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Intro myself… we are part of Workforce development. Learning Academy, New employee orientation.

Thank you to Jennifer Veras for content development. To Jeremy Segall and the folks at EAP Employee Assistance Program, and my colleague at Workface Development Louise Albert. 
And especially to you, the people taking the time out of your busy days to attend this training. I hope you find some tips in here that help to make your job just a little bit easier.



Emotional Intelligence in Times of Stress & Crisis
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Today’s topic: Emotional Intelligence in Times of Stress & Crisis
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 READ Quote: This popular quote by Charles Swindol reminds us that “attitude” are more important than facts, more important than circumstances, failures and successes; they are more important than what people think, say, or do. 
Our attitudes shape our feelings, beliefs and our behaviors. 
In life, attitude is everything; throughout our lives we all face difficulties, COVID 19 is a new challenge that we will overcome. 
Being in control of our emotions despite our situation or stress builds up our resilience. 
Emotional Intelligence informs why we act the way that we do!




Emotions are….

Data Assets Manageable
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Emotions are data: - they are a large part of what it is to be human, these feelings determine how we act and interact. Emotions govern our actions, they provide motivation and understanding of ourselves and others
Emotions are assets— whether positive or negative, meaningful or toxic, they provide insight about ourselves and others, they help us make decisions, take action and protect us from harm . 
Emotions are manageable — We have many ways of viewing the world and taking in information –  senses, cognition, & language. When we focus on managing them, we can understand the types of events that trigger specific feelings and reactions. 




EQ is defined as the 
ability to identify, 
assess, and control 
one’s own emotions, 
the emotions of 
others, and that of 
groups

“
“

Daniel Goleman 
A
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According to Daniel Goleman’s 1995 model on emotional intelligence, EQ is defined as the ability to identify, assess, and control one’s own emotions, the emotions of others, and that of groups.




EQ Model

Self-
Awareness

Social-
Awareness

Self-
Management

Social     
Skills
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Key Points:
Daniel Goleman was not the first to introduce the concept of EI. 
Goleman made the elements of emotional intelligence accessible to the broader segments of society. 
Although IQ is important, intellect alone does not guarantee adeptness or skill in identifying one’s own emotions or the emotional expressions of others.
According to Goleman, it takes a special kind of intelligence to process emotional information and utilize it effectively — whether to facilitate good personal decisions, to resolve conflicts or to motivate oneself and others.
Goleman identified self awareness, self management, social awareness and social skills as the essential components to EI. 
These components are important for recognition and regulation.






Five Components of EI

Purpose & 
vision

Self-
awareness & 

control

EMPATHY

Social 
Expert

Personal 
Influence
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5 components of EI:
Purpose: The ability to understand one’s purpose and values, taking actions towards it, and being authentic.
Awareness: Knowing one’s internal states, preferences, resources and intuitions and having the ability to control or redirect disruptive impulses and moods. 
Empathy: The ability to understand the emotional make-up of other people; displaying skill in treating people according to their emotional reactions.
Social: Proficiency in managing relationships and building networks. An ability to find common ground and build a rapport.
Influence: The ability to lead others, create a positive climate, and getting results through others.




Human Connection

Humans……
 Social by nature
 Rely on cooperation to 

survive
 Thrive on collaboration
 Need social interaction & 

support 
 Depend on one another
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Human beings are  social by nature. We rely on cooperation to survive and thrive. 
(Margaret Mead- anthropology- story “what defines a civilization of man”, broken thigh bone versus pottery)
Understanding how and why cooperation succeeds or fails is grounded in the way in which we communicate and our ability to relate to others. 
Collaboration and cooperation are at the heart of human society; it affects our motivations and our relationships with one another. 
Social Interaction Is critical for mental and physical health; when we don’t feel connected to others we feel overwhelmed and lonely which can lead to feelings of depression.
We depend on one another for the practical aspects of our lives.





Emotions - Our Current State
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The spread of COVID 19 has transformed the way in which we think, work and interact with one another. 
Whether we are at home or at work, we are bombarded with information about COVID 19 statistics, projections and calls for individuals to participate in “Social Distancing in order to “Stop the Spread”
We can’t turn off the information, we are surrounded by constant messages and reminders. 
This increases our level of fear and anxiety which in turn shapes the way in which we interact and communicate



Constant Information Streams

Federal State City System
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We have a constant flow of information at the Federal, state and city level. As a system, NYC Health + Hospitals has experienced an influx of patients seeking our services. This flood of patients has placed a strain on us as a health system.
As the largest municipal healthcare system in the country, and with NYC being the epicenter COVID 19 in the United States, the world is watching us. 
As members of the NYC Health + Hospitals family, we are all essential workers.  Even with the limitation of certain services, our roles still require us to participate in the labor force. 
In addition to being public servants, we may also have additional responsibilities in our personal lives that can make us feel stretched to our limits.



