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School: Humanities 
Course: Emotional Intelligence 
Faculty: Brittney Parr, Global Business Services Change Management Lead, The 
Kraft Heinz Company 
 
 
Summary 
The Emotional Intelligence course by Brittney Parr, part of WorkCompCollege.com, 
spans three parts and is designed to equip students with the skills and knowledge 
necessary to effectively manage emotions and relationships in the workplace, 
particularly in the context of workers' compensation claims. 
 
Part 1: Foundations of Emotional Intelligence 
In the first part of the course, Parr introduces the foundational concepts of emotional 
intelligence, emphasizing the importance of understanding and managing one's own 
emotions before attempting to manage the emotions of others. This section covers the 
basics of emotional intelligence, including self-awareness, self-regulation, motivation, 
empathy, and social skills. Parr explains that emotional intelligence begins with self-
awareness, the ability to recognize and understand one's own emotions. This is 
followed by self-regulation, which involves managing one's emotions in a healthy way. 
Motivation is the drive to achieve goals, empathy is the ability to understand the 
emotions of others, and social skills are the tools needed to build and maintain healthy 
relationships. 
 
Part 2: Self-Awareness and Self-Management 
The second part of the course delves deeper into self-awareness and self-management. 
Parr discusses six competencies related to self-awareness and self-management: 
mindfulness, accurately naming emotions, self-efficacy and limiting beliefs, self-
regulation, responsibility, and proactive diligence. She emphasizes the importance of 
mindfulness, the practice of being present and fully engaged in the moment, which 
helps in accurately naming and managing emotions. Parr also highlights the significance 
of self-efficacy, the belief in one's ability to succeed, and the impact of limiting beliefs 
on personal growth. Self-regulation involves controlling one's emotional responses, 
while responsibility entails taking ownership of one's actions and their consequences. 
Proactive diligence is about taking the initiative to make positive changes and 
improvements. 
 
Part 3: Social Awareness and Relationship Management 
The final part of the course shifts focus to social awareness and relationship 
management. Parr introduces competencies related to understanding and managing the 
emotions of others. These include empathy, customer centricity, empathetic listening, 
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and fostering trust. Empathy is divided into affective empathy, the ability to feel what 
others are feeling, and cognitive empathy, the ability to understand and have 
compassion for others' emotions even if one does not share them. Empathetic listening 
involves truly understanding the speaker without offering unsolicited advice or 
judgment. Customer centricity is about prioritizing the needs and experiences of clients, 
and fostering trust is essential for building strong, reliable relationships. 
 
Practical Applications 
Throughout the course, Parr provides practical applications of emotional intelligence in 
the context of workers' compensation. She emphasizes the importance of maintaining a 
positive relationship between the employer and the injured employee, helping both 
parties navigate the claims process effectively. By practicing emotional intelligence, 
claims professionals can better manage stressful situations, resolve conflicts, and 
support injured workers in their recovery journey. Parr uses real-life scenarios to 
illustrate how emotional intelligence can be applied to improve communication, build 
trust, and foster a supportive work environment. 
 
Conclusion 
The course concludes with a summary of the key points and a reminder of the 
importance of continuous practice and application of emotional intelligence skills. Parr 
encourages participants to reflect on their learning and commit to ongoing personal and 
professional development. By mastering emotional intelligence, claims professionals can 
enhance their effectiveness, improve client satisfaction, and contribute to a more 
empathetic and responsive workplace. 
 
Learning Objectives 

1. Understand the Basics of Emotional Intelligence: Grasp the foundational concepts 
of emotional intelligence (EI) and its importance in the workplace. 

2. Identify Emotional Intelligence Competencies: Learn the key competencies 
related to self-awareness and self-management in emotional intelligence. 

3. Apply Mindfulness and Self-Regulation Techniques: Develop skills to practice 
mindfulness and effectively self-regulate emotions. 

4. Practice Empathetic Listening and Building Trust: Enhance the ability to listen 
empathetically and foster trust in professional relationships. 

5. Implement Emotional Intelligence in Claims Management: Apply emotional 
intelligence principles to improve the handling of workers' compensation claims 
and enhance interactions with claimants. 

 
Primary Takeaways 



 
This document is the property of 

Workers' Compensation Educational Services, LLC 
and cannot be reproduced or distributed without authorization. 

 
 
 

Page 3 of 4 
 

1. Foundations of Emotional Intelligence: Emotional intelligence involves 
recognizing and managing one's own emotions and understanding and 
influencing the emotions of others. 

2. Self-Awareness and Self-Management: Key EI competencies include mindfulness, 
accurately naming emotions, self-efficacy, and proactive diligence. 

3. Mindfulness and Emotional Regulation: Mindfulness helps in controlling the 
immediate emotional responses, leading to better decision-making and 
interactions. 

4. Empathy and Relationship Management: Empathetic listening and understanding 
the perspectives of others are crucial for effective communication and trust-
building. 

5. Practical Applications in Claims Handling: Using EI can lead to more effective 
claims management, ensuring better outcomes for all parties involved. 

 
Course Outline 
 
1) Part 1: Foundations of Emotional Intelligence 

a) Introduction to Emotional Intelligence 
i) Definition and importance 
ii) Historical context and development 

b) Components of Emotional Intelligence 
i) Self-awareness 
ii) Self-management 
iii) Social awareness 
iv) Relationship management 

 
2) Part 2: Emotional Intelligence Competencies 

a) Self-Awareness and Self-Management 
i) Mindfulness practices 
ii) Naming and understanding emotions 
iii) Self-efficacy and limiting beliefs 
iv) Proactive diligence 

b) Empathetic Listening and Trust Building 
i) Definition and examples of empathetic listening 
ii) Techniques to foster trust 
iii) Practical scenarios in workers' compensation claims 

 
3) Part 3: Applying Emotional Intelligence in Professional Settings 

a) Emotional Intelligence in Claims Handling 
i) Importance of EI in managing claims 
ii) Techniques to enhance claimant interactions 
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b) Case Studies and Practical Applications 
i) Real-life examples and outcomes 
ii) Strategies for continuous improvement in EI skills 

 
NOTE: Artificial Intelligence was used in the creation of this document. 


