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Abst r act

The success of any organi sation inthe | ong run depends very much on t he
qual ity of its hunan resources. The significance of hunan resource liesinits
dynam c nature. The key obj ective in the managerment of any organi sation
shoul d be to provi de various ki nds of | earni ng experiencestoits people wth
t he obj ecti ve of devel opi ng hunan bei ngs for thei r advant age and har nessi ng
their physical, mental, enotional andintellectual endowrents and abilities
for the growth of the organi sation. For this, enphasis shoul d al so be pl aced
on the enoti onal aspect of the human resour ce besi des t he cogni ti ve aspect.
Inthis regard, enotional intelligence has energed as the cruci al factor inthe
successful nmanagerent of organi sations. Enotional intelligence can helpin
creating an ent husi asti c work envi ronnent, enpl oyee sati sfaction, efficient
admi ni stration, useful visionfor the future and achi evi ng or gani sat i onal
devel opnent . Hence, educational managenent wll al so do well to incorporate
practices of enotional intelligence, thus|eadingtoenotional quality
managenent in the organi sation.
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The success of any organi sationinthe
| ong run depends very much on t he
quality of its human resources. 0 al |
the pri ne resources of an organi sation
nanely, man, material, noney, the
human resource i s recogni sed as t he
nost vital andthe nost val uabl e because
it’sultinately the hunan bei ng who uses
and controls al | other resources and

determnes the efficient utilisation of
these resources. Further, the inportance
of the hurman factor al so stens fromt he
fact that whereas all other resources
depreciate in val ue wth the passage of
time and use, the human resource
appreci ates in val ue through the
acqui si tion of know edge and experi ence.
Thus, human resource reflects an
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i nherent dynam smand devel opnent

potential .
Earlier, the enphasis was on
product. The approach was task-

oriented and f ocus was on t he out put or
t he achi evenrent. But the product
appr oach has gi ven way to t he process
approach, i.e. thefactorsinvolvedinthe
process of the achi evenent of an
organi sation. And anong t hese factors,
the hurman factor i s the nost i nportant
one. People orientationis the key thing
i n the success of an organi sati on t oday.
The si gni fi cance of hunan resource |ies
inits dynamc nature. Hinan resour ce
i s the aggregat e of enpl oyee attri butes
i ncl udi ng know edge, skill, experience
and heal th whi ch are presently and
potential |y avail abl e to an organi sati on
for the achi evenent of its goal. The key
obj ective i n the managenent of any
organi sati on shoul d be t o provi de vari ous
ki nds of | earning experiencestoits
peopl e wi t h the obj ecti ve of devel opi ng
hunan bei ngs for their advant age and
har nessi ng t hei r physical, nmental,
enotional andintellectual endowrents
and abilities for the growh of the
organi sati on.

Unfortunately our managenent
policies, beit inthe educational set-up
or any ot her organi sational set-up
enphasi ses onl y on t he cogni ti ve aspect
of the human resource, whereas the
enotional or affective aspect of hunman
resource i s neglected. Enotional
conpetence i s as i nportant, sonetines
nmore inportant than academ c
competence in managing the
organisation. Asachildwll not learnif
he does not ‘want’ tolearnor feel the
‘need tolearndespitehavinggoodability
or intelligence; sinmlarlyanenpl oyee wll

not put in his maxi numeffort unl ess
hi s enoti onal needs are taken care of .
Human being i s not nerely a cognitive
nan, possessing various abilities and
skills. Heis al so an enoti onal bei ng
whi ch determi nes the effective and
efficient utilisationof his cognitive
dilities.

Peopl e constitutethe active resource
of any organisation, who really
determne the efficiency and utilisation
of all other resources. The nost uni que
feature of hunan resourcesisthat their
contri buti on can enhance consi der abl y
t hrough adoption of an effective
nmanagenent pol i cy based on enot i onal
intel li gence paranet ers. The neasur e of
the growt h of an or gani sati on depends
upon the thrust-drag rati o+the rati o of
the force of the thrust that the
or gani sati on makes i n novi ng f orward
and the force of the dragthat pull s the
or gani sati on backwards. Hence, the
human resources with all their skills,
capabilities and potenti al s have a key
roleininprovingthe thrust-dragratio
of an organi sation.

I nviewof the inportance of the
enot i onal aspect of the human bei ngs
intheir productivity, the educati onal or
t he enoti onal aspect of the human
beings in their productivity, the
educational admnistration and
nanagenent pol i ci es shoul d al so refl ect
this orientation. Asound managenent
practice shoul d take i nto consi derati on
the factor of enotional intelligence. Such
an approach wi Il help increating an
organi sati onal cul ture whichwll not
only contribute tothe professi onal well -
bei ng and noti vati on of enpl oyees and
enabl e themto sel f-actual i se, but al so
hel p i ncrease the capability of an
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organi sationto attract, retain and
not i vat e t al ent ed enpl oyees.

