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Abstract:
The model of achievement of potential (CLC 2005), and the two-dimensional ability
(Mayer and Salovey 1997), competency (Goleman 1995) and trait (Bar-On 1997)
models of emotional intelligence are positioned in postpositive conversations that
define and then measure the constructs. Using a qualitative approach and an
empirical phenomenological strategy supported by un-structured interviews,
organisational artefacts and observations, this research explores the manifestation
of these constructs from the perspective of embedded, multiple-cases within an
Australian Public Service organisation. Ability, aspiration and engagement are
negatively impacted by negative supervisor behaviour, poor quality work and
development opportunities, and perceived breaches of organisational commitment
in the form of broken promises and unfair or unclear application of policies. The
participants used a contextual and one-dimensional emotional intelligence that was
impacted by new or difficult situations, and when motivated participants developed
new and conscious processes to manage specific issues and these processes may
become automatic if resulting in success. Participants also used emotionally
intelligent, manipulative, negative, intuitive, and unintelligent processes to achieve
their potential. The research findings add participant perceptions to the relationship
between emotional intelligence and context, motivation and dual processing, and
contribute to the discussion of the dark side of emotional intelligence. The
contextual and one-dimensional emotional intelligence provides an understanding of
how participants use emotional intelligence that challenges current assumptions for
the relationship between emotional intelligence and recruitment, selection and
individual development in an organisational context. The generalisation of findings
is limited by the contextualising of results within the Australian Public Service, the
limited sample size, open-ended and untested nature of the interviews, and the
focus on work achievement.
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Chapter 1: Introduction

When I first told my family and friends that I was going to undertake
the study and work involved with my PhD I was offered all sorts of
support and consideration; and then a friend asked “Why on earth are
you going to put yourself through that?”. The memory of my return to
working in the Australian Public Service came rushing back …
… In July 2005 I was offered a place at an HR Conference on the Gold
Coast. I happily engaged in the various presentations and appreciated
the case studies that were being presented as they had particular
application to my job, and on the final day the Corporate Leadership
Council presented their annual research. Lightbulbs went on for me
and I knew I had to find out more. I didn’t want to challenge the
existing concepts of emotional intelligence; rather I wanted to
understand how people use their emotional intelligence to achieve their
success as it seemed to be the key for me for the achievement of
potential.
(Researcher Reflections)
In this chapter I introduce the research by explaining why the research is
important to me and contextualising this within the current literature.
Emotional intelligence is given an increasing importance in recruitment and
other human resource management activities and organisations make
assumptions about candidate behaviour based on the results of these tests.
My attendance at the Corporate Leadership Council’s (CLC) annual conference,
where I was exposed to a paper discussing this issue, was the lightbulb
moment that triggered this research. As an experienced manager and a
strategic practitioner, I work with numerous organisations in both the public
and private sectors, and despite the application of current theory for
achievement of potential, many of these organisations experience difficulty
maintaining their workforce and developing junior talent into effective leaders.
I began to wonder why this happens, and what difference it makes to
organisations when it does happen. Although recruitment activities include
contemporary practices based on, for example, the CLC’s model for
achievement of potential, employee behaviour does not seem to match the
expectations established during the recruitment process. I was interested in
the impact this experience has on how organisations recruit and subsequently
manage people.
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As stated in the CLC (2005) model of achievement of potential, candidate success at
higher levels requires the identification of individuals with the ability, aspiration and
engagement to succeed. These individuals are supported by networks of high quality
colleagues, direct reports and managers, and ongoing professional development to
achieve success their success. High quality managers are particularly important as
they have an impact (positive or negative) on the high potential employee for many
years. It seemed to me that as the achievement of potential is closely aligned to the
relationships the candidate is able to develop and maintain (both with colleagues
and with managers), and a key ability for their success is emotional intelligence. I
wanted to more fully understand how this construct is manifested in an
organisational context as it seems to be the key to successful relationships.
Emotional intelligence is considered to be a link to effective performance (for
example, Goleman 1995), yet despite the selection of employees based on their
emotional intelligence, the performance and behaviours of these employees does
not seem to align. This is of concern because the behaviours new candidates display
in the workplace may not be the behaviours the organisation was anticipating, and
the performance of the candidate in situations that require emotional behaviours
may not be the performance that was anticipated. Each of these scenarios impact on
how organisations have to manage the people they recruit.
I wanted to explore the assumptions underpinning the achievement of potential and
emotional intelligence from the perspective of the individuals involved in the
working environment to see whether emotional intelligence, as it plays out through
an individual and their reactions with others, is the key to their success. As the
demonstration of emotional intelligence becomes an increasingly significant criteria
for employment, understanding the construct from the perspective of individuals
and why they may or may not behave in predictable ways becomes more important.
It is of concern for an organisation if the current testing protocols fail to accurately
impact future behaviour as this has a direct impact on organisational outputs and
outcomes. It also has a direct impact on policies and processes for recruitment,
performance management and career management.
Everyone at the CLC conference seemed to have a clear idea of what emotional
intelligence is and seem to be using their concept as the basis for designing and
implementing recruitment, development and promotional policies within their
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organisations. However, the literature is not so definitive. As the concept of
emotional intelligence is relatively new, contemporary researchers are still seeking to
reliably and validly define and measure the concept using a scientific approach and a
postpositive paradigm, and as there is not yet agreement on the definition or the
measurement methods, this approach continues to be the primary research
approach. Rather than seeking to challenge the definition or measurement of the
construct, I wanted to understand how the construct of emotional intelligence is
manifested or interpreted in a working environment as I was interested in exploring
the relationship between emotional intelligence, high potential employees and the
achievement of potential. The conference participants talking with me believe that
high potential employees have emotional intelligence that they use to achieve their
potential, and therefore those with high emotional intelligence will be high potential.
I wondered if this was actually a reasonable leap in logic, because if not, the
assumptions underpinning recruitment and employee management approaches are
incorrect and will not produce the anticipated outcomes.
The postpositive conversations are yet to converge into an agreed construct of
emotional intelligence and subsequently they present ability (Mayer and Salovey
1997), competency (Goleman 1995) and trait (Bar-On 1997) models of emotional
intelligence. The ability model of emotional intelligence presents a complex concept
involving thinking about feelings and defining the abilities of emotional intelligence
within four (4) skill dimensions (Mayer and Salovey 1997). Critics of the model
consider it narrow in focus and strongly cognitive (Zeidner, Matthews et al. 2012),
and contend that it implies a number of abilities are required and infers these
abilities represent a cognitive intelligence (Ferres 2006). It should be possible to
measure these abilities as one would measure cognitive intelligence however there is
no consensus on the validity or reliability of the measurement tool developed
(Zeidner, Matthews et al. 2012).
The competency perspective proposed by Goleman (1995) presents the concept of
two minds or brains; one that is emotional and immediately reactive to an
experience, and the other that is rational and managing the human response to the
emotional reaction to control the course of action taken. The model is criticised for
tapping into the domain of personality and achievement-motive theory (Mayer,
Salovey et al. 2000) and for failing to meet the criteria for effective measurement
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(Matthews, Zeidner et al. 2004, Ferres 2006, Zeidner, Matthews et al. 2012). The
trait perspective (Bar-On 1997) defines emotional intelligence as a range of noncognitive abilities, knowledge, and competencies that enable a person to succeed in
various life situations and is therefore considered to represent overarching
personality factors rather than intelligence.
In order to meet the scientific requirements distinguishing emotional intelligence
from existing and recognised forms of cognitive intelligence, assessment tools have
been developed to help measure the varying concepts of emotional intelligence and
these attempts are criticised on a variety of levels of reliability and validity
(Matthews, Zeidner et al. 2004, Zeidner, Matthews et al. 2012). The postpositive
assessments are criticised for measuring concepts such as self-esteem, empathy and
impulse control that cannot be considered a true emotional ability (Matthews,
Zeidner et al. 2004, Zeidner, Matthews et al. 2012), or for lack of peer review
(Zeidner, Matthews et al. 2012), and for being based on a self-report survey with the
inherent reliability issues associated with this type of tool (Matthews, Zeidner et al.
2004, Zeidner, Matthews et al. 2012).
Australian researchers from Swinburne University released the GENOS EI (Palmer
and Stough 2005), which they claim addresses the weaknesses of the above tools as
it reports how a candidate will typically perform over a longer period of time rather
than for a specific incident. They claim it predicts how an individual can be expected
to perform in the workplace by seeking reports from the individual, their manager,
peers and subordinates. However, as they also offer a self-report survey, the
weaknesses in reliability and validity discussed above still apply. The GENOS EI selfreport is used in the recruitment of the Australian Customs and Border Protection
(ACBPS) 2012 Graduate Trainee Program candidates, from which the embedded
multiple-cases are selected.
Within the postpositive exploration of the construct of emotional intelligence, a
number of assumptions are evident in all of the research:


emotional intelligence is a two-dimensional construct that applies to both
oneself and to others; much as though one is looking through a window and
fully appreciating what is happening on each side of the window so that we
see them as they are, not as we are; and
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this two-dimensional construct is measurable and static. The individual
measures or scores are a measurement in a moment in time. This measure
is then assumed to remain relatively stable across longitudinal periods. For
example, the emotional intelligence scores used for recruitment are the
same scores that will be used for career advancement. This moment in time
concept of emotional intelligence is referred to as “static” throughout this
research; and



higher individual measures or scores are desirable as they will correlate to
effective performance; and



individual behaviour can be developed or improved through effective
learning or development activities; and



improving individual emotional intelligence is appropriate as higher
emotional intelligence is desirable for individuals.

As the aim of this research is not to challenge or expand the postpositive concepts,
rather to consider how these assumptions manifest in an individual in a work
environment, these assumptions are accepted as the design for this research was
developed. The research design appreciates the narrative of how these assumptions
manifest in individuals in an organisational setting through understanding the world
from the perspective of the participants. An interpretivist / constructivist paradigm
is therefore adopted to facilitate and understand the achievement of potential and
emotional intelligence from the perspective of the participants by exploring the
following question:
Do high potential employees use emotional intelligence to achieve their work
potential?
In order to answer this question, three sub-questions are designed to direct the
research:
1. Did the Australian Customs and Border Protection Service application of the
Corporate Leadership Council achievement of potential model set the
participants to achieve potential;
2. Did the participants use emotional intelligence; and
3. Did the participants use their emotional intelligence to achieve potential?
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Thesis structure
Chapter 2: Literature Review, presents a review of the current literature to build an
understanding of the achievement of potential and emotional intelligence. The
literature review highlights the assumptions underpinning the postpositive research
conversations into the achievement of potential by defining high potential
employees and the quality drivers needed to support them in an organisation. The
ability, competency and trait models of emotional intelligence and the methods of
assessment used for each of these models are then outlined. How emotional
intelligence is developed across a lifetime as one matures (the ability model) or as
one is provided with formal training (the competency and trait models) is also
discussed, and this discussion is related to the achievement of potential in the
workplace. The existing debate is confined to the rules of the postpositive paradigm,
and can be summarised as: we see them as they are, not as we are.
The chapter concludes that the gaps in the literature are twofold. First, there is little
discussion about the assumptions underpinning the models, or their implications.
Second, there is no discussion or examples of the actual experiences of individuals
who are enacting emotional intelligence in a work environment. This limits the
understanding of how emotional intelligence is manifested in an individual in a work
place, and if the assumptions underpinning the relationship between emotional
intelligence and workplace behaviour are incorrect there is an impact on how we
recruit, manage and develop people.
Chapter 3: Research approach, paradigm, methodology and methods outlines the
qualitative approach adopted for this research and explains why it is supported with
an interpretivist / constructivist paradigm and empirical phenomenological strategy.
The empirical phenomenological strategy is achieved through the use of embedded,
multiple-cases within an Australian Public Service organisation. Un-structured
interviews, observations and organisational artefacts are the methods used to gather
participant data which is analysed and collated using the consolidated model of
emotional intelligence developed in the pilot study. The findings are then considered
in light of contemporary literature to answer the research questions.
Chapter 4: Pilot research outlines the pilot study undertaken to identify the strengths
and weaknesses in the research design. In this chapter I explain why there is a shift
in phenomenological strategy from the Husserlian (1962) phenomenological strategy
8

used for the pilot project, requiring the researcher to bracket assumptions and
analyse the participant data without the influence of these assumptions, to the
empirical phenomenological strategy used for the final research. This shift
legitimises researcher assumptions as these assumptions are limiting the data
analysis, and enables a complete literature review to facilitate a framework for the
collation and analysis of participant data. This framework, the consolidated model of
emotional intelligence, provides the framework for the units of analysis for the
embedded, multiple-cases design adopted in the final research.
Chapter 5: Achievement of potential – participant perceptions is the chapter where
participant data is used to answer the first research sub-question: did the Australian
Customs and Border Protection Service application of the Corporate Leadership
Council achievement of potential model set the participants to achieve potential. It
explores the participant reasons for joining ACBPS and how their experiences during
the program highlight the divergence of organisational behaviour from
organisational objectives. Ethical leadership, organisational justice, stimulating work
and development opportunities impact on ability, aspiration and engagement and in
the research this means the participants are not set up by ACBPS to achieve
potential, yet they generally manage to achieve their own goals and those of ACBPS.
Chapter 6: Emotional intelligence – participant perceptions answers the second subquestion: did the participants use emotional intelligence. In this chapter the
participant stories are analysed and categorised against the consolidated model of
emotional intelligence and it concludes that the participants did use emotional
intelligence. However the emotional intelligence they report using is not the ability,
competency or trait models of emotional intelligence described in Chapter 2:
Literature review. The participants also demonstrate that emotional intelligence is
contextual, and when motivated, participants will develop conscious and new
processes to improve their emotional intelligence.
Chapter 7: Using emotional intelligence to achieve potential – participant answers
the final question: do high potential employees use emotional intelligence to achieve
their potential perceptions. In this chapter the participant stories are analysed and
categorised against the consolidated model of emotional intelligence and it
concludes that the participants did use emotional intelligence to achieve their
potential. However the emotional intelligence they described using is not the ability,
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competency or trait models of emotional intelligence described in Chapter 2:
Literature review, and the way they use it was not in the way that would have been
predicted from their emotional intelligence scores.
Chapter 8: Challenging the assumptions underpinning current conversations outlines
the assumptions that underpin the postpositive conversations regarding emotional
intelligence that are discussed in the literature review. Consequently this chapter
considers the findings of this research against these assumptions. The literature
defines emotional intelligence as a two-dimensional construct whereby an individual
is able to identify and regulate their own emotions, and those of others. In other
words: we see them as they are, not as we are.
However, this is not the construct of emotional intelligence identified in the
research. Using a phenomenological strategy enables the participants to explore
specific issues in detail to consider the link between achievement of potential and
emotional intelligence. This detail, when analysed and collated, reveals a construct
of emotional intelligence that does not align with the construct presented in the
contemporary literature. The differences are significant and impact upon the
assumption that high potential employees have emotional intelligence that they use
for achievement of their potential; and that those with emotional intelligence will
perform to their potential. Adopting the construct of emotional intelligence in
human resource management activities is currently identified as being a good thing
and the more of it the better. The findings of this research suggest caution should be
applied to this approach as this assumption may be incorrect as emotional
intelligence and behaviour do not align in this way.
In Chapter 9: Conclusion, the contribution, implications and limitations of the
research are outlined. As a result of the research findings questions are raised
regarding the use of emotional intelligence testing in recruitment activity, and the
reliance on emotional intelligence as an ability that enhances individual behaviour in
organisations. While the research is conducted with a small number of participants
in a specific graduate program and therefore should be cautiously applied to larger
groups or more general work groups, it does highlight that the recruitment of
candidates with high emotional intelligence may not result in those who will achieve
their potential as they may not behave as predicted. It also highlights that
candidates with a lower emotional intelligence may be coached into developing
10

effective processes and the importance of effective management to ensure
employees are not overwhelmed by their experiences and are motivated to learn
new emotional intelligence processes to cope with the new experiences.

Conclusion
This chapter introduces the reasons why this research was undertaken. I was
interested in exploring the concept of emotional intelligence and its relationship to
achievement of potential from the perspective of the individuals involved as it did
not seem to me that emotional intelligence always resulted in the anticipated
behaviour. The discussion of achievement of potential and emotional intelligence in
contemporary literature makes several assumptions, the first is that emotional
intelligence is a two-dimensional construct that plays out in the behaviour of the
individual in an organisational context; the second is that it is considered a static
concept that can be effectively measured and will remain unchanged throughout an
employee’s term of employment; and the third is that the higher the emotional
intelligence the greater the expectation of appropriate individual behaviour in the
organisation. If these assumptions are incorrect, the reliance by human resource
managers on the constructs of achievement of potential and emotional intelligence
to identify future leaders is misplaced.
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Chapter 2: Literature review
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The researcher’s challenge: I wanted to understand why people behave the
way they do. If someone is identified as a high potential employee with the
right attributes, attitude and engagement, and they are provided with the
appropriate support, why are they failing to achieve their potential? It
seemed logical to me that relationships exist and prosper with emotional
intelligence at the core. All aspects of the high potential model involve
human relationships. Rather than wanting to define or refine the concept of
emotional intelligence, I wanted to understand more about this intelligence –
I wanted to understand it from the perspective of the individual/s involved.
(Researcher Reflections)
In this chapter the concepts of achievement of potential and emotional intelligence
are introduced. An explanation of the meaning of high potential employees is given
demonstrating that they are those with the ability, aspiration and engagement to
succeed at higher levels of the organisation. The argument is made that when
supported with appropriate supervisors, colleagues and direct reports, and provided
with relevant development opportunities, they are expected to achieve at higher
levels. Emotional intelligence is a more nebulous construct that may be ability based
(Mayer and Salovey 1997), competency based (Goleman 1995) or trait based (Bar-On
1997). Each of these modes is defined and critiqued; as are the measurement tools
developed to support the model. Emotional intelligence is then linked to the
achievement of potential in the work environment, and although there is no agreed
definition or measurement of emotional intelligence, the construct is still considered
to have considerable impact on performance at work. The literature review then
demonstrates that there are consistent assumptions underpinning the different
constructs of emotional intelligence; all of which have an organisational focus.
Finally, the chapter will show that these assumptions and organisational focus offer a
gap in the literature to consider emotional intelligence using the individual as the
unit of analysis.

Achievement of Potential
The concept of high potential employees has been discussed in academic literature
since the 1980’s (for example: Brooklyn Derr, Jones et al. 1988, Gritzmacher 1989,
Ready, Conger et al. 2010) and is based on the definition: an employee capable of
handling a position two, three, or four levels above his or her current position
(Brooklyn Derr, Jones et al. 1988). The Corporate Leadership Council (CLC) refined,
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clarified and developed this description into an operational model to be used within
an organisational context, for example, it is used by Australian Customs and Border
Protection Service (ACBPS) to underpin the Graduate Program from which the
participants for this research were selected.
In 2005, CLC identified that organisations will not be able to satisfy their leadership
talent needs into the future. Despite identifying significant leadership gaps, and
recruiting high potential employees, 69 per cent of these organisations are only
achieving a low or moderate return on investment with their high potential
employees (CLC 2005). The CLC research quantifies what is preventing these
employees achieving their potential and concludes the research with a definition of
high potential employees, and a model of what is needed to enable them to achieve
their potential. Figure 1: CLC: Realising the full potential of rising talent summarises
the model developed to support the discussion. High potential employees have the
aspiration, engagement and ability to succeed at higher levels and they need to be
supported by appropriate quality drivers, good managers, and commitment to
development.

High Potential Employees
Previous literature describes the characteristics of high potential employees and
adds to or qualifies characteristics from the following list: good interpersonal skills,
excellent written and oral communication, leadership ability, high intelligence,
knowledge of the company’s products, markets and policies, the ability to organise,
plan, prioritise and set agendas, strategic ability, technical ability, team ability, ability
to deal with stress and ambiguity, drive and perseverance, ability to select and
develop staff, general management skills (Brooklyn Derr, Jones et al. 1988, Ready,
Conger et al. 2010, Juhdi, Pa'wan et al. 2012). Juhdi, Pa'wan et al. (2012 p 175)
determine the major characteristics of high potential employees and which of these
characteristics are likely to produce a high potential employee, and identify high
performance, which is predicted by learning ability, leadership spirit and low
turnover intention; learning ability, which is predicted by leadership spirit, high
performance, organisational engagement and job engagement; and leadership spirit
which is predicted by high performance, learning ability, increased job scope,
organisational engagement, number of years in the organisation, education level and
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Figure 1: Realising the full potential of rising talent - an overview of the CLC model (CLC 2005, p 21,
57, 59, 71)
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higher turnover intention as the critical characteristics. The CLC model
operationalised these characteristics by grouping them as the ability, aspiration and
engagement to succeed at higher levels of the organisation whereby aspiration is
considered to be the extent to which prestige, recognition, advancement, influence,
financial rewards, work-life balance and overall job enjoyment are wanted or
desired by an employee; engagement encapsulates how much an employee values
and believes in the organisation, is committed to the organisation for their own selfinterest, is willing to go above and beyond the call of duty, and intends to stay with
the organisation; and ability is the combination of skills and capabilities an individual
brings to their work environment (CLC 2005 p 21). A high potential employee, as
illustrated in Figure 2: A new synthesis of employee potential is the one with an
equal intersection of ability, aspiration and engagement.
A shift in any of the components will see a stall in the potential of the employee and
this may be:


inadvertently caused by the company for which the employee works, for
example the position for which the employee has been groomed is not
available, managers are not willing or able to identify or promote the
employee to the next assignment, or too rapid promotion results in failure
to fully understand the organisation (CLC 2005 p 11); or



for personal reasons for the employee that are beyond the control of the
organisation (CLC 2005 p 11); or



the ability, aspiration and engagement were lower than expected (CLC 2005,
Dunn, Brackett et al. 2007); or



the employee is attracted to another organisation (Juhdi, Pa'wan et al. 2012
p 283).

The CLC categorises the employees who fail to achieve potential as engaged
dreamers who have the engagement and aspiration but not the ability; unengaged
stars who have a great deal of aspiration and ability and lack the engagement with
the company; and misaligned stars who have the engagement and ability and lack
the aspiration to rise to the next level (CLC 2005 p 41). Surveys of Australian
employers support these concepts as they describe graduates with unrealistic
expectations (Bryant 2007, Arnott and Carroll 2013) who fall by the wayside as their
careers progress.
18

Figure 2: A new synthesis of employee potential (CLC 2005, p 21)
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Facilitating organisational commitment is perhaps the central purpose of effective
human resource management (Muthuveloo and Rose 2005) as this commitment is
closely aligned to performance, for example, emotional attachment to the
organisation is positively related to high performance, or obligation to remain with
the organisation results in moderate to positive levels of performance, or feeling
that leaving the organisation has too great an opportunity cost is associated with
poorer levels of performance (Meyer, Paunonen et al. 1989, Allen and Meyer 1990,
Mathieu and Zajac 1990, Chen and Francesco 2003). The aim of the organisation in
developing high potential employees is to maintain appropriate levels of
commitment from the individual, and one of the key methods for doing this is
through appropriate performance management and organisational commitment to
effective individual development, and much research has been undertaken to design
and develop appropriate frameworks (Collings and Mellahi 2009), systems (Huselid
1995, Lewis and Heckman 2006) and tools (Boudreau 2013) to manage the
aspiration, ability and engagement of high potential employees. The specific
relationship between employee commitment and the other dimensions of the
model of achievement of potential will be discussed as the model is outlined below.

Assessing the impact of relationships: managers, colleagues and direct
reports
Three (3) criteria are identified as essential to facilitate a high potential employee to
achieve their potential (CLC 2005 p 57). The first of these criteria is the people
(managers, colleagues and direct reports) the employee comes into contact with, or
the Quality Drivers. The underlying premise is that the higher the quality of people
the employee comes into contact with the higher the chances the discussion and
interaction will stimulate the employee and encourage them to achieve at a higher
rate. Figure 3: Assessing the impact of relationships illustrates the key relationships
and the criteria associated with these relationships.
The first of the quality drivers are colleagues and the network established to support
the high potential employee. It is important that the size of the network is sufficient
to keep the employee informed about the organisation and what is happening in
other parts of the organisation and to provide the employee with networks into
other parts of the organisation that can be effectively used when needed to answer
questions etc. The network is important for developing and exploring new ideas, and
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Figure 3: Assessing the impacts of relationships (CLC 2005, p 57)
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for making the employee feel indispensable at times at the network relies upon them
as they rely upon the network. The network also provides the opportunity for
socialising with like-minded people who may expand the employee network and the
development programs they are exposed to are of a more comprehensive or
complex nature thus exposing them to more resources (Gelens, Hofmans et al. 2014
p 170).
The Corporate Leadership Council (2005, pp64-65) proposed that high potential
employees also need direct reports who are intelligent and bring a valuable
perspective to their work to challenge the employee. They need direct reports who
are willing to work hard, are effective problem solvers, and who are highly skilled.
High potential employee will learn much from this group of people. A strong team of
direct reports had a significant and positive impact on those reporting to the CLC
annual survey, they considered quality direct reports bring valuable and unique
perspectives that help drive the high potential employee to achieve (CLC 2005 6467).
Finally, in order to succeed, the employee must be supported by high quality
managers. CLC singles out the impact of managers as one of the most significant
criteria for success of a high potential employee as a bad manager can have a
negative impact that can last for years. The concept of quality managers is outlined
below. In summary, the key quality drivers for high potential employees are other
people and the relationships that they form and develop with these people.

Bad managers do harm – that lasts
Perhaps the most significant relationships high potential employees have is with
their immediate manager, and the significance of this relationship cannot be underrated as it impacts on all aspects of an employee’s life and career. A bad manager
(CLC 2005, p 59) is not necessarily someone who is malicious, incompetent or
negligent in their work, rather it is someone who, through their actions and
behaviour, has a negative impact upon the high potential employee, and Figure 4:
Maximum impact of manager quality levers provides an illustration of the
explanation that follows.
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Figure 4: Maximum impact of manager quality levers (CLC 2005, p 59)
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A high potential employee’s current manager has the most significant impact on
achievement of potential for the employee with CLC estimating that as much as 36.6
per cent of an employee’s potential is influenced by their current manager (CLC 2005
p 59), and other research identifying that a successful relationship between an
employee and their manager contributes to organisational success (Alston, Dastoor
et al. 2010, Gilbert, De Winne et al. 2011). One of the keys to a successful
relationship is the ability of the manager to effectively manage those labelled as high
potential employees whose increased expectations of performance impacts on their
attitudes and behaviours and can make them more sensitive to feedback, which may
result in potentially unintended negative impacts upon engagement (Kotlyar 2013 p
581). It is also important that the managers of identified employees allow them to
move on to the next opportunity and ensure a co-ordination between development
and succession planning (Brooklyn Derr, Jones et al. 1988 p 283) so that employees
do not stagnate at one level in the organisation. Critical to this development is a
variety of organisational tools and support for individuals, for example, clearly
identified career paths and succession plans, competency and skills planning that is
aligned to quality training and development opportunities.
Conversely, a past manager of more than five years can also have a significant impact
upon the achievement of potential as their performance needs to match the
expectations of the employees (Gilbert, De Winne et al. 2011). If the employee
considers the manager to have weak personal characteristics, leadership abilities
(Piccolo, Bono et al. 2012), management abilities, strategy selection and
implementation, and day-to-day process management (CLC 2005), and ineffective
relations-oriented leadership behaviour (Gilbert, De Winne et al. 2011) then the
impact on the employee is negative. These managers have an impact that lasts, not
only because the employee may not develop well and may lose all confidence in their
ability, but also because the manager may not speak well of the employee in more
senior recruitment or development meetings, thereby impacting negatively upon the
employee opportunities (CLC 2005).
The CLC model proposes that high potential employees need current and past
managers who have a strategic focus and the personal characteristics of sound
leaders of people; and that they are able to both lead and effectively manage people.
High potential employees need managers who are able to:
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identify and praise good work so the employee knows when they are on or
off the track, and it is noted that defining and measuring potential is difficult,
subjective and at times controversial (Brooklyn Derr, Jones et al. 1988 p 283),
and that high potential employees may be more sensitive to feedback and
consequently create unintentional negative commitment and satisfaction
(Kotlyar 2013);



provide them with access to more senior leaders and support them through
their interactions with these people, and the impact of ethical or just
leadership from these people cannot be underestimated (Rosen, Harris et al.
2011, Walumbwa, Mayer et al. 2011, Bello 2012, Piccolo, Bono et al. 2012,
Gelens, Hofmans et al. 2014);



assign them work projects they enjoy (Boudreau 2013); and



model and support an effective work-life balance.

A credible organisational commitment to development
The CLC respondents identify the evidence of credible organisational commitment to
personal and professional development as significant criteria for achievement of
potential. The research highlights that no development plan is better than a bad
plan with no organisational commitment to completion. Figure 5: Signal a credible
commitment to development illustrates the key components of credible
organisational commitment to development as development plans, quality training
and senior executive commitment to development.
The 11,000 respondents to the CLC research suggest that a good plan is customised
to identify and address individual needs, and that once developed needs to be
documented for future reference. All parties are accountable for completion and the
aims and objectives of the plan, and it must have a positive impact upon the
individual career goal while being achievable. Most importantly, the plan must
demonstrate the manager’s and the organisations’ commitment to development
planning and individual achievement (CLC 2005 p 73 - 78). The organisational
commitment to development directly correlates to the employee commitment to the
organisation and subsequent employee performance as high potential employees
have a heightened sense of distributive justice (Gelens, Hofmans et al. 2014),
therefore making plans that are not delivered or supported, has a negative impact on
performance.
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Figure 5: Signal a credible commitment to development (CLC 2005, p 71)
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It is not enough to just send high potential employees to all of the scheduled
organisational training simply to show a full calendar of events, rather managers
need a diversity of tools and activities that are specifically related to achieving
potential (Boudreau 2013). Employees need to be able to identify that training may
enhance their ability to undertake both their current and future roles, and that it
may enhance their understanding of the organisation and the environment in which
the organisation operates. Therefore the strategies adopted by the organisation
need an effective system that provides accurate data to identify appropriate training
and development activities (Lewis and Heckman 2006), and training events that
provide high potential employees with the opportunity of expanding their networks,
both internally and externally. The quality of the training provided will impact upon
these relationships as those labelled as high potential employees have greater
expectations and higher levels of satisfaction than non-labelled employees (Kotlyar
2013).
The CLC research, and subsequent model, provides an explanation of what is
required to facilitate achievement of performance by high potential employees. The
research is designed with a quantitative approach (Creswell 1994, Creswell 2003) to
draw conclusions and present an operational model. Organisations have adopted
this model and designed policies and practices that should deliver the right
experiences to high potential employees. For example, ACBPS uses this mode to
underpin its Graduate Program.
There is a growing body of literature exploring the concept of high potential
employees and organisational justice (e.g. Borman and Motowildo 1993, Borman and
Motowidlo 1997 (a), Borman and Motowidlo 1997 (b),Rosen, Harris et al. 2011,
Walumbwa, Mayer et al. 2011, Bello 2012, Gelens, Hofmans et al. 2014) and the
relationship between leaders and high potential employees (e.g. Alston, Dastoor et
al. 2010, Lindenbaum and Cartwright 2010, Sears and Holmwall 2010, Wang, Oh et
al. 2011). This literature is building on the CLC model, as it relates to work
performance and work success by highlighting that those selected and identified as
high potential employees have a higher concept of distributive justice that correlates
to job satisfaction and work effort. Those with a higher distributive justice put more
effort into their work when they consider the organisational processes to be fair
(Gelens, Hofmans et al. 2014).

27

In summary, high potential employees need networks of quality colleagues and
direct reports, quality managers, and demonstrated organisational commitment to
their ongoing professional development to achieve their potential. The ability to
develop and maintain relationships is integral to these criteria. This key to being able
to develop these relationships is emotional intelligence. This concept is outlined
below.

Emotional intelligence
When commencing this research, an initial discussion with colleagues reveals that
everyone seems to know about emotional intelligence, and is using it as a basis for
recruitment, development and other human resource management experiences
without having a clear definition of what it might be. They have a range of
behaviours they use to describe it my boss just seems to know what is working for
me and what isn’t, for example. A review of the current literature quickly reveals
several things: firstly, there is a lot of it and much of it is sensationalised and
theoretically unsound; secondly, the field is relatively new with the first articles only
published in 1990’s; thirdly, there is still a lot of controversy surrounding the
definitions and models and whether there is such a thing as emotional intelligence;
and finally, there is no clear understanding of what it is that the assessments are
trying to measure and whether they are reliably and validly measuring what they
claim.
This section now provides a peer reviewed understanding of emotional intelligence,
and the various assessment tools available rather than blindly accepting that it
counts for more than IQ or expertise for determining who excels at a job – any job –
and that for outstanding leadership it counts for almost everything (Goleman 1995 p
13). The academic research available at the commencement of this research in 2007
was scientific in nature and conforms to a quantitative research approach (Creswell
1994, Creswell 2003) as theorists sought to fully define emotional intelligence,
demonstrate that it is a form of intelligence that is different from previous forms of
intelligence, that it can be validly and reliably measured, and that it has a
relationship to performance in a number of environments – educational, workplace,
and health. A quantitative approach seeks to disprove a hypothesis with valid and
reliable forms of measurement and subsequently identify relevant applications
(Creswell 2003, Matthews, Zeidner et al. 2004, Zeidner, Matthews et al. 2012), and
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this perhaps limits the findings as what is certified is often what fits the paradigm
understanding. If the new knowledge doesn’t fit it is assumed there was something
wrong with the methodology rather than with the paradigm (Heidegger 1954, Kuhn
1970, Steiner 2002). Therefore emotional intelligence research focuses on
understanding what emotional intelligence is and what an assessment tool might
measure. This closed system of paradigm understanding is perhaps self-certifying as
it does not consider emotional intelligence from any other perspective. Considering
the concept from another paradigm, for example, as an essence of human
experience, or as described by participants, or as it is understood by the participants
might provide different and new understandings.
Emotional intelligence, if it is defined as a form of intelligence, must be
demonstrated to be partially or completely independent from other known
intelligences (Salovey and Mayer 1990, Mayer and Salovey 1997, Matthews, Zeidner
et al. 2004, Zeidner, Matthews et al. 2012) and perhaps herein lies the problem in
attempting to define and/or measure emotional intelligence. No clear definition or
measurement exists for the broader concept of intelligence and this makes it difficult
to demonstrate that emotional intelligence is therefore partially or completely
independent. As presented by Reber the concept of intelligence is:
Intelligence: few concepts in psychology have received more devoted attention and
few have resisted clarification so thoroughly. Ultimately intelligence will be,
conceptually, what it has always been “the ability to profit from experience” and,
pragmatically, what it has become, “that which the intelligence tests measure”.
(Reber 1985 p 364 - 65)
Therefore, this literature review illustrates that emotional intelligence is conceptually
what it is described by researchers as being: the ability to identify and regulate
emotions in oneself and others and pragmatically what it has become, that which the
emotional intelligence test measures.
Intelligence, as discussed in the academic rather than popular literature, is
considered to be a broad set of abilities (Sternberg, Conway et al. 1981, Gardner
1983, Neisser, Boodoo et al. 1996) and emotions are therefore considered to be the
organised responses to events that may have a positive or negative impact for the
individual (Salovey and Mayer 1990, Goleman 1995, Mayer and Salovey 1997).
Emotional intelligence builds upon Thorndike and Stein’s concept that social
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intelligence is the ability to understand and manage people (1937 p 275 in Salovey
and Mayer 1990) and by directing the skills inwards and therefore including by
extension, the ability to understand and manage oneself, it thus gives a broader
definition of social intelligence as the ability to perceive one’s own and others’
internal states, motives, and behaviours and to act toward them optimally on the
basis of that information (Thorndike in Salovey and Mayer 1990 p 4). Today there
are major conceptual models of emotional intelligence, the ability model and the
mixed-modes (competency and trait perspectives) which are often lumped together
in both the popular media and academic literature as though they were one
monolithic construct (Webb, Schwab et al. 2013 p 150) leaving a concept that is so
broad it is no longer even an intelligible concept (Locke 2005 p 426).
The Mayer and Salovey ability model (Salovey and Mayer 1990, Mayer and Salovey
1995, Mayer and Geher 1996, Mayer and Salovey 1997) defines emotional
intelligence as the ability to perceive, understand, manage and use emotions to
facilitate thinking, and is measured by an ability-based measure (Mayer, Caruso et al.
1998, Mayer, Salovey et al. 2003, Brackett and Salovey 2006). This model
incorporates only cognitive abilities associated with the processing of emotional
information and is perhaps the only intelligence theory (Caruso 2003).
The mixed- models include the Bar-On model or trait perspective (1997, 2006) which
represents a severe shift to the emphasising of personality traits (Caruso 2003) as it
describes a cross-section of inter-related emotional and social competencies, skills
and facilitators that impact behaviour, and is measured by a self-report (Bar-On
1997, Bar-On 2006); and the Goleman model or competency perspective (1995)
which views emotional intelligence as a wide array of competencies and skills
(Caruso 2003) that drive work performance, and is measured by a multi-rater system
(Boyatzis, Goleman et al. 2000). The mixed-models emphasise personality traits and
competencies and do not include any cognitive abilities, and since the concept then
becomes a metaphoric intelligence as the interpretation includes only personality
and competencies the validity of the approach is questionable (Lyusin 2006 p 57).
The three significant models are now explored in detail.
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The ability model of emotional intelligence
The ability model of emotional intelligence is the first of the models published, the
model most fully tested within an academic environment, and the model most
preferred by researchers investigating the relationship between emotional
intelligence and performance (Fernandez-Berrocal and Extremera 2006 p 8) as it has
a solid and justifiable theoretical base, a creative measurement tool, and a
systematic evaluation and supporting empirical data from basic and applied fields.
The concept is first presented by Payne as an unpublished dissertation (1986 in
Petrides and Furnham 2000) and then by Mayer and Salovey (1990) as a systematic
theoretical account of the construct defined as a conceptually related set of mental
abilities to do with emotions such as the ability to perceive and understand one’s
own emotions, and manage emotions in oneself and others (Salovey and Mayer
1990). Through their examination of literature on intelligence, particularly the
literature on social intelligence Mayer and Salovey proposed that emotional
intelligence is a set of abilities that resemble other intelligences and subsequently
defined emotional intelligence as the ability to monitor one’s own and others’
feelings and emotions, to discriminate among them and to use this information to
guide one’s thinking and actions (Mayer and Salovey 1990 in Salovey and Mayer
2007 p 5) and present this as an umbrella concept that comprises three distinct
components: appraisal and expression of emotion in self and others; regulation of
emotion in self and others and utilisation of emotional information in thinking and
acting. Figure 6: Mental processes required to demonstrate emotional intelligence
provides a simple illustration of the related mental processes required to
demonstrate emotional intelligence:


Appraising and Expressing emotions in self and others – is the ability to
identify and process the emotions underlying the volumes of information
that an individual may receive. It includes being able to speak clearly about
emotions and to make non-verbal expressions that can be appropriately
interpreted by others (for example, touching or hugging). These skills are
emotionally intelligent because they require the processing of emotional
information … and it is clear that some minimal competence at these skills is
necessary for adequate social functioning (pp 5 – 9).



Regulating emotions in self and others – is the ability to monitor, evaluate
and regulate emotions in self and others. This ability may include
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understanding the cause of a mood and therefore being able to replicate the
mood at a later date (for example, walking on the beach at sunrise creates a
positive mood, and thinking about this activity at another time creates the
same mood), regulating who you have contact with to maintain a positive
mood, or finding the silver lining in the situation. One can regulate the
emotions in others, for example, a speech maker can elicit strong emotions
in others, or a emotionally intelligent manager understands when to attend
or not attend to the emotions of others (pp 12 - 15).


Using emotions in adaptive ways – is the ability to take advantage of
emotions to solve problems and generate creative options, and to use
powerful emotions to generate energy (for example, using nerves to improve
a performance) (pp 15 – 16).

Figure 6: Mental processes required to demonstrate emotional intelligence (Mayer and Salovey 1990)

Mayer and Salovey further developed their model to address criticisms that it
includes adaptive behaviours (Ferres 2006 p 21) rather than intelligence and
therefore could not be described as a model of emotional intelligence. The revised
model (Mayer and Salovey 1997) sought to define the level of accuracy with which
one identifies emotions and emotional content and included the concept of thinking
about feelings rather than including the adaptive behaviours from the first model, to
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define the level of accuracy with which one identifies emotions and emotional
content, and to illustrate that the model develops from childhood to adulthood. The
enhanced definition:
Emotional intelligence involves the ability to perceive accurately, appraise, and
express emotion; the ability to access and/or generate feelings when they facilitate
thought; the ability to understand emotion and emotional knowledge; and the ability
to regulate emotions to promote emotional and intellectual growth (Mayer and
Salovey 1997 p 4)
Figure 7: Key dimension of the ability model of emotional intelligence illustrates the
main concepts of the enhanced model. The model defines the abilities of emotional
intelligence within four (4) skill dimensions. The first dimension Perception,
Appraisal, and Expression of Emotion involves identifying emotions and being able to
express these emotions through a variety of means (not only language) and being
able to discriminate between accurate/honest and inaccurate/dishonest expressions
of feeling. The second dimension Emotional Facilitation of Thinking involves the
ability to prioritise between emotions, and between other sensations and thoughts.
The third dimension Understanding and Analyzing Emotions is the ability to both
label emotions and to understand the relationships between emotions; and to
recognise simultaneous emotions and the transition between emotions (for example:
anger may stem from frustration or fear). The final dimension is Reflective
Regulation of Emotions in both self and others to promote emotional growth. (For a
full explanation of the model, see Mayer et. al. 2004, Mayer 1999, Mayer 2000,
Mayer 2001, Mayer et al. 1999, Mayer and Geher 1996, Mayer and Salovey 1997,
Mayer, Salovey et al. 2004, Salovey and Grewal 2005)
Mayer and Salovey (2003) claim the strengths of their model are that it outlines how
people think, decide, plan and create, it is skills based and it does not focus on
personality traits, and it is possible to measure emotional intelligence using an
objective, ability-based measure. The model has been validated and the four (4)
branches of the model are shown to be related, and completely separable (Mayer
and Salovey 1997, Mayer, Caruso et al. 1998, Mayer, Caruso et al. 1999). The
reliability and validity of the ability assessment will be explored later in the chapter.
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Figure 7: Key dimensions of the ability model of emotional intelligence (Mayer and Salovey 1997)

Mayer and Salovey (2004) also identify limitations in their theory as it is academic in
context and not readily adaptable to workplace management, and as such a new
development, the early empirical data currently did not support any form of
predictive validity. Critics of the model consider it to be strongly cognitive and
evaluating internal processes rather than external behaviour (Ferres 2006, Zeidner,
Matthews et al. 2012), it is implicit in the behaviours that are required to facilitate
emotional intelligence (Matthews, Zeidner et al. 2004, Zeidner, Matthews et al.
2012), and these behaviours do not require any special ability or type of intelligence
(Locke 2005). In order to be a form of intelligence, emotional intelligence must be
more than a preferred way of doing things. However, although the ability model
seems to equally include both emotions and intelligence at its core, and also implies
a number of abilities not included in the model are required, and infers that these
abilities form a cognitive intelligence through the use of information to solve
problems (Ferres 2006). The model does not reflect a hierarchy of abilities (Palmer
2007, Zeidner, Matthews et al. 2012), rather a hierarchy of components that the
authors propose are successively assimilated (Lyusin 2006). The model is also based
on an assumption that each of the components relates to both oneself and to others
(Lyusin 2006).
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The mixed-models of emotional intelligence
The ability model was quickly followed by a number of conceptualisations of
emotional intelligence (Goleman 1995, Bar-On 1997, Cooper and Sawaff 1997,
Weisinger 1998) that are described as vague and paying little attention to the
cognitive characteristics that typically underpin the traditional concepts of
intelligence and that subsequently led to the ability model (Petrides and Furnham
2000), and were subsequently differentiated in press by Mayer and Salovey as
mixed-models of emotional intelligence (Mayer and Salovey 1993). Mixed-models of
emotional intelligence are not critically endorsed because they are considered to
incorporate a wide range of personality variables that are expressly not considered in
the ability model (Salovey, Mayer et al. 2002, Matthews, Zeidner et al. 2004, Zeidner,
Matthews et al. 2012), are too broad in scope and do not differ enough from
personality and competency models to be described as emotional intelligence (Daus
and Ashkanasy 2003 p 69), and do not conform to the three criteria required to
classify an intelligence (Mayer, Caruso et al. 1999).
Although the mixed-models of emotional intelligence are not preferred by
researchers investigating the relationship between emotional intelligence and
performance, they are explored for two reasons: firstly, the Goleman model is
perhaps the most well-known of the models as a result of his international bestselling books (Mayer, Caruso et al. 1999), and secondly, the Bar-On assessment tool
is perhaps the most commonly used assessment for measuring emotional
intelligence (Zeidner, Matthews et al. 2012). The mixed-models of emotional
intelligence combine both abilities and individual qualities, such as personality and
motivation (Zeidner, Matthews et al. 2012), extend the ability model by adding other
psychological attributes (Caruso, Mayer et al. 2002, Salovey, Mayer et al. 2002), and
shift the emphasis to personality traits and competencies rather than cognitive
abilities (Lyusin 2006).
A competency perspective of emotional intelligence
In 1995, Goleman popularised the concept of emotional intelligence (FernandezBerrocal and Extremera 2006) and he sought to extend the ability model by using
neuroscience and other psychological theories to shape his classifications (Ferres
2006 p 24). He added several other components, specifically: zeal, persistence, and
social skills to include personality traits (Lyusin 2006), and suggested that neurology
provides a key not previously explored in the ability model (Goleman 1995). His key
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premise is that appropriate emotional responses can be learned rather than being an
innate ability and are expressed as competencies (Caruso 2003).
Goleman presents the concepts of two minds or brains. He proposes that people
have both a rational and an emotional brain, therefore it is not only an intellectual
quotient that will result in individual success, an individual also needs a high level of
emotional intelligence to harmonise the head and the heart (1995 p 29). The
emotional brain processes the immediate reaction to an experience and doesn’t take
time to consider or evaluate and can be categorised as the fight or flight response. It
is perhaps the radar for danger and is responsible for snap decisions. Goleman
describes the emotional brain as child-like and self-justifying, and emotional
thoughts are described as categorical (always back or white with no shades of grey),
personalised (centering oneself) and self-confirming (supressing facts that
undermine) (Goleman 1995).
The rational brain manages the human response to the emotional reaction and takes
longer to register as it has the ability to simmer, ponder, reflect and evaluate the
immediate emotional reaction (p x). It doesn’t decide what we should feel, rather it
controls the course of these reactions, for example, will you lose your temper, or will
you negotiate your way through the situation? Goleman proposes that cognitive
intelligence contributes about 20 per cent of our success and it is emotional
intelligence that predicts the remaining 80 per cent (1995 p 34). Emotional
intelligence, as defined by Goleman (1995 pp 34-39) is the:
“ability to motivate oneself, and persist in the face of frustration … control
impulses and delay gratification … regulate one’s mood … empathise and
hope …”
As suggested by the categorisation of a mixed-model, the model includes behaviours
that are not be classified as emotional intelligence, for example, persistence.
Goleman’s original model proposed 25 competencies sorted into five (5) higher order
clusters: self-awareness; self-regulation; motivation; empathy and social skills (1995).
In developing the revised editions, Goleman has substantially reworked his model to
create four (4) higher order constructs: self-awareness, self-management, social
awareness and relationship management as illustrated in Figure 8: High order
clusters of the competency model of emotional intelligence. Goleman believed this
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represented a practical application that should enable the development of emotional
intelligence within the work environment.
The Goleman model of emotional intelligence, and the claims it underpins have been
soundly criticised. Zeidner (2012, p 121) for example describe the model as a
“lemon”. It is criticised it for tapping into the domain of personality and
achievement-motive theory (Mayer, Salovey et al. 2000), for failing to meet the
criteria for effective measurement (Ferres 2006, Zeidner, Matthews et al. 2012), and
because the competencies of the model are ambiguous (Matthews, Zeidner et al.
2004 p 379). The model seems to be attempting to describe a personality type that
may be successful in the workplace rather than defining emotional intelligence. The
concept of learned competencies is essential to this model as each of the four
dimensions are the basis for developing other learned abilities or competencies
required in the workplace (Fernandez-Berrocal and Extremera 2006), and these
learned competencies are what makes one person more effective in the workplace
than another.

