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Introduction

Your Gateway to Learning

Overview of Entire Program

The following Emotional Intelligence Competencies are the major topics ofithisl
Workshopand Workshop. Each one numbered below is a separate Module of the Workshop,
having 4sessions of houreach

1. Strategic Thinking:What Really MAtters ..........ccccciuviviiiiieiiiieieereereeree e Mod 1-1
Know what you really want.
Stay focused on it.

2. CommUNICALIONSKIIIS ... Mod 2-1
Handle crucial conversations masterfully.
Speak in a manner others can hear.

3. DIAlOGUESKIIIS..... .o e e e e e e e e e e e e e e e e e e e e e e e s e e e e e e a s e e Mod 31
t F N} LIKNFaS 6KIFIG 20KSNAR aleé IyR Falis a5AR
Seek feedback.

4. ASSEIIVENES KIS ... et Mod 4-1

Express yourself assertively for win/win outcomes.

5. SEIEMANAGEMENT ...t e e e e Mod 51
Tune in to your own thinking, feelings, desires and values.
Stay avare of your inner world during crucial conversations.

6. Relationship Management.............ueiiiiiiiiiiiiiee e Mod 61
tdzi @2dzNESEF Ay GKS 20KSNJ LISNE2YyQa aK2Sao
Have empathy for their inner watlduring crucial conversations.

7. Conflict Transformation and CONNECHING..........oouurrrieieiiiiiiieee e Mod 7-1
Minimize conflict and maximize connection.
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8. LIStENINGSKIIIS. ... Mod &1
open, curious and receptive. Delay giving advice initially.
Ask good questions with a light touch.
Listen intently, actively, deeply.

9. Facilitation and EMPOWEIMENL........coiiiiiiiiiiiieee et e e Mod 91
Facilitate people finding their own solutions to problems.
5Aa020SNJ YR 0dAfR 2y 20KSNREQ adNBy3aiKa

10. Performance ManagemeNL............ccceuuiiuiiiiiieeeeiiiirieeee e e e e e s siineeeee e s Mod 101
Clarifyproblems and opportunities.
Set goals and explore alternatives.
Choose solutions, plan actiores)d follow up.

11.Putting It All Together with Coaching Labs............cccccviiiiiiiieiieeiieiiiieeceeeeeee, Mod 11-1
Practice all skills in live sessions with feedback.
Put skills to work on the job and be coached to improve.

Learning Objectives

As a participant, by the end of thidrtual Workshopr Workshop series, you will understand
how emotional intelligence makes better leaders and professionals. And you will be more
skillful at applying the above emotional intelligence competencies on the job. Here they are
again phrased a little more coisely:

1 Module 1: Think strategically and set goals effectively

1 Module 1: Stay focused on priorities during stressful situations

1 Module 2: Handle difficult conversations masterfully

1 Module 3: Dialogueskillfully

1 Module 3: Give and receive feedback

1 Module 4: Be assertive, not aggressive or avoiding

1 Module 5: Be emotionally competent at seffianagement

1 Module 6: Be emotionally competent at relationship management
1 Module 6: Have empathyo connect

1 Module 7: Minimize conflict and maximize connection

T Module 8: Listenskillfully
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1 Module 9: Coach people to be more resourceful

1 Module 9: Empower others by building on their strengths
1 Module 10: Manage performance of yourself and others
T Module 10: Solve problems and make decisions.

1 Module 11: Putting t all together in practice sessions and getting feedback.

Benefits

For a thorough description of benefits and results of this-bkillding training, see

What will you gain from improvingour skills described ithe above Learning Objectives
1. Strategic Thinking:What Really Matters

Developing your ability to think strategically is esseritainoving into management
and leadershigositions Highpotentials- soar to your potential by improving thiskill
set This Module will helgou stay focused on what is important.

2. CommunicationSkills
Handle cucial conversations masterfullgndyou will solve problems.
When you peak in a manner others can hegqur communication is clear and effective.
Good communication skills build good relationships.

3. DialogueSkills
Youcan discover and clear up misunderstandings dmaphrasng what others say and
asking forfeedback. Your dialogue skills will help you foster collaboration. Others will
feel heard and be glad to work with yoialogue creates win/win solutions.

4. Assertivenessskills
You can achiewein/win outcomesby expressngyourself assertivelyBe respected and
effective as a person who is neithiio passivenor too aggressive. Get what you really
want while respecting the wishes of others.

5. SelfManagement
Increasing your seliwareness is the first step toward both good sedinagement and
better relationships.Consistently éine in to your own thinking, feelings, desires and
values. Keep focused on what is important to you durorgcial onversationsManage
your feelings and behaviors.
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6. Relationship Management
Improve working relationships for better results. Improve your ability to connect with
empathy. Maintairconnection ancempathy even during difficult conversations.

7. Conflict Transformation and Connecting
Minimize conflict and maximize connectidrearn a 4step process for connecting with
people to build effective relationships. It is valuable in many situations including
managing conflicts and handling difficult conversas.

8. ListeningSkills
As a leader, excellent listening empowers your direct reportistening establishes
rapport. After you connect with listening, you are more likely to have a productive
conversationRobert Greenleafan AT&T leadership dewglerwho invented the term
GaSNDFyd fSFRSNE: FaaSNISR {Ksefvanfleadeti Sy Ay 3

9. Facilitation and Empowerment
Excel as a leader by coaching your direct reports to perform at their B@spower
peopleto find their own solutions to problemsDiscover and build otheir strengths and
resources.

10.Performance Management
Managers and leaders frequently need to coach direpbrts to improve these skills
Planning problem solvingand decision makingWe all needo excel at these skills for
our own effective selmanagemento get results

11.Putting It All Together with Coaching Labs

Deepen all your skills. Practice all the skills from all the Modules at the same time
through case study discussions. Bring/apr own case situations for discussioRole
playand receive coaching to solve your problems. See how different Modules give
insights on issues so that your knowledge increases.

How do the above Emotional Intelligence Competencies all fit together?
Hrst, think about thisquote from Dr.Martin Luther King, Jr.:

"What is needed is a realization that power without love is reckless and
abusive, and love without power is sentimental and anensic.

Intro- 4
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?

=2 o can we be guided by the wisdom of this quote?

