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Chapter 3

Emotional Intelligence

[p.28] “Because emotions drive actions, project managers have to figure out how to work with these emotions, not ignore them.”

Emotions don’t have to be liabilities - they can be assets!

Personal issues do affect work.  Reacting with basic human understanding helps make the whole team more productive.  That’s the new professionalism.

What is Emotional Intelligence?

It is the ability to manage relationships and connect with people appropriately and effectively.  It means:

· being aware of – and managing – your own emotions

· observing & responding to other people’s emotional signals

· recognizing how to adjust to keep the energy focused and the project moving toward the goal

Why is Emotional Intelligence Important?

· it is valuable & important

· it will lead to a better project

· people are motivated by autonomy, mastery & purpose…those three things make people feel good about what they’re contributing

What is the New Professionalism?

Business is about relationships.  Digital media professionals need to be able to:

· get along with others

· connect with people on a personal level

· treat adults like adults

· foster a supportive environment

Emotional Intelligence in Action:

with Clients
with Internal Teams

Don’t Get Defensive: understand what others are feeling
· listen to determine what exactly has alarmed or confused them

· respond & explain neutrally
· no one responds well to defensiveness

· it leads to finger pointing, blame & divisiveness

Manage Meetings: be sensitive to what’s happening around you
· PM’s must manage people, topics & the energy of meetings

· never send just one person to a meeting

· too many people make things uncomfortable
· team members shouldn’t tolerate sloppy meetings

· don’t waste people’s time

Establish Expectations: facilitate & create productive energy
· tell clients exactly what they can and cannot expect from your internal team

· proactively frame the discussion so clients understand the expectations
· people want to know what they’re supposed to do, when they’re supposed to do it, and who’d doing the other stuff

· don’t throw unexpected deadlines at the team

Be Trustworthy: share your values & keep your promises
· commit to delivering on time and on budget

· have tough conversations about realistic expectations for budgets and schedules
· people work better when they trust the people they’re working with

Acknowledge Expertise: know how to work with people’s strengths & weaknesses
· clients know their business better than you do

· recognize your client’s vision
· the project will only get done if everyone participates

· give team members a sense of mastery & ownership over their roles & tasks

Read a Room: recognize the nuances of language and nonverbal cues
· the constant goal should be to minimize (or eliminate) miscommunication

· pay attention to subtle verbal or physical cues
· watch for facial or postural cues that something is off

· watch & listen carefully

Enable People: connect with & hear your team
· determine what will help clients complete their tasks

· send meeting reminders or deadlines

· provide checklists
· give team members a voice – then listen to it

· be compassionate, empathetic & understanding

· don’t be afraid to lay down the law

People who care about each other’s well-being are more likely to innovate, solve problems and be creative!
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