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Methodology

The methodology for this research involved an online survey among employedThe methodology for this research involved an online survey among employed
Canadians.
A total of n=6,624 surveys were completed from July 18th to July 24th, 2012.

This includes a total of n=4 307 surveys among employees and n=2 317 amongThis includes a total of n 4,307 surveys among employees and n 2,317 among
managers/supervisors.

The sample for this study was drawn from the Ipsos Reid Household Panel. Quota
sampling and weighting were employed in order to balance demographics and ensure
that the sample's composition reflects that of the actual employed Canadian populationthat the sample's composition reflects that of the actual employed Canadian population
according to Census data.
The precision of Ipsos online polls is measured using a credibility interval. In this case,
the poll has a credibility interval of +/‐ 1.7 percentage points for employees and +/‐2.3p y / p g p p y /
percentage points for managers and supervisors. For more information on credibility
intervals, please visit the Ipsos website at http://ipsos‐na.com/dl/pdf/research/public‐
affairs/IpsosPA_CredibilityIntervals.pdf

A note on reading this report: In this survey some questions were asked amongA note on reading this report: In this survey some questions were asked among
managers/supervisors, some among employees (i.e. non‐managers/supervisors), and
some among all respondents. Throughout this report, ‘managers/supervisors’ refers to
questions asked among managers/supervisors, ‘employees’ refers to questions asked
among non‐managers/supervisors and ‘managers/employees’ refers to questions asked
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among non‐managers/supervisors, and managers/employees refers to questions asked
among all respondents.



Managing Emotions



Managing Emotions: Questions One to Four

9 in 10 managers/supervisors indicate that it is important for them to continue improving their skills in managing distressed

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

workers.

37% 54% 8%
It is important for me to continue 
improving my skills in managing 

distressed workers

% Agree

91%

26% 59% 13% 2

I feel it's a good use of my time to focus 
on building skills that will help me better 

respond to emotionally distressed 
k

85%

25% 66% 8%

workers

I am confident I have the ability to 
improve how I react to emotionally 

di t d k
91%

9% 56% 30% 5%

distressed workers

I could do my job more effectively if I 
found ways to more easily manage  65%

4
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317

9% 56% 30% 5%
distressed workers



Managing Emotions: Skill Areas One to Four

SKILL AREA ONE: Dealing

12‐30 (Challenge Area) 31 ‐ 39 (Moderate Strength Area)  40 ‐ 48 (Strength Area) 

13% 70% 17%
SKILL AREA ONE: Dealing 

with other people’s negative 
emotions and reactions

29% 64% 8%
SKILL AREA TWO: 

Communicating effectively

27% 68% 5%
SKILL AREA THREE: 

Understanding your reactions

21% 64% 15%
SKILL AREA FOUR: Managing 

your reactions

5
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



Managing Emotions: Skill Areas One to Four
Managers and supervisors with multiple challenge or strength areas

Managers and supervisors were more likely to have reported multiple challenge areas (47%) than strength areas (27%).
Those who reported no challenges in either of the four skill areas tended to be female (58% vs. 50% of males), working for 
organizations that are larger (60% vs. 51% of those in companies of less than 100 employees), public (60% vs. 50% of those 
in private companies), not‐for‐profit (63% vs. 50% of those in for‐profit), and in the health care and social assistance 
industry (61%) or educational services (65%).

M i h l i l h ll M ith lti l t th

53%No challenge areas

Managers with multiple challenge areas

73%No strength areas

Managers with multiple strength areas

47%At least one challenge area 27%At least one strength area

25%Two or more challenge areas

Th h ll

12%

5%

Two or more strength areas

Th t th13%

5%

Three or more challenge areas

Four challenge areas

5%

1%

Three or more strength areas

Four strength areas

6
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



Managing Emotions: Skill Areas One to Four
Managers and supervisors with multiple challenge or strength areas

One in four (25%) of all managers and supervisors experienced challenges in two or more of the skill areas assessed. 
Men (27%) were more likely than women (21%) to have two or more challenge areas, along with 18‐34 year olds (35%), 
moderate income earners (32%), and junior‐level staff (33% compared to mid and senior‐level staff at 22% and 23% 
respectively). 

M i h h ll

25%

27%

TOTAL

Men

Managers with two or more challenge areas

27%
21%

35%
23%

Women

18‐34
35‐54

16%

26%
32%

55+

<$30K
$30K‐<$60K

21%
20%

21%

$60K‐<$100K
$100K+

Unionized

7
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317

25%Non‐Unionized



Managing Emotions: Skill Areas One to Four
Managers and supervisors with multiple challenge or strength areas

Those working for moderate‐sized companies of 100‐499 employees (29% vs. 20% of those in larger companies), in the 
private (26% vs. 19% of public) and for‐profit (26% vs. 18% of those in not‐for‐profit) sectors were more likely to experience 
two or more challenge areas out of the four skill areas assessed. Likewise, those working in the wholesale trade industry 
(36%) were more likely to report two or more challenge areas.