{2YS LS2L)XS GKAY]l LR2gSNI Aa o60IR IyR GKS& R2yQi
O2yFEtAO00 T @2ARIFY(d AT dzaAy3a LIRGSNI g2dZ R ONAYy3I
exercise power themselves, they figure out many ways to avaiflico Thus problems are left

to fester.

However, it is clear that power can be a force for good. In this case power is the ability to
influence others rather than using force. A leader can use power in order to empower others
versus having power ovéinem. Empowering others can come from a place of love. The desire
to have power over others usually comes from a place of feaylting in a need to control.

We can start with the intention to love, or care, but can easily cross the line to other, goals
a4 I RSAANB (G2 AYLNBaao 2SS ySSR G2 &l 2dz2NESE

It is good to have personal power. Others recognize it, and are less likely to try to overpower
you. They have more respect for you.

Leaders need to be powerful, but with caring. We all need to be loving, but with power.

One way to say this is that we need to have both backbone and heart. Some call this tough love.
Leading often requires this and so do professional interactionsw@anty other situations. Most

of us fall too much to one side or the other rather than combining both power and love. Martin

[ dzZ KSNJ YAYy3IQa LRAYyG A& GKIFIG ¢S Yl @& SyR dzZ) 0SAY
anemic.

We need to have power or lslbone to stand up to difficult people and hold those crucial
conversations necessary to straighten out bent relationships. Leaders receiving my Executive
Coaching often request assistance with straightening out bent relationships. They realize this is
not easy. You must confront others and assert yourself and at the same time, stay connected.
This is not power over, but power with. It is empowering.

When you learn how to have both backbone and heart, you can then improve your dialogue and
listeningskills and use them rather than force. You can exert your power but toward a win/win
solution.
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Once you are good at dialogue, you can improve your ability to handle conflicts. Then as you
improve in conflict resolution, you begin to look for conflictthex than avoid them. You know
that you need to surface conflicts so you can resolve them.

When you gain competencd axerting both your power andaring, new options come to light.
You learn new information from dialogue and listening. You get m@@ureeful at
collaborating and finding new win/win solutions.

Seeing new options gives you a broader viewpoint from which to make better decisions. And
making better decisions is the heart of effective leadership. When | was getting my MBA from
The Harved Business School, the professors kept telling us that their teaching style with the
case method was training us to become better decision makers. This would be the main benefit
of our Harvard studies they said, not the technical knowledge we gained.

Cur professors also repeated many times that our interpersonal skills would be the key to

success in leadership, not technical skills. In the 30 some years since | graduated from Harvard, |
have seen over and over how right they were. Interpersonal skélsvhat matters most. Since

then, we have realized how important emotional intelligence is for good decision making and
leadership in general. The Harvard Business School Press has published many articles and books
on emotional intelligence and leaddrip. | have placed a selection of them on my web site at
Executive Coaching Resources, Links section. See
http://www.eaglealliance.com/resources/linkstlick on Emotional Intelligence.

Leadersare required to manage the performance of their direct reports and teams. Power and
control is not the best way. Leaders need to empower others to solve their own problems
because many problems are too complex for the leader to know all the answeaderseneed

to facilitate others to become more resourceful. This is the crux of the coaching skills that | train
leaders how to do in thi¥irtual Workshoseries

In summary, all these emotional intelligence competencies iniiisial Workshoerieform

the heart of excellent leadership and professional performance. Emotional intelligence enables
you to have selbwareness and manage your emotions better. And you can have empathy and
manage your relationships better. These things lead to bettersi®ts and excellent

leadership.

About Emotional Intelligence

?

=2 \\/hat is my definition of emotional intelligence?
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The ability to perform at your best by having salfareness, emotional competeacempathy,
and people skills.

A longer list that isn terms of the above competencies is: knowing what you really want,
dialoguing, listening, asking questions, paraphrasing, communicating clearly and assertively,
seeking feedback, enhancing saifiareness, having empathy, solving conflicts, connecting,
facilitating, empowering, appreciating, encouraging, setting goals, facilitating problem solving,
and making good decisions.

One corporate application of emotional intelligencéisecutive CoachingMy definition of
executive coaching is: Helping anetlperson to maximize their strengths and resourcefulness
to reach their goals and to boost performance and contributions. By growing in emotional
AyGSttAaSyO0Ss tSIRSNE AYyONBlFrasS GKSANI 26y YR

In thisVirtual Workshop managers and leaders will develop their own executive coaching skills.
The competencies listed above are often discussed as part of other programs such as coaching
skills which concentrate more on the last two competencies, facilitating jpeidormance
management. Therefore, if you acquire this comprehensive set of emotional intelligence
competencies you will also be developing skills in related application areas like executive
coaching.

Your Goals:

Clarify your intentions by writing your awers in the spaces provided below.

1. Which Learning Objectives above are most important to you and why?

2. What Modules above do you want most to learn and why?

3. What do you really want to learn in this Virtual Workshop (series)?

Intro-7
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4. If youget what you want from this Workshop, where will you apply what you learn?

5. What will you do differently after you complete the Virtual Workshop?

How to get the most from this  Virtual Workshop

Follow these steps and you will surprise yourself how much you will learn and grow with this
spacedout experiential learning that allows you to practice between sessimiasget feedback
next session:

1 Actively take notes in the spaces provided in thisrtkldook¢ a proven technique for
solidifying your learning

1 Volunteer your own real life situations for exercises and discussiBresyse the Appendix
to get ideas from Cases that may remind you of your own life situations.

1 Do the Fieldwork.
1 Practice whayou learn between sessions. Practice makes peffect.
T Next session tell us about your successes and problems and get feedback.

1 If at all possible, get coachifigm Bill Talkabout your goals, successes and problems and
get feedback. Feedback is theebkfast of champions.

1 Getour SelfStudy Program that supplements this Virtual Workshop Program with new
perspectives that deepen your learning. Listen to the mp3 recordings. Read the Training
Manual.