Figure 8: High order-clusters of the competency model of emotional intelligence (Goleman 1995)
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A trait approach to emotional intelligence
The Bar-On model was the product of doctoral research attempting to develop a
theoretical basis for the assessment of various aspects of the ability model construct
(Bar-On 2006). In a wider and more comprehensive view (Fernandez-Berrocal and
Extremera 2006) it defines emotional intelligence as non-cognitive abilities,
knowledge, and competencies that enable a person to successfully deal with various
life situations (Lyusin 2006 p 56), and the model stressed the importance of
emotional expression and considered the outcomes of this expression in terms of
effective adaption and comprises the following key components (Bar-On 2006 p 3):
a) the ability to recognise, understand and express emotions and feelings;
b) the ability to understand how others feel and relate with them;
c) the ability to manage and control emotions;
d) the ability to manage change, adapt and solve problems of a personal and
interpersonal nature; and
e) the ability to generate positive effect and be self-motivated.

Figure 9: Key dimensions of the trait model of emotional intelligence (Bar-On 1997)
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Figure 9: Key dimensions of the trait model of emotional intelligence, illustrates the
five (5) key dimensions of the model. Critics of the model suggest that generating
positive effect and self-motivation are not aspects of emotional intelligence, rather
they are personality traits. The model is criticised for straying into the domain of
personality and achievement-motive theory (Mayer, Salovey et al. 2000). Bar-On
(2006) believes that to be emotionally and socially intelligent is to be able to
effectively understand and express oneself, to be able to understand and relate well
with others, and to successfully cope with the daily demands of work and the
challenges or pressures this presents. This suggests that the foremost ability in the
emotional intelligence hierarchy is to understand oneself, and to then be aware of
others. By proposing an alternative definition for intelligences as “describing the
aggregate of abilities … that … represent a collection of knowledge used to cope with
life effectively … the adjective “emotional” is employed to emphasize that this … type
of intelligence differs from cognitive intelligence” (Bar-On 1997 p 15) he shifts the
level for satisfying the criteria for actual intelligence.
It is proposed that it is the type of measurement rather than the theory that
determines the model (Petrides and Furnham 2000 p 314). Therefore as the trait
model is concerned with measuring behavioural tendencies and consistencies, and
self-perceived abilities that are identified as specific traits rather than abilities, for
example, empathy, assertiveness and optimism, they should be investigated within a
personality framework (Salovey, Mayer et al. 1995, Petrides and Furnham 2001); as
opposed to information processing which concerns abilities, for example able to
identify, express and label emotions which should be studied as a psychometric
intelligence (Petrides and Furnham 2001). Trait emotional intelligence is also
considered to present an overarching personality factor that represents a person’s
emotional self-confidence (Petrides, Perez-Gonzales et al. 2007) rather than their
emotional intelligence; and emotional intelligence traits, like conventional
personality traits, represent a style of behaviour that maybe appropriate and
adaptive in some contexts and not in others (Zeidner, Matthews et al. 2012).
The mixed-models are perhaps popular because they include a number of
personality traits that resonate with human resource practitioners as they provide a
description of the behaviours that might demonstrate emotional intelligence and are
therefore easily aligned with behavioural interviewing techniques (Caruso, Salovey et
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al. 2003), and they are considered to be very broad in concept and to have strayed
from the constructs of intelligence (Webb, Schwab et al. 2013 p 150).

Measuring emotional intelligence
As discussed above, in order to define emotional intelligence as a form of intelligence
there needs to be a clear definition, a measurement that distinguishes it from other
forms of intelligence, and an application to other aspects of life. Each of the models
outlined above provide a definition of emotional intelligence from their perspective,
and as will now be explored, they all have assessment tools that purport to measure
what it is they define. In order to reliably and validly measure emotional intelligence,
the assessment tools should be meeting best practice criteria (Brackett and Mayer
2003, Goldenberg, Matheson et al. 2006, McEnrue and Groves 2006, Zeidner,
Matthews et al. 2012 pp 40 - 42) in that they are measuring what is claimed, and
they are measuring this reliability across all dimensions of the test, predicting
practical outcomes of life, and considering the intended and unintended
consequences of the test interpretation and application. As is outlined below,
despite the claims of the authors, critics do not believe the assessments meet best
practice criteria.

Ability testing for emotional intelligence
Ability testing for emotional intelligence is similar to ability testing for cognitive
intelligence in that there are correct answers for a candidate to give to a series of
questions. The first of the ability tests designed was the Multifactor Emotional
Intelligence Scale (MEIS) (Mayer, Caruso et al. 1998, Mayer, Caruso et al. 1999)
which claimed to measure the abilities defined as emotional intelligence and show a
unique variance between emotional intelligence and cognitive intelligence (Mayer,
Caruso et al. 1999 p 123). The correct answer is drawn from the responses of three
groups:


a consensus group which agreed on the correct answer, and



experts in the criteria of emotional responses based on their understanding
of philosophy and psychology, and



a target group who report the emotion/s they were feeling or expressing at
the time of participating in the question design (Mayer, DiPaolo et al. 1990).
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The report lists individual levels of competence against each criteria of the ability
model (perception, appraisal and expression of emotion, emotional facilitation of
thinking, understanding and analysing emotion, employing emotional knowledge,
and reflective regulation of emotions to promote emotional an intellectual growth
(Wolfe 2008). The designers of MEIS attempted to improve the psychometric
qualities of the MEIS in the Mayer-Salovey-Caruso Emotional Intelligence Test
(MSCEIT) (Mayer, Salovey et al. 2001, Brackett and Salovey 2006), which sought to
demonstrate greater reliability and validity in testing for emotional intelligence
rather than any other form of intelligence (Mayer, Salovey et al. 2003). In 2006, a
detailed examination of the MSCEIT V0.2 concludes that the test has discriminant
validity from other tests; sufficient evidence that it measures a different construct to
other emotional intelligence assessments; and cautiously yet optimistically
encourages several lines of research using the tool (Brackett and Salovey 2006).
Critics of MEIS and MSCEIT challenge both the validity and reliability of the tests on
the grounds that:


it is difficult to objectively score a correct response as responses will vary
according to the individual and the situation, and



the expert group may not have diverse representation and may therefore
reflect cultural consensus rather than any special expertise (for example, the
experts selected by Mayer and Salovey were predominantly male, white,
middle-class, western and highly educated), thus failing to provide a
scientific standard for the accuracy of consensus and expert scores
(Matthews, Zeidner et al. 2004, Zeidner, Matthews et al. 2012).

The test also requires a high level of verbal processing as one must be able to read
the questions and answers, and process this verbal information, thus impacting
upon the reliability of the tool (Matthews, Zeidner et al. 2004 p 196).
Although the MSCEIT V0.2 was designed to improve the validity and reliability of the
MEIS and the MSCEIT, Matthews, Zeidner et al. consider that they are in fact lower
that the original, and question whether this tool can be used for a practical nature,
for example, selecting candidates using test scores (2004 p 198). They also criticise
the relationship between the factor analysis used and the consensus scoring as this
excludes the top 10 per cent of difficult items that only the most able candidates will
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be able to select, and for which the consensus answer will always say is incorrect.
They therefore suggest the MSCEIT is perhaps more effective in screening for
emotional stupidity rather than discriminating levels of intelligence for those who
are emotionally gifted (2004 p 201). The authors of the MEIS and MSCEIT have not
published a correlation between the new and old version to demonstrate what is
being assessed each time and to build a consensus of information about subject
being tested, so it is completely possible that the assessments are testing for and
evaluating completely different concepts (Zeidner, Matthews et al. 2012).

Self-report surveys of emotional intelligence
The authors of the mixed-models of emotional intelligence have used self-report
surveys as the basis for their assessment tools (Bar-On 1997, Boyatzis, Goleman et al.
2000) and before exploring these specific surveys the general conversation regarding
self-report surveys is considered. A self-report survey provides an individual the
opportunity to answer a set of questions as honestly as possible (Zeidner, Matthews
et al. 2012) and in the context of an emotional intelligence self-report, to respond to
questions about how they believe they respond/react in specific situations. Selfreport surveys are often used because they are quick and easy to administer and
more recently are available on-line. The conversation surrounding self-report
surveys raises a number of issues regarding the validity and reliability of the tools.
While the test designers claim that these reports are designed to assess actual levels
of emotional intelligence, critics suggest the best they can hope to measure is an
individual’s perceived level of emotional intelligence as it relies upon the individual’s
evaluation of their own performance or perhaps their typical attitudes as there is a
serious question as to whether one can be unbiased about their own emotional
intelligence skills (Zeidner, Matthews et al. 2012), and there are zero and sometimes
negative correlations with intelligence (Roberts, MacCann et al. 2010) or
performance (Brackett, Rivers et al. 2006). One can compare this approach to asking
… How good are you at algebraic equations? … rather than asking someone to
actually solve an algebraic equation (Barsade and Gibson 2007 p 40).
Critics also question whether the mixed-model approach to emotional intelligence
overlaps with other personality measures, thus leading to issues with the construct
validity (whether the test is measuring what it claims to measure) (Brackett, Mayer
et al. 2004, Roberts, MacCann et al. 2010). It is also entirely possible that the
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respondent does not have sufficient insight into their own emotional intelligence to
be able to reasonably respond to the questions (Dunning, Heath et al. 2004, Zeidner,
Matthews et al. 2012), and those with little emotional intelligence may have an
equal inability to recognise that fact as the insight necessary to recognise this
requires emotional intelligence (Dunning, Heath et al. 2004). If asked to respond to
… how intelligent are you? … it is possible to imagine that the responses will range
from the modest to the ridiculous when compared to the daily observations of the
respondent, and it is not unreasonable to imagine that the responses to … how
emotionally intelligent are you? … will be equally diverse.
The very nature of a self-report survey indicates that other respondents are not
included and it is therefore possible for the respondent to distort their answers to
meet what they perceive will be the requirements of the assessor (Zeidner,
Matthews et al. 2012), for example the respondent may believe that empathy is not
required for a position in law enforcement and respond to the survey accordingly in
a deliberate attempt to distort their answers. Gignac (2010 p 132) takes these
criticisms one step further when stating: in fact, a survey of the literature does not
reveal any mixed-model or ECS-like assessments that have been shown to be
associated with an internal consistency reliability of .95 or higher: the desired level
for applied settings. With these criticisms of self-report surveys in mind, the
individual tools developed by Bar-On and Goleman are discussed.
A trait measure of emotional intelligence
The Bar-On model of emotional intelligence is operationalised by the Emotional
Quotient Inventory (the EQ-i), which has the distinction of being the first measure of
emotional intelligence to be published by a psychological test publisher and is now
available in 30 languages (Fernandez-Berrocal and Extremera 2006), and consists of
15 emotional intelligence subscales that define five (5) higher order dimensions
(intrapersonal; interpersonal, adaptation, stress management, and general mood).
The EQ-i report provides a measure of overall emotional intelligence and scores
against each of the five (5) dimensions, and includes validity measures to identify
when participants are responding randomly or distorting their responses to appear
more or less favourably to the administrator (Matthews, Zeidner et al. 2004). The
EQ-i design and research is noted for its thoroughness and use of large and diverse
samples in test development and validity (Matthews, Zeidner et al. 2004 p 213), and
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criticised because the tool is measuring concepts such as self-esteem, empathy and
impulse control that are not a specific or true ability of emotional intelligence
(Matthews, Zeidner et al. 2004, Zeidner, Matthews et al. 2012). It correlates with
personality measures (Van Rooy, Viswesvaran et al. 2005), and questions regarding
validity and reliability suggest the performance falls short of the claims made by the
developers and is therefore of little value for personnel selection, academic
achievement or cognitive ability (Matthews, Zeidner et al. 2004, Zeidner, Matthews
et al. 2012 pp 115 - 118).
A competency measure of emotional intelligence
Goleman developed the Emotional Competence Inventory (Goleman 1998) to
operationalise his model of emotional intelligence by measuring the 25
competencies of his model. His instrument allows for the participant, their manager,
direct reports and peers to review and this 360 degree evaluation should provide
strength for application in real life environments (Zeidner, Matthews et al. 2012 p
121). However with no peer reviewed literature, and with questions regarding the
strength of the tool against each of the best practice requirements, the scale is not
considered to meet the standards deemed essential of sound scientific measurement
(Zeidner, Matthews et al. 2012). In fact, the earlier self-report tool developed by
Goleman is held up as a more reliable and valid tool for having undergone the
scrutiny of scientific review while the ECI is described as a lemon and not a valid or
reliable tool in the marketplace (Zeidner, Matthews et al. 2012 p 121). The ECI 2.0 is
based on 360o methodology and shows evidence of validity and reliability, although
less empirical support than other approaches (Boyatzis, Goleman et al. 2000, Sala
2002), and appears to be a good predictor of leader job performance (Bradberry and
Su 2006).
A typical performance measure of emotional intelligence
As identified above, the ability and self-report measures have been designed to
identify the highest performance an individual can provide at a specific moment in
time. This specific moment in time does not recognise issues that may be impacting
upon an individual, or that the measurement may change at different times. The
emotional intelligence measurement, or score, is treated as though it is a very static
measurement of emotional intelligence. Gignac (2010) asserts that it is more
important to understand how an individual typically performs, or is most likely to
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behave over a wide range of experiences, as it may not be important to have an
individual with a high level of emotional intelligence at a specific time, rather it is
important to have an individual able to apply a consistent level of emotional
intelligence in a variety of situations over a period of time. In response to this
understanding of emotional intelligence Gignac, in concert with colleagues,
developed the GENOS EI (Palmer and Stough 2005, Palmer 2007, Palmer, Gignac et
al. 2007) which was specifically designed to measure the typical emotional
intelligence performance of an individual (Gignac 2010 p 134) through a 360o
assessment providing comment with regard to specific tasks and the individual’s
behaviour and performance over time and a variety of situations rather than for a
specific incident or occasion.
They also aim to predict how an individual will perform in the workplace by
identifying clear disconnects between individual self-reporting and actual workplace
behaviour (manager, peer and subordinate reporting). The GENOS EI, also referred
to as the Swinburne University Emotional Intelligence Test (SUEIT), claims to
measure emotional self-awareness, emotional expression, emotional awareness of
others, emotional reasoning, emotional self-management, emotional management
of others and emotional self-control. The GENOS EI report does not present a total
score as the relevant information is gained from an analysis of the sub-scores to
provide greater insight into the typical performance of an individual than could be
derived from an individual score (Gignac 2008). The sub-scores are designed by
focus groups of HR professionals who identify that they are searching for a simple
model that is quick and easy to administer and which provides a report with a
development focus (Gignac 2008). However, as the GENOS EI also offers a selfreport assessment that is often used as a stand-alone report of emotional
intelligence without any inclusion of the other reports to provide a comparison of
how the candidate actually behaves, it has the same limitations as were discussed
above.
In summary, the concept of emotional intelligence does not yet have a clear
definition, and when using the term, one may be referring to ability, competency, or
trait, or perhaps a mix of all three; and because the concept is confused the
measurement tools remain open to challenges of reliability and validity as it is
unclear exactly what is being measured. Within this confusion there are some
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assumptions that remain consistent. The first is that emotional intelligence enables
an individual to understand and manage their own emotions and those of others,
herein referred to as a two-dimensional concept of emotional intelligence. The
second is that, similar to cognitive intelligence, this two-dimensional concept of
emotional intelligence can be measured. These scores are independent of external
factors that may be impacting upon the participant, and because they are
independent of other factors, they will remain consistent for individuals over time.
For example, throughout the duration of a longitudinal study the emotional
intelligence scores of participants are not retested. This concept is herein referred to
as “static” emotional intelligence. The third is that an individual can be taught how
to use this intelligence more effectively (for example, as child can be taught algebra,
they can be taught how to solve difficult emotional situations).
These assumptions are carried into this research as there is no reason to challenge
them as the research conversations all adhere to them. The early research
conversations are also consistent in research approach, paradigm and methodology
as they continue to seek a definitive definition to the two-dimensional concept of
emotional intelligence that can be reliably and validly measured. This quantitative
approach is essential to place the concept of emotional intelligence into a scientific
paradigm, and it leaves a gap in understanding the concept from another
perspective. This gap in understanding means that there is no clear understanding of
how the two-dimensional concept of emotional intelligence manifests in an
individual, specifically within a work place. Existing conversations are empirical in
nature and are not considering the shared lived experiences of the participants.
Understanding emotional intelligence and how it manifests in an individual is the
focus of this research.
The second stage of the literature review, presented below, explores how emotional
intelligence is developed, how it relates to work performance, and how it has been
used to predict work performance.

Development of emotional intelligence
Before considering the relationship between emotional intelligence and work
performance, it is important to understand how the major theorists consider
emotional intelligence is developed as this conversation impacts upon the
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application of emotional intelligence to life situations and how it is considered in a
research context. Mayer and Salovey (1997) contended that as a cognitive ability,
emotional intelligence develops or matures with age and life experience in much the
same way as cognitive intelligence would; whereas Bar-On (2006) and Goleman
(1998) and others (Boyatzis 2005, Boyatzis, Smith et al. 2013) consider that
emotional intelligence is developed and improved through formal training and
development practices, and Zeidner (2012) proposes that nature, through nurture,
will develop emotional intelligence.
Mayer and Salovey (1997) propose that for each dimension of emotional intelligence
an individual develops from a basic level to a more advanced level, and those with
high emotional intelligence are able to develop to the highest level of each
dimension. These abilities emerge relatively early in life, and at the least developed
stage are poorly integrated, and at the later stages are more closely aligned with
adult personality, more integrated and less distinct. Thus, we might expect children
to learn how to accurately understand and express their emotions, and as they
develop their ability they are able to discriminate between emotions and to integrate
thinking, analysis and regulation of emotions. The major premise in the literature
appears to be that emotional ability develops along a continuum, much the same
way as cognitive ability is developed.
Goleman (1998) focuses his attention on the development of emotional intelligence
in a work context, and contends that emotional learning commences in the youngest
infants and continues throughout childhood as the brain grows to about two-thirds is
maximum size in the first three to four years of life, and into adult life. Rather than
predicting performance, emotional intelligence determines the potential for learning
the practical skills for demonstrating emotional competencies which show how much
of the potential is translated into on-the-job capabilities (1998, p 24-29). The major
premise is that because emotional intelligence only provides the backdrop for
competencies that are associated with effective performance at work, therefore
appropriate development opportunities are essential to facilitate emotional
competencies and without appropriate lessons an individual may not be able to
demonstrate the emotional competencies necessary for work.
As the conversation linking emotional intelligence to performance develop, the focus
shifts from developing emotional intelligence to the capturing of the underlying
47

competencies of emotional intelligence so that these competencies can be actively
targeted and developed in a work environment. Goleman (1998) proposes that
individuals have a profile of strengths and limits, and as long as the strengths exist in
a least six or so of the competencies, and are spread across all areas of emotional
intelligence, the ingredients for outstanding performance are in existence, whereas
Boyatzis (2000, 2002, 2009, 2013) explores the design of work competencies to
capture the broader concepts of emotional intelligence and Reeve (2009) introduces
the concept of motivation and emotions to this conversation by suggesting that the
relationship between emotions, emotional intelligence and decision making rather
than individual competencies and development was more important for the
development of emotional intelligence.
Zeidner (2012) adds to this conversation by conceptualising the development of
emotional intelligence through three (3) different and interacting processes that
include biologically programed modulation, use of behavioural strategies for selfcontrol, and use of planned self-regulation (p 143). This conceptualisation suggests
that nature impacts emotional development via nurture, for example, the
development of the child will be influenced by how significant others react and
respond to situations, therefore emotional competencies are determined largely by
the way environmental forces impinge on the developing child’s biological
constitution (p 145). The significant premise is that emotional intelligence requires
external reaction or input to guide development.
This conversation again considers emotional intelligence as a two-dimensional
construct that can be measured, and it can be developed throughout a life time in
the way that cognitive intelligence can be developed. This conversation assumes
that everyone has a degree of emotional intelligence, and that with the relevant
development can use more effectively or efficiently in a variety of environments.
The conversation now shifts to consider how emotional intelligence and
achievement of potential are linked within the context of work performance.

Emotional intelligence and achievement of
potential
The following overview follows the threads of contemporary conversations linking
emotional intelligence and achievement of potential, and notes that while the
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majority of research considering emotional intelligence and performance is valid and
reliable, there is also a large body of work this research does not include as it is
outlandish in its claims and unsupported with reliable or valid evidence and has been
retracted by its authors (Cooper and Sawaff 1997, Weisinger 1998, Cherniss and
Goleman 2001), or it is designed to “sell” specific products or services. The sheer
volume of work that has been published addressing the relationship between
emotional intelligence and work performance or aspects of work performance has
also been restricted to the work of recognised authors from recognised institutions
and, where available, meta-analyses to provide an overview of the conversations
rather than a detailed evaluation of the conversations as the detailed evaluation is
not required for this research. The following summary also notes that the research
most consistently described as valid and reliable has used either the ability or the
Bar-On models of emotional intelligence as their basis, as many consider Goleman’s
competency model to be sensational and to have done considerable harm to the
field (Zeidner, Matthews et al. 2004, Antonakis, Ashkanasy et al. 2009, Zeidner,
Matthews et al. 2012).
The conversations linking emotional intelligence and educational (Salovey and
Sluyter 1997, Mayer and Cobb 2000), work, health and social outcomes is initiated as
researchers seek to explain the variances in performance outcomes that cannot
reliably be explained by cognitive intelligence (Hunter and Hunter 1984, Neisser,
Boodoo et al. 1996, Goldstein, Zedeck et al. 2002, Schmidt and Hunter 2004, Hunt
2011). The earliest claims are that emotional intelligence aided one’s ability to cope
with environmental demands and pressures (Bar-On 1997), enables participants to
infuse products with feelings and aesthetics (Mayer 2001, Brackett, Mayer et al.
2004), and facilitates more interesting and assertive ways of communicating
(Goleman 1998). When Bar-On (1997) initially sought to establish a connection
between emotional intelligence, work performance and job satisfaction (or
engagement) he was criticised for only tapping into feelings of competence rather
than a measured competence or actual performance (Zeidner, Matthews et al. 2004,
Zeidner, Matthews et al. 2012). While many researchers attempt to associate
emotional intelligence with workplace outcomes, neither Goleman (1998) nor Mayer
and Salovey et al. (Mayer, Caruso et al. 1998) as authors of the concepts, make this
claim, rather they claim that emotional intelligence provides the backdrop for
competencies that can be associated with improved workplace outcomes.
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For years the assumptions underpinning research into work performance and
improvements in work performance are that workplaces are considered logical,
rational and orderly and the role of emotions were deemed less critical to success
than cognitive abilities (Ashkanasy, Hartel et al. 2002), therefore rational decision
making is more important than emotional decision making. Rational decisionmaking, the conscious exploring of advantages and disadvantages or cost and
benefits for every alternative and making a rational calculation of these, requires
considerable time and ability, and is thus an implausible process in an active and
busy work environment (Zeelenberg, Neilssen et al. 2008). Emotions make the
rational decision-making process easier and more time effective as they restrict the
amount of information the decision-maker will consider and focuses the on relevant
aspects of the decision (Hanoch 2001) and provide the motivation for obtaining
specific outcomes (Gifford 2002). Therefore, it is emotions that influence how the
decision-maker weighs up various options and identifies the relative advantage or
disadvantage of each option to commit to a certain course of action as the past
experiences of one emotion help over-rule the goals associated with other emotions
(Zeelenberg, Neilssen et al. 2008). According to Brotheridge and Lee (2008)
emotional skills are considered important for managers as the purely rational
manager has been replaced by the person who is capable of establishing and
nurturing positive relationships through their effective management of their own
emotions and those of others. Hess and Bacigalupo (2011), building on the initial
concepts of development discussed by Goleman (1998), take the conversation
further by concluding that instructing and aiding individuals and groups to use
emotional intelligence skills improves their decision-making, and Koven (2011) found
that higher levels of emotional intelligence are associated with more ethical
decisions; although individuals may not be aware of the process/s they have used to
make these decisions (Zeidner, Matthews et al. 2003), and it may not predict
behaviour (Antonakis 2004).
Emotional intelligence has been discussed as a process that develops in a continuum
over a life-time of experiences (Goleman 1995, Mayer 2000, Zeidner, Matthews et al.
2012) to enable the individual to effectively use the ability they were born with,
therefore it is possible to provide appropriate training and development (Payne
1983/1986, Tomic and Kingma 1998, Frayne and Geringer 2000, Cherniss and Caplan
2001, Sala 2002, Schutte, Malouff et al. 2013) to enable individuals to effectively
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demonstrate and use the competencies that are identified as effective in the
workplace (Pekrun and Frese 1992, Bardzil and Slaski 2003, McEnrue, Groves et al.
2009). Throughout this conversation the two-dimensional concept of emotional
intelligence is not challenged as it is seeking to contribute to the scientific discovery
of emotional intelligence therefore its empirical basis continues to ignore the shared
lived experiences of the participants.
In seeking to identify an explanation for work performance that cannot be justified
by cognitive intelligence alone, research has continued to explore a link between
emotional intelligence and work performance. The initial suggestions came from
Bar-On (1997) as he claims that emotional intelligence is strongly linked to job
performance and seeks to understand the cost effectiveness of using emotional
intelligence assessments in the recruitment process (Bar-On 2010). More recently
the conversation has continued and strengthened as Christiansen and Janovics
(2010), for example, identified a small (and significant) relationship between the
MSCEIT emotional intelligence ratings and reported performance for graduates.
Slaski and Cartwright (2002) reported significant links between higher self-reported
emotional intelligence and performance, good health, morale, reduced distress,
quality of work/life and reduced stress, although this work is criticised for using an
organisational framework that has limitations (Ferres 2006). Palmer et al. (2012)
considered emotional intelligence within an Australian context and suggest that
emotional intelligence may be related to occupational success, although the focus of
the study on only senior executives may have had an important influence on both
emotional intelligence and drive for success (Ferres 2006).
The relationship between emotional intelligence and improved job performance,
lower levels of stress and absenteeism, and greater occupational commitment
reported by Nel, De Villiers et al. (2003) who stated that emotional intelligence
explained between 43 to 60 per cent of the variance in job performance. As the
research design and assessment tools improve, the relationships between emotional
intelligence and work performance becomes stronger, for example Dulewicz and
Higgs (2000) using a personnel department evaluation of staff performance
identified a moderate correlation between emotional intelligence and performance
of call-centre staff, and Day and Carroll (2008) reported that MSCEIT emotional

51

intelligence ratings can predict individual task performance; and Palmer et al (2012)
also identifies a link between emotional intelligence and improved job performance.
While these individual studies point towards a relationship between emotional
intelligence and job performance, the relationship is more solidly identified in a
series of meta-analyses of the topic. Van Rooy, Viswesvaran et al. (2005) undertook
an early meta-analysis and note that as little work had been done regarding the
relationship between emotional intelligence and work performance at the time of
their data gathering they expand their net to include on-work outcomes such as
academic, sporting and health outcomes. They separate the employment samples
from the non-work samples and find that emotional intelligence predicts
performance in work settings. Joseph and Neuman (2010) conclude that jobs high in
emotional demands and performance based had incremental validity above both
personality and cognitive ability, self-reported ability measurers and self-reported
mixed-model measures of emotional intelligence were used. O'Boyle, Humphrey et
al. (2011), increasing the data set from Joseph and Newman by some 65 per cent
illustrate the proliferation of work in the area as they consider some 1160 empirical
and quantitative articles. They conclude that emotional intelligence, identified with
either commercially available tests, the abilities test based on the Mayer and Salovey
ability model, and the self-reported tests based on the Mayer and Salovey ability
model, incrementally predict job performance over and above cognitive intelligence
and personality measures. Perhaps the last word can be attributed to MacCann
(2011), who was asked to evaluate emotional intelligence as fad or fact. She states
that the research results indicate that somewhere between 3 – 7 per cent of
performance can be attributed to emotional intelligence. These results are not
insignificant as they can equate to four weeks per year of additional performance
from an individual with high emotional intelligence.
Zeidner, Matthews et al. (2012) suggest three (3) reasons why emotional intelligence
may be correlated with job satisfaction and performance:


as one aspect of emotional intelligence is the ability to appraise and
understand the emotions of others, and then use this information to
manage the emotions of others to enhance working relationships, it may be
that those with high emotional intelligence are able to boost their own
morale and that of the group (p 265);
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those with high levels of emotional intelligence are reported to be better at
regulating and managing their own emotions and thus able to change their
thinking about a stressful or unpleasant experience and motivate
themselves (p 265); and



supervisors with high emotional intelligence are reported to be more
effective at managing the negative emotions of others and thus motivating
them for the work environment, and fostering a positive working
environment (p 266).

Again, the assumptions underpinning this research are that emotional intelligence is
a two-dimensional construct that can be effectively measured. The research also
assumes that the measurement at a given time is not impacted by issues external to
the workplace, and will not alter throughout the longitudinal nature of the research.
For example, those with high levels of emotional intelligence will always be able to
regulate and manage their emotions effectively in much the same way that those
who can solve algebraic problems easily will always be able to do so. It is also
assumed that emotional intelligence is a positive attribute that will be used to
positive advantage.
Although the meta-analyses suggest a relationship between emotional intelligence
and work performance, other conversations explore the relationship between
emotional intelligence and sub-sets of work performance and improved performance
in the workplace, for example:


job satisfaction (Ealias and George 2012) and engagement where high
emotional intelligence employees may require autonomy in decision-making
to be satisfied and committed in their work environment (Abrahan 2005),
and with role behaviour and job satisfaction (Bateman and Organ 1983,
Organ 1988, Wong and Law 2002, Komati and Ross 2013, Manchada 2014);



career commitment and decision-making (Brown, George-Curran et al. 2003)
and job insecurity (Jordan, Ashkanasy et al. 2002);



conflict management (Jordan and Troth 2002)and the relationship between
problem solving, self-awareness and self-regulation (Rahim and Minors 2003,
Ayoko, Callan et al. 2008) and negotiation (Foo, Elfenbein et al. 2004);



the positive association between self-awareness, self-regulation, empathy,
social skills and motivation which are all positively associated with problem
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solving strategies (Rahim and Psenick 2002, Lopes, Salovey et al. 2005,
Newman and Joseph 2010);


career advancement where emotional intelligence explained a variance in
interview outcomes (Fox and Spector 2000), and a variance above the
predicted advancement for cognitive intelligence (Dulewicz and Higgs 2000,
Moorehouse 2007, Rode, Arthaud-Day et al. 2008), job dedication (Law,
Wong et al. 2004), and promotion and remuneration (Lopes, Grewal et al.
2006) where emotionally intelligent employees received greater merit
increases and held higher positions than their counterparts;



success in specific roles, for example, service-based roles (Daus 2006) and
roles where customer orientation is critical (Rozell, Pettijohn et al. 2004),
although the nature of these links varies from occupation to occupation
(Matthews, Zeidner et al. 2004);



performance ratings where emotional intelligence has a direct relationship
to higher performance ratings (Yammarino and Waldman 1993) and
facilitates the management of performance (Dries 2013), as well as the
reported performance in graduates (Christensen, Janovics et al. 2010);



a willingness to adapt to change (Vakola, Taousis et al. 2004), and to manage
stress and commitment (Vakola, Taousis et al. 2004); and



general performance (Campbell 1990, Neuman and Wright 1999, Douglas,
Frink et al. 2004, Druskat, Mount et al. 2005, Cartwright and Pappas 2007,
Dubrin 2010), team effectiveness (Neuman and Wright 1999) and individual
performance (Reis, Brackett et al. 2007).

Again, the assumptions underpinning these conversations are that emotional
intelligence is a two-dimensional construct with a measurement that is not
influenced by issues outside the workplace and that remains static across the
duration of the research as it is not retested at different stages of the research.
Emotional intelligence is also a positive attribute that is associated with positive
outcomes. In the above research the association between emotional intelligence
and individual performance is under consideration, and as this conversation was
developing, a separate conversation thread was developing that considers the
relationship between emotional intelligence, cognitive intelligence and effective
leadership (for example: Bass and Avolio 1994, Conger 1999, Barling, Slater et al.
2000, George 2000, Bass 2002, Caruso, Mayer et al. 2002, Caruso, Salovey et al.
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2003, Daft and Pirola-Merlo 2009, Davidson, Simon et al. 2009, Chopra and Kanji
2010, Dalglish and Miller 2010, Harms and Crede 2010, Rosen, Harris et al. 2011,
Cavazotte, Moreno et al. 2012). Emotionally intelligent leadership is also linked with
the achievement of organisational outcomes (Boyatzis 1982, Bass and Avolio 1994,
Ashkanasy and Tse 2000, Ashkanasy and Daus 2005, Spangenberg and Theron 2005,
Stopper 2005, Antonakis, Ashkanasy et al. 2009) as leaders need flexibility,
inspiration, to be future oriented. Their cognitive intelligence, particularly under
stressful situations, has not shown to be a good predictor of successful leadership
(Judge, Colbert et al. 2004, Wang, Oh et al. 2011) or leadership decision-making
(Campbell, Whitehead et al. 2009). Aspects of transactional leadership (idealised
influence, inspirational motivation and individualised consideration) will differ
according to the level of individual emotional intelligence (Barling, Slater et al. 2000).
The topics of the conversations shift away from the organisation to the individual to
consider the relationship between emotional intelligence, individual performance,
and individual stress levels (Nikolaou and Tsaousis 2002, Rahim and Psenick 2002,
Slaski and Cartwright 2002, Matthews, Deary et al. 2003, Oginska-Bulik 2005,
Matthews, Emo et al. 2006, Schutte and Loi 2014). For example Slaski and
Cartwright (2002) reported significant links between higher emotional intelligence
and performance, good health, morale, reduced distress, quality of work / life, and
reduced stress, although they were criticised for identifying a relationship between
intrapersonal emotional intelligence and work performance and rather than
between interpersonal emotional intelligence and work performance (Ferres 2006).
In the same year Rahim and Psenick (2002) reported that self-awareness is positively
associated with self-regulation, empathy and social skills; self-regulation is positively
associated with empathy and social skills; and empathy and social skills are positively
associated with motivation which in turn is positively associated with problem
solving strategy and negatively associated with bargaining strategy (p 302). Nikolaou
and Tsaousis (2002) reported moderate links between emotional intelligence, stress
and commitment (or engagement). These findings are reinforced by the recent work
of Schutte and Loi (2014) who identified that high emotional intelligence leads to
better mental health, more work engagement, more satisfaction with social support
in the workplace and more perceived power in the workplace. Again, these
conversations are based on the measurable, two-dimensional construct of emotional
intelligence as there is no suggestion that this is inappropriate.
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While conclusions are being drawn about the positive relationship between
emotional intelligence and work performance, promotion, remuneration and the
development of competencies, there is a competing conversation that suggests the
research has inconsistent results that are difficult to generalise across large
populations due to the small sample size and limited professional groups (Zeidner,
Matthews et al. 2004, Jordan, Ashkanasy et al. 2007, McEnrue, Groves et al. 2009),
and the correlations, when they are identified are typically small in magnitude
(Zeidner, Matthews et al. 2012). While the meta-analyses undertaken (e.g. O'Boyle,
Humphrey et al. 2011) do not suggest publication bias there is always the potential
that authors attempting to publish results that are contrary to the contemporary
consensus of the research community may have difficulty doing so (Bosch,
Steinkamp et al. 2006, McDaniel, Rothstein et al. 2006). As the empirical and
quantitative nature of the studies has also been significant to the meta-studies, it is
also possible that work not using this approach is not considered appropriate and the
subsequent findings are ignored.

Assumptions underpinning contemporary research
In summary, the contemporary conversations around emotional intelligence are
focused on clearly defining and measuring emotional intelligence to enable an
evaluation of its relationship to everyday activities. The models all propose a twodimensional concept that one applies to oneself and to others:
We see them as they are, not as we are.
The ability model of emotional intelligence seeks to demonstrate a divergence from
cognitive intelligence, and in doing so falls into the trap of describing the behaviours
one might exhibit if one was demonstrating emotional intelligence. While the mixedmodels do not make any claims of a separate intelligence, they therefore measure
anything other than cognitive ability (Matthews, Zeidner et al. 2004, Van Rooy 2004,
Roberts, MacCann et al. 2010, Zeidner, Matthews et al. 2012). The assessment tools
are measuring a concept that is static at a point in time and the validity and reliability
of the assessment tools is criticised as it is suggested that it is unclear what they are
measuring. Perhaps the confusion and disparity existing in the discipline contributes
to the adopting of empirical research methods for research regarding emotional
intelligence as researchers seek to meet the requirements of the research paradigm
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to further clarify the concept rather than consider the concept from another
paradigm.
The assumptions underpinning this paradigm are that:


emotional intelligence is a two-dimensional construct; much as though one
was looking at another through a window, and fully appreciating what was
happening on each side of the window; and



this two-dimensional construct is measurable; and



although the measurement is a “point in time”, the measures or scores of
the ability are considered to be “static” for an individual across timeframes
and different experiences as the measurement is not retaken or
reconsidered; and



higher scores are better for individuals as their emotional intelligence can be
correlated to their performance; and



individual application of emotional intelligence can be improved through
effective and targeted development activities; and



improvement of emotional intelligence is a positive and desired attribute, as
emotional intelligence is a good thing in the work place.

Conclusion
In this chapter I have shown that the conversations conducted in contemporary
literature focus on defining, measuring and applying emotional intelligence to
performance, and the authors of the ability (Mayer and Salovey 1997), competency
(Goleman 1995) and trait (Bar-On 1997) models continue to refine measurement
tools to further verify their models. None of this considers the manifestation of
emotional intelligence in an individual within a work place. The existing debate is
confined within the rules of the postpositive paradigm and this focus on the scientific
rules has perhaps limited the consideration of emotional intelligence from another
paradigm to help broaden the understanding of the concept.
The postpositive paradigm used to identify and test the ideas underpinning
emotional intelligence does not consider the shared lived experiences of the
participants therefore we do not understand how the two-dimensional concept of
emotional intelligence as described in the literature is used by an individual in
specific situations, or whether emotional intelligence is used in the same way all of
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the time, or how individuals learn from the reactions of others, or whether other
issues can impact on an individual emotional intelligence. This has led to the
development of the research question:
Do high potential employees use emotional intelligence to achieve their potential?
Developing an understanding of emotional intelligence as it develops within an
individual requires a different approach from the postpositive paradigm adopted for
traditional research, and the paradigm approach adopted for this research is outlined
in the following chapter.
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Chapter 3: Research approach,
paradigm, methodology and
methods

I understand and am interested in people, not numbers. My work experience
(conferencing between young offenders and their victims, mediating
successful outcomes between separating couples, negotiating successful
return to work programs for injured workers) gives me confidence that with a
rigorous process, research that enables the researcher to get close to their
participants is valid and reliable; and most importantly, gives life to research
that has been about defining and measuring. I want to understand
emotional intelligence from a different perspective, and in order to do that I
want to build relationships and have complex conversations with my
participants.
(Researcher Reflections)
As explored in Chapter 2: Literature Review, contemporary research into
achievement of potential and emotional intelligence uses a postpositive paradigm to
develop and then test the various theories of emotional intelligence thus presenting
emotional intelligence from a position that is external to the participant. This
research is interested in understanding the perspective of the participant and uses a
qualitative approach to answer the research question:
Do high potential employees use emotional intelligence to achieve their potential?
A qualitative approach offers the opportunity to capture and tell a different story of
achievement of potential and emotional intelligence and how participants used their
emotional intelligence to achieve their potential. This exploration is important as it
provides the opportunity to identify previously unknown behaviours, themes and
processes that are important contributions to the current understanding of
emotional intelligence (Sarantakos 1998). The qualitative approach is supported by
an interpretivist / constructivist paradigm (Denzin and Lincoln 2003) and an empirical
phenomenological methodology (Aspers 2009) including embedded multiple-cases
within an APS organisation, un-structured interviews triangulated with organisational
artefacts and observations. A number of methods were used to develop trustworthy
data (Guba 1981), and included an initial literature review and a pilot research based
on phenomenological interviews (Moustakas 1994, Crotty 1996, Crotty 1996) to test
the research design and methods and to facilitate inter-rater reliability (Marques and
McCall 2005).
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A qualitative approach
The initial decision made by the researcher was related to the nature of the
knowledge being developed as this determined the approach, research paradigm,
methodology (or strategy) and methods used in the investigation (Sarantakos 1998 p
97). As discussed in the preceding chapter, the majority of contemporary research
regarding achievement of potential and emotional intelligence is postpositive, or
scientific, in approach and as such has concentrated on the defining and measuring
these concepts within the laws and rules of scientific paradigms (Steiner 2002). The
focus on laws and rules that exist within the scientific paradigm has influenced the
design of good qualitative practice to ensure it also has laws and rules that are
followed to support various methodological ideologies: for example, Husserlian
phenomenology (Giorgi 1997, Roberts 1997) and grounded theory (Glasser and
Strauss 1967, Jones, Kriflik et al. 2005). The need to conform to the rules of the
paradigm or be considered an incompetent or unreliable outsider (Steiner 2002 p 3),
risks the researcher becoming so bound by the rules of the paradigm, that they
reject the limitations of the paradigm, and perhaps the new knowledge that was
produced (Steiner 2002 p 2). As discussed in the pilot study, this risk impacted upon
this research and resulted in a realignment of the research strategy in the final
research to limit this risk.
As discussed in Chapter 2: Literature review, the contemporary conversation
regarding achievement of potential and emotional intelligence focuses on defining
and measuring the concepts using a quantitative research approach (Kuhn 1970) to
enable members of a like-minded community to debate competing ideas to resolve
theoretical disagreements. The contemporary literature does not explore or
consider emotional intelligence from another paradigm to challenge or reinforce the
findings. A qualitative approach would allow an understanding from another
paradigm and provide very different and significant levels of data from the
perspective and perception of participants that has not been previously revealed in
the scientific approaches adopted. Exploring the real, working-life situations for the
participants was important as it identified previously unknown behaviours, themes
and processes that will be valuable in developing additional explanatory theories of
events and social processes relating to achievement of potential and emotional
intelligence and how it is developed and used (Sarantakos 1998). The work is rich
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with descriptions and quotes from the participants to allow a deep understanding of
the phenomena from the perspective of the participants (Denzin and Lincoln 2003).
The qualitative approach enabled the capture and telling of a different story
regarding achievement of potential and emotional intelligence and how these
concepts manifest in an individual and subsequently apply in the workplace. Rather
than attempting to redefine either the model of achievement of potential or the
significant models of emotional intelligence, this research considered the stories of
the participants against the models already documented as a reality that could be
studied, captured and understood (Guba 1990). Therefore, this research did not
seek to justify that achievement of potential and emotional intelligence exist, or that
one model is more appropriate than the other, rather it identified through the
stories of the participants the consistent dimensions of emotional intelligence
through the perspectives of high potential employees in their working lives. This
perspective (Denzin and Lincoln 2003) tells a very different story regarding
achievement of potential and emotional intelligence in high potential employees
than has been previously documented, and opened the telling of this story to as
many voices as possible (Huber 1995) to understand in great detail whether
participants were aware of when or how they managed and used their emotional
intelligence, and how they used this information to manage their own performance
and the performance of others to achieve their potential.
The assessment tools developed for the ability and mixed-models of emotional
intelligence report a score against the relevant dimensions of emotional intelligence
by asking participants how they believe they would use their emotional intelligence
against a fixed scenario and at a fixed point in time; and in the instance of GENOS,
the 360o component asks others how they believe an individual has behaved in the
past and would do in the future against a fixed scenario. Employers make decisions
based on the behaviour these assessments predict. The assessment tools are
subjective (Zeidner, Matthews et al. 2012) and provide no understanding of how the
construct manifests in an individual in real-life situations, or what they might learn
from these experiences, or whether they use the same level of emotional
intelligence in different experiences. The assessment tools are used to measure
individual emotional intelligence at a specific point in time. The results from that
specific point in time are treated as though the individual does not develop or
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change their emotional intelligence and therefore the result will never change. The
measurement from that specific moment in time do not consider what may be
happening for an individual outside the work context, and is herein referred to as
“static” emotional intelligence.
This research was designed to capture a rich and deep understanding of the use of
emotional intelligence from the perspective of the participants to facilitate a reconsideration of the concepts of achievement of potential and emotional intelligence
by exploring:


how the participants were perceiving and understanding their own emotions
(and those of others);



whether they actively considered their emotions and those of others when
they made decisions in real situations;



whether they were conscious of changing their behaviour to suit the reaction
of others involved in the situation; and



whether they actively sought to understand and manage the emotions of
others involved in the situation.

