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1. Defining Emotional Intelligence
Input for the topic

Mayer-Salovey Model
The term Emotional Intelligence was coined by John D. Mayer and Izzy Salovey. They
defined EmotionalIntelligence as a set of abilities pertaining to:
•
•
•
•

accurately perceiving and expressing emotions (1)
using emotions to facilitate cognitive activities (2)
understanding emotions (3)
managing emotions for both emotional and intellectual growth (4). (Mayer & Salovey,
1997)

1. Perceiving Emotions

Everyone experiences and relates to feelings and emotions. Emotions contain
valuable information about relationships and about the world around you. An ability to
perceive emotions starts with being aware of these emotional clues, and then
accurately identifying what they mean.
How is this ability used? You need to be aware of your own feelings and emotions so
that you have accurate information about the world around you. Being aware of
others’ emotions is a key to working with people.

2. Using Emotions

How we feel influences how we think. If you feel sad, you may view the world one
way, while if you feel happy, you interpret the same events diﬀerently. People in a sad
or negative mood tend to focus on details and search for errors. Those in a more
positive mood are better at generating new ideas and novel solutions to problems.
Knowing which moods are best for which situations and “getting into the right mood”
is an ability.
How is this ability used? If you stay aware of your emotions, which contain valuable
information, and then use them to solve problems, the outcome may be more
positive.

3. Understanding
Emotions

Emotions contain information, and our ability to understand this information and think
about it plays an important role in our day-to-day life. This ability answers questions
such as: Why are we feeling happy? How will my friend feel if I say that to him? What
will happen if I say that to her?
How is this ability used? Insight into ourselves, and others, may require emotional
knowledge. This knowledge helps us to understand people better.

4. Managing Emotions

If emotions contain information, then ignoring this information means that we can end
up making a poor decision. At times, we need to stay open to our feelings, learn from
these feelings, and use this information to make decisions and to take appropriate
action. Sometimes, though, it may be best to disengage from an emotion and return
to it later in order to manage it eﬀectively.
How is this ability used? If you can find the right balance in managing your emotions,
you should be more successful.
Mayer-Salovey-Caruso Emotional Intelligence Test, 2004
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Reflection

Me and my Emotional Intelligence
For every sentence below, do the following:
Step 1: Mark on the scale from 0 to 10 the number that matches your ability now and
write down “Is” below this mark.
Step 2: Mark on the scale from 0 to 10 the number that matches the level of ability
you would like to have and write down “Goal” below this mark.

Recognise emotions

1. I recognise my emotions, feelings and moods.
0

1

2

3

4

5

6

7

8

9

10

5

6

7

8

9

10

6

7

8

9

10

7

8

9

10

2. I recognise emotions in others.
0

Understand emotions

1

2

3

4

3. I understand what triggers my emotions.
0

1

2

3

4

5

4. I understand what triggers emotions in others.
0

Express emotions

1

2

3

4

5

6

5. I express my emotions in a way that is appropriate to the situation.
0

1

2

3

4

5

6

7

8

9

10

6

7

8

9

10

7

8

9

10

9
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6. I enable others to express their emotions.
0

Manage emotions

1

2

3

4

5

7. I can manage my emotions that stand in my way.
0

1

2

3

4

5

6

8. I enable others to manage their emotions that stand in the way.
0

Use emotions

1

2

3

4

5

6

7

8

9. I can use my emotions to bring me into a desirable emotional state.
0

1

2

3

4

5

6

7

8

9

10

10 . I can enable others to use their emotions to bring themselves into a desirable
emotional state.
0

1

2

3

4

5

6

7

8

9
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Input for the topic

EQ-i 2.0 Model
According to the EQ-i 2.0 model Emotional Intelligence is defined as a set of
emotional and social skills that influence the way we perceive and express ourselves,
develop and maintain social relationships, cope with challenges, and use emotional
information in an eﬀective and meaningful way.
1. Self-Perception
Self-Regard is respecting oneself while understanding and accepting one’s strengths
and weaknesses. This component of emotional intelligence is associated with general
feelings of security, inner strength, self-assuredness, self-confidence, and selfadequacy. Feeling sure of oneself is dependent upon self-respect and self-esteem,
which are based on a well developed sense of identity. A person with a welldeveloped self-regard feels fulfilled and satisfied with him or herself. At the opposite
end of the continuum are feelings of personal inadequacy and inferiority.
Self-Actualization is the willingness to persistently try to improve oneself and engage
in the pursuit of personally relevant and meaningful objectives that lead to a rich and
enjoyable life. Striving to actualize one’s potential involves engaging in enjoyable and
significant activities and making a lifelong and enthusiastic commitment to long-term
goals. Self-actualization is an ongoing, dynamic process of striving toward maximum
development of one’s abilities, capacities, and talents.
Emotional Self-Awareness includes recognizing and understanding one’s own
emotions. It involves the ability to diﬀerentiate between subtleties in these emotions,
while being aware of their causes and the impact they have on the thoughts and
actions of oneself and others. At the core of emotional self-awareness is the ability to
know what one is feeling and why, while being able to recognize and understand the
source of those feelings.
2. Self-Expression
Emotional Expression is openly expressing one’s feelings verbally and non-verbally.
Emotional expression extends beyond the simple overt expression of one’s feelings,
to include the communication of those feelings in a manner that can be understood
and experienced by the recipient.
Assertiveness involves communicating feelings, beliefs, and thoughts openly, and
defending personal rights and values in a socially acceptable, non-oﬀensive, and nondestructive manner. Assertiveness is a complex and essential component of
emotional intelligence that transcends one’s ability to express emotion.
Independence is the ability to be self-directed and free from emotional dependency
on others. Decision making, planning, and daily tasks are completed autonomously.
Independent people are self-reliant in planning and making important decisions;
however, highly independent individuals may seek and consider the opinions of others
before making the best decision. Seeking consultation or advice and gathering
information are not signs of dependency. Independence is the ability to function
autonomously without protection and support: independent people avoid clinging to
others to satisfy their emotional needs.
Based on the Bar-On EQ-i model by Reuven Bar-On, copyright 1997.
Copyright 2011 Multi-Health Systems Inc.

7
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

3. Interpersonal
Interpersonal Relationships refers to the skill of developing and maintaining mutually
satisfying relationships that are characterized by trust and compassion. Among
positive interpersonal relationship skills are the ability to connect with others by
remaining open and by a willingness to both give and receive aﬀection and intimacy;
and the ability to remain at ease and comfortable in social situations.
Empathy is recognizing, understanding, and appreciating how other people feel.
Empathy involves being able to articulate your understanding of another’s perspective
and behaving in a way that respects others’ feelings.
Social Responsibility is willingly contributing to society, to one’s social groups, and
generally to the welfare of others. Social Responsibility involves acting responsibly,
having social consciousness, and showing concern for the greater community.
4. Decision Making
Problem Solving is the ability to find solutions to problems in situations where
emotions are involved. It is not about neutralizing emotion, but about using emotional
information to enhance the process of recognizing a problem, feeling confident in
one’s ability to work through it, defining the problem, generating a solution, and
implementing the plan.
Reality Testing is the capacity to remain objective by seeing things as they really are.
Strong reality testing skills allow one to keep things in the proper perspective and
experience things as they really are, without fantasizing, daydreaming, or attaching
wants, desires, and ideals to a context.
Impulse Control is the ability to resist or delay an impulse, drive, or temptation to act.
It involves avoiding rash behaviors and impetuous decision making. Impulse control
entails a capacity for recognizing and accepting one’s desire to react without
becoming a servant to that desire.
5. Stress Management
Flexibility is adapting emotions, thoughts and behaviors to unfamiliar, unpredictable,
and dynamic circumstances or ideas. This component of emotional intelligence refers
to one’s overall ability to adapt and tolerate the stress that accompanies change.
Flexible people are agile and capable of reacting to change with minimal adverse
eﬀect.
Stress Tolerance involves coping with stressful or diﬃcult situations and believing
that one can manage or influence those situations in a positive manner. This
component of emotional intelligence is multifaceted: one’s stress tolerance depends
on being equipped with the necessary and relevant coping skills; maintaining a belief
that one can handle the situation; and feeling confident that one can have a positive
impact on the outcome.
Optimism is an indicator of one’s positive attitude and outlook on life. It involves
remaining hopeful and resilient, despite occasional setbacks. Optimism assumes a
measure of hope in one’s approach to life.
Based on the Bar-On EQ-i model by Reuven Bar-On, copyright 1997.
Copyright 2011 Multi-Health Systems Inc.
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2. Recognising Emotions
Input for the topic

Emotional Self-Awareness
Emotional Self-Awareness includes recognising and understanding one’s own
emotions and being able to diﬀerentiate between subtleties in one’s own emotions
while understanding the cause of these emotions and the impact they have on one’s
own thoughts and actions and those of others. Emotional Self-Awareness is a
foundation of Emotional Intelligence.
Self-aware person
• Can accurately label and describe their own emotions
• Understands slight nuances between emotions
• Conscious of the impact emotions have on performance; gathers information from
emotions
A person with low Self-Awareness
• May not know why thoughts or feelings occur
• May struggle to label or define what they are feeling
• May appear detached from experiencing emotions
A person with high Self-Awareness (High score, low results)
• May be seen as wearing their heart on their sleeve
• May run the risk of over-analysing or being overly critical of their emotions
• May put too much weight on emotional information compared to objective or
factual information.

Activity

Application of Emotional Self-Awareness in the workplace
•
•

Activity

On the flip chart, note situations from your own experience, when recognising
and identifying your own emotions in the workplace was useful.
Share with the group 1–2 strategies you use to reflect upon your emotions.

Time-out for my emotions
Create and write down a ritual for reflecting upon your emotional state on a regular
basis at the workplace and at home.
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2. Recognising Emotions
For the toolbox

Two-dimensional map of emotions
At every moment in time we are in some emotional state, a state that is defined by
the range of our emotions, feelings and moods. Our emotional state influences our
behaviour, productivity, decisions and interactions with others. Therefore it’s
important to reflect on your emotional state on a regular basis.
Using the 2-dimensional map of emotions you can distinguish your emotional state
on a spectrum from pleasant to unpleasant as well as in its intensity from high to
low, based on how much energy you feel.

energy high

excited

angry

happy
frustrated
anxious

curious

unpleasant

pleasant
disappointed

comfortable

sad

relaxed

hopeless
serene

energy low

This map of emotions with four quadrants can be used in many different ways. For
example:
1. to recognisze your current emotional state and emotions as well as to reflect upon
whether you would like to change your current state or stay in it
2. to develop your ability to match diﬀerent physical states to the words from the
emotional vocabulary
3. to monitor which events trigger which specific reactions and how your to
recognisze a desirable emotional state for a specific task or an activity
4. to recognisze areas on the map where you perform at your best
5. to identify areas on the map where you prefer to be over the course of the day
6. to identify areas on the map where you don’t want to be at all
7. to recognisze emotional states in others and use this information to interact
eﬀectively.
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Activity

Four quadrants of the two-dimensional map of emotions
•
•
•

Recognise an emotion each person is experiencing.
Place on the map the number that corresponds to the emotional state of this
person.
Write down the emotion next to the number.