1 Practice new skills during sessions. See nexgraplt.

*Take advantage of your opportunity to practice new skills ieraotionally safe group Daniel

Goleman in his book, Primal Leadership, p. 163 points out the importance of an emotionally safe
IANRdzZL) YR GKSYy | RRAXZ 4 Cradw fdr &uthédh® Mehrding todeOK. a1 FSG &
h¥d8y tSIRSNE FSSt dzyal F83 +a AT GKS&@QONB dzy RSN
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those around theng and so they never take the risk of exploring new habits. Knowing that
others are watching with aritical eye provokes them to judge their progress too soon, curtail
SELINAYSYyiGlIGA2y S | YR RS Q@S Virud WotBsiogwhidhloffelsy 3 & ¢
anonymity, trust, candor and a safe place to experiment.

To grow in emotional intelligencgou must practice and get feedback. It is not enough to get
new ideas. The emotional part of the brain has to learn through doing things: rehearsing,
practicing, interacting, repetition, and getting feedback.

Self-Study Program:

Our SeHlStudy Prgram is an excellent way to deepen your
knowledge with new perspectives. It iaded orthis Virtual
Workshop Seried,eadership Communicati@nHow to
Communicate with Emotional Intelligence for Powerful Leadership
You will see how the skills taughteach Module apply to many
different situations of participants as they offer them for case
studies and discussions.

Deepen your
QO knowledge with

9 new perspectives

$ mionmoenene 1 Over 13 hours of recordings of live sessions. You can listen at

e R e your owntime, place, and pace. 4%ours of recordings cover

the Vitual Workshop Series. Another 8burs give you the

option of going deeper into topics.

You can buy individual Modules or the entire progriaciuding:

1 An extensive, 16@age Participant Workbook.

T Training Manuals in the form ofBooks. Training Manualtawe articles relevant to a
particular Module Theyare full of tips on how to build the skills you need in these difficult
times.

For more information go towww.EagleAlliance.com/services/géssinfo/
or call Bill at919-240-7924

How to get the most out of your Self -Study Program:

1 Print out your Participant Workbook and write in Writing furthers learning.

1 Listen to the mp3 audio recordings at your own pace when and where youtdarbetter
to listen while you drive or take a walk rather than postpone for the perfect time, which
may never arrive.

1 Read the Training Manuai®ooks. Try reading short passages in spare moments rather
than waiting for the perfect time of a quiet houvhich may never come.

Intro- 9
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1 Slow down and ponderDo not multitask with other office work.
1 Ponder how you can apply the skills to your own life situations.
1 Do the Fieldwork.

1 Browse the Appendix to get ideas from Cases that may remind you of your own life
situations.

1 Supplementthe Seff 1 dzR&@ t NPINI Y A 0GK +ANIdzZ f 22N] aK2 L
Coaching so that you get help applying the ideas and skills.

Situations for Real Plays:

Your may volunteer your owsituationsfor discussions and exercise&.good situation to share

is one where someone said something hard to hear or did something that annoyed you. Small
matters can work well for our discussions. Avoid your biggest problems. Please describe them
concisely. ThAppendix Real Playsectionhas

sample situations to stimulate your memory. As you go through\Mimtaal Workshopor
Workshop series, apply it to your own real life situations. Then in the next session, tell us your
success stories or the problems you encountered andegtback.

For Virtual Workshop s:

Conference calls can have technical problems such as trouble getting into the call, noise and
being cut off. If this happens, hang up and dial back linyou can't get into the call, just keep
hanging up and trying agairsometimes it takes up to 15 minute®lease save yourself one
type of distress by putting our telephone humber near your phone now.

Please tell others about our pubMrtual Workshog. They may join us at any time, and you
will have a partner tgractice with. Information is on our web site,
http://www.EagleAlliance.comat & { Y GroupVirtuald ES Odzi A @S / 2+ OKA Yy I ¢

TELEETIQUETTE: Adhering to the following guidelines will make for the best pbssie
Workshopfor everyone:

1 No speakerphones
1 No threeway calling
1 No taping

1 No music on hold- Do not put us on hold.

Intro- 10
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1 Turn off your call waiting if you have it. In most phone systems using *70 prior to dialing will
turn it off. It will automatically reume when you hang up.

1 Avoid cell phones if possible as they can create noise and echo. But give it a try if necessary
when traveling, etc.

1 Avoid noisy backgrounds.

T When you are not talking, turn on the mute function on your telephone. This is especially
important if you are multtasking, have another conversation going on in the background,
or are in a noisy environment. We can hear you! And it is louder than you realize for us.

1 Wearing a headset makes you more productive.

Emotional Safety:

Confidentality is expected from all.

You can maintain anonymity invrtual Workshogby giving only your first name and no place
or company name.

Other Resources

Appendix sectiorof this workbookhas many resources including these on Eagle Alliance
9ESOdzi A BS | 2 rvOwvesoRdilmnce.®m aAGS3

Resource¥ | £t A0l 2y G9ESQOdziA GBS /21 OKAy3I wSaz2dNDSax
www.eaglealliance.com/resources/links/Includes an extensive bibliography of books,

articles, web sites, and organizations on a variety of topics related to emotional intelligence.

Direct links to Amazon.com are provided irsegou decide to purchase a book. Also there are

direct links to purchase Harvard Business School publications.

1. Descriptions obur Group Executive Coachingrtual Workshop that may be of interest to
participants, possibly for referring others to our Programs:

a) www.eaglealliance.com/services/grotgxecutivecoaching/

b) www.emotionallyintelligentleadership.com/index.htm#bottam

Tips on Emotional Intelligence , Resilience and Leadership:

{A3Yy dzLJ KSNBE FT2NJ 2AffAlLY wod adzNNeadleship:2yt AyS ¢A
www.EmotionallylntelligentLeadership.conThese Tips supplement nicely the content of
this Virtual Workshopr Workshop on emotional intelligence.
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ComplimentarySession®f our Graip Executive Coachingrtual Workshop: Please do refer
others to our Virtual Workshagpand suggest they sit in live session to get a taste of our
Program. They may sign up on our home page of our welvsitey. EagleAlliance.coiy
Ot AO T AY 3 2NWi UK FW YN Zf MBS ASaarA2y dé

Resilience book chapter

WiliamR. Murrafa 022 T Q@QRIVRIGIMIY I f Ly dSttA3a3SyO0S TFT2N wS.
@2dz NBFrHftfte gFyd FyR aidl e 7TadndgaditRof ditgntiohi ¢ RS&aON
Knowing what you really want will help you be resilient. When turbulence knocks you off

course, you can get back on course. When problems knock you down, you can get back up and

keep going in the right direction.