It also explored whether they learned how to apply their emotional intelligence in
different situations and provided the researcher with an understanding of the
participant’s perspective that has not been gained from the administration of
assessment tools or instruments (Denzin and Lincoln 2003), and provided thick and
rich descriptions from which generalisations have been made (Denzin and Lincoln
2003) about the specific research questions, and within the limitations of this
research.
The five-stage process to qualitative research as proposed by Denzin and Lincoln
(2003) was adopted to provide a systematic approach to the research to enhance
validity and reliability. The process included understanding the researcher, the
theoretical paradigm and perspective, the research strategy (or methodology), the
methods of collection and analysis (methods), and the interpretation and evaluation
of data.

The Researcher
As the researcher is the primary instrument for data collection and analysis in a
qualitative study (Merriam 2009) the first phase in the research paradigm considered
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the perspectives and preferences in the area of study that are integral to the
researcher and may be influenced by the researcher’s gender, background, ethnicity,
and experiences (Denzin and Lincoln 2003). Adopting a Husserlian
phenomenological methodology (Husserl 1962, Brough 1989, Mohanty and McKenna
1989, Scanlon 1989, Seebohm 1989) required the researcher to identify or bracket
preconceptions to exclude them from the research. However, as was revealed in the
pilot study, my personal experiences have defined my interest in this topic. These
personal preferences strongly influence the research approach, paradigm and
strategy, and made it almost impossible to fully identify or bracket preconceptions
and this resulted in a shift in the strategy for the final research. This issue is
addressed in the methodology below.
I came to this research as an experienced human resource practitioner with many
years of both public and private sector work. Personal experiences with good
leaders and bad managers led me to this research, and attendance at several
conferences helped shape my understanding of achievement of potential and
emotional intelligence, and developed my desire to explore these from the
perspective of the participant rather than using established models and
administering assessment tools.
The research design included participants from the ACBPS 2012 Graduate Trainee
Program within the APS as I have a detailed knowledge and understanding of the
policies and processes operational within the APS at the time of the research, and an
intimate knowledge and understanding of ACBPS having worked with the
organisation for an extended period. This relationship provided an understanding of
how ACBPS operate and how the culture manifests throughout ACBPS. This
knowledge was used to help reduce and eliminate external issues to the research,
and enabled the consideration of ethics and politics of research in the context of
these relationships (Christians 2003). It also enabled me to identify and manage the
values I brought to the research as a result of these relationships (Fine, Weis et al.
2003, Vidich and Lyman 2003). To preserve the research relationship, I did not
accept any formal work from ACBPS for the period of participant interviews and was
not involved in the design or development of the Graduate Trainee Program or the
recruitment or selection of the successful candidates to the program.
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This information and these relationships provided an advantage as I understood how
policy and procedures were developed and implemented, how performance
management was operationalised, and the priorities for the agency. It also provided
me with access to organisational documents and artefacts, and senior personnel that
might not otherwise have been made available to a researcher. It did not provide
me with an in-depth knowledge or understanding of the graduate program
development and implementation in ACBPS or the research participants, and
therefore did not impact upon the opportunity to fully explore issues and aspects
with the participants.

Research paradigm – Interpretivist/constructivist
The dual fundamental principles of epistemology and ontology underpin any instance
of social enquiry as epistemology is concerned with the nature of human knowledge
and how this knowledge is developed, and ontology is the nature of reality and its
characteristics (Creswell 2007), and each research approach is underpinned by
different ontological and epistemological assumptions: quantitative approaches are
more generally associated with objectivism and positivism; whereas qualitative
approaches with constructivism and interpretivism (Denzin and Lincoln 2003).
My personal preference is to get as close as possible to the participants to
understand the world from their perspective, therefore my epistemological
assumption was one of interaction between the parties to understand the world of
the participants and their explanation of why they do what they do (Creswell 1994).
In order to establish this close relationship, I was an observer to components of the
study with the participants to fully understand and appreciate their experience and
to reduce assumptions about aspects of the study. This engagement was important
as it revealed what actually happened, rather than relying only on reports of what
might have happened in a scenario; and it reduced the theory ladenness to improve
the accuracy of the research (Lewins 1993).
As I was only interested in the phenomenon of perceiving, understanding, managing
and using emotions as experienced and discussed by the participants, my ontological
assumption was that achievement of potential and emotional intelligence is the
reality as perceived and experienced by the participants of the study (Creswell 1994).
Therefore, discussions I had with the participant were about what actually
happened, what in their past experiences led to this happening, and the impact this
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had on the participant. I did not use artificial settings or role plays to establish what
the participants might have done and why they might have behaved that way, rather
I focused on what the participants actually did in response to several real-life
situations and experiences during their graduate year. This discussion was important
as is provided an understanding of what actually happened in a real, working-life
experience, and revealed a range of perceptions and experiences to help highlight
alternative variables and narrative.
Within the epistemological and ontological framework I adopted there was a basic
set of beliefs that guided the completion of the research (Steiner 2002). This
included the choice of methodology (Sarantakos 1998 p 43) and how the results
should be interpreted (Denzin and Lincoln 2003). There are three major paradigms
referred to in relevant literature which are presented in Figure 10: Overview of the
major research paradigms below. The table provides an overview of the paradigms
and includes a summary of the terms and language used when describing them:

Criteria

Positivist /
Postpositivist
Internal
External validity

Form of
Theory
Type of
Narration

Logical – deductive,
grounded
Scientific Reports

Common
language

Experimental
Quasi-experimental
Correlational
Normative
Positivism
Logical Positivism

Methods

Measuring attitudes
Rating behaviours

Interpretivist /
Constructivist
Trustworthiness
Credibility
Transferability
Confirmability
Substantive - formal
Interpretive case
study, ethnographic
fiction
Naturalistic
Phenomenological
Hermeneutic
Interpretivist
Ethnographic
Multiple participants
Social and historical
Theory generation
Psychoanalysis
Ethnology
Sociolinguistics

Field observations
Open-ended
interviewing

Critical /
Transformative
Lived experience,
dialogue

Critical, standpoint,
historical
Essays, stories,
autobiographical
Critical Theory
Neo-Marxist
Feminist
Critical Race Theory
Participatory
Emancipatory
Advocacy
Empowerment issue
Interventionist
Queer Theory
Race Specific
Political
Critical Sociology
Open-ended
observations

Figure 10: Overview of the major research paradigms (Sarantakos 1998, Denzin and Lincoln 2003)
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The following provides a discussion of the three major paradigms and why the
interpretivist / constructivist paradigm was selected for this research.
The positivist / postpositivist paradigm
The positivist / postpositivist paradigm is often referred to as the scientific approach
and is assumed to be logical, with an emphasis on empirical data collection, is cause
and effect oriented, and based upon exploring past theories (Kuhn 1970, Steiner
2002, Creswell 2007). The objective evaluation of data collected using instruments
and measurement is considered an important aspect of the paradigm (Heidegger
1954, Kuhn 1970, Creswell 2003), as researchers seek to establish data and
subsequent findings that are both valid and reliable (Zeidner, Matthews et al 2012).
The contemporary literature covering both the concepts of achievement of potential
and emotional intelligence is positive / postpositive nature and it has attempted to
define achievement of potential and emotional intelligence, distinguish the concepts
from similar concepts with a scientific approach, and then measure the quality
drivers reinforcing achievement of potential and the construct of emotional
intelligence with rational data collected using instruments designed to test the
respective theories. As this research was not seeking to further contribute to the
positivist / post-positivist paradigm, and was seeking to consider achievement of
potential, emotional intelligence and the relationship between the two from the
perspective of the participant to confirm the findings of previous research, this
paradigm was not selected.
The critical / transformative paradigm
The critical / transformative paradigm is about removing false beliefs about our
society and empowering human beings to transcend the constraints placed on them
by the power systems that dominate and oppress race, class and gender as these
constraints prevent them realising their full potential (Creswell 2007). Critical theory
researchers recognise that their work itself will reflect their values and therefore
their research findings will in fact be value-laden and may facilitate social or political
change (Holman Jones 2008, House 2008). This research was not seeking to explore
issues within this paradigm.
The interpretivist / constructivist paradigm
Interpretivist /constructivist researchers argue that scientific research begins with an
inductive process that enables ideas to generate, and that the basis for explaining
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social life is through the understanding of people and how they make sense of their
own lives (Sarantakos 1998). By using the interpretivist / constructivist paradigm,
the outcome of this research enabled an understanding from the perspective of the
participants of the world in which they work, to make sense of the meanings they
have about their work, to understand emotional intelligence from their perspective,
and to consider the construct from as many voices and through as many lenses as
possible (Chase 2008).
Within this paradigm, the trustworthiness of data is reflected through the use of
terms such as credibility, transferability, dependability and confirmability to replace
the positivist / postpositivist terms of internal and external validity, reliability and
objectivity (Denzin and Lincoln 2003, p 35). Credibility is established through the use
of prolonged engagement, persistent observation, peer debriefing and triangulation
of data (Guba 1981, p 84-6) to lead to findings that are plausible. Transferability
ensures findings are not situationally unique and can be relevant in a variety of
contexts and is developed through the collection of thick descriptive data (Guba
1981, p 86). Establishing an audit trail and using overlapping methods provides for a
dependability of data (Guba 1981, p 86-7) to produce findings that are stable across
different projects. Triangulation of data and an audit trail help establish data that is
free of researcher predilections or bias and that can therefore be considered
confirmable by other researchers (Guba 1981, p 87-88).
Once emotional intelligence, from the perspective of the participants, was identified
the concept was used to analyse how participants made decisions in work-related
situations and to evaluate how each participant applied their emotional intelligence
to managing work-related situations in order to achieve their potential. Establishing
the participant perspective of emotional intelligence and then using this concept
throughout provided the thick descriptive data needed to establish transferability of
findings. The creation of a clear audit trail and the triangulation of data facilitated
the dependability and credibility required to draw conclusions from the data (Guba
1981).
As the participants established themselves in their new working environment they
engaged with this new world and constructed meanings from their interpretations of
events and made sense of these meanings based on their previous experiences, and
the outcomes of the research rely upon the participant’s view of the situation as
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much as possible (Lincoln and Guba 2003, Schwandt 2003). Where necessary these
views are supplemented by my knowledge of ACBPS and information gained through
observations, documents and artefacts from ACBPS thus providing the triangulation
of data needed to enhance the credibility and confirmability of the findings (Guba
1981). The approach yielded large amounts of data that were rich in the perceptions
and experiences of the participants as they made sense of the meanings of their
experiences (Lincoln and Guba 2003, Schwandt 2003), and from this data unknown
behaviours, themes and processes were identified that will be valuable in developing
an explanatory theory of events and social processes in the use of emotional
intelligence (Sarantakos 1998).
I was immersed in the culture of ACBPS as understanding the culture enabled me to
fully appreciate how the participants interpreted their world. Throughout the data
gathering phase, I was located in ACBPS, participated in discussions about the
development of the program the participants were about to undertake, and was
building an interpretation of events and the meanings of these events based upon
my experiences and beliefs. The current study did not propose to further explore the
work currently completed in the positive / postpositive paradigm as this was not of
key interest to me. Therefore, the knowledge sought from this research was not
about trying to disprove a hypothesis, testing a theory, or using a series of
instruments and measurements to develop statements about relationships between
variables. Rather it was about using un-structured and open-ended questions and
other techniques that enabled the participants to fully explain, explore and express
their views. These views were shaped by the participant’s previous experiences,
social and historical perspectives and the culture of the organisation they found
themselves in. Previous experiences impacted upon current behaviour and this
research was about understanding these links.
Within this paradigm the goal was to rely as much as possible on the participant’s
view of the situation to generate, or induce a pattern of meaning from the
participant’s data (Creswell 2007 p 221). The goal was to produce from thick
descriptive participant data, findings that were transferable (Guba 1981) as they
could be aligned with existing concepts of emotional intelligence. The goals was to
also produce findings that were dependable (Guba 1981) as they were repeated
throughout the data from different participants and this evidence is available in a
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variety of forms within the audit trail established for the project. Finally, the
triangulation of data from a variety of sources facilitated the findings as confirmable
(Guba 1981) as the participants were not influenced by others or the constraints of
role-plays or scenario based activities. The methods subsequently adopted provided
a wealth of data from the participants that produced new patterns to explain an
existing theory. In exploring the current research question, I did not attempt to add
to the discussion regarding the existence, or otherwise, of emotional intelligence as a
form of intelligence, rather I evaluated the participant data to identify common
threads that were collated against the consistent domains of the existing models of
emotional intelligence to provide a new perspective on emotional intelligence in the
workplace.

Research strategy - phenomenology
A number of research strategies might have been used within the interpretivist /
constructivist research paradigm to bring relevance to this research. These include
ethnography, grounded theory, case study, narrative and phenomenology
approaches (Creswell 2007 pp 14-15), all of which seek to understand social action
by grasping the meanings that constitute action by interpreting what the actors are
doing (Schwandt 2003 p 296), and the interpretation of these actions is differently
represented. Empirical phenomenology (Aspers 2009) as opposed to Husserlian
phenomenology (Husserl 1962, Sukale 1976, Brough 1989, Mohanty and McKenna
1989, Scanlon 1989, Seebohm 1989, Applebaum 2014) or Heideggerian
phenomenology (Heidegger 1954) was selected to bring the subject of emotional
intelligence from theoretical to the lived experiences.
An ethnographic strategy would have been relevant if I had asked If I could
experience a different culture by living / observing it, I would chose to experience …
(McCaslin and Scott 2003 p 450), and had been interested to study an intact cultural
group in a natural setting over a period of time, using primarily observation methods
(Creswell 2007 pp 185-186). As I was not interested in experiencing the life of a
graduate, and the participants in this study were not observed in their natural setting
an ethnographic strategy was inappropriate for this study.
Grounded theory would have been the method of choice had I wanted to discover a
theory for a single phenomenon of living as shared by others … (McCaslin and Scott
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2003 p 450), had the phenomena under investigation been a process, and the theory
been grounded in the views of the participants included in the study (Glasser and
Strauss 1967, Creswell 2003). While it may have been possible to develop a theory
as a result of this research, it was not the intention of this research to identify a new
theory; rather it was the aim to understand how the participants related to existing
theories.
A case study strategy would have been appropriate if I had been interested in
discovering what actually occurred and was experienced in a single lived event …
(McCaslin and Scott 2003 p 450), or an in-depth study of a specific issue or program
explored through one or more cases within a bounded system (Creswell 2007 p 15).
This strategy has an emphasis on thick description rather than on the
conceptualisation of a process or the understanding of meaning for several
individuals of a common experience (Yin 2003). Had this study been focused on
what actually occurred during the specific graduate program being offered by ACBPS
then a case study strategy would have been appropriate. As this study was
interested in the understanding of meaning of a common experience, the application
of emotional intelligence, the case study strategy was not selected. However, the
constructs were explored from the perspective of embedded-multiple cases within
one organisation to eliminate variables and subsequently improve the credibility,
dependability and confirmability of the participant data (Guba 1981). This method is
explored in detail in the methods section below.
A narrative strategy, or biography, would have explored the story of the life of a
graduate relocating to Canberra and what it was like meeting new people, settling
into a new and different work life, and establishing themselves in a new
organisation. It brings together the lives of individuals and the stories they tell about
their lives and is collated by the researcher into a narrative chronology (Creswell
2003) that enables the researcher to discover the meaning of one person’s lived
experience … (McCaslin and Scott 2003 p 450). However as the aim of this research
was to understand the lived and shared experiences of the participants rather than
their individual experiences, a narrative strategy was inappropriate, and the
phenomenological strategy was therefore adopted as the most appropriate.
I selected phenomenology as the research strategy as it provided me with the
opportunity of discovering the shared lived experiences of one quality or
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phenomenon in others … (McCaslin and Scott 2003 p 450) by identifying the essence
of the participant experiences of emotional intelligence and achievement of
potential as described by the participants in the study (Creswell 2007 p 15). The pilot
study used a Husserlian approach to phenomenology that exposed risks that were
addressed in the final research by using an empirical phenomenology. Empirical
phenomenology extended the Husserlian philosophy one step further by both
acknowledging that the researcher brings assumptions, knowledge and preferences
to the research, and then layering the findings over an existing theory to enable the
findings to be expressed in terms that can be considered by existing theorists and the
participants (Aspers 2009). A brief history of phenomenology is presented to enable
a complete understanding of the research strategy.

Empirical Phenomenology
At its most basic level, phenomenology studies that which appears (Aspers 2009 p 1)
and is grounded in the lived experiences (Moustakas 1994, Stanford 2003). It also
studies the meaning of structure for those studied (Aspers 2009), including their
thought, memory, imagination, emotion, desire and volition to bodily awareness,
and social activity (including linguistic activity). Husserl’s intentionalism is grasping at
the subjective by getting into the head of the actor and understanding their intent,
and therefore their every-day, world. This world is constituted through reflection
using phenomenological reduction as a means to secure a foundation of knowledge.
The bracketing (or eliminating) of preconceived ideas was considered essential by
Husserl to the grounding of phenomenology as a rigorous science. Although this is
considered misleading by later phenomenologists (Heidegger in Aspers 2009 p 2) and
the development of empirical phenomenology actually uses preconceived ideas and
theories to illustrate how research findings support or add value to existing theories
and provide new knowledge (Aspers 2009). As illustrated in the pilot study, this
bracketing was almost impossible and analysing the data was ineffective without
using existing concepts. Therefore empirical phenomenology most suited this
research as it allowed me to build upon existing concepts to identify the new
knowledge.
The core of the traditional phenomenological approach is that analysis does not
begin with the objective world, but with mental directedness (Aspers 2009 p 2). The
approach does not start with a set of assumptions or theories, rather these are
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gradually developed, and everything developed should be the subject of further
scrutiny thus reinforcing and confirming both the findings and the methods
(although not in the same study). This zig-zig between development and scrutiny is a
central phenomenological position (Heidegger 1954, Aspers 2009). Understanding is
a central concept as it can only emerge in this process (Heidegger in Aspers 2009 p 2)
and is connected to:


meaning as meaning is understood by participants (Gadamer in Aspers 2009
p 2); and



things that are already known (Willis 2001, Willis 2004); and



a specific context.

This back and forth, or circular movement is the circle of understanding, or
hermeneutical circle (Aspers 2009) of phenomenology.
Schultz (Schulz, 1966/75 p 115 - 132 in Aspers 2009 p 3) breaks from the
phenomenological philosophy by suggesting that research starts with everything the
actor takes for granted in real-life, thus the researcher’s material is the mental
content of people’s natural attitude and the web of meanings that the actor
constitutes. Key to this understanding is language, and the subjective and objective
meaning attached to language as it is socially, not individually, constructed and the
method adopted for analysing the data (Devenish 2002). It is only through a
hermeneutical process that understanding between two actors can be reached
(Willis 2001, Willis 2004).
Empirical phenomenology provided a process for the final research that considered
the core insights and theories that exist for achievement of potential and emotional
intelligence to identify the differences between my findings and current theory. This
enabled me to deliver an understanding of the manifestation of emotional
intelligence in an individual within a workplace and how this manifestation was used
to achieve potential. It also enabled me to present this in a way that both scientists
and actors understand and are able to relate to (Aspers 2009). An empirical
phenomenological strategy also enabled me to design a practical approach,
consistent with good research design, to consider emotional intelligence and
achievement of potential from the perspective of the participants, by layering the
findings over the assumptions underpinning contemporary literature to identify
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Figure 11: Seven steps of empirical phenomenology (Aspers 2009)
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additions to existing knowledge and new knowledge using a language that is
understood and used by contemporary researchers and participants. Figure 11:
Seven steps of empirical phenomenology illustrates the process designed by Aspers
(2009, p 5) to facilitate good research and this section explores why this process was
appropriate for this research.
The preliminary study of the question (Step 2) was undertaken using non-academic
literature and some academic texts, and interaction/interviews between the
researcher and practitioners in the field. The non-academic literature, much of it
web-based and designed to attract the reader to a consultancy or to make a
purchase, seemed to make outlandish claims regarding emotional intelligence and
the achievement of potential, and many of these claims were echoed by
practitioners without any objective evaluation of the claims. In order to contribute
to this discussion in a rational way, I was seeking a process that would enable me to:


appreciate where the achievement of potential and emotional intelligence
are situated in contemporary human resource management; and



facilitate an understanding of how people used emotional intelligence from
their own perspective/s; and



ground the research in sound research processes recognised as providing
credibility, transferability, dependability and confirmability of the process
and the subsequent data (Guba 1981); and



understand the phenomenon from the perspective of the participants; and



report the findings in the language and constructs of the contemporary
theories to enhance the transferability and dependability of the findings.

A pilot study (Step 3) was undertaken to test the research approach and enable an
analysis of data against current theories to fully understand these theories, and to
use this understanding as a frame of reference. The collation of data from the pilot
study highlighted the need for an objective and consistent model for the data
analysis, as using a broad unit of analysis did not provide for the nuances that were
evident in data and would result in conclusions that would reflect transferability,
dependability or confirmability to other environments or research projects (Guba
1981). As the significant models of emotional intelligence have similarities that bind
them together, and differences that clearly separate them, it was possible to bring
them together into one framework that reflected the two-dimensional
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understanding of emotional intelligence: the identification and regulation of
emotions in self and others.
Developing this provided the first of the zig-zag experiences as a consolidated model
of emotional intelligence was developed at this point to provide a credible,
dependable and objective frame of reference for the collation and analysis of the
participant data. This new model, the consolidated model of emotional intelligence,
provided the theoretical scheme of reference from which the units of analysis for the
embedded, multiple-cases study, the interview guide, and the analysis framework for
the final research data were eventually developed to enable a credible and
transferable approach to the research.
Step four in the process resulted in the identification of the first-order constructs
(the identification and management of emotions for self and for others). In the final
research this was done using un-structured interviews, observations and
organisational artefacts to enable an understanding of the participants and what was
important to them. Step five used second order constructs (the consolidated model
of emotional intelligence which is based on the existing models of emotional
intelligence) to identify clear findings as the first-order constructs were layered over
the second-order constructs.
Step six in the process elaborated where these findings compliment or add
knowledge to existing research and can be communicated in two directions; to the
participants, and to the existing scientific community. The final step in the process
involved submitting the research to a small number of people in the field to enable
them to read and comment on the report, and a draft of this report has been
provided to a small sample of both academics and non-academics for their comment
prior to finalisation.
The empirical phenomenological strategy provided significant advantages to the final
research as existing research is postpositive and does not consider either
achievement of potential or emotional intelligence from the perspective of the
participant. Exploring the deeper concepts of how and why without imposing preexisting beliefs into the process to influence data collection or analysis (Cope 2003 p
17) enabled:
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the full exploration of the participant’s individual experiences without
worrying about how these experiences and conversations were going to fit
into an established theory or framework, thus strengthening the credibility,
dependability and transferability of the data (Guba 1981); and



a more complete exploration of participant responses when they were giving
answers they thought might demonstrate their emotional intelligence so
that the response could be more appropriately understood and not taken at
face-value, thus strengthening the dependability and confirmability of the
data (Guba 1981).

The empirical phenomenological strategy facilitated a depth of data about the how
and why (Giorgi 1985, Ehigie and Ehigie 2005 p 627) of achievement of potential and
emotional intelligence not previously been explored in a contemporary research
environment. The un-structured individual interviews completed in this research
provided the opportunity of exploring a single event in great detail, and over a
longitudinal timeframe, to fully understand:


what an individual was feeling;



what in the past may have contributed to this feeling;



how it impacted upon their thoughts and actions;



how they thought others might be feeling; and



how they managed this situation to their own advantage or to reach a
mutually beneficial outcome.

These explorations were able to consider the impact personal issues were having on
work-life and a variety of other issues that are not considered in a one-off
assessment activity.
The methods used to support the empirical phenomenology avoided the difficulties
that can be encountered in phenomenological research (Giorgi 2008) thus ensuring
the dependability and confirmability of data (Guba 1981) to enable conclusions to be
drawn that can be further clarified in future research. These include the concept of
group think where a group may conform to the most outspoken of the group (Grim,
Harmon et al. 2006). The research strategy and un-structured interviews ensured
that each participant in the research had equal time and space to give their
considered opinion in a situation that was confidential, focused on them and their
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experiences and this facilitated open and frank discussions based on individual, not
group, interpretations. Comparison of the data between individual discussions that
result in a consistent repeating of information establishes the credibility and
dependability of the data. I observed the behaviour of the whole graduate group
during the induction meetings and noted how some of the more outgoing of the
graduates were beginning to influence what was happening for the group (activities,
timing etc.), and was concerned that this extroverted behaviour would begin to
influence the majority of the group should the group be required to address an issue.
The individual interviews mitigated this risk.
The pilot study exposed some limitations to the original Husserlian
phenomenological strategy that were subsequently addressed by adopting the
empirical phenomenological strategy in the final research design. The bracketing of
assumptions was almost impossible as they were so much part of my thinking and as
the significant differences in the competing models of emotional intelligence had not
been distinguished through a full literature review the unit/s of analysis for the pilot
study did not readily align with any of the competing models of emotional
intelligence. This made it impractical to establish a foundation of knowledge from
the participant perspective. It was therefore essential to identify the consistent
dimensions of the competing models of emotional intelligence as a guide for data
analysis and collation. As a result of these limitations in the pilot, the
phenomenological research strategy was adjusted for the final project to an
empirical phenomenological process grounded in existing theories and frameworks
(Aspers 2009). In the final research the empirical phenomenological strategy
allowed the use of the consolidated model of emotional intelligence, to identify the
units of analysis and to provide a theoretical framework for the collation and analysis
of the participant data, thus clearly illustrating the hermeneutical circle of
phenomenology.
The individual interviews inhibited the opportunity for individuals to challenge
information the way a group can (Grim, Harmon et al. 2006) and this failure (Ehigie
and Ehigie 2005 p 624) may result in inappropriate or useless information. Again, the
pilot program highlighted this issue as the participants volunteered to the research
without an ability to evaluate the research, and during the individual interviews, one
participant challenged the model/s of emotional intelligence and how this applied to
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her work environment rather than engaging with the interview question. This was
addressed in the final research by introducing the research topic, process and
assumptions to the graduates as a formal and interactive workshop that enabled
them to question or challenge the topic as part of their induction. This encouraged a
two-way conversation about the research aims and objectives, approach, paradigm,
strategy, and methods, and enabled the participants to challenge the underlying
assumptions and reached their own conclusions prior to volunteering and
participating in the individual interviews. It also helped ensure that the focus of the
conversations during the interviews was the question/s being asked rather than an
analysis of the topic.

Methods of collection and analysis (methods)
A variety of research methods were designed that supported the empirical
phenomenological strategy, could stand alone, and could be combined to provide
the relevant and appropriate data to the researcher (Denzin and Lincoln 2003). As
illustrated in Figure 12: Research process, the research commenced with a literature
review to identify the gap in knowledge which subsequently defined the research
approach, paradigm and strategy. The methods initially selected were tested in the
pilot study and were subsequently refined for the final research. This section details
the research methods selected to support the research approach, paradigm and
strategy and include: initial literature review; a pilot research; embedded, multiplecases study with units of analysis related to different aspects of emotional
intelligence identified in the pilot research; observations and un-structured
interviews with each of the multiple-cases until data saturation was achieved; and
evaluation of organisational documentation and archival information. A summary of
each of the methods used follows.

80

Figure 12: Research process
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Literature Review
A Husserlian phenomenological strategy states the literature review for a qualitative
study does not prescribe the questions that will be asked, rather it is used to help
place the findings in the current literature (Massey 1996, Creswell 2003), and this
approach was used for the pilot study where a general understanding of the
literature was gained prior to conducting the phenomenological interviews.
Attempting to bracket assumptions and use a phenomenological reduction as a
means to secure new knowledge proved almost impossible without a clear
understanding of the competing models of emotional intelligence and where these
models intersect, as it is this intersection that provides the framework for
understanding how the participants perceive emotional intelligence. The Husserlian
phenomenological strategy was adjusted to an empirical phenomenological strategy
for the final research as this strategy enabled a literature review to fully understand
and explores the current theories. Understanding the consistencies and differences
in the current theories enabled a layering of the research data to identify where the
data adds value to existing theories, and where it makes a new contribution.
The literature review for the final research considered the CLC model for realising
the full potential of rising talent (2005); and the ability (Mayer and Salovey, 1997)
competency (Goleman 1995) and trait (Bar-On 1997) models of emotional
intelligence. This journey is visually represented in Figure 13: Literature review –
illustration of key steps. The literature review highlighted the postpositive nature of
contemporary literature and fully explained the concept of high potential employees
and the model of achievement of potential as this model underpins the Graduate
Program used by ACBPS. It also outlined the ability, competency and trait models of
emotional intelligence and considered the strengths and weaknesses in the
respective theories.
Current literature focuses on the postpositive research work undertaken to date; and
as the concepts of emotional intelligence and achievement of potential are relatively
new research is focused on defining and subsequently measuring the constructs. I
was interested in understanding how these constructs manifested in individuals in a
work place, and understanding this from a participant perspective. The literature
review enabled me to identify that the participant perspective has not
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Figure 13: Literature review – illustration of key steps

83

been considered and that understanding this perspective would add to current
knowledge of both constructs.

Pilot Study
The research commenced with the aim of understanding how individuals used
emotional intelligence to achieve their desired outcomes. A pilot study, as illustrated
in Figure 14: Pilot study: illustration of key steps, was designed using the proposed
approach and paradigm, a Husserlian phenomenological strategy and supporting
methods. Following university ethics approval, the pilot study was established with
the then Department of Families and Housing, Community Services, Indigenous
Affairs (FaHCSIA) to test the strengths and weaknesses of the research design, and
none of the participants from the pilot study were included in the final research. The
research methods included multiple cases (subsequently identified as Participant 1 –
6 as per the university ethics approval), phenomenological interviews, individual
journals, and organisational data and artefacts. I attempted to bracket assumptions
and then analyse the participant data to identify patterns against units of analysis.
This turned out to be inadequate and unclear, so in order to complete this exercise, I
needed to complete a literature review to fully understand the different models to
identify the consistencies and differences between the models to enable me to
collate data patters over the existing models to provide some cohesion to the
patters. The result of this exercise was the consolidated model of emotional
intelligence that was subsequently used to define the units of analysis for the final
research. The pilot research is detailed in Chapter 4: Pilot research.
A multiple-cases design (Yin 2003), within FaCSIA, was selected for the pilot research
to ensure the participants were within the same organisation and recruited, selected
and inducted in the same way and were experiencing similar things during their
program. This approach was designed to limit some of the external issues and to
allow me to focus on the desired phenomenon. The multiple-case study design
considered emotional intelligence as one unit of analysis (Yin 2003). Six (6) randomly
selected participants completed interviews at the commencement and completion of
their graduate program and journal questions (using the same questions as the
participant interviews) were forwarded to the remaining graduates for as long as
they were prepared to participate. The journal questions were ceased after the third
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Figure 14: Pilot study - illustration of key steps
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attempt to seek responses as none of those indicating they would complete a journal
actually completed a journal after the initial email request.
The interviews were phenomenological with only one opening question, and
participants approved the recording of interviews which were then transcribed and
coded for preliminary data. This process exposed two weaknesses:


only contacting and engaging with the participants twice in one year meant
that they did not establish a strong relationship with the researcher and
were therefore more reluctant to discuss difficult experiences. The time
lapse between interviews led to the recency effect of memory whereby the
participants could only recall the most recent experiences, or had forgotten
their involvement in some experiences, or they did not relate to what they
had discussed during the first interview so there was no historical
connection, depth or flow to the interviews. This impacted upon the
credibility transferability and dependability of the data (Guba 1981), and my
ability to draw any conclusions from the data.



The journals were designed to facilitate data triangulation (Yin 2003) by
providing a broader understanding of the organisation and the graduate
program, and a reality check for the multiple-cases interview data. They
were a complete failure as 50 per cent of the participants completed the first
journal activity, only two (2) completed the second, and none the third. I
deleted the journals from the final research.

The most significant limitation to the pilot study was the multiple-cases design. The
data collation and analysis was unclear and confusing as there was no framework
against which to consider it. While the data achieved data saturation (Cope 2003) in
that it became repetitive, it was unclear how it would add any value to current
knowledge without refining the units of analysis. Chapter 4: Pilot Research provides
a detailed discussion of how the data from the pilot study were layered over the
contemporary models of emotional intelligence to identify the consistent dimensions
of emotional intelligence subsequently developed into the consolidated model of
emotional intelligence. This consolidated model is not a new model of emotional
intelligence, rather it was the collation of the consistent dimensions of the existing
models that then provided clear units of analysis for the research. The two units of
analysis developed were the ability to perceive, understand, manage and use
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Figure 15: Research project - illustration of key steps
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emotions for oneself, and the ability to perceive, understand, manage and use the
emotions of others. The evidence from an embedded, multiple-case design, within
one organisation, would be considered more compelling and robust than the
multiple case design as the evidence followed a replication logic (Yin 2003). Each
case was selected because it was anticipated that it would have similar results to the
other cases. This enabled me to study the two separate units of analysis for each
individual case, and to do this within an environment that limited the number of
external issues. The experiences gained during the pilot research resulted in the final
research adopting the empirical phenomenological strategy and defining the units of
analysis in the embedded, multiple-cases study to produce a significantly more valid
and reliable outcome.

Final Research Methods
As discussed above, the final research strategy and methods were revised to
eliminate the short-comings of the pilot design to establish a credibility (or internal
validity), dependability (or reliability) and confirmability (or objectivity) of the data
gathered and analysed in the final project (Denzin and Lincoln 2003). As illustrated in
Figure 15: Research project - illustration of key steps, the multiple-cases study was
improved by designing an embedded, multiple-cases study that was within the
ACBPS to limit things beyond my control. The units of analysis reflected the twodimensional concept presented by contemporary models of emotional intelligence
and were defined as:


perceive, understand, manage and use own emotions; and



perceive, understand, manage and use emotions of others.

As highlighted in the pilot project, additional contact with the participants to
establish a consistent relationship would improve the credibility, transferability,
dependability and confirmability of the data. In order to achieve this additional
contact in the final project, the multiple-cases were interviewed four (4) times
throughout their graduate program to enable me to establish a relationship with the
participants in the first instance (Guba 1981) and reduce the issues of recency
experienced in the pilot study. The participants were subsequently referred to as
Participant A – I as per ethics approval. The interview data gathered was
triangulated with independent assessment of emotional intelligence from GENOS EI
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and organisational documents and artefacts. The detail of these methods is now
explored.
Embedded, Multiple-Cases Study
In the pilot study the advantages of using embedded, multiple-cases within one
organisation was highlighted as it provided a form of control over things I would
otherwise have had little or no control (Yin 2003 p 9). This approach was adopted to
help eliminate variables that would limit the transferability and dependability of data
or findings (Guba 1981). The need to select an organisation that used the
achievement of potential model in designing its graduate program, and that
considered its Graduates to be future leaders was important as it ensured the
participants were high potential employees. In order to meet these requirements an
embedded, multiple-cases study within the Australian Customs and Border
Protection Services’ 2012 Graduate Program was used in the final research. The
participants in the final research were not participants from the pilot study. This
design also allowed me to specify the units of analysis (the ability to perceive,
understand, manage and use own emotions, and the ability to perceive, understand,
manage and use others emotions) to facilitate both the interviews and the data
analysis.
The method provided an opportunity to understand the impact policy and financial
decisions may have upon individuals within the agency as a whole to background the
multiple-cases (Yin 2003). This improved the reliability and confirmability of the data
as it eliminated my need to rely upon participant descriptions or perceptions of the
impact and allowed me in the conversations with the participants to focus on how
they had managed the impact for them as an individual. ACBPS is part of the broader
APS, and is bound by a relevant and consistent legislative and policy base and is
detailed in Appendix A: Case study – Australian Customs and Border Protection
Service (ACBPS), and the 2012 Graduate Trainee Program is presented in Appendix B:
ACBPS Graduate Trainee Program Instructions and Guidelines (DRAFT) to provide a
full understanding of the organisation and policies and processes bounding the
embedded, multiple-cases.
ACBPS was selected for a number of significant reasons:
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it is one of the few agencies to recruit Graduates as potential leaders rather
than as base-level staff. Base-level candidates are recruited through a
separate program, the Customs Trainee Program and are primarily located at
airports as part-time staff;



the ACBPS Graduate Trainee Program includes three (3) rotations, or work
placements, to different parts of the organisation and may include regional
rotations to give Graduates a thorough introduction to the work of the
agency;



the ACBPS was a willing participant in the research and provided the
researcher with unlimited access to the Graduates, organisational
documents, artefacts and senior staff if needed; and



I was fully cognisant of the process that should be adopted by each
supervisor for each graduate, of the things that do not happen in the agency;
and supervisors had agreed to participate if required.

Using an empirical phenomenological strategy, and an embedded, multiple-cases
study within the ACBPS 2012 Graduate Trainee Program provided a research design
that both enabled examination of the different elements of the research question
where relevant behaviours could not be manipulated; and a full range of evidence,
documents, artefacts, interviews and observations could be included (Yin 2003). This
approach provided an environment where variables could be eliminated, and crossreferences with multiple sources of data (Yin 2003) could be made to confirm
participant perceptions. This elimination of variables and data triangulation (Yin
2003) worked to ensure the findings have credibility, transferability, dependability
and can be confirmed in future research to add to interpretive understanding
(Schwandt 2003). Rather than bracketing, or excluding, my knowledge it included
my knowledge and understanding of the environment to ensure a full focus on
understanding the phenomenon rather than trying to understand the environment.
The participants were asked to explore some specific incidents during their graduate
program, their performance reviews for example, and my understanding of the
policy and process meant the participants could not manipulate their discussion of
the process to apportion blame to the process for unexpected feedback. This meant
their response to the research questions was about what actually happened for
them, rather than what might have, should have, or could have happened. It was
possible for them to edit out things they might prefer had not happened, however if
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they did it was always revealed through the other sources, for example two of the
participants discussed the one group research from different perspectives and
although they had very different perceptions of each other’s behaviour, their
descriptions of the process were consistent.
Although ACBPS and the 2012 Graduate Trainee Program was important to the
research method (Stake 2008) it was of secondary interest as it played a supportive
role by providing the backdrop for the research that helped eliminate differences. I
have my own extensive work history in the ACBPS, and this history influenced my
understanding of what is important about the agency, thus influencing my
understanding of what might be perceived as issues, contexts and interpretations
(Stake 2008), and the empirical phenomenological strategy facilitates the inclusion of
this information.
Embedded, Multiple-Cases Selection
I was invited to observe the Graduate induction, and to facilitate a workshop about
this research to encourage volunteers to participate. As I had been an observer of
the induction for three (3) days before facilitating the workshop, I had established
relationships with the Graduates during tea breaks. A stratified random sample
(Keiss 1996 p 174) was used to select participants from the volunteers to ensure
representatives from all areas of the agency were participating. The invitation to
participate in the research and the consent form are at Appendix C: Participant
recruitment and consent for information. The stratified random sample was
important to:


ensure a variety of participants were included in the program and that their
experiences and qualifications were varied as it was possible to have all
participants from a Top Secret part of the organisation, with intelligence or
policing qualifications; and no-one from a corporate or public facing part of
the organisation; and



satisfy a requirement of ACBPS in allowing the research as they sought a
formal report from the researcher evaluating their recruitment, selection,
development and management of the Graduate Program, and in order to
deliver this report, a variety of Graduates needed to be included in the
research.
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At no time did ACBPS know which of the Graduates were participating, nor did the
participants know the names of the other participants, and to preserve the
confidentiality requirements approved in the university ethics approval their names
are not used throughout the research as they are referred to as Participant A - I. Any
identifying work projects, team names, manager names have been redacted to
ensure confidentiality of all involved. Figure 16: Participant sample – selection
process, below outlines the sample selection process:
Participants

Total

Activity

Graduate Program

34

Volunteers

21

Initial Participants

12

Final Participants
(completing 4 interviews)

8

Attended the Graduate Program induction
session and were asked to participate
Completed the Consent Form at the
Graduate Program induction sessions
A stratified random sample identified the
research participants
One participant failed to respond to the
initial interview invitation and was excluded
One participant was withdrawn from the
research when it was discovered his
recruitment process was not consistent
with the balance of the group
One participant was withdrawn from the
research when she failed her probation
One participant was withdrawn from the
research when he failed to show for the
final interview

Figure 16: Participant sample - selection process

Un-structured interviews
The primary research method used for data gathering was un-structured interviews.
The participants were interviewed at the commencement of the program, and at the
end of each rotation during their program, giving a total of four (4) interviews for
each participant. The method enabled me to explore with a few participants, in
detail how they used their emotional intelligence to achieve potential, to fully
understand what was happening from the perspective of the participants (Cope
2003). The pilot research confirmed that only a small number of participants would
be required to achieve data saturation, and as each participant would be interviewed
four (4) times during their program the data could be collated and analysed in a
number of different ways:
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a longitudinal study for each participant to follow their story through the
Graduate Trainee Program;



a subject specific study (e.g. work project) for each participant to follow a
topic of concern for the participant through the Graduate Trainee Program;



a subject or experience study specific to all participants (e.g. performance
feedback) to explore a subject or experience as it impacted upon all of the
participants in the study; and



a comparison between subjects.

