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Emotional Intelligence
By Mary Jane Schroeder, CIA, CRMA, CICA

A
uditors can often be their worst enemies. When some folks think 
of an auditor, fear, trepidation or downright disgust may come to 
mind. The thought of an audit can be akin to the thought of a dental 
examination.

Why does this happen? Auditors consider themselves as highly skilled 
professionals who are wonderfully focused on the task at hand, intent on 
assessing organizational areas and activities, and motivated to promote positive 
change. But sometimes our tool kit can lack a key skill—emotional intelligence 
(EI).

EI has been described as understanding and managing one’s emotions as well as 
understanding the emotions of others. EI is important for successful interpersonal 
relationships. Auditors are extremely reliant on others to do our jobs. Our ability 
to manage ourselves and manage relationships can affect our success. I have 
often joked that my job would be so much easier if I didn’t have to interact with 
anyone!

My team and I have tried to be more mindful of the EI concepts when interviewing 
and conducting meetings with our clients. Our opening comments set the stage 
by explaining why we are here and how we got here, usually as a result of our risk 
assessment. The interviewee is recognized for having a day job and appreciation is 
expressed for their contribution of time. I often jokingly comment that our day job 
is bothering other people!

Building a level of trust or common ground before starting our interview 
questions is one of our priorities. Working in the greater Philadelphia area as an 
Eagles fan, establishing common ground was much easier after the team won the 
Super Bowl. The presence of family photos in their office may prompt questions 
about the interviewee’s family.

Initiating small talk shows our interviewees that both of us have outside, and 
sometimes shared interests. Establishing relationships this way helps to build the 
trust that is necessary to do our jobs effectively.

When conducting meetings, an agenda is always sent out a day before so the 
participants can be prepared for our intended discussion topics. Not only does the 
agenda help keep the meeting on track, the agenda tends to remove some of the 
mystery as to why internal audit wants to meet.

In both interviews and meetings, the team tries to be very mindful of the 
language that is used, including not getting caught up in “audit speak.” For 
example, when discussing the audit results, “risk” becomes “what could go wrong” 
and “issues” become “opportunities for improvement.” Verbiage may be a small 
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Two-thirds of the Earth’s surface is covered with water. The other third is 
covered with auditors from headquarters. – Norman Ralph Augustine
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thing, but the use of terms that nonauditors can relate to facilitates the discussion and encourages their willingness to listen 
to what is said.

Being more aware of the EI concepts has not been totally successful. No matter what you do, you may 
face resistance as an auditor. Don’t get discouraged. Like any skill, the more you use it, the better you will 
become and eventually you may not even realize that you are using EI concepts.

I hope to see everyone in Nashville on September 15–18 to “Harmonize the Complexity of Healthcare 
Internal Auditing.” The Planning Committee has been working nonstop since December and I cannot wait 
to see what they have in store for us.

For those of you who have taken the plunge and are pursuing our certification, I look forward to 
recognizing our first class of CHIAPTM recipients. 
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