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FOUNDATIONAL COMPETENCIES 
 

Fundamental Competencies form the foundation for success in each of the ECQ’s. These fundamentals enhance Personal 
Effectiveness, Presentation Skills and Public Speaking, Leadership Development Planning, Trust Building and demonstrate 
Corporate Social Responsibility. 
 

 Interpersonal Skills: Considers and responds appropriately to the needs, feelings, and capabilities of different people in 
different situations; is tactful, compassionate and sensitive, and treats others with respect. 
 

 Continual Learning: Grasps the essence of new information; masters new technical and business knowledge; 
recognizes own strengths and weaknesses; pursues self-development; seeks feedback from others .. 
 

 Oral Communication: Makes clear and convincing oral presentations to individuals or groups; listens effectively and 
clarifies information; facilitates open exchange of ideas and fosters an atmosphere of open communication. 
 

 Written Communication: Express facts and ideas in writing in a clear, convincing, and organized manner that is 
appropriate to the audience and occasion. 
 

 Integrity/Honesty: Instills mutual trust and confidence; creates a culture that fosters high standards of ethics; behaves in 
a fair and ethical manner toward others, and demonstrates a sense of corporate responsibility and commitment to public 
service. 
 

 Service Motivation: Creates and sustains an organizational culture which encourages others to provide the quality of 
service essential to high performance. Enables others to acquire the tools and support they need to perform well. 
Committed to public service. Influence others toward a spirit of service and meaningful contributions to mission 
accomplishment. 

 
 

LEADING CHANGE 
 

To develop and implement an organizational vision which integrates key goals, priorities, and values. It is the ability to 
balance change and continuity; to continually strive to improve customer service and program performance; to encourage 
creative thinking, and to maintain focus, intensity and persistence, even under adversity. 
 

 Vision: Takes a long-term view and acts as a catalyst for organizational change; builds a shared vision with others.  
Influences others to translate vision into action. 
 

 Creativity and Innovation: Develops new insights into situations and applies innovative solutions to make 
organizational improvements; creates a work environment that encourages creative thinking and innovation; designs and 
implements new or cutting-edge programs/processes. 
 

 External Awareness: Identifies and keeps up to date on key national and international policies and economic, political, 
and social trends that affect the organization.  Understands near-term and long-range plans and determines how best to 
be positioned to achieve a competitive business advantage. 
 

 Adaptability & Flexibility: Is open to change and new information; adapts behavior and work methods in response to 
new information, changing conditions, or unexpected obstacles.  Adjusts rapidly to new situations warranting attention 
and resolution. 
 

 Resilience: Deals effectively with pressure; maintains focus and intensity and remains optimistic and persistent, even 
under adversity.  Recovers quickly from setbacks.  Effectively balances personal life and work. 
 

 Strategic Thinking: Formulates effective strategies consistent with the business and competitive strategy of the 
organization.  Examines policy issues and strategic planning with a long-term perspective.  Determines objectives and 
sets priorities; anticipates potential threats or opportunities. 
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LEADING PEOPLE 
 

This core qualification involves the ability to lead people toward meeting the organization’s vision, mission and goals. 
Inherent to this ECQ is the ability to provide an inclusive workplace that fosters the development of others, facilitates 
cooperation and teamwork, and supports constructive resolution of conflicts. 
 
 Conflict Management: Identifies and takes steps to prevent potential situations that could result in unpleasant 

confrontations.  Manages and resolves conflicts and disagreements in a positive and constructive manner to minimize 
negative impact. 
 

 Leveraging Diversity: Initiates and manages cultural change within the organization to impact organizational 
effectiveness.  Values cultural diversity and other individual differences in the workforce.  Ensures that the organization 
builds on these differences and that employees are treated in a fair and equitable manner. 
 

 Developing Others: Develops the ability of others to perform and contribute to the organization by providing ongoing 
feedback and providing developmental opportunities to learn through formal and informal methods. Develops leadership 
in others through coaching, mentoring, rewarding and guiding employees. 
 

 Team Building: Inspires, motivates, and guides others toward goal accomplishments.  Consistently develops and 
sustains cooperative working relationships.  Encourages and facilitates cooperation within the organization and with 
customer groups; fosters commitment, team spirit, pride, trust.  Develop leadership in others through coaching, 
mentoring, rewarding, and guiding employees. 

 
 

RESULTS DRIVEN 
 

This core competency stresses accountability and continuous improvement.  It includes the ability to make timely and 
effective decisions and produce results through strategic planning and the implementation and evaluation of programs and 
policies. 
 
 Accountability: Assures that effective controls are developed and maintained to ensure the integrity of the organization.  

Holds self and others accountable for  rules and responsibilities.  Can be relied upon to ensure that projects within areas 
of specific responsibility are completed in a timely manner and within budget.  Monitors and evaluates plans; focuses on 
results and measuring attainment of outcomes. 
 

 Decisiveness: Exercises good judgment by making sound and well-informed decision; perceives the impact and 
implications of decisions; makes effective and timely decisions, even when data is limited or solutions produce 
unpleasant consequences; is proactive and achievement oriented. 
 

 Customer Service: Balancing interests of a variety of clients; readily readjust priorities to respond to pressing and 
changing client demands. Anticipates and meets the need of clients; achieves quality end-products; is committed to 
continuous improvement of services. 
 

 Entrepreneurship: Identifies opportunities to develop and market new products and services within or outside of the 
organization.  Is willing to take risks; initiates actions that involve a deliberate risk to achieve a recognized benefit or 
advantage. 
 

 Problem Solving: Identifies and analyzes problems; distinguishes between relevant and irrelevant information to make 
logical decisions; provides solutions to individual and organizational problems. 
 

 Technical Credibility: Understands and appropriately applies procedures, requirements, regulations, and policies related 
to specialized expertise. Is able to make sound hiring and capital resource decisions and to address training and 
development needs.  Understand linkages between administrative competencies and mission needs. 
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BUSINESS ACUMEN 
 

This core competency involves the ability to acquire and administer human, financial, material, and information resources 
in a manner which instills public trust and accomplishes the organization’s mission, and to use new technology to enhance 
decision making. 
 

 Financial Management: Prepares, justifies, and administers the budget for the program area; uses cost-benefit thinking 
to set priorities; monitors expenditures in support of programs and policies. Identifies cost-effective approaches. 
 