The advantage of the un-structured interviews was the credibility of data as the
participants were not directed (Ehigie and Ehigie 2005), as they would be in a
structured interview. It was my skill of listening to the story and to being able to
keep bringing it back to the phenomena under study that was critical to the research
outcomes (Ehigie and Ehigie 2005). A structured or semi-structured interview format
was not considered appropriate as it would guide the interview from my
assumptions and potentially limit the responses from the participants or result in
missing critical data (Aspers 2009). The schedule for undertaking interviews was
agreed with ACBPS, and the participants were able to schedule interviews during
working hours. Participants were invited to participate in interviews two (2) weeks
prior to the interview date, and they nominated and reserved the venue. The
meeting times and venues were recorded in the case study database.
As discussed earlier, the hermeneutical approach to phenomenology was selected as
the interview method (Moustakas 1994) for the pilot study as it allowed the research
to focus not only on the human experiences of the participants and their viewpoint
of these experiences, but also on the social and historical issues surrounding these
experiences (Borimnejad, Yekta et al. 2006). Although the pilot study exposed the
difficulties of this approach, the principles of the approach were carried into the final
research as much as was practicable. For example, a restructure was announced by
ACBPS in the second week of their induction, and it had a specific impact on some of
the participants as their Graduate Trainee Program was to be significantly changed
as a result. The participants chose to explore this as an issue during one of their
interviews, and as the experience for each of the participants was different, the
approach enabled me to gather and understand each of the personal stories,
memories and emotions that were developed by the participants through this shared
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experience (Atkinson and Delamont 2008 p 290). I then used organisational data to
understand these experiences from the perspectives of senior managers who were
not involved in the program, yet were responsible for setting the direction for this
culture.
An opening question for each interview was prepared (Aspers 2009) to facilitate the
participant description and understanding of their experience; and the tone, pace
and language was set by the participants. The key to the un-structured interview
was to recognise that the explanations given by individual participants represented a
credible and reliable (Denzin and Lincoln 2003), here and now account for that
specific participant, and they may therefore interpret things quite differently at
different times and in different contexts (Lincoln and Guba 2003). This
understanding was important as there were several instances when different
participants discussed the same incident from their own perspective and these
perspectives could differ significantly. For example, when discussing their CIT
projects, different members of the same project team had very different perceptions
of how well the team had worked together.
In preparing for the interviews, I designed and documented a guide that set one
question to ask the participants (Aspers 2009) and prepared suitable triggers for
conversation if required against the themes of the consolidated model of emotional
intelligence (Tellis 1997, Kosny 2003, Aspers 2009). The interviews were one-on-one
interviews with no other participants to jog the memory of the interviewee or
myself, and to ensure a credible and dependable approach to logic and learning in
this research I prepared the interview guide. The introductory interview allowed me
to establish a relationship with the participants. I also confirmed voluntary
participation, the taping and transcription process being used, qualified any
questions the participant may have, and gathered some demographic data from the
participant (the interview format is Appendix D: Interview Protocol – Introduction
(20-26 February 2012) for information).
The second, third and fourth interviews were highly un-structured and lasted
between sixty and ninety minutes. The initial questions were meaning questions
(Denzin and Lincoln 2003) and the language was everyday (Cope 2003) and may have
been supported by participant literature, art or other descriptions (Creswell 2007).
The initial questions for the introduction, first, second, and third interviews are
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outlined in Figure 17: Initial questions for each of the participant interviews below,
and the interview format used to enable replication of the interviews is at the
Appendix indicated in brackets:
Introduction

Interview 1
(Appendix E: Interview
Protocol – Interview 1)
Interview 2
(Appendix F: Interview
Protocol – Interview 2)
Interview 3
(Appendix G: Interview
Protocol – Interview 3)

Graduate Name
Originating location
Degree and University
When did you graduate
Why did you select the degree
Why did you select ACBPS for your Graduate Program
If this program is a success for you, what will you have
achieved in your career, personal development, and
personally
Please discuss a situation where you believe you have
excelled in achieving your outcome and a situation where
you have found it difficult to achieve your outcome.
What is your perception of your performance and how
does this align with your performance feedback session?
Please discuss the greatest challenge for you this year?

Figure 17: Initial questions for each of the participant interviews

The interview topics encouraged a diverse range of discussion and the participants
elected to cover issues that were personal, involved other people, and were
longitudinal in application. It was anticipated the responses to the questions would
enable the participants to explore the perception, understanding, management and
use of their own emotions; and the perception, understanding, management and use
of the emotions of others. The questions were designed so participants could
explore the emotions they experienced at either end of the scale (success and
difficult); situations where their emotions were heightened as it was a new
experience (performance feedback); situations where emotional commitment was
required for an extended period of time (greatest challenge); and situations that
were quickly concluded (performance feedback).
From a phenomenological perspective, knowledge is created through data
saturation, which is a repetition and reinforcement of information (Cope 2003),
where the researcher is identifying and capturing the patterns of information
(feelings, action from feelings) as they emerge from the participant stories. This
saturation provides a credibility and dependability to the data. The data emerging is
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organised against these patterns rather than as syntax or sentence construction, to
give the data emerging a thematic description of the given experience rather than as
a form of linguistic inquiry (Atkinson and Delamont 2008). The pilot study illustrated
that data saturation was established quickly as the patterns were evident in the
participant stories quite early, and the development of the consolidated model of
emotional intelligence enabled the useful categorisation of these patterns. The
experience was similar in the final research and data saturation was achieved across
the participants for each interview.
In order to address any ethical concerns that may have existed regarding informed
consent, right to privacy and protection from harm (Fontana and Frey 2008), the
participants confirmed their continuing participation at the commencement and
completion of each interview and I confirmed the use of the data and the deletion of
specific information about others: for example, names and dates, specific location in
ACBPS or specific operational information. Support for individual issues was also
available through the use of the organisational Employee Assistance Program, and
this was discussed with several participants. The data was recorded, subsequently
transcribed and stored in a separate database and can be accessed for raw data
review.
The un-structured interview had an unanticipated benefit as a number of the
participants noted that they were able to change their behaviour because the
approach encouraged them to explore at a very deep level their emotions and
reactions (Ehigie and Ehigie 2005 p 264) without any fear of career repercussions.
Participants also noted that the style of interview enabled them to consider how
they could do things differently in the future, and how they had taken on the essence
of the discussion and had actually changed what they were doing to achieve better
outcomes. At least one participant used the interviews as an opportunity to role play
or practice how he would do things in the future to see how it sounded and how
comfortable he was using the technique he had developed.
I am a skilled and experienced facilitator, mediator and counsellor and consequently
have significant interviewing skills and techniques that supported the research
approach and helped ensured the focus of the participant/s (as suggested by Kosny
2003). The risk to using this method, losing control of a discussion (Cope 2003 p 18),
was addressed in the final research by designing the interview format using the
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consolidated model of emotional intelligence as a guide to keep the conversation
focused on the participant perspectives of the issue being discussed. The
participants were emailed the initial question about one week prior to the interview
to enable them to prepare for the interview to help focus the interviews. Many of
the participants had prepared some notes to help them remember to discuss the
issues that were most relevant to them about the question.
Observations
To ensure a full understanding of the participants it is recommended the researcher
use more than interviews (Yin 2003, Ehigie and Ehigie 2005, Creswell 2007, Aspers
2009). To ensure that I was able to understand the participants in the pilot study I
attempted to use phenomenological interviews and journals to create a clear
understanding. In the final research, I used observation, introductory interviews and
un-structured interviews (three per participant) to ensure my understanding. I
observed the complete induction process (five days in total), one CIT development
session and one Graduate meeting. This allowed me to watch the participants
interact with their colleagues, and this provided me with a comparison between this
behaviour and behaviour in the interviews. It also provided me with valuable
information regarding what the participants were actually told about things versus
their interpretation of what they were told and their subsequent reactions to these
interpretations. The observations provided both a deeper level of understanding,
and corroboration of evidence.
Documentary Evidence
Documentary evidence is important in the augmentation and corroboration of
evidence from other sources (Yin 2003). As I have an intimate knowledge and
understanding of the APS and ACBPS all assumptions about both were corroborated
through formal documentary evidence collection. For example, I assumed the
recruitment and performance management processes used by ACBPS conform to the
principles and practices required by the APS and was able to corroborate this
assumption through the use of documentary evidence.
A number of significant events occurred during the period of the research (for
example, ACBPS restructure and formal announcements of corruption within ACBPS)
and the forms of documentary evidence available to me helped provide context for
what had happened and why. As a result I did not have to rely upon the participant
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cases to provide this information. The documentary evidence for significant events
was gathered as I was made aware of the events.
The retrieval of documentary evidence from ACBPS required access to its files during
working hours, and when staff were available to help with the search and retrieval
activities as I did not have access to stored files or computerised files. I know that all
ACBPS documentation is prepared and presented with a specific audience in mind,
and is therefore written with that bias and this must be taken into account when
considering the documentary evidence. For example, when four (4) officers from the
Sydney airport had been arrested on charges of corruption, the documents available
to me were media releases (external facing documents) that paint the picture of an
organisation with sufficient systems and policies in place to ensure that this is an
aberration rather than the norm, and Minutes and newsletters (internal focus) which
discussed the shifting focus of recruitment and selection to address internal integrity
by encouraging reporting and investigation.
Each of the participants completed a GENOS EI self-assessment as part of their
recruitment process and with participant approval these documents were made
available to me at the conclusion of the data gathering phase of the research. The
detailed reports are included in this research as they provide a triangulation of data,
and as the reports are owned and copyrighted to Genos Pty Ltd the validity indices,
total emotional intelligence score and a detailed explanation of the meaning of each
score presented are copied in full and not edited when they are used. The full
transcripts are included with the data for each participant in Appendix R to Appendix
Y.

Data Collation and Analysis
The final phase in the research process is where the researcher makes sense of one’s
findings in the situational, relational and textual structures of the experience (Denzin
and Lincoln 2003). The research approach, paradigm, methodology and methods
provided for rich and deep data to be evaluated for each participant and to be
collated and analysed against the research questions. A hardcopy research database
was created (Yin 2003). Should it be required, a reader would be able to review the
raw data that has led to the study’s conclusions, and it is not included in the thesis as
it runs to almost 1,000 pages. To create this database, the participant case
interviews were recorded and subsequently transcribed, and provide a chain of
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evidence to trace the steps of the research from either direction (from original
question to conclusions and from conclusions back to original questions) and
increase the reliability of the research data (Yin 2003). Using an IT data analysis tool,
NVIVO for example, was considered as the initial quantity of data was significant,
however, as the analysis commenced it was quickly evident that although the
participants discussed a variety of issues or stories, the demonstration of emotional
intelligence was easily categorised against the units of analysis, and collated against
the dimensions of the consolidated model of emotional intelligence, therefore a
manual process involving the highlighting and collating of data was used.
The data patterns emerging from the research were used to answer the three
research questions by:


initially layering the data over the model of achievement of potential to
understand the validity of this model from the perspective of the
participants, and this subsequently identified key dimensions for
achievement of potential not previously discussed in the model;



then layering the data over the consolidated model of emotional intelligence
to identify whether the participants used emotional intelligence and
comparing this data with the GENOS EI self-report data to identify whether
the participants demonstrated emotional intelligence in a way that was
anticipated; and this subsequently identified key differences between the
construct of emotional intelligence described by the participants, and the
construct discussed in the literature; and



then finally layering the data over the consolidated model of emotional
intelligence to identify whether high potential employees use emotional
intelligence to achieve their potential, and this subsequently identified key
differences between the construct of emotional intelligence described by the
participants, and the construct discussed in the literature.

The pilot study layered the participant data over the consistencies of the ability,
competency and trait models of emotional intelligence to develop the consolidated
model of emotional intelligence. This is not a new model, rather a compilation of
existing models and provided the framework for the analysis of data from the final
research as it enabled the categorising of patterns of information and the organising
of data against the dimensions identified in the model rather than against any form
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of linguistic inquiry. Recording and subsequently transcribing the interviews enabled
me to consider the data from different perspectives. Therefore, the relatively simple
manual highlighting of the transcriptions with consistent, and different coloured
highlighters to show when the story teller had demonstrated their ability to perceive,
understand, manage or use their own emotions or those of others was adopted.
Information not relevant to the research, for example introductions and conclusions,
were removed from the transcriptions. Appendix H: Interview Transcription
provides an example of an original transcript that has been highlighted to collate
data against the consolidated model of emotional intelligence. The colours are used
consistently through this document when the participant data is quoted, and are
representative of the different panels of the consolidated model of emotional
intelligence1. This initial coding provided a collation against each of the units of
analysis, and the recordings provided a memory jogger for levels of emotion rather
than a form of linguistic inquiry.
Once the individual transcripts had been colour coded they were then collated into
topics of discussion, and for each panel of the consolidated model of emotional
intelligence the relevant data was grouped into topics of discussion. For example,
the topic area “discussing personal behaviour” was identified for Interview 1,
Participant A. The data from this interview was then collated so that all of the
references for “discussing personal behaviour” were grouped under the panels of the
consolidated model of emotional intelligence. Appendix I: Interview transcription
against the consolidated model of emotional intelligence illustrates how Interview 1,
Participant A was collated. These coded interviews form the primary data source for
this research as the data:

1

Self-Awareness: skill of perceiving and appreciating one’s own emotions
Awareness of Others: being able to perceive and appreciate what is happening for others by
interpreting both verbal and non-verbal cues
Identification and Differentiation: able to identify an emotion and differentiate it from
others
Empathy: ability to comprehend another’s feelings and to re-experience them oneself
Self-Regulation: being open to one’s feelings and being able to manage these
Motivating: ability to reflectively monitor the emotion in others
Resilience: ability to remain optimistic and resourceful, even in the face of adversity
Conflict Resolution: ability to understand and manage the underlying feelings of others and
to use this to manage disputing parties
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provided a visual check against the units of analysis and a visual comparison
with the GENOS EI data (this data was used in Chapter 6: Emotional
intelligence – participant perceptions);



enabled me to follow a topic area in one interview through the units of
analysis to identify patterns from which conclusions were drawn regarding
whether participants used emotional intelligence (this data was used in
Chapter 6: Emotional intelligence – participant perceptions);



enabled me to follow a topic area across all interviews for one participant to
provide a longitudinal view of the units of analysis to enable identification of
patters from which conclusions were drawn about how participants used
emotional intelligence to achieve potential (this data was used in Chapter 7:
Using emotional intelligence to achieve potential – participant perceptions);
and



enabled me to follow a topic across all participants to provide clarification,
confirmation or alternative perspectives (this data was specifically used in
Chapter 5: Achievement of potential – participant perceptions).

Appendix R to Appendix Y includes Participant introductions, a summary of
Participant GENOS EI self-reports, and individual data from each interview collated
into subject headings and coded against the consolidated model of emotional
intelligence for information. The transcripts in their original and coded states are
preserved and stored separately from this report and are available upon request.
In order to address the potential limitations of the research design and to ensure the
principles of credible, transferable and dependable data collection, I developed a
triangulation of data (Yin 2003) through the use of multiple sources of data. These
sources included participant interviews and observations, triangulated with:


ACBPS data and artefacts supported with specific interviews and
observations; triangulated with APS policies and processes; and



the GENOS EI data for the multiple-cases to provide an independent
evaluation of emotional intelligence.

The triangulation assisted with credibility as the multiple sources of evidence
provided multiple measures of the same experience (Denzin and Lincoln 2003, Yin
2003, Stake 2008). For example, the organisational restructure announced in March
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2012 was presented to the participants as part of their induction by one of the senior
staff to help reduce any fears, announced to the balance of ACBPS through written
documents and organisational charts, and announced to those outside the ACBPS via
a media release. The principles underpinning the calling for voluntary redundancies
as a result of the restructure are governed by the APS legislation and the APSC
policies and principles. The impact of the restructure was discussed by several of the
participants, and they each had different concerns. Each of these communications
has a different audience and a different purpose and therefore tells a different story,
so without the triangulation only one side of the story can be understood.
The research is revelatory (Yin 2003) as no specific studies of this nature have been
completed before. As outlined in Chapter 2: Literature Review, research into
emotional intelligence has concentrated on defining (Bar-On 1997, 2006, Goleman
1995, Mayer and Salovey 1995, Mayer and Geher 1996, Mayer and Salovey 1997),
measuring (Bar-On 1997, 2006, Goleman 1995, Mayer, Caruso et al, 1998, Mayer,
Salovey et al. 2003, Brackett and Salovey 2006) and applying the concept to the work
environment (for example: Joseph and Neuman 2010, MacCann 2011, O’Boyle,
Humphrey et al. 2011, Van Rooy, Viswesvaran et al 2005); and has not considered
evaluating the behaviour from the perspective of the participants. It is relevant as
many graduate programs use emotional intelligence testing as a component of their
selection process (for example, ACBPS uses the GENOS EI self-assessment) in the
belief it will help them select future leaders and the reports describe behaviours that
can be expected of these leaders. Understanding how the information gathered in
these tests relates to how the participants perceive their work environment and
therefore behave has never been completed, therefore there is no clear
understanding of the relationship between these tests and the development of
future leaders. Research has not been conducted to understand how individuals
actually use their emotions to make decisions or influence the outcomes of work
related experiences, and it is of significant value to organisations as it has the
potential to impact upon recruitment, selection, probation, and performance
development for both the individual and their supervisor/s.

Generalisation of findings
The research approach, paradigm, strategy and methods explored in depth
manifestation of the achievement of potential and emotional intelligence constructs
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in an individual from the perspective of a small group of participants. It did not seek
to ratify one model of emotional intelligence over others, or to support one
assessment tool over others, or to consider one trait of emotional intelligence over
another (for example, empathy). The research was longitudinal and revelatory, and
the methods were selected and refined as a result of the pilot study to provide
validity and reliability to the research. The embedded, multiple-cases study, within
ACBPS, provided consistent, rich and descriptive data from un-structured interviews.
This data was layered over the consolidated model of emotional intelligence to
identify themes that have not been explored before.
The legislative and policy restrictions of the ACBPS make generalising these findings
to organisations outside this framework inappropriate without further research. The
small sample and specific participant group restricts the application of these findings
to other organisations or other populations without further investigation. The initial
questions used for each of the phenomenological interviews focused on the work
environment and was not attempting to directly link work and social or home
environments, and this restricts the generalisation of these findings without further
exploration of these links. The open-ended nature of phenomenological interviews
means that the interviews follow what is important to the participants, and another
group of participants in a different environment may have different issues of
importance, and this restricts the generalisation of these findings without further
exploration of these issues. Although the interview format was tested in the pilot
project before it was used in the final research, it is essentially an untested format
and it would need robust testing and evaluation before it could be used for broader
research.
The conclusions reached in the research corroborate and add another perspective to
contemporary literature, and identify insights not previously discussed in academic
literature to provide rich ground for further investigation that must be completed
before the results can be generalised across larger or other populations.

Conclusion
This chapter details the research approach, paradigm, strategy and methods used to
answer the research question:
Do high potential employees use emotional intelligence to achieve potential?
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The following three sub-questions directed the research:
1. Did the Australian Customs and Border Protection Service application of the
Corporate Leadership Council achievement of potential model set the
participants to achieve potential;
2. Did the participants use emotional intelligence; and
3. Do the participants use emotional intelligence to achieve potential?
The risks to this approach were revealed during the completion of the pilot research
and these were mitigated in the final research design, and these risks are explored in
the following chapter.
The researcher, with an in-depth understanding of the case study organisation,
explored the phenomenon of perceiving, understanding, managing and using
emotions as it was experienced and discussed by the participants in real-life working
situations. The rich and deep data set was collected using un-structured interviews,
observations and a range of documents and artefacts. The data was then collated
and layered over existing literature to present both a longitudinal and revelatory
view of achievement of potential and emotional intelligence from the perspective of
the participants involved in the study to reveal new knowledge. The research
findings tell the story of a small group of participants, and although there is a
consistent, deep and rich data set from these participants the findings should not be
generalised across a wide-range of individuals or within other organisations without
further research.
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Chapter 4: Pilot study

Well, that didn’t go as planned. I only have interview data as no-one was
interested in the journals, so I have limited triangulation. I have lots of data
and I don’t quite know what to do with it as my approach means I don’t have
well defined units of analysis as the models of emotional intelligence are so
different. I need to use the literature to identify the consistencies between
the models, or adopt one model. I don’t want to take one model over the
others as this will push the results towards an evaluation of one model over
the others and I am not interested in doing this, so I will use the literature to
identify the consistencies between the models. These consistencies can then
be used as a guide for analysing and evaluating the data, and this analysis
should enable me to develop a framework for the research. From this
framework I can identify the units of analysis, design an interview guide and
plan the analysis and collation of the final data.
(Researcher Reflections)
As discussed in the previous chapter, the proposed approach, paradigm, strategy and
methods were tested in a pilot research. This chapter will outline the initial design of
a Husserlian phenomenological approach, phenomenological interviews, participant
journals, and organisational artefacts and data. A number of issues limited the pilot
research outcomes and these will be outlined in an explanation of the design finally
adopted and the logic behind it.
The multiple-cases study design was limited by the organisation selected; and the
unit of analysis identified did not allow for an effective evaluation of the multiple
units of analysis evident in the participant data. Interviewing at the commencement
and completion of the program meant that participants only drew upon recent
experiences in their final interview. The participant data began to reveal patterns
that did not align with the broad unit of analysis adopted for the pilot. Without
adopting one of the models of emotional intelligence and excluding the others, or
identifying the consistent dimensions of emotional intelligence from the respective
models, the unit or units of analysis became confused and required structure to
enable the researcher to add knowledge in the field. Tightening the
phenomenological strategy to an empirical phenomenological strategy enabled the
layering of the pilot data over contemporary literature to establish the consistent
criteria of the existing models of emotional intelligence which is subsequently
referred to as the consolidated model of emotional intelligence. This model
subsequently provided a framework for the final research as it enabled the
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development of clear units of analysis that guided the interview formats,
categorising and analysis of the data, thereby providing academic rigour.
The pilot study was completed in the then Department of Families, Community
Services and Indigenous Affairs (FaCSIA) with the 2009 Graduate Program and is
outlined below.

Pilot study revelations
The pilot study design included phenomenological interviews at the commencement
and conclusion of the program. Only contacting and engaging with the participants
twice in one year meant that they did not establish a strong relationship with me and
therefore appeared to be more reluctant to discuss difficult experiences. The long
time lapse between interviews also leads to the recency effect of memory whereby
the participants only recalled the most recent experiences as they had forgotten
experiences from the beginning or middle of the year, or forgotten their involvement
in some experiences, or they did not relate to what they had discussed during the
first interview so there was no historical connection, depth or flow to the interviews.
The final research design was revised to facilitate engagement with the participants
with an introduction at the commencement of their program, and in-depth
interviews at the conclusion of each rotation, thus making contact with them 4 times
during the research.
The journals were identified as a method to facilitate data triangulation and to
provide a broader understanding of the organisation and the graduate program to
help provide perspective and a reality check for the multiple-cases interview data.
However, the journals were a complete failure. While 50 per cent of the participants
completed the first journal activity, only two (2) participants completed the second,
and none the third. I deleted the journals from the final research and replaced them
with organisational artefacts and documents.
The most significant limitations to the pilot research were the pure Husserlian
phenomenological approach and the multiple-cases design. As the pure Husserlian
phenomenological approach requires the building of knowledge from the
perspective of the participant rather than from the perspective of existing
knowledge, and thus brackets assumptions and existing theories my initial unit of
analysis was own emotions and emotions of others. I subsequently found the data
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collation and analysis confusing and unclear as there was nothing to collate the data
against. In order to make sense of and bring value to the participant data, existing
theories and perspectives were essential to enable a useful layering of data. As I was
not interested in contributing to the postpositive construct of emotional intelligence,
I did not want to select one model over the other models, so I decided to adopt
another approach and that was to shift the research strategy to enable me to use all
of the models.
I subsequently shifted the strategy an empirical phenomenological strategy as this
encouraged the use of existing theoretical frameworks to help identify data patterns
and then layering these patterns over existing theoretical framework/s to identify
new knowledge that both represents the perspective of the participants and can be
placed in the contemporary theoretical framework. As discussed in Chapter 2:
Literature Review there are three clear models of emotional intelligence, the ability
model (Mayer and Salovey 1997), and the competency and the trait models
commonly referred to as the mixed-models (Goleman 1995, Bar-On 1997); and as I
was not attempting to evaluate the models or state a preference for one model over
the other an approach was required that identified the consistencies between the
models.
I therefore used an empirical phenomenological process to enable the identification
of new knowledge from the pilot study participant data, and this is outlined below:
1. the data patterns were identified as own emotions and emotions of others to
understand how the participants were using their emotional intelligence in
real world situations;
2. as these patterns illustrated greater nuances than the original unit of analysis
the existing models of emotional intelligence were evaluated to identify
consistencies between the models that provided a framework for analysing
the participant data;
3. the participant data was layered over this framework to identify the nuances
in the data;
4. the data nuances were collated and added to the framework to provide
depth to the framework; and
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5. this was subsequently documented as the consolidated model of emotional
intelligence that was used in the final research to provide the units of
analysis.
The following extract illustrates these steps for the data of Participant 1, and an
example topic of conversation for each of the pilot research participants can be
found at Appendix K to Appendix P to illustrate how this process was applied to the
data from all pilot study participants.

Emotional intelligence – building the layers
The initial step of data analysis involved collating the participant data against the two
units of analysis: “own emotions”, and “emotions of others”. Figure 18: Collation of
Participant 1 data against units of analysis "own emotions" and "emotions of others"
below illustrates the collation of data for Participant 1 against the units of analysis:
Own Emotions

Emotions of Others

I guess one success I have achieved so far
is getting to Canberra and being able to
find accommodation and being able to
settle down … cause I have lived with my
family all of my life, so I didn’t really have
experience moving out … I guess I didn’t
want to find it hard, I thought there
would be times I would find it hard to
find a place to live that maybe I should
just not come to Canberra and skip the
whole thing … I think the concern about
my welfare, I have some responsibilities
in the household so I guess that would
be slightly disruptive the order in the
household, and I guess also the
inconvenience of moving, finding a place,
bringing your own items, like cooking
items, and the possibility of coming back
to welfare, the people you live with you
might not get along with them … I guess
it didn’t really sink in that I would be
going to Canberra and working, not until
later, and maybe I didn’t take it too
seriously either as I looked for rental
accommodation pretty late, but yeah, I

When I first talked to them they were
pretty much indifferent “yeah that’s
fine” and when they realised that there
would be a lot of inconveniences and a
lot of work to be done like moving and
moving stuff and finding a place to stay
in, they were really apprehensive about
it … there were exchanges with my
parents, I usually see them when they
come home from work and they are
cooking and I would come from the
kitchen and talk to them about what was
happening. For example, my dad would
say “don’t go, it is too much trouble, you
have to do this and that, and you have to
find a place, and the people you share
with might not be your type, you don’t
know those people”. I guess they didn’t
want me to go because they were
concerned for my welfare … my mum
came with me a couple of time to help
me look at a couple of places to rent and
she wanted, I think she wanted me to
live by myself and not to share with
other people s they didn’t trust other
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Own Emotions

Emotions of Others

was happy and not too happy, happy but
not very happy that I had gotten a
position, and I thin also that when it
came closer to coming to Canberra and I
thought a bit about what life would be
like and what I would be doing outside
work, un I thought that I would, that my
expectations were that I would be
keeping to myself and occupying myself
with things to do outside work and
maybe at home … I think that is just me, I
am an introvert, so I don’t really go out
that much … so I thought I would go
down (to Canberra) and not have that
many responsibilities, just maintaining
my own little household and not having
to do chores for the family, therefore I
would have more time to do things I had
a passion for … I guess I decided to get to
know more of the grads, they are
organising a lot of social activities,
dinners, drinks and stuff like that and I
really enjoyed it, so yeah, it didn’t turn
out to be what I expected, but it is not
like I am unhappy about it, it is a
pleasant surprise … I guess now my
thinking is that I should be going out a bit
more and I am also thinking about what I
have been missing out on for a while by
not going out and being more sociable …
I found it really annoying because,,
during that period … I spent a lot of time
going out to see rental accommodation
and places and getting the form and
filling them in and faxing them to agents
… it was frustrating because it put my
whole life on hold as well, that time I
could have spent going out to look for
places to either rent or buy, I guess I
could have spent doing other things that
were more worthwhile or fulfilling … I
guess I was angry with them that they
were doing this to me and I guess I was

people. So I did that … which obviously
didn’t work as I don’t have a rental
history and I was always getting knocked
back, so the next thing they suggested
was to find accommodation with
someone from the department, which I
also wasn’t successful with because I
came a bit late … but around the same
time (5 weeks into the program) my
parents were always changing their
direction and what to do. It was first,
find some accommodation for yourself,
then find with someone in the
department, they try to find a place to
buy, and now it is just, now they don’t
want me to find a place to buy … lots of
twists
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Own Emotions

Emotions of Others

thinking that it was my fault as well
because I wasn’t standing up to them … I
let them do that to me because I haven’t
really stood up to them before, so inside
I was a bit angry and frustrated … (are
you feeling better now) Yes, a lot better,
in the next few weeks I am working to
decide what to do with the rest of the
year … I was a little angry, it was my
fault, I should have been more decisive, I
should have said to my parents that I will
just do this … doubt, self-doubt about
what I was capable of and could achieve,
also I was not really that informed and a
bit naive about my options …
Figure 18: Collation of Participant 1 data against units of analysis "own emotions" and "emotions of
others"

The next step involved identifying the consistencies between the models of
emotional intelligence to provide a framework for evaluating the nuances in the
participant data. Without a clear understanding of what we all mean when we talk
about emotional intelligence it is impossible to make claims that emotional
intelligence links with high potential employees, leaders, high performance or
anything else. It is also impossible to begin to explore how participants perceive
their own emotions, the emotions of others, or how they perceive they have used
emotions to achieve their potential. This section identifies the common assumptions
between the theories to establish a framework of consistent dimensions of
emotional intelligence.
The ability model of emotional intelligence (refer Figure 7: Key dimensions of the
ability model of emotional intelligence) is based on the premise that an individual is
able to accurately perceive, appraise and express emotions; to access and/or
generate feelings when they facilitate thought; to understand emotional emotion
and emotional knowledge; and to regulate emotions to promote personal growth.
Goleman’s model, (refer Figure 8: High order clusters of the competency model of
emotional intelligence) encapsulates a series competencies that are presented as
four higher level constructs: self-awareness, self-management, social awareness and
relationship management. Bar-On’s trait model, (refer Figure 9: Key dimensions of
the trait model of emotional intelligence), includes some behaviours that would not
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be included within the definitions of intelligence, and the core components of the
Bar-On model are recognising, understanding and expressing emotions and feelings;
understanding how others feel and relate with them; manage and control emotions;
manage change, adapt and solve problems of personal and interpersonal nature; and
generate positive effect and be self-motivated.
The common assumptions are outlined below. The ability model brings the
assumptions that:


one is able to perceive and express their own emotions and appreciate the
emotions of others;



understand their own emotions and those of others;



regulate their own emotions and those of others; and



use emotions to facilitate thought.

Goleman’s model also brings the assumptions of:


perception and management of emotions in self and others; and



although the concept of relationship management can be considered as a
skill it is included as this was what the participants considered they were
doing when they were managing the emotions of others.

Excluded from the common description is the concept of social awareness as it is
considered a skill (Locke 2005) and was not identified in the patterns of participant
data.
Bar-On also discusses:


being able to perceive, recognise and understand emotions in self and
others;



manage and control emotions in self and others; and



change management.

Excluded from Bar-On’s description is the concept of self-motivation as this can be
considered a skill (Locke 2005) and it was not identified in the patterns of participant
data.
Thus, the common threads are the ability to identify and regulate emotions in self
and others, with sub-categories of:
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Perceiving emotions: represented as self-awareness and awareness of
others. Participant data illustrated this as being able to identify and describe
emotions, and to distinguish between different emotions.



Understanding emotions: represented as understanding self and
understanding others. Participant data illustrated this as being able to
describe how previous incidents affect current responses.



Managing emotions: represented as self-management and managing others.
Participant data illustrated this though clear strategies for managing
immediate and prolonged responses.



Using emotions: represented as change thinking for self and others.
Participant data illustrated this through clear strategies for using emotions to
either prolong a positive experience or reduce a negative experience.

While the models are also consistent in their assertions that individual can be
recognised for having a higher or lower level of emotional intelligence, and that they
can be trained to improve their emotional intelligence the pilot research participant
data is only able to illustrate that they did learn from some experiences and did not
repeat the same response to a similar stimulant in the future.
Figure 19: The key dimensions of the consolidated model of emotional intelligence,
illustrates the key dimensions used for the categorisation of pilot project participant
data:
Awareness of self

Awareness of others

Understanding

Understanding

Managing own emotions

Managing emotions of others

Using own emotions to achieve a success

Using emotions of others to achieve a
success

Figure 19: The key dimensions of the consolidated model of emotional intelligence

Figure 20: Participant 1 data - collated using the key dimensions of the consolidated
model of emotional intelligence, below illustrates how the sample of Participant data
outlined above was categorised against the key dimensions of the consolidated
model of emotional intelligence illustrated in Figure 19 (above):
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Own Emotions

Emotions of Others

Awareness of self:
I guess one success I have achieved so far
is getting to Canberra and being able to
find accommodation and being able to
settle down … cause I have lived with my
family all of my life, so I didn’t really have
experience moving out … I guess I didn’t
want to find it hard, I thought there
would be times I would find it hard to
find a place to live that maybe I should
just not come to Canberra and skip the
whole think … I think that is just me, I am
an introvert, so I don’t really go out that
much … so I thought I would go down (to
Canberra) and not have that many
responsibilities, just maintaining my own
little household and not having to do
chores for the family, therefore I would
have more time to do things I had a
passion for … … I found it really annoying
… I guess I was angry with them that they
were doing this to me and I guess I was
thinking that it was my fault as well
because I wasn’t standing up to them …
… I was a little angry, it was my fault, I
should have been more decisive, I should
have said to my parents that I will just do
this …
Understanding of self:
it was frustrating because it put my
whole life on hold as well, that time I
could have spent going out to look for
places to either rent or buy, I guess I
could have spent doing other things that
were more worthwhile or fulfilling … I let
them do that to me because I haven’t
really stood up to them before, so inside
I was a bit angry and frustrated … doubt,
self-doubt about what I was capable of
and could achieve, also I was not really
that informed and a bit naive about my
options …

Awareness of others:
When I first talked to them they were
pretty much indifferent “yeah that’s
fine” and when they realised that there
would be a lot of inconveniences and a
lot of work to be done like moving and
moving stuff and finding a place to stay
in, they were really apprehensive about
it … there were exchanges with my
parents, I usually see them when they
come home from work and they are
cooking and I would come from the
kitchen and talk to them about what was
happening. For example, my dad would
say “don’t go, it is too much trouble, you
have to do this and that, and you have to
find a place, and the people you share
with might not be your type, you don’t
know those people”. I guess they didn’t
want me to go because they were
concerned for my welfare

Understanding of others:
I think the concern about my welfare, I
have some responsibilities in the
household so I guess that would be
slightly disruptive the order in the
household, and I guess also the
inconvenience of moving, finding a place,
bringing your own items, like cooking
items, and the possibility of coming back
to welfare, the people you live with you
might not get along with them
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Own Emotions

Emotions of Others

Managing emotions:
I spent a lot of time going out to see
rental accommodation and places and
getting the form and filling them in and
faxing them to agents … (are you feeling
better now) Yes, a lot better, in the next
few weeks I am working to decide what
to do with the rest of the year

Managing emotions:
but around the same time (5 weeks into
the program) my parents were always
changing their direction and what to do.
It was first, find some accommodation
for yourself, then find with someone in
the department, they try to find a place
to buy, and now it is just, now they don’t
want me to find a place to buy … lots of
twists
Using emotions to achieve a success:
my mum came with me a couple of time
to help me look at a couple of places to
rent and she wanted, I think she wanted
me to live by myself and not to share
with other people s they didn’t trust
other people. So I did that … which
obviously didn’t work as I don’t have a
rental history and I was always getting
knocked back, so the next thing they
suggested was to find accommodation
with someone from the department,
which I also wasn’t successful with
because I came a bit late

Using emotions to achieve a success:
I guess it didn’t really sink in that I would
be going to Canberra and working, not
until later, and maybe I didn’t take it too
seriously either as I looked for rental
accommodation pretty late, but yeah, I
was happy and not too happy, happy but
not very happy that I had gotten a
position, and I thin also that when it
came closer to coming to Canberra and I
thought a bit about what life would be
like and what I would be doing outside
work, I thought that I would, that my
expectations were that I would be
keeping to myself and occupying myself
with things to do outside work and
maybe at home … I guess I decided to get
to know more of the grads, they are
organising a lot of social activities,
dinners, drinks and stuff like that and I
really enjoyed it, so yeah, it didn’t turn
out to be what I expected, but it is not
like I am unhappy about it, it is a
pleasant surprise … I guess now my
thinking is that I should be going out a bit
more and I am also thinking about what I
have been missing out on for a while by
not going out and being more sociable

Figure 20: Participant 1 data - collated using the key dimensions of the consolidated model of
emotional intelligence

As the analysis proceeded it was evident that the participants were demonstrating
the ability to:
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identify their own emotions – to both perceive their emotions and to
understand those emotions; and



identify the emotions of others; and



regulate their own emotions – represented by an ability to manage and use
emotions; and



to regulate the motions of others.

It was also clear that the participants were not demonstrating an equal ability against
each of these dimensions. This is illustrated in Figure 21: Patterns emerging from
pilot participant data where the most commonly used dimension of emotional
intelligence is represented by the darkest shade in the diagram.

Figure 21: Patterns emerging from pilot participant data

The consolidated model of emotional intelligence
As illustrated above, the patterns emerging from the data suggested that
participants demonstrated an ability to describe their own emotions, to discuss why
they thought they were reacting the way they were (using their history to
understand their present), to discuss techniques they were using to manage these
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emotions, and in some cases to discuss how they could change their thoughts. The
discussions regarding the emotions of others was not as clear, and with prompting,
participants discussed the emotions they thought were being experienced by others
by exploring examples of behaviour. The unit of analysis for the pilot study was
emotional intelligence and the patterns emerging from the analysis identified that as
I expected, emotional intelligence has two perspectives:


what the participants perceived for themselves, and



what they perceived was happening for others.

However, the pilot data revealed nuances that were not adequately recognised in
this unit of analysis, and the identification of the consistencies between the existing
models of emotional intelligence provided a framework for analysing these nuances.
Figure 22: The consolidated model of emotional intelligence collates all of this
information and provides a two-dimensional conceptualisation of a consolidated
approach, based on the participant data patterns layered over current models of

Identification of Emotion

emotional intelligence. Rather than presenting a new model for testing, this

Perceive



Application to Self

Application to Others

Self-Awareness

Awareness of Others

Able to describe emotion and the
physical responses to this emotion
Understanding Self

Understand

 Able to identify previous experiences
that trigger the emotion
Self-Management

Regulation of Emotion



Manage



Able to respond to emotion (not react)

 Engage, prolong or detach from the
emotional state
Change Thinking for Self

Use





Able to change thinking and behaviour
based on response to emotion
Able to use this experience to change
future response

Able to identify emotions in others
through observing the physical
responses in others
Understanding Others



Sharing emotion with others and taking
on the perspective of the other person
Managing Others

 Able to help others respond to emotion
(not react)
Change Thinking for Others

 Able to change thinking and behaviour
of others based on the response to
emotion

Figure 22: The consolidated model of emotional intelligence
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conceptualisation illustrates how the identification and regulation of emotions
applies to self and to others and the following explanation outlines each frame of the
conceptualisation and describes the behaviours one may be exhibiting if
demonstrating emotional intelligence.
The axes define the framework: the identification of emotion with application to self
or others; and the regulation of emotion with application to self or others. Within
the two-dimensional conceptualisation there are four descriptors of emotional
intelligence: perceive, understand, manage and use; and how these apply to self and
others. The framework is then read by moving either down the columns or across
the rows. The following details the main content of the framework by moving across
the rows and then down the columns.
Perceive emotions
Perceiving emotions is the ability to identify emotions in self and others, and to be
able to use a variety of verbal and physical or physiological signs to identify these
emotions. It is also about the ability to express these emotions in an appropriate
way so that others understand what you are talking about. The initial data patters
identified an ability of the participants to identify and name the emotions they had
experienced. The patterns were strongest when they were identifying their own
emotions, and often only emerged when they were prompted to think about the
emotions of others.
Self-Awareness (able to describe emotion and the physical responses to this emotion)
Self-awareness is the skill of perceiving and appreciating one’s own emotions, and
being able to recognise that an
emotional experience is taking
place and to establish exactly
what emotion is being
exerienced. In practical terms,
self-awareness is about
understanding the relationship
between various emotions, for
example, anger often builds on
anger; and unhampered by any reason, can easily erupt into violence, and anger can
build from embarrassment, hurt, rejection and many other emotions. Self119

awareness is about being able to identify the physical and physiological states that
exist within oneself for different emotions: when identifying anger, what are the
physical signs that it is happening: increasing heart rate, clenching fists, a clenching
of the jaw? An individual with emotional self-awareness is likely to pay close
attention to their feelings and have a profound sense and knowledge of themselves;
be connected with their inner values and beliefs; and regularly conduct some form of
self-reflective practice.
Self-awareness provides a description for the patterns identified from the participant
data where they were able to clearly identify and name the emotion they
experienced, clearly describe the physical changes they experienced with this
emotion, and describe any physiological states that existed for them when they
experienced this emotion. When collating the participant data all descriptions of
emotions in self, for example I felt fury, and all descriptions of physical reactions to
emotions, for example I felt it in my tummy were categorised as self-awareness.
These descriptions were then layered over the contemporary models of emotional
intelligence and reflect the ability to identify and label one’s emotions, including
complex emotions, and express one’s physical states, feelings and thoughts, as
presented in the ability model, the skills of emotional self-awareness in the Bar-On
model, and being able to recognise a feeling as it happens and to monitor one’s
feelings from moment to moment from Goleman’s model. The consolidated model
of emotional intelligence then records this dimension as perceive emotion with
application to self (self-awareness): able to describe emotions and the physical
responses to this emotion.

Awareness of Others (able to identify emotions in others through observing the
physical responses in others)
Awareness of Others is about
being able to perceive and
appreciate what is happening
for others by interpreting both
verbal and non-verbal cues. It is
also about being able to
distinguish between different
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emotions that others may express, for example, when someone is crying, are the
tears a non-verbal cue of anger, frustration, sadness, happiness, or hurt? There will
be other physical signs providing guidance: clenched fists might indicate anger;
wringing hands might indicate sadness; an open body-stance and smile
accompanying the tears might indicate happiness. An individual with strong
awareness of others will pay close attention to the feelings and reactions of others
and will be able to correctly label the emotions that have been displayed.
Awareness of others provides a description for the patterns identified from the
participant data where they were able to clearly identify and name the emotion the
other person was experiencing and some of the verbal or physical cues they were
using to make this identification. When collating the participant data all descriptions
of emotions in others, for example they were pretty indifferent, and all descriptions
of physical reactions in others, for example my Dad would say “don’t go, it’s too
much trouble” were categorised as awareness of others. These descriptions were
then layered over the contemporary models of emotional intelligence to reflect the
ability to identify and express emotions in other people as presented in the ability
model, empathy and interpersonal skills as described in the Bar-On model, and
empathic awareness and attunement to what others need or want from Goleman’s
model. The consolidated model of emotional intelligence then records this
dimension as perceive emotion with application to others (awareness of others): able
to identify emotions in others through observing the physical responses in others.
Understand emotions
Understanding emotions is the ability to comprehend complex feelings and
simultaneous feelings, to identify the transitions between feelings, and to clearly
recognise where these feelings come from (what experiences in life have resulted in
the current reaction). The data patterns in the pilot research illustrated that some
participants were able to demonstrate an understanding of the transition between
emotions, and the relationship between past experiences and present or future
reactions. In almost all instances these patterns were only evident on one side of the
framework – understanding own emotions. However, with some prompting during
the interviews to encourage participants to think beyond their own experiences, they
were able to express an understanding of what might be happening for others and to
consider what past experiences might influence current behaviour.
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Understanding Self (able to identify previous experiences that trigger the emotion)
Understanding self is about what one does after having perceived an emotion as an
individual with emotional
intelligence is able to identify
it and differentiate it from
other emotions and to
understand what is driving
the emotion. Individuals with
strength in this area are able
to talk about their emotions
and are able to describe quite
clearly what emotions they
are experiencing and why they are experiencing this emotion at this point in time,
when they are moving from one emotion to another and what this transition may
mean for them, for example moving from anger to shame after an explosive incident.
People with strength in this area understand why they are experiencing an emotion
and the consequences of this emotion and they know whether this emotion has
been successful for them in past experiences and whether this is translating into new
experiences. For example, the way your boss is speaking to you with a pointed finger
and giving instructions with no opportunity for discussion, is the way your father
used to speak to you as a child; the reaction you are currently experiencing is the one
you had as a child, and may result in the same behaviour you used as a child to
manage your father’s behaviour, and this may be inappropriate in a workplace.
Understanding self provides a description for the patterns identified from the
participant data where they were able to identify when they had first experienced an
emotion, for example I have been like this since I was a teenager, and I like the fury
as it keeps me motivated. These descriptions were then layered over the
contemporary models of emotional intelligence to reflect ability to understand
relationships associated with shifts of emotion presented in the ability model, the
self-regard and self-actualisation in the Bar-On model. The Goleman model does not
focus on understanding self. The consolidated model of emotional intelligence then
records this dimension as understand emotion with application to self (understanding
self): able to identify previous experiences that trigger the emotion.
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Understanding Others (sharing emotion with others and taking on the perspective of
the other person)
Understanding others may be described as “empathy” and is considered the ability
to comprehend another’s
feelings and to re-experience
them oneself. It is the ability
to understand others’ values
and beliefs and to create
meaning for people from
events surrounding. Those
who demonstrate empathy
or an understanding of others
are often good at expressing how they feel in an open and honest way and this
enables others to feel comfortable expressing their feelings. Within the framework,
understanding others is also about being able use this information to help others
manage their emotions productively, for example, problem solving to help change
the situation.
Understanding others provides a description for the patterns identified from the
participant data where they were able to consider why others might be feeling the
way they were in a given situation, for example, I have some responsibilities in the
household, so I guess that would be slightly disruptive to the order in the household.
These descriptions were then layered over the contemporary models of emotional
intelligence and identified that this dimension is not specifically referred to in either
the ability or the mixed-models of emotional intelligence, however as this concept
was openly discussed by the participants, and is central to conflict resolution
methodologies as a key to successful relationships (Charlton and Dewdney 1995,
Levine 1998, Tidwell 1998, Cornelius and Faire 2006), it is included in the
consolidated model of emotion intelligence. The consolidated model of emotional
intelligence then records this dimension as understand emotion with application to
others (understanding others): sharing emotions with others and taking on the
perspective of the other person.
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Manage emotions
Managing emotions is the ability to manage emotions so that the responses that are
made are considered and appropriate. This may involve moderating negative
emotions and enhancing pleasant ones and it is not about exaggerating the
information the emotions may convey. The pilot research data patterns showed the
participants were able to respond to situations rather than react to situations.
Participants were able to describe what they were feeling, and in some instances
why they were feeling this way, and then describe the techniques they used for
managing these emotions. Some techniques were developed during childhood;
others were recent additions to their thinking. None of the participants considered
how they had managed the emotions of others, although some were able to discuss
how they might have behaved, and how they might behave in the future.