1

2

3

4

5

6

7

8

energy high

unpleasant

pleasant

energy low
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Activity

Me and my emotions
1. From an emotional state to distinct emotions
Choose a situation in which you feel emotionally charged. Recognize and mark on the
emotional map a position that reflects your emotional state in this situation along two
dimensions:
• Valence: Is your emotional state pleasant or unpleasant?
• Arousal: Is your energy level high or low?
Next, recognize and write down distinct emotions which you feel in this emotional
state – for example, joy, anger, frustration, sadness, or disappointment.
2. From a distinct emotion to an emotional state
Think of any distinct emotion – for example, serenity. Use your imagination to bring
yourself into an emotional state that you associate with this emotion. Become aware
of your bodily sensations. How does this emotion feel in your body?
Next, identify a position on the emotional map that you associate with this distinct
emotion along two dimensions:
• Valence: Is this emotion pleasant or unpleasant?
• Arousal: Does this emotion correspond to a high or low level of energy?
energy high

unpleasant

pleasant

energy low
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This is a list of emotions that we will most likely experience when our needs are
fulfilled, expectations are met, values are respected, and beliefs are supported.

absorbed

engrossed

moved

adventurous

enlivened

optimistic

aﬀectionate

enthusiastic

overjoyed

absorbed

excited

overwhelmed

alert

exhilarated

peaceful

alive

expansive

perky

amazed

expectant

pleasant

amused

exultant

pleased

animated

fascinated

proud

appreciative

friendly

quiet

ardent

fulfilled

radiant

aroused

gleeful

rapturous

astonished

glorious

refreshed

blissful

glowing

relaxed

breathless

good-humored

relieved

buoyant

grateful

satisfied

buoyant

gratified

secure

calm

helpful

sensitive

carefree

hopeful

serene

cheerful

inquisitive

spellbound

comfortable

inspired

splendid

complacent

intense

stimulated

composed

interested

surprised

curious

intrigued

tender

dazzled

invigorated

thrilled

delighted

involved

touched

eager

joyful

tranquil

ecstatic

jubilant

trusting

enchanted

mellow

upBlake

encouraged

mirthful

zestful

From the book of Marshall B. Rosenberg „Non-Violent Communication.“
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This is a list of emotions that we will most likely experience when our needs are NOT
fulfilled, expectations are NOT met, values are NOT respected, and beliefs are NOT
supported.
afraid
aggravated
aggravated

disgusted

irate

disheartened

irked

afraid
aggravated
agitated

dismayed

irritated

displeased

jealous

alarmed

disquieted

jittery

aloof

distressed

keyed-up

angry

disturbed

lazy

anguished

downcast

leery

annoyed

downhearted

lethargic

anxious

dull

listless

apathetic

edgy

lonely

apprehensive

embarrassed

miserable

ashamed

embittered

mopey

blake

exasperated

morose

bewildered

exhausted

mournful

bitter

fatigued

nettled

blue

fearful

numb

bored

fidgety

panicky

brokenhearted

forlorn

passive

chagrined

frightened

perplexed

cold

frustrated

pessimistic

concerned

furious

puzzled

confused

gloomy

rancorous

cross

guilty

reluctant

dejected

harried

repelled

depressed

hesitant

resentful

despairing

hostile

uptight

despondent

hot

vexed

detached

humdrum

woeful

disaﬀected

intense

wretched

From the book of Marshall B. Rosenberg „Non-Violent Communication.“
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15

Yale Center for Emotional Intelligence, www.moodmeterapp.com

Activity

A time-out for your emotions
Take some time over the course of a day to reflect upon the following questions:
Step 1: What do I feel?
Identify your emotions, feelings and moods.

Step 2: Why do I feel what I feel?
Recognise the expectations, beliefs, wants, needs and values involved.

Step 3: How do my emotions influence me?
Note eﬀects on your thinking, decisions and behaviour.

Step 4: How do my emotions influence others?
Observe the reactions of people involved.

Step 5: Do I want to stay in this emotional state or do I want to change it?
Reflect whether your current state is the most appropriate for the moment or
if you would like to change it.
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For the toolbox

Checklist to prepare for an important meeting or conversation
Reflect upon the following questions when preparing for an important meeting or
conversation:
1). How do I feel about the upcoming meeting?

2). What frustrates / irritates me the most about this meeting?

3). What and who can aﬀect my emotional state during the meeting?

4). What benefits will I get if I manage my emotions eﬀectively during this meeting?

5). What can I do to get into the most appropriate emotional state for the meeting?

6). How can I minimize the risk of expressing more emotions than I would like to?

Reflection

For which situations can I use a checklist?
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3. Understanding Emotions
Input for the topic

Emotions
Emotions are our reactions triggered by consciously or unconsciously processing an
event or situation.
Emouvoir = to stir up (French)
A more comprehensive definition of emotions comes from James Gross (Gross,
2014) who identifies their core features: emotions involve personal-situation
transactions that compel attention, have meaning to an individual in light of currently
active goals, and give rise to coordinated yet flexible multisystem responses that
modify the ongoing person-situation transaction in a crucial way.
How emotions arise
In his Modal Model of Emotion, James Gross (Gross, 1998, 2007) describes the
process of emotional arousal as the four-stage world-perception-valuation-action
cycle:

PPerceptional
stage

WInitial state of
the world stage

•

•

•

•

VValuation
Stage

AAction
stage

Initial state of the world: the world, whether external or internal, provides input
into the perception stage, which takes various types of stimuli as inputs
(sensory or physiological). Psychologically relevant situations can also be internal
and triggered by our thoughts.
The valuation stage dynamically evaluates the value of these stimuli given the
current context. Evaluations could range from reflexive to slow/deliberative
processing of the situation.
The action stage consists of valuation-appropriate responses ranging from
adjustments of sensory inputs (e.g., increased pupil dilation) or higher-level
cognitive processes.
These action outputs constantly change the state of the world, and this new
state of the world acts as the input for the next world-perception-valuationaction cycle.
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Input for the topic

Iceberg of Emotional Intelligence
Emotions are a part of human nature and follow us everywhere. Because they are
intangible we often overlook or neglect them. However, they do influence –
consciously and more often unconsciously – our decisions and behaviour.
We can recognise our own and other people’s emotions by becoming aware of our
bodily sensations and by observing behaviour, including verbal and non-verbal
communication. To understand emotions, though, we need to spot the expectations,
beliefs, needs and values behind them. However, they are not so obvious and usually
don’t lie on the surface. Metaphorically they can be compared to the part of an
iceberg that is hidden beneath the water. This comparison should bring our attention
to these unseen aspects and train our ability to look for the expectations, beliefs,
needs and values underlying emotions.

Behaviour
Verbal communication
Non-verbal communication

Bodily sensations
Expectations
Beliefs
Needs
Values

Our needs
According to Henry Murray, a well-known researcher on motivation, a need is “a
construct... which stands for a force (the physio-chemical nature of which is
unknown) in the brain region, which organises perception, apperception, intellection,
conation and action in such a way as to transform in a certain direction an existing,
unsatisfying situation.”
Our needs aﬀect our emotional well-being and drive our behaviour. If they are met, we
feel satisfied and happy. If they are not met, we feel out of balance, frustrated, sad or
even aggressive. In this case our emotions signal to us that we are missing something
important. Not knowing which needs stand behind these signals may make us
behave in a way that distances us even more from fulfilling our needs. For example: if
we have a need for a deep human connection, not having it met may make us
manipulate or put blame on another person to get his or her attention. Or, if we have a
need to be acknowledged for our achievements, not having it met may prompt us to
behave aggressively. Being aware of our needs allows us to consciously align our
behaviour to meet the needs.
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Reflection

Me and my needs
Go through the diﬀerent psychological needs and mark their importance to you on a
scale from 0 to 10, where 0 = not important at all, 10 = very important.

Acceptance

0

1

2

3

4

5

6

7

8

9

10

Achievement

0

1

2

3

4

5

6

7

8

9

10

Acknowledgement

0

1

2

3

4

5

6

7

8

9

10

Appreciation

0

1

2

3

4

5

6

7

8

9

10

Autonomy

0

1

2

3

4

5

6

7

8

9

10

Community

0

1

2

3

4

5

6

7

8

9

10

Competence

0

1

2

3

4

5

6

7

8

9

10

Contribution

0

1

2

3

4

5

6

7

8

9

10

Creativity

0

1

2

3

4

5

6

7

8

9

10

Fairness

0

1

2

3

4

5

6

7

8

9

10

Growth

0

1

2

3

4

5

6

7

8

9

10

Harmony

0

1

2

3

4

5

6

7

8

9

10

Health

0

1

2

3

4

5

6

7

8

9

10

Honesty

0

1

2

3

4

5

6

7

8

9

10

Influence

0

1

2

3

4

5

6

7

8

9

10

Meaning/Purpose

0

1

2

3

4

5

6

7

8

9

10

Order/Structure

0

1

2

3

4

5

6

7

8

9

10

Relationships

0

1

2

3

4

5

6

7

8

9

10

Security

0

1

2

3

4

5

6

7

8

9

10

Sense of belonging

0

1

2

3

4

5

6

7

8

9

10
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Reflection

Me and my needs
Being aware of your psychological needs gives you an opportunity to actively and
continuously fulfill them. Choose one of the needs you gave a high score and answer
the questions below:

___________________

1. Why did you choose this need?

2. How do you know that this need is important to you?

3. How does it feel when this need is satisfied?

4. Which events and actions have contributed to satisfying this need so far?

5. What should you avoid doing which will distance you from satisfying this need?

6. What should you do more to get this need met?

Share with another person what you have written about your need. This will allow
you to become more aware of what this need means to you and how to meet it. You
can go through the same questions for other needs that you would like to explore.
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4. Building Interpersonal Relationships and Trust
Input for the topic

Interpersonal relationships
Interpersonal relationships refers to the skill of developing and maintaining mutually
satisfying relationships characterised by trust and compassion.(Based on the Bar-On EQ-i
model by Reuven Bar-On, copyright 1997. Copyright 2011 Multi-Health Systems Inc.)