 Human Resource Management: Assesses current and future staffing needs based on organizational goals and budget 
realities.  Using merit principles, ensure staff are appropriately selected, developed, utilized, appraised, and rewarded; 
takes corrective action. 
 

 Technological Management: Uses efficient and cost-effective approaches to integrate technology into the workplace 
and improve program effectiveness.  Develops strategies using new technology to enhance decision making.  
Understands the impact of technological changes on the organization. 

 
 

BUILDING COALITIONS/COMMUNICATION 
 

This core qualification involves the ability to explain, advocate, and express facts and ideas in a convincing manner, and 
negotiate with individuals and groups internally and externally. It also involves the ability to develop an expansive 
professional network with other organizations, and to identify the internal and external politics that impact the work of the 
organization. 
 

 Partnering: Develops networks and builds alliances, engages in cross-functional activities; collaborates across 
boundaries, and finds common ground with a widening range of stakeholders.  Utilizes contacts to build and strengthen 
internal support bases. 
 

 Political Savvy: Identifies the internal and external politics that impact the work of the organization.  Approaches each 
problem situation with a clear perception of organizational and political reality; recognizes the impact of alternative 
courses of action. 
 

 Influencing/Negotiating: Persuades others; builds consensus through give and take; gains cooperation from others to 
obtain information and accomplish goals; facilitates “win-win” situations. 
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FOUNDATIONAL COMPETENCIES: 
CORE COMPETENCY MODULES 

 
Emphasis is placed on the Fundamental Competencies which form the foundation for success in each 

of the Executive Core Qualifications. 
 
 
 
 
 
 
 
 
 

FOUNDATIONAL COMPETENCIES 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

INTERPERSONAL SKILLS Emotional Intelligence Individual Development Plan Recommend

 Personality Profile (DiSC) Feedback Exercise  

 Personal Values Assessment   

CONTINUAL LEARNING    
    
    
ORAL COMMUNICATION    
    
    
WRITTEN COMMUNICATION    
    
    
INTEGRITY & HONESTY    
    
    
SERVICE MOTIVATION    
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THE EQ-i MODEL 
 
The EQ-i model is made up of 5 composite Scales: Self-Perception; Self-Expression; Interpersonal; Decision Making; 
Stress Management. Within each scale there are a set of subscales that help define that category. 
 
SELF-PERCEPTION 
 Self-Regard: Respecting oneself while understanding and accepting one's strengths and weaknesses. Self-Regard is 

often associated with feelings of inner strength and self-confidence. 
 Self-Actualization: Persistently trying to improve one-self and engage in the pursuit of personally relevant and 

meaningful objectives that lead to a rich and enjoyable life. 
 Emotional Self-Awareness: Recognizing and understanding one's emotions. This includes the ability to differentiate 

between subtleties in one's own emotions while understanding the cause of these emotions and the impact that they have 
on thoughts and actions of one-self and others. 

 
 
SELF-EXPRESSION 
 Emotional Expression: Openly expressing one's feelings verbally and non-verbally. 
 Assertiveness: Communicating feelings, beliefs and thoughts openly, and defending personal rights and values in a 

socially acceptable, non-offensive, and non-destructive manner. 
 Independence: Being self-directed and free from emotional dependency on others. Decision-making, planning, and daily 

tasks are completed autonomously. 
 
 
INTER-PERSONAL 
 Interpersonal Relationships: Developing and maintaining mutually satisfying relationships that are characterized by 

trust and compassion. 
 Empathy: Recognizing, understanding, and appreciating how other people feel. Empathy involves being able to 

articulate your understanding of another person's perspective and behaving in a way that respects others' feelings. 
 Social Responsibility: Willingly contributing to society, to one's social groups, and generally to the welfare of others. 

Social Responsibility involves acting responsibly, having social consciousness, and showing concern for the greater 
community. 

 
 
DECISION-MAKING 
 Problem Solving: Finding solutions to problems in situations where emotions are involved. Problem solving includes 

the ability to understand how emotions impact decision making. 
 Reality Testing: Remaining objective by seeing things as they really are. This capacity involves recognizing when 

emotions or personal bias can cause one to be less objective. 
 Impulse Control: Resisting or delaying an impulse, drive or temptation to act and involves avoiding rash behaviors and 

decision making. 
 
 
STRESS MANAGEMENT 
 Flexibility: Adapting emotions, thoughts and behaviors to unfamiliar, unpredictable, and dynamic circumstances or 

ideas. 
 Stress Tolerance: Coping with stressful or difficult situations and believing that one can manage or influence situations 

in a positive manner. 
 Optimism: Remaining hopeful and resilient, despite occasional setbacks. It is an indicator of one's positive attitude and 

outlook on life. 
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Keep a Journal 
 
Expand Self-Awareness with These Journal Writing Tips 
By: Julianna Gauthier 

Are you feeling overwhelmed by complicated or confusing emotions? In order to increase your self-awareness and gain an 
understanding of why it is you feel the way you do, or react in certain ways, journaling could be the answer for you. 
Through journaling, you can expand self-awareness by identifying and expressing your feelings in writing. 
 
The process of writing down your feelings and what is going on in your mind is not only a very cathartic exercise; it also 
allows you to get a grip on emotions. Self-Awareness begins with identifying and learning to deal with your feelings in 
appropriate ways in order to determine why it is that you do what you do. 
 
Journal writing helps to expand your self-awareness in these four ways: 
1. Journaling increases your insight into a situation. Writing about a situation will help you to put it into perspective 

after the event has taken place. This allows you to process the emotions you experienced because of the event and 
notice details you may have overlooked when it was taking place. 
 
It is important to be able to focus on what it is you are journaling about. Make sure you can set aside some time where 
you will be undisturbed in a space that is quiet. 
 

2. Journaling allows you to reflect on your feelings. As you go through the day, there isn’t time to step back and 
analyze every situation that is taking place. Once you begin the process of journaling, you will have the time to look 
back and identify feelings about an occurrence and consider why you felt that way. 
 When you put a label to what it is you are feeling it provides you with a better understanding of how to react during 

certain situations. 
 Make it a point to use words that describe feelings when you are pinpointing your emotions. Words such as “angry”, 

“disappointed”, “aggravated”, and “thrilled” are all good examples. 
 If you are feeling stuck, follow this simple sentence structure to help prompt your writing: “When __________ 

happened, I felt _____________.” 
 