All Across Our System
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The novel coronavirus is changing how we live our daily lives. This global pandemic has affected various aspects of life in New York city and around the country.  
Hundreds of patients are flooding our emergency rooms and intensive care units. 
Both clinical and non clinical staff across our system have experienced a surge in their workloads which leads to stress and anxiety.
As staff across NYC Health + Hospitals care for patients, many worry about the impact of COVID 19 on themselves and their families. 



Stress

Work
loads

Anxiety

GriefFear

Un-
certaintyCommon Moods
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Currently, we may all be experiencing these common moods , both individually as well as a group, team or department
Anxiety
uncertainty
heavier workloads
grief or a sense of loss, 
STRESS and  mostly FEAR
the emotional impact of social distancing




Social Distancing

*When not at work
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In response to the coronavirus pandemic, public health officials have implemented rules around social distancing.
Social distancing is our current reality. It feels like our society and our lives changed overnight as a result of COVID 19. 
At a time when we need each other the most, we are being asked to distance ourselves from others
As mentioned earlier, we are by nature, social creatures and social distancing does not come naturally to us. 
The cancellation of sporting events, vacations, cruises, major life events & celebrations in addition to the closing of schools and religious houses of worship has uprooted our interactions with one another.
We may be feeling overwhelmed, which, in turn changes the way in which we communicate. 




Emotional Intelligence 
in Times of Crisis
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During difficult times, it is essential to use emotional intelligence. High levels of EI can help a person to make effective decisions during a crisis. 
EI can help with what is most needed:
Analysis and problem-solving abilities 
The ability to question and distinguish if their interpretation of the situation is accurate
Impulse control and rationalization before making hasty decisions 



Emotional 
Intelligence 

Toolkit
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Stress, anxiety, depression and irritation can often make us act impulsively. In the heat of the moment we may end up doing or saying things that we might regret at a later time.  When we feel overwhelmed or disconnected these are the moments to utilize an emotional intelligence toolkit. 
By learning how to keep stress and emotions in check, we improve how we communicate with others and better balance our emotions and decisions. 



Using Emotional Intelligence

Data: Identify Assets: Cope Manageable: Learn
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What to put in the tool kit?
Emotions are data: - Identify what are the most common moods that you are experiencing on a regular basis
Emotions are assets— what techniques calm you down when you are stressed, is it medication, a phone call, a funny video? Have items ready at your disposal to help you when a crisis hits. Who is your go to person?
Emotions are manageable — Learn new ways to decompress from stress, stay connected to positive influences in your life! 




Self-Awareness 

Be Aware of 
your emotions

Why am I 
feeling/reacting 

this way?

Reality vs.
Fear
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Self-awareness is when we are mindful of our feelings and our thoughts.
By being aware of our feelings, we can manage our thoughts and reactions.
Remaining calm and identifying what triggers our emotions can help us better manage our responses. We can program ourselves to respond and cope with stress in constructive ways. 
It is imperative to distinguish between reality and fear. 




Awareness

Respond

Pause
Refrain from reacting; think about what you are feeling & why 

Interpretation
An assumption is made, conclusions are drawn

Event
An emotion arises as a result of an event

Presenter
Presentation Notes
Practicing emotional intelligence is the habit of learning how to interpret events, and then responding to those events. 
An event triggers an emotion, an interpretation is made , an interaction ensues and then we respond. 
By taking a pause before making a decision or responding, you can change the outcome of a interaction. 

Example: Your coworker was later for their shift….. You thought she just did not care enough to get there on time….. You are ready to yell at her….but you are Emotionally Intelligent and you take a moment to pause and think… what am I thinking? What am I feeling? Do I really believe she did this on purpose? So Instead of yelling, I say, hey, was there trouble on the subway? And she takes a moment, with tears in her eyes to say, no, I had to cover my niece and nephew so my sister could take my Dad to the clinic for testing. He has a fever. It took longer than expected. Sorry I am late.




Stop, Think, Respond
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By taking a pause, we have a chance to intercept a response that may be counterproductive to what we are trying to achieve.  