A person with the ability to develop and maintain interpersonal relationships
• Invests in his or her relationships.
• Maintains a healthy level of trust and compassion.
• Builds authentic relationships and shares relevant information.
• Has a network to draw on for support when faced with challenges.
A person with a low ability to develop and maintain interpersonal relationships
• Is defensive, sceptical or closed to other people.
• May not build bonds that include mutual give and take.
• May be missing a network or resources to properly cope with demands.
• May have relationships that lack depth, trust or compassion.
A person who focuses too much on interpersonal relationships
• May be seen as being too focused on socialising and not enough on work.
• May hold back honest opinions for fear of jeopardising a relationship.

Activity

Me and my business relationships
Everyone has his or her own perception about successful business relationships.
What does a successful business relationship look like for you? What aspects does it
include?
1. Choose an image that you associate with a successful business relationship. Write
down why you have chosen this picture and which words come to mind when you
look at it.

2. Based on the image and the words, write down a definition of a successful
business relationship for yourself. This definition should be a goal you strive to
achieve when building relationships.

22
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

Input for the topic

Building TRUST through Transparency, Reliability, Understanding, Self-regard,
Troubleshooting.

The success of a relationship largely depends on the level of trust between the
parties. When trust exists, people are ready to create new opportunities, handle
misunderstandings constructively, and admit mistakes openly. What is trust and how
it can be created and sustained?
The word TRUST can be looked at as an acronym that contains the building blocks
of trust: Transparency, Reliability, Understanding, Self-regard, Troubleshooting.
Though these components are not the only ones needed to build trust in business
relationships, they are all important ones.

Transparency

Troubleshooting

Reliability

Self-regard

Understanding
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Input for the topic

TRUST -

Transparency

Transparency (behaviour) as used in science, engineering, business, the humanities
and in other social contexts, is operating in such a way that it is easy for others to see
what actions are performed. Transparency implies openness, communication, and
accountability. (Wikipedia)
Transparency through relationship gears
We can look at any company as one big mechanism with a lot of gears. The
mechanism works because the gears mesh with each other and bring the whole
mechanism into motion. In this metaphor, each gear is one individual with her or his
own expertise, experience and energy.
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For a company to work, each person has to cooperate with each other. The bigger a
gear is, the more influence it has on the whole mechanism. But independently of its
size, each gear is important for the smooth functioning of the mechanism. This
functioning between the gears is like the cooperation between people in the
company. Think of a gear as what one person contributes to the cooperation with
others and the space between the cogs as what that person needs and expects.
Emotions are always present in any relationship, they can connect or disconnect us
from a person. Emotions depend on needs and expectations: if our needs are fulfilled
and expectations are met, we feel satisfied and the gears of our relationships move
smoothly; if our needs are not fulfilled and expectations are not met, we are not
happy and the gears of the relationship squeak or even get blocked.
Being able to communicate our own needs and expectations as well as to recognise
those of our counterpart is a key to building relationships. The most simple and
straightforward way of becoming aware of these aspects is to talk about them
throughout the relationship cycle. For example:

Izzy
I wish you would answer my
emails within 48 hours.

Michael
It is crucial for me to talk about
mistakes openly.
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Activity

Relationship gears
Working in pairs:
•
•
•
•

Take one gear and write your name in the middle of it.
Write down 3–5 points of what you put into your relationship with your partner and
of what you expect and need from that person.
Taking turns, share your points with your partner.
Make notes to capture the essential aspects of your cooperation including the
needs of another person.

To maintain a successful relationship, check in from time to time to see whether the
other person’s needs and expectations are being met. The following questions can
help:
•
•
•
•

What has been working well in our relationship?
What can I do more of to improve the relationship?
What should I do less of in our relationship?
What can we do to improve our relationship?
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I expect that …
It’s important for that …

My
name

My contribution to the
relationship is …

Other person expects …
For other person it’s important that …

Other
person’s
name

Other person’s contribution
to the relationship …
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For the toolbox

Transparency through Johari-Window
The Johari-window is a technique that helps people better understand their
relationship with themselves and others. It was created by psychologists Joseph Luft
(1916–2014) and Harrington Ingham (1916–1995) in 1955. Luft and Ingham named
their model "Johari" using a combination of their first names. (Wikipedia)
The Johari-window model can be used to create the level of transparency in your
business relationships that you feel comfortable with. It gives a framework that helps
categorize which pieces of information: your qualities, needs, expectations, or
emotions you want to share with your counterpart and which you want to keep for
yourself. It also opens the space for your personal development by recognizing blind
spots and discovering the potential.

Known to self

Known
to others

Not known to self

Arena: Open Self

Blind Spot: Blind Self

Information about your attitudes,
behaviour, emotions, feelings, skills
and views known by yourself and by
others.

Information about yourself that others
know but you are not aware of.

Most communication occurs in this
area. The larger the arena becomes,
the higher the level of trust is and the
more eﬀective and dynamic the
relationship is.

Locker: Hidden Self

Not known
to others

Others may interpret your behaviour
diﬀerently from what you expect.
Eﬃcient communication and seeking
feedback from others reduces the
blind spot.

Hidden Treasure: Unknown Self

Hidden area - Information that is
known to you but kept unknown to
others.
This can be any personal information
which you feel reluctant to reveal,
including feelings, past experiences,
fears, etc. We keep some of our
feelings and information private, but
this aﬀects our relationships. The
hidden area must be reduced by
moving the information to the arena.

Unknown area – Information that
neither you nor others are aware of.
You will remain unaware till you
discover your hidden qualities and
capabilities, or till others observe
them. Open communication is an
eﬀective way to decrease the unknown
area.

https://www.communicationtheory.org/the-johari-window-model/
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Johari-Window for my strengths and weaknesses

Activity

1. Fill in two windows: open self and hidden self for your strengths.

Known to self

Not known to self

Arena: Open Self

Blind Spot: Blind Self

Locker: Hidden Self

Hidden Treasure: Unknown Self

Known
to others

Not known
to others

2. Fill in two windows: open self and hidden self for your weaknesses.
Known to self

Not known to self

Arena: Open Self

Blind Spot: Blind Self

Locker: Hidden Self

Hidden Treasure: Unknown Self

Known
to others

Not known
to others
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Because the arena impacts the quality of the relationships, it’s useful to increase it.
You can do so by:
1. Reducing the blind spot window through feedback.
2. Reducing the hidden self by disclosing additional information.
3. Exploring unknown self through reflection, work with a coach, or observation of
others.
Known to self

Not known to self

Arena: Open Self

Blind Spot: Blind Self

Asking for feedback

Known
to others

Exploring your potential

Disclosing information

Not known
to others

Locker: Hidden Self

Hidden Treasure: Unknown Self
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Input for the topic

TRUST - Reliability
Reliability is one of the most valued traits a person can have. It lays the foundation for
building trusting relationships. Put simply, being reliable means that if you say you will
do something, you will do it. People who can be trusted to follow through on little
things are the people we trust with bigger things.
The word reliable is derived from “relier”, old French for “fasten” or “attach” - a
reliable person on whose shoulder you could lean. Compare that image with its
opposite: the flake which is floating, drifting, fragile, or melting as soon as it meets
any resistance.
Here are some rules reliable people follow:
1. Keep your promises. Be a person of your word: this is the cornerstone of
reliability. If you tell someone you’re going to do something, and do it in X amount
of time, you'd better move heaven and earth to fulfil that promise.
2. Don’t overpromise. The promise of a reliable person is an enormously valuable
thing, since it will unswervingly be fulfilled. For this reason, you will find yourself
being asked to take on more responsibilities and will be oﬀered more
opportunities than the flake. Some of these will provide valuable chances for
growth, learning, and leadership. But some will simply overextend you and take
you further away from, not closer to, your goals and priorities. Thus, being reliable
does not mean saying yes to everyone — quite the opposite. The reliable person
must think twice when making promises to others.
3. Manage expectations. When you make a promise or take on a job, be realistic
about when and what you will deliver. If you’re a service provider, you
understandably want to make the thing you’re oﬀering seem enticing to attract
cusCharlieers and clients. But inflated expectations can lead to big-time
disappointment — sinking your chances of repeat business with the current client
and damaging your reputation among potential future ones.
4. Don’t leave other people hanging. If you do make a promise that truly dire and
unforeseen circumstances prevent you from fulfilling, let the person know as soon
as possible. Bite the bullet – don’t wait until the last minute to tell them you can’t
make it. If you’re running late, call ahead to let the person you’re meeting know
instead of letting them wonder where you are. Always strive to be prompt in your
responses to online communication as well. Try your best to reply within 24–48
hours of receiving a text or email, even if just to say, “I can’t give you an answer
right now, but will look into it, and get back to you as soon as I can,” or “Got it.
Will get to work!”
5. Be punctual. If you tell someone that you will meet them at a certain time, you
have essentially made them a promise.
6. Show up. it’s as simple as that when it comes to reliability. Show up to a meeting
on time. Show up to the gathering you promised to attend.
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7. Pull your weight and shoulder your own responsibilities. When you’re on a
team or working on a group project, other people are counting on you. When you
don’t fulfil your role, you imperil their success, and unfairly increase their burdens.
For example, if you call in sick to work when really you just want to loaf around,
you make your fellow employees work much harder or force someone to work on
what was supposed to be their scheduled day oﬀ.
8. Don’t collapse in emergencies. Your reliability will be tested most during a crisis.
Reliable people practise and prepare for emergencies so they know just what to
do in a crisis. And they cultivate the virtues of courage and hardiness, so that
when everyone else is running away from chaos, they dig in their heels and start
running towards it.
9. Don’t let circumstances dictate your behaviour. Your values, ethics, morals,
purpose, and so on should not be contingent on the circumstances in which you
find yourself. A person who chooses to be happy can be happy anywhere, while
one who wishes to be morose will find reason for complaint in even the most
favourable of situations. The reliable person acts the same no matter what befalls
him or her and makes the most of whatever hand he or she is dealt.
10. Whatever you do, do it well. The maxim: “If something is worth doing, it’s worth
doing well,” has been around for a couple of centuries, and is just as true today
as it ever was. Do your best work whether the task is fulfilling and important, or
menial and mindless.
11. Be consistent. Consistency is a huge part of reliability. If a person is lacking
consistency, he or she fails to gain the trust of others, and build faith in him- or
herself.
https://www.artofmanliness.com/

Reflection

Your rules for transparency in business relationships
Go through the rules above and choose those that you find to be important to follow.
Add some rules of your own that you find beneficial for your relationships.
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Reflection

Your pitfalls of being unreliable
1. Go through the behavioral pitfalls of being unreliable. Think about which of them
you sometimes fall into and would like to avoid.
Overpromising
Doing things other than what you promised, that you think are better to do
Non-verbal communication not matching your verbal communication
Saying yes to everything
Being late to a meeting
Being late with a deliverable
Promising something that is out of your control
Not calling someone back
Not responding to an email
Delivering something of low quality
Delivering only part of what was promised without an explanation
Missing important details
Not having enough professional competence
…
…
2. Reflect upon which thoughts, emotions and behaviors cause these pitfalls and
stand in your way of being a reliable person?