3. Journaling helps to shed light on why it is you felt a certain way. You will find that when you write about your 
feelings and discover the reasoning behind the way you felt, it can make you aware of when your negative feelings 
creep up and help you to change them in the future. 
 Becoming more self-aware is about understanding why it is you responded a certain way and provides an opportunity 

for you to change that reaction in future situations. 
 While journaling, take the time to ponder the reasons behind why you responded the way you did, or why you felt a 

certain way. Is there something that happened in your past that triggers this reaction? 
 

4.  Regularly reviewing previous journal entries helps you see your progress.  Usually there is a pattern behind the 
way we act. Certain situations give rise to an emotional response and journaling helps to document these patterns and 
bring them to light. 
 Once you see an unhealthy pattern in your responses you can commit to making a change to more healthy and 

positive reactions. 
 Make sure to notice and celebrate your progress as you move towards increasing your self-awareness. 
 

It’s not unusual to experience confusion and lack of understanding in the way you respond or behave from time to time. 
Journaling can help to improve your insight into these times, and provide a tool for reflection to change your response in 
future situations.  
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 Practice being calm – The next time you're in a challenging situation, be very aware of how you act. Do you relieve 
your stress by shouting at someone else? Practice deep-breathing exercises to calm yourself. Also, try to write down all 
of the negative things you want to say, and then rip it up and throw it away. Expressing these emotions on paper (and 
not showing them to anyone!) is better than speaking them aloud to your team. What's more, this helps you challenge 
your reactions to ensure that they're fair! 
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THREE: MOTIVATION 
Self-motivated leaders work consistently toward their goals, and they have extremely high standards for the quality of their 
work. 
 
How can you improve your motivation? 

 Re-examine why you're doing your job – It's easy to forget what you really love about your career. So, take some 
time to remember why you wanted this job. If you're unhappy in your role and you're struggling to remember why you 
wanted it, try the Five Whys technique to find the root of the problem. Starting at the root often helps you look at your 
situation in a new way. And make sure that your goal statements are fresh and energizing. For more on this, see our 
article on Goal Setting. 

 Know where you stand – Determine how motivated you are to lead. Our Leadership Motivation Assessment can 
help you see clearly how motivated you are in your leadership role. If you need to increase your motivation to lead, it 
directs you to resources that can help. 

 Be hopeful and find something good – Motivated leaders are usually optimistic, no matter what problems they face. 
Adopting this mindset might take practice, but it's well worth the effort. 

 Every time you face a challenge, or even a failure, try to find at least one good thing about the situation. It might be 
something small, like a new contact, or something with long-term effects, like an important lesson learned. But there's 
almost always something positive, if you look for it. 

 

 

DEVELOPMENTAL TOOLS 
Maslow’s Hierarchy:  

Motivation – Applying Maslow’s Hierarchy of Needs Theory 

The psychologist Abraham Maslow developed a theory that suggests we, humans, are motivated 
to satisfy five basic needs. These needs are arranged in a hierarchy. Maslow suggests that we 
seek first to satisfy the lowest level of needs. Once this is done, we seek to satisfy each higher 
level of need until we have satisfied all five needs. While modern research shows some 
shortcomings with this theory, Maslow’s Hierarchy of Needs Theory remains an important and 
simple motivation tool for managers to understand and apply.  The Hierarchy of Needs is as 
follows: 
1. Physiological Needs (basic issues of survival such as salary and stable employment) 
2. Security Needs (stable physical and emotional environment issues such as benefits, pension, 
safe work environment, and fair work practices) 
3. “Belongingness” Needs (social acceptance issues such as friendship or cooperation on the job) 
4. Esteem Needs (positive self-image and respect and recognition issues such as job titles, nice 
work spaces, and prestigious job assignments.) 
5. Self-Actualization Needs (achievement issues such as workplace autonomy, challenging work, 
and subject matter expert status on the job) 
 

Leadership Motivation Assessment:  
The DiSC Personality Profile … 

SMART Goal Setting Model:  
A 3600 Feedback Tool 
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FOUR: EMPATHY 
For leaders, having empathy is critical to managing a successful team or organization. Leaders with empathy have the 
ability to put themselves in someone else's situation. They help develop the people on their team, challenge others who are 
acting unfairly, give constructive feedback, and listen to those who need it. 
 
If you want to earn the respect and loyalty of your team, then show them you care by being empathic. 
 
How can you improve your empathy? 

 Put yourself in someone else's position – It's easy to support your own point of view. After all, it's yours! But take the 
time to look at situations from other people's perspectives. See our article on Perceptual Positions for a useful 
technique for doing this. 

 Pay attention to body language – Perhaps when you listen to someone, you cross your arms, move your feet back and 
forth, or bite your lip. This body language tells others how you really feel about a situation, and the message you're 
giving isn't positive! Learning to read body language can be a real asset in a leadership role, because you'll be better 
able to determine how someone truly feels. This gives you the opportunity to respond appropriately. 

 Respond to feelings – You ask your assistant to work late – again. And although he agrees, you can hear the 
disappointment in his voice. So, respond by addressing his feelings. Tell him you appreciate how willing he is to work 
extra hours, and that you're just as frustrated about working late. If possible, figure out a way for future late nights to be 
less of an issue (for example, give him Monday mornings off). 

 

 

DEVELOPMENTAL TOOLS 
Communication Competency, Body Language:  
This Bla Bla 
 

Personality Profile:  
The DiSC Personality Profile … 
 

 

Johari Window:  
A 3600 Feedback Tool 
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FIVE: SOCIAL SKILLS 
Leaders who do well in the social skills element of emotional intelligence are great communicators. They're just as open to 
hearing bad news as good news, and they're expert at getting their team to support them and be excited about a new mission 
or project. 
 
Leaders who have good social skills are also good at managing change and resolving conflicts diplomatically. They're 
rarely satisfied with leaving things as they are, but they don't sit back and make everyone else do the work: They set an 
example with their own behavior. 
 
So, how can you build social skills? 