It has idea and examples that supplement thigrtual Workshopor Workshop series. It
includes some stories of participanising skills described in the Virtual Workshop series to
increase theiresilience.

You may get the free book chapter at our home pduam://www.EagleAlliance.com

You may get the book at Amazon via this link:

UPPING the Downsidby Mike Jay.

William R.Murray 6 s Bi o

| am a Harvard MBA, Yale M.Div., Master Certified Coach, and graduate of Corporate Coach U. |
started as a line manager with bottom line profit responsibility. Then in 1976, | began training

and coaching managers in leadership and communicatidnisk & Ay W/ t SyySeQa 021
KSFRIljdzZa NISNE AY b,/ @ L KStLISR W tSyySeQa 2LISy
York. Since then | have trained and coached business oMeeders and professionalin

companies ranging from large companidé® liBM, to small businesses. In 1994, | founded Eagle
LffALYOS 9ESOdziAGS /21 OKAYy3IS YR ONBFGSR 2dzNJ Y
AyGaSttAaSyOSde L 021 OK SESOdziA@Sas tSIFRSNAZ Y
groups to mprove leadershind professional worthrough emotional intelligence. For more

information about me, please go fuitp://www.eaglealliance.com/about
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Discussion on Quote:

G2 KId Aa yS$SR 8Hat pawer withoulBve it redklesd dnd y
abusive, and love withoutpowek & a Sy GAYSyidlFf yR | ySYAO®E
--Dr. Martin Luther Kng, Jr.

?

=2 \\/hat does this quote mean for your work life?

http://www.eaglealliance.com Intro- 13
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Module 1 :
Strategic Thinking: What Really Matters

Your Gateway to Learning

After completing this module, you will be more skillful at performing these competencies:
1 Know whatreally matters
1 Stay focused on it.

Developing your ability to think strategically is essential to movingrranagement and leadership.
Soar to your potential by improving these skilldhis Module will also help professionals stay
focused on what is important.

Introduction

This Module is about knowing and getting what you really want on the deepest level. ddore
setting goals is in the Performance Management Module. My approach to setting goals at a
minimum has two steps to it:

The first step to setting an effective goatasknow what you really want. Determine your needs
and be clear about your values.

The second step is to create a strategy for getting what you really want.

Next, you will learn techniques for staying focused on what you really want during difficult times
and crucial conversations.

.SYySTAGA 2F GKAA az2RdzZ SQa | LILINRF OKY
T When you meet youneeds, life becomes more satisfying.
T When you live out your values, you have integrity and life becomes more meaningful.

T You become more resourceful at creating strategies that work.

www.EmotionallyIntelligentLeadership.com www.eaglealliance.com Mod 1- 2
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Module 1: Strategic Thinking/hat Really Matters

Finding Out What You Really Want

Thefirst stepis to askyourselfany d these questions:

il

il

il

il

These questions all lead to a common core that we can call a need or a value.

G2 KI G
G2 KI G
G2 KI G
G2 KI G

R2 L NBIrffte gl yiliKé
NBIFffe YIFIGGSNR G2 YSKEé
gt dzSa FNB AYLRNIIFyYyd F2N YS

R2 L YySSRK¢

Improve strategic thinking.

Clarifying Your Needs/Values

Discussion z Examples of Needs/Values

www.EmotionallyIntelligentLeadership.com

G2 dzZl)K2f RK.

Achievement, productivity, creativity, integrity, control, autonomy, financial stability,

harmony, collaboration, empathy, learning, setbrth, love, connection, enrichment of life,
spirituality, respect, trust, acceptance, safety, play, physical nurturance, good health,
community, and unity.

Can you add some moreeds/values to the above list?

For a thorough list of values, s 6 | LILISYRAES &abSSRa | yR
: Exercise I What Are Your ¥lues?
Part |.Write downfive values yoweherish
www.eaglealliance.com Mod 1- 3
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1. Ifé 2 dafdiNGthis exercise in a group of people who know each attuer Part 1l now.
Otherwise, do Part Il d&eldworkwith someone you know and skip to Part IIl.

Partll. Identifya 2 YS2y S St a8$0a @It dSao

2. Choose a partner you know. Write down five values you believe your partner cherishes.
Name of partner:

List of values you believe your partner cherishes:

a.

b.

3. Take turns sharingith each other what you wrote down a®ur five values in Part I.
How well didyour partner guess your values?

Would you like to add any of the values your partner thinks you cherish to your list?

Part Ill. Discussion Question

What makes you cherish the values you listed?

Discussion - What Do You Really Want?
Exanple of a woman with a teenager

Example of a cavorker who is latewith a report

www.EmotionallyIntelligentLeadership.com www.eaglealliance.com Mod 1-4
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: Exercise 2 (Sol&@)What Do You Really Want?

1. Choose a modestly difficult situation in your life. Start with something small. For
exampes, see the Appendixll, Real Plays. Describe it in one sentence.

2.1'a]1 @2d2NBESEF a2KIFIU R2 L NBFHfte glyd Ay (K;

3. Get to a deeper level of what you really want. Peel your onion.

4. If your situation involves aither person, ask yourself what that person may want
from the situation. (More on this in the Relationship Management Module).

Coaching Demonstration z Finding Out What You Really Want

William R. Murray will coach a participant to determine whatshe really wants in their
reaklife situation. This is an iterative process, like peeling the layers of an onion. Rarely
does someone name their deepest values at the beginning of the process.

Notice how Bill helps the participant dig deeper to idgntheir deepest values.

Notes
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Discussion:

1. What worked?

2. What kinds of questions help you dig deeper in identifying your values?

Exercise 3 (Pairg)Coaching 8meone to Identify Their Deeper
Needs/Valles

1. Pair up with someone from thgroup or in your life.
2. Repeat Exercise 2 with them, but you be the coach.

3. Ask them questions that help them peel their onion to identify their deepest needs and
values.

4. Switch roles.

5. Did your partner feel you helped them to clarify what they really warthe situation?
If yes, what workeddf not, what were the obstacles?