3. What will enable you to avoid these pitfalls in the future.
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Input for the topic

TRUST - Understanding others
In almost every interpersonal interaction and relationship we want to be heard and
understood. If people realise that you truly listen to them and take their needs and
requests seriously, they will trust you. The ability to understand others is one of the
pillars of Empathy. Empathy means recognising, understanding and appreciating how
other people feel; it involves being able to articulate your understanding of another’s
perspective and behaving in a way that respects others’ feelings.
The ability to understand others can be achieved using the Active Listening approach.
By applying the elements of Active Listening we connect and create bonds with
others and build trusting relationships.

For your toolbox

Active Listening
Active Listening arose from Carl Rogers’ school of client-centred therapy in
counselling. It involves two key steps:
•
•

seeking to understand the speaker’s idea, and
oﬀering the idea back to the speaker, reflecting the speaker’s emotional state with
words and nonverbal communication.

You can practise Active Listening in a conversation with your partner by applying the
following steps:
1. Make sure that you speak less than your partner. The ratio between you (as the
listener) and your partner speaking should be approximately 30%/70%.
2. Resist assumptions by using the technique of double-clicking.
Double-clicking refers to when you had to click the computer mouse twice to open
a folder or document. In conversations it is a metaphor for opening up a word or
phrase someone uses to understand the meaning they may hold inside. Meaning
is stored in deeper structures in our brain, and “double-clicking” reveals those
deeper meanings. Through double-clicking we can better understand how others
see the world, and gain understanding of their perspective, their deeply held
beliefs, and their points of view.
3. Let your partner know that you heard and understood him or her by repeating
some of what he or she said using your own words.
4. Acknowledge your partner’s emotions by saying, for example: “I see it makes
you very upset” or “I can feel how frustrated you are”.
5. Suspend your intention to give advice unless you are explicitly asked for it or
you have obtained permission in advance by asking: “May I share with you
advice?”
6. Ask open-ended questions. Open-ended questions typically begin with words
such as “Why”, “How”, “When”, “Where” and “What”, or phrases such as “Tell me
about...”. Open-ended questions can’t be answered with a simple “yes” or “no”,
but are designed to encourage a full, meaningful answer using the speaker’s own
knowledge and/or feelings. Open-ended questions also tend to be more objective
and less leading than closed questions.
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Activity

Active Listening in a conversation
Recognise a situation in which anger or frustration blocks you, influences your
emotional state in an unpleasant way, or maybe negatively impacts your
relationships.
Describe this situation in as much detail as possible:
1.
2.
3.
4.
5.

What you are feeling in your body
What you are doing and what you are saying in this situation
What is important to you in this situation
What you expect in this situation
What you think in this situation
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Checklist for the observer of the Active Listening in a conversation activity:
•

Watch how well the person who is practising active listening is able to apply these
techniques in a conversation. Write down your observations and afterwards share
them with the group.

1. The speaking ratio between the speaker and the listener was:

2. The listener used “double-click” to verify his own thoughts
Examples

Yes

No

3. The listener shared some of the speaker’s content
Examples

Yes

No

4. Emotions were acknowledged
Examples

Yes

No

5. A permission was asked to share advice
Examples

Yes

No

6. The questions were open
Examples

Yes

No
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Activity

Active & Constructive Communication
active
constructive

destructive

passive

Recognising and
acknowledging another
person’s emotions

Neglecting another person’s
emotions

Offering support and concrete
actions

Offering support and concrete
actions

Recognising and
acknowledging another
person’s emotions

Neglecting another person’s
emotions

No desire to support and help;
Making a situation even
worse through criticism

No desire to support and help;
Making a situation even worse
through criticism

Example for the sentence: “I think I am getting sick...”

active
constructive

destructive

passive

“I am very sorry to hear that.”

“OK.”

“Can I be of any help to you?”

“Can I be of any help to you?”

“I am very sorry to hear that.”

“OK.”

“Frankly speaking, it’s not the
right time to get sick now. We
are all under such pressure!”

“Frankly speaking, it’s not the
right time to get sick now. We
are all under such pressure!”
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Develop examples of all four diﬀerent variations of active and passive
communication for the sentences below. Write the examples in their appropriate
section of the table.
1. I am so stressed at the moment: I have this important deadline Charlieorrow, my child
is sick, my wife/husband is travelling and I feel as if everything is falling apart.
2. The atmosphere in our team is not friendly at all. Everyone has his own agenda he’s
following. It’s a big eﬀort for me to go to the oﬃce every morning.
3. My cusCharlieers keep calling me asking to do tasks for them right away. They can’t
really imagine how much work I have and that I need some time to prepare answers
for them.
4. Can you believe it – they are cutting our bonus this year again?!
5. I have been working on this project so intensively and often stayed late to get things
done, but my manager didn’t acknowledge my contribution at all. I’m so frustrated.
6. It’s impossible to work with this person. He doesn’t reply to my emails, doesn’t
accept meeting invitations, and never calls me back.
7. The quality of this report is very low. How can people work this way? I can’t forward it
to my cusCharlieer in this shape.

active

passive

constructive

destructive
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Input for the topic

Empathy in the workplace
We can use our empathy to respond to a person who feels emotionally overwhelmed.
The technique of active listening as well as the following guidelines will help us
formulate an empathic response:
•
•
•
•

Activity

give others space to express themselves
recognise and acknowledge the other person’s emotions
recognise and speak for the other person’s needs which are not currently being
met
avoid judgement and evaluation

Empathy in the workplace
Train your empathy in a conversation as follows:
Step 1: Recognise the emotions and needs of the other person
Step 2: Formulate your answer to comfort this person

Situation A
I feel so much pressure because of the requirement to bring in two new customers
and generate new money every quarter. These targets are a real burden... They’re
almost unrealistic! It’s diﬃcult to find two new customers a year and almost
impossible in a quarter. Sometimes I just don’t want to go to the oﬃce in the
morning...

Situation B
Me… again….? Last year I was the one to stay in the oﬃce over Christmas! Why
should I stay in the oﬃce over Christmas again this year? Just because I don’t have a
family and children shouldn’t mean I have to spend the Christmas period in the oﬃce

38
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

Input for the topic

TRUST - Self-Regard
Self-Regard is respecting oneself while understanding and accepting one’s strengths
and weaknesses. This component of emotional intelligence is associated with
general feelings of security, inner strength, self-assuredness, self-confidence, and
self-adequacy. Feeling sure of oneself is dependent upon self-respect and selfesteem, which are based on a well developed sense of identity. A person with a welldeveloped self-regard feels fulfilled and satisfied with him or herself. At the opposite
end of the continuum are feelings of personal inadequacy and inferiority. (Based on the
Bar-On EQ-i model by Reuven Bar-On, copyright 1997. Copyright 2011 Multi-Health Systems Inc.)

Based on this definition suggested by Bar-On self-regard encompasses following
components:

Self-Knowledge

Self-Esteem

Self-Confidence

Knowing your
strengths and
limitation

Feeling good in your
own skin

Being confident in
pursuing activities
one has never done
before

A person with healthy self-regard
• Respects himself or herself, and believes in his or her own talents and strengths
• Has a well-developed sense of identity
• Is driven to achieve fullest potential
A person with low self-regard
• Is uncertain of his or her abilities
• Has lower self-confidence
• Has less motivation to achieve potential
A person with too high self-regard
• May come across as arrogant
• May ignore feedback
• May come across as overly confident
• Is susceptible to losing touch with an objective assessment of his or her
capabilities
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Activity

Self-confidence and its impact on business relationships
Self-confidence is one of the building block of self-regard. It is associated with a
sense of belief in yourself and of feeling assured of your own abilities and chances of
future success. It is in large part based on your past experiences.
1. Reflect on your business relationships with others by answering these questions:
a. If a person has too little self-confidence, how can this state aﬀect the person’s
business relationships?

b. If a person has too much self-confidence, how can this state aﬀect the person’s
business relationships?

c. What advice can you give to a person with too little self-confidence?

d. What advice can you give to a person with too much self-confidence

2. Your level of self-confidence
Reflect on your level of self-confidence in the workplace. Where would you put
yourself on a scale from 0 to 10, where 0 is not confident at all and 10 is absolutely
confident? Where on the scale would you like to be?
0

1

2

3

4

5

6

7

8

9

Which action steps can you make to booster your self-confidence?
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10

For your toolbox

Me and my mistakes
„Failure is success in progress.“
Albert Einstein

It’s a part of our daily life when we make mistakes, don’t meet expectation, or don’t
achieve a goal. It is important to realize how such situations impact our selfconfidence and our future behavior. Do we put new roadblocks on our way or do we
use these situations as a chance to grow? Take a chance to explore this impact by
going through the following steps:
Step 1: Reflect how a mistake or failure makes your feel.
Step 2: Analyse the impact of other people words as well as the impact of the selftalk on your self-confidence in this situation.
Step 3: Take diﬀerent perspectives on the situation.

Step 1: Think of a situation when you made a mistake, didn’t meet somebody’s
expectation, or didn’t achieve a goal and reflect upon how you felt in this situation;
where on the emotional map you were.

energy high

unpleasant

pleasant

energy

low
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Step 2: Analyse the impact of other people words as well as the impact of the
self-talk on your self-confidence in this situation.
a. Think about and write down what other people have said that aﬀected your sense
of self-confidence in a negative way.

2. Think about and write down what other people have said that aﬀected your sense
of self-confidence in a positive way.

3. Think about and write down what you have told yourself that aﬀected your sense
of self-confidence in a negative way.

4. Think about and write down what you have told yourself that aﬀected your sense
of self-confidence in a positive way.
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Step 3: Take diﬀerent perspectives on the situation by using following strategies:
Reflect upon lessons learned
Focus on gaining something valuable from this experience to avoid similar mistakes
in the future and identify areas for growth. Answer the question:
How can you use this situation to grow personally?

Let go
Make peace with what has happened, close it and let it go. Answer the question:
Which aspects of this situation can you let go of?

Manage expectations
Identify your expectations of yourself and amend them. Answer the question:
How can you amend your expectations of yourself in this situation?

Put things into perspective
Put negative aspects of this situation into perspective by comparing them to a
situation, in which it could have been even worse. Answer the question:
What could have been even worst?

Use a helicopter view
Look at the situation from a helicopter view. Answer the question:
What are the positive aspects in this situation when you look at it from the above?