 Learn conflict resolution – Leaders must know how to resolve conflicts between their team members, customers, or 
vendors. Learning conflict resolution skills is vital if you want to succeed. 

 Improve your communication skills – How well do you communicate? Our communication quiz will help you 
answer this question, and it will give useful feedback on what you can do to improve. 

 Learn how to praise others – As a leader, you can inspire the loyalty of your team simply by giving praise when it's 
earned. Learning how to praise others is a fine art, but well worth the effort. 

 
Key Points: 
To be effective, leaders must have a solid understanding of how their emotions and actions affect the people around them. 
The better a leader relates to and works with others, the more successful he or she will be. 
 
Take the time to work on self-awareness, self-regulation, motivation, empathy, and social skills. Working on these areas 
will help you excel in the future! 
 
For more on emotional intelligence in leadership, see the series of articles by Bruna Martinuzzi elsewhere on MindTools.com.  
 
- See more at: http://www.mindtools.com/pages/article/newLDR_45.htm#sthash.SYnx2rE8.dpuf 
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COMMUNICATION AND THINKING 
 
Thinking about others and what they are thinking about us 
We think about who we are near or who we want to talk to. If we are going to talk to someone, we consider what 
information we may already know about this person or what information we can infer based on the situation.  
For example, if you want to talk to the new student in your class, you have to think about what you may know about that 
student even if you have never met them before. For example, I know they are new to the class, I know they are a student, I 
know they live in my community; I know they have been in previous school environments, etc. 
 

"Thinking with our eyes" 
As we are thinking about the person we seek to communicate with and we establish physical presence, our intention to 
communicate is only explicitly clear once we have established eye contact with the other person. Furthermore, our eyes 
help to interpret emotional responses and track shifts in thinking of our communicative partner (e.g., joint attention) while 
also demonstrating social expectation that we are listening to our communicative partner. 
 
This solidifies communicative intent. As the eyes and body work in close synchronicity, observations of persons 
establishing communicative interactions clarify that a person will physically approach others without establishing direct 
eye-contact and that a new person entering a group slowly establishes eye contact only after they have established their 
initial physical presence in the group. There are exceptions to this scenario that also can be addressed. For example, when a 
person needs to communicate an urgent message, the eyes precede a person's physical presence. 

©2012 Social Thinking Publishing - Michelle Garcia Winner 
 

Emotional Awareness: Learn to recognize & accept your emotions 
Emotions play an important role in the way we communicate at home and work. It’s the way you feel, more than the way 
you think, that motivates you to communicate or to make decisions. The way you react to emotionally driven, nonverbal 
cues, affects both how you understand other people and how they understand you. If you are out of touch with your 
feelings, and don’t understand how you feel or why you feel that way, you’ll have a hard time communicating your feelings 
and needs to others. This can result in frustration, misunderstandings, and conflict. When you don’t address what’s really 
bothering you, you often become embroiled in petty squabbles instead—arguing with your spouse about how the towels 
should be hung, for example, or with a coworker about whose turn it is to restock the copier. 
  
Emotional awareness provides you the tools needed for understanding both yourself and other people, and the real 
messages they are communicating to you. Although knowing your own feelings may seem simple, many people ignore or 
try to sedate strong emotions like anger, sadness, and fear. But your ability to communicate depends on being connected to 
these feelings. If you’re afraid of strong emotions or if you insist on communicating only on a rational level, it will impair 
your ability to fully understand others, creatively problem solve, resolve conflicts, or build an affectionate connection with 
someone. 
 
How emotional awareness can improve effective communication 
Emotional awareness—the consciousness of your moment-to-moment emotional experience—and the ability to manage all 
of your feelings appropriately is the basis for effective communication. 
 
Emotional awareness helps you: 
 Understand and empathize with what is really troubling other people 
 Understand yourself, including what’s really troubling you and what you really want 
 Stay motivated to understand and empathize with the person you’re interacting with, even if you don’t like them or 

their message 
 Communicate clearly and effectively, even when delivering negative messages 
 Build strong, trusting, and rewarding relationships, think creatively, solve problems, and resolve conflicts 
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Effective communication requires both thinking and feeling 
When emotional awareness is strongly developed, you’ll know what you’re feeling without having to think about 
it—and you’ll be able to use these emotional cues to understand what someone is really communicating to you and 
act accordingly. The goal of effective communication is to find a healthy balance between your intellect and your 
emotions, between thinking and feeling. 
 
 
Emotional awareness is a skill you can learn 
Emotional awareness is a skill that, with patience and practice, can be learned at any time of life. You can 
develop emotional awareness by learning how to get in touch with difficult emotions and manage 
uncomfortable feelings, including anger, sadness, fear, disgust, surprise, and joy. When you know how to do 
this, you can remain in control of your emotions and behavior, even in very challenging situations, and 
communicate more clearly and effectively. 
 
Improve Emotional Awareness. Emotions are the foundation of your ability to understand yourself and communicate 
effectively with others. Emotional awareness allows you to understand what others are feeling and to empathize with them. 
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COMMUNICATION AND LISTENING 
 
Listening is one of the most important aspects of effective communication. Successful listening means not just 
understanding the words or the information being communicated, but also understanding how the speaker feels about what 
they’re communicating. 
 
Listening is not the same as hearing. 
Hearing refers to the sounds that you hear, whereas listening requires more than that: it requires focus. Listening means 
paying attention not only to the story, but how it is told, the use of language and voice, and how the other person uses his or 
her body.  In other words, it means being aware of both verbal and non-verbal messages.  Your ability to listen effectively 
depends on the degree to which you perceive and understand these messages. 
 
If your goal is to fully understand and connect with the other person, listening effectively will often come naturally. The 
more you practice them, the more satisfying and rewarding your interactions with others will become. 
 
 
10 PRINCIPLES OF LISTENING 
 
1. Stop Talking 

Don't talk, listen.  When somebody else is talking listen to what they are saying, do not interrupt, talk over them or 
finish their sentences for them.  Stop, just listen.  When the other person has finished talking you may need to clarify to 
ensure you have received their message accurately. 
 

2. Prepare Yourself to Listen 
Relax.  Focus on the speaker.  Put other things out of mind.  The human mind is easily distracted by other thoughts – 
what’s for lunch, what time do I need to leave to catch my train, is it going to rain – try to put other thoughts out of 
mind and concentrate on the messages that are being communicated. 
 

