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TYPICAL DAY IN THE LIVE OF A 
risk manager
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Reference:  Walton, David.  Emotional Intelligence.  

MANAGING STRESS

Some stress is needed for optimal efficiency 
and functioningand functioning

Too much stress can become damaging;  to 
ourselves and othersourselves and others

RM is about juggling and shifting priorities, but 
we must work to avoid too much stress and/or 
prolonged periods of stress

The ability to recognize our 
emotions 
as well as

the emotions of others

EMOTIONAL INTELLIGENCE?  (EI or EQ)



It's a number that's thought to express 
the relative intelligence of a person. 

Having a high EQ means you recognize 
and understand emotions, and use 
this information to guide your 
thinking and actions

IQ  VS EQ

IQ EQ EQ is responsible for 
58% 

of your job 
performance

Emotional Intelligence/Quotient (EQ)

EMOTIONAL INTELLIGENCE

of top Performers
have high EQ

EMOTIONAL INTELLIGENCE

People with high EQ make
$29,000 more annually
than their low EQ counterparts

If you have a high degree of EQ....

• Know what you’re feeling
• What your emotions mean
• How they affect other people
• Use information to guide thinking 

and behavior

EMOTIONAL INTELLIGENCE Signs of high EQ

Handles criticism 
without: 

• Denial
• Blame
• Excuses 



Signs of high EQ

Open minded

Signs of high EQ

Good Listener

Signs of high EQ

Don’t  Sugar Coat The Truth

Signs of high EQ

Apologizes when wrong

If you have a low degree of EQ?

• No self awareness
• No empathy
• Oblivious to own emotions 

and emotions of others

Signs of Low EQ

Bull in a China Shop



Signs of Low EQ

Lashes Out
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Signs of Low EQ

Finds others to Blame

Why do we react the way we do?
Fight or flight response

Reaction to something terrifying
• Triggers release of adrenaline

• Heart rate increases
• Sweaty
• Muscles Tense

Saber Tooth Tiger Events in
Risk Management

• Sentinel Events
• Angry Patient/Family Member
• You get the call "CMS is here to conduct a full 

validation survey”
• News Media camped out because a patient 

died on hospital property after being 
discharged. 

• Disclosure

You have to know how to react and 
respond emotionally

• As leader, risk manager, team member, whatever 
your role…
– When you have a higher emotional intelligence 

you’ll be able to react better
– Lower emotional intelligence – harder

• Being in tune with your Emotional Intelligence is 
essential to your success



Who is more likely to 
succeed?

1.  Risk Manager who is oblivious to their   
emotions and the emotions or others

Or

2. Risk Manager who stays in control and 
calmly assesses the situation

Emotional Intelligence-Where 
did it come from?

5 Elements of EQ

•Self-Awareness
•Self-Regulation
•Motivation
•Empathy
•Social Skills

-Daniel Goleman, Ph.D. popularized EQ 20 years ago

Keys to 
Success

Managing 
your 

Emotions

Understanding
other’s 

behavior and 
feelings

Managing 
Relations

Self 
Knowledge

EMOTIONAL 
INTELLIGENCE Communication 

55%

7%

38%
Body Language
Words
Voice Tone

5 EQ Competencies Intuition and Empathy

Political Acumen &
Social Skills

Self - Awareness

Self-Expectations & 
Motivation

S lf E t ti &

Self-Regulation

Assessing your own emotional intelligence 
skills

Emotional Intelligence 2.0
Travis Bradberry & Jean Greaves (2009)



Disclosure and Emotional Intelligence Scenario
Bill, a 48-year-old construction worker, enjoyed a big 4th of July BBQ with his 
neighbors, having had several beers and a slice of apple pie to top it off. While relaxing 
and watching fireworks later in the evening, Bill felt sluggish and then developed 
pressure over his right side, nausea, and stomach pain. He thought something may 
have been bad in what he had eaten. 

His wife became very concerned and convinced him he needed to go to the hospital. 
On his arrival, he was seen by an ED physician. During his exam, he told the physician 
about his family history of cardiovascular disease, gall bladder disease and 
pancreatitis. As part of the work-up, his ECG was sent to tele-cardiologist for review. 

The ED physician decided to send him home with instructions to go easy on his food 
intake and to use some over-the-counter medications to control his nausea. He also 
instructed him to see his primary care physician if symptoms persisted. 

