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WHAT IS EMOTIONAL 
INTELLIGENCE (EI)?
Emotional intelligence (EI) is the ability to 
recognize, understand, manage, and use 
emotions effectively—both your own and other 
people’s.

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



5 KEY SKILLS
•Self-awareness Noticing what you’re feeling and 
why. (e.g., “I’m frustrated, and it’s because I feel 
unheard.”)

•Self-regulation Managing emotions instead of 
letting them run the show—especially in stressful 
moments.

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

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

•Social skills Communicating clearly, handling 
conflict well, building trust, and navigating 
relationships thoughtfully. 



UNDERSTANDING EMOTIONAL 
INTELLIGENCE AND ITS ROLE IN 
FINANCIAL AID

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

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

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

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



EI QUIZ 
GREATER GOOD MAGAZINE EMOTIONAL INTELLIGENCE QUIZ

The Grea ter Good  Science  Center s tud ies  
the  psychology, socio logy, and  
neuroscience  of well-be ing , and  teaches  
skills  tha t fos te r a  th riving , res ilien t, and  
com pass ionate  socie ty.



DISCUSSION
When do you notice your EI 
helping you handle a 
challenge?

What barriers cause you to 
struggle with recognizing 
and managing emotions 
effectively?

How do you think EI can 
improve conflict resolution?

What role do you think EI 
plays in effective leadership? 



RECOGNIZING 
STUDENT 
STRESS AND 
TRAUMA



IDENTIFYING SIGNS OF STRESS AND 
TRAUMA IN STUDENTS



Trauma-Informed Practices for Postsecondary 
Education: A Guide 

DAVIDSON, SHANNON, PH.D. TRAUMA-INFORMED PRACTICES FOR POSTSECONDARY EDUCATION: A GUIDE. EDUCATION NORTHWEST, FUNDED BY THE 
OREGON STUDENT SUCCESS CENTER, DEC. 2024, EDUCATIONNORTHWEST.ORG/SITES/DEFAULT/FILES/RESOURCES/TRAUMA-INFORMED-PRACTICES-
POSTSECONDARY-508.PDF. 



DE-ESCALATION 
STRATEGIES FOR 
FINANCIAL AID 
PROFESSIONALS



PRACTICAL TECHNIQUES FOR CALMING HIGH-
STRESS INTERACTIONS 



TAKE THE HEAT OUT OF THE CALL: PRACTICAL 
DE-ESCALATION TIPS FOR FINANCIAL AID PROFESSIONALS

"Take the Heat Out of the Call: Practical De-escalation Tips for Financial Aid Professionals.” The Higher Education Assistance Group, Inc., 9 July 
2025, heag.us/take-the-heat-out-of-the-call-practical-de-escalation-tips-for-financial-aid-professionals/ . 



SETTING 
COMPASSIONATE 

BOUNDARIES



BALANCING EMPATHY WITH 
PROFESSIONAL LIMITS

Defin ing  Com pass ionate  Boundaries
Boundaries  crea te  fram eworks  for e th ica l support without 
com prom is ing  well-be ing  or ins titu tiona l policies .

Effect ive  Com m unica t ion  Techniques
Using  assertive  and  em pathe tic language  fos te rs  trus t and  cla rifies  
what can  be  done  with in  policies .

Preven t ing  Burnout
Com pass iona te  boundaries  pro tect s ta ff from  em otiona l 
overinves tm ent and  m ain ta in  profess iona l in tegrity.

Role-Playing  for Boundary Pract ice
Role-p laying  scenarios  he lp  s ta ff ba lance  em pathy with  firm ness  in  
cha llenging  in te ractions . 



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 
maintains trust during challenging interactions.
Nonverbal Cues and Documentation
Steady eye contact, open posture, and accurate documentation enhance credibility and 
ensure continuity of care. 



EMOTIONAL INTELLIGENCE IN EDUCATION

“Emotional Intelligence in Education.” The Phoenix Mind, The Phoenix Mind, https://thephoenixmind.com/emotional-intelligence-in-education. 
Accessed 26 Jan. 2026. 

Em p o w e r Ed u c a t o rs . Su p p o rt  St u d e n t s . 
Tra n s fo rm  Le a rn in g .

Education is more than delivering curriculum—it’s about 
creating a safe, supportive environment where both students 
and employees can thrive. Emotional intelligence (EI) 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.



Questions?
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