Strategies

Strategies are how you get what you really want. Distinguish between what you really want
and the strategy for getting it. Strategies are not your values. Thewel@chieve what
you really want in alignment with your values.

Use a twestep process:

1. Figure out what you really want.

2. Create a strategy to get it.
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Benefits of process:

T Once you clarify what you really want, you become more resourceful at creating
strategies to get it.

9 LT @2dzNJ adNF GS38 Of I aKSa gA0GK | y2iKSNIJ LISNA?
be able to discover different strategies for a win/win solution so you both get what you
really want.

4

it
Fieldwork

We all need to practice constdgtto improve our emotional intelligence. So if you want
your learning from this session(s) to come to life, practice, practice, practice. Do the
fieldwork each time.

Between now and the next meeting session, identify one or more crucial conversations yo
need to have. Repeat the steps of Exerciggkhowing What You Really Want. Make sure

you dig as deep as you possibly can in identifying what you really want. If possible, also do
Exercise 3 with a partner.

Please be prepared to debrief your fieldwarith the full group next sessianthe results of
your process as well as your feelings about the process. The group can then provide
feedback to you, which is crucial for learning.

Take notes to remind you for debriefing next session:
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Staying Focused On What You Really Want

Introduction

Knowing your needs/values is only half the challenge. You need to stay focused on them. In
this section you will find out what can make you lose focus and discover good techniques for
bringing yourselback on track.

Presentation z The Fight or Flight Response

Stress

Fight " Flight
(Aggressive) ' (Avoiding)

Figure :1. Fight/Flight

Important Points:

Biology can cause us to lose focus. We are programmed biologically to react to stressful
situations by using fight or flight responses.

Sometimes wedse focus by shifting our goals away from what we really want to something
StasS adzOK lFa af221Ay3 JF22RE 2NJ ao6SAy3I NRIKG D

Notes:
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Discussion z Fight/Flight Responses

1. What can a fight response look like? Identify a situation in your life where you had a

fight response.

What can a flight response look like? Identify a situation in your life where you had a
flight response.

In the above situations, whaight an assertive response have been? (Mor¢hisin
the Assertiveness Module).

How to Recover Your Focus When You Lose It

Identify your physical symptoms associated with fight/flight response.

List your typical symptoms:

Practicenoticing them when troubled.

Catch yourself.Notice that you have become reactive.

Pause, calm yourself.

Reflect on your feelings and needs/valuésa | @2 dzNE St FX &2 KI G R?2

Respond in a reasonable manner to get what you really want.
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Whatare other ways to recover?
a. Deep breathing
b.

C.

Exercise 4 Rehearsal of Recovering

1. Close your eyes and imagine yourself being upset with someone. Wisitph
symptoms do you notice?

2. Do something on your own now to regain your focus. ybryr favorite technique or
one above.

3. Debrief what happened with the group.

Resilience

Knowing what you really want will help you to be resilient. When turbulence knocks you off
course, the above techniques in this Module can get you back oneoditsis will help you

0S NBaAfASYyl a2 GKIFG @2dz NBO2@OSNJ TNRY fAFSQa
Resilience below in Resources.
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Resources

Methodsand organizations that help you stay focused and centered:

1. Resilience Abookchapterby WA f £ A 'Y wd adzNNF &3 da9Y2iA2yl f
l2¢ G2 1y26 o6KIG @&2dz NBFHfte ¢Fyd FyR adre 7
having clarity of intention. It has ideas and examples that supplemenVitisl
Workshopor Workshop series.t includes some stories of participanising skills
described in the Virtual Workshop series to increase tresilience.

You may get théook chapter freeat www.EagleAlliance.corscroll down to where you
see the book cover image and click on tleel buttonf Ay 1 = aDSG CNBS / 2L dé

You may get the complete book at Amazon via this IIWRPING the Downside

2. Focusings a method of developing awareness of body sensations and emotions that
leads to shifts in consciousness. It is a wonderful process for personal growth and
breakthroughs. Bill highly recommends this method of personal growth.

Here are two norprofit organizations that promote focusing:

a. The Focusing Institute provides free literature and training in this method. At
www.focusing.org

b. Thelnstitute for BioSpiritual Researgbublishes literature on focusing from a
spiritual point of view. Awvww.biospiritual.org

3. HeartMathis a method of focusing awareness on breathing and the heart that leads t
relaxation and becoming centered. It can promote physical health. The following
nonprofit organization promotes this method: Institute of HeartMath. At
www.heartmath.org

4. Centering PrayerMeditation, usually &lled contemplatiorby Christians, has been
practiced by Christian monks for two thousand years. Recently, meditation has become
popular for many Christians in all walks of life. One Christian form of meditation is
centering prayer. Father Thomas Kegtia the best known teacher of thispractice. The
following nonprofit organization, Contemplative Outreach, Ltd. has published books and
cassettes on the subject. They also offer workshops. At
www.contempativeoutreach.org
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5. Buddhist Meditation The Insight Meditation Community of Washington, DC has a web
site with articles and free audio downloads of talks by Tara Brach, who is both a
psychotherapist and a teacher of Vipassana Meditation. She focugeslical
acceptance of ourselves, others, and all of life. Her book, Radical Acceptance, is
excellent. Atww.imcw.org

Story of a Successful Recovery

Summary - What Did You Learn in This Module?

Action Planning

Write down at least one way you will apply this workshop module.

4

it
Fieldwork

Write down a situation with a crucial conversation you need to have. Repeat Exercise 2
above. What do you really want? What do you guess the other persdiy reants? Get a
partner to coach you to dig deeper on both questions. Then role play with your partner
playing the other person. Switch roles. Optionlll can coach you on hisvBay telephone
call line.
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Take notes to remind you for debriefing nesession
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Module 2:
Communication Skills

Your Gateway to Learning

After completing this module, you will more skillful at performing these competencies:
1 Handle crucial conversations masterfully.
1 Speak in a manner others can hear.

Handle crucial conversations masterfuliyndyouwill solve problems.
When you speak in a manner others can hear, your commuaitiiclear and effective.

Goodcommunication skills build good relationships.