3. Put the Speaker at Ease 
Help the speaker to feel free to speak.  Remember their needs and concerns.  Nod or use other gestures or words to 
encourage them to continue.  Maintain eye contact but don’t stare – show you are listening and understanding what is 
being said. 
 
Make the speaker feel heard and understood which can help build a stronger, deeper connection between you. 
 
Create an environment where everyone feels safe to express ideas, opinions, and feelings, or plan and problem solve 
in creative ways. 
 

4. Remove Distractions 
Focus on what is being said: don’t doodle, shuffle papers, look out the window, pick your fingernails or similar. Avoid 
unnecessary interruptions.  These behaviours disrupt the listening process and send messages to the speaker that you 
are bored or distracted. 
 

5. Empathize 
Try to understand the other person’s point of view.  Look at issues from their perspective.  Let go of preconceived 
ideas. If the speaker says something that you disagree with then wait and construct an argument to counter what is said 
but keep an open mind to the views and opinions of others. 
 

6. Be Patient 
A pause, even a long pause, does not necessarily mean that the speaker has finished.  Be patient and let the speaker 
continue in their own time, sometimes it takes time to formulate what to say and how to say it.  Never interrupt or 
finish a sentence for someone. 
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7. Avoid Personal Prejudice 
Try to be impartial.  Don't become irritated and don't let the person’s habits or mannerisms distract you from what they 
are really saying.  Everybody has a different way of speaking—some have regional accents, others pace while 
talking.  Focus on what is being said, try to ignore delivery styles. 
 
Avoid seeming judgmental. In order to communicate effectively with someone, you don’t have to like them or agree 
with their ideas, values, or opinions. However, you do need to set aside your judgment and withhold blame and 
criticism in order to fully understand a person. The most difficult communication, when successfully executed, can 
lead to the most unlikely and profound connection with someone. 
 
 

8. Listen to the Tone 
Volume and tone both add to what someone is saying.  A good speaker will use both volume and tone to their 
advantage to keep an audience attentive; everybody will use pitch, tone and volume of voice in certain situations – let 
these help you to understand the emphasis of what is being said. 
 

9. Listen for Ideas—Not Just Words 
You need to get the whole picture, not just isolated bits and pieces.  Maybe one of the most difficult aspects of listening 
is the ability to link together pieces of information to reveal the ideas of others. With proper concentration, letting go of 
distractions, and focus this becomes easier. 
 

10. Wait and Watch the Non-Verbal Communication 
Gestures, facial expressions, and eye-movements can all be important.  We don’t just listen with our ears but also with 
our eyes – watch and pick up the additional information being transmitted via non-verbal communication. 
 
Focus fully on the speaker, his or her body language, and other nonverbal cues. If you’re daydreaming, checking text 
messages, or doodling, you’re almost certain to miss nonverbal cues in the conversation. If you find it hard to 
concentrate on some speakers, try repeating their words over in your head—it’ll reinforce their message and help you 
stay focused. 

 
 

 
 
 

TEN PRINCIPLES OF LISTENING 
1. Stop Talking 
2. Prepare Yourself to Listen 
3. Put the Speaker at Ease 
4. Remove Distractions 
5. Empathize 
6. Be Patient 
7. Avoid Personal Prejudice 
8. Listen to the Tone 
9. Listen for Ideas—Not Just Words 
10. Watch Non-Verbal Communication 
 
 
 

“The most basic and powerful way to connect to another person is to listen. 
Just listen. 

Perhaps the most important thing we ever give each other is our attention.” 
—Rachel Naomi Remen   

TEN PRINCIPLES OF LISTENING 
1. Stop Talking 
2. Prepare Yourself to Listen 
3. Put the Speaker at Ease 
4. Remove Distractions 
5. Empathize 
6. Be Patient 
7. Avoid Personal Prejudice 
8. Listen to the Tone 
9. Listen for Ideas—Not Just Words 
10. Watch Non-Verbal Communication 
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COMMUNICATION AND NON-VERBAL  
 
Step 2: Establishing a physical presence 
When we desire to communicate or ‘hang out' with another, or just need to communicate with another person, we have to 
establish a physical presence to show the person that we desire their company or intend to speak to them. The reverse is 
also true, if we want to avoid another person, we actively avoid establishing a physical presence. If we seek social 
interaction, our physical presence can include standing close enough to the person (often about an arm's length away in the 
American culture), having our shoulders turned towards the other person(s) and keeping our body relaxed to move easily to 
include other people, or to move away from a person as needed. 
 
Our physical presence is a non-verbal way to signal possible communicative intentionality. For example, if you are thinking 
about me, and you want to hang out with me but you are standing about four feet away and looking elsewhere, even if you 
are wishing I would talk to you, you are failing to convince me you desire to communicate with me. If you stand four feet 
away from me and attempt to converse with me, I am now confused since you have not first established physical presence, 
and now I just have a weird thought about you unless the context dictates you stand this distance from me (e.g., a physical 
barrier keeps you from moving closer). 
 
One of the most consistent problems of persons with ASD and related disabilities in the school environment is that they fail 
to be able to spontaneously find groups of students to work with during group time in the classroom because they do not 
quickly and efficiently establish their physical presence with desired student workmates when the teacher tells them to go 
find a group to work with. Physical presence also includes the non-verbal physical attributes of communication including 
voice intensity, prosody and your ability to appear relaxed in another's presence. However, the decision to target these even 
more abstract physical communication skills in treatment is highly dependent upon the student's self- awareness and ability 
to self-monitor their own skill set. These later named physical communication skills require more sophisticated self-
monitoring lacking in many of our school-aged students. It is this author's hypothesis that our language provides content 
around which we relate, but it is our physicality that helps to relax and emotionally engage communicative partners. 
 

Effective communication skills #2: Nonverbal communication 
When we communicate things that we care about, we do so mainly using nonverbal signals. Wordless 

communication, or body language, includes facial expressions, body movement and gestures, eye contact, 
posture, the tone of your voice, and even your muscle tension and breathing. The way you look, listen, 
move, and react to another person tells them more about how you’re feeling than words alone ever can. 