Mark those thoughts that impact your self-confidence positively.
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Input for the topic

Absolute expectations
In the workplace it is not only other people who expect results from us, but we also
put expectations on ourselves. Whether we meet them or not impacts our own sense
of self-regard: meeting our own expectations fosters self-regard; not meeting them
may jeopardise it.
On one hand having expectations drives our development and achievements, on the
other hand having too high or absolute expectations may make us feel insuﬃcient or
incapable and as a result reduce our sense of self-regard. They come from thoughts
like the following:
1. I have to figure it out all by myself.

2. I always have to perform at my best.

3. I can’t aﬀord to make any mistakes.

4. I can make decisions only if I am absolutely sure about them.

5. It is important that everybody accepts me.

6. I have to be friendly to everyone.

7. Everyone should be able to rely upon me so I don’t disappoint anyone.

8. I am valuable if I deliver perfect results.

9. I have to sacrifice myself for my work.

10. I have to constantly improve myself.

11. I can’t say NO to a cusCharlieer.
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For your toolbox

How to handle absolute expectations
Realistic expectations
One of the strategies against absolute expectations is to replace them with more
realistic ones, because our expectations and reality are often not congruent: how
others behave often doesn’t meet our expectations and our behaviour doesn’t
always have to meet expectations of others. We can influence some things and
even change a few, but more often we have to accept things as they are. The skills
of finding the right measure between changing, leaving and accepting things can
save us a lot of stress (see Litzcke & Schuh, 2012). For example:
•
•

Instead of saying to yourself: „I can’t aﬀord to make any mistakes“
You can encourage yourself by saying: „At times we are on a learning curve and
have to gain experience before we become masters. Mistakes happen to
everyone and we can learn even faster from them than from our successes.“

Pareto principle
Another way to adjust our absolute expectations is to use quantitative measures.
One such measure is the Pareto principle. The Pareto principle – also known as the
80/20 rule, the law of the vital few, or the principle of factor sparsity – states that,
for many events, roughly 80% of the eﬀects come from 20% of the causes.
•
•

If I achieve 80% of my goals it’s good enough.
If I know 80% of the content in detail it should be suﬃcient to deliver a decent
presentation.

Scaling
Scaling is the branch of measurement that involves the construction of an
instrument that associates qualitative constructs with quantitative metric units.
Scaling evolved out of eﬀorts in psychology and education to measure
“unmeasurable” constructs like authoritarianism and self esteem. https://
socialresearchmethods.net/kb/scaling.php

•

If I am at 8 on a scale from 0 to 10 of how comfortable I feel about taking this
new position, I will go for it.
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Activity

Adjusting absolute expectations
Adjust the following absolute expectations using some realistic thinking, Pareto
principle, scaling or any other approach:
1. I have to figure it out all by myself.

„We exp
ect more
of ourse
than we
lves
have any
right to.“
Oliver W
endell H
olmes

2. I always have to perform at my best.

3. I can’t aﬀord to make any mistakes.

4. I can make decisions only if I am absolutely sure about them.

5. It is important that everybody accepts me.
selfet to good
„So the secr
ur
yo
er
low
esteem is to
point
e
th
to
ns
expectatio
met.“
're already
where they
on
Bill Watters

6. I have to be friendly to everyone.

7. Everyone should be able to rely upon me so I don’t disappoint anyone.

8. I am valuable if I deliver perfect results.

9. I have to sacrifice myself for my work.
tacle to
reat obs
„It is a g to expect too
ss
happine
much.“
r de
de Bovie
Bernard

10. I have to constantly improve myself.

11. I can’t say NO to a cusCharlieer.
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For the toolbox

Me and my expectations of myself
1. Recognize and write down an expectation that you have of yourself in the
workplace.
For example: „I can make decisions only if I am absolutely sure about them.”
2. Reflect on the advantages and disadvantages this expectation brings you and
write them down in the table below. Consider any possible aspect, for example:
• Your emotional well-being
• Your behavior
• Your sense of self-confidence
• Your level of stress
• Your relationships
3. Measure the importance of each advantage and disadvantage on a scale from 0
to 10, where 0 means „not important at all” and 10 means „very important”. Sum up
all the weights in the left column and in the right column of the table.
Which number is bigger: the one that represents all the advantages of this
expectation or the one that represents all the disadvantages?
In our example the weight of all the advantages is 32 and the weight of all the
disadvantages is 26.

Advantages

Weight

Disadvantages

Weight

8

My decision-making process
is slow.

5

Thanks to my decision-making
process I avoid regrets because
my decisions reflect very well
what I truly want.

10

After a certain time period my
decision-making process
makes me feel anxious and
blocked.

8

I make decisions that allow me
to keep my promises and avoid
situations in which I
overpromise.

8

My decision-making process
requires a lot of energy and
resources.

7

My decisions are quality ones.

I take time to bring myself into
an emotional state that supports
my decision-making process.

6

Total

32

My decision-making process
can impact my relationships in
an unfavorable manner as
others may expect faster
decisions from me.
Total
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6

26

4. Reflect on the insights you gained during the first three steps of this activity:
a. Does this expectation bring you more advantages or disadvantages?
Think of all the advantages as a positive outcome and the disadvantages as the cost.
Which is higher, the outcome or the cost of this expectation? Is this expectation
worth having?
In our example, my expectation of myself to „make decisions only if I am absolutely
sure about them” brings me more advantages because my decisions have quality.
That’s why I would like to keep it.
b. Are there any disadvantages that you would like to get rid of?
For example, in the future I would like to avoid feeling anxiety during my decisionmaking process because this emotion aﬀects my emotional well-being. To prevent
anxiety, I will accept my way of making decisions and the fact that it takes time.
To make my decision-making process more eﬃcient in the future I will use a scale
from 0 to 10, where 0 means „not ready to take this decision” and 10 means „feel
absolutely sure about taking this decision”. If my feeling on this scale is 8 then I will
make a decision. I don’t know how the 10 state of feeling absolutely sure feels.

5. How can you adjust this expectation to increase the outcome of this expectation
and decrease the cost? The ultimate goal should be to have an expectation with
maximum benefit and minimum cost.
My amended expectation may sound like this: „I can make a decision if I feel I am at
8 on the scale of readiness to make a decision.”
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Activity

Me and my expectations of myself
1. Recognize and write down an expectation that you have of yourself in the
workplace.

2. Reflect on the advantages and disadvantages this expectation brings you and
write them down in the table below. Consider any possible aspect, for example:
• Your emotional well-being
• Your behavior
• Your sense of self-confidence
• Your level of stress
• Your relationships

3. Measure the importance of each advantage and disadvantage on a scale from 0
to 10, where 0 means „not important at all” and 10 means „very important”. Sum up
all the weights in the left column and in the right column of the table.

Advantages

Weight

Total

Disadvantages

Total
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Weight

4. Reflect on the insights you gained during the first three steps of this activity:
a. Does this expectation bring you more advantages or disadvantages?
Think of all the advantages as a positive outcome and the disadvantages as the cost.
Which is higher, the outcome or the cost of this expectation? Is this expectation
worth having?

b. Are there any disadvantages that you would like to get rid of?

5. How can you adjust this expectation to increase the outcome of this expectation
and decrease the cost? The ultimate goal should be to have an expectation with
maximum benefit and minimum cost.
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Input for the topic

TRUST - Troubleshooting
Troubleshooting is needed whenever misunderstandings and conflicts cloud
relationships. Because of these problems, one or both parties experience emotions
that stand in the way of an open, trustworthy and beneficial relationship. Some of
these matters are above the surface and visible to both parties and some are hidden
below. These are the moments when relationship troubleshooting is needed. If it isn’t
done, the relationship is in danger of being destroyed. Successful troubleshooting, on
the contrary, can foster a relationship.
The first step in troubleshooting is to recognize that some situations or behaviors
have triggered the emotions. Using timeline enables to choose an appropriate
strategy or an action for managing emotions depending on their intensity:
•
•

•

Short-term actions allow to regulate emotions at their peak of intensity after they
have been triggered
Medium-term actions allow to understand the root cause of emotions and to
analyze a situation after emotions have subsided but still can be easily accessed
through our emotional memory
Long-term actions allow to change an attitude towards the situation and adapt
behavior that ideally leads to a state, in which undesirable emotions aren't evoked
at all.

Short-term actions

Medium-term actions

Long-term actions

Control your impulses
by focusing on your
body and behavior.

Analyze the situation,
reflect on your
emotions, needs, and
thoughts.

Change your attitude
towards this situation
and train new behavior.
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Short-term actions

Control your impulses by focusing on your body and behavior.

For your toolbox

Control your immediate impulse
Emotions that are triggered in our body may sometimes overwhelm us and make us
behave in a way we later regret. Sometimes it’s beneficial to hold back the
immediate impulse caused by your emotions for some moments to avoid
unproductive behaviors. To do this you can, for example:

•
•
•
•
•

Take some deep breaths
Count to 10
Leave the room
Use a gesture to remind yourself not to talk, such as putting your hand to your
mouth
Smile or laugh

Engage in physical activity or a relaxation exercise
Physical activities or relaxation techniques allow you to change your physiological
state and influence your emotional state as a result.
•
•
•

Go for a walk, jog or swim
Do progressive muscle relaxation exercises
Take a nap

Express emotions
Vent, release and share the burden in the following ways:

• Japanese scientists discovered that describing a frustrating situation in writing,
•

then putting the paper into an envelope and sealing it reduces the negative
emotional representation of the event in your memory.
Share your emotions with others who are directly or indirectly involved in a
situation or with a neutral trustworthy person.

Re-focus
Focus on other things or goals that create positive emotions or a sense of
accomplishment.

• Redirecting focus on another subject or activity.
• Engage in an activity that brings positive emotions.
Detach from emotions
When emotions are too strong or unpleasant, it can be beneficial to distance yourself
from them for a while. You can imagine “turning your emotions oﬀ” or pushing a
“pause button”.
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For your toolbox

Four reactions to an unpleasant message
People tend to demonstrate specific types of behavior when they hear an
unpleasant message. Rosenberg’s insights about the root cause of anger from his
concept of Non-Violent Communication help explain these responses. The four
types of reactions in such a situation are:

Empathic
Looking
inside
yourself

Looking
outside
yourself

Not Empathic

Self-empathy

Self-blame

How do I feel now?
What do I need now?

You are right, I am wrong.

Empathy

Blame of others

How do you feel now?
What do you need now?

I am right, you are wrong.

An example: “Couldn’t you keep your promise and deliver things on time?”
Empathic
Self-empathy
Looking
inside
yourself

Looking
outside
yourself

I feel frustrated because I
am overwhelmed with all
the tasks I have and
deadlines I have to meet. I
need understanding and
support.

Not Empathic
Self-blame
I am absolutely incapable
and can’t really keep my
promises.

Empathy

Blame of others

Are you disappointed
because you care a lot
about the success of the
project?