Handle cr ucial conversations masterfully

Crucial Conversations defined:

Process for a crucial conversation:

1. Express what you really want, and
2. Askthe2 G KSNJ LISNR2Y > a2 KFid K2 (&8 NE&IXNB Rt tYd (4ISWHK & 2

3. Assure them that you also care for their values and want a win/win.
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Module2: Communicatioskills

Best way to connect is to discuss N eeds/Values

x Exercisel

On Connecting:

Use Appendix 4 to guess Needs/vaés.

1. Get long check ins. After each, papants guess Neds'Values.

2. Describe one thing you like doing at work. Gue=sdMValues.
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Speak in a manner others can heatr.

Observations
Make factual observations.
What did you see or hear? Bpecific.
Like a camera on the wall.

Avoid interpretations, commentary.

x Bxercise2

Improve these observations if possible:

1. Sally was angry with Bob over a small matter.

2. Sue did not ask for my opinion.

3. Harry, you work too much.

4. Rob was aggressive.

5. Mary, you areoften late withyourreport.

6. John youcomplain a lot.

7. Sally complimented me that | look good in red.

8. One of the best ways t@hrn communication skills is to practice, practice, practice.
9. Tom youprocrastinated on telling me the bad news.

10. You lied to me about that deadline.

11. Boss younever give me praise.

12. You argue with me too much.

13. John why do youefuse to explain anything to me about this problfém

14.. 20X &2dz I NB Ftglrea ONARGAOATAYy3I 20G§KSNI LIS2 LI
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Module2: Communicatioskills

x Exercise3

Write your own complaint about something a person did or said to you that you did not like.
Usethe same fornat as no.14 above,say it directly to the personVolunteer states their
complaintfor their difficult sit. Group coaches by reacting as if they were the person, then
with suggestionsVolunteerrewritesas a factual observation.

Yourcomplaint regarihgt RA FFAOdzf G aAddzZ GA2Y A&X

Try rewriting youicomplaintto make it more factual or more specific.

Repeat Exercise: Yoewmplaintregarding RAFFAOdzf & &aAdGdzZ GA2y AaX

Try rewriting youcomplaintto make it more factual or more specific.
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Avoid these things:

Do these things:

Summary:

Write down at least one way you will apply this workshop module.

Action Planning
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%

Fieldwork

Write other factual observations about something someone did or said to you that you did
not like. Review these with a classmate.

We all need to practice constantly to improve our emotional intelligence. So if you want
your learning from this session¢s)come to life, practice, practice, practice. We shall

debrief your fieldwork with our full group next session. Please prepare to volunteer your
experiences at practicing. That way you can get feedback which is also crucial for learning.
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Module 3:
Dialogue Skills

Your Gateway to Learning
After completingthis module, you will be more skillful at performing these competencies:
9 tF NFLKNI &S gKIG GKSBMRAK&KEYR a1 a5AR L
1 Seek feedback

You can discover and clear up misunderstandings by paraphrasing what others say and asking for
feedback. Your dialogue skills will help you foster collaboration. Others will feel heard and be glad
to work with you. Dialogue create win/win solutions.

Dialogue is in between aggression and avoiding

?

How do you encourage dialogue?

Paraphrasing.

One way to give feedback.
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?

=2 \\/hat are some ways to paraphrase?

Paraphrase feelings if they are implied.

Paraphrasevalues

How to expresempathy? (more later)

x Exercisel

Volunteer to describe their issue, concern. Bill models paraphra&agryone notice what
Bill says when he paraphrase, make notes.Group discusses what Bill did.
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Same volunteer continues. Bill asks for mapants to paraphrase Speaker responds with
clarification. Debrief: Group discusses how paraphrasing worked.

Questions?

?

=2 o does paraphrasing help yothe listener?

?

How doesparaphrasinghelp the speaker?

Listen with the objective of paraphrasing. Way to as@ra brain powet
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" A

i
Fieldwork

Consciously practice listening and paraphrasing with a partner who knows to give you
feedback. Partner with someone from our group. Exchange telephone numbers.

We all need to practice constantly to improve our emotional intelligence. So if you want
your learning from this session(s) to come to life, practice, practice, practice. We shall
debrief your fieldwork with our full group next session. Please prepare to volunteer your
experiences at practicing. That way you can get feedback which is at$al éoulearning.

Seek feedback

Remember the shuttle. Febédck allows course corrections.

Get feedback to build bridgeof understanding and connect.

Ask for feedback to checkealr understanding.

Also ask for feedback to check out how thkink -- and differ from you.
Ask for feedback to learn how they feel about your position

Ask for feedback to learn how important it is to them. What values they use to evaluate your
position, and their own.

Summary:
for clear, effective communicen, ask for feedback to learn:
1. If they got thefactsstraight
2. How theythink about your assertions, pros and cons
3. How theyfeel about your assertions, emotional reactions

4. Howimportant your assertions are to them.
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x Exercise

Participants practice aslg for feedback.
GKS 3ISYSNIf ljdSaidAaz2ys all@Ay3a KSINR YS are (KA
Write your requests for feedback as per above 4 items here:

1.

Group gives their reaction to being asked.

In live class, pairs practigeartner gives reaction.

52y Qi thérdeRdbaRk.
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?

=2 \\/hat are the benefitsof getting feedback?

Write down at least one way you will apply this workshop module.

Action Planning

4

it
Fieldwork

Practice asking fdeedback after you make an assertion.
Teach spouse or other what you have learned about paraphrasing and seeking feedback. Ask

them to paraphrase you frequently and give you feedback.

We all need to practice constantly to improve our emotional intefige So if you want your
learning from this session(s) to come to life, practice, practice, practice. We shall debrief your
fieldwork with our full group next session. Please prepare to volunteer your experiences at
practicing. That way you can get édsack which is also crucial for learning.

www.EmotionallyIntelligentLeadership.com www.eaglealliance.com Mod 3-7



Eagle Alliance
Executive Coaching
VM barr R Mbarrmy MEA, MLEY: Module 4: AssertivenesSkills

Participant Workbook

For the Virtual Workshop

Module 4:
AssertivenessSkills

www.EagleAlliance.com

Facilitated by
William R. Murray

www.EmotionallyIntelligentLeadership.com Harvard MBA, Yale M.Dv.,

MCC
bmurray@eaglealliance.com

CEO of Eagle Alliance
Executive Coaching, LLC

919-240-7924
301 New Parkside Drive,

Copyright © by William R. Murray/Eagle Alii@ Executive Coaching, LLC, 2@lflrights reserved. el hE 2 e

www.EmotionallyIntelligentLeadership.com www.eaglealliance.com Mod 4-1


http://www.eaglealliance.com/
http://www.emotionallyintelligentleadership.com/

Eagle Alliance
Executive Coaching
VM barr R Mbarrmy MEA, MLEY: Module 4: AssertivenesSkills

Module 4:
AssertivenessSkills

Your Gateway to Learning

After completing this module, you will be more skillful at perforntimg competency:

Express yourself assertively for win/win outcomes

Be respected and effective as a person who is neither too passivi®o aggressive. Get what you
really want while respecting the wishes of otheY®u can achiewsin/win outcomesby expressng
yourself assertively.

i

{SS KIyR2dzi G GKS SyR 2F (GKA&a Y2RdzZ ST &. SAy 3

Fight/flight. Aggressive/Avoiding.