It was Dani el Gol eman (1996) who
has pi oneer ed t he concept of enwoti onal
intelligence. It isincreasingy recogn sed
that intelligence (1Q accounts for only
about 20%of a person’s successinlife.
The bal ance 80%can be attributed to
enotional intelligence (EQ. Research
and experi ence cl ear|l y denonstrat e t hat
whi | e sone aspect s of our personal ity are
fi xed, we nay choose t he way we want
to act these out. In other words, we do
not choose our characteristics or many
of the events inour life, but we can
choose howto react tothem In sinple
terns, enotional intelligence can be
defi ned as know ng what feel s good, what
feel s bad, and howto get frombad to
good. Anore fornal academ c definition
refers to enotional awareness and
enot i onal managenent skill which
provide the ability to bal ance enotion
and reason so as to maximse
productivity and happi ness.

Enotional intelligenceincludestraits
l'i ke sel f-awareness, social deftness, the
abilitytodelaygratification, to be
optimsticintheface of adversity, to
channel strong enotions and t o show
enpat hy towards others. Gol eman
identifies the five el enents as the
conponent s of enoti onal intelligence:
Sel f - anwar encess, Sel f-regul ati on,
Mbtivation, Eypathy, and Social Skills.

Sel f - anar enness

The key t o success i s know ng onesel f.
Sl f-awar eness i s know ng one’ s i nt er nal
states, preferences, resources,
intuitions, etc. Itindicaestheabilityto
recogni se, under st and and accept one’ s
own noods, enotions, drives, strengths
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and shortconmings as wel |l as to see how
these af fect ot her peopl e. Accordingto
Gol enan, sel f-awar eness i ncl udes t he
followngthreeinportant steps:

[ Enoti onal awar eness: |t nmeans
recogni sing one’ s enoti ons and
becom ng aware of how their
feel i ngs and enotions af fect their
as wel | as other’s perfornance.

[ Accurate sel f—assessnent: It refers
to a candi d sense of one’ s per sonal
strengt hs and weaknesses. (ne
becones awar e of one’ s bl ind spots
and able to find the roads to
i mprovenent. Persons with this
abilityareclear, reflective, eager to
learn from experience, show
interest for sel f-devel opnent.

[ Sel f—confi dence: Know ng about
onesel f gi ves one confi dence. These
peopl e are deci si ve, assertive and
have a strong sense of one’s sel f
wor t h.

Thus, an awareness of one’s
enoti ons, assessnent of one’ s strengt hs
and weaknesses and sel f - conf i dence hel p
persons to enotional | y managi ng not
only thensel ves but al so othersintheir
rel ati onshi ps and deal i ngs.

Self-regul ati on

Sel f-regul ati on refers to managi ng and
handi ng i npul ses, di stressing feel i ngs
and upsets rat her than denyi ng or
repressing these feelings. It inplies
maki ng a choi ce as to howwe express
our feelings. Self-regul ation hel psin
st ayi ng conpose, focussed, cal mand
hel ps thi nk cl early even under pressure.
Sl f-regul aion has five steps.

[ Sl f-control: I'nBuddha’ s vi ewsel f -
control isthe secret of happi ness.
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Self-control | ed persons can nanage
thei r emotions effectively and face
defeat and success with
equani mty.

[ Trust -wort hi ness: Trust -wort hi ness
means di spl ayi ng honesty and
integrity. These are credi bl e, take
responsibility for their acti ons and
are principl ed.

[ Consci enti ousness: It invol ves
conm tment. They ful fil their
obligations, nake attenpts to keep
thei r prom ses.

[ Adaptability: Adaptability deal s
with flexibility in handling
chal | enges and changes. They can
choose and smoothly handle
situations and their responses to
the ci rcunst ances are so eff ecti ve.

[ I nnovation: Innovationinpliesto
novel ideas, approaches and new
i nformation. Their perspectiveis
very wi de whi ch hel ps themin
comng upwthoriginal solutionto
pr obl ens.

Mbtivati on

Mot i vation hel ps i nthe achi evenent of
goals. Itisanabilitytopursuegoa swth
ener gy and persi stence. It provides the
drive and zeal to shape our thoughts and
actions. Three inportant notivati onal
conpet enci es are as fol | ows:

[ Achi everrent drive: It refersto
striving to i nprove or neet a
standard of excell ence. They are
result-oriented. They take
calcul ated risks and readi |l y face
any type of chal | enges.