Bill and his wife returned home. About two hours after arriving back home, his wife 
finds him unresponsive on the couch. She calls 911, EMTs arrive and they take him 
back to the same hospital where he is seen by the same ED physician. 

At this point, Bill is in full arrest, and efforts to resuscitate him are unsuccessful. In the 
middle of the resuscitation, a nurse brings in the tele-cardiology report which has now 
been returned. The report states, “Recommend full cardiac work-up for possible MI. 
Recommend admitting patient to cardiac unit for observation and possible treatment.” 

Who is involved

• Wife
• 1st visit ED physician
• 2nd visit ED physician
• 1st visit ED Staff
• 2nd visit ED Staff
• Others?

• Anger
• Sadness
• Guilt
• Fear
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Emotions

Intuition and Empathy

Political Acumen &
Social Skills

Self - Awareness

Self-Expectations & 
Motivation

Self-Regulation

5 EQ Competencies

Facilitation
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Reasons to Facilitate

• To address morale
• To address personnel issues
• To engage in visioning
• To resolve conflict
• To evaluate performance
• To engage in problem-solving
• To complete a task

Dimensions of Group Facilitation
• Structure: the degree to which rules are followed

– Tightest: strict rules rigidly enforced
– Tight: clear rules fairly enforced
– Loose: make up rules as group proceeds

• Pace: how fast you move things along
– Fast: impose tight time limits
– Steady: keep things moving at comfortable pace
– Slow: make sure everyone has a chance to process

• Control: how much direction you provide
– Directive: set clear parameters
– Facilitative: facilitate problem-solving and communication
– Nondirective: let the group set parameters

• Focus: the degree to which you are process or results oriented
– Process oriented: the process is critical and outcomes will emerge
– Results oriented: outcomes are critical



Characteristics of a Good Facilitator

• Ability to listen
• Confidence to deal with conflict
• Ability to communicate
• Ability to maintain a sense of humor
• Ability to deal with complex issues simultaneously
• Ability to hear differing point of views
• Good arbitration and mediation skills
• Ability to create a comfortable and safe environment

Five Stages of Group Development

Forming
Storming
Norming

Performing
Adjourning

Forming
• Initial orientation to the purpose of the group
• Structure of the group not yet formed
• Relationship of group members not yet established
• Group members often speak hesitantly or are quiet
• During this stage group members are trying to understand 

the group’s purpose, how the group will function, their 
role in the group, and the leadership of the group

Facilitator’s Role in Forming: to be more directive by clearly 
articulating the purpose of the meeting/group and discussing 
ground rules for group functioning

Storming
• Group members are questioning the group’s purpose, how 

the group will function, their role in the group, and the 
leadership of the group

• This stage is characterized by conflict that can range from 
almost nonexistent to intense

• This conflict is normal and healthy and leads to 
clarification and by-in if it is handled adroitly

Facilitator’s Role in Storming: to help members deal with 
conflict, clarify differing viewpoints, and make sure hidden 
agendas or viewpoints are revealed-keep people focused on 
the big picture (it is about the patients )

Norming
• Conflict that emerged in the previous stage becomes resolved
• During this stage the group’s purpose, how the group will 

function, each individual’s role in the group, and the 
leadership of the group are clarified and established

• Group cohesiveness, trust, leadership, and a commitment to 
the group’s goals are accomplished

• This stage is characterized by questioning, listening, clarifying 
and when need be arbitration and mediation between 
differing positions

Facilitator’s Role in Norming: to use problem-solving skills to mediate 
differing positions, clarify any role ambiguity, and when appropriate refocus 
the purpose or rules for group functioning

Performing 

• The tasks of the group are undertaken
• The group remains on-task
• People participate and there is a free flow of 

information with differing positions and viewpoints 
being heard and considered

• Decisions are being made and upheld without a 
rehearing of differing positions or viewpoints

Facilitator’s Role in Performing: to be a collaborator and to 
keep the group moving in a nondirective manner stay 
out of the way and manage time



Adjourning

• Task completion
• Bringing closure to decisions
• Bringing closure to roles
• Summarizing agreements
• Foreshadowing issues for the next meeting

Facilitator’s Role in Adjourning: to summarize decisions and 
clearly articulate responsibilities of group members

