onv Apepikr) to 2005 kan ouppeteixav 7.600 ep-
yagopevor drapdpwv Propnxaviwv (Training & Develop-
ment, ArpiAtog 2005), Seixvel 6t1 1 "oUvaymn ox€oemv KAt 1
ouvepyaoia pe e§aipetikoug avdpamoug” katardooerat tpi-
TN otn AMota twv TTapaydviwy, pe mocooto6 41,8% (mpwtn otn
Aota ftav n euxapilotn Kat IPoKANTIKY epyaocia pe 48,4%,
akohoudoupevn ard Tig eukalpieg emayyeApnatikng e§Engng
kat avarrtuéng pe 42,6%). e ahAn épeuva tng Gallop, ommou
ouppeteixav 2 ekatoppupla epyalopevor 700 apepikavi-
KOV €TAPELDV, Srarmotvetat 6Tt N ITapajlovr) otny etalpei-
a Kai n mapaymytkotnta enmpeddovial dpeca aro Tig oxé-
oelg petafl twv epyalopévmy Kal TV TTPOIoTAREVMY TOUG
Kat 6x1 ard v apopn.

2T onueplvn
outsourcing, ol TTEPIKOTTEG KAl Ol CUYXWVEUOELG ATTOTEAOUV

maykoopia  otkovopia, &rmmou  To
ouvndn eaivépeva, ot eMXEPNOELG aviaymwvifovrat yia va
Bpouv, va mpooeAkycouy, va avartyfouv kat va dtatnpn-
OOUV TO TaAévto. AeSopévng tng eKTipnong 6tt ot dardveg
AVTIKATAOTAOTG TTOAU 1KaveV epyalopévmyv kat 6owv Ppi-
okovtat oe Nyetikég déoelg evdéxetar va Eermepdoouv To
200% 1ng apoiPrg evog epyaldjevou, ouv To KOOTOG ATT®-
AELAG TOUG yla TNV EIMIXELPTOTN - KAl OUXVA €10XWPTOTG
TOUG OTOV aVIAywVioRd - To KivnTpo yia Tnv €mioyrn Kat
Sratrpnon taiévrou eivar 1oxupd yia toug epyodoteg. Em-
TTAE0V, 1] ATrToX®PN ot epyalopévmv aroteAel TTAéov KUpla a-
vnouxia twv CEO, kadwg enmpeddel dpeoa tnyv amodoTiko-
nta Ing erapeiag.

ZUpQwva pe mpdo@atn épeuva Tou xpnuatodotrdnke and
Tig Unifi Network (tprjpa tng PricewaterhouseCoopers) kat
Roper Starch Worldwide Network Inc, n armoxwpnon epyado-
Hévwv €xel dpeon kat apvnrik) eridpaor téoo otny e§urmpé-
Tnon 1meAat®v, 600 Kat otnyv tkavorroinor). [lepiocdtepo ard to
80% twV OUPPETEXOVIWV dedpnoe TN Slatr)prnon epyalopévmy
KUpto TTPOPANHA. Qg armotéAeopd, TIOMEG AILEPTKAVIKEG £TAL-
peteg apxifouv va Tipooeyyiouv e oopapdrepn Siadeon Tig
apxég tng Staxeiplong TaAéviou Kat v eMdpaon g arote-
Aeopatikrg nyeoiag otn Siarripnon epyalopévav.

Menéwn tns ConsultingTools USA yia tnv nyeoia

IIpdogarn perétn g ConsultingTools USA Siepeyvnoe
oxéor) LeTafy armoteAeopatikrg nyeoiag (opodetnuévn wg éva
OET €VVIA TKAVOTIT®WY CUVALOONUATIKAG VONLooUVNG TTIOU a-
TTOpPEOUV ard TIPAKTIKEG PLAvatdpevt) kKat S1apdpmv opyave-
OlaK®V AITOTEAEOPLAT®Y, HetafU Twv oroiwy 1 Statripnon ep-
yalopévev (mdavétnta amoxwprong Toug ermopevoug 12
MVEG), M EPYACLAKT| LKAvVOTTOINoN, 1) 8€0peucn) epyalopévmy
Kat To epyactakod oTpeg.

H peAétn mpaypatornmoidnke oe pia peydin ertapeia mou
Spaotnploroleitat otov topéa TV TPoPipwy, oe Stdotnua
800 €10V, WG LEPOG TV ETHOLWV EPEUVMV LKAVOTTOINONG €p-

O1 nyétes nou diabétouv
ouvaiocBnpatkh vonpoouvn
ennpedzouv onpavukd t d¢opeuon
TWV EQPYAZOPEVWY, TS avUANYEIS TOUS
YIO TO €EPYaoIakd OTPES Kal TS
NPOBETEIS TOUS va NaPAPEiVOUV
otV gtalpeia

yalopévwy tng etaipeiag. Ta epotnuatordyia dtavepndn-
kav 1o 2002 kat 10 2004 o€ 6Aoug Toug epyalopévoug, oe
eTaPIKO Kal ToImko erimedo.

Ot gpyaddievol TTou dewpoUv Toug Ny£teg Tng eralpeiag
ouvalodnpatikd €§UTTVOUg Kat arfoTeAEOILATIKOUG TTAV TTL0
armpdduol va aroxwpnoouv ard v etaipeia toug emdypie-
voug 12 prjveg, 1tav 1mo apooiwpévol Kat tKavoTTotnpévot a-
IO TNV €pyacia Toug Kat avépepav Xapnid erirmeda otpeg oe
oxéon pe 6ooug fadpordynoav Tig TTIPAKTIKEG TNyeoiag oto
OUVOAG TOoUug wg Atydtepo arroteAeopatikég (BA. ZxeSiaypap-
1a). ZUVenmg, N OUYKEKPLILEVT) LEAETT) uTTOOTNpideL TNV UTTO-
deon 611 o1 Nyéteg TTou 51ad€Touv oUVAlodNATIKT] VOTILOOU-
VI eMMPeAlouV oNpavIikd tn §€0peuUon TV epyalopévay, Tig
AVTIAYELG TOUG Yla TNV €PYACLAKO OTPEG KAl TIG TIP0dEoelg
TOUG va Tapajpeivouy otny etaipeia.

Ymapxouv onuavtikég evéei&elg 6t otig Hvaopéveg IToAt-
Teleg ALEPIKTG Ol TYETEG KAl Ol EMMXEIPTIOELG TTOU KATAVOOUV
KAl avtarokpivoviatl tooo oTig t81attepoTnTeg TOU ETTLXELPT)-
patikoy mepiBdAiovtog, 600 Katl OTig BA0IKEG AVAYKES TV
avdpwrwy utteptepoUv katd 30% - 40% TV aviaymviotov
toug (Pfeffer, 1998). Autd 1oxUel yia dAeg T1g Propnxavieg,
avefaptnrwg peyédoug, nhiikiag kar tumou. I'a mapddery-

MeAérn Tng CTUSA yia Tnv AnoteAeopariki Hyeoia (N = 153)
InpavmikéG Siapopéc (p's < .01)

——
Epyaciaké
OTpEG

Miathpnon
Epyalopévav
—

Ikavonoinon

YynAr Anoteheopatikétnta  XapnAn AnoteNeoparikotnTa

Ixebidypapua
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pa, ot 100 etaipeieg pLe To KaAUtepo epyaoctakd mmeptpaiiov
tou Fortune &iadétouv kouAtoupa avarmtugng twv epyalo-
Lévav, xapnAd 1ocootd anmoxwprioewy (12,6% oe oxéon pe
To 10XU0V 26%) Kat oxedov Tig SuThdoieg epappoyég Sraxet-
plong avdpwimvou Suvapkoy oe oUyKPLOoT) JLE TIG eTalpeieg
mou 8ev evtdooovtat ot AMota (Work and Family News-
brief, 1999).

Ns va avantu§ouv ol nyétes
éva yuxofoyikd uyiés epyaociako nepipaniov
H nyeoia mou Siadéter ouvaiodnuartikr vonpoouvn aro-
telel évav ard Toug KUPLoUg OUVIEAEOTEG yid TNV avartuén
€VOG YUXOAOYIKA UyloUg epyactakou mreptpdiiovtog. Ot 1)-
yéteg elvan oe 8¢on va ermpedoouv dpeoca 1o ndka, ) dia-
TAPNON, TNV 1KAVOTTOiNoT KAl TI§ AVIIANYELS Yid TO OTPEG
TV epyalopévmy.
Yrdpxel pia 1otkiAia ipooeyyioewy TToU LITopouV va Xprot-
porrowjcouv. Metafy auvt®y eivat ot e€ng:

e ZuAhoyr feedback yia avarrtu§raxkoug okorroug ard ty a-
VA TEPT NYETIKN Opdda, ToUg Apeca avag@epoIevoug Kat Toug
eowtePKOUG/efwtepikoug shareholders.

* EKITOVNOT avA@AUong yia Tig TTePLoxEg avartugng g ave-
TEPTG NYETIKIG OLASAG, HEOW TNG XPT|ONG OUVEVIEUEEWV 1) €p-
yaAelwv avatpopoddTtnong arrd TTONAATTAEG TITYEG.

* Ate€aymyr] ETOL®V EPEUVAV GECILEUOTG £PYALOUEV®Y TTPO-
KELUEVOU O1 TYETEG VA EVIOTTILOOUV Tt Xperddetat va ahhaget oxe-
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