Developing the ability to understand and use nonverbal communication can help you connect with others, 
express what you really mean, navigate challenging situations, and build better relationships at home and 

work. 

 You can enhance effective communication by using open body language—arms uncrossed, standing 

with an open stance or sitting on the edge of your seat, and maintaining eye contact with the person 

you’re talking to. 

 You can also use body language to emphasize or enhance your verbal message—patting a friend on 

the back while complimenting him on his success, for example, or pounding your fists to underline 

your message. 
  



   

AZANIQUE Development © 2013    69 P[g_ 

 
 

 

Tips for improving how you read nonverbal communication 

 Practice observing people in public places, such as a shopping mall, bus, train, café, restaurant, or 

even on a television talk show with the sound muted. Observing how others use body language can 

teach you how to better receive and use nonverbal signals when conversing with others. Notice how 

people act and react to each other. Try to guess what their relationship is, what they’re talking about, 

and how each feels about what is being said. 

 Be aware of individual differences. People from different countries and cultures tend to use 

different nonverbal communication gestures, so it’s important to take age, culture, religion, gender, 

and emotional state into account when reading body language signals. An American teen, a grieving 

widow, and an Asian businessman, for example, are likely to use nonverbal signals differently. 

 Look at nonverbal communication signals as a group. Don’t read too much into a single gesture 

or nonverbal cue. Consider all of the nonverbal signals you receive, from eye contact to tone of voice 

to body language. Anyone can slip up occasionally and let eye contact slip, for example, or briefly 

cross their arms without meaning to. Consider the signals as a whole to get a better “read” on a 

person. 

Tips for improving how to deliver nonverbal communication 

 Use nonverbal signals that match up with your words. Nonverbal communication should 

reinforce what is being said, not contradict it. If you say one thing, but your body language says 

something else, your listener will likely feel you’re being dishonest. For example, you can’t say “yes” 

while shaking your head no. 

 Adjust your nonverbal signals according to the context. The tone of your voice, for example, 

should be different when you’re addressing a child than when you’re addressing a group of adults. 

Similarly, take into account the emotional state and cultural background of the person you’re 

interacting with. 
 
Use body language to convey positive feelings even when you're not actually experiencing them. If 
you’re nervous about a situation—a job interview, important presentation, or first date, for example—you 
can use positive body language to signal confidence, even though you’re not feeling it. Instead of tentatively 
entering a room with your head down, eyes averted, and sliding into a chair, try standing tall with your 
shoulders back, smiling and maintaining eye contact, and delivering a firm handshake. It will make you feel 
more self-confident and help to put the other person at ease. 
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COMMUNICATION AND SPEAKING 
 
Step 4: Using language to relate to others 
While language is central to all socially-based communication, it is often ineffective if the first three steps are not in place. 
For example, if a student comes up to tell you all the details about the Titanic and talks endlessly without considering what 
you are thinking and approaches with awkward physical presence and without establishing eye contact, the listener cannot 
help but experience a weird thought about the communicator even if his information may be interesting to listen to, In fact, 
the lack of the speaker's adjustment based on the perceived needs of the listener makes this a failed attempt at conversing. 
When communicating, language users must consider and possibly adjust their message based on the thoughts, feelings, 
prior knowledge, experiences, intentions, and needs of their communicative partner. Each partner has to work to regulate 
his or her language to meet the needs of the listener while also conveying the message that helps to add his or her own 
thoughts to the interaction. Effective social communication requires students to ask questions about other people, produce 
supportive responses, and add their own thoughts by connecting their experiences or thoughts to what other people are 
saying. Thus, students must have a strong language system to be able to carry out this complex dialogue. 
 
It is also important for the parent/educator/counselor to understand students can be perceived as ‘hanging out' with their 
peers if they engage well in the first three steps of communication. For highly verbal students such as those with Asperger 
syndrome, a strong treatment need is to teach that communication is not all about talking. The caregiver may have to spend 
some time with the students focusing on the first three steps while limiting student talk during their treatment time to help 
them become better observers of communication. 
 
©2012 Social Thinking Publishing - Michelle Garcia Winner 
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FEEDBACK 
 
Receivers of messages are likely to provide feedback on how they have understood the messages through both verbal and 
non-verbal reactions. Effective communicators should pay close attention to this feedback as it is the only way to assess 
whether the message has been understood as intended, and it allows any confusion to be corrected.  Bear in mind that the 
extent and form of feedback will vary according to the communication channel used: for example feedback during a face-
to-face or telephone conversation will be immediate and direct. 
 
Feedback says, "I received your message and this is what I understand you're saying." 
 

Communication Effectiveness 
When  the  sender  says  exactly what  he means  and  verifies  that  the  receiver  hears  the message  exactly  as  intended, 

effective communication takes place.   Feedback  is essential  in communication so as to know whether the recipient has 

understood the message in the same terms as intended by the sender and whether he agrees to that message or not. 
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GIVING FEEDBACK EFFECTIVELY 
 

When done in the right way and with the right intentions, feedback communication is the avenue to performance greatness. 
Employees have to know what they are doing well and not so well. For them to really hear your thoughts and suggestions 
on ways to improve, though, that feedback has to be delivered carefully and frequently. 
 

Giving feedback effectively is a skill. And like all skills, it takes practice to build your confidence and improve. The following is 
a collection of "feedback giving" tips that you can start putting into practice: 
 

Tip: 
We talk generally about feedback between a manager/supervisor and employee. However, feedback can, and should, be given up, down, 
and laterally. The same principles apply. 
 
 

Number One Rule: Try to Make it a Positive Process and Experience 

Before giving feedback make sure you remind yourself why you are doing it. The purpose for giving feedback is to improve 
the situation or performance. You won't accomplish that by being harsh, critical, or offensive. 
 

That's not to say you must always be positive. There is a role for negativity and even anger if someone isn't paying sufficient 
attention to what you're saying. However this should be used sparingly. You'll most often get much more from people when 
your approach is positive and focused on improvement. (Use tools like the Feedback Matrix and the Losada Ratio to help you 
get the balance right.) 
 

1. Be Timely 
The closer to the event you address the issue, the better. Feedback isn't about surprising someone so the sooner you do 
it, the more the person will be expecting it. 
 
Well timed - Feedback is most effective when there is a short gap between the recipients’ behaviour and the receipt of 
that feedback. 