Look at yourself first! You
also missed a deadline last
week!

From the book „Trainingsbuch Gewaltfreie Kommunikation“ von Ingrid Holler
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Activity

Four reactions to an unpleasant message
Think of a situation in which someone has accused or blamed you. Formulate four
possible reactions to handle this situation according to the table.

Empathic
Looking
inside
yourself

Looking
outside
yourself

Not Empathic

Self-empathy

Self-blame

How do I feel now?
What do I need now?

You are right, I am wrong.

Empathy

Blame of others

How do you feel now?
What do you need now?

I am right, you are wrong.

Your example
Empathic

Not Empathic

Self-Empathy

Self-blame

Empathy

Blame of others

Looking
inside
yourself

Looking
outside
yourself
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For your toolbox

Handling unfair criticism, accusation or blame
A common anger button is when someone feels unfairly criticized, accused or
blamed. In such situations people will most probably experience a high level of anger,
because they perceive the behavior of the other person as unfair, which prompts the
“fight” reaction. Criticism falls into one of three categories: accurate – essentially
valid, although perhaps not 100 percent correct; inaccurate – essentially incorrect,
although there may be some truth in it, or malicious – motivated by anger, frustration,
jealousy, envy, or some other agenda on the part of the critic.
No matter which type of criticism you are facing, your immediate response has a
great impact, making things worse or better. Here are some steps that may help you
handle your emotions in this situation:
Step 1: Remain Calm. It helps to remain calm for some moments when you hear
people criticizing, accusing or blaming you. Firing back immediately may only “pour
more oil into the fire” and provoke a new round of criticism. A couple of deep breaths
will help you gain control over your rising anger.

Step 2: Retrieve thoughts that will help you focus on the other person and recognize
what his or her needs are.
Adopt and internalize the belief that what a person is saying to you is only his or her
opinion and is not true. These words represent the other person’s perception and
attitude. You don’t have to agree with them. Keep in mind the word of Eleanor
Roosevelt : “Nobody can make inferior with your own consent”.

Step 3: Re-direct your focus to the person who is expressing criticism and try to
recognize his or her needs standing behind these words. You can ask this person
what is he or she missing in this situation. This may shed some lights on their needs.

Step 4: Express your emotions and needs in a constructive way.
For example: “When I hear you criticize me I don’t feel appreciated for the good
things I have done. I am not motivated to do other things that you expect and ask. I
need you to see the whole picture and not only pick on the negative aspects.”

55
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

Medium-term actions

Analyze the situation, reflect on your emotions, needs, and thoughts.
"We are what we think.” Buddha

Input for the topic

Emotions are elicited when something relevant happens to the organism, having a
direct bearing on its needs, goals, values and general well-being. Relevance is
determined by the appraisal of events on a number of criteria, in particular the
novelty or unexpectedness of a stimulus or event, its intrinsic pleasantness or
unpleasantness and its motivational consistency, i.e. its conduciveness to satisfy a
need, reach a goal, or uphold a value or its ‘obstructiveness’ to achieving any of those
(Scherer 2001; Ellsworth & Scherer 2003).
The appraisal of events takes place during the valuation phase of James Gross’s
Model of Emotions mentioned earlier and is a cognitive aspect that we have influence
on. Put more simply, it means that our emotions are caused by our thinking. The
quality of our thoughts has been a focus of psychologists and scientists, in particular
of promotors of the rational emotive behaviour theories (REBT). Among them is Albert
Ellis, an American psychologist, one of the originators of the revolutionary cognitive
paradigm shift in psychotherapy and the founders of cognitive-behavioural therapies
(CBT). (https://en.wikipedia.org/wiki/Albert_Ellis)

https://en.wikipedia.org/wiki/
Cognitive_behavioral_therapy

The main premise of his REBT theory is that “thoughts cause feelings”. Regarding
cognitive-aﬀective-behavioural processes in mental functioning and dysfunctioning,
originator Albert Ellis explains: “REBT assumes that human thinking, emotion, and
action are not really separate or disparate processes, but that they all significantly
overlap and are rarely experienced in a pure state. Much of what we call emotion is
nothing more nor less than a certain kind — a biased, prejudiced, or strongly
evaluative kind — of thought. But emotions and behaviors significantly influence and
aﬀect thinking, just as thinking influences emotions and behaviors. Evaluating is a
fundamental characteristic of human organisms and seems to work in a kind of
closed circuit with a feedback mechanism: First, perception biases response, and
then response tends to bias subsequent perception. Also, prior perceptions appear to
bias subsequent perceptions, and prior responses appear to bias subsequent
responses. What we call feelings almost always have a pronounced evaluating or
appraisal element.”https://en.wikipedia.org/wiki/Rational_emotive_behavior_therapy
The diagram depicts how emotions, thoughts and behaviours all influence each other.
The triangle in the middle represents the CBT tenet that all humans’ core beliefs can
be summed up in three categories: self, others, future.
Precursors of certain fundamental aspects of rational emotive behaviour theories have
been identified in ancient philosophical traditions, particularly Stoicism. In his first
major book on rational therapy, Ellis wrote that the central principle of his approach,
that people are rarely emotionally aﬀected by external events but rather by their
thinking about such events, “was originally discovered and stated by the ancient Stoic
philosophers”. Ellis illustrates this with a quote from the Enchiridion of Epictetus:
“Men are disturbed not by things, but by the views which they take of them.” Ellis
noted that Shakespeare expressed a similar thought in Hamlet: “There’s nothing good
or bad but thinking makes it so.”
Based on this premise many techniques have been developed to regulate emotions
by adjusting thoughts, especially those that result in destructive behaviours.

56
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

Input for the topic

Unhelpful thinking habits
Over the years, we tend to get into unhelpful thinking habits. Once you can identify
your unhelpful thinking styles, you can start to notice them – they very often occur just
before and during distressing situations. Noticing those thoughts can help you to
challenge or distance yourself from them and see the situation in a diﬀerent and more
helpful way. Here are some examples of unhelpful thinking habits:
Fortune Telling - Interpreting things in a negative manner even though there is no
evidence to support your conclusion: “This interview is going to be a disaster, I'm
going to make a total embarrassment of myself.”
Mind Reading - Concluding that you know what someone else is thinking about
you: “They think I can’t do this job.”
Comparing and Rating - Seeing only the good and positive aspects in others,
and getting upset when comparing you negatively to them: “I am a complete mess
as a presenter compared to Bill!”
Inner Critic - Putting yourself down, self-criticism, blaming yourself for events or
situations that are not (totally) your responsibility: “I have never been able to get it
right.”
Emotional Reasoning - Assuming that because you feel bad, the situation must
be negative: “I feel bad, so it must be bad!“, “I feel anxious, so I must be in
danger.”
Catastrophising - Imagining and believing that the worst possible thing will
happen: “It is going to be a disaster!”
Black and white thinking - Believing that something or someone can be only
good or bad, right or wrong, rather than anything in between or “shades of grey”:
“It is never going to work!”
Memories - Current situations and events triggering upsetting memories, leading
you to believe that the danger is here and now, rather than in the past, and causing
distress right now: “They have always missed the deadline before, and this time
won’t be an exception.”
Over-generalisation - Viewing a single negative event, such as a romantic
rejection or a career setback, as a recurrent pattern of defeat: “I will never be able
to get this position.”
Discounting the Positive - Rejecting positive experiences by insisting that they
“don't count”: (when congratulated on your presentation) “Anyone could have
done that”, or “I should have done a much better job”.
Entitlement - Assuming that you have “the right” to have something or behave in
a certain way, simply because you want to: “If somebody is boring I’m entitled to
ignore them.”
Extract from Veronica Walsh “CBT and FeelingGood.com”
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The Albert Ellis’ 12 irrational beliefs and rational disputes:
Irrational beliefs...

... rational beliefs

1. The idea that it is a dire necessity for adults to be
loved by significant others for almost everything they
do…

… instead of their concentrating on their own self‐
respect, on winning approval for practical purposes,
and on loving rather than on being loved.

2. The idea that certain acts are awful or wicked, and
that people who perform such acts should be severely
damned…

… instead of the idea that certain acts are self‐
defeating or antisocial, and that people who perform
such acts are behaving stupidly, ignorantly, or
neurotically, and would be better helped to change.
People's poor behaviors do not make them rotten
individuals.

3. The idea that it is horrible when things are not the
way we like them to be …

… instead of the idea that it is too bad, that we had
better try to change or control bad conditions so that
they become more satisfactory, and, if that is not
possible, we had better temporarily accept and
gracefully lump their existence.

4. The idea that human misery is invariably externally
caused and is forced on us by outside people and
events…

… instead of the idea that neurosis is largely caused
by the
view that we take of unfortunate conditions.

5. The idea that if something is or may be dangerous
or fearsome we should be terribly upset and endlessly
obsess about it…

… instead of the idea that one had better frankly face
it and render it non‐dangerous, and, when that is not
possible, accept the inevitable.

6. The idea that it is easier to avoid than to face life
difficulties and self‐responsibilities…

… instead of the idea that the so‐called easy way is
usually much harder in the long run.

7. The idea that we absolutely need something other
or stronger or greater than ourself on which to rely…

… instead of the idea that it is better to take the risks
of thinking and acting less dependently.

8. The idea that we should be thoroughly competent,
intelligent, and achieving in all possible respects…

… instead of the idea that we would prefer to do well
rather than always need to do well, and accept ourself
as a quite imperfect creature, who has general human
limitations and specific fallibilities.

9. The idea that because something once strongly
affected our life, it should indefinitely affect it…

… instead of the idea that we can learn from our past
experiences but not be overly‐attached to or
prejudiced by them.

TEN ‐ The idea that we must have certain and perfect
control over things…

… instead of the idea that the world is full of
improbability
and chance and that we can still enjoy life despite this

11. The idea that human happiness can be achieved by
inertia and inaction…

… instead of the idea that we tend to be happiest
when we are vitally absorbed in creative pursuits, or
when we are devoting ourselves to people or projects
outside ourselves.