Self-Management (able to respond to emotion (not react); engage, prolong or detach
from the emotional state)
Self-management is about being open to one’s feelings and being able to
subsequently manage them.
It can be compared to being
in the “zone” of sport or it is
about restraining initial
reactions to strong emotions
to quickly think and respond
rationally. At its best,
management represents
being able to not just contain
and channel emotions; it represents being positive, energized and aligned with the
task at hand. It is a positive and intrinsically rewarding experience where people
become totally absorbed with what they are doing, and their awareness has
completely merged with their actions. It is about being able to detach from an
emotion that is not adding information or utility to the situation, and to effectively
manage that emotion.
Self-management provides a description for the patterns identified from the
participant data where they were able to openly discuss an emotion and how they
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effectively manage the emotion, for example when I get really angry I hold my breath
for a moment and then breathe very deeply to the count of 10 before I proceed.
These descriptions were then layered over the contemporary models of emotional
intelligence to reflect the ability to stay open to feelings and to reflectively monitor
and regulate these emotions to promote emotional and intellectual growth as
presented in the ability model, the stress management techniques of stress
tolerance and impulse control described in the Bar-On model, and the skill of
managing emotions by handing feelings so they are appropriate, ability to soothe
oneself and to shake of anxiety, gloom or irritability, and delaying gratification and
stifling impulsiveness from Goleman’s model. The consolidated model of emotional
intelligence then records this dimension as manage emotion with application to self
(self-management): able to respond to emotion (not react) and to engage, prolong or
detach from the emotional state.
Managing Others (able to help others respond to emotion (not react))
Managing others is the ability to reflectively monitor the emotions in others and to
moderate negative emotions
and enhance pleasant ones
without repressing the
information they may
convey. It is about being
able to create a positive
environment for others that
maximises individual
differences and resolves
emotional situations quickly. It can be described as taking a step back from the
emotions on display, perceiving and understanding the emotions and deliberately
making a specific choice of how to respond to help the other move past the emotion,
or to certainly not inflame the emotion.
Managing Others provides a description for the patterns identified from the
participant data where they were able to clearly describe how they had helped
another manage their emotions, for example I could see that she was really upset, so
I stopped arguing with her until she calmed down. These descriptions were then
layered over the contemporary models of emotional intelligence to reflect the skills
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of handling relationships by managing the emotions in others and interacting
smoothly with others from Goleman’s model. The ability model and the Bar-On
trait-model do not specifically address the concept of managing others, however as
this concept was openly discussed by the participants, and is central to conflict
resolution methodologies as a key to successful relationships, it is included in the
consolidated model of emotion intelligence. The consolidated model of emotional
intelligence then records this dimension as manage emotion with application to
others (managing others): able to help others respond to emotion (not react).
Use emotions
Using emotions is the ability to effectively change thinking and actions based upon
emotions. It is about being able to discriminate between honest and dishonest
reactions to a situation and use this information to bring about a resolution. It is also
about being able to change future reactions based upon this experience. Although
the concept of using emotions is described by critics of emotional intelligence as
falling into the areas of behaviour or personality traits, the concept is important
when considering how it is that individuals might use emotional intelligence in their
daily life and activities. Patterns from the data began to emerge that suggested that
some of the participants were able to change their emotional thinking, and while this
was not a strong pattern, it was identified and was therefore included in the
framework.
Change Thinking for Self (able to change thinking and behaviour based on response
to emotion; able to use this experience to change future response)
Changing thinking for self is often described as “resilience” and is the ability to
remain optimistic and
resourceful even in the face
of adversity. It is also the
ability to cope with highly
stressful situations and
continue to demonstrate
consistent individual
behaviour. People who are
able to change their
thinking in response to emotions are able to respond appropriately when people or
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events frustrate them by redirecting their thinking about the situation. They are also
able to discriminate between accurate and honest expression of feelings; and
inaccurate and dishonest expression of feelings and to use this information to bring a
successful resolution to the situation.
Change Thinking for Self provides a description for the patterns identified from the
participant data where they were able to demonstrate how they were able to change
their thinking by using their emotions, for example I knew there was no point in
continuing the argument, so even though I was angry, I was able to concentrate on
the positive feedback and walk away from the meeting feeling OK. These
descriptions were then layered over the contemporary models of emotional
intelligence to reflect the ability to assimilate emotion in though by using emotions
to prioritise thinking in productive ways, and as aids to judgement and memory, and
to stay open to feelings and reflectively monitor and regulate emotions to promote
emotional and intellectual growth presented in the ability model. The Bar-On trait
model refers to adaptability and problem solving behaviours, and Goleman refers to
the skill of motivating oneself by marshalling emotions to achieve a goals and being
able to get into a “flow” state. The consolidated model of emotional intelligence
then records this dimension as use emotion with application to self (change thinking
for self): able to change thinking and behaviour based on response to emotion and
able to use this experience to change future responses.
Change Thinking for Others (able to change thinking and behaviour of others based
on the response to emotion)
Changing the thinking for others may be commonly referred to as conflict resolution
or motivation as it is the
ability to change, redirect
and prioritise the thinking of
others based on their
emotional response. It is
about being able to deescalate an emotional
situation rather than
escalating it, or being able to
motivate people into action when they may not have considered this action. This
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dimension is about being able to influence others by using their emotions, and can
perhaps be imagined as the dimension most targeted, for example, by leaders
seeking to align the thinking of their team behind an organisational strategy.
Change Thinking for Others provides a description for the patterns identified from
the participant data where they were able to discuss how they had used their
understanding of the emotions of others to change the way others were thinking, for
example I think she wanted me to live by myself and not to share with other people
as the didn’t trust other people. So I did that …. These descriptions were then
layered over the contemporary models of emotional intelligence and identified that
none of the models specifically address the concepts of changing the behaviour of
others, however, as the GENOS EI assesses the concept of emotional reasoning,
change management, and inspiration or motivation that reflect the participant data,
this dimension is included in the consolidated model of emotional intelligence. The
consolidated model of emotional intelligence then records this dimension as use
emotion with application to others (change thinking for others): able to change
thinking and behaviour based on response to emotion.

Pilot study limitations
Beyond the shifting of the phenomenological strategy to use an empirical
phenomenological strategy and the development of the consolidated model of
emotional intelligence to provide clear units of analysis for an embedded, multiplecases study within one organisation, the pilot study also highlighted a number of less
significant, yet important issues that needed to be addressed in the final research.
The pilot study organisation had a graduate program designed for some 150
candidates, and although stating this program was aimed at future leaders, the
reality was that a program of this size and diversity, in an organisation focused on
managing disadvantage, did not have participants that would be considered high
potential employees under the CLC definitions. It was therefore important that the
final research be within an organisation with a targeted leadership development
program. The program must also have a series of rotations and the candidates be
guaranteed a role within the organisation at the conclusion of the program as this
would expose the participants to a variety of experiences to discuss with me, and
enable them to focus on these experiences rather than focus on having to negotiate
their way into a permanent role.
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While the total number of interviews in the pilot research (12 in total - two
interviews with six participants) demonstrated data saturation, the data was not
strong enough to make clear findings. It was therefore important the final research
include additional interviews with the participants during the program. The
increased number of interviews with the same participants would provide
considerably more opportunity for achieving both data saturation and a depth of
data, and would provide opportunities for categorising the data in different ways to
ensure consistency of patterns (for example: one participant over several interviews;
one participant over several topics; several participants over one topic; several
participants over several interviews). The final research was therefore designed to
include more participants by increasing the number from six (6) to more than 10, and
by including interviews with the participants at the end of each of their rotations,
increasing the number of interviews with each participant from two (2) to four (4).

Final research strategy
The consolidated model of emotional intelligence was designed by layering the pilot
research participant data over the abilities identified in the ability model of
emotional intelligence and the behaviours or skills identified in the mixed-models of
emotional intelligence to consolidate the dimensions. It was then used in the final
research to frame the distinct units of analysis needed for the collation and analysis
of the participant data and for identifying the subsequent findings and layering these
over contemporary theoretical discussion to establish where the findings confirm or
contrast with existing knowledge, or reveal new knowledge. The units of analysis
developed for the final research were:
1. the ability to perceive, understand, manage and use emotions for oneself,
and
2. the ability to perceive, understand, manage and use the emotions of others.
The findings from the embedded, multiple-cases design within one organisation in
the final research are therefore more robust as the evidence followed a replication
logic (Yin 2003), was grounded in contemporary theories and frameworks, and the
study of the two separate units of analysis for each individual case bounded by one
organisation limited the number of external variables.

129

The experiences gained during the pilot research resulted in changes to the final
research strategy and methods that produced a significantly more valid and reliable
contribution to knowledge in the final research. These changes are summarised as:


shifting the research strategy to an empirical phenomenological strategy to
enable the use of a contemporary theoretical framework to facilitate the
layering of participant data patterns over contemporary literature to
identify findings and the impact of these findings;



development of embedded, multiple-cases study within one organisation
where the recruitment and selection processes would identify high
potential employees as per the CLC definition;



specifying two units of analysis (perceiving, understanding, managing and
using own emotions; and perceiving, understanding, managing and using
emotions of others);



increasing the number of participant interviews to include an interview at
the conclusion of each rotation, and deleting the journal activity; and



deleting the journal activity and replacing it with observation activities to
facilitate the production of effective data.

The final research was conducted with the limitations identified during the pilot
research appropriately mitigated.

Conclusion
The purpose of the pilot research was to identify the strengths and vulnerabilities in
the proposed research approach, paradigm, strategy and methods, and to address
these for the final research. The Husserlian phenomenological strategy significantly
hampered the analysis of the participant data, and when tightened to the empirical
phenomenological strategy provided an effective strategy for the research.
The pilot design revealed limitations with the methods that were addressed in the
final research. The organisation selected must have a Graduate Program that is
based on the CLC achievement of potential model and designed to attract and
develop future leaders. The multiple-cases study design lacked rigour and was
replaced by an embedded-multiple cases study with two clear units of analysis. In
order to gather data that fully developed the essence of experiences and provided
data saturation interviews were conducted at the conclusion of each rotation to
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encourage the participants to evaluate the experiences of each rotation as close to
the timing of those experiences as possible. The phenomenological interview was
replaced by an un-structured interview in the final research to enable the
identification and understanding of deeper aspects of emotional intelligence from
the participant perspective without imposing a pre-existing framework to the data
collection that would interfere with the conversations.
The most significant limitation to the pilot research was the unit of analysis. This
limitation was addressed by using an empirical phenomenological strategy that
considers contemporary theories and frameworks to support the research and which
resulted in the development of a consolidated model of emotional intelligence. This
consolidated model of emotional intelligence provided a sound framework for the
final research as the units of analysis were clearly identify for the multiple-embedded
cases study. This provided a guide for preparing for each interview, and for
classifying patterns when collating and analysing the data gathered in each interview
for the identification of new knowledge.
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Chapter 5: Achievement of
potential – participant perceptions
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The grads started the year thinking they were important and would do some
pretty great things during the year, and some of them have had a really
tough time and I am really interested to see how this impacts on their ability,
aspirations and commitment.
(Researcher Reflections)
In this chapter the first of the research sub-questions is explored: did the ACBPS
application of the CLC achievement of potential model set the participants to achieve
potential? In the chapter the participant perceptions of the ACBPS Graduate Trainee
Program and whether it provides them with the ability, aspiration and commitment
to achieve their potential is considered. The CLC model is used as a framework for
the data collation and analysis, and the APSC policies provide the frame of reference
for the ACBPS approach. While the participants were recruited, selected and
managed using the same processes, the informal learning and individual rotations
were very different and this exposed the participants to a variety of management
styles, colleagues and development opportunities.
The participants considered they were high potential employees with the ability,
aspiration and engagement to succeed at higher levels in the organisation, and they
commenced the year with the ability, aspiration and engagement to achieve
potential however the inconsistent application of policies and processes resulted in
shift in these perspectives. The ACBPS Graduate Trainee Program is designed to
facilitate the achievement of potential. However, the participants perceived the
behaviour of their supervisors, quality of development activities and organisational
commitment impacted upon their aspirations and engagement. The participants
reported that the quality and quantity of work impacts significantly upon their
ability, aspirations and engagement to achieve potential.

Achievement of potential in ACBPS
In order to consider whether the participants used their emotional intelligence to
achieve their potential, the analysis needed to commence with an understanding of
how the participants perceived their Graduate Trainee Program, and whether they
considered it set them up to achieve potential. If they considered it a success, their
focus could be on achieving their own potential; and if they considered it not a
success, their focus was more on their disappointment/s and how to manage these
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disappointment/s. A clear understanding of the participant perspectives helps frame
the understanding of emotional intelligence.
As discussed in detail in Appendix A: Case study – Australian Customs and Border
Protection Service (ACBPS), the ACBPS is part of the Australian Public Service (APS)
and is therefore bound by human resource policies established by the Australian
Public Service Commission (APSC) (for example: job classifications, transparent
processes, an auditable trail of documents to justify decisions in situations of appeal
(Sedgwick 2012), conducting efficient and effective recruitment activities (Sedgwick
2012) and rigorous assessment processes to quickly reduce a large number of
applicants to the successful candidates (MAC5. 2005). This framework aims to
reflect the principles of the CLC model of achievement of potential by ensuring APS
agencies are selecting graduates with the ability, aspiration and engagement to rise
and succeed in more senior, critical positions, to support these graduates with
quality managers and colleagues, and to commit to effective performance
management and development of capability. ACBPS details the approach it takes to
recruiting, inducting and managing its graduates in the Graduate Trainee Program
Policy and Instructions and Guidelines (Lutz 2012, Lutz 2012), and as this is detailed
in Appendix B: ACBPS Graduate Trainee Program Instructions and Guidelines, this
section will summarise the key aspects of the ACBPS policy before detailing the
participant perceptions of the implementation of the policy.
The Graduate Program is one of the formal recruitment strategies adopted by ACBPS
(ACBPS 2007) which aims to attract, recruit, develop and deploy high performing
Graduates with the right capabilities and behaviours to progress their career through
the agency and fulfil future workforce requirements. It aims to select candidates with
the ability, aspiration and engagement using a rigorous assessment process. The 12month program includes formal face-to-face training through CIT Solutions, on-line
training and assessment, on-the-job learning and mentoring, and a group project. It
commences with an informal meeting at a local coffee shop, which was not attended
by participants from Canberra as they were less interested in meeting new people as
they already had networks in Canberra. The formal Induction commences with
introductions of the Graduates, the Graduate Trainee Team members, and myself;
and includes tours of the building and the library and historical artefacts, and issuing
of security passes. Within the CLC framework, the individual in the Graduate Trainee
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Program are considered quality colleagues, and as the program aims to establish and
maintain an environment that encourages Graduates to prosper; including the
opportunities to undertake meaningful work and gather a wider understanding of
Australia’s border management system and the APS (Lutz 2012 p 2), each rotation
should expose participants to work commensurate with their ability and exposed the
participants to the general employee population of ACBPS. The participants are not
expected to supervise other employees.
Within the CLC framework, managers are considered to have the most significant
impact upon the achievement of potential for high potential employees. The APSC
has a strategic focus on leadership and performance management, and ACBPS
invests heavily in leadership development, for example, all employees with
supervision responsibilities complete a one-day, tailored program Listen, Respect,
Lead. There is significant investment in preparing managers for performance
discussions, and the performance management process was under review with the
aim of improving conversations between managers and direct reports (Dewey 2012).
The CLC framework considers organisational commitment a critical criterion for the
achievement of potential, and within the ACBPS environment this begins with
compulsory training and extends to include development activities identified in
probation or performance management discussions. The participants should
complete a Work Placement Proposal at the commencement of each rotation, and
undertake a Probation Report at the end of each rotation. Having summarised how
the ACBPS implements the CLC model of achievement of potential, the chapter now
explores a summary of the participant perceptions. The detailed collation of
participant data is Appendix R to Appendix Y for information.

Participant perceptions
The aim of the rigorous ACBPS recruitment process was to select candidates with
high level cognitive ability, emotional intelligence, functional skills and interpersonal
skills. While the mandatory criterion is the successful completion of a degree course
in the previous 12 months, ACBPS attracts graduates with a distinction grade average
or post-graduate qualifications, and selects candidates with generalist degrees and
significant or diverse life experiences:
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I got a job managing a bottle shop and did my degree in marketing and tourism
by distance and finished in 2 ½ years – it wasn’t difficult (Participant A)
my degree is Liberal Studies, where I was able to select my own course and I
chose Mathematics and languages. I found the first three years very boring. My
favourite subject was maths and I did 2 years of pure mathematics and just loved
it (Participant B)
My studies are in international relations and media (Participant E)
My degree is computing science with major in games graphics and digital media
(Participant H – selected for his IT specialty)
or highly specialised post-graduate qualifications:
My undergraduate degree is international studies and my Masters is in National
Security Policy (Participant C)
My undergraduate degree is in international relations, politics and Spanish and I
also have a Masters in policing intelligence and counter terrorism (Participant D)
I have an undergraduate degree in Marine Science, and did my honours thesis in
Fisheries Management, then I did my law degree (Participant F)
My degree is a Bachelor of Arts with politics and international relations, security
and information technology majors. My honours year was in security counter
terrorism (Participant I)
ACBPS relies upon university results and some psychometric testing to establish
cognitive abilities and the participants report relevant social abilities and attitude:
I was born in Canberra and we moved to Sydney when I was about 5 … I took a
year off when I finished school because I didn’t like school (Participant A)
I lived in Sydney and in year 10 accepted a position in Queensland to do my
Associate Degree in Dance … and at this time my Aunt in Vienna fell ill … and I
went to look after her for a while … I also went to London and looked after
another woman (Participant B)
I took a year off when I finished school to work out what I really wanted to do
(Participant C)
Moving to Canberra is not the first time I have been away from home, between
high school and university I had a year in India, and during my studies I had an
exchange with Singapore and China (Participant E)
I was a member of the Olympic sailing team, so I have spent a lot to time away;
and my partner is also a member and is now finally back in the same time zone as
me, so I don’t have to go overseas to see him (Participant F)
138

I grew up as an Army brat, we moved every three years or so … this has made me
very adaptable to any environment (Participant G)
I have lived away from home before … I was a FIFO worker for the mines
(Participant H)
I did an exchange in Canada as part of my uni study (Participant I)
Finally, Participants A, C, D, E, F, H and I demonstrate their engagement to ACBPS as
they reported that they clearly believed in the aims and objectives of ACBPS:
I agree with the purpose of Customs and its focus on the well-being of the
country, and decisions are made for people reasons rather than financial reasons
and this seems to be OK (Participant A)
I had already identified the APS as a future career, and I thought I would be more
competitive with a Masters; and my lecturers came from Customs and the other
security agencies, and I found the lectures about Customs to be fascinating
(Participant C)
I was always interested in doing something that I saw as being meaningful and
making a difference; not just policy, but also front line that can influence policy,
and Customs is one of the agencies that makes that difference (Participant D)
I saw Customs as an opportunity for operational law enforcement, corporate
support and an agency that is active in the policy environment (Participant E)
I wanted the Customs opportunity to use my fisheries experiences with
international and trans border issues – I want to be able to influence policy and
to be able to understand how this is applied (Participant F)
My Dad was in the Army and he talked to me about the APS, and given that I
missed the Airforce last year and spent a year with nothing I wanted to find a job
… I selected the Customs program because I identify with the goals of “protecting
the Australian way of life” and Customs has a very large IT department where I
hope I can find my area of interest (Participant H)
I saw Customs as an opportunity to get APS experience and to bring my
qualifications to specific use. I want an opportunity of seeing Intel and Targeting
and would like to work in Border Protection Command (Participant I)
Participants B did not report a strong engagement with ACBPS and was ambivalent
about her selection:
I didn’t really pick Customs, it picked me, and it was time for me to settle down
and try to earn a living (Participant B)
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Each of the participants report very clear aspirational goals at the beginning of their
program. They advise they were seeking advancement, recognition, and overall-job
enjoyment in the first weeks of their placements; and work-life balance as their year
progressed:
Success for me will mean that I have completed my work plans to the best of my
ability … I want to do the best in each of my rotations and hope that I find an
area that will really interest me in the future (Participant A)
It is a big change for me to be sitting at my desk for 8 hours, and to be working at
the same time every day without having a lot of exercise … I want to learn my
way around the office and be good at what I do (Participant B)
I think that I will have had a successful year if I have finished something that is
useful to the organisation. I will have good relationships with people and will
have made some solid contacts ... I would like to have sought and established
some executive mentors in the organisation (Participant C)
Success will mean that I have learned and been able to contribute my best. It will
also mean that I am a respected and invaluable member of the team as
recognised by others (Participant D)
I will be in a secure place with my career in that I know where I fit in the
organisation and how to get promoted along my career path (Participant E)
I really want to be able to come back to where I am as I am really enjoying my job
… I want to be able to combine different forms of research methods to produce
different data so that I know that an outcome is fully researched (Participant F)
I want to find myself a permanent position that I find interesting and challenging
… that includes the obtainment of plenty of new IT skills … to develop good
relationships with the other grads, my work colleagues and outside work
(Participant H)
I have been able to try a rotation in Intelligence and that I get to Border
Enforcement … I need to sort out my financial situation … I want to get back to
the gym and lose some weight … I want to complete my Diploma in Government
and to enrol in my Masters (Participant I)
Two participants stood out from the others as the experiences, qualifications and
background they report were significantly different and may not have been obviously
those of someone with the aspiration, ability and engagement for ACBPS. Yet, as the
program progresses they continued to stand out from the others in how they
manage professional and personal set-backs:
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I wanted to do humanities … but I took a year off when I finished school because I
didn’t like school … I got a job managing a bottle shop and did my degree in
marketing and tourism by distance and finished in 2 ½ years – it wasn’t difficult …
I applied to (name) and was accepted and worked for about 10 months before I
just couldn’t do it any more … I saw the Customs program and decided to apply …
drove to Canberra for the interview and didn’t want to do it, so rang my girlfriend
who talked me into it, so here I am today with a miserable $40K salary … I agree
with the purpose of Customs and its focus on the well-being of the Country, and
decisions are made for people reasons rather than financial reasons and this
seems to be OK … I married in October and there is a lot of rubbish and sewage
going on in this space at the moment (Participant A)
I was accelerated at school and finished year 9, and when I was 3 weeks into year
10 I left to follow my ballet (I was offered places in New Zealand and Queensland)
… and eventually attained my Associate Degree in Dance … I experienced an
injury at about the same time as my Aunt in Vienna fell and broke her ankle, so I
went to look after her for a while … I developed an interested in international
relations and languages during this year as I also went to London to look after
another woman … when I came home to finish my ballet my mother asked me to
stay home and look after her while she had breast cancer … I did this and looked
after my Dad and my younger brother … I returned to Queensland later to finish
my ballet and was selected to join an American company … I am not the right
body shape and at 22 was sick of being hungry and not enjoying myself … I came
home and didn’t quite know what to do, although my ballet subjects have very
good marks, and I had enjoyed maths at school and had been exposed to some
languages … my degree is Liberal Studies, where I was able to select my own
course and I chose Mathematics and languages. I found the first three years very
boring. My favourite subject was maths and I did 2 years of pure mathematics
and just loved it … I didn’t really pick Customs, it picked me, and it was time for
me to settle down and try to earn a living (Participant B)
In summary, the research participants demonstrate the ability, aspiration and
engagement to succeed at more senior levels in ACBPS. The chapter now considers
the participant perspectives of their managers and colleagues. The Graduate Trainee
Program 2012 aims to provide the participants with a group of equally high potential
employees as a network, and facilitate this through regular meetings and a group
research as part of the Diploma training. This network did not develop for two (2) of
the participants as they report they did not engage with the group during the year:
In taking myself out of the equation for the best part of 12 months and not
hanging around with the other graduates, not playing politics, not networking …
when it has directly affected me I’ve got no recourse. I don’t’ have a big supporter
in the organisation. (Participant A)
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It impacts upon everything we do. We can’t really go out on a Friday night – this
is a silly thing – we can’t even afford Friday night drinks. (Participant B discussing
her self-imposed exclusion from the group due to her financial situation)
The network was also hampered by an ACBPS decision to target some, although not
all, graduates into specific Divisions which limited the availability of program
rotations and final placements, and to not announce this decision until after
candidates had accepted and commenced in Canberra. This challenges their
engagement to ACBPS in the first day. Participants A, D, and I report their concerns
regarding their individual classifications.
Participant A is classified as a cross-divisional graduate and is hoping for a final
placement in the media team:
So, at the moment I’m just trying to navigate through that and assess what my
options are, without getting all sooky about it … I understand the issues and how
it came about, I don’t accept the outcome I suppose, so my main issue has been
because I do a good job in a certain area doesn’t mean that it’s the right fit for
me … this is the first time that I’ve just been disappointed and I think that’s
because this is probably the first agency I’ve ever worked for where I actually
believe in it and I actually enjoy the outcomes that the agency achieves, I like the
idea of what we do and how we do it. I know there’s problems, but I like the
vision and the direction that has been taken … it’s the first time where I’ve not
wanted to walk away, I suppose, which is making it hard … this is the first time
when I actually wanted to stay with an agency and it’s really hurting me to
actually consider that maybe this is not the right play for me, is that’s going to be
the way that it is operating. It makes no sense to me to send me to a work area
that I am actively going to try to leave anyway. (Participant A)
Participant D is classified as a divisional graduate and believes this significantly limits
his experiences during his rotations as he was not permitted to seek a rotation
outside the division, nor was he able to seek a final placement outside the division:
Overall I have found the program disappointing and unfulfilling …. I don’t feel
that I’ve had the broad exposure to the organisation that many other graduates
have had. But being cooped up in the one area for two rotations with just a focus
on civil marine security, I’ve got no understanding of what, say, our media
department does, or what cargo does, or what trade does, or even airport
operations. And even within this department I feel like I’ve been disadvantaged
because they own me so they can do what they want with me. Whereas other
grads have had the opportunity to have more professional development because
it seen as though they are only here for three months and so we better do
something with them … Or most of the other grads say they’ve gone out on a
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regional placement and they’ve got to go through and participate in like a drug
bust at the airport, or they get to test the detector dogs to see whether or not
they can pick up their drugs, or they get to go out on a warrant, or the get go and
sit on a cruise ship and process a passenger, just for a day. Just to get that whole
organisation wide perspective, or even sitting up in Customs media or up in
Parliamentary. You might be doing all the reporting and writing a media article
on something like that, but one day it’ll be on this area, the next it’ll be cargo and
all this sort of stuff whereas when you’re stuck in one division and then you don’t
get go out on to that other – or go out and experience your operational side of it,
it is quite challenging and a bit demoralising (Participant D)
Participant I is also a cross-divisional graduate and he initially believes this will give
him greater flexibility and opportunity in ACBPS. His final placement (interestingly,
the same research that Participant A was rejecting) is not something he wants:
So there is a 3 to 6 month research working with my peers and I’m trying to toss
up whether that is something I want to do right now … Three months ago I was
pretty confident that I had a permanent placement sorted out, and that didn’t
change up until Christmas. The national manager who’d been trying to secure me
went on holidays and he returned on Monday just passed … I was surprised then
not surprised. It was a surprise considering the offer was extended to me by a
person who should have known that position in trade was being put together
from me and they claimed no knowledge of that. And now I’ve learned that they
knew about it, but they chose not to divulge that to me. They were trying to put
me into this position basically while the national manager was on leave, which I
don’t think is a very nice thing to do to be honest. I was disappointed. It was just
a definite disappointment. (Participant I)
The CIT business case research is deliberately included in the program to facilitate
relationships between the graduates and help them develop networks with quality
colleagues. Participants report dissatisfaction with both this process and with their
colleagues:
I started off by being honest with them and saying “guys, I am happy to take
control of most of this and I’ll set up a system where we don’t need to talk to
each other, we can just do our separate pieces and on a set date we can come
back and give everything to me and I’ll just put it all together and everything will
be hunky-dory” … I stopped caring about whether we passed or failed and took a
punt that no-one would fail … I just hope they got a bit of value in learning, for
example, the member that I was talking about that didn’t know how to analyse
stuff, hopefully he realised how to – what they need to do in the future to put
together a document that could be of value (Participant A)
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The boy likes to read a lot and understand – really, really understand before
anything gets written, and the other girl likes things to be perfect first time
around … the boy was irritated by this … and he said things in a heated way and
she started to yell something back and then walked out … so when he went to
sort it out later on, he went over to get her and four 25 year old girls were
giggling, sort of giggling at him … well, she was quite nasty … is guess she feels as
though she is the provider of all information and she is responsible … he probably
feels as though he has been made to feel stupid … I think that’s what upset him
(Participant B)
Participants report when the behaviour of their colleagues impacts upon their work –
in both a positive and a detrimental way:
Initially, I was in a tense section with barely anybody to talk to, then I went to a
bigger section. There were more people in my next rotation and they were all
competitive, and working to steal things from the competition … now I am in an
even larger section, which means I’ve got to work with more people and in this
section they are very, very collaborative, the most collaborative I’ve ever seen.
Everything gets discussed … like just now, I was late because we were having a
silly conversation about Oxford’s Comma – we are writing legislation and should
it be there or not. Everything is discussed, which is a really good way of working
for me. (Participant B)
I didn’t have the background knowledge of each individual and all that to join in
with that … so, I was a little standoffish at first, partly because I didn’t know how
appropriate it was, but also I didn’t have the background … I am reminded of my
position, quite often, and it is an unequal relationship … they would make jokes
about how I should be wearing a dress and I’m girly (because he is answering the
supervisor’s phone) … and his reaction was to laugh at me, because I went to a
private school … (Participant E)
In summary the participants do not report a cohesive or supportive network of
quality colleagues to help them achieve their potential, and is now explored, they
report diverse perceptions of their managers.
Participant F describes the command and control hierarchy as she experienced it for
the first time:
There is a hierarchy here that everyone sort of respects. Especially being out in
the regions for a rotation had that sort of element to it … and they compare their
experience/s to your experience/s … so balancing that with trying to create
professional demeanour and learning how to balance both of these opinions has
been really hard (Participant F)
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The participants report significant differences in the approach and skill level of their
managers. Some report great experiences and benefit from contact with their
managers, while others report less than satisfactory experiences that left them
feeling unsupported and undervalued in the organisation. Quality managers are
described by Participants A, B, C, F, and H as those able to provide clear guidance and
support, who seem to understand how difficult some of the Program experiences
can be, and who take an interest in them:
My manager was really good again in just talking through the different
approaches and “have you considered talking to them this way? Have you
considered motivating this way?” … and the other manager in the area was
actually really good, he pointed out that some people have, they like to, you get a
research and some people like to do it right away and then have three weeks off,
I don’t know, cruising until the deadline and they are happy because they’ve had
it all prepared. It’s good to go is just sitting there waiting to be submitted. Other
people like to cruise the first three weeks and then panic at the end and do it at
the end of the day, the results the same, you still submitted by the deadline and it
still passes … another thing he said was that at some point you’re going to be put
in a group where you might have more knowledge and you might have more
ability than your colleagues, but sometimes it’s better to take a back seat and
have the research potentially not get as good a mark as you would like. But if you
see that they’re getting some sort of learning development out of it then really
the research has succeeded … yes, it will be right. (Participant A)
She is always smiling, sometimes she must be a bit fed up, but she never seems to
get angry (Participant B)
Just to see different behaviours and how people react is interesting, and it’s a
good learning thing for me because I can then avoid repeating similar incidents
down the track (Participant C)
I went straight into (name)’s office, and I was just crying and I went “(name) I am
really sorry, whatever you’re doing, have you got five minutes?”, and she just
looked at me and says “yes, of course” … I was lucky that (name) was there and
she stepped in and did stuff. She was very responsible about moving forward
with it (Participant F)
I could tell that he was really happy to sit down and talk to me about it and
discuss it and just talk about possibilities and why things were done in certain
ways and all that sort of stuff. Whereas my previous supervisor was more like
“just have a look at it, read it through, and do it yourself. I don’t want to talk
about it very much”. But he was like that with everyone (Participant H).
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Participants B, C, D, and E report inexperienced supervisors, supervisors who are not
prepared for them, or who are just so busy they seem not to have time for anyone
else:
And you don’t want to hassle the people in your section … they’re so busy … once
I started asking her questions and she could see that I was actually interested and
happy to be there, and grateful for the opportunity, then she was OK (Participant
B)
I can see it as bullying … it just seems pointless … I was flabbergasted … just
thought it was ridiculous, I’ve got someone on my side now with enough clout …
I’d have someone backing me, which is kind of needed (Participant C)
I don’t know why I bothered, I gave up taking my flex sheet because every time I
went to get it signed off he was like “oh, I’m too busy, come back later”, so I
would have to leave it to an appropriate time. So I would come back and try
again later, I’d come back maybe four or five days later when he’s not doing
anything and then he would yell at me saying that I should have been proactive
and seen him earlier about it because it is his job to manage, and he is never too
busy to manage (Participant D)
In the second rotation, the first director was competent and did her job, but from
an emotional intelligence point of view she was a failure. She didn’t engage. She
never came out of her office to engage with the team. The printer was outside
her office so if she had to get any printing done she would come out, and she’d
make a show of it then. She would make an effort then, but you could tell in her
mind she was making an effort to be social. It was clearly fake, it was clearly
forced from her and it didn’t come across as natural. She came across as very
cold. (Participant E)
Participants A, B and C also report experiences with managers that limit the benefit
of their rotation:
I am not affronted by her, I am just a little cautious around her, and it does
impact on my confidence … it has been incredibly frustrating for me and a waste
of time, it’s just a matter of getting through each day … I did 8 drafts of one
particular minute, and by the end of the day I was about ready to punch a hole in
the wall because it is slowing me down and the changes they are making are not
that important … I think that if I had started this job the day after I left the last
one (where he had been significantly bullied), and hit this supervisor she would
have hit me like a ton of bricks and I would have been straight out the door … her
body language is like slouching, like arms folded; head shaking and tapping a pen
on the desk; you can see that she is not happy with something … so, if she is really
not happy she lets you know, it is quite obvious … she is doing it because that is
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her reaction, and her reaction is valid, it is just that it manifests in a very peculiar
way (Participant A)
He was just difficult, if you went for a coffee break he would say “oh, I wish
they’d tell me they were taking their annual leave to go and get a coffee” … he
would be looking over to see if you’ve left – I got the impression that I was being
watched, which I’ve never really been watched, so that was a bit difficult … one
time I said to him “excuse me” – he was acting Director at the time – “excuse me,
John, are you busy at the moment?” and he said “is that any way to talk to an
acting director? A director is always busy!”. I sort of sunk into the floor. He said
“You say, do you have a few minutes?” (Participant B)
My current supervisor has been a bit difficult to get along with, I don’t think she
has supervised anyone for quite a while and we have differences of opinions on
things … I can see it as bullying … I was flabbergasted … it was very much that I
thought it was quite unjustified, I felt quite confronted. The first two times I
happened I was blindsided, I didn’t see it coming. Like I almost didn’t know what
had just happened (Participant C).
The reported experiences of the participants are that leadership experiences are
inconsistent. They describe great leaders who they hoped they would work with
again, a range of inexperienced and ineffective leaders, and some leaders whose
behaviour had a negative impact on them and who they hoped they would not
encounter again. Regardless of how the participants perceive their managers, they
all report receiving consistent and encouraging feedback and that their supervisors
thought they were doing really well in the program. In summary, the participants did
not perceive their leaders had contributed to their success, and for some, their
engagement and aspirations were slipping. The chapter now explores how
participants perceived organisational commitment.
Organisational commitment is demonstrated to the participants in the form of
formal training, performance management discussions and subsequent development
opportunities. Participants report they receive no formal feedback, and that seeking
formal feedback and getting the required documents completed is at times difficult.
They also report that supervisors are good at providing informal feedback
throughout their placement. Participant H reports not receiving any formal
feedback at all during his program:
I don’t know if it is different in other areas, but here a lot of communication was
going on all the time so there wasn’t any real formal feedback in a sense that
every month you’ve got to sit down and have a big chat about your behaviour
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and that sort of stuff. If something was not up to par they’d tell you immediately.
If you are doing well, you get that back immediately as well, so it is pretty
instantaneous. The feedback has been pretty informal. If I’ve completed a bit of
work, I say, look at this, it is what I have done. They would go through it and be
like, that’s great, that’s awesome … it is rather like light touches all the way along
the path rather than getting to the end and going, smack, you are supposed to be
all the way over there … it seems as though the constant feedback all the way
means I am on par. It makes a big formal thing a bit unnecessary (Participant H)
Participant I reports an inconsistent and unclear process that he believes gives favour
to some over others:
I do think it’s unfair. There hasn’t been one interview, one assessment of work
quality or value-add to the work area. To me it is not a merit based system
(Participant I)
Participants A, D and F report conversations that are not useful:
I would say “Look, this is my probationary report, are you aware of it? This is
what I need you to do, can we have a discussion around it”. They would have a
bit of a meeting, they’d have their input together, they form their response to
that and they’d then present that to me in a meeting and I would basically say
“do you agree with that”, write my little piece about it “Yes, I think I need
improvement in this area and yes, I agree with these points” sign it off and that
was it … I figure the onus is on me to be a good employee. I think if there were
any concerns they would be doing the right thing I would hope they would … I
think they are quite casual about it (Participant A)
Well, I looked over it and I just said that I agreed with the comments because
there’s no point raising any objections because they were all complimentary.
They were all good, and my manager said that he probably doesn’t see me in
(name), he sees me more of the strategic type. I’m thinking, my god, I would
never be seen dead in strategic thinking because I am not very good at it, but
they seem to think I am (Participant D)
He was like, come on we have to do this. Come on, let’s go. I am not going to
write bad things about you because we want you back. It’s just that he found
giving me feedback a little bit hard. Although he wrote something very nice and
he was a very good manager and when he had the time, yes, he put a lot of time
into me and found out my interests and gave me work that piked my interest,
which was really good (Participant F)
Participants E reports conversations where constructive feedback is given, even
though he finds it difficult to receive:
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Well, I hope they are good at it because that’s what they are paid to do. Giving
feedback is never a comfortable thing to do if it’s negative, but they handled it
well. In the first place when they said “be a bit less direct” they just came out and
said it, so it was rather direct (Participant E)
Participants B and C report experiencing a positive and reinforcing conversation:
Yes, she said everything was great, no problems and asked me if I had anything,
any feedback for her and I didn’t. I said everything was good and she said she
was very happy with me and would be happy to be a referee at any time in the
future … I wasn’t sure if they were her truthful thoughts, but then she wrote a
great probation report for me. And then my current supervisor said she’d been
speaking to someone who had raved about me – so she had raved about me to
my current supervisor! (Participant B)
I not so much as asked, as reminded. It was really positive, I guess I was
interested, obviously. I am always interested to see what people think about me,
but no surprises really. And ideally that’s what feedback is as I think it would be
worse if they kind of throw four months of bad feedback on you … if you do
something wrong, you shouldn’t need to wait for your four-month review for
someone to tell you that you are doing the wrong thing (Participant C)
Participant I sums the performance management experience for the participants:
I just don’t think the graduate team has really taken into consideration the
performance of people and the whole performance review is just to tick and flick
exercise its a massive tick and flick exercise - my first placement I got some
“sometimes”. I think that sums supervisors – not all – some supervisors have just
been dumped with the graduate and it’s easier to give them all on pittance and
sent them on their way to be honest (Participant I)
In summary, one of the key opportunities for ACBPS to understand the participants
and what would motivate them to achieve potential is completely missed by the
supervisors. The system component of the performance discussion was treated as I
haven’t ticked these boxes because I didn’t see you exposed to that, but that’s fine,
off you go, and the conversations are at times, unscheduled, unplanned and
informal. The participants report that development opportunities are not discussed
by any supervisors. One of the participants also reveals that she finds the research
interviews really helpful as they allow her to explore her reaction in a safe
environment and work out how she could do things differently in the future; and
how the performance discussions have not given this opportunity as the focus is
entirely different.
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The participants discuss the importance to them of the quality of the work they are
assigned during their rotations. Those given a research or task that had a defined
scope with a clear deliverable feel a much higher commitment to the Program and
have a clearer sense of having achieved during their rotation. This sense of
achievement carries them through the more difficult experiences, for example
Participants A, B, and C below:
There was a bit of trepidation, because I get quit anxious before-hand … I thought
it through, was prepared and understood the background information to build
my confidence, and once I started making the presentation all of the anxiety and
nervousness went away and relief begins … doing the background research and
gaining an understanding makes me feel a lot more confident, and practicing it
until I was confident I could do it (Participant A)
I found that exciting, I thought it was good that he could trust what I was doing …
it was a bit of trust … by the second meeting I had a better idea of how
everything worked and what they were going to be talking about … I was really
excited … and the Director I went with is very relaxed and we got along very well
and he was happy to answer all of my questions … five of us were meant to do
the presentation and I’ve got mine all prepared a week before, and then the week
of the presentation three got sick. I had already asked them what they were
going to do as I was very organised, so I could tell the other fellow that I was
going to sort out what they were going to cover and prepare the rest of the
presentation … it was really good, we had it all covered (Participant B)
I loved going to work every day, it was amazing … I want to be doing something
meaningful. I want that job satisfaction at the end … they gave me enough
guidance, and let me loose on the research – tracking importers who haven’t paid
enough duty – and I had some pretty significant finds (Participant C)
Most participants report at least one rotation where they are not well utilised and
the work area has not organised appropriate work. Participants A, C, D, E and H
report that they almost expect this to happen, yet they are disappointed when it
does because they see it as a sign they are not as valued as the recruitment
campaign has led them to believe:
it has been incredibly frustrating for me … it is of no interest to me … initially it
was me cracking on with a whole bunch of learning … then I just walked out … I
just leave the room and go for a quick walk and clear my head and then come
back in and suck it up for another half an hour … at the start of the day I will
psych myself up and just go and smash it out … then it starts to do my head in …
so I switch to something else to break it up for a bit, get a coffee or walk around
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to try to clear my head, then wade through the mire of the garbage that I’ve got
to sort out … by the end of the day I don’t want to touch it (Participant A)
there was nothing for me, there was no satisfaction in it. The research I was
assigned was already difficult and it was causing issues with the day-to-day stuff
they had me doing. And there were a lot of things as well that I’d like to bounce
ideas off, and whatever, and they all would pass me on to somebody else …
(Participant C)
I’m just over it at the moment, at this point in time I’m happy to take my leave
now and not come back … I suppose it is hard because my previous rotation I was
on the go from 7 to basically 5.30 each day (Participant D)
I think like there were two occasions when there wasn’t enough work, so I don’t
know if I could have done that. I don’t know if they – like the manager could have
spoken to what work I could be doing. I don’t think they ever knew themselves at
that early stage. It seemed somewhat unorganised, but I mean they
underestimated what a grad can do and they gave me too little work. So I was
often asking do you have any more, any more, any more. So I don’t know if they
could have spoken to that in any depth at the beginning, but yeah it would have
been really good – you know establishing guidelines and so forth (Participant E)
The biggest challenge was the lack of challenge. It was frustrating to actually not
have anything to do that was even interesting … the last few months it’s been
just lethargic at work … most of the time is just apathy, I suppose, is the only way
I can describe the actual work. The rotations, in regard to the actual work are
just apathy. It’s frustrating. It’s irritating. It’s also exasperating (Participant H)
Participants F and I do not report the same problems with the work tasks during their
rotations. The reported lack of work and level of work does not encourage the
participants to work towards their potential, especially when they seem to be
irritating a supervisor if they look for work:
The managers I’ve talked to are just relieved to have somebody who will do the
work without bitching about it. It’s because we are only here temporarily and
they don’t want to give you a really big job. They don’t want to spend the time
and effort training you up, just to lose you when you are useful. (Participant H)
In summary, while the graduates perceive ACBPS has selected candidates with the
ability, aspiration and engagement to succeed at a higher level, the work they are
tasked with during their program causes their engagement to dissipate.
The Graduates spend their first three (3) days in a formal induction program to
establish their initial networks and relationships. To emphasise the importance of
the Graduates to ACBPS, the Chief Executive Officer, the Chief Operations Officer,
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and the Corporate Division Head come to meet the group and to speak about their
own experiences as Graduates. They discuss establishing networks, meeting people,
using senior people as mentors and taking every opportunity that is made available.
They do not speak about the budget cuts and organisational restructures they are
about to announce to staff. The impact of these announcements is significant in
ACBPS, and again causes the graduates to question their engagement with an
organisation that is significantly reducing its employee numbers.
The Graduates, according to their expertise, complete a Diploma in Government or a
Diploma of Intelligence Analysis (Intelligence and Targeting Division Graduate
Trainees only) that is delivered by the Canberra Institute of Technology (CIT). The
participants exposed to the Diploma in Government report the training was
interesting, and that some of the content useful as it was general in nature, quite
broad in the topics covered, and gives them an understanding of the APS as a whole.
The quotes from Participants B, D are common critiques of the Diploma:
It just feels a little pointless, I suppose. For the first few sessions it was all about
relearning stuff that we had already gone through at induction, so that was as
boring as hell … I just haven’t been able to really appreciate how this is actually
going to help further down the line – you’re doing the work, but it is a chore
(Participant B)
I was ready to just get up and walk away because it was a complete and utter
waste of time and I still think it is. I honestly think the ACBPS wasted so much
money on something that they could easily have done in house themselves
through workshop style things and just have people come and do special sessions
(Participant D)
All participants are required to undertake a group research to develop a business
case as part of the CIT training. The responses to this requirement are mixed and
Participants B, F and H consider that they have learnt something about themselves
and others:
There was one particular guy in our group who I don’t think I’ll ever be friends
with. I don’t have to work with him directly, it’s over and that is the best part …
we anticipated that and sort of got organised before I left for (name) and I only
had writing stuff to do which I did via email … if I was to give feedback to the
team member I would remind them about the team dynamic and what people
have to contribute – what they have to contribute is valuable, but each person
contributes in their own way and just because they don’t take your way of
working and they don’t agree with you personally doesn’t mean that they’re not
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working … we all got the one mark, but to me that’s my personal mentality and
you’ve got to contribute towards the group in a way that all the group feels like
they are necessary and important (Participant F)
As predicted in the CLC research, participant engagement decreases as
organisational commitment to their development decreases. The participants
reported that compulsory training adds no value to their ability, and the failure to
deliver on promises as a result of the budget cuts reduces their engagement.
The organisational restructure, detailed in Appendix A: Case study – Australian
Customs and Border Protection Service (ACBPS), has the most impact on the
divisional classified participants, specifically when their final placements are being
negotiated. Several of the participants appear quite distressed during their final
interview as their placements are not as they believe they had been promised:
I came to Customs to do more of the law enforcement side of stuff, that’s where
my interests lie. I came from the business world, so if I wanted to do business I’d
stay in the private sector and get double the money. And I told pretty much
anyone who would listen that that was my end goal here, and that was accepted
by everyone until I actually copped the (name) placement, which is directly to do
with business facilitation … it seemed to be the only one that they were
interested in, but I was also fairly clear that I didn’t want to go there … this is
probably the first agency I’ve ever worked for where I actually believe in it, and I
actually enjoy the outcomes the agency achieves. I like the idea of what we do
and how we do it. I know there’s problems, but I like the vision and the direction
that’s been taken. So I suppose, I’ve had the wind taken out of my sails a little bit
… when I choose where to work I generally base it a lot on that gut feeling or
whether my values align with the organisation, and this has probably been the
first time that I’ve given everything, in 12 months, and expected that the values
and culture are aligning and it’s all comfortable and everything’s hunky dory … I
think if I play out that hypothetical in my mind, I think I will end up having to go
there, I will be unhappy there, so I will look to actively leave (Participant A)
they didn’t take the time to try and meet with me to discuss the proposal where
other areas had done that ... I mean to me, reading between the lines, it wasn’t
very honest and it just disappointed me it will all get worked out, but the silly
thing is the people that are trying to secure me into this other position have no
idea that I’ve already got another two areas that would be interested in taking
me on. I think they assumed that they would get two graduates, but I don’t know
why they would assume that when they’ve not treated any of us very well, or at
least even consulted with us. The first placement, they’ve got no money and there
are no positions, and they won’t want a CL2 anyway, because Canberra is all CL3
and above and all of their CL2’s are in the regions in operational areas, and that’s
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fine … you know I’ve got my masters, I can focus on that and work two thirds of
the year and earn twice as much (in the mining industry). You know if I’m going
to end up somewhere which isn’t stimulating work or working for a bad team – I
mean I’ve been told not to go there politically by a number of people … I’d
probably leave. It’s not worth the heartache. (Participant I)

Findings
The following states the findings against the question did ACBPS application of the
CLC achievement of potential model set the participants to achieve potential? It
summarises the perceptions of the participants of the ACBPS Graduate Program and
illustrates where these perceptions correlate with the CLC findings and where they
differ.
1. The ACBPS designed a graduate program to develop future leaders based on
the CLC framework that is delivered within the confines of the APSC
legislative base, and the participants perceive that they are selected because
they have the ability, aspiration and engagement to succeed.
2. The participants perceive the behaviour of their supervisor’s impacts on their
aspirations and engagement. As discussed in the CLC research, ethical and
appropriate behaviour have a positive impact and unethical or inappropriate
behaviour have a negative impact on aspirations and engagement.
3. The participants do not perceive a direct relationship between their
colleagues and their own ability, aspiration and engagement as the group is
big enough to enable them to avoid someone they perceive in a negative
way.
4. As discussed in the CLC research the participants perceive their engagement
to ACBPS matched the ACBPS commitment to them. However, the
participants do not consider organisational commitment in terms of
development, they perceive organisational commitment as ACBPS:
a. commitment to promises made during the recruitment period, and
as ACBPS fails to deliver on promises, the participant engagement
reduced; and
b. applying policies in a fair and transparent way, referred to as
organisational justice in the academic literature, and as the
participants perceived policies are applied in an unfair and muddy
way their engagement reduced.
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5. As discussed in the CLC research the participants perceive the quality of
development activities impacts on their ability and engagement. Poor
development activities have a positive impact on future ability and current
engagement.
6. The CLC research only touches on the quality of work as a quality driver
however, the participant perceive the quality and quantity of work impacts
on their ability, aspirations and engagement. High quality and challenging
work that is appropriately structured, supervised and critiqued has a positive
impact, and boring, basic or non-existent work has a negative impact on
ability, aspiration and engagement.