M i h h ll

25%

29%

TOTAL

Construction

Managers with two or more challenge areas

29%
26%

36%
28%

17%

Construction
Manufacturing

Wholesale trade
Retail trade

Transportation and warehousing
23%

15%
21%

29%
15%

Information and cultural industries
Finance and insurance

Professional, scientific and technical services
Administrative and support, waste management and remediation …

Educational services 15%
20%

26%
31%

21%

Educational services
Health care and social assistance

Arts, entertainment and recreation
Accommodation and food services

Other services (except public administration)

8
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317

20%
p p

Public administration



Managing Emotions: Skill Areas One to Four
Managers and supervisors with multiple challenge or strength areas

Women (14%) were more likely than men (11%) to report two or more areas of strength in the four skill areas assessed. 
Those aged 18‐34 (82%) were more likely to report no areas of strengths at all, compared to the older 35‐54 year olds (70%) 
and 55+ year olds (69%). 

M i h h

12%

11%

TOTAL

Men

Managers with two or more strength areas

11%
14%

8%
13%

Women

18‐34
35‐54

14%

15%
9%

55+

<$30K
$30K‐<$60K

13%
14%

13%

$60K‐<$100K
$100K+

Unionized
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317

12%Non‐Unionized



Managing Emotions: Skill Areas One to Four
Managers and supervisors with multiple challenge or strength areas

Managers and supervisors who were more likely to report two or more areas of strength tended to work in larger 
companies of 500+ employees (15% vs. 10% of smaller companies of 1‐99 employees), in the not‐for‐profit sector (17% vs. 
11% of for‐profits), and in the education and public administration industries (18%).

M i h h

12%

9%

TOTAL

Construction

Managers with two or more strength areas

9%
12%

8%
10%
12%

Construction
Manufacturing

Wholesale trade
Retail trade

Transportation and warehousing
15%

10%
9%
9%

18%

Information and cultural industries
Finance and insurance

Professional, scientific and technical services
Administrative and support, waste management and remediation …

Educational services 18%
14%
13%

10%
15%

Educational services
Health care and social assistance

Arts, entertainment and recreation
Accommodation and food services

Other services (except public administration)
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317

18%
p p

Public administration



SKILL AREA 1: Dealing With Other People’s Negative Emotions & Reactions

Part 1: Understanding Other People’s Emotions: Recognizing and understanding the meaning, function and motivation 
behind other people’s emotions and feelings. Engaging in non‐judgmental, active and reflective listening to better 
understand what a worker is trying to communicate and why. Effectively expressing empathy, respect and appreciation, 
both verbally and non‐verbally.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

30% 59% 10% 1%People I work with would describe me as an 
excellent listener

4% 24% 50% 22%I am uncomfortable when workers discuss 
their emotions with me

3% 20% 59% 18%
I have a hard time understanding where 
workers are coming from when they are 

upset
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317

upse



SKILL AREA 1: Dealing With Other People’s Negative Emotions & Reactions

Part 2: Managing Others Who are Distressed: Responding effectively to workers who are distressed, or, at minimum, 
avoiding reactions that make a situation worse.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

30% 58% 11% 1%I can easily remain calm when dealing with 
a worker who is upset

18% 59% 20% 3%Workers seek my help when they are 
emotionally distressed

2% 23% 55% 20%When a worker is upset, I am not sure what 
to say or do
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 1: Dealing With Other People’s Negative Emotions & Reactions

Part 3: Being Flexible & Adaptable: Using approaches that consider workers’ age, sex, health (including mental health), and 
other differences. Being aware of individual differences when acknowledging and addressing workers’ emotions and 
feelings.

I i t i f ti t k i

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

27% 61% 11% 2%
I communicate information to workers in 

different ways, depending on their 
individual preferences

15% 66% 15% 4%
The way I deal with negative emotional 
reactions varies depending on which 

workers are involved

11% 29% 44% 16%
It is not fair to treat workers differently 
based on their individual strengths and 

weaknesses

13
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 1: Dealing With Other People’s Negative Emotions & Reactions

Part 4: Overcoming Barriers to Action: Understanding common barriers to responding effectively to emotionally distressed 
workers (e.g., uncertainty about what to say or do, lack of clarity about appropriate role, lack of organizational support).