Goals of being assertive:

Verbal Behaviors

Nonverbal Behaviors
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Your Feelings:

Effects on Others:

Your Emotional Payoffs:

Probable Outcomes:

?

- Drawbacks:What are some drawbacks of avoiding issues or being

passive?
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?

=2 Drawbacksof being aggressive?

?

=2 Bcnefits of being assertive?

A

i
Fieldwork

Journal about situations:

1 Usethe chart, Being Assertivep assess how assertive you wenea situation
1 Write down what youwid for each topic in the chart, goals, verbal behaviors, etc.

1 Imagine a new, better behaviornkeded. Write that out.
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How do you prepare to assert yourself in a difficult conversation?

Make assertionsvith appropriate emotion and a light touch when possible.

Make requestswith a light touch:

Avoid demands. They breed passivenessibvarsion. Coercion breeds contempt.

Be cleayspecific andpositive

Others should know exactly what to do now to meet your request.

Requestor connection, understanding, or actions.

?

Why do we sometimes avoid making requests?

?

=2 Probems that may arise when we omit requests?
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@
: Exercise 1
Requests

Think of a situation where a need of yours is not being met fully by somedme write down a
request. Complete thissentenae,2 2 dz2f R @2dz 0SS gAffAYy3T (12Xdé

s
Acten}

Write down at least one way you will apply this workshop module.

Action Planning

A

i
Fieldwork

Practice being assertive and making Requests.

Next session volunteer your experiences: Did you practice assertiveness and make requests
according to guidelinesBuccess stories?
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BEING ASSERTIVE

AVOIDING ASSERTIVE AGGRESSIVE
GOALS
To please, to be liked. Hope To get what you really want. To To dominate.

someone will guess what you
want

NBa LSO

20KSNDa ¢

VERBAL BEHAVIORS

You avoid saying whgbu
want, think, or feel or say
them in such a way to put
yourself down.

You say what you honestly want,
think, and feel in direct and helpful
gl eao rasS aLe¢ ad
crucial conversations.

threaten and accuse.

You say what you want, think,
and feel at the expense of
others. Judge, label, blame,

NON-VERBAL BEHAVIORS

Voice is weak, hesitant, soft.
Eyes downcast. Overly
agreeable.

Listen closely. Calm, relaxed,
assured. Caring, firm warm,
expressive. Look directly without
staring. Erecposture.

Exaggerated strength.
Superiority, Tense, loud, cold,
demanding. Staring. Appear
angry.

YOUR FEELINGS

You feel anxious, hurt,
disappointed, resentful

You feel confident, good about
yourself. Aware of feelings and
values.

You feekelfrighteous,

controlling, superior

EFFECTS ON OTHERS

Others pity and disrespect
you. May take you for
granted.

Others feel respected and valued by
you. Others respect, trust and value
you.

Others feel humiliated, hurt,
disrespected. They react by
being defensive, resentful,

distrustful, fearful, vengeful.

YOUR EMOTIONAL PAYOFFS

Avoid unpleasantness,
conflicts, shortterm tensions,
confrontations. No
responsibility.

Respected. Setfonfident. Make
own choices. Healthy relationships.

Expressome anger. Feel in
control and superior.

PROBABLE OUTCOMES

C2dz R2yQd IS

Losewin.

You get what you really want without
hurting others.

Win-win.

You get what you want at the

Win-lose.

expense of others.

(WorkshopsEl for ProfsHO4Being Assertive)
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Module 5:
SelfManagement

Your Gateway to Learning
After completing this module, you will be more skillful at performing these competencies:
1 Tunein to your own feelings, needs, and values.

1 Stay aware of your inner world during crucial conversations

Increasing your seliwareness is the first step toward both good salinagement and better
relationships. Consistentlyme in to your own thinkig, feelings, and value&eep focused on what
is important to you duringrucial conversationdManage your feelings and behaviors.

Tune in to your own feelings, needs, and values.
Quote from Dag Hammarskjold:

G¢KS Y2NB FILAOGKTdA t & e2dz tAaiSy G2 GKS @2A0¢
GKIFG A& KFELIWISYyAy3a 2dzidaARSdE

Expand your vocabulary and your ability to notice both your own feelings and the feelings of
others. Seehandoutsk & Sy R 2 F (SKEARaY IvaéR def ySRE ¢aaCSSSt Ay 3 2 2 NRa
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(3

@
: Exercisel:
Thought: Feeling:
Misunderstood sad, anxious, annoyed
accepted
attacked
betrayed

Goal is to dig deeper. What is the emotion underneath that?

Learn to focus on needs and values.

dzSa ¢

<
¢
I+

Seehandoutatend ¥ (KA & Y2RdzZ ST 4bSSRa
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Self-Awareness Bulls -eye

Thinking

Feeling

Needs
Values

Figure 51 ¢ SelfAwareness Buleye

Doing

Thinking

Feelings
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Needs and Values

Stay aware of your inner world during crucial conversations.

x Exercise 2, Cluder Needs/Values

Think of someone who is annoying you, or who you wish would behave differently. Or a past
case. Write notes about your observations, thinking, feelings and needs/values. Examples:

1. Your employee has been late three times this montlanamportant staff meeting.

2. Your coworker gives you a report one day later than promised, causing you to have to work
till midnight to meet a deadline.

See Appendix fasther examples of situations.

