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WHAT IS EMOTIONAL
INTELLIGENCE (EI)?

Emotional intelligence (El) is the ability to
recognize, understand, manage, and use
emotions effectively—both your own and other
people’s.

How does El show up at work?
e Knowing your triggers
* Responding instead of reacting
e Balancing empathy with boundaries
e Reading the room and adjusting your approach




5 KEY SKILLS

eSelf-awareness Noticing what you're feeling and
why. (ef., “I'm frustrated, and it’s because | feel
unheard.”)

-Se_lf-re%ulation Managing emotions instead of
letting them run the show—especially in stressful calfaa e, Self reguiation
moments.

* Motivation Using emotions to stay focused,
resilient, and driven, even when things are hard.

eEmpathy Understanding and valuing how others
feel, even when their experience is different from
yours.

eSocial skills Communicating clearly, handling
conflict well, building trust, and navigating
relationships thoughtfully.
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UNDERSTANDING EMOTIONAL
NTELLIGENCE AND ITS ROLE IN
FINANCIAL AID

Core Components of El
El includes self-awareness, self-regulation, motivation, empathy,
and social skills essential for effective interactions.

El in Financial Aid Context
Financial aid professionals use El to manage stress-filled
conversations with empathy and emotional regulation.

Positive Impact on Student Experience
El improves student retention and satisfaction by fostering trust
and reducing conflict in financial aid processes.

Trauma-Informed Practices
Integrating trauma-informed practices with El promotes
resilience and reduces conflict among students.




El QUIZ

GREATER GOOD MAGAZINE EMOTIONAL INTELLIGENCE QUIZ

ORsD

The Greater Good Science Center studies
the psychology, sociology, and
neuroscience of well-being, and teaches
skills that foster a thriving, resilient, and
compassionate society.
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IDENTIFYING SIGNS OF STRESS AND
TRAUMA IN STUDENTS

Anxiety or agitation

Withdrawal or silence

Defensive tone

Emotional outbursts

Financial uncertainty, trauma
triggers

Overwhelm, fear of judgment

Perceived threat to enrollment

Accumulated stress or trauma

Offer reassurance, clarify next steps

Use open-ended questions, provide
safe space

Maintain calm, validate concerns

Pause conversation, suggest support
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Trauma-Informed Practices for Postsecondary
Education: A Guide

DAVIDSON,SHANNON,PH.D. TRAUMA-INFORMED PRACTICESFORPOSTSECONDARYEDUCATION:AGUIDE.EDUCATION NORTHWEST,FUNDED BY THE
OREGON STUDENT SUCCESSCENTER, DEC. 2024, EDUCATIONNORTHWEST.ORG/SITES/DEFAULT/FILES'RESOURCES/ TRAUMA-INFORMED-PRACTICES-

POSTSECONDARY-508.PDF.
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DE-ESCALATION
STRATEGIES FOR
-INANCIAL AID

PROFESSIONALS




PRACTICAL TECHNIQUES FOR CALMING HIGH-
STRESS INTERACTIONS

Active Listening Validate emotions and concerns “1 hear that this is stressful for you.”

. : : “"Would you prefer to submit documents
Offer Choices Provide options to restore control : youp B
online or in person?

Stay Calm Regulate tone and body language Maintain steady voice, open posture
Clarify Next Steps gjg:t;i:ncertalnty T BLEET “Here's what we can do right now...”
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TAKE THE HEAT OUT OF THE CALL: PRACTICAL
DE-ESCALATION TIPS FOR FINANCIAL AID PROFESSIONALS

"Takethe Heat Out ofthe Call: Practical De-escalation Tipsfor Financial Aid Professionals.” The Higher Education Assistance Group, Inc.,9July

2025, heag.us/take-the-heat-out-of-the-call-practical-de-escalation-tips-for-financial-aid-professionals/.
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SETTING
COMPASSIONATE
BOUNDARIES




BALANCING EMPATHY WITH
PROFESSIONAL LIMITS

Defining Compassionate Boundaries
Boundaries create frameworks for ethical support without
compromising well-being or institutional policies.

Effective Communication Technigues
Using assertive and empathetic language fosters trust and clarifies
what can be done within policies.

Preventing Burnout
Compassionate boundaries protect staff from emotional
overinvestment and maintain professional integrity.

Role-Playing for Boundary Practice
Role-playing scenarios help staff balance empathy with firmness in
challenging interactions.




MAINTAINING
PROFESSIONALISM
DURING DIFFICULT
CONVERSATIONS




STRATEGIES FOR COMPOSURE AND
CONSTRUCTIVE DIALOGUE

Emotional Regulation and Self-Awareness

Recognizing emotional triggers and applying coping strategies like mindfulness help
maintain professionalism during difficult conversations.

Clear and Empathetic Communication

Using respectful language without jargon and conveying empathy builds trust while
preserving authority in discussions.

Active Listening and Transparency

Summarizing concerns and explaining decisions openly fosters understanding and 2
maintains trust during challenging interactions. “\
Nonverbal Cues and Documentation -
Steady eye contact, open posture, and accurate documentation enhance credibility and"?..‘___:___\
ensure continuity of care. e




EMOTIONALINTELLIGENCEIN EDUCATION

Empower Educators. Support Students.
Transform Learning.

Education is more than delivering curriculum—it’s about
creating a safe, supportive environment where both students
and employees can thrive. Emotional intelligence (El) plays a
critical role in how individuals communicate, collaborate, and

navigate challenges across the institution. When both students

and staff develop strong emotional intelligence, it fosters more
meaningful engagement, stronger relationships, improved

outcomes, and a healthier, more positive organizational culture.

“Emotional Intelligence in Education.” The Phoenix Mind, The Phoenix Mind, https://thephoenixmind.com/emotional-intelligence-in-education.

Accessed 26 Jan. 2026.
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Questions?
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