[ Cormtnent: it refersto aligning
onesel f, identifyingonesel f wththe
goal s of a group or organi sati on.
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They don’t yi el dto any pressure or
threat.

[ Initiative and Qoti msm Peopl e
w th enoti onal bal ance take a | ot
of initiativesandthey are general |y
optimstic. They havetheabilityto
sel ze opportuni ties, nobilise others
to get things done, pursue goalsin
the face of obstacles, beflexibleto
get the jobs done, see the positive
si de of things. The nere physi cal
presence of persons with high
not i vati on nakes a | ot of difference
inthe atnosphere. Their optimstic
Vi ew encour ages ot hers.

Empat hy

It referstotheabilitytoput oneself into
anot her’ s shoes and | ook at t hi ngs or
thi nk fromhi s point of view It can be
calledthe foundationskill for all the
soci al conpetencies. Enotionally
bal anced peopl e are general | y enpat heti c
and not synpat heti c. Enpat hy i ncl udes
the fal | ow ng.

[ Under st andi ng ot hers: The per son
tries tounderstand others by trying
to know hi s feel i ngs and show ng
interest inhiswelfare. They are very
sensi ti ve.

[ Service orientati on: Service-
orientation neans reorientingthe
servi ce aspects by anti ci pati ng,
recogni sing and neeting the
consuners’ needs. An enoti onal
bond i s creat ed bet ween t he buyer
and sel l er. Products are nat ched
w th custoners’ needs, tryingto
i ncrease cust oner sati sfaction and
loydty.

[ Leveragi ng diversity: It neans bei ng
sensi tive to group di fferences and
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relate to peopl e accordingtotheir
background. They see diversity as
opportunity and create an
envi ronnent in which diverse
peopl e can survi ve.

[ Devel opi ng ot hers: They recogni se
other’s strengt hs and acconpl i sh-
nent s and hel p t hemi n devel opi ng
their personality. They provide

useful feedback, give tinely
coachi ng, offer challenging
assi gnnent s.

[ Political awareness: It nmeans

reading a group’s enotional
currents and power rel ati onshi ps.
It i s beingaware of the socia and
political currentsof thesituation,
to accurately read key power
rel ati onshi ps, to detect crucial
soci al networks, to understand
forces that shape vi ens and acti ons
of clients and conpetitors.

Social ills

Social skill isanabilitytobuildrapport
wi th various sections of society and
create network of people. It includesthe
fol | ow ng conpet enci es:

[ Infl uence: Influenceis theeffective
tactic for persuasi on. These peopl e
are skilled at w nni ng peopl e over
and bui | d consensus and support.

[ Conflict nanagenent: It refersto
negot i ati ng and resol vi ng di sagr ee-
nents. Conflict nanagenent hel ps
tohand e difficult peopl e and tense
situations wthtact and encour age
debat e and open di scussi on.

[ Leader shi p: Leadershipisinspiring
and gui di ng i ndi vi dual s and gr oup.
Enmot i onal | y bal anced | eader is
person-ori ented, i nspires nenbers
for a shared vi si on m ssi on.

May 2004

[ Change cat al yst: Change cat al yst
isinitiating and nanagi ng change.
They recogni se t he need f or change,
chal | enge the status quo and
chanpi on t he change.

[ Communi cati on: Communi cati on
has a significant pl acein enotional
intelligence. It means |istening
openl y, sharing of information,
receptivetoother’s vievs.

Enotional intelligenceis what
determ nes our potential for |earning
practical skills which are based on these
five el enent s of know ng one’ s enot i ons,
managi ng one’ s enotions, taking
initiative, enpathy and adeptness in
rel ati onships.

Qur enotional conpetence shows
hownuch of this potential istranslated
into on-the-job capabilities, e.g.
provi di ng good cust oner service is an
enoti onal conpetence based on
enpathy. Smlarly, trustworthiness is
a conpet ence based on sel f-regul ati on.
Enoti onal conpetence is a |l earned
capaci ty based on enotional intelligence
that | eads to outstandi ng perfornmance
at work. It refers to the harnoni ous
conbi nati on of head and heart. The five
essenti al conponents of enoti onal
intelli gence and t he conpet enci es based
ontheseabilities are crucial for success
inpersonal, social andwork life, e.g. if
soneone is deficient insocial skills, he
w il beinept at persuading or inspiring
others or | eadi ng t eans or catal ysi ng
change. If hisself-awarencessis|ow he
w || be oblivious of his own weaknesses
and nay | ack t he sel f - confi dence whi ch
comes fromknow ng their strengths.