Challenging the assumptions of the model of
achievement of potential
One of the key aspects of the model of achievement of potential is the engagement
of the high potential employees; and facilitating organisational engagement is a key
purpose of an effective human resource team as engagement directly influences
performance (Muthuveloo and Rose 2005). Emotional engagement is linked to
aspirations to achieve and succeed, whereas a sense of obligation or opportunity
cost to leaving facilitates moderate to poor levels of performance (Allen and Meyer
1990, Mathieu and Zajac 1990, Borman and Motowidlo 1997 (a), Chen and Francesco
2003), and a desire to leave the organisation. Maintaining employee emotional
engagement is important and links emotional intelligence to achievement of
potential as emotional intelligence is identified as augmenting organisational
citizenship and enhancing organisational engagement (Abrahan 2005) and is
positively related to job satisfaction and performance (Sy, Tram et al. 2006), altruistic
behaviour, career commitment and affective commitment to the organisation and
compliance (Carmeli 2003, Carmeli and Josman 2006). The model of achievement of
potential assumes that the quality drivers are the only influence on an employee’s
engagement, whereas the findings illustrate that organisational justice and
appropriate work tasks have a significant impact on employee engagement.
The CLC research into the achievement of potential by high potential employees is a
quantitative study and the quantitative nature of the work limits the exploration of
factors outside the researcher’s initial parameters and therefore is limited by the
assumptions underpinning those parameters. The 2005 survey evaluated these
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assumptions using a series of dyadic surveys to pair and subsequently evaluate
employee and employer data against these assumptions to reach the conclusions
outlined in the literature review: that in order for high potential employees (those
with the ability, aspiration and engagement) to achieve their potential they need
quality drivers (managers, colleagues and direct reports) and a commitment from the
organisation to their development (formal training and work placements).
The selection of employees with the appropriate abilities, including emotional
intelligence, provides for the relationship between emotional intelligence and high
potential (Kramar 2001, Dries and Pepermans 2007, Dries 2013) and leadership
potential (Troth and Gyetvey 2014), however as the findings demonstrate, this is
only the beginning of the achievement of potential as the employees performance is
influenced by a number of other factors, including their management and
development once they have been recruited. The commitment to development,
particularly high potential employees, leads to consideration of the most appropriate
method for managing talent in organisations. Iles, Chuai et al. (2010) propose
categorising talent management into four perspectives: the first being an inclusive,
people-focused perspective; the second, an exclusive, people-focused perspective
where employees are differentiated according to the value they add to the
organisation; the third is an exclusive position-focused perspective whereby people
are differentiated according to the strategic importance of their positions within the
organisation; and the fourth is a social capital perspective that stresses the
importance of considering the impact of the work context when identifying high
potentials. Investing in all employees equally, the first perspective, suggests that
organisations suffer unnecessary high costs (Becker and Huselid 1998), and as is
illustrated by this research, employees do not necessarily benefit from the
investment. If the investment in development is directed towards high potential
recruitment, development and retention, as they should bring consequentially higher
returns (Lepak and Snell 1999, Morton 2005, Collings and Mellahi 2009), it can then
be perceived as exclusive (Dries 2013, Gelens, Hofmans et al. 2014) and has an
impact on employee reactions to being identified (or not) as a high potential
employee (Gelens, Hofmans et al. 2014).
Gelens, Hofmans et al. (2014) consider the link between an employee’s identification
as a high potential, their job satisfaction and work effort. At a broad level, this is
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organisational justice, and is connected to the construct of emotional intelligence
and high potential (Colquitt 2001, Colquitt, Conlon et al. 2001, Ulrich and Brockbank
2005) as people have a tendency to overestimate their contributions (Nilsen and
Campbell 1993) thus setting up unreasonable expectations of their value to the
organisation. These perceptions, when coupled with a perception of fairness or
unfairness in procedures will impact upon work effort (Gelens, Hofmans et al. 2014 p
159).
Procedural and distributive justice, as described by the participants, is also
consistently linked with the moderation of individual work effort (Devonish and
Greenidge 2010, Rosen, Harris et al. 2011, Manchada 2014). Procedural justice
considers the fairness of the procedures that are used to determine outcomes and
reflects decision-making, criteria and accuracy of decision-making data (Colquitt
2001). For example in the ACBPS study the participants were advised the regional
rotations were cancelled due to budgetary restrictions, yet some graduates
completed a regional rotation and others did not with no rational reasons for these
decisions. This had a negative impact on work effort and organisational engagement
for those not completing the rotations.
Distributive justice is concerned with the fairness of the allocation of rewards and
resources as consistent with an employee’s perceived contribution and expectation
(Colquitt 2001). For example two participants in the ACBPS study perceive their
contribution to be significantly more than some of their colleagues yet their
colleagues have desirable placements and they do not and having lost employee
engagement requires challenging work assignments to regain employee trust and
subsequent engagement (Cartwright and Holmes 2006). Organisational justice is
only one of the criteria that will impact on employee engagement, the other is their
relationship with their leader/manager.
The CLC conclusion that an employee’s current manager has the most significant
impact on the achievement of potential for that employee (CLC 2005 p 59)
contributes to a body of research that concludes that a successful relationship
between an employee and their manager contributes to organisational success
(Alston, Dastoor et al. 2010, Gilbert, De Winne et al. 2011). The ACBPS participants
report the impact their immediate supervisors and higher level managers have on
their ability, aspirations and engagement; and confirm that negative experiences
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significantly impact their ability, aspirations and engagement to the point they are
willing to walk away from ACBPS. The key for the participants was ethical behaviour
by their immediate supervisors. Rosen, Harris et al. (2011), among others explore
this relationship and conclude that leaders are significant in determining the
perceptions of employees to organisational politics and justice and therefore
managing employee engagement. Walumbwa and Mayer et al. (2011) link ethical
leadership to employee performance where ethical leadership is appropriate
conduct and interpersonal relationships through two-way communication,
reinforcement and decision making (Brown, Trevino et al. 2005, p 120 in Walumbwa,
Mayer et al. 2011).
The link between employees and their managers is further developed by Kotlyar
(2013) who identifies one of the keys to a successful relationship is the ability of a
manager to effectively manage high potential employees and to allow them to move
on to the next opportunity so they do not stagnate at one level. The manager of a
high potential employee must also be able to identify and praise good work
(Brooklyn Derr, Jones et al. 1988) without creating unintentional negative
commitment or aspiration as these employees may be more sensitive to feedback
(Kotlyar 2013). The relationship between emotional intelligence and leadership is
significant as high potential employees are both subjected to the current leadership,
aim to take on future leadership roles, and as yet do not have a formal leadership
position. Emotional intelligence is linked with the degree to which a person not in a
formal position is able to influence others (Cote, Lopes et al. 2010) and to align their
manager’s rating of their problem-solving, engagement and aspiration with their
ability to achieve at a higher level (Troth and Gyetvey 2014), although it is not always
considered to improve outcomes as it was not identified as a useful predictor of
leadership style or perceived outcomes (Grunes, Gudmundsson et al. 2014).
Zeidner, Matthews et al. are critical of the studies linking leadership and emotional
intelligence as many of the studies have very small numbers and the findings are
often inconsistent and at time contrary (2014 p 271). Rosete and Ciarrochi (2005)
consider that published studies relate to the style of leadership rather than the
outcomes of the style, and perhaps the last word:
Leadership is not primarily about making people feel good: it is about knowing what
you are doing and knowing what to do (Locke 2005 p 429).
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One of the key assumptions underpinning the achievement of potential commentary
is that organisations have transparent and fair policies to support the high potential
employees, and that these policies are implemented ethically to provide clear
guidance to both the employees and their supervisors regarding work allocation,
development and career advancement. The results of this research illustrate that
unless the policies and frameworks are fair and transparent, in both design and
implementation, and supported by ethical behaviour, they caused more harm than
good. The participants are identified by ACBPS as having the ability, aspiration and
engagement to succeed and confirmed their aspirations and engagement with
ACBPS. As the program progressed, the participants identify issues that are
impacting on their ability, aspiration and engagement, and these include:


the behaviour of managers, from their immediate supervisor to the highest
level in ACBPS. Ethical and supportive behaviour is reported to have a
positive impact and unethical or inappropriate behaviour to have a negative
impact;



organisational justice, perceived as delivery of promises made during the
recruitment period and the fair and transparent application of policies.
When achieved has a positive impact and when breached has a negative
impact;



poor quality development opportunities has a negative impact; and



poor work opportunities has a negative impact.

The findings from this research suggest that organisational justice and work
opportunities have a greater impact on achievement of potential than is reflected in
the CLC’s model of achievement of potential. The findings of this research suggest
additional research could be conducted to evaluate the consistency of these findings
in other environments. As evaluating this model was not the purpose of this
research, no further comment is made regarding these findings. However, the
findings link to the overall research as the answer to the first research sub-question:
did the ACBPS application of the CLC achievement of potential model set the
participants to achieve potential, is no. Yet despite this, the participants achieve
their own and the ACBPS goals.
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Conclusion
In this chapter, the first of the research sub-questions: did the ACBPS application of
the CLC achievement of potential model set the participants to achieve potential is
addressed. ACBPS used the CLC framework to develop its Graduate Trainee
Program with the aim of developing future leaders. Candidates with the ability,
aspiration and engagement to succeed at higher levels in the organisation were
recruited and subsequently commenced with the organisation. The experiences of
the graduates during the program were very different, and explored in the chapter
are the participant perceptions of the opportunities offered during the program to
develop their ability and aspiration and enhance their engagement. At the
commencement of the year, the participants report a high level of engagement with
the ACBPS aims and objectives and an expectation of interesting, challenging and
appropriate work during their Graduate Program. As the year progresses the
participants report experiences that did not deliver all that was promised and that
their aspiration and engagement began to waver.
From the perspective of the participants, the behaviour of supervisors,
organisational commitment and quality of training programs impact aspiration and
engagement. High quality and challenging work that is appropriately structured,
supervised and critiqued positively impact ability, aspiration and engagement. From
the perspectives of the participants, the ACBPS application of the CLC achievement
of potential model did not set them up to achieve their potential as their experiences
negatively impacted upon their ability, aspiration and commitment. However, it is
also apparent that the participants still manage to achieve their personal and
professional goals.
In exploring how this is achieved, Chapter 6: Emotional intelligence – participant
perceptions considers whether the participants demonstrate any emotional
intelligence and Chapter 7: Using emotional intelligence to achieve potential –
participant perceptions explores the relationship between emotional intelligence and
achievement of potential for the participants to identify how emotional intelligence
is used by high potential employees to achieve their potential.
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Chapter 6: Emotional intelligence
– participant perceptions

Now this is really interesting, my data is starting to tell a story that I wasn’t
expecting. This thing “emotional intelligence” doesn’t have an agreed
definition, and now that I am considering it from the perspective of
individuals, I have a very different construct from that identified in the
literature.
(Researcher Reflections)
The first research sub-question is answered in Chapter 5: Achievement of potential –
participant perception which concludes that while the policies are developed with
aim of achievement of potential the participants report disparate experiences that
impact upon their ability, aspiration and engagement to achieve their potential. This
chapter focuses on the second of the research sub-questions: did the participants
demonstrate emotional intelligence, to explain the participants demonstrate
emotional intelligence.
Throughout the Graduate Program the participants experience the same
organisational cut-backs and limitations to their program, they all manage
experiences they found difficult and people they would prefer not to encounter, and
they all move beyond these difficult experiences to achieve their potential. The
recall of these participant experiences, layered over the consolidated model of
emotional intelligence gives an understanding of how the participants behave in the
workplace. The GENOS EI self-assessments undertaken by the participants as part of
the recruitment process give a prediction of behaviour. This comparative data is
used to draw conclusions about whether the participants demonstrate emotional
intelligence.

A consolidated model of emotional intelligence – a
review
The data from the pilot study, when layered over contemporary theories of
emotional intelligence, revealed there are consistent concepts discussed in each of
the models, and these are collated into the consolidated model of emotional
intelligence, which as detailed in Chapter 4 – Pilot study, is then used to define the
units of analysis for this research. The consolidated model of emotional intelligence
is now used to provide a framework for the analysis of the stories told by the
participants. The units of analysis are:


the ability to identify and regulate emotions in self, with sub-categories of
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o

perceiving emotions - which is represented as self-awareness and
awareness of others;

o

understanding emotions – which is represented as understanding
self and understanding others;



the ability to identify and regulate emotions in others, with sub-categories
of:
o

managing emotions – which is represented as self-management and
managing others; and

o

using emotions – which is represented as change thinking for self
and others.

The emotional intelligence scores from the GENOS EI self-report is now presented to
provide an understanding of what ACBPS was told about the participants as a result
of this assessment. The self-report is then compared with the behaviour discussed
by the participants in the interviews to identify whether the participants
demonstrate emotional intelligence. The interview data draws out whether the
participants demonstrate their emotional intelligence when discussing how they
perform in difficult, challenging and exciting experiences. It also explores whether
they use all of the dimensions of emotional intelligence or whether they
demonstrate a more adept use of some dimensions over others.

Emotional intelligence – GENOS EI self-assessment
During the selection process for the 2012 ACBPS Graduate Program, the recruits are
required to complete a GENOS EI self-assessment2. As detailed in Chapter 2:
Literature review, the GENOS EI report presents a candidate’s emotional intelligence
scores as meaningful measures of intra and inter-personal effectiveness. Intrapersonal effectiveness includes attributes such as self-awareness, the ability to
manage stress, and being able to effectively control emotions. Inter-personal
effectiveness includes the capacity to empathise, influence others effectively, and
get along well with work colleagues. The GENOS EI includes an inflation index
(whether a candidate may have unconsciously responded in an uncharacteristically
2

Each candidate completed the GENOS EI self-assessment as part of the recruitment process
and ACBPS was presented with a Genos Emotional Intelligence Selection Report for each
candidate. The data reported in this Chapter is taken directly from these reports and is
presented in this report as the benchmark for what ACBPS could anticipate from the
participants. The individual reports are not referenced to preserve the confidentiality of the
participants.
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positive manner to inflate their scores), a manipulation index (whether a candidate is
consciously attempting to manipulate to achieve more desirable scores) and an
inconsistency index (whether the candidate responded to the questions in a
consistent manner) to highlight those who may be faking good. ACBPS receives a
GENOS Emotional Intelligence Selection Report for each candidate that summarises
their intra and inter-personal effectiveness, and their inflation, manipulation and
inconsistency index. A comparative outline of these reports is included as Appendix
Q: GENOS EI participant data comparison as this provides a comparative summary of
participants and illustrates the group profile as understood by ACBPS. The individual
reports are Appendix R to Appendix Y for information, and this information was not
considered or evaluated until after the collation and analysis of participant data so
that it would not influence the findings. This data is presented as it helps illustrate
the emotional intelligence of the group using a recognised measurement tool, and
highlights the strengths, weaknesses and overall similarities of the group. The data
quoted for an individual participant has been taken directly from their individual
GENOS report and has not been edited to change the results or the overall message
regarding the individual participants.
Figure 23: GENOS EI – total emotional intelligence scores for participants, illustrates
how the research participants compare to a sample population of respondents when
their results are benchmarked against the sample population. Scores range from 1
to 99 and represent how often the candidate perceives him or herself to
demonstrate emotional intelligence in comparison to others:


Scores in the range of 1-20 are considered to be very low as the person rated
themselves as demonstrating emotional intelligence much less often than
the average person. The level of emotional intelligence demonstrated is very
likely to limit the candidate success and development would be considered
essential.



Scores in the range of 21-40 are considered to be low as the person rated
themselves as demonstrating emotional intelligence less often than the
average person. The level of emotional intelligence demonstrated is below
average and development may be required.



Scores in the range 41-60 are considered average as the person rated
themselves as demonstrating emotional intelligence about as often as a
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typical person in the workplace. If emotional intelligence is critical to success
in the role, then development would be recommended.


Scores of 61-80 are considered to be high as the person rated themselves as
demonstrating emotional intelligence more often than the average person.
The candidate may have well developed emotional intelligence skills.



Scores of 81-99 are very high as the person rated themselves as
demonstrating emotional intelligence more often than the average person.
Emotional intelligence may be a significant strength for the candidate. The
candidate may be able to develop the emotional intelligence of those with
whom they work.

Figure 23: GENOS EI - total emotional intelligence scores for participants

The data in Figure 23: GENOS EI – total emotional intelligence scores for participants
shows that Participant B rates herself as demonstrating emotional intelligence about
as often as the typical person in the workplace. Participants E and F rate themselves
as demonstrating emotional intelligence more than the average person and score in
the high range for emotional intelligence in comparison to others. Participants A, C,
D, H, and I rate themselves as demonstrating emotional intelligence more often than
the average person and score in the very high range for emotional intelligence in
comparison to others.
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The reports for each individual (detailed in Appendix R-Y) outline the participant
inflation, manipulation and inconsistency indices to highlight those who may be
faking good. ACBPS therefore knew that the participants were responding to the
GENOS EI questions in a consistent way, giving meaningful emotional intelligence
scores of average or higher. Perhaps of more relevance to ACBPS and to this
research is the breakdown of the participant’s responses to the GENOS EI inventory.
Figure 24: Comparison GENOS EI scores for participants illustrates the comparison of
individual responses to inter and intra-personal effectiveness measures of the
GENOS EI inventory and shows a group of reasonably well-rounded participants.
These scores suggested that ACBPS could anticipate a group of future leaders with
strong emotional abilities, and who could demonstrate all aspects of the twodimensional emotional intelligence. The following descriptions outline the strengths
of each participant according to the GENOS EI self-report.
Participant A
Participant A reports a total EI score of 91, and very high scores for emotional
expression, emotional awareness of others, emotional self-management, emotional
management of others and emotional self-control; and high scores for emotional
self-awareness and emotional reasoning. His scores suggest he will be connected
with how he feels and to be proficient in using this information to rationally guide his
decisions as he is skilled at combining the information in feelings with facts and other
sources of information in decision making. He is highly adaptable and can cope with
high degrees of stress. Others may be comfortable expressing their feelings around
him and he is able to demonstrate empathy and care as well as to understand
others’ values and beliefs. He can inspire the performance in others by creating a
positive working environment. This suggests he has a well-developed and evenly
balanced emotional intelligence that he will use throughout his Graduate Program.
Participant B
Participant B reports a total EI score of 58, and high scores in emotional self-control,
self-management, emotional expression, emotional self-awareness, and emotional
awareness of others; and average scores for emotional management of others,
emotional reasoning. With the lowest total EI score of the group, and with the focus
of her EI being her understanding of herself, this suggests she pays conscious
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Figure 24: Comparison GENOS EI scores for participants
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attention to her feelings at work and is connected with how she feels, she can also
be personable and authentic and facilitate open and honest communication. She is
personally resilient and can cope with high work demands and stress and is able to
restrain initial responses to strong emotions and remain productive with a calm
demeanour in stressful and high pressure situations. She is skilled in recognising and
understanding others’ feelings and is able to demonstrate effective communication
skills to connect with and engage others, and is therefore able to create a positive
working environment for others. She will typically consider her own and others’
feelings when decision making. This information suggests she perceives her own
emotions and those of others, and is able to use this emotional information in work
situations.
Participant C
Participant C reports a total EI score of 94, and very high scores in all aspects of
emotional intelligence; with the exception of emotional reasoning, where he has a
high score. This suggests he has a profound sense and knowledge of himself and
regularly conducts self-reflective practices, and as he is conformable expressing how
he feels, and he is authentic, and genuine he can facilitate open and honest dialogue;
and he may be highly adaptable and make a great change agent as he can restrain
initial responses to strong emotions. He recognises and understands others’ feelings
and demonstrates empathy and care which enables him to positively influence the
feelings of others. He is skilled at combining the information in feelings with facts
and other sources of information when reasoning and making decisions, and may be
optimistic and resourceful in the face of adversity.
Participant D
Participant D reports a total EI score of 96 and very high scores on every aspect of
emotional intelligence has a profound sense and knowledge of himself and others.
He is likely to be very connected with his inner values and beliefs and regularly
conduct self-reflective practices; he is proficient in effectively expressing how he
feels, and he is authentic and genuine; he may cope well with high degrees of stress
and be highly adaptive and make a great change agent as he can restrain initial
responses to strong emotions and can remain productive and calm in stressful
situations. Others may feel comfortable expressing their feelings around him and he
can inspire performance in others by creating a positive team environment, he is
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able to understand others’ values and beliefs and has a specific skill of making others
feel valued. He is also proficient at combining the information in feelings with facts
and other sources of information when reasoning and decision-making. Participant
D may be able to develop all aspects of emotional intelligence in others and build
personal resilience in those around him as he helps others to overcome negative
feelings and feel more positive.
Participant E
Participant E reports a total EI score of 70, and average scores in emotional
reasoning, emotional self-management and emotional self-control, and very high
reported scores in emotional self-awareness and emotional awareness of others
could be expected to have a profound sense and knowledge of himself, and be able
to demonstrate empathy and care for others. He can be personable and authentic
and provide people with positive feedback. He is able to demonstrate empathy and
care, and is able to understand others’ values and beliefs, and his specific strength is
to be able to recognise how people feel about work issues and what motivates them
at work and feel valued; and he may be skilled in managing people and helping
create a positive working environment for others. He may struggle in situations that
require considerable social problem solving skills or decision making in ambiguous
situations, and he may be prone to the occasional emotional outburst; and he may
have trouble coping in highly stressful and demanding roles.
Participant F
Participant F reports a total EI score of 70, and low scores in emotional selfawareness; and very high scores in emotional expression, emotional reasoning and
emotional reasoning may not recognise the more subtle feelings and moods states
that influence her at work, although she is authentic and genuine in effectively
expressing how she feels. Others may feel comfortable expressing their feelings
around her and she is able to demonstrate empathy and care, and motivate and
connect with people in a caring way. She may be expansive in her thinking, decisive
in ambiguous situations, and cope will with high degrees of stress and make a great
change agent. She is able to create a positive working environment for others and
she can restrain initial responses to strong emotions in stressful and high pressure
situations to remain productive, and maintain a calm demeanour.
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Participant H
Participant H reports a total EI score of 89, and high to very high scores in all aspects
of his profile has a profound sense of himself and others. He is likely to be
connected with how he feels and to be proficient in using this information to
rationally guide his decisions and how he presents to others; and to be proficient in
effectively expressing how he feels. He is able to demonstrate sound listening skills,
empathy and care, to motivate, connect with and engage others; and to help create
a positive working environment for others as he manages and maximises individual
differences and effectively handles workplace conflict. He may be expansive in his
thinking and decisive in ambiguous situations, and be highly adaptive, cope with high
degrees of stress and make a great change agent; and restrain his initial responses to
strong emotions while remaining productive calm and consistent in stressful or high
pressure situations. He may be able to develop these skills in others.
Participant I
Participant I reports a total EI score of 97, and a high to very high score for every
aspect of his profile. He has a profound sense of himself and others. His high to very
high profile suggests he may be able to develop these skills in others. He has a
profound sense and knowledge of himself and may regularly conduct self-reflective
practices; he is also proficient in effectively expressing how he feels and as he is
authentic, and genuine he can facilitate open and honest dialogue. He recognises
and understands others’ feelings and is able to demonstrate empathy and care, and
motivate and connect with others; he can positively influence the feelings of others
and can inspire performance in others by creating a positive team environment. He
is skilled at combining the information in feelings with facts and other sources of
information when reasoning and decision-making and is good in roles that require
considerable social problem solving skills; and he is adaptive and will make a great
change agent, and can cope well with high degrees of stress, conflict and competing
priorities, and can restrain initial responses to strong emotions to remain productive,
calm and consistent in times of stress.
In summary, ACBPS anticipated a group of Graduates with a higher than average
level of emotional intelligence. The Graduates could be expected to have a clear
emotional self-awareness, and to be:
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connected with how they feel, to understand their inner values and beliefs,
and be proficient in using this information to guide decisions and
presentation to others;



personable and authentic, create understanding and clarity with those
around them and facilitate open and honest communication;



personally resilient and to cope with high work demands and stress; and



able to restrain initial responses to strong emotions to remain productive,
calm and consistent in stressful and high pressure situations.

The Graduates could also be expected to have a clear emotional awareness of others
and to:


recognise and understand others feelings;



use these feelings when reasoning with others and decision-making; and



effectively influence others’ feelings and to create a positive working
environment for others.

Some of the Graduates could be expected to develop emotionally intelligent skills in
others.

Emotional intelligence – participant perspective
The GENOS information suggests a group of participants with average to very high
levels of emotional intelligence, and an even distribution of this intelligence across
the key components of the GENOS spectrum. With this picture in mind, it was
expected that the interviews with the participants would yield a discussion against
specific issues that was well rounded and considering all aspects of emotional
intelligence. Yet this was not the case. The data for this research is layered over the
consolidated model of emotional intelligence (detailed in Chapter 4: Pilot research)
to reveal that participants demonstrate a really strong and clear identification of
emotions for themselves and almost no ability to do this for others; an ability to
regulate their emotions, and almost no ability to regulate the emotions of others.
The participant data in this chapter is collated against one topic (for example,
performance feedback) and then layered over the consolidated model of emotional
intelligence to provide a comprehensive illustration of which dimensions of
emotional intelligence the participants use when describing the topic and explaining
their management of issues associated with the topic. This enables conclusions to be
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drawn in response to the question: do participants use emotional intelligence. This
process is illustrated in Appendix H: Interview transcription and Appendix I:
Interview transcription coded against the consolidated model of emotional
intelligence by subject. As the data represents only one interview at a time it
replicates the assumptions of contemporary emotional intelligence in that evidence
should be readily evident of the two-dimensional emotional intelligence at a static
moment in time, much the same way the completion of an emotional intelligence
self-report reflects a static moment in time. The purpose of using the data in this
way was to enable an evaluation of the data against the GENOS EI to identify
whether participants report the emotional intelligence anticipated from their selfreport GENOS EI scores. As is clearly illustrated below, the participant data from this
research does not reflect the participant self-report GENOS EI scores.
These findings are now illustrated in detail using the consolidated model of
emotional intelligence3 as a framework, and detailing the responses of the
participants to the interview questions.
Participant A
During the three interviews, Participant A appears to be very willing to share his
experiences, both current and past; and personal and professional: and to consider
how his past influences his current and how his own behaviour can influence others.
He was a well presented young man with a well-developed ability to express himself
and his thoughts. In each of his interviews, Participant A clearly describes his own
emotions and his physical responses to these emotions (particularly when he was
frustrated and/or angry). He relates these emotions back to a childhood experience
that manifested during his high school years and resulted in him seeking

3

The following colour key is used to illustrate the consolidated model of emotional
intelligence:
Self-Awareness: skill of perceiving and appreciating one’s own emotions
Awareness of Others: being able to perceive and appreciate what is happening for others by
interpreting both verbal and non-verbal cues
Understanding Self: able to identify an emotion and differentiate it from others
Understanding Others: ability to comprehend another’s feelings and to re-experience them
oneself
Self-Management: being open to one’s feelings and being able to manage these
Managing Others: ability to reflectively monitor the emotion in others
Changing own thinking: ability to remain optimistic and resourceful, even in the face of
adversity
Changing thinking of others: ability to understand and manage the underlying feelings of
others and to use this to manage disputing parties
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psychological help while at school. He still uses the techniques he learned at that
time: you’ve just got to break it down and become aware of what the problem is, why
you’re feeling like this, is it going to be relevant in five years’ time?
Throughout his interviews Participant A describes a very clear understanding of
himself and his ability to identify and regulate his emotions, and when directly
questioned or prompted, he is comfortable exploring issues from the emotional
perspectives of others, however he needs prompting to consider others. He needs
considerable prompting and direct questioning to consider how he has regulated the
emotions of others. The strengths of Participant A’s emotional intelligence lie in his
ability to identify and regulate his own emotions. During his interviews he was
prompted to consider the identification and regulation of emotions of others, and at
times was unable to contribute anything to demonstrate his ability in this area.
The following demonstrates how he is able to perceive his own emotion, and why he
might be experiencing this emotion; and then how he manages his emotions though
preparation and finally has been able to change his reactions to his emotions by
changing his thoughts. During his first rotation, Participant A is asked to prepare and
subsequently deliver a presentation on the procurement process to an internal
business group who were quite experienced in the process. He has never used the
ACBPS procurement process, and is quite nervous being asked to present to a
reasonably knowledgeable audience:
There was a little bit of trepidation, because I get quite anxious … get quite
anxious before hand – trepidation in my stomach … sick as a dog in my gut the
whole time … I try to think it through, to be prepared and understand the
background information to build my confidence … once I start talking all of the
anxiety goes away and the nervousness goes away and a relief begins … so, by
doing the background research and sort of gaining an understanding, that
makes me feel a lot more confident … practice it until I was confident I could do
it … I’m aware of the reactions, but I don’t attach an emotional response to it
anymore as experience has taught me how to manage the negative body
language and not let it upset me … I just tend to go with how people react and
I’m not going to let it upset me or let it influence how I behave as well. I just
take the time to prepare and put the support in place to make sure that I
understand the information.
He continues to demonstrate these abilities for different experiences. For example,
in his discussion of his reaction to his supervisor and how he considers her behaviour
odd:
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… so, initially I was sort of blown away and shocked by that, and I guess that’s
how she got under my skin, they assault you to such a degree that you’re taken
off guard, so you just sort of let it happen … if that’s what you are taught, there
has to be some sort of degree of trust there, … so that’s how I reasoned it in my
head … I started I guess backing myself up … I think that if I had started this job
the day after I left the last one, and had hit (supervisor) she would have hit me
like a ton of bricks and I would have been straight out of that door … it
absolutely destroyed my self-confidence … she spent 10 hours per day every
single day for a week just tearing me to pieces … making me second guess …
and I’d be making mistake after mistake … she was the catalyst that made me
leave that place … I don’t think you can place your values and expectations on
another person and then get upset when the not reacting the way you would …
there is nothing you can do about it, you just have to receive it … but I was
thrown into so many situations … well, personally I just roll with it now … I don’t
get worked up to the degree that I used to.
With more than a year between the previous bullying experience, and the current
experience he is able to consider that there may be reasons why his current
supervisor is behaving the way that she is:
… you can see that she’s not happy with something, or you can see that I’m
talking too fast or talking too slow, or that I’ve got the information wrong … so,
if she’s really not happy and she’s you know, arms crossed and sighing at me,
then, yeah, I’ll pause. I’m not going to completely ignore it either, because she is
obviously doing that for a reason … if she’s not happy about something it’s quite
obvious … she’s doing it because that’s her reaction, and her reaction is valid and
I can then take that constructive criticism … it is manifested in a very peculiar
way … and they apply it to make it better…
With prompting, he believes she is actually doing what she is doing to help him
improve his presentation she’ll tell you the honest truth every time. He understands
that it is her behaviour that is threatening to him, not her message, and that he can
rationalise her behaviour to be able to hear the message: I can take that her
reaction is valid and I can then take that constructive criticism … it is just that it is
manifested in a very peculiar way … arms crossed, tapping her pen on the desk,
sighing at me, saying “argh” as I’m talking … she isn’t doing it because she hates my
guts, she’s doing it because that’s her job.
During the third interview, Participant A was very, very angry and was using this
anger to keep him focus and motivation to stay with ACBPS and show them that they
had it all wrong, because without the anger he was ready to just walk away. He was
one of the two participants who was very dissatisfied with the offer they receive for
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their final placement. He has joined ACBPS because he identifies very strongly with
the organisational aims and objectives, a new experience for him; and he does not
believe these aims and objectives are being recognised as he has not been consulted
in the development of his final placement. Throughout this discussion, he is aware of
his emotions, and he is also aware that he is using his anger to keep focus and to give
him the motivation he needs to address the situation:
… so, at the moment I’m just trying to navigate through that and assess what my
options are, without getting all sooky about it … so yeah, it’s just a little bit
difficult to try and navigate that at the moment … I think I was prepared to get
it, but the fact that – the manner in which it came about sort of – not upset me,
just infuriated me, I suppose … so I guess the more emotional and gut feeling is
probably just fury, with a little bit of, I suppose, anxiety and trepidation thrown
in there as well, because, at the moment, it’s a little bit of a downer for me,
thinking that I potentially wasted 12 months, plus another six to 12, trying to get
out of the business environment … I guess I’m a little bit confused as to how I
approach this situation … no, it was more of a brooding reaction. I’d say it
started with frustration with the politics behind how the decision was made. I
then tried to follow up on it and to do the right things, and the deeper I dug into
discovering what the role was about and how it came about that I got it, the
more frustrated and infuriated I became of the process and how I was eventually
placed in that position. And I suppose then brooding on that is what led me to
the fury and the rage ... I tend to use anger to motivate myself … If I think
something is unfair I am in a position where I can raise my hand and put a stop
to it, or I can walk … On top of the emotional side of it, when I grapple with stuff
like this, I generally look at it logically and objectively and ask myself “am I really
overreacting here? Am I just upset because is not the very best place in the world
that I expected?” … I think the point I’m trying to make is, as much as I like to
lean on the anger as being the motivator, a lot of the time it just clouds your
mind, because all your thinking is rage, rage, rage, rage, rage … personally I
need to channel that into something, so I channel that anger into going for a
run. The anger is so focused on punishing my body for running that much
further than my mind is left just to ruminate or just to mediate on the issue … a
lot of the time I suppose I use that sort of stuff to distract myself and then the
process sort of comes along past that.
Participant A demonstrates his awareness of the feelings of others and perhaps why
they were feeling that way, yet he chooses not to use this information to manage the
situation. In describing his CIT research, he talks about how difficult it is to coordinate his colleagues while he is on a regional placement. He receives both
solicited and unsolicited advice from his supervisors about how to manage the
situation, and during the interview discusses how useful this information is, yet he
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continues to act in the same way with a full understanding that he is probably
bullying his colleagues:
(the unsolicited advice) … and (Manager’s name) was actually really good, he
pointed out that some people … like to do it right away and then have three
weeks off, I don’t know, cruising until the deadline and they are happy because
they’ve had it all prepared. It’s good to go is just sitting there waiting to be
submitted. Other people like to cruise the first three weeks and then panic at the
end and do it at the end of the day, the results the same, you still submitted by
the deadline and it still passes … another thing he said was that at some point
you’re going to be put in a group where you might have more knowledge and
you might have more ability than your colleagues, but sometimes it’s better to
take a back seat and have the research potentially not get as good a mark as
you would like. But if you see that they’re getting some sort of learning
development out of it then really the research has succeeded … yes, it will be
right.
(the solicited advice) … I had a ton of problems just getting people to do the
work and to do it to the standard I thought was expected or required. And
(Manager’s name) was really good again in just talking through the different
approaches and “having considered talking to them this way? Have you
considered motivating this way?”
(how he elected to proceed) … Well, I’m scaring them shitless for a start … I am
fairly confident that I scare the poor bloke … individually, I think I can learn to
manage them a bit differently … I also think that if they had any valid concerns
they are aware enough and professional enough to raise them with me … I just
hope I didn’t scare them too much … I offered them reassurances … it was about
reassuring them that the work they were doing was good, we got the result in
the end, we were just at opposite ends of the spectrum, so I cut them a bit of
slack.
Participant A does not engage with his colleagues on a social level and he imposes a
non-social, get it done at all costs approach on his colleagues when they meet to
complete their CIT research, and makes no effort to change his approach to the
group. He believes that if he behaves in a certain way the others will conform and
subsequently deliver, and that it is his way or nothing:
… I just sort of put on my cranky face and did what I needed to do. I just go in
there and I do the business side of it and no namby-pamby social stuff. We just
go in and get the results and get out … my personality is that if I get something
to do, I will do it and I will do it before the deadline, and I will get it done and
there will be no fuss or bother and I won’t whinge about the research … I just do
it … my manager kept hitting me with different avenues to approach. To be
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honest, none of them worked. We got there in the end, but I think it was good
for me to just to try those different approaches and see how they could
potentially work … but then you see the pattern emerging … and I became
incredibly frustrated and annoyed … the approach I used in the end. I stopped
caring about whether we passed or failed and took a punt that no-one would fail
… and then it became about me managing that emotion and funnelling that into
a more productive way … I just hope they got some learning out of the research
… I know that when I do engage I can be very direct and some people get quite
put off by that …
Participant A demonstrates that he can manage his initial reaction to a situation and
that he can quickly think and act rationally despite his emotional reaction. He
demonstrates this in his final interview when he is extremely angry throughout the
interview. His reaction to his final placement is one of intense anger. He also
understands that when discussing it in the interview he knows that this is acceptable
to express this emotion, but not with officers from ACBPS:
I guess the more emotional and gut feeling is probably just fury … I am a pretty
angry person most of the time … it started with frustration with the politics
behind how the decision was made. I then tried to follow-up on it and to do the
right things, and the deeper I dug into discovering what the role was about and
how it came about that I got it, the more frustrated and infuriated I became of
the process … I suppose then brooding on that is what led me to the fury and the
rage … I tend to use anger to motivate myself ... Generally I would use anger and
the disappointment for then it turns into rage to motivate myself to do better.
This one I’m not sure I can do that. I suppose in that regard, I’ve had the wind
taken out of my sails a bit and it is the first time I have struggled to use the anger
proactively … up until now it’s not affected me. I do shut my mouth, stay away
from everyone, do my work and treat the job as what is should be, a job. This is
the first time when I’ve been frustrated by the politics and it’s directly frustrated
me.
During the interview he again demonstrates his ability to manage his emotions, and
to use those emotions to change his thinking as he began to logically explore his
situation and identify a rational approach to managing what he considers to be a
very disappointing experience:
When I look at it on paper it just doesn’t seem to align, a red flag … I then went
and met the work supervisor, another flag. I went and had an interview – not an
interview, just a quick meeting with her so that she could explain the research to
me. Her explanation of the research didn’t marry up with the other people I had
asked … another flag … I think I have to go there, but I haven’t sort of reconciled
that with myself and what my other options are ... I might have a look at another
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agency, or another work area ... I think I need to accept that it is what it is, go
there and then start looking for another position …
Throughout his interviews, Participant A effectively expresses how he feels and
appears to be authentic, genuine and able to facilitate open and honest dialogue.
His specific strength is his ability to express how he feels about work issues, to
express this to the right people and being able to express strong feelings
appropriately. Although he identifies the emotions of others, he seems
disinterested in using this information to appropriately manage others, rather he
uses it to bully them into submission.
Participant B
Participant B is a very quietly spoken woman who describes having a productive and
enjoyable program and having slipped into depression during her program due to
issues outside of her work. Her partner is not Australian and they are waiting for his
spousal visa to be approved. This is expensive, and when they are in Canberra they
are even more financially stretched as his international passport and visa mean he
cannot work in the APS, or for an agency delivering services to the APS, and any
study he wishes to undertake is done on full-fee arrangements. This means he has
low-income casual work, and all of their money is going towards being able to fund
his university fees and his visa. Participant B has worn the same clothes all year, she
has not met with the other graduates for a casual drink or coffee, she has not had a
meal they had not prepared at home with the cheapest ingredients they could
purchase, she has not been able to have a coffee from a takeaway shop, she has not
been able to join a gym to maintain her fitness or mental health or travel home to
Sydney to see her father and siblings (even for the Christmas holidays). To support
her partner she has been working two jobs all year as she believes her father no
longer needs to support her or her partner (he has remarried and his new wife
believes his children now need to face the consequences of their decisions). Her
financial situation means that she is isolated from her graduate colleagues and her
rotation team colleagues.
She does not discuss, or even hint at, her challenging situation until her final
interview, yet the issue has driven most of her behaviour during her graduate year
and been consuming all of her emotional abilities to cope. Participant B does not
demonstrate an ability to consider the emotions of others any of her interviews (for
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example, the Spousal Visa issue must be impacting upon her partner, and potentially
upon their relationship), she appears to be a very self-contained person and is not
comfortable in discussing either her emotional reactions or those of others in the
interviews. Her responses to making a mistake with her resume and managing the
graduate group research represent her most complete responses.
Participant B for most of her interviews is very quiet and self-contained. She is most
animated in her discussion of what she perceived was her biggest work challenge,
and this is a situation where she was really embarrassed as she has prepared a
resume and asks her mentor and her father to review it for her. When her father
calls to discuss it she discovers she has sent the wrong version to both of them and
has wasted their time:
He called me up in the morning and said “(Name), this is terrible” and I was like
“my god, oh my god, I spent all that time on it and it is terrible”. He asked me if I
had it there with me, and I said yes and got it out and he started to pull up all of
these mistakes that were from my draft, like about 10 drafts ago. I said “Dad,
you’ve got the wrong version” and then I felt sick because I thought I bet I’ve
also sent the wrong version to my mentor, and yes I had and she had spent the
whole of Monday night looking at the wrong version … I felt angry, embarrassed,
disappointed, frustrated and really, really, really sick for at least 24 hours … if my
boyfriend hadn’t just screamed at me “go and talk to her” which I hadn’t been
able to do because I was too embarrassed, if I hadn’t been able to grab that
embarrassment I wouldn’t have been able to smooth things over … so I finally
went to see her and told her, and apologised to her and explained what had
happened. She was pretty good about it because she had spent all of Monday
night looking at it for me, but she said she would look at this version. The anger
was just a waste of time. I learned to just swallow the embarrassment, as it’s
better to follow up immediately and sort it out
In discussing this experience, Participant B is quite open to how she feels and what
has been driving her. Without the input from her partner she would have delayed
speaking to her mentor, or perhaps would never have spoken to her as she was
aware that her mentor would have taken time to review the document and her own
emotions were over-riding her ability to think about how her mentor might be
feeling and how she would need to manage her mentor’s emotions. She did manage
to effectively use her own emotions, and in approaching her mentor hopes that her
mentor will be accepting of the situation. She did not demonstrate an awareness or
understanding of the emotions her mentor might be experiencing, nor did she