 

Think of it this way: It's much easier to feed back about a single one-hour job that hasn't been done properly than it is to feed 
back about a whole year of failed one-hour jobs. 
 

Tip: 
The exception to this is if the situation involved is highly emotional. Here, wait until everyone has calmed down before you engage in 
feedback. You can't risk letting yourself get worked up and risk saying something you will regret later. 
 
2. Make it Regular 

Feedback is a process that requires constant attention. When something needs to be said, say it. People then know 
where they stand all the time and there are few surprises. Also, problems don't get out of hand. This is not a once-a-
year or a once-every-three-month event. While this may be the timing of formal feedback, informal, simple feedback 
should be given much more often than this – perhaps every week or even every day, depending on the situation. 
 
With frequent informal feedback like this, nothing said during formal feedback sessions should be unexpected, 
surprising or particularly difficult. 

 
 
3. Prepare Your Comments 

You don't want to read a script but you do need to be clear about what you are going to say. This helps you stay on 
track and stick to the issues. 
 
Ensure understanding - For feedback to be effective, the manager should make sure that the recipients understands the 
feedback properly. 

 
4. Be Specific 

Tell the person exactly what they need to improve on. This ensures that you stick to facts and there is less room for 
ambiguity. If you tell someone they acted unprofessionally, what does that mean exactly? Were they too loud, too 
friendly, too casual, too flip or too poorly dressed? 



   74  AZANIQUE Development © 2013 P[g_ 

 
Remember to stick to what you know first-hand: You'll quickly find yourself on shaky ground if you start giving feedback 
based on other people's views. 
 
Focus on a particular behaviour - It should be specific rather than being general. 
 

Tip: 
Try not to exaggerate to make a point. Avoid words like "never", "all," and "always" because the person will get defensive. Always 
discuss the direct impact of the behavior and don't get personal or seek to blame. 
 
 
5. Criticize in Private 

While public recognition is appreciated, public scrutiny is not. 
 
Establish a safe place to talk where you won't be interrupted or overheard. 
 
Give the feedback from your perspective. This way you avoid labeling the person. 
 
Use “I” statements – You should make use of statements with the words like “I”, or “However”. For example instead 
of saying “You were absent from work yesterday”, you should say “I was annoyed when you missed your work 
yesterday”. 
 
Say, "I was angry and hurt when you criticized my report in front of my boss" rather than "You were insensitive 
yesterday." 

 
 
 
6. Limit Your Focus 

A feedback session should discuss no more than two issues. Any more than that and you risk the person feeling 
attacked and demoralized. 
 
You should also stick to behaviors the person can actually change or influence. 
 
Impersonal - Feedback should be job related, the manager should not criticize anyone personally. 
Goal oriented - If we have something negative to say about the person, we should always direct it to the recipients’ 
goal. 

 
 
7. Talk about Positives Too 

A good rule is start off with something positive. This helps put the person at ease. It also lets them "see" what success 
looks like and this helps them to take the right steps next time. 
 
As long as it's not forced, it can also help to give positive feedback at the end of a feedback session too. Otherwise, 
people can finish feeling despondent and worthless. 

 
 
Tip: 
Many people can tend to overdo this and they end up sandwiching the constructive feedback between too many positives. Then the 
takeaway message becomes, "Gee, I'm doing really well" instead of "I'm good at communicating with customers, but I need to bring my 
interpersonal skills with my co-workers up to that same level." 

 
 
 
8. Provide Specific Suggestions 

Make sure you both know what needs to be done to improve the situation. The main message should be that you care 
and want to help the person grow and develop. Set goals and make plans to monitor and evaluate progress. Use 
the SMART acronym and define specific steps and milestones, or the GROW model to motivate people to deliver the 
change you want. 
 
While giving negative feedback to the recipient, the manager should not mention the factors which are not in control 
of the recipient. 
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Tip: 
You may not agree on everything so it is a good idea to ask the person to provide their perspective. Use phrases like, "What is your 
reaction to this?" or "Is this a fair representation of what happened?" Listen actively to what he or she has to say and try to get him or her 
to offer some suggestions for improvement. This way they have an opportunity to own the solution and are much more likely to follow 
through with it. To avoid sounding like you're preaching, stay away from words like "good," "bad," "must," "need to," etc. 
 
 

9. Follow Up 

The whole purpose of feedback is to improve performance. You need to measure whether or not that is happening and then 
make adjustments as you go. Be sure to document your conversations and discuss what is working and what needs to be 
modified. 
 

Tip: 
It's also important that you actively seek feedback from your boss, colleagues, and customers. See our article on Getting Feedback for 
more on this. 
 
Key Points 

Feedback is a two way street. You need to know how to give it effectively and at the same time model how to receive it constructively. 
 
When you make a conscious choice to give and receive feedback on a regular basis you demonstrate that feedback is a powerful means of 
personal development. Done properly, feedback need not be agonizing, demoralizing, or daunting and the more practice you get the 
better you will become at it. It may never be your favorite means of communicating with employees, co-workers, or bosses but it does 
have the potential to make your workplace a much more productive and harmonious place to be. 
 
Source: Mind Tools.com 
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LEADING CHANGE: 

CORE COMPETENCY MODULES 
 
This core qualification involves the ability to bring about strategic change, both within and outside the 

organization, to meet organizational goals. Inherent to this ECQ is the ability to establish an 
organizational vision and to implement it in a continuously changing environment. 

 
 
 
 
 
 

LEADING CHANGE 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

VISION Emotional Intelligence Individual Development Plan Recommend

 Personality Profile (DiSC) Feedback Exercise  

 Personal Values Assessment   

CREATIVITY & INNOVATION    
    
    
EXTERNAL AWARENESS    
    
    
ADAPTABILITY & FLEXIBILITY    
    
    
RESILIENCE    
    
    
STRATEGIC THINKING    
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LEADING PEOPLE: 

CORE COMPETENCY MODULES 
 

This core qualification involves the ability to lead people toward meeting the organization’s vision, 
mission and goals. Inherent to this ECQ is the ability to provide an inclusive workplace that fosters the 
development of others, facilitates cooperation and teamwork, and supports constructive resolution of 

conflicts. 
 