12. The idea that we have virtually no control over our
emotions and that we cannot help feeling disturbed
about things…

… instead of the idea that we have real control over
our destructive emotions ‐ if we choose to work at
changing the “musturbatory” hypotheses which we
often employ to create them.
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For your toolbox

Socratic questioning
One way of changing destructive thoughts involves testing the assumptions one
makes and looking for new information that could help shift those assumptions in a
way that leads to diﬀerent emotional or behavioral reactions. The change may begin
by targeting thoughts (to change emotion and behavior), behavior (to change feelings
and thoughts) or the individual’s goals (by identifying thoughts, feelings or behavior
that conflict with the goals). This process is called cognitive restructuring and can
be achieved through the technique of Socratic questioning.
Socratic questioning involves the creation of a series of questions to a) clarify and
define problems, b) assist in the identification of thoughts, images and assumptions,
c) examine the meanings of events for the patient and d) assess the consequences of
maintaining maladaptive thoughts and behaviors (en.wikipedia.org/wiki/
Cognitive_therapy). Consider the following suggested questions to help you dispute
irrational thoughts:
1. What is the evidence?
• What evidence do I have to support my thoughts?
• What evidence do I have against them?
2. What alternative views are there?
• How might an outsider view this situation?
• How much more likely are the new alternatives?
3. How much does thinking this way cost me?
• Does it help me, or stop me from getting what I want? How?
• What might be the outcome of looking at things in a healthier way?
4. Is my thinking realistic? (review the common thinking errors)
• Am I thinking in all-or-nothing terms?
• Am I condemning myself as a total person on the basis of a single event?
• Am I concentrating on my weaknesses and forgetting my strengths?
• Am I blaming myself for something that is not my fault?
• Am I taking something personally which has little or nothing to do with me?
• Am I expecting myself to be perfect?
• Am I using a double standard – how would I view my best friend in this
situation?
• Am I paying attention only to the bad side of things?
• Am I overestimating the chances of disaster?
• Am I exaggerating the importance of events?
• Am I doing “should, must and ought” instead of accepting and dealing with
situations as they are?
• Am I assuming I can do nothing to change my situation?
• Am I predicting the future negatively instead of experimenting with it, even
being excited by it?
5. What action can I take?
• What can I do to change my situation?
• Am I overlooking solutions to problems on the assumption they won’t work?
• What can I do to test out the alternative views I have arrived at?
Extract from Veronica Walsh „CBT and FeelingGood.com"
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For your toolbox

The ABCDE Model
“The happiness of your life depends upon the quality of your thoughts.”
Marcus Aurelius

To work with unhelpful thinking habits Albert Ellis has developed the ABCDE Model, a
major part of his rational emotive behaviour therapy, where:

Example

A: Activating Event – What happened? What’s stressing me out?
“I won’t be able to prepare this presentation thoroughly in the given timeframe.”
B: Belief – What is my negative self-talk? What distorted or irrational thinking style am
I using? What negative belief am I clinging to? What interpretations am I making?
“It has to come out perfect! “They’ll all judge my abilities by how I do on this
presentation”. But it always takes so much time to prepare a decent presentation.”
C: Consequence – What am I feeling? What is my behaviour as a result of my
beliefs?
“I feel stressed out: my stomach aches and my thoughts are spinning around. I am
all over the place.”
D: Dispute – Counter-thought. What realistic and grounding statement can I use
instead? Is there an alternative way of thinking here that is reality based?
“I have given presentations before and don’t remember ever failing.”
“I can make it short and therefore it will take me less time.”
“I will talk to all the stakeholders in advance to get them on board.”
E: Eﬀect - How do new ways of thinking aﬀect my emotions and my behaviour?
“I now feel less pressure, like it is not an impossible task to manage.”
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Activity

The ABCDE Model
Working in pairs:
1. Recognise a situation that makes you feel angry, fearful, anxious or uncomfortable
and write it down.
2. Fill out the A and C columns in the ABCDE table for your situation.
3. Write down all thoughts that come to mind when you are thinking about your
situation by filling out the B column.
4. Taking turns ask each other diﬀerent questions from the set of Socratic
questioning cards.
5. Fill out the D and E columns of the ABCDE table using insights from the step 4.

Questions for the activity in pairs:
•

Are you using one of your Bad Thinking Habits ? If so, which one?

•

Are you using emotional reasoning and relying on what your emotions tell you?

•

What is the evidence for this thought or belief?

•
•
•

Is there any evidence against it?

•

Is that a bit dramatic and unhelpful?

•

Has thinking this way been helpful in life so far, or a poison?

•

What would you advise your best friend if they were thinking this way?

•

What is the rational, calm alternative view of this situation?

•

What is it more true to say?

•

Is this always the case?

•

Why do you say that? Could you explain further?

•

Why do you think that this assumption holds here?

•

Is this always the case?

•

Can/did anyone see this another way?

•

Which of your questions turned out to be the most useful?

Are you bringing things out of proportion?
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A

(Activating event)

B

(Beliefs)

C

(Consequence)

D

(Debate, Dispute)

E

(Eﬀects)
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Input for the topic

Anger
There are many words to describe the emotional state of anger, depending on the
intensity of this emotion. Put the following words in ascending order of intensity of
anger: angry, resentful, frustrated, irritated, annoyed, enraged, furious.

_________________________
_________________________
_________________________
_________________________
_________________________
_________________________
_________________________
Understanding the root cause of our anger
With his concept of Non-Violent Communication, Marshall Rosenberg provides a
valuable and insightful perspective on the root cause of our anger:
•
•
•

•

„The behavior of others may be a stimulus for our feelings, but not the cause and
it is important to establish a clear separation between stimulus and cause.
We are never angry because of what someone else did; the cause of anger lies in
our thinking—in thoughts of blame and judgment.
We can identify the other person’s behavior as the stimulus, but it is not the
behavior of the other person, but our own need that causes our feeling. At the
core of all anger is a need that is not being fulfilled.
When we are connected to our need, whether it is for reassurance,
purposefulness, or solitude, we are in touch with our life energy. We may have
strong feelings, but we are never angry. Anger is a result of life-alienating thinking
that is disconnected from needs. It indicates that we have moved up to our head
to analyze and judge somebody, rather than focus on which of our needs are not
getting met.”

Marshall Rosenberg suggests that anger arises as a result of the following process
taking place within us:
My need
(for example, acknowledgment, appreciation)
is not met, which causes
Emotions (for example, frustration, hurt) that I don’t
want to feel and therefore I make others responsible for
this situation; this leads to
Judging and blaming others
(for example, as arrogant, disrespectful, ignorant)
which evokes
Emotions
(for example, anger, frustration, rage)
that I express.
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For your toolbox

Expressing your anger
Marshal Rosenberg suggest to consider these anger buttons as an alarm clock to
wake us up - to realize we have a need that isn’t being met and that we are thinking
in a way that makes it unlikely to be met. To fully express anger requires full
consciousness of our need. The steps of Non-Violent Communication can help us
understand and express our anger fully:

Step 1: Recognize the situation that triggers your anger:
What do you see, hear, or touch?
Example: When I missed a deadline to deliver a financial report, my manager said:
“Couldn’t you keep your promise and deliver things on time?”

Recognize your self-talk: What are you saying to yourself about the parties involved
or about the situation in general?
This accusation made me immediately think that my manager doesn’t realize how
many diﬀerent tasks and how much work I have. Instead of asking me why I missed
the deadline, he put his needs and request first. He is a bad manager, because he
doesn’t care about his employees!

Step 2: Recognize your unmet needs:
What are you missing in this situation? What would you like to have?
In this situation I am missing understanding and empathy.

Step 3: Become aware of evoked emotions:
When my need recognized in Step 2 is not met, what emotions come out?
When my need for being understood is not met, I feel hurt and neglected.

Step 4: Make a request:
What can you or other people do to meet your needs?
When I don’t meet a deadline it’s important for me to have a chance to explain the
situation instead of being accused. Could you please ask me first for the reason for
the delay?
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Activity

Expressing your anger
Think of a situation that triggers your anger and describe using the four steps of the
Non-Violent Communication. Pay a close attention to your self-talk that impacts very
much your thoughts and emotions.
Step 1: Recognize the situation that triggers your anger:
What do you see, hear, or touch?

Recognize your self-talk: What are you saying to yourself about the parties involved
or about the situation in general?

Step 2: Recognize your unmet needs:
What are you missing in this situation? What would you like to have?

Step 3: Become aware of evoked emotions:
When my need recognized in Step 2 is not met, what emotions come out?

Step 4: Make a request:
What can you or other people do to meet your needs?
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Input for the topic

Setting personal boundaries
Sometimes in interpersonal relationships one of the people behaves in his or her own
interest and neglects the other person’s interests. To the other person, this feels
unfair and like a violation of his or her personal boundaries. In the workplace, an
action that crosses personal boundaries may be a client asking his or her counterpart
to do a task outside the employee’s area or responsibilities. In private life, an example
would be when family members ignore another family member’s requests.
Why people avoid setting their personal boundaries:
•

They are afraid to hurt the other person or to create a distance between
themselves and this person – the shadow side of empathy.

•

They don’t want to destroy or damage the relationship – lack of trust in
relationships.

•

They are afraid that people will not like them – low self-esteem.

•

They don’t want to come across as incompetent – too proud of themselves.

•

They are not aware of their own resources – lack of self-awareness.

•

.....

Why people set their personal boundaries too tightly:
•

They focus mainly on themselves and their goals and have no desire to help
others.

•

They don’t have the resources for others or feel overwhelmed anyway.

•

They are concerned that others will take advantage of them.

• .....
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Setting boundaries brings you the following advantages:

Reflection

•

You learn to say NO in situations when other people ask for more than you are
ready to give. This allows you to spend your resources, such as time, energy and
money, consciously.

•

Setting boundaries stops the behaviour of other people which you don’t accept. In
this way you remain true to your values and to what is important to you.

•

Personal boundaries serve as a filter to identify people you don’t want to interact
with and who take advantage of you.

•

Setting personal boundaries strengthens your self-regard and allows you to unfold
your true identity.

•

Setting boundaries fosters your self-confidence when asserting your needs and
values.

•

…

Reflect on and describe situation(s) where you would like to set your personal
boundaries.
Measure your motivation for each situation on a scale from 0 to 10, where 0 = “I am
not motivated at all” and 10 = “I am very much motivated” to set personal boundaries
in this situation.

0

1

2

3

4

5

6

7

8

9

10

For those situations where you scaled 8–10, you can use the Decision Matrix on the
next page to reflect on what setting boundaries would bring.
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Activity

Setting boundaries using a Decision Matrix
When our personal boundaries are violated, we keep thinking about it. Our mind is
occupied with the question of whether to say something or leave it. A decision matrix
for Yes-or-No decisions can help us answer this question. This matrix was adapted
from the method of Martina Held (Leao A., Sass-Schreiber H., 2011). It allows us to:
•
•
•
•

look at a situation from diﬀerent perspectives
bring rational arguments and our intuition together
become clear about the advantages and disadvantages of each decision
recognise the emotions and needs behind each decision

If we decide to set a personal boundary, we also start to think about how to say it, as
well as how to deal with the disadvantages of this solution. If we decide to leave it as
is and don’t protect our personal boundary, we can reflect on the consequences of
this solution and how to handle them. To use this method, we draw a matrix with
four fields. Two of them go with the Yes-solution – “set boundaries” – with field A for
advantages and field B for disadvantages. The other two fields go with the Nosolution – “don’t set boundaries” – with field C for advantages and D for
disadvantages.
Advantages

Disadvantages

Yes

A

B

No

C

D

This method takes the following steps:
Step 1

Select a situation. Select a situation in which you feel that your personal boundaries
are violated.