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

4% 26% 56% 13%
I do not acknowledge a worker's emotional 
distress unless they inform me directly that 

they are upset

4% 22% 52% 23%
Workplace policies discourage me from 

speaking to workers about their emotional 
reactions

5% 17% 51% 27%It is not my responsibility to provide support 
to distressed workers
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 2: Communicating Effectively

Part 1: Communicating Assertively: Engaging in assertive, non‐defensive communication that avoids aggressive, passive or 
passive‐aggressive behaviours.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

5% 41% 42% 12%When I am upset I tend to show, rather than 
say, how I feel

6% 35% 48% 11%
I refrain from expressing my concerns to 
workers if I know that addressing an issue 

will upset them

5% 36% 42% 17%I tend to communicate aggressively when I 
feel I am not getting my message across
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 2: Communicating Effectively

Part 2: Providing & Receiving Negative Feedback: Providing and receiving negative feedback in a constructive and 
respectful manner to help minimize your own and other people’s negative emotional reactions and responses.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

7% 44% 37% 12%I am uncomfortable providing negative 
feedback to workers

5% 40% 49% 7%Workers become upset when I provide them 
with negative feedback

6% 36% 46% 12%
I tend to immediately defend or justify 

myself when receiving negative feedback at 
work
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 2: Communicating Effectively

Part 3: Managing Conflict: Effectively negotiating and resolving emotionally charged disagreements between and with 
workers.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

21% 61% 17% 2%I am skilled at resolving conflict at work

14% 46% 32% 8%Dealing with conflict is one of the most 
stressful parts of my job

4% 31% 52% 13%
I do not interfere in conflicts between 

workers, because it is up to them to sort out 
their own issues
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 2: Communicating Effectively

Part 4: Influencing Others Positively: Understanding how to effectively manage the emotional dynamics of a team or group.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

25% 64% 10% 1%I know how to create a positive mood when 
my team is stressed

21% 62% 16% 1%Workers would describe me as a 
motivational leader

5% 25% 40% 30%Running a group meeting is stressful for me
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 3: Understanding Your Reactions

Part 1: Identifying Your Reactions Accurately: Identifying, labeling and differentiating between a range of reactions.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

26% 59% 14% 1%I can easily differentiate between anger, 
sadness and fear

17% 57% 24% 2%I can describe my emotion at any given 
moment

3% 23% 56% 18%I rarely pay attention to the emotional 
reactions I have at work
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 3: Understanding Your Reactions

Part 2: Understanding the Basis for Your Reactions: Understanding the potential causes and functions of reactions.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

21% 68% 10% 1%
I can usually pinpoint what part of a 

workplace interaction has caused me to 
react in a certain way

26% 44% 27% 3%Negative emotions do not serve any useful 
function in my position

8% 29% 44% 19%It's best for managers to ignore negative 
emotions and focus on getting the job done
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 3: Understanding Your Reactions

Part 3: Understanding How Your Reactions Impact Others: Understanding how what you say and do affects other people’s 
reactions.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

5% 40% 47% 8%I can't predict how different workers will 
react to my style of interaction

3% 24% 57% 17%It is not my fault if workers misinterpret the 
way I respond to them

4% 19% 53% 25%Any worker who upsets me should be 
prepared for a strong reaction
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 3: Understanding Your Reactions

Part 4: Understanding How Other People’s Emotions Impact You: Understanding how you are affected by negative 
emotional reactions in the workplace.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

8% 49% 38% 6%Workers who criticize or blame me are 
trying to deflect blame from themselves

12% 39% 38% 11%Whining or crying at work is a ploy to get 
attention

6% 30% 51% 14%Workers who refuse to communicate with 
me are being manipulative

22
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 4: Managing Your Reactions

Part 1: Managing Stress: Effectively understanding, anticipating and managing personal and work‐related stressors.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

5% 31% 46% 19%Stress prevents me from being as effective 
as I would like to be at work

6% 26% 36% 33%I have difficulty sleeping at night because I 
keep thinking about work

4% 18% 52% 26%I have no control over my stress at work

23
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 4: Managing Your Reactions

Part 2: Self‐Regulating: Being able to self‐regulate and calm oneself, whether alone or with other workers.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

27% 57% 15% 1%I remain calm even under extreme pressure 
at work

4% 31% 50% 16%It is impossible for me to hide my emotional 
reactions even when I try to control them

4% 25% 49% 23%If I get upset at work, it takes a long time for 
me to feel like myself again
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 4: Managing Your Reactions

Part 3: Managing Anger: Being able to express anger appropriately, and being mindful of how your anger impacts others.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

36% 54% 9% 1%Workers would say that I remain respectful 
no matter how angry I am at work

14% 51% 29% 6%People can tell when I'm angry, even if I 
haven't said a word

5% 22% 42% 32%Anger is one of the hardest emotions for me 
to control
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QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317



SKILL AREA 4: Managing Your Reactions

Part 4: Making Decisions in Stressful Situations: Demonstrating self‐discipline and impulse control in ambiguous or 
stressful situations.

Strongly agree Somewhat agree Somewhat disagree Strongly disagree

5% 33% 49% 14%To escape from stressful situations, I tend to 
act quickly and reflect later

3% 30% 50% 17%When faced with urgent demands, I 
sometimes lose sight of the broader picture

4% 27% 56% 13%
It's unreasonable for me to focus on 

workers' emotional reactions when our 
team is under pressure to perform

26
QM1. Please indicate whether you strongly agree, somewhat agree, somewhat disagree, or strongly disagree with each statement.
Base: Managers/supervisors n=2,317
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