Stop
Triggering Event & 
Interpretation
 An emotion arises as a result of an 

event
 An assumption is made, conclusions 

are drawn

Presenter
Presentation Notes
Something triggers you
An emotion rises
Assumptions are made
Conclusions can be drawn




Think

Yield/ Pause
 Refrain from reacting
 Think about what you are 

feeling and why
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Pause when you are triggered
Think about what you are feeing and why.
By taking a pause before making a decision or responding, you can change the outcome of a interaction. 




Respond

Respond
 Ask yourself key questions
What do you want to achieve?
What is the best emotion?
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In response
Ask some key questions like
What do I want to achieve here?
What is a good outcome of my next move or response?
What is the best emotion to get me there?
By taking a pause before making a decision or responding, you can change the outcome of a interaction. 




Scenario

Stop, Think, Respond
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Scenario
You just witnessed the 4th patient being put on a ventilator and your shift is only half over. You are walking through the hall and your coworker starts to complain to you that they needed you and could not find you….
How do you apply the Stop, think, respond approach to this scene?

You are thinking, the co-worker is raising her voice at you, you want to fight back….. First you stop. Gather data, a trigger happened. Someone is yelling at you. Also, you just experienced another serious situation with your patients. What is the emotion you are feeling? Anger at the yelling and pain and anxiety at the patients on ventilators? 
What are you assuming? She doesn’t care what you are going through? She has no compassion. Now you Pause. THINK. Is she really yelling at you? What else is going on here? What has happened? What are you feeling and why? IS it really her yelling that is causing you pain? 
Thinking about your Response
What do I want to achieve here?
What is a good outcome of my next move or response?
What is the best emotion to get me there?
By taking a pause before making a decision or responding, you can change the outcome of a interaction. 

Maybe you stop and say, I'm sorry you couldn’t find me. I know it is really hard right now. I am here now, How can I help you? You are defusing the situation. She can’t change the fact that you have lots of patients going on ventilators. She is as tired and anxious as you are. How can you help each other get through the next hour. Maybe then you can talk through some of what is happening to both of you? 



D

E
F

U
S
E

Decide
• Are you the best person to help?
• Is the person reasoning/ receptive to your help?

Ensure Safety
• Choose your words carefully
• Provide adequate personal space, be mindful of body language

Form & Preserve Relationships
• Build trust, ask how you can help
• Identify someone else who can help in case things escalate further

Utilize Emotional Intelligence
• Don’t match anger with aggression
• Validate feelings, be reassuring 

Set Limits
• Offer options, let others make their own choices
• Model the behavior that you want others to display

Evaluate
• Did you display empathy in your communication
• Debrief on what went well and what can be improved upon
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During a time of crisis our fight or flight responses are activated, this is when Emotional Intelligence is most necessary and useful.
Use this DEFUSE tool to help in your exchanges with individuals who may be poorly handling stress and anxiety. 



Self-Management

Remain 
calm

Identify 
triggers

Have 
resources 
available

Use your 
senses
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How do we manage our emotions? Self-awareness is when we are mindful of our feelings and our thoughts.
Remember, emotions are manageable!
Human beings are programmed for fight or flight responses. 
Remain calm and don’t panic, look for immediate solutions 
Identify what is triggering your responses
Have resources available in case you go into panic mode 
Use your physical senses as part of your emotional intelligence response



Stimulate 
your Senses!

Look for photos, paintings 
images that trigger happy 
thoughts and memories

Listen to your favorite 
music or guided 
relaxation recordings

Get moving! Exercise 
and body movements 
helps us relax

Squeeze a stress 
ball, pet a puppy or 
mold shapes with 
play dough

Light a scented 
candle or buy your 
favorite flowers to 
fragrance your 
room

Cook your favorite 
meal or pick up food 
from your favorite local 
restaurant

Move
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Our senses play an integral role in our emotional processing, learning, and interpretation. 
Self- awareness and self-management begins by focusing on the things that we can control.
At this time when we are bombarded with tough emotionally charged events…
 
Use your senses, we can participate in activities that help us relax and decompress when we feel stressed and anxious.
We can use our senses to take control of some aspects of our life. Here are some tips and tricks that can help with stress and anxiety. Put the good back into your hearts and spirits.

Talk about smelling smoke or hearing a gunshot or tasting sour milk, touching something hot…. We have strong physical responses to sensory stimulus. So USE that to your good. Provide yourself with good inputs…





What Attitude Do You Bring to Work?