180

consider how to manage these emotions. She hopes that an apology will get her out
of the situation.
Participant B demonstrates her greatest understanding of her own emotions as she
explores her challenging issue: supporting her partner until he can obtain an
Australian visa and citizenship, this support is both emotional and financial, and has
taken a real toll on Participant B during her Graduate Program:
… I have been lucky and had good placements and I’ve had no dramas, my
challenge is about money … it is significant, and the worry just sits in my stomach
… It impacts upon everything that we do, we have to watch everything that we
do … I also got a second job … I took some control back and made a decision to
use my credit card … I understand money gets you happier only to a point, but I
am not at that point yet … I think what you earn is important and it’s all very well
to do what you love and not mind and say you don’t mind what you earn, but if
money pressure hits you – well, I would prefer to do something I didn’t love just
for the money … what you do doesn’t matter, the money does
Although this situation impacts upon both her and her partner, she never explores
how he might be feeling about having to rely on her, or having no money.
Participant B is the most closed and guarded of the participants and she discusses a
number of experiences that involve others, yet she did not naturally consider their
emotions in her interviews. When pushed or prompted in the interviews she is able
to make comments about how others may be feeling and why this might be so. She
does not actively consider this information in making her decisions regarding her
responses to different situations. She demonstrates her ability to cope with high
levels of work demand and stress, she quickly identifies what is causing her the most
stress (thinking she would have to ask or answer questions in the group setting) and
takes steps to reduce that stress by asking the most senior person in the group all
she wants to know when they were in the taxi on their own. This response both
reduces her stress levels and helps her engage with the other person and she
assumes that her approach is also being done in a way that is not threatening or
challenging to the other:
So, I found that very exciting … and when I met them again for the second time I
had a better idea of how everything worked and what they were going to be
talking about … so I didn’t mind being seen as quite as stupid … not really
worried because I knew I could just sit there and not say anything, I didn’t have
to show people that I didn’t know anything
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She continues the discussion by explaining why she has asked questions – it is not to
make the others feel better, it is to help her relax and she hopes it will also help
them relax and not feel threatened. She consistently uses an approach with the
others that reduces her stress levels, and she assumes it will also work for others:
After the first day she relaxed … after I started asking her questions and she
could see that I was actually interested and happy to be there and grateful for
the opportunity, then she was – we got along really well then … I think it
irritated the other two, but it was really good for me
In her final interview, Participant B discusses her greatest challenge throughout the
year it’s about money … it is significant and the worry just sits in my stomach … I go
to work all day and I have nothing to show for it:
It is like an all over tension, I think about it all the time ... I have been lucky and
had good placements with no dramas ... I remember in the middle of the year
when I realised how poor I was ... I was writing the same document over and
over and over again and then I’d go to lunch and couldn’t even afford a soft
drink. I remember sitting in that miserable food court being totally depressed … I
had no self-talk at that point it was just depression, very black … it impacts upon
everything that we do ... We can’t go out on a Friday … we never go out. I
haven’t bought new clothes in a year, I’ve worn the same clothes to work all year
because I just can’t buy anything ... I am wearing the same underwear and
haven’t been able to buy anything for about 3 years now ... It gives me the shits
… these are new feelings for me. I’ve never been short of money before … I took
some control back and made a decision to use my credit card … we weren’t
eating so well … my blood pressure went up … then I put the gym membership
on my credit card … my learning is that you have to just stick it out
When asked if her family will help her out, not with the expenses for her partner, but
at least the petrol money so that she can spend Christmas with them, she comments
I don’t think he would believe me if I told him how bad things were and she believes
it’s not his issue, and this frames how she identifies and manages the emotions of
others in this situation:
he also has a new wife and she’s very into “your children have got to face facts,
have got to face the consequences, face the consequences”
Participant B demonstrates her awareness of her own emotions, without exploring
an understanding of why she might be feeling the way that she did. She also
demonstrates an ability to manage her emotions, although she is not able to change
the way she is thinking. Even with prompting, she does not demonstrate an
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awareness of the emotions of others, or how to use these emotions to manage
difficult situations; she just does not want to cause any trouble. She discusses this
situation as being totally overwhelming and completely new and therefore she does
not know how to deal with it at all, and she feels she has no ability to do anything
about it.
Participant C
In one of the interviews, Participant C is asked how he thinks others consider his
behaviour and he responds I have been told that I am cold and aloof, and he often
appears cold and aloof, almost as though he does not want to share what he is
thinking or feeling in case he has the wrong perception and is going to say something
that might appear stupid or off the mark. He explores two significant situations in his
interviews that reveal what might be hiding underneath: he is bullied by a supervisor
and feels quite strongly about what happened, and he is posted on a regional
rotation which stretches him emotionally.
Participant C’s presentation during the first interview is of extreme self-confidence,
almost arrogance, and it is as though he does not want to explore his emotional
reaction to the events he is describing. He has really enjoyed his regional rotation as
he has been exposed to interesting experiences and has learned a lot about the
organisation and wishes to share this heightened emotion. During his discussion of
his regional rotation he displays identification and regulation of his own emotions:
It was hard, because I was in Perth and I’ve never been to Perth before … I did
feel a bit isolated a fair bit of the time … I mean it was still life and there were a
few bits and pieces where I was like, you know, I’m just so over not having
anything to do of an evening or, you know, having someone close to go and see
a movie or whatever else … No family anywhere, your friends anywhere, and in
terms of office demographic I was probably the youngest by about 20 years,
which was rough. Like it was quite isolated in that sense, in the sense that I’m
5000 km away from everyone … and I think I was probably one of those whiney
people, because when they cancelled all the trips back to Canberra for the CIT, I
felt really ripped off at the time. And that hit me – they announced that when I
was already kind of in a trough anyway and it was like you know “there goes
that” sort of thing … but the work was amazing and I just buried myself in that
pushed on … I basically just get myself busy, or slept … I might have had an hour
at the end of the night to read a book or Skype someone, or whatever. And then
up again the next day and but the time it got to Saturday I was knackered and
slept in and went for a swim in the afternoon … at the end of the day I would just
remind myself “I’m here to work and I’m only here for months so make the most
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of it and get on” … It’s only for four months … and then Sundays I went to church
and kind of forced myself into another group of people that way … I loved going
to work every day, it was amazing … back there it was like I’m going to get stuck
with drugs and walk through the airport so that the dogs can find me. The filing
week, that was a bit harder to face up to every morning for filing week. Actually
it took me three or four days, so it wasn’t too bad
Participant C focuses his discussions on issues essentially only involving him, for
example, how he copes with his regional rotation where he is a long way from home
and friends, his performance, and his understanding of his own behaviour. When he
discusses a situation with his immediate supervisor that requires him to seek
assistance from the team supervisor he begins to consider the identification of
emotions in her, however this consideration is about her history and behaviours
rather than her emotions:
I don’t think she has managed anyone before, well I don’t know how long ago
it’s been, but she is always been at the bottom of the pecking order in the team,
and it’s a very hierarchical team, which I’ve never been in before … but she has
always been at the bottom of the pecking order in the team, but it’s a very
hierarchical team, and because she is never had someone speaking to her, but
it’s the way she speaks back to other people. So she is always been at the
bottom … I think she takes everything to the extreme a lot and she likes to argue,
and so do I, which is why, to a degree we get along in a sense, but I guess I like a
rational discussion and she’ll often push it … and we tried to work our way
around things, so she confronted me two or three times about a few random
things, and by the third time I was ready and I said “settle down for minute”
there are things that we need to sort out and maybe we need to do them with
the manager. And she was like “why do you think that?” I just said “I just think if
the manager is here that the conversation would be a bit more appropriate”
Participant C demonstrates his greatest insight into his own emotions when he
discusses his approach when people seek advice, which is to treat others how he
treats himself. He thinks it is important not to gossip about others, and to approach
problems in the way that he has always approached them and this consistent
approach is why others speak to him for guidance, even though they may consider
him judgemental; he has not considered whether they might actually be looking for
anything else:
… I suppose my mother always says to me “you can’t let things out of your
control bother you because they’re out of your control, there’s nothing you can
do – if you can’t do anything about it then don’t worry about it” … it comes back
to that same thing that you just don’t worry about it. I don’t remember ever not
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doing that. I guess it was early high school I started, and it has always worked. I
guess it must have been family that started it … I think other people perceive me
as cold, no; “judgemental” is generally the word people use … People will always
ask me for opinions about other people and I basically tell them that I’m not
going to gossip about other people and I think people take it well – I don’t know,
like people have been quite put off by that. I guess it’s nice to be trusted like
that, if that’s the case. Yeah, I suppose people do ask me for advice a fair bit and
I don’t know why … I’m quite happy to provide advice when it comes to weighing
up options, my advice will always be “okay, that’s the situation you’re in. There
are three things you can do. There’s no use worrying about that because you
can’t control that the only thing you can do is this, this or this and the outcome
will be that, that or that. So I think the best one would be…” … I think with that
judgemental thing, people who ask me for advice often expect me to ask them
for advice as well, which rarely happens. There is no apparent reason other than
I generally feel like I have probably over analysed it enough already. No one said
that to me before. People generally get a bit kissed off and I won’t gossip,
because they feel like they’ve shared but I’m not sharing. I would generally say
“ask me anything you like about me and I’ll tell you, but I’m not going to sit here
and you know gossip”. And I think that’s, as well is part of the reason lots of
people talk to me, this because it stays with me you know.
The discussion regarding his supervisor was a learning experience for Participant C.
He is taken aback by the behaviour of his supervisor and it initially confused and
upset him. He then uses the approach he describes in the section above, to begin to
understand what is happening for him. This identification of his own emotions then
led him to try to resolve the situation and to do this, he imposes his own thoughts to
explain her behaviour (rather than thinking about her emotions and what might be
driving her). His solution involves using another rather than attempting to regulate
emotions for himself or her:
My current supervisor’s been a bit difficult to get on with, which has been a bit
tricky and it has been quite different to my other placements … no-one talks to
each other, it is very sterile, and I don’t think my supervisor has supervised
anyone for quite a while … I guess I have never experienced anything like that
before and it got me down a bit at first. I wasn’t looking forward to going to
work ... There was no satisfaction in what I was doing … the first time it
happened I thought it was quite unjustified, I felt quite confronted. I guess, you
know, I automatically recognised that. The first two times it happened I was
blindsided, like I didn’t see it coming. I didn’t have a reaction; it was just like a
blank, like I almost didn’t know what had just happened … but she is always at
the bottom of the pecking order in the team … it’s a very hierarchical team … her
supervisor was a bit of a piece of work, by reputation only, the team warned me
that she can be potentially be a bit, maybe explosive, depending on her mood on
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the day … and I said that I didn’t think that what she had said was fair. I guess I
was shocked that people would think that of me. I said “I’ve done this, and this,
how does that fit into what you have just said” I asked for her to wait while I
found the other manager so that we could talk with someone else in the office …
and now I get her to read and give me feedback on my early drafts, in writing, so
that it is more considered and targeted to my work and not at me … and the only
thing I can control is my behaviour in the workplace when dealing with these
situations, and the first time we tried, it was more of a talk about the substance,
it was nothing personal … since then she has provided me with written feedback.
In summary, once he has relaxed into the interview process, Participant C
demonstrates an identification of his own emotions. He is also prepared to regulate
his emotions and is essentially successful in these attempts. He attempts to identify
behaviours rather than emotions in others, and when regulating emotions in others,
his describes approach is to use his own understanding and impose this on others –
as this approach works for him, he will use this with others.
Participant D
Participant D struggles within the ACBPS environment and describes the Graduate
Program as disappointing and unfulfilling. He describes himself as wanting to be very
good at everything I do, almost to perfectionism. But at the same time not wanting
to be overconfident or to be deemed cocky … sometimes I have very low selfconfidence, low self-esteem and anxiety. He starts the year hoping to find an area
where he will be happy and able to learn and make a contribution that is respected
and that he is recognised as a valued team member. He hopes to be able to fit in
and not find himself in areas where he will be uncomfortable. Unfortunately, this
does not happen, and he finds himself in several situations where he is bullied (he
reported one incident to the Graduate Team).
Participant D concentrates his interview discussions on himself, his expectations and
self-management so that he can achieve his expectations without appearing arrogant
or over confident to others, which worries him for the duration of the program.
Participant D has the highest GENOS emotional intelligence scores, and this is
reflected in his identification and regulation of his own emotions. The following
excerpt is from an interview where he is describing how he was coping with his
placement:
I still felt like I had failed and didn’t really achieve it. I felt it in my stomach. I
think the feeling was telling me not to worry, like it will be all right. I think this is
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one thing that I need to get over … I don’t feel very valued down there … the
Grads, with the exception of me, got to go to Darwin for a familiarisation visit on
the first three months of being on the Command … I have learned this through
my life. I have always set myself high expectations and I just don’t want to be
seen or perceived as someone who is like that (cocky). I want to be seen as hardworking, loyal disciplined person who is approachable and friendly and all this
sort of stuff and not someone who is arrogant or anything or anything like that
… I suppose a lot of the reason for why I am feeling a lack of self-confidence is
because I am really bored in this rotation … I suppose the main thing would be
for me to recognise that I have achieved. Even though I don’t think I have. Like it
is when I do get some positive feedback, I just don’t believe it is always true ...
But most of the time I usually re-evaluate what I’ve done to see what I could
have done differently … I have found a lot of things that help me boost my selfconfidence and one is just getting out there and challenging myself, actually
getting in there and challenging myself and putting myself in a different
situation, outside my comfort zone, actually improving my self-confidence … an
example of feeling successful is getting a successful probation report where
basically all the comments are saying “he is excellent and he does really high
quality work” and all this sort of stuff. But at the same time I’m conscious that if
I sit back and rest on my laurels I might drop the standard
There were times during his interviews when Participant D appears visibly distressed
by the situations he is describing and he did not want to regulate his emotions
because he believes it is making him work harder. He did not appear to see that by
never recognising his successes, he was never achieving in his own eyes, he was
always failing; and so the circle begins again:
(a Manager’s compliments his work) … and I’m thinking “are you serious, how
can you possibly be serious” … I have always had low self-esteem. I think I have
had it since childhood … I see it as more important that others recognise that I’m
doing well rather than myself because I use my lack of self-confidence to
improve what I do, I use it to fuel myself to actually achieve more
Participant D did not enjoy his Graduate Program and rather than identify and
regulate his emotions to help him cope, is actively seeking employment in another
agency:
… overall I have found the program disappointing and unfulfilling. They would
probably be the two words I would use to describe the program. I don’t feel that
I’ve had the broad exposure to the organisation that many other graduates have
had. But being cooped up in the one area for two rotations with just a focus on
civil marine security, I’ve got no understanding of what, say, our media
department does, or what cargo does, or what trade does, or even airport
operations. And even within this department I feel like I’ve been disadvantaged
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because they own me so they can do what they want with me. Whereas other
grads have had the opportunity to have more professional development because
it seen as though they are only here for three months and so we better do
something with them
Participant D, with one of the highest and most balanced GENOS EI scores, seldom
identifies emotions in others during his interviews as his main conversation was his
introverted nature and the difficulty he was having in his placement. His discussions
reflect his introverted nature in that he has to be prompted to consider the emotions
of others, and when he does, his responses are often sarcastic and demonstrate his
frustration rather than the identification or regulation of emotions for others, for
example, this exchange regarding the editing process:
I was shocked when the others said that I shouldn’t bother trying too hard
because it will just get changed … even if everyone else in the organisation said it
was excellent, the Director would fiddle with it … and I thinking, like, that’s what
you had three drafts ago. Anyway after he told me that I couldn’t write because I
am not from Defence, I made his life hell … every time he made comments on the
paper I would ask “why do you want this done? In the name of improvement, if I
understand why you want this change I won’t repeat the mistake again and you
won’t have to make so many corrections”. but I’m like, well, if I’m justifying
what I write, he can justify what he is doing as well … I swear he is bipolar
Participant D has the highest GENOS EI scores, and these are reflected in his
identification of emotion in self. They are not reflected in his regulation of emotion
in self or his identification or regulation of emotions in others and he uses his
explanation that he is a very, very shy person and very introverted in his approach to
his life and his work to explain his emotional reaction and why he is not very involved
in others.
Participant E
Participant E initially presents as a difficult and closed young man not wishing to
share, or perhaps not wishing to be exposed and he has one of the lower selfreported GENOS EI scores. He discusses settling into his Graduate Program and how
difficult he is finding fitting in with his team. He is bewildered as to why people are
saying the things they are about him and why they do not just accept him or help
him a little more. During his first rotation he is told he does not have the emotional
intelligence to succeed in ACBPS. This discussion is significant for him, and a turning
point in his Program. He watches those around him and sees exchanges he thinks
are inappropriate and he does not want to repeat, and exchanges that he describes
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as his light-bulb moments as he wants to learn how to behave in this way. His first
attempts are un-natural to him and he finds the experience difficult, and as the year
continues he finds the results make the experiences worthwhile and he has
established some approaches that he is comfortable with and happy to use.
Participant E describes himself as introverted in his approach to his work and his
colleagues, and he struggles with the daily banter and chatter that happens around
him. As his rotations progress he is more able to cope with the consistent
interruptions and has learned how to shut things out when he needs to. He
discusses what it is like coming home to someone who is chatty and wanting to know
about his day, and how he has developed some routines that enable him to mix with
his colleagues some of the time while keeping to himself some of the time so that he
has the time he needs to recharge his energy.
His first interview demonstrates limited identification of his own emotions and as the
interviews progress his identification becomes clearer and more comprehensive. By
the third interview he is able to clearly identify and regulate his own emotions to
completely change his presentation to others. Participant E discusses his own
introversion, how he has tried to change some of his behaviours to more closely align
with his colleagues, and how this improves his program experience:
I think it was my own introversion, my natural introversion was more – which I
don’t know if it held me back, that made me do things in certain ways. So that’s
been pretty broken down, I think this year or last year now, this graduate year.
And yeah I think I’m a better person for it. Well like we touched on last time I’m
not a natural talker, I come here to work. So my priorities are the work and so
forth and I find it difficult to engage on a different level sometimes … It felt good
that I was making a change and fitting in more because I identified a problem
and I identified what I could do to solve that problem and went about doing it, so
I felt good that I was no longer acting in the way that I was so, yes. I guess I’m
more relaxed, less uptight, I guess you could say. More easy going sort of
attitude so I guess that sort of happened. Like it’s okay to come in and have a
brief chat. I don’t have to get straight down to work straight away; just that
mind shift gears, as it were. It’s annoying if someone interrupts me, yet and
especially when you’ve got that list of five things to do and it’s only 8.30 already,
you know and they’re talking about iced vovos and that’s great, but it’s
frustrating. I feel like just let me do my thing, work in a team … anger is too
strong, but annoyance, frustration that’s when I like to shut up, do my own thing
for a bit. I guess yeah, I get a little bit you know irritated, I guess you … But there
is a balance and I do I recognise that because you don’t want to be alone. You
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are in a new city and a new environment and if you don’t make the effort no-one
is going to make the effort for you. And it’s too easy to fall into the trap of being
alone permanently so I definitely don’t want that … well I’m a natural introvert.
Sometimes I need to just be alone in my room or alone and watch a movie or
whatever. I’m in a share house with four other people, so it’s quite busy. And
when I arrived I got a big double room so I’ve got enough space. I made sure I
had enough space. I couldn’t live in a shoe box because I do spend so much of my
time away from the world and all of that, so yeah. I go on the computer or read
a book or you know just potter around as it were, yeah. … I just need to recharge
…. as my friend pointed out - you need friends to survive and they are the only
network, so your only safety net. So it’s a balance, but I think I’ve got it right. I
think I’ve made some good friends and am on top of my career and yeah, I think
I’m going well … like I feel comfortable doing that now. I don’t feel as
uncomfortable turning around my chair and having a conversation with
someone. It doesn’t have to be 100% work constantly all the time, which never
occurred to me before. So I think that’s something that’s changed my outlook
and you can be more sociable around people … So if people want to talk about –
because this morning tea going to be on in a few hours – “oh, I can bring iced
vovos and I can bring lamingtons” and I find that truly not at all priority right
now, I don’t know I just seize up as it were … The priority of doing what needs to
be done outweighs any uncomfortableness I would feel. So I’d feel more
uncomfortable if I didn’t get the job done as it outweighs having a chat with
other people
Despite his GENOS EI scores suggesting he should be aware of his impact on others,
be able to provide people with positive feedback, to recognise how people feel about
work issues, and what motivates them and makes them feel valued he does not
demonstrate this range of emotional intelligence during his interviews. He did
demonstrate an identification of emotions in others, and at no point did he discuss
how he has, or might have, regulated emotions in others. Rather he regulates his
own emotions, and reflects behaviours to others he has seen work effectively, to try
the same thing himself to see if he improves the reactions he is getting from people.
He is not changing his approach because he thinks it is about the emotional reaction
of others, it is because he likes what is happening to him and thinks others will like it
as well:
We had to engage in this group and all put in some teamwork and blah, blah,
blah. It was a normal group research … and whenever people would email,
because we had a group email train, one person in the group would always say
“well, that’s a really great idea … I thought that’s a really good way of doing it.
You don’t need to be so direct, you can say “thanks for x,y,z and ask for
something different” … I remember getting that email one morning and it just
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clicked, a light bulb moment I guess, and so I have sought to do that more often
… it was a problem for me in the first rotation … because I didn’t know the
culture or how the office worked, so I am a lot more comfortable doing that now
… where I am now I often have to call people I don’t know and ask them
questions … and I am far more comfortable doing that now and I start with “Hi,
I’m (name) from Media, how are you today” just something to break the ice … I
would never have thought to do that before … I was always a bit more focused
on “This is what I need from you”
He has a number of light-bulb moments where others have a significant impact on
him and he has noted his reaction as being positive, and therefore seeks to try these
tactics with others:
I was called dangerously handsome on my way into work today, so I’m feeling
pretty good about life. It was only someone wanting to sell something, but it
was a good fix
Or he notes his reaction as negative, and therefore seeks not to do this with others:
… the Director was competent at her job, but from an emotional intelligence
point of view she was an absolute failure. She didn’t engage. She never came
out of her office and engage with the team … she didn’t have a lot of respect
from the team.
His behaviour is motivated by his positive emotions and a desire to replicate this
feeling for others.
Participant E focuses on fitting into the ACBPS environment. He believes he is in a
very unequal relationship as the Graduate in the teams he rotates through and is
very focused on the command and control management approach and how this
leaves him at the bottom, from where he can learn how to behave and move
towards the top. During his first interview he describes how the team he is working
with are behaving, and how he finds it particularly difficult to manage:
I didn’t have the background knowledge of each individual … to join in with that,
the banter that goes on … just a series of insults, as though they were
manoeuvring, a bit ruggish like a football team … so I was a bit standoffish from
that at first, partly because I didn’t know how appropriate it was, but also I
didn’t have that background – I didn’t know these people well enough and I
didn’t know if it would be appropriate … (well one person took that the wrong
way and interpreted that as meaning) “the arrogant young grad, thinks he’s
better than all of us” … I just didn’t feel comfortable, I wasn’t arrogant, I was
shy, I didn’t feel comfortable joining in with that … (it made me think) I’ve got to
change how I react with people because I have to get on with them and work
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with them … and I know that it is not “what you do, but who you know”, so I’m
keen to make as many contacts as I can and present a positive image … if they
give it to me, I give it back to them. That has helped me fit in a bit more
Throughout the series of interviews, Participant E consistently discusses how his
behaviour is governed by a situation of unequal power and what he thinks he can do
to manage a difficult imbalance, and he does not identify that his reaction is
emotional and that he can regulate this reaction:
So it’s a very unequal relationship … from my point of view, as a person with less
power in that relationship, it’s definitely something to be wary of … and it is a
constant reminder, firstly that I am not part of the team, and secondly that I am
not at their level. I’m not an equal … it’s only for a few months, until the next
placement, but you know, there is not much I can do really … it bordered on
harassment … I’m not sure it was 100 per cent appropriate but they would say I
am being too sensitive, as they are just joking around … I did nothing, I’m not in
a position of power, especially being so new to the agency, and I don’t want to
get a reputation I would just suck it up
Throughout his interviews, if he considers the emotions of others it is in connection
with how they impact upon him, rather than any identification of how the other
person may be feeling:
(how do you think your supervisor finds giving feedback?) Well I hope they’re
good at it because that’s what they’re paid to do. Giving feedback is never a
comfortable thing to do if it’s negative. But they handled it well.
(in discussing the graduate program) I think there are people who haven’t
become involved this year and never will be. That’s not their thing, I guess. But
the people who have become involved certainly we will remain a team. I don’t
think there are many people who will drop away … even if we go to different
agencies and so forth we’re all friends on a personal level so we are all going to
see each other outside of work and see each other on weekends. So that will stay
yeah definitely.
Participant E demonstrates the most interesting shift in his awareness and
understanding of his emotions of all Participants. His initial presentation includes
very limited identification and regulation of emotions in either himself or others. As
he watches or experiences positive or negative behaviours he attempts to replicate
them, not because he is interested in the identification or regulation of emotions in
others but because he identifies he felt better and if he replicates the positive
behaviours then others will feel better and will like him more. For other behaviours
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he feels worse and if he replicates the negative behaviours then others will not like
him:
It felt good that I was making a change and fitting in more because I identified a
problem and I identified what I could do to solve that problem and went about
doing it so I felt good that I was no longer acting in that way. I guess I am more
relaxed, less uptight … more easy going sort of attitude …
However, none of this is done because he is thinking about others. He is thinking
about himself and doing what he has understood will make him more comfortable.
He is motivated to make some changes so that he will succeed at higher levels.
Participant F
Throughout the interviews, Participant F is very willing to share her experiences and
thoughts and considers the interview process to have been really good self-reflection
for me too, they have made me be a bit internal in how I think and behave.
Participant F completes a regional rotation during her Graduate year, and is very
pleased to be able to do this as it takes her close to home when she is ill and
required hospitalisation and her mother-in-law is diagnosed with cancer. She has
negotiated with her final placement supervisor to be able to work from the regional
office if she needs to be close to home to be with her partner and his family.
Participant F has one of the three lowest GENOS emotional intelligence scores,
particularly her self-awareness and this is illustrated in her interview data. She is
very perceptive of herself and others and is able to clearly describe her emotions
however, she has less understanding of why she might feel these emotions and she
discusses her emotions in terms of actions. She focuses her first interview on how
she is settling into ACBPS and managing both her own emotions and learning about
those of others. She focuses her second interview on her experiences during her
regional rotation; and her third on managing a bullying experience from the second
rotation. She is consistently interested in how she can use her emotions more
effectively and make the most of the experience and subsequently developed a
“process” for engaging others that enables her to do this:
… there was this push back … and I can understand that – but one day we ended
up having a chat, and I asked him about his kids and we ended up having a 5-10
minute chat, which was unintentional on my part, but really beneficial … it was
unintentional on my part, but really beneficial because I think he saw me as
more of a person who has interests and not just someone vying to take his
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position as the end of my grad year. We sort of built this rapport – his kids swim
and I swam as a kid too … and this made it much easier when we came back
with our response … because I can talk the lingo (about swimming and time
trials), yeah, after that he really opened up a lot more and the fact that we came
back and were supporting his original assessment was good for him – he had
received the push-back from policy and thought we would do the same … and
the fact that I went straight to him, rather than through policy, kept him
included and involved in what was happening
Participant F wants to fit into her new organisation and as a result to be really
effective, really quickly. This drive causes her to develop a process in her first
rotation for quickly establishing a rapport with others to help her engagement with
them. She works hard at finding an issue in common with those she wished to
engage with so that she can use this as an opener to future discussions. In her first
rotation she discovers that her major protagonist has children who swim
competitively, as has Participant F in her childhood. In her second rotation, despite a
very unwelcome beginning, she identifies and then uses the common issue to make
her rotation bearable:
(When I was first given the task) initially I wanted to just slink away and hide … I
didn’t want to be seen as stepping on anyone’s toes. I just wanted to learn what
Compliance was doing … and it took me a while to get these people, who are
very knowledgeable and experienced, to open up to me and give me any sort of
help … it was like trepidation going to work … although by the end of it, I loved
going to work and had actually made good friends with quite a few people who
were initially very hesitant … in the first two weeks the national manager turned
up and announced that seven people were going to have to leave the floor, and
that the Graduates were all safe in their positions, so we were subjected to “why
are we going through all of these voluntary redundancies if we are hiring all
these grads and wasting all this money on them? … (when the VRs were
announced) they would be asking “what are you doing coming into my area,
you’re a girl and you think you are going to tell me what to do aren’t you” … The
group of grads … got together to look after each other … they are jealous of the
opportunities we seem to have in Canberra … so I would ask them to teach me …
and they were like “oh no, I’m not going to teach you what to do and save your
job when I can save my own” … but they began to realise that I was a channel
through to the lawyers
Participant F clearly identifies her emotions when they manifest as strong emotions
and clearly demonstrates her understanding and regulation of her emotions when
she is very upset. This is illustrated in the following description of how Participant F
reacts to, and subsequently manages a situation where she describes being bullied
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by a team member. She is initially very upset, is able to describe this emotion and
why she is experiencing it. In attempting to manage the situation she is very
cognisant of organisational values and processes, and the impact her management
will have on the individual involved. The reason she sought assistance is to ensure
that she does not become compulsive and reactive when in the company of the
alleged bully:
I was crying at my desk … and he got a zillion people copied in on this email …
I’ve never met this lady and she has sent an email that says “you’re incompetent
in this position” with over 70 people copied in … I sat there for 10 minutes
wondering what to do … even the thought of going getting a cup of tea and
having to sit there … and he gets the email and he says nothing, he is meant to
be the one working above me and supporting me … then he sends back an email
(to her) saying “you’re a traffic bollard” thinking that he was defending me or
whatever … it was an absolutely horrible afternoon … he still hadn’t done
anything about it an hour later he let it sit there instead of picking up the phone
straight away and dealing with it … I just started – and even the thought of
going getting a cup of tea and having to sit there I just started crying and I went
to walk past (name)’s office to go to get the cup of tea and I just went “I’ve got
to do something about this now” as I was talking to her it was dissipating a little
… I felt like I could barely breathe … she just stepped in and was very responsible
about moving forward with it and sorting it out … and then there was the dread
of opening the door and having to confront him (her immediate supervisor) …
knowing that he knew why I was in (name) office … in the end I went for a run …
there’s a couple of things that happened to me when I was really, really young
where I got … bullied pretty badly in middle primary school … so I felt quite
isolated straight away and I have a lot of self-doubt that kicks in quickly … it
makes me a bit risk adverse
Describing the experience causes Participant F to consider what is happening to her
I’m almost getting that reaction again.
Participant F presents at the interviews as very interested in exploring how she has
responded/reacted to her experiences and evaluates whether she can try something
different next time she finds herself in a similar experience. She comments that she
finds the interviews far more beneficial than she finds the formal performance
management meetings because she is able to evaluate her performance without any
implications in the workplace. She therefore discusses options for change without
any implications in the workplace. Participant F is able to clearly identify her
emotions and when she is really challenged she demonstrates her ability to regulate
her emotions (she would focus on her positive experiences and hold those thoughts).
195

Participant F is one of the few who discusses the behaviours of others and attempts
to attribute emotions to these behaviours to identify emotions in others. Although
she was not active in regulating emotions in others, she develops a process for
engaging with others that is about identifying a common issue and focusing on that
issue to build a relationship she can then use. In regulating the emotions of others,
she develops a process that is a clear reflection of what she did to regulate emotions
in herself and she applied this regardless of the needs of the other, for example,
Participant E (who just wants to get on with work) calls her, introduces himself and
does not engage in any small talk. She forces him to respond to a couple of
introductory questions before she will proceed as she believes his approach is
inappropriate. Each bases their assumptions on their own emotional reaction to the
situation rather than demonstrating any awareness of the other, or attempting to
respond in a way that the other would appreciate.
Participant H
Participant H is a specialist Graduate, and therefore completes his rotations in one
Division. He reports he finds the program to be less than satisfactory for him as it is
mind-numbingly boring:
… one of my best mates is in the Defence Graduate program and he … says “it’s
pretty much a common theme that everyone will have one good rotation, one
average rotation and one crap rotation. The order that you have them can really
affect what happens to you and how you feel over the year” … and he says that
he has been watching me and I have been dropping. At the moment the only
thing that is keeping me going is because I know that I’m going back to the first
rotation. I don’t have any leave left as I have pretty well used all of that up so
that I don’t have to be here.
Although he finds the program difficult, he does not seek help or company from his
fellow Graduates as he is in a Division where a number of Trainees commence at the
same time as the Graduates, and having a common work experience means he
gravitates towards this group for companionship. He is also a very active on-line
gaming participant and discusses how this means he does not look to his work
colleagues for support as he has a large range of friends on-line.
The most significant challenge for Participant H is maintaining some form of
enthusiasm and engagement in work that he finds mind-numbingly boring, and this is
his main topic of conversation in each interview. He also discusses his shyness and
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unwillingness to present to others, or to speak up in a meeting, and in each interview
he discusses some new techniques he could use for managing his shyness. He did
not have formal performance reviews and talks about why he was happy with an
open and on-going feedback system as this works better for him that a structured
and formal interview process.
Participant H is one of the two participants who demonstrate an awareness and
understanding of both his own emotions and those of others. Participant H is bored
with his Graduate Program and this boredom becomes his only focus as the year
progresses. He is acutely aware of the impact it is having on him and can very clearly
understand and express his feelings and what he is doing to try to make it something
different:
… “well, that’s great and all, I can look at the code and learn it, but unless you’ve
got some sort of practical use for that I don’t see much point … it was frustrating
… back at the very start, before they gave me the (name) thing, I was a bit
frustrated and I didn’t have any work really to do … I was frustrated because it
felt like I was wasting time and money being there … I’m sitting thinking “they’re
cutting down money, they’re letting staff go, and I’m sitting here reading …
having nothing to do was the most frustrating thing … I’d sit at meetings and see
everything and have nothing to so … As time went on I kept digging deeper and
deeper into the problem and learning more information as I was going …
towards the end I felt like I really understood the problem … I actually brought it
up (the lack of work) at one of the graduate meetings that we had … and I’ve
found that others are also experiencing the same thing. We are put in an area
and they don’t have any idea what to do with us … I was making work, I was
going through the e-learning and teaching myself that … I ended up just opening
up the coding program and writing my own bits of code just to keep my skills up
… and whenever a bit of work came in regarding code, I would sort of wander up
and say “Can I have a look and see what you’re doing there?” and getting myself
involved by displaying my technical knowledge a bit so they knew that I had the
understanding … So that I didn’t feel like I was wasting time, which I was, as
soon as I started to think “I’m just wasting time” I had to change my thoughts to
“I really need to do something” and I’d go and find something which was
relating to the team
Participant H focuses on his boredom and introverted behaviour and this limits his
exploration of issues that might impact upon others and despite the internal focus of
these discussions he appears able to identify emotions of others:
… the managers I’ve talked to are just relieved to have somebody who will do the
work without bitching about it. It’s because we are only here temporarily and
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they don’t want to give you a really big job – they don’t want to spend the time
and the effort training you up just to lose you … there was a lot of feeling that
because the graduate is only with the group temporarily they don’t want to give
you anything too big, too important. If they had a stronger feeling that I was
going to stay with them I can see them spending more time getting me really
entrenched with it. But when I’m only there for three months they just – there’s
no point in giving all this training, people taking time out of doing their work and
is always more work than there is time, to train for me to walk out in a couple of
months. And all the effort and time is basically just gone to waste there is
nothing to show for it. That’s the thing, the problem is I can see where they’re
coming from, from the other side and that’s where the resignation – that’s why
I’m not getting angry. It’s not a deliberate slight from them, personally attacking
me … and one of them, the manager, and I were talking to him about it and he
actually said he was feeling the same way. He was frustrated that he couldn’t
give me more work to do because I wouldn’t be there to support it because,
especially in information technology and programming development, cycles take
a long time. And the questions that I was asking, suggested to him – and I’m
talking in his own words here, he said it was suggesting to him that I knew what
I was doing. In fact it was his suggestion because up to the time I was just
twiddling my thumbs and I was talking to him. I bought a couple of points we’ve
been talking about the research and I said well why don’t we do this all this, why
isn’t this done? And he said “that’s a good question” he didn’t know. So he said
“well, why don’t you research it?” … and that was my bit of work, and they are
actually implementing that right now. The coding that we are doing at the
moment is based on a document I produced, so I did have an effect
Participant H starts the year as very optimistic and in his first rotation identifies and
subsequently develops a piece of work that is adopted by ACBPS and he is given a
lead role in implementing that research however, he is not successful in creating any
work in his following rotations and tries to both understand the position of his
supervisors and not annoy them:
The last few months it has just been so lethargic at work and then I get home
and I start doing interesting things … going to the gym or going out or just
playing games or whatever … and then all of a sudden I am wide awake and
interested, so much so that I have trouble going to sleep … I have resorted to
using an alarm to tell me to go to bed. I’ve been considering getting up first
thing in the morning and going down and spinning for half an hour on the
treadmill or doing some physical exercise because it is a bit more interesting
than what I’m doing … and hopefully the adrenalin or whatever it is called will
get me through the day until I get home … and the managers I have talked to are
just relieved to have somebody who will do the work without bitching about it …
we are only here temporarily and they don’t want to spend the time and effort
training you up just to lose you… and I don’t want them to see me coming and
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try to avoid me because I am always looking for something to do … if they knew
that you were going to stay with them I can see them spending more time giving
you all this training. I can see where they are coming from … that’s why I am not
getting angry … there is just frustration and irritation … (and I know where that
is coming from). the feeling that I spent four years working my arse off at
university to get the higher scores, to learn my field as well as possible, and then
I am just given filing or something … so I have gone from feeling pretty optimistic
to feeling very resigned to not being able to do anything about it.
Participant H, despite the introverted focus of his discussions, demonstrates a keen
identification of emotions in self and others and moderates his behaviour to meet
what he perceives to be the needs of others rather than himself. He also
demonstrates a clear ability to regulate his own emotions. While he demonstrates a
strong identification of emotions in others he does not demonstrate an ability to
regulate their emotions.
Participant I
The most significant experience for Participant I is keeping his partner positive as she
receives knock-back after knock-back as she tries to find work in Canberra as she is
not an Australian citizen, cannot work in the APS, and needs additional qualifications
to work in the private sector that can only be obtained through fee paying study.
The visa application has been submitted, and the waiting period is two years. She
has given up a job she enjoys to move to Canberra, and as the year drags on for her
she is becoming more and more depressed and Participant I is struggling more and
more to keep her motivated and to enjoy his working experiences. He is very angry
in his final interview as he has just been advised about his permanent placement and
believes he has been treated very unfairly. He is prepared to negotiate to obtain
something he is interested in as he knows he can always head back to the mines and
earn much more money and his partner can probably have her old job back.
Participant I has one of the two highest and well-rounded GENOS emotional
intelligence scores, and he is also one of the two Participants demonstrating an
awareness and understanding of both his own emotions and those of another.
Throughout his interviews he clearly identifies and describes his emotions, even in
the final interview when he is very angry at the situation he finds himself in. In his
initial interview he discusses his participation in a business process mapping exercise
that has been facilitated by an external consultant. The facilitation is one of the first
times he has been exposed to his full team, and the reaction he receives from
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members of the team causes him to take a big step backwards and to worry about
his input and what he should be doing about it:
I thought it would be good to get involved and I decided at a point that it would
be good to get something written on the board so that things would keep
moving … I thought at the time that it was a mistake because I’m a graduate
and I shouldn’t be active like that in putting up opinions … I just got a bad vibe …
I was worried about how it was taken by my team as a result, because of the
vibe that I got from people outside … they just weren’t all towards me as they
were initially, I felt … it’s probably a perceived thing, it might just have been that
the day was getting along and they were just over it, which is fair enough … I
recognised that I felt tense, definitely, but I also knew that in that sort of
situation it is best to be relaxed, otherwise you’re not going to get the best out
of it … I had an interim performance assessment that I set up with my director,
my manager and another manager in my area. My director actually commented
and gave me really positive feedback, that I had done a good job there (in the
mapping meeting) … so I had spent 3 or 4 weeks thinking that I had stuffed up,
overstepped the mark and shouldn’t have done what I did, only to discover that
she actually really liked that I got involved … I thought it was best just to maybe
leave it … I didn’t want to create a bigger issue out of what it potentially could
have been. I wasn’t sure that I’d really overstepped the mark. I knew what I’d
written up was correct, so I thought it would be best to just maybe let it blow
over, get on with what I was doing and work hard, that sort of thing
Participant I is the only participant to consistently demonstrate not only an
awareness and understanding of how others might be feeling; he is also able to
demonstrate that he has actively sought to manage the emotions of another and to
change the thinking of that person based on her emotions. He is describing how his
partner is feeling now that she has relocated to Canberra to join him and is unable to
find a job. He is having a great time at work and doing really well in his program, and
going home at night to a partner who is getting more depressed as the year wears
on. He finds this experience difficult and is very concerned for his partner:
… that’s a bit of a sticking point for us at the moment. That’s probably the
biggest challenge for us at the moment … I always look forward to going home. I
mean I always want to go home and I want to see her, that’s the thing … I just
want her to be happy … it is hard going home, I guess just the fact that (Name) is
struggling so much. It is kind of, I don’t know, chews me up inside a bit because
I’m being successful here, and she recognises that, and she says how proud of
me she is and that sort of thing. So in that respect it is not that I don’t want to go
home, it’s just the fact that she is unhappy so I guess I spend a lot of my time
trying to cheer her up … she still struggling to find work – a permanent position
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somewhere. She’s got a bachelor of psychology, a four-year degree, and
unfortunately she needs to do the Masters before she can get her registration
and all that sort of thing. And since she is not an Australian citizen the whole
public service is closed to her. … At the time it was probably ill advised of me to
suggest retail … and no retail employer would take her on when she wants time
off immediately … I think any agency would value someone like her if she is
willing to commit to them and say “I want a career here” that sort of thing,
which would be a fib, but sometimes I guess you have to make those choices …
so she struggling a bit. A little bit depressed and lonely. But I think she is getting
close to finding something now. She is just looking for administration and then
shall say to them “I plan to start a Master’s program” … She gets as much help
from her parents she can, but they’re in Croatia now, they have left Perth. So
yeah, it makes things tough financially and she is depressed. But there are days
when she is depressed when she stuck at home, and she is getting quite anxious
… On the one hand it’s great that she is proud of me, but she had a good fulltime job back in Perth, working for the (name) in her field. So the fact that she
has left that it is struggling so much to find an alternative position. And it tends
not to be as good as what she was working in. That’s pretty sobering. It’s just
the fact that she so unhappy … another big disappointment for her is the fact
that when she entered into the bachelor of psychology she didn’t realise she
would have to do another two years at her masters level. But she wants to be a
clinical psychologist so she has to do her masters. So it’s a tough one. She feels
really lost and I think it’s tougher her seeing how well I’m doing as well … she
wants to be an Australian citizen, yet. We have lodged the de facto Visa
application and now it’s a matter of waiting for that to process, and then it is
two years before she can then become a permanent resident and then she can
apply for citizenship. So that’s a long process … Unfortunately she didn’t get a
high enough grades to do her honours, so she’s done a four-year bachelor of
psychology, but it means she would still have to do a postgraduate certificate to
get into the Masters program. So that means that she has got to do at least
another year, then too. And she doesn’t have the money. She is not an Australian
citizen so she can’t get the help and she doesn’t have a job, so she doesn’t have
the money either … she is from Croatia. So we’re just trying to get a job in some
sort of full-time position so that she can earn enough money and study again in
a year or two, to do her masters, because it is expensive. I’ve suggested to her
that she tries to work in a recruitment agency. There’s quite a lot of
administrative work as well, actually. The problem was first she was going for all
counselling sorts of roles. Turned out she doesn’t have enough experience, not
practical experience anyway. She got a lot of interviews, but I don’t think she is
quite there. She has tried lifeline and places like that, they have intakes and you
can volunteer and you are paid $400 to do the training. I think they have an
intake in February or March, so we missed the first training. I think the plan is to
volunteer at somewhere like lifeline when they do their next intake, she is
working full-time or part-time in an administrative role. At least with
administration they are the sorts of skill she can take forward it any workplace …
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She had some really good interviews further Canberra rape crisis Centre and a
few other places, which would suit her perfectly, but she doesn’t have the
experience of that. It was a credit to her to get the interviews, I think, because
they were quite rigorous selection processes. But I think if she could do some
administrative work, get her masters, then she will be right … I just wanted to
succeed and I want a job to come along to her that she really likes. I think if she
can get some work and meet a few people through those sorts of mediums
outside of my work colleagues, then things will turn around her pretty quickly. I
mean I told you we can get a loan out if we need to pay for her studies.