Doing. What do lobservein the situation? What didtber(s) do or say? What did | do or say?

My thinking

My feelings for example, disappointment, frustration, anger.
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(3

?

=2 ||y needs and valuesWhat really matters to me? Use the above as

clues.

?

=2 \\/hat are the benefitsot.J- dza Ay 3 (2 daddzyS Ay (2
feelings,need@ = | YR @I f dzSaKé
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x Exercise 3Caseof Guest Speaker

What is going on inside of you4st your thinking, feelings, needs/values

Compassion for ourselves.
Avoid seHcritica judgments, inner voice.
Exercise Notice a judgment you have that criticizes you. Use that judgment to discover your

feelings and needs/values.

Focus on what you most need and value; then secondly, on how to meet your needs.
Be kind to yourselfTake care of yourself.

Resultg increased energy to meet needs, live out of values.

Write down at least one way you will apply this workshop module.

Action Planning
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" A

i
Fieldwork

Do our Exercise again. Practice increasesasedfeness.
Remember an annoying situation.

Write observations,

Your thinking,

Your feeling,

Your needs/values.
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: Journal Exercise

Practice this above exercise several times for a week on different situationsyaartee. Notice
patterns in your own behavior more clearly.

(Suggestion get a threering notebook for this Participant Notebook. Insert your journal pages
as you go.)
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Feelings
Mad Sad Glad Afraid
Enraged Anguished Blissful Terrified
Furious Defeated Delighted Defenseless
Hostile Depressed Ecstatic Distressed
Incensed Devastated Enthusiastic Fearful
Strong Infuriated Humiliated Euphoric Traumatized
Intensity Outraged Powerless Joyful Intimidated
Seething Purposeless Thriving Panicked
Vengeful Worthless Vibrant Petrified
Agitated Apathetic Animated Anxious
Aggressive Discouraged Cheerful Apprehensive
Belligerent Distressed Excited Disoriented
Disgusted Hopeless Grateful Disturbed
Frustrated Melancholic Optimistic Insecure
Medium Indignant Pessimistic Passionate Startled
Intensity Irritated Sorrowful Proud Stressed
Resentful Weak Satisfied Troubled
Revolted Thankful Worried
Bothered Bored Alive Cautious
Cynical Disappointed Calm Concerned
Displeased Disillusioned Centered Confused
Dissatisfied Helpless Content Doubtful
Irked Lonely Lighthearted Guarded
Low Provoked Pained Peaceful Hesitant
Intensity Peeved Somber Pleased Reluctant
Tense Unhappy Relaxed Suspicious
Upset Vulnerable Secure Wary
Blame Martyr Centered Anxiety
Moods: Contempt Victim Calm content Doubt
whenyou Guilt Seltpity Pleasure Panic
think or tell Resentment Suffering seeking Worry
about your errlgga?r:ce
SY2UA2
(WorkshopSENHOS$Feelings Chart)
Copyright © by William Rvurray/Eagle Alliance Executive Coaching, LLC, 2009. All rights reserved.
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Feeling Words

afraid aggravated amazed amused
annoyed anxious angry astonished
ashamed bashful bewildered bored
calm comfortable complacent concerned
confused courageous Cross defeated
defensive dejected delighted disappointed
discouragd disgusted dissatisfied eager
elated embarrassed envious fascinated
foolish frightened frustrated furious
glad good grateful guilty
happy helpless hopeful hopeless
humble humiliated hurt irritated
jealous jittery joyous lonely
loving mean miserable nervous
numb pleased proud relieved
resentful reluctant sad scared
shocked silly sure surprised
suspicious tense terrified thankful
tired touched uncomfortable upset
weak well wonderful worried

accepted attacked betrayed cheated
disrespected inadequate intimidated manipulated
misunderstood needed neglected overworked
patronized pressured provoked put down
rejected taken for granted threatened unappreciated
unheard unsupported unwanted used

The following words are often used to express feelings. However, they are actually thoughts
about how we are judging the actions of others or ourselves.

1 Comfortable feelings indicate that our needs are being met.
T Uncomfortable feelings indicate oueads are not being met.

Based on the work of Marshall B. Rosenberg
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Needs and Values 0 The Motivators

Needs and values are those things that sustain life and make it worth l@uaggoal is to get
our needs met and also to meet the needs of others.
Connection

acceptance, affection, appreciation, belonging, cooperation, communication, closeness,
community, companionship, compassion, consideration, consistency, empathy, inclusion,
intimacy, love, mutuality, nurturing, respect, safety, secusslfrespect, stability,
support, to know and be known, to see and be seen, to understand and be understood,
trust, warmth

Honesty

authenticity, integrity, presence

Play
fun, humor, joy

Peaceand justice
Fairnessbeauty, communion, ease, equality, harmoirmspiration, order

Physical well-being

air, comfort, food, movement/exercise, rest/sleep, safety, shelter, sexual expression,
touch, water

Meaning

celebration, challenge, clarity, competence, consciousness, contribution, creativity,
efficiengy, effectiveness, growth, hope, learning, mourning, purpose;esgifession

Autonomy
choice, freedom, independence, space, spontaneity

Spirituality

Others

Copyright © by William R. Murray/Eagle Alliance Executive Coaching, LLC, 2009. All rights reserved.
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Participant Workbook

For the Virtual Workshop

Module 6:
Relationship Management

www.EagleAlliance.com

Facilitated by
William R Murray

www.EmotionallyIntelligentLeadership.com Harvard MBA, Yale M.Div.,

MCC
bmurray@eaglealliance.com

CEO of Eagle Alliance
Executive Coaching, LLC

919-240-7924
301 New Parkside Drive,
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Module 6:
Relationship Management

Your Gateway to Learning
After completing this module, you will be more skillful at performing these competencies:
9 Pute 2dzNB St F Ay GKS 20KSNJ LISNA2YyQa akK2Sao

1 Have empathy for their inner world during crucial conversations.

Improve working relationships for better results. Improve your ability to connect with empathy.
Maintain connection and empathy even during difficedinversations.

Put vyourself iIn the other personod
4] 282dNEStE TS 62 KFG &Endinfioke®d®E NBI £ & styds ySSR:
Guess
Ask them.
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Figure 6 -1 8 Process for Connecting
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