 
 
 
 

LEADING PEOPLE 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

CONFLICT MANAGEMENT Emotional Intelligence Individual Development Plan Recommend

 Personality Profile (DiSC) Feedback Exercise  

 Personal Values Assessment   

LEVERAGING DIVERSITY    
    
    
DEVELOPING OTHERS    
    
    
TEAM BUILDING    
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RESULTS DRIVEN: 

CORE COMPETENCY MODULES 
 

This core qualification involves the ability to meet organizational goals and customer expectations. 
Inherent to this ECQ is the ability to make decisions that produce high-quality results by applying 

technical knowledge, analyzing problems and calculating risks. 
 
 
 
 
 
 

RESULTS DRIVEN 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

VISION Emotional Intelligence Individual Development Plan Recommend

 Personality Profile (DiSC) Feedback Exercise  

 Personal Values Assessment   

CREATIVITY & INNOVATION    
    
    
EXTERNAL AWARENESS    
    
    
ADAPTABILITY & FLEXIBILITY    
    
    
RESILIENCE    
    
    
STRATEGIC THINKING    
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EXECUTIVE CORE COMPETENCY BUILDER 2014 
 
 
 

RESULTS DRIVEN 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

ACCOUNTABILITY Emotional Intelligence Individual Development Plan  
DECISIVENESS    
CUSTOMER SERVICE    
ENTREPRENEURSHIP    
PROBLEM SOLVING    
TECHNICAL CREDIBILITY    
 

BUSINESS ACUMEN 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

FINANCIAL MANAGEMENT Emotional Intelligence Individual Development Plan  
HUMAN CAPITAL MANAGEMENT    
TECHNOLOGY MANAGEMENT    
 

BUILDING COALITIONS 
COMPETENCY TRAINING & DEVELOPMENT ASSIGNMENT STATUS 

PARTNERING Emotional Intelligence Individual Development Plan  
POLITICAL SAVVY    
INFLUENCING & NEGOTIATING    
CROSS-CULTURAL INTERACTION    
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Jose María Sánchez de Haro 
 
Birthdate: December 26th, 1964 
 
Married with three children born in 2002, 2004 and 2009. 
Address: 8 Regents Drive East. West Moorings. 
Trinidad and Tobago. West Indies 
Phone: + 1 868 473 84 51 
EMAIL: jsanchez@repsol.com 
 
 
Education: 

 Bachelor Degree in Business Management by Universidad Nacional a Distancia (UNED), Madrid 2002. 
 

 Master Business Administration (MBA) by Instituto de Empresa, Madrid 1989. 
 

 Mining Technical Engineer specialized in Power generation and 
 

 Refining by Universidad Politecnica de Madrid, 1988. 
 
 
Work Experience in Repsol: 
 
May 2009 up to now:  
Head of LNG, Trinidad Business Unit, Port of Spain (Trinidad). Repsol Director at Atlantic Entities,  

 
Repsol LNG Trinidad and Tobago Director, Repsol E&P Trinidad and Tobago Director and Repsol Director at 
BP Trinidad y Tobago. 
 
Atlantic LNG Technical and Operations Subcomittee Chairman since November 2012 

 
 
March 2005 to April 2009:  
Persian LNG Midstream Repsol Commercial Manager, based in Madrid until April 2005 and 
in Dubai from May 2006. 
 

Joint Venture (NIOC-Shell-Repsol) Leader for Midstream Company Incorporation.Persian LNG. 
 
Repsol Head for Midstream Commercial Agreements and Marketing Activities. 
 
Acting Deputy Repsol Director for governance, technical and finance activities coordination, Midstream 
Economic Model and Integrated Economic Model Coordination. 
 
March 2005 – July 2006: Negotiation and signature of Persian LNG Co Shareholders Agreement 
 
September 2006 – June 2007: Resources Control Manager at Repsol Dubai (Planning, Controller, P&C and 
Finance) 

  



   94  AZANIQUE Development © 2013 P[g_ 

 
 
July 2002 – February 2005: Middle East Market Development Manager, Madrid. 

Repsol Head for Commercial and Marketing at Persian LNG Midstream Project, Project Framework 
Agreement Negotiation and Signature, Persian LNG Gas SPA and LNG SPA Negotiation 
 
May 2004 – January 2005: Hazira Project, Deputy Director and Commercial Head, on negotiation with Shell 
for a partial acquisition of Hazira entities. 
 
August 2003 – May 2004: Management of LNG SPA with Bahia de Bizkaia Electricidad (BBE): start up and 
supplies management, negotiation and back fill supply with Gas Natural. 
 
August 2003: LNG Operations: ALNG 2/3 LNG SPA management during Train 3 start up. 

 
 
February 2000 – June 2002: Bahia de Bizkaia (BBE & BBG) Project Governance Manager, Madrid. 

BBE and BBG governance activities during EPC negotiation and construction phase. 
 
February 2000 – June 2000: Negotiation and Signature of BBG EPC. 
 
Repsol Regas Contract (ATR) with BBG negotiation and signature. 
 Contract termination implementation. 
 Repsol LNG SPA with BBE negotiation. 

 
 
July 1997 – January 2000: Gas and Power Business Development Advisor, ASTRA CAPSA, Buenos 
Aires. 
 

Filo Morado Power Plant Operating Agreement: Negotiation and signatur. 
 
Eletricity and Gas Distribution, and Power Generation Assets Acquisitions. Gas Supply Agreement with Gas 
Atacama. 
 
Pluspetrol Energy Governance 

 
 
January 1996 – June 1997: Senior Planning Analyst, Repsol Derivados, Madrid. 

Planning, Logistics and Purchases Budget. Paraffin wax production optimization through Lineal Programme 
(PIMS). 

 
 
December 1990 – 1995: Junior Production Analyst / Production Analyst, Madrid. 

Production Plan with own factories and Maquilas (Tolling Companies), coordination with Commercial 
Department and Products Supplier (Repsol refineries). 
 
Work experience before Repsol: Empresarios Agrupados (Nuclear Power Plant Engineering Company) 
 
December 1987 – July 1988: Intership at I&C Department. 

 
 
Languages: Spanish and English, Intermediate level in French 
 
Strengths 

 People oriented manager 
 Team motivator 
 Easy adaptation to different cultural environments 
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