Participant I gives up a very financially lucrative job to finish his degree and join
ACBPS, and his partner follows him to Canberra part-way through his Graduate
Program. He struggles with the positive feedback he is receiving at work, and sharing
this with his partner who is in a different and unsuccessful struggle of her own. The
following extract illustrates how he demonstrates his identification and regulation of
emotions for himself and his partner by developing some solutions with her:
… (name) is having problems finding work and it is placing a lot of strain on our
relationship. There is an inconsistency for me, I guess, as I am getting some
really good feedback at work … and then I don’t feel comfortable really sharing
that with her because she’s so down about where things are with her … so it’s
like bitter sweet whenever I get something, some praise here or hand in some
good work and get some good feedback on it, so it’s tough … she feels pretty
terrible, especially because she left her West Australia Public Service position,
which was in her field and it was a good job … there were opportunities there for
her, so it’s difficult for her, so she feels it … it’s not like I feel good about what
happened, so it brings us down a bit, which sucks … I try to just work through it,
try to spend time together and take our minds off it … I’m always there helping
her with her applications … and trying to stay positive for her … and that is
difficult as well, because you know she has got quite negative about it I guess … I
know it’s difficult, but I’ve got to keep trying … she has to get her supervision or
do a specialisation, so a masters and we don’t have the money to pay for that as
she is an international student, and for that reason she is cut out of the APS, and
she has to pay up front and we just don’t have the cash at the moment … so she
is stuck in a hard place at the moment and for her there doesn’t seem to be a
light at the end of the tunnel … I keep saying to her that this is the low point and
that soon something will have to turnaround, soon she will start to have some
money and she will be able to go back to school.
While he reports enjoying the program, the final placement offer is not as expected
or wanted. It happens to be the same placement as Participant A, and while his
initial reaction to the offer is similar to Participant A (anger and frustration); his
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subsequent response is quite different as he seeks to manage his emotions and
change his thinking by creating some options for himself (seeking to use his mentor
and the relationships he had made in the organisation; organise that his future study
was paid for; and negotiate that the placement would only be for a fixed term):
Three months ago I was pretty confident that I had a permanent placement
sorted out, and that didn’t change all the way up until Christmas … they didn’t
take the time to try and meet with me to discuss the proposal the way that other
areas had done … so this placement proposal was put on the table and it wasn’t
in an area that I have any interest working in. I was surprised as it was extended
to me by a person who should have known that another position was being put
together for me in (name)… they were trying to bullet me into this position while
my National Manager was away on leave … I was disappointed … I said that I
can’t accept the position until I have spoken to the National Manager out of
respect for all the discussions we’ve had over the last two months … but by the
Sunday I was disappointed at how it had all worked out. So that was pretty low,
that was a low day … first of all I bottled it all up, and then I talked to Katia
about it. I had some discussion with people whose opinions matter to me and
they have given me some good advice … so by Monday I was happy about it and
had a big sigh of relief … but it was all a bit frustrating.
Participant I is the only Participant to clearly demonstrate all aspects of the
emotional intelligence framework in attempting to manage the employment
situation with his partner. He is aware that a couple of times he has made
suggestions to her that are a reflection of how he would go about things … I made a
mistake by suggesting retail, and that this isn’t the best way of managing the
situation, so he changes tactics and tries to understand her and what is driving her
emotions … her parents have returned to Croatia, so she is lonely and doesn’t know
anyone, before he attempts to manage her emotions and change her thinking. He is
also aware that he is attempting to manage his own emotions before he arrives at
home so that he does not present as overly optimistic or happy to her and add to her
distress.

Challenging the assumptions about emotional
intelligence
As discussed in Chapter 2: Literature review, a number of assumptions underpin the
contemporary conversations regarding emotional intelligence, and these
assumptions are challenged by the findings of this research. This section outlines
these assumptions and the research findings.
203

Two-dimensional emotional intelligence
Emotional intelligence is considered a two-dimensional construct whereby an
individual is able to understand their own emotions and those of others; and use this
information to manage their own response as well as that of others. The participant
data explored above is sorted against a topic and illustrates that when layered over
the consolidated model of emotional intelligence, the participants use a very onedimensional concept of emotional intelligence as they identify and regulate their
own emotions, perhaps identify the emotions of others, and almost never regulate
the emotions of others; and when they do attempt to identify and regulate the
emotions of others it is from their own perspective not the perspective of the other.
The emotional intelligence demonstrated by the participants is almost as though
they hold up a mirror and look at their reflection when thinking about others, rather
than looking through a window to perceive others:
We see them as we are, not as they are.
The following section summarises the findings to illustrate this point.
Identification of Emotions
All participants demonstrate a self-awareness of emotions as they describe how they
feel during their specific situations and describe the physical signs of the emotions
they experience. They can describe an awareness of how these emotions have
developed over their life; and which emotion it is that they are experiencing as they
can differentiate between emotions. For example they did not confuse anger and
frustration, they identify each emotion and they identify when they transition from
one emotion to another. They can describe tips and tricks for managing the strong
emotions, and they describe using these for years. Some sought professional advice
to develop these skills and others did not know where or even how they developed
these skills, they just know what they do and because it is been successful, they keep
doing it. They demonstrate an ability to put these emotions into perspective and to
move beyond the immediate emotional crisis, and they appear to be most self-aware
and understanding when the emotions are very strong. For example, if the
experience is an extremely rewarding or frustrating one, or it triggers extreme
happiness, sadness, frustration or anger. Even the participants who are most angry
in their final interview are able to remain resourceful about what they can do to
manage or change the situation.
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Participants A, D, H and I demonstrate a clear understanding of their emotions and
how they are developed from early life experiences. They openly discussed their
early experiences and how they understand their emotions; and are able to manage
their emotions and change their thinking as a result. Participants C, E, and F
demonstrate a clear self-awareness of the emotions they experience in specific
situations, without a clear understanding of what in their life experience results in
these emotions as they consider each experience a stand-alone experience, rather
than an experience they can be building on. Participant B did not demonstrate a
very clear understanding of her emotions or how or why they may have developed.
All Participants are aware of the emotions of others. This awareness is most often
explained in terms of behaviours rather than emotions … my current supervisor is a
bit difficult to get along with … I don’t think she has supervised anyone for quite a
while and we have different opinions of things. Only Participants H and I report a
clear awareness of others and the emotions that are demonstrated by others.
The participant data demonstrates an understanding of self without an
understanding of the emotions of others, unless directly prompted to think about
others. For example, Participants A, D, H, and I demonstrate a clear understanding
of themselves, yet only participants H and I demonstrate any understanding of the
emotions of others without prompting. Again, the understanding of emotions in
others is expressed as behaviour rather than the emotion.
Regulating Emotions
The participant data does not demonstrate the same ability to regulate emotions as
to identify emotions. Participants D, H, and I demonstrate a clear ability to
effectively manage their own emotions, while Participants A, B, C, E, and F do not
demonstrate a clear ability to manage their own emotions. Participants D, H, and I
demonstrate how they change their own thinking by using their emotions by
prolonging strong and positive emotions to maintain a good mood or a positive
reaction, or using strong and positive emotions to change how they were thinking
about a specific experience. Participants A, B, C, E, and F do not demonstrate such a
clear ability to change their thinking by using their emotions.
Participants H and I were the only two Participants to demonstrate an ability to
regulate the emotions of others by perceiving and understanding the emotions of
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others, and using this information to develop strategies for managing and using the
emotions of others. Participant A stood alone against this component of the model
in that he can identify the emotions of others and make an active decision not to
take this into consideration when managing others. Participants B, C, D, E, and F did
not demonstrate or discuss the regulation of others during their interviews.
Participant B discusses an issue that involves her partner, and even with prompting,
does not appear to consider his emotions at all. Participant D is very focused on
himself during the interviews, and when he did consider others his responses are
sarcastic.
The participants do not consciously consider the emotions of others. Rather, they
reflect their best guess of what might be happening based on their own perceptions
and understanding. It appears that because the participants are aware of their own
emotions and therefore how they respond … I always try to establish a bit of a
relationship with people before I ask them for something they try to reflect these
behaviours onto others and almost hope that others will respond in a positive way
rather than actually considering how the other person might be feeling or why and
how to deal with things from the perspective of the other.
Emotional intelligence is a measurable construct that is considered to be reasonably
static
The participants all complete a GENOS EI self-report as part of their recruitment, and
these scores are outlined above. Throughout the program, participants illustrate
that emotional intelligence can be depleted if significant events or issues impact
upon them. They also demonstrate that with the appropriate motivation, they can
develop emotional intelligence. Emotional intelligence, therefore, cannot be
considered as a static concept in the way that cognitive intelligence is considered to
be static as the measure at one point in time may be very different the measurement
at another point in time as experiences outside the workplace can have a significant
impact upon emotional intelligence within the workplace. The following section
summarises the findings to illustrate this point.


Participant B faces such significant personal issue during her Graduate
Program that her focus is completely outside her work environment. She
subsequently does not demonstrate significant emotional intelligence during
her interviews until she discusses her personal situation and how it was
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totally consuming her thoughts. Although this situation includes her partner
she does not once mention or discuss how he might be feeling about it or
coping with it.


Participant D is aware of his emotions regarding his greatest challenge (his
shyness) and also understands that it is impacting upon his ability at work,
but does not seem aware of how his behaviour might be impacting upon
others.



Participant H is able to clearly identify his emotions at the commencement of
the program. As his greatest challenge (no satisfactory work) continues to
worsen he remains in contact with his emotions and is less and less able to
deal with the impact of them.

The reported GENOS EI scores did not reflect what was happening for these
graduates across the longitudinal nature of this study. Although the GENOS EI is
designed to measure performance within an Australian workplace (Palmer and
Stough 2005), the differences between the behaviour anticipated as a consequence
of these scores, and the actual behaviour, may be attributable to a number of issues.
For example, the GENOS EI is measuring emotional intelligence espoused by the
participants while the interviews may have identified emotional intelligence in use,
and this restricts the usefulness of emotional intelligence measures as a tool for
aiding selection or the identification of developmental opportunities for individuals
within an organisational context.
Emotional intelligence can be developed
One of the assumptions underpinning the emotional intelligence conversations is
that an existing emotional intelligence can be developed, and Participant E clearly
demonstrates this concept. He is been told by his supervisor that he needs to
demonstrate more emotional intelligence, has watched how another manager uses
her emotional intelligence, and has been on the receiving end of some positive and
some negative experiences. Based on this information he develops new emotionally
intelligent processes for managing at work and for recharging his energy at home so
that he can be a positive rather than a negative influence in the workplace.
Emotional intelligence is a good thing that is used for positive outcomes
The literature to date seeks to define and measure emotional intelligence, and to
then relate this measurement to performance with an assumption that the higher
207

the emotional intelligence score the more impact it has on performance
improvement or achievement of potential. The data from this research illustrates
that this is not necessarily the case:


Participant A scores very highly in the GENOS EI, and is also quite
Machiavellian in his use of this emotional intelligence as he uses it to achieve
his own goals at the expense of others.



Participant D also scores very highly in the GENOS EI, yet makes no effort to
manage either his own emotions or those of others as he tries to fit into
ACBPS, in fact he almost ignores his own emotions.

The following section summarises the findings from this chapter.

Findings
1. The participants demonstrate emotional intelligence, although their
reported actions do not directly align with their reported GENOS EI scores
because of the one-dimensional emotional intelligence they use.
2. The participant data, when layered over the consolidated model of
emotional intelligence, shows a one-dimensional emotional intelligence as
the participants demonstrate:
a. self-awareness and understanding of their own emotions;
b. an ability to manage and use their own emotions;
c. awareness and understanding of the emotions of others from their
own perspective, not the perspective of others; and
d. almost no ability or consideration for managing and using the
emotions of others.
3. Those with the most developed ability to identify and regulate their own
emotions demonstrate the greatest ability to identify and regulate the
emotions of others.
4. This one-dimensional emotional intelligence is summarised as:
a. We see them as we are, not as they are.
This is illustrated as participants:
b. identify their own emotions; then
c. regulate their own emotions; then
d. reflect their own emotions onto others; then
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e. reflect their own techniques for managing and using emotions onto
others; and
f.

hope this will work.

5. Two participants demonstrate a nefarious or negative use of their emotional
intelligence as they use their emotional intelligence to achieve their own
outcomes at the expense of others.
6. Two participants demonstrate an ability to develop skills and techniques to
improve their emotional intelligence.
7. Three participants demonstrate that issues outside the work environment
significantly impact upon the participant ability to effectively use their
emotional intelligence for work experiences.
8. All participants demonstrate that emotional intelligence is not a static
concept that never changes, rather it is influenced by experience, situations
and personal motivation to change.

Conclusion
In answer to the second sub-question: did the participants demonstrate emotional
intelligence the participants did indeed demonstrate they use emotional intelligence.
However, the form of emotional intelligence is not that of the two-dimensional
construct recognised in the ability (Mayer and Salovey 1997), competency (Goleman
1995) or trait (Bar-On 1997) models of emotional intelligence. It is a onedimensional construct. The interview data is also considered against the GENOS EI
self-report data and there are significant differences. The GENOS EI self-report
scores of emotional intelligence suggest participants with well-rounded emotional
intelligence, and the interview data presents a one-dimensional emotional
intelligence where participants report an ability to identify and manage emotions in
self rather than in self and others. The participants demonstrate using a mirror with
a reflection of themselves rather than using a window through which to perceive
others:
We see them as we are, not as they are.
The participants did not always use emotional intelligence in a positive way for
others. Issues outside work can significantly impact the ability to use emotional
intelligence at work, and with the appropriate motivation emotional intelligence can
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be developed. The next chapter explores the final question to establish how the
participants use emotional intelligence to achieve their potential.

210

Chapter 7: Using emotional
intelligence to achieve potential –
participant perceptions

It is all coming together. The grads didn’t get a good start, in fact, some of
them had a pretty awful time. They did demonstrate emotional intelligence
(although not in the form I was expecting to see it), and now I can see how
they used it to work their way through their experiences. One participant
thanked me for enabling her to evaluate her behaviour without the negative
implications that might arise from that if she had done it with a supervisor;
another has used our interviews as a role-play experience that has helped
him do things very differently; and I have uncovered things I wasn’t expecting
to find …
(Researcher Reflections)
In this chapter the final research question is addressed: Do the participants use
emotional intelligence to achieve potential. This question builds on the findings of
the previous chapters where Chapter 5: Achievement of potential – participant
perceptions presents the conclusion that although the participants finished their
Graduate Trainee Program they reported a diminished ability, aspiration or
commitment to succeed at higher levels as these were not fostered by ACBPS, yet
they were still able to achieve their personal outcomes. Chapter 6: Emotional
intelligence – participant perceptions then concluded that the participants did
demonstrate a construct of emotional intelligence. This chapter draws these threads
together to address the primary research question as the data is analysed to consider
how the participants use emotional intelligence to achieve their potential. The
participants did not all achieve their personal goals, and they did all achieve the
organisational goals, and they all overcame significant issues to achieve this
potential. The subject specific data enables a review of how the participants use
their emotional intelligence for a specific incident. The longitudinal data enables a
consideration of whether the emotional intelligence remains static throughout the
year or whether it changes. This information enables an evaluation of how changes
may have happened and should the development or management of the participant
be different as a result of the change.
In the chapter the measures of success identified by the participants and the
organisation are specified, and the performance of the participants is recorded
against these measures to clarify their success. Longitudinal data gathered from
each participant as they discussed an issue that lasted for the year, collated with the
consolidated model of emotional intelligence is then used to reveal how each of
participants use their emotional intelligence to achieve their potential.
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Using Emotional Intelligence to achieve potential
The research question is: how do high potential employees used their emotional
intelligence to achieve their potential and the data patterns presented in the
previous chapter highlights the one-sided nature of the emotional intelligence used
by the participants as they identify and regulate their own emotions and are less able
to identify and regulate the emotions in others as they use a reflection of themselves
onto others rather than a window to consider others. The data patterns in this
chapter explore how this one-dimensional emotional intelligence is applied by the
participants during their Graduate Program to achieve their potential by considering
the participant data in both a subject specific and a longitudinal context. As the
previous chapter illustrates, emotional intelligence is not a static concept as it is
impeded by significant events and is developed with the appropriate motivation.
These concepts are clearly illustrated by the longitudinal data which shows how the
participants use their emotional intelligence to achieve their potential.
The first measures of achievement of potential are those ACBPS considers important,
and these include successful completion of the Program and subsequent promotion
within the Service. All participants achieve these measures of success. As Figure 25:
Financial comparison between participant earnings and ABS average weekly
earnings, below illustrates, on a financial level the participants are considered as
achieving potential as those promoted to CL3 by November 2013 were earning
$11,074 more than the average weekly earnings, and a new enterprise agreement
negotiated during 2013 had the potential to increase these amounts by a further 3
per cent.

Commencing Salary (Feb
2012)
November 2013 (CL2)
November 2013 (CL3)

ACBPS Enterprise
Agreement4
$51,064

Average weekly earnings5

$65,345
$73,469

$62,395
$62,395

$52,208

Figure 25: Financial comparison between participant earnings and ABS average weekly earnings

The participants have achieved potential in comparison to other APS employees in
their promotion rates. The State of the Service Report indicates the median length
at level is 5 years (Sedgwick 2012) compared to the seven (7) months for the
4
5

ACBPS Enterprise Agreement (retrieved 23 March 2015)
Australian Bureau of Statistics, Average Weekly Earnings (retrieved 23 March 2015)
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participants promoted from CL2 to CL3. The longitudinal data is only gathered for
one year due to a freeze on all positions within ACBPS introduced in September
2013. This means none of the participants can be promoted, regardless of their
potential, as no positions will be advertised or permanently filled during the freeze.
The second measure of achievement of potential is the measure of success identified
by each participant at the commencement of the research. Each participant
identified two measures of success against which they were prepared to be
evaluated, and these were:


promotion to a higher level within 12 months of program completion. The
participants, during their introductory interviews, indicate they consider
achievement of potential is to have been promoted to a level higher (at least
CL3) within 12 months of the completion of their Graduate Trainee Program;
and



achievement of individual measures of success. Each participant indicated
what they wanted to achieve during the Graduate Program, and during the
final interview they evaluate their success against their own goals.

Figure 26: Participant evaluation of achievement - comparison between aims and
outcomes provides a summary of the individual measures of success nominated by
ACBPS and the participants, and the participant evaluation of their achievement
against these measures:
Aims at Commencement of Program
Participant A:
 complete work to best of ability
 find something interesting in
rotations
 understand how the public sector
works
Participant B:
 managing working at a desk every
day
 supplement her income
 learn her way around the Service
 understand the public service
 to be good at her work

Outcomes at Completion of Program
 Promoted to CL3
 complete work to best of ability
 rotations were interesting
 limited understanding of how public
sector works
 final placement NOT something he
wanted
 Promoted to CL3
 able to work at a desk every day
 supplemented her income
 limited access to all areas of the
Service
 broader understanding of how public
sector works
 complimented by her supervisors for
the quality of her work
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Aims at Commencement of Program
Participant C:
 complete activities that are useful to
the Service
 made good contacts and established
executive mentors
 cement relationships with people
 exposure to operational side of
Service
Participant D:
 finds an area where he is happy and
able to learn and contribute
 have contribution respected
 recognised as valuable team
member
 experience an operational area
 to fit in and not be uncomfortable

Participant E:
 secure position as final placement
 feel as though he fits in
 understands his career path
 completed Graduate Program
studies

Participant F:
 able to use specialised experience
 able to influence policy and learn
how to develop policy
 fully research outputs so she knows
they are accurate
 wants her boss’ job

Participant H:
 permanent role that is interesting
and challenging
 hopes to have good rotations
 good working relationships with
other graduates and colleagues
 develop networks outside work
 have some fun
Participant I:
 meaningful rotations
 success in Program studies

Outcomes at Completion of Program
 Promoted to CL3
 undertook activities that were useful
to the Service
 made contacts and established
executive mentors
 made good relationships with people
 completed a regional rotation that
exposed him to the operational side
of the Service
 Promoted to CL2 (Not CL3)
 was able to learn and contribute,
although not happy in any placement
 recognised for his contribution
 recognised as a valuable team
member
 not able to experience an operational
area
 did NOT fit in and was bullied and
uncomfortable
 Promoted to CL3
 happy with his final placement
 had learned to fit in and was happy
with his growth in this area
 career path not so clear due to
restrictions
 completed Graduate Program studies
 experience provided him with
valuable insight into his behaviour so
he could change and be a success
 Promoted to CL3
 used specialised experience and
added some specialised audit skills to
her resume
 influenced the application and
development of policy
 delivered outputs that were
recognised in the Service
 was promoted to the level of her boss
 Promoted to CL2 (Not CL3)
 unsure of final role
 rotations were mind-numbingly
boring and difficult for him
 established work relationships
 did NOT engage with other graduates
 developed some networks outside
work
 all fun was outside work
 Promoted to CL3
 enjoyed two rotations
 final placement not yet confirmed
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Aims at Commencement of Program
 enrol in his Masters program
 sort out financial situation
 improve health and fitness

Outcomes at Completion of Program
 successfully completed Program
studies
 identified appropriate Masters and
submitted Studies Assistance
application
 financial situation remained the same
 health and fitness reduced when
partner arrived

Figure 26: Participant evaluation of achievement - comparison between aims and outcomes

For the purposes of this research Participants B, C, E, and F are considered to have
achieved their potential as they report achievement of their goals and they are
promoted to CL3 within seven (7) months of Program completion. Participants A and
I, are also considered to have achieved their potential for the purposes of this
research, despite disappointment with their final placements, they achieve their
goals, and are promoted to CL3 within seven (7) months. Participants D and H are
not promoted within the seven (7) months and they are considered to achieve their
potential for ACBPS as they are appreciated in their placements, receive positive
feedback in their review discussions, and successfully complete the Graduate
Program.
ACBPS consider all participants to have achieved their potential in the Graduate
Trainee Program, and Figure 27: Summary of longitudinal participant data
demonstrating use of emotional intelligence to achieve individual success, provides a
summary of the longitudinal data detailed in this chapter. It summarises how the
participants use their emotional intelligence to achieve their success:
Participant A

Participant B

Participant C

Despite being very unhappy with his final placement, he is
considered to achieve potential as he is promoted to CL3. He
demonstrates a very clear understanding of his own emotions and
how to manage these emotions. He also has an idea of the
emotions of others, and actively ignores this in order to achieve his
own results. He knowingly behaves in a way that he knows is
impacting negatively on his colleagues as he scared them shitless.
Although experiencing significant personal turmoil during her
Graduate year, she achieves her goals. Her personal issues
overwhelm her during the year and without past experiences to
draw upon, she potentially does not have the conscious or
automatic emotional intelligence processes to fall back on to guide
her through this experience.
Needed to be motivated to really use his emotional intelligence to
achieve his success. When his life was just ticking over and he was
not pushed, he did not demonstrate the level of emotional
intelligence he self-reported in his GENOS EI. However, when
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Participant D

Participant E

Participant F

Participant H

Participant I

placed in a situation that is more stressful for him, he demonstrates
he is able to use his emotional intelligence in the way he has selfreport in order to change his perceptions of the situation and make
a success of the situation.
Has the highest self-report emotional intelligence in the GENOS EI.
He also describes having significant problems fitting into the
organisation and feeling as though he is contributing to the
organisation. His experiences are overwhelming for him and he did
not seem to have the conscious or automatic processes to fall back
on, or the self-motivation needed to help him cope with his
experiences by identifying or regulating either his own emotions or
those around him.
Had some of the lowest self-report GENOS EI scores, and during his
first interview demonstrates some of the behaviour these scores
might explain. At the conclusion of this interview he reveals the
feedback he has just received from his manager, and he is shocked
by the feedback. He makes an active decision to change the way he
is behaving, and therefore how he is perceived by others. His
discussions clearly demonstrate that it is possible, with the
appropriate motivation, for someone to consciously establish the
processes needed to demonstrate emotional intelligence in a
variety of situations.
Reports average scores on the GENOS EI, yet discusses how she was
able to effectively use her emotional intelligence in the workplace.
She is motivated to succeed, and develops processes needed to
demonstrate her emotional intelligence in a variety of situations.
She appears to be very emotionally intuitive with a keen sensitivity
to interpersonal cues and behaviours and uses this to resolve
several difficult situations during her program.
Reports very high GENOS EI scores and during his program
discusses a very clear understanding of his own emotions and how
he is using these to manage his boredom at work. As the program
progresses his rotations become more and more mundane and
further from his area of expertise and he does not have the
conscious or automatic processes to fall back on as the experiences
continued and magnified. He is motivated to succeed and discusses
using his emotional intelligence as he tries to develop conscious
processes to cope.
Demonstrates the most rounded concept of emotional intelligence
as he juggles his own success and his partner’s disappointments.
He tries to develop processes for managing her disappointments
when his automatic processes fail him. He is motivated to help her
through her disappointments and very concerned that she does not
seem to be able to shift her perceptions. Despite this difficult
personal experience, he manages to keep his focus on his successes
at work and is able to achieve his goals.

Figure 27: Summary of longitudinal participant data demonstrating use of emotional intelligence to
achieve individual success

The participant data is now used to illustrate how each participant uses their
emotional intelligence to identify and regulate their own emotions to enable them to
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achieve their potential. Chapter 6: Emotional intelligence – participant perceptions
uses individual participant data, collated against a single topic, and layered over the
consolidated model of emotional intelligence to understand whether participants
use emotional intelligence. In the findings it is identified that a one-dimensional
construct of emotional intelligence is being used by participants at a moment in
time. This chapter focuses on considering how participants use their emotional
intelligence to achieve their potential. It uses the participant data in a longitudinal
form. The data is collated against a single topic, and then presented as the actual
conversation flow with the relevant dimensions of the consolidated model of
emotional intelligence colour coded (Appendix H: Interview transcription illustrates
an example of this process). The data against one topic may reflect the discussion of
this topic across one, two or all three of the participant interviews and aims to
answer the question: do participants use emotional intelligence to achieve potential.
The data for the individual participants highlights the variety of approaches taken in
managing the situations they chose to share and shows that emotional intelligence is
like many forms of intelligence:


some individuals may have a high level of ability and be inexperienced or not
know how to apply that ability in real life (Palmer 2007 p 6), or



they may show a clear disconnect between their emotional ability and how
they apply that in life situations (Tatton inPalmer 2007 p 6), or



they are so challenged by their work they are no longer able to apply what
they know (Ybarra, Kross et al. 2014).

For ease of reading, the longitudinal data is collated and presented using the
consolidated model of emotional intelligence6.

6

Self-Awareness: skill of perceiving and appreciating one’s own emotions
Awareness of Others: being able to perceive and appreciate what is happening for others by
interpreting both verbal and non-verbal cues
Understanding Self: able to identify an emotion and differentiate it from others
Understanding Others: ability to comprehend another’s feelings and to re-experience them
oneself
Self-Management: being open to one’s feelings and being able to manage these
Managing Others: ability to reflectively monitor the emotion in others
Changing own thinking: ability to remain optimistic and resourceful, even in the face of
adversity
Changing thinking of others: ability to understand and manage the underlying feelings of
others and to use this to manage disputing parties
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Participant A
Participant A demonstrates a very clear identification of his own emotions, has well
developed techniques for managing his emotions and is able to change his thinking
when he is motivated to do so. He illustrates this when reporting how the behaviour
from his supervisor impacts upon him (in a negative way) as a result of bullying in a
previous work experience, and how he changes his thinking to manage his rotation.
He also demonstrates that emotional intelligence has a dark side as he proceeds to
bully others in order to get his own results.
Having been bullied significantly in his previous role and taken a good six months to
recover he uses his understanding of what has happened in his past to change his
thinking and his reaction to his present as his supervisor was behaving in a way that
triggers an emotional reaction to his past experience:
Many of the supervisors are sort of more about pleasing you rather than telling
you the truth. She’ll tell you the honest truth … and once I realised that and got
my head around the fact that she is not doing it because she hates my guts,
she’s doing it because that is her job … then I don’t have any problem with it.
The first time it happened I was not being affronted by it, I was just a lot more
cautious around her … I guess it does reduce your confidence a little bit and …
stumbled over my words a little … and that was as much about her body
language as it was about my inexperience with the actual information … I’m
aware of it, but I don’t attach an emotional response to it any more … (when she
is not happy) she is arms crossed or tapping a pen on the desk. If she is not
happy about something it’s quite obvious … and I am not going to ignore it
because she is obviously doing it for a reason … other people have done this to
me in the past and it’s absolutely destroyed my self-confidence. I remember one
woman at (previous employer) and she spent 10 hours every single day for a
week just tearing me to pieces … and I second guessed everything to such a
degree that I’d be making mistake after mistake … and that experience taught
me how to manage the negative body language a bit better. With (previous
employer) I just let it ride over the top of me and it destroyed my self-confidence
… but with (current supervisor) I get the impression that she’s doing it for my
benefit. She’s doing it because that’s her reaction and that reaction is valid …
and I can then take that as constructive criticism … and I manage it by simply
just to be aware of it, but don’t let it upset me … I don’t think you can place your
values and expectations on another person and then get upset with them when
they’re not reacting in a certain way … so now I tend to go with how people
react and not let it upset me or let it influence how I behave as well … when it
first happened to me I was sort of blown away and shocked by that – it was an
assault to such a degree that it took me off guard and I just sort of let it happen
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… then I started backing myself and thinking about the issues that she was
tearing me to pieces on … and then I went back to her with this idea that we
could have a discussion about it and she’s right over me again, so by then I had
just shut down to get through it … I guess I was being trained to take her job, so
there was a bit of resentment there … but it was basically the worst week of my
life.
Despite this clear understanding of the negative impact of bullying behaviour, in his
second interview he is well aware that he is having a negative impact upon his
colleagues in the Graduate group as they are preparing their presentation. He
reports he is scaring them shitless and it is solicited and unsolicited advice from a
supervisor that motivates and enables him to consciously develop emotionally
intelligent processes to effectively manage their performance to achieve his aims:
When I do engage I think that I can be very direct and some people put off by
that … I’m scaring them shitless for a start … and then just anxiety and fear not
want to deliver a product because they’re so self-conscious of whether I’m going
to yell at them, whether I’m not going to think it’s satisfactory when I throw it
back in their face or not … I think they probably disregarded that advice because
they were fretting about it so much … So, yeah, I had a ton of problems with just
getting the people to do the work and to do it to the standard that I thought was
expected … my current managers suggested that I might take different
approaches to motivate the others … so, I tried taking control of most of it … but
one of the others, his idea of doing the work was to send me links to information
thinking that was all they had to do … so I went back to him “no thank you, you
need to read these links and then put that into an analytical piece and write that
and send it back to me … and then my other member, the concept of a deadline
just didn’t exist for him … and my current manager gave me different avenues of
approach … and it was good for me to try those different approaches and see
how they could potentially work … if you can see that the others are getting
some sort of learning development out of it then really the research has
succeeded … and that was the approach I used in the end, I stopped caring about
whether we passed or failed (and took a punt that no-one would fail) and
concentrated on them getting a bit of value in learning … for me it’s not about
me doing well, it that my reputation is my work and I would hate myself if I ever
slipped up and let that go … so the first few times I wrote it off, then I saw an
emerging pattern … and the first thing that happened is that I lose respect for
them and then I became incredibly frustrated and annoyed … and then it became
about me managing that emotion and just wanting to strong arm them into
getting a result …. A lot of the time what motivates me is anger … no-one else
thinks that it works … but for me it is a motivator for me to get something done,
so for me it is hard to reconcile that when a situation makes me angry and I have
to take the anger out of the situation somehow … and find a logical way to
objectively get the result … and use my fury to get me to step up and take
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control … so I struggle a bit to reconcile my emotions and how they motivate me,
relative to the impact that they have on someone else and their subsequent
emotions … I could imagine that if I just start yelling at people that their reaction
would be … well, I would be scaring them shitless for a start, and then trigger
their anxiety and fear because they are self-conscious of whether I’m going to
yell at them or throw it back in their faces …so, I think there was still a little bit of
fear and insecurity in their mind, but I am fairly confident that I did that in an
objective way and a way that they can reconcile. I just hope that I didn’t scare
them too much
He is motivated to use the advice given by his supervisors and backs away from his
aggressive behaviour and tries a different approach (which he believes didn’t work).
The new approach enables the team to achieve his aim of delivering the group
presentation, gaining an appropriate grade and the subsequent CIT qualification. He
discusses in his second interview how he might consider using some of the
techniques his supervisors have proposed in the future, although only with a limited
application because he does not believe it is his responsibility to molly coddle his
colleagues. His discussions focus on his need to be motivated to try different
approaches, and because he believes he is motivated by anger, he seems to need to
experience this emotion (whether self-initiated, or as a reaction to others) to
facilitate his thinking to do or try something different:
… yeah I’m a pretty angry person most of the time … and because I suppose I
haven’t accepted the weaker emotions that I’m feeling. It’s easy to say “yes I’m
angry. Yes I’m filled with resentment” … that’s generally what I use anger and
the disappointment for then it turns into the rage, to motivate myself to do
better … this is probably the first time I struggled to use the anger proactively … I
think the point I’m trying to make is, as much as I like to lean on the anger as
being the motivator, a lot of the time it just clouds your mind, because all your
thinking is rage, rage, rage, rage, rage … I need to channel that into something ..
the anger is so focused on punishing my body for running that much further than
my mind is left just to ruminate or just to meditate on the issue…
In summary, Participant A reports a high level of emotional intelligence in GENOS EI,
and his ability to identify and manage his own emotions is consistent in his
interviews. However, his ability to manage others reflects the darker side of
emotional intelligence as he needs his anger to motivate him to consider what is
happening for others, and until he is so motivated, he actively elects to continue with
inappropriate behaviour that he knows is causing problems for his colleagues. This is
a clear demonstration of emotional manipulation and a clear indication that context
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matters in how an individual will demonstrate emotional intelligence. Participant A,
when he is in control of the situation and only has to manage or motivate himself is
able to demonstrate a high level of positive emotional intelligence. However, when
the situation involves others who are not performing to his expectations, he uses his
emotional intelligence to frighten and bully to achieve his goals.
Participant B
Participant B reports being ambivalent about accepting her position with ACBPS and
her most significant concerns are the sedentary role because she is accustomed to a
lot of physical activity from her previous experiences, and to not have interesting
work or interesting placements. In her initial interviews she fails to demonstrate a
clear identification or regulation of emotions in herself or others however during
interview 3, she opens up regarding a personal situation that has completely
overwhelmed her. This experience is something completely new to her, and without
any past experiences to draw on, she does not have the conscious or automatic
emotional intelligence process to fall back on to guide her through the experience
(Ybarra, Kross et al. 2014). While there is little evidence of Participant B using her
emotional intelligence to achieve her potential in her working environment, the
following conversation demonstrates how she is using her ability to identify and
regulate her emotions for a personal issue so that she is able to concentrate and
participate effectively at work:
My partner is an international student and because we have been together for a
long time he moved to Canberra to stay with me. I got him to start at uni
because he hated working in construction and he had saved the $20,000 we
needed for the first year. We were given incorrect advice from Immigration as
they told us that if we applied for a de facto visa, the uni fees would be free after
that. But, no, we have applied for the de facto visa and there is a two year
waiting period until uni is free. So from the heavens we have got to get – and
we are just talking about this year - $21,000 for his studies, $5,000 for the de
facto application, $5,000 for him to fix the knee he ripped playing soccer; and
from somewhere up in the air we need to find $30,000 for me as I am starting
my graduate certificate … the worry sits in my stomach, and it is huge …and we
just have to watch everything we do. We can’t really go on a Friday night, this is
a silly thing, and we can’t go for Friday drinks. We never go out. I haven’t
bought new clothes in a year I’ve worn the same clothes to work all year because
I just can’t – I bought a $20 top from Target, and that’s all I have been able to
add to my collection. I am wearing the same underwear and haven’t been able
to buy anything for about 3 years … I remember sitting in that miserable food
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court totally depressed. I wanted to go and do a bit of shopping, and yeah: very,
very depressed … it gives me the shits, you know, I work all day and for what … …
I would like to be able to go back to Sydney to see my family as I haven’t been
able to do that because I couldn’t afford the petrol and that has been terrible for
me as I have two younger brothers and a younger sister and my father … I
remember in the middle of the year when I realised how poor I was, I was in a bit
of a bad patch, going to work and just sitting at a desk all day. I was writing the
same document over and over and over again and then I would go to lunch and I
couldn’t even afford a soft drink … I didn’t have any self-talk at that time, it was
just total depression, very black … I decided to spend on my credit card … and I
also got a second job … I took some control back and made a decision to use my
credit card … I am 28 and my father has paid all my uni fees for me and I have
no debt. I did two degrees and he paid for it all, he’s already been there for me
… I don’t think that he would believe me if I told him how bad things are … they
would give if I asked them, a couple of years ago my father paid a tax bill for
him, so he has done heaps … but he has a new wife and she’s very into “Your
children have got to face facts, have got to face the consequences, face the
consequences” … a few extra facts from Brazil … and it has impacted on my
health. Last year when we were saving really, really saving, we weren’t eating
so healthily and I felt it and I couldn’t afford the gym. I definitely didn’t feel well
and my blood pressure went up … then I put the gym membership on my credit
card. I also teach ballet and where I do the teaching they give me free classes …
but I am used to doing a lot of exercise and not used to sitting down all day. I
have never done that in my life … and it is wanting more money that makes me
want to change jobs … I have never been short of money before in my life … my
learning is that you have to stick it out when you first start and I think that what
you earn is important, and it’s all very well to do what you love and not mind
what you earn, but if the money pressure hits you, well I would prefer to do
something I didn’t love for more money … I understand money gets you happier
only to a certain point, well, I am not at that point yet
This issue concerns both Participant B and her partner, yet not once in the discussion
does she talk about how he may feel about this situation; she does not demonstrate
any awareness or understanding of how he may feel about this; or how she may help
him manage his emotions or change his thinking (or if he is really positive about what
is happening, how she might use his emotions to bolster her own). She does not
engage with her colleagues outside the work environment, not because she does not
want to, rather because she has no money to pay for a drink, and believes this has
isolated her somewhat from them.
Throughout this personal experience, Participant B reports that she is performing to
a high level at work and is being given positive feedback from her supervisors and
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those she is exposed to throughout the Program. However, there is evidence that
her feeling of powerlessness is influential in how she is approaching her work, and
this is evidenced in her discussion about her reaction to giving her mentor an
incorrect version of her resume to read:
… (in discussing her difficult moment) he called me up in the morning and said
“(name), this is terrible” and I was like “my god, oh my God”. I spent all that time
on it and its terrible”. He asked me if I had it there with me, and I said yes and I
got it out and he pulled up all of these mistakes that were from my draft, like 10
drafts ago. I said “Dad, you’ve got the wrong version” and then I felt sick
because I thought I bet I’ve also sent the wrong version to my mentor, and yes I
had, and she had spent the whole of Monday night looking at the wrong
version…
so I went and told her and you know apologised and everything and she
explained she looked at it the night before and now should look at this one … I
could have fixed it to bloody seconds, sent the wrong version straight away, if I’d
just checked what I sent … embarrassment, because if I hadn’t – if my boyfriend
hadn’t screamed at me “go and talk to her” which I hadn’t been able to do
because I was too embarrassed, if I hadn’t been able to grab that
embarrassment I wouldn’t have been able to smooth things over … so I finally
went to see her and told her, and apologised to her and explained what had
happened. She was pretty good about it because she had spent all of Monday
night looking at it for me, but she said she would look at this version. The anger
was just a waste of time. I learned to just swallow the embarrassment, as it’s
better to follow up immediately and sort it out… anger, embarrassment,
disappointment. Anger, embarrassment, disappointment … just a silly little
mistake.
The experience Participant B shares is something completely overwhelming and new
for her and therefore she potentially does not have conscious or automatic
emotional intelligence processes to fall back on to give her guidance in managing the
situation. Her stories demonstrate an emotionally unintelligent approach at work,
yet she successfully uses her emotions to develop new emotionally intelligent
processes to deal with her personal situation. Participant B’s story illustrates that
emotional intelligence is not static, and with motivation, can be developed to enable
regulation strategies for new situations. It also demonstrates that experiences in
one area of life can significantly impact upon another area of life.
Participant C
Participant C demonstrates an average ability to identify and regulate his own
emotions, and a lower than average ability to identify and regulate the emotions of
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others which conflicts with his self-reported GENOS EI scores. However, for two
specific incidents he displays a clear ability to identify and manage his own emotions.
In the first, he accepts a three (3) month regional rotation where he is exposed to a
wide variety of ACBPS activity, was very isolated from his family and friends, and part
of the way through the rotation the plans change and his travel to Canberra to
complete his CIT training are cancelled. He finds this very difficult to manage as the
separation from family and friends is a new experience and he complains to the
Graduate Team, and while he knows his behaviour is less than acceptable, he does
not make an effort to contact the team when he calms down and apologise for his
behaviour. However he is motivated to make his rotation a success, and therefore
develops new emotionally intelligent processes for this purpose:
Yeah, I watch people, just to see the different behaviours and how people react
is interesting and it’s a good learning thing for me because I can then avoid
repeating a similar incident later down the track … and then my mentor said that
the one thing she regretted when she was a graduate, and throughout her
career, was that she has never been to a region and she’s always wanted to go.
So she rang a colleague in (regional location) and got them to put in a bid for
me. So, I went to (regional location) – they get across so many different things …
it was hard, because I was in (regional location) and I’ve never been to (regional
location) before … no family anywhere, no friends and in terms of the office
demographic I was probably the youngest by about 20 years, which was rough.
It was quite isolated in that sense, and in the sense that I’m 5,000 kms away
from everyone … but the work was amazing and I just buried myself in it … (and
pushed on and said to myself) “look, it’s only four months” … I did feel a bit
isolated a fair bit of the time, … but everyone in the office was really great and
really supportive … I just kept myself busy, or slept … I just didn’t feel like getting
around … I’d work longer hours, so I’d be working from 7.30 in the morning until
about 5.30 in the evening and then I’d go to the gym for an hour and a half and
by then it was dinner time and then it was bed-time … I might have an hour at
the end of the night to read or to Skype or whatever, and then up again the next
day and by the time it got to Saturday I was knackered and slept in and then
went for a swim in the afternoon … there were times when I was so over not
having anything to do of an evening, or just going to see a movie