Team Player
Results-
Oriented
Influential
Approachable

Critical
Tired/Stressed
Never Pleased
Passive 
Aggressive

Observer
Silent/Quiet
Passive
No comment

Hostile

• Silent
• Cynical
• Angry

Positive

• Team 
player

• Approach
able

• Results 
oriented

Complainer

• Overly 
critical

• Never 
pleased

• Passive 
Aggressive

Neutral

• Observer
• Silent
• No 

comment
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Skills and experience are important characteristics of an employee, 
but attitude plays just as big of a role. 
Even the best professional in their discipline must know how to engage with others around them. 
Remember, attitude is everything!
Emotional Intelligence is all about being aware of and managing your own emotions. It is crucial to identify the attitude and role that you play on a daily basis. 




Empathy During a Crisis 

Listen 
Actively

Acknowledge 
Fears

Be
Flexible
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Empathy is always important but it is even more critical in the wake of a global crisis like the one we’re experiencing right now.
During a crisis, information is gold. When people are informed and included, they communicate more effectively and they feel better equipped to make choices. 

Warmth-and-empathy  is always the appropriate combination, not only when it comes to what you say, but also in the way you say it.

Empathy is about prioritizing needs and making everyone around you feel understood, valued and appreciated. 
Sometimes individuals need to vent in order to be able to recharge, listen non judgmentally and make yourself a resource. Identify someone that can do the same for you in case you need the support.
Remember people are scared, acknowledge their fears, normalize and help people distinguish between actual versus illogical concerns 
Remain calm and be flexible; everyone is grappling with our new reality. 



Aggressive, Demanding, Egotistical, 
Bossy, Confrontational

Easily Distracted, Glib, Poor 
Listener, Selfish, Impulsive

Resistant to Change, Passive, 
Un-Responsive, Slow, Stubborn

Critical, Picky, Fussy, Hard to 
Please, Perfectionistic

Assertive, Ambitious, Driving, 
Strong-willed, Decisive

Warm, Enthusiastic, Sociable, 
Charming, Persuasive

Patient, Stable, Predictable, 
Consistent, Good Listener

Detailed, Careful, Meticulous, 
Systematic, Neat

Low
Emotional Intelligence

High
Emotional Intelligence
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Characteristics of Low and High Emotional Intelligence. You want to be finding your traits on the right side of the list.



We are all in this 
together! 
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We are in this together



Our Values & Who We Are
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Key Point:
EI is all about values, remember who we are…..



Staying Connected @ Work

Outlook
WebEx
Cisco Jabber
“The Insider”
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Our workloads may be heavier and our professional obligations and responsibilities may be different, it is more important than ever to stay and feel connected. 
These are some tools available through NYC H+H that can help us feel and stay connected.
Outlook
WebEx
Jabber
The Insider through our Intranet is a reliable source of information 
Check in on others colleagues and help others feel connected to you. .
You can look at the search on bottom left of your screen and type WebEx or Jabber to find the tool on your computer. The insider is the landing page for our intranet



Free Apps to Keep you Connected 

FaceTime
Google DUO
WhatsApp
Zoom
HouseParty

Miss movies?
Netflix Party
Watch2gether
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When not in the office, but on your own time, find ways to connect with friends and family. 
When we feel connected, we are more likely to choose emotionally intelligent responses when we experience stress and anxiety. 
These are some free apps that can help you stay connected to your loved ones. 
You can use your phone , computer or tablet to access these resources. These apps provide the ability to connect to multiple people at the same time!
Want to have a movie night? Use Netflix Party or watch2gether are tools that let’s you watch movies with friends!




In every crisis, doubt or 
confusion – take the higher 
path, the path of compassion, 
courage, understanding and 
LOVE

“
“

Amit Ray
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In every crisis, doubt or confusion – take the higher path, the path of compassion, courage, understanding and LOVE 

(Amit Ray is famous for his teachings on peace, compassion, meditation, non-violence, positive vibration, mindfulness, AI, leadership and creativity)






I've learned that 
people will forget 
what you’ve said, 
people will forget 
what you did but 
people will never 
forget how you made 
them feel

“
“

Maya Angelou
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Individuals who are emotionally intelligent and skilled communicators are aware of the value of his or her words. 





EI Components by Daniel Goleman

Self Regulation
Motivation

Empathy
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You are showing your emotional intelligence every day. Help your patient and remember to help each other and yourself.



Need to 
Contact Us 

Alice Stafford
at

staffora@nychhc.org

Jennifer Veras
at

verasj2@nychhc.org

Send email to MyLearning@nychhc.org
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If you have questions, ideas or comments for us:
Reach out to either of us by email  or send email to MyLearning@nychhc.org

mailto:staffora@nychhc.org
mailto:verasj2@nychhc.org
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Thank You
Questions ? 

Send email to MyLearning@nychhc.org
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Thank you for your time. You are all heroes.
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