Ewtional intelligence and enoti onal
conpet ence have several benefits. At the
work placeit is not enough to have the
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know edge of work or subject/content
nast ery. The person has to work al ong
with ot hers. So he shoul d be adept in
handl i ng rel ati onshi ps w th ot hers.
O ten we cone across such statenents
like, sheisjeal ous of her col | eagues, the
boss shows favouritism the boss/head
istoosensitive, theclearkisawaysina
hostile nood; the authorities are
i nsensitive tothe enpl oyee’ s needs and
denands, etc. Bmtional intelligence can
helpindealingwththese by creating a
culture whichis nore caring, giving,
supporti ve and enriching where each i s
regarded as an i ndi vi dual and f eel i ngs
ar e respect ed.

Thus, in educati onal managenent,
enotional intelligencecanhelpalot. As
anadmnistrator, one’s ability to i npact
and i nfl uence others is closely rel at ed
t o connect and use one’ s enoti ons.
Peopl e are rarely i nfl uenced by | ogi c
al one. Feelings and enotions are equal |y
i nportant. In the changi ng conpetitive

103

envi ronment one needs nore t han j ust
brai ns to achi eve organi sati onal
devel oprent. Ehotional intelligence can
hel p in creating an enthusi astic work
envi ronnment and efficient adm ni s-
tration. It al so hel ps t he managenent
tocreate useful visionfor the future of
t he organi sati on. They can proceed from
the current circunstance to the vi sion
of preferred future wth ease. Gonpared
t o per sons who si npl y go on descri bi ng
their dissatisfaction over the current
state of affairs, enotional intelligent
| eader s/ managers focus on taking
act i ons whi ch i ncreases the | i kel i hood
of success.

Enotional intelligent |eaders
under st and t he range of choi ces t hey
have i n establ i shing rel ati onshipwth
ot hers. And t hey choose the appropriate
one dependi ng on the situati on. Qne of
the cl earest ways to represent the
possi bl e choicesinarelationshipis
through the rel ati onshi p-task gri d.

Hi gh

Accommodat e

Gol | abor at i on

Goncern for rel ationshi p

Conpr omi se

Avoi dance

Gontrol

Low

Hi gh

Fg. 1: Relationship-Task Gid
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The hi gh-hi gh or col | aborative
positionis the nmost productiveinthe
long run. It is characterized by
col | aborat i ve probl emsol vi ng, shared
vi si on of goal s and m ssi on and by w n-
wnsituations that focus on neeting the
underlyinginterest of all. This ‘grace
under pressure’ is a good indicator of
enot i onal conpet ence of he person.
However, each of the possibilitiesinthe
rel ationshi p-task grid can be justified
depending on the times and
ci rcunstances. And enoti onal intelligent
nmanger s and adm ni strat ors under st and
ths.

Data (Gl eman, 1998) indi cate a very
strong positive correl ati on bet ween
enotional intelligence of | eaders and the
per f or rance of organi sati ons. The nor e
the |eader exhibits enotional
conpetencies likeinitiative, nurturing
others, teaml eadership, sel f-confidence,
drive to achi eve and enpat hy, the nore
effectiveis the perfornance. They are
abletointegrate and utilize the
principles of applied enotional
intelligenceinthework placeto achi eve
various objectives |like renmoving
obstacl es, resol vingconflicts, etc. Hin
(1996) points out that rmanagernent of
enotional intelligenceinan organi sation
w |l hel pthe organi sation achieveits
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goal s, at the sane tine enhancingits
enpl oyees’ sati sfaction.

The Consortiumfor Research on
Emotional Intelligencein Qganisations
(1999) provides guidelines for
devel oprent of enotional intelligence
inorganisations. Effective enoti onal
intelligence training programme can
occur in five phases: preparation for
change, training, transfer and
nai nt enance, and eval uation. Hereit can
be noted that enotional learningis
different fromcognitive and techni cal
| earning, and that enotional learningis
different fromcognitive and techni cal
learning, andthat it requires adifferent
appr oach to trai ni ng and devel opnent .
For exanpl e, it is not enough to know
that one needs torel ate to and consul t
ot her peopl e; but one shoul d al so | earn
howtodoit. The ability to do these
things call s for enoti onal conpet ence,
whi ch i ncl udes bot h enot i onal | ear ni ng
as well as cognitive | earning. To
concl ude, it can be sai d t hat enotional
intelligencecanplayacrucial roleinthe
successf ul managenent of educati onal
organi sati on. Adoption of enotional |y
intelligent practices by t he nanagenent
w il inprove the enotional quality of the
organi sation | eadi ng t o Enoti onal
Qual ity Managenent.
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