Your Role as a Facilitator

• You are trusted and viewed with integrity
• You ask probing questions that make people think (and may 

make people uncomfortable)
• You make sure people use data to help people see things 

through another lens
• You have taken time to understand the unique context of 

the problem/situation
• You are focused on outcomes
• You are committed to the success of the group to better 

meet the needs of the organization

Specific Facilitation Behaviors

• Setting ground rules
• Acknowledging contributions
• Probing
• Garnering participation
• Reflecting and clarifying
• Resolving conflict

Setting Ground Rules

• Our purpose today is …
• The ideal outcome for today is …
• All opinions are welcome …
• Once a position is heard I will 

articulate it and we will move on 
…

• If we can’t agree I will put an 
issue in the parking lot …

• My role will be to ask probing 
questions and to make sure we 
are using data in our decision 
making …

• I am committed to helping you be 
successful …

Example
RCA Ground Rules

All voices are equal
All participants will be provided 
equal audience and respect by all 
participants
Grandstanding or domination of 
conversation is not allowed
Check egos at the door
Confidentiality is absolute
Attendance is imperative-if you 
cannot attend, find an informed 
replacement
All assignment will be completed 
on time

Acknowledging Contributions
• That is an excellent point …
• How does that build on …
• I hear your point and we need to move on …
• We can’t discuss this any longer. I am putting it in the parking 

lot and we will discuss it later …
• Any affirming response that is sincere and within your style 

of conversation …
– Right on
– Exactly
– Bingo
– Great
– Thanks

Probing

• Say more …
• Say it in a different way …
• Is this consistent with the data …
• This doesn’t seem consistent with your data—help me 

understand how it relates …
• Tell more about your thinking …
• Is there another way to look at this …
• Will this make a difference with the students …
• Is this the best approach …



Garnering Participation

• I’m curious to know how others think …
• Does anyone else have an idea …
• Do people think we have it right …
• I haven’t heard from …
• I want to give all those that haven’t spoken a chance to 

talk …

Reflecting and Clarifying

• What I heard is …
• Who can tell me the main point …
• What is your take on her point …
• So you are saying …
• What is a deal breaker for you …
• Do we all agree …
• What do you think we have agreed to …
• Am I correct …
• What makes his position unacceptable …

Resolving Conflict
• If there was tension allow a time to cool off
• Have people agree to seek a solution and agree to 

follow the solution
• Make sure people focus on the big picture 

(it is about our patients/caregivers etc.)
• Seek understanding of the differing viewpoints

– Articulate differences
– Articulate common ground
– Find out what each side needs (deal breakers)

• Brainstorm solutions that build on common ground and 
minimize differences

• Implement the consensus solution and move on

Some Common Group Inhibitors
• Consensus blocking
• Power seeking
• Recognition seeking
• Leader “not on board”
• Clowning around / sidebars
• General Negativity / Yes, but . . . We tried that
• Lack of commitment or apathy
• Sacred Cow – “Can’t Touch This”
• Denial
• Fear – the “Elephant in the room”

Back to the Scenario
• Bill was seen in the ED and sent home
• Bill is brought back to the ED via EMS in full arrest
• Efforts to resuscitate him are unsuccessful. 
• In the middle of the resuscitation, a nurse brings 

in the tele-cardiology report which has now been 
returned. 

• The report states, “Recommend full cardiac work-
up for possible MI. Recommend admitting patient 
to cardiac unit for observation and possible 
treatment.” 

Initial Communication
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Get Ready
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Setting the Stage and Listen
Module 1
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Explain
Module 1
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Apologize
Module 1
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I am so sorry you were harmed.”
“We weren’t expecting this to happen.”
“We are looking into why it happened.”
“We will let you know what we find out.”

Avoid speculation and misstatements.

Intuition and Empathy

Political Acumen &
Social Skills

Self - Awareness

Self-Expectations & 
Motivation

Self-Regulation

5 EQ Competencies
Characteristics of a Good Facilitator

• Ability to listen
• Confidence to deal with conflict
• Ability to communicate
• Ability to maintain a sense of humor
• Ability to deal with complex issues simultaneously
• Ability to hear differing point of views
• Good arbitration and mediation skills
• Ability to create a comfortable and safe environment



Questions? Thank you!
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