Step 2

“Yes” to setting boundaries. Imagine you decide to set your boundaries. Reflect
upon:
• Advantages and disadvantages of this solution
• Emotions you would feel
• Needs that would be fulfilled or not fulfilled

Step 3

“No” to setting boundaries. Imagine you decide NOT to set your boundaries.
Reflect upon:
• Advantages and disadvantages of this solution
• Emotions you would feel
• Needs that would be fulfilled or not fulfilled

Step 4

Weighting solutions. For each solution, mark on the scale between 0–10 how
important the advantages and disadvantages as well as the fulfilment of needs are to
you. Total your marks from fields A+D and B+C. Which has more weight?

Step 5

Reflection. Reflect upon this situation after going through the previous steps. What
stands out for you?

Step 6

Decision taking and action steps. Reflect upon what decision you are gravitating
towards. What are your next steps?
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Example
Step 1

Select a situation. Select a situation in which you feel that your personal boundaries
are violated.
In my relationship with one friend I have a feeling that she is taking advantage of me
somehow and doesn’t have my best interests at heart. I can’t fully trust her and am
afraid of being manipulated. Do I talk to her about it or do I leave it?

Step 2 & 3

Reflecting on “Yes” and “No” to setting boundaries.

Advantages

Step 4

Disadvantages

Yes

• Vent my frustration
• Check how much our
relationship can bear
• Train my ability to handle
unpleasant situations
• I would feel relieved and my
need to stand up for my needs
will be fulfilled

No

• Maintain our relationship
• My unpleasant emotions will
• Avoid unpleasant conversations
accumulate and could one day hijack
• Stay in the comfort zone and
me into saying something I will regret
feel comfortable
• My emotions may push me to make
• My need for helping and
comments about my friend behind her
contributing to other people will
back
be fulfilled
• My mind is preoccupied with this
situation
• I would feel even more frustrated and
will not fulfill my value of being
transparent and honest

• Having this conversation would cost
me a lot of energy
• It might distance us or end our
relationship
• I would feel guilty and my need to
connect with this person will not be
fulfilled

Weighting solutions. For each solution, mark on the scale between 0–10 how
important the advantages and disadvantages as well as the fulfilment of needs are to
you. Total your marks from fields A+D and B+C.
Which has more weight?
Advantages

Disadvantages

Yes

A: 9

B: 10

No

C: 10

D: 9

More weight lies on my needs for human connection and contribution.
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Step 5

Reflection. Reflect upon this situation after going through the previous steps. What
stands out for you?

Based on my reflection I realised that:
•
•
•
•

Step 6

My inner peace is disturbed in both cases.
Relationships with other people are so important to me that I am prepared to tolerate
many things.
I am not so eager to try out what our relationship can bear. My need for harmony is
strong.
It is important to me how other people perceive me.

Decision taking and action steps. Reflect upon what decision you are gravitating
towards. What are your next steps?

I decide not to talk to my friend about my impression because in my mindset giving to
others is part of the nature of relationships. At the same time, I don’t always have to give
her what she is asking for. Setting boundaries depending on the context is a better way
than addressing the situation in general.
My next steps are reflecting upon situations in which I gave more than I wanted to and
how to communicate my boundaries next time.
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Activity
Step 1

Select a situation. Select a situation in which you feel that your personal boundaries
are violated.

Step 2 & 3

Reflecting on “Yes” and “No” to setting boundaries.

Advantages

Disadvantages

Yes

No

Step 4

Weighting solutions. For each solution, mark on the scale between 0–10 how
important the advantages and disadvantages as well as the fulfilment of needs are to
you. Total your marks from fields A+D and B+C. Which has more weight?

Advantages

Disadvantages

Yes
No
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Step 5

Reflection. Reflect upon this situation after going through the previous steps.
•
•
•
•
•

Step 6

What stands out for you?
Which insights can you gain from steps 2–4?
Which needs are are especially important in this situation than others?
What can I do about the consequences if my other needs are not satisfied?
How can I still get less prioritised needs satisfied?

Decision taking and action steps. Reflect upon what decision you are gravitating
towards. What are your next steps?
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Long-term actions

Change your attitude towards this situation and train new behavior.

For your toolbox

Reframing
How an event is evaluated depends on the context in which it is taking place.
Reframing refers to the ability to change one’s evaluation of the event or methodically
change its frame so as to alter its emotional significance (Gross, 2002).
Most common methods of reframing are:
1. Realistic reappraisal – reevaluating an event in a more accurate, objective,
factual manner, while remaining sensitive to contextual factors. For someone who is
afraid of flying, reading statistics and facts showing that flying is considered to be the
safest way of travel might reduce their anxiety.
2. Positive reappraisal – reevaluating an event in a manner that emphasises
possible desired, rewarding or beneficial aspects of the event or consequences of
the event that may have been overlooked in the original appraisal. In the case of the
fear of flying, this can mean focusing on the benefits that will come from flying to a
conference or travelling to a country that has always been a dream destination.
3. Compassionate reappraisal – reevaluating an event in a manner that appreciates
and validates the presence of emotional pain and desires to alleviate it, identifying
the pain as a natural aspect of the human experience. Accepting one’s fear and
comforting oneself with the notion that every fifth passenger is suﬀering from their
own fear of flying might relieve tension.
There are other frames that can be created to reappraise an event such as:
4. Reducing the importance of the event as it was initially presented by putting it into
an insignificant frame. With the fear of flying, this may mean considering the time
spent in the air insignificant compared to the events during the trip itself;
or on the contrary
5. Increasing the importance of an event and putting it into a more significant,
meaningful, bigger frame, such as seeing overcoming the fear of flying as a major
objective in training one’s Emotional Intelligence.

73
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

For your toolbox

Dealing with diﬃcult personalities
For many people, dealing with “diﬃcult personalities” in the workplace becomes a
real challenge: a customer who always undermines your rights and complains about
your services, a manager who doesn’t acknowledge your eﬀort and controls your
every step, an employee who doesn’t follow up on mutual agreements and is always
in denial of his or her responsibilities. And whatever steps you make to improve the
situation, it doesn’t bring results. The process of personal growth that all of us go
through in the course of our life doesn’t seem to work for them. Those “diﬃcult
personalities”:
•
•
•

seem not to be able to listen to and understand others;
are missing the skill of self-reflection and can’t handle criticism
are not ready to adjust, adopt and be flexible with their behaviours

If the cost-benefit analysis of your eﬀorts so far is negative, but you still have to
interact with them, reframe your attitude towards them. Consider the following points
while creating a new frame of interaction with them:

Points to consider

You should do the following

You should avoid doing the
following

1. A problem?
Where is the problem?

Try to change their behaviour

Don’t try to change the view of
the world

2. Understand and accept

Try to understand their fears and
perceptions that for a base of their
behaviours

Don’t assume they do it on
purpose

3. Support a change
process

Be satisfied with a slow and
incremental change

Don’t expect quick and profound
changes

4. Recognize their inertia to Be prepared that the situation will
change
never come to a desirable state

Don't except that the change
process will ever come to a
desirable state

5. Don’t play a moral
apostle

Don’t preach them

6. Don’t give up on
important things

Speak about your needs and
where your personal boundaries
are
Insist on important points

Don’t always show empathy with
them. Be careful of not taking
too much on your own shoulder.

Translated from the book of Lelord & André "Der ganz normale Wahnsinn”
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Acitivty

Dealing with diﬃcult personalities
Choose a person that you find diﬃcult to deal with and write down thoughts that will
help you create a new frame for your interactions.
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For your toolbox

The emotional state of serenity (Gelassenheit)
Emotions are evoked in situations, in which our expectations aren't met, needs aren't
fulfilled or values aren't respected. The more significant a situation for us, the higher
the intensity of emotions experienced. In some situations we can't change things
because they don't fall under our control, partially or fully. As a result we may feel
emotionally stuck or even overwhelmed feeling frustrated, angry, sad or hopeless.
A possible way out of such an emotional trap is to accept the situation as it is and let
go of things we can't change. This ability to accept is a prerequisite for an emotional
state of serenity, "Gelassenheit", which is associated with the feeling of inner peace
with regard to the situation. This feeling manifests itself through absence of resistance
in body and mind.
Go through the following steps to define a desirable emotional state for a situation, jn
which you wish you could feel more at ease:

1. The situation: describe a situation, in which you wish you could feel more at ease
and let go of things.
For example: dealing with a difficult personality in the workplace or at home.

2. The desirable emotional state: using your imagination bring yourself into the
emotional state that you would like to experience in this situation, describe what
emotions you would like to feel and where on the map of emotions you would like to
be.
For example: an emotional state of acceptance.

Energy high

unpleasant

pleasant

Energy low
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3. The image: choose an image that you associate with this emotional state. Write
down why you chose this picture and which words come to mind when you look at
this picture.

4. The mantra/aﬃrmation: Based on the image you have chosen and the words you
have written, create a mantra/aﬃrmation that will motivate you to shift to the
desirable state.
For example: “Let it go ...”

5. Benefits of the desirable emotional state: write down benefits that you would
gain if you are able to bring yourself into the desirable emotional state as well as
which of your needs will be fulfilled in this state.
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6. Your thoughts, believes, expectations: recognize your thoughts, believes,
expectations that will support you to get into the desirable state.
For example a sentence from The Serenity Prayer written by the American theologian
Reinhold Niebuhr (1892–1971):
"God, grant me the serenity to accept the things I cannot change, courage to change
the things I can, and wisdom to know the diﬀerence."

7. The anchor: To remind yourself of the desirable state choose an object that you will
often can see. It can be a portable object you carry with yourself: like a watch, ring,
bracelet, or screen-save of your mobile device. It can be a stationary object like a
photo next to your computer, a plant in your living room, or a picture in the office.
Every time you look at this object you remind yourself of the desirable state and prime
yourself to feel it. It doesn’t have to be only when this situation happen. Your rehearsal
to experience it again and again like a sportsmen would train his or her „peak
performance state“.

8. The gesture or body move: Create a gesture or a body move that will enable you
to achieve the desirable state.
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9. Barriers on the way
Reflect upon your barriers on the way to experiencing the desirable emotional state.

10. Overcoming barriers
Write down how you can overcome these barriers.

79
www.eqpower.ch, Unterbinzenweg 10, 8840 Einsiedeln, Switzerland, +41 55 422 00 36, contact@eqpower.ch

5. Reflection

What are you taking away from the workshop?

5. Transfer

What are you committing to do to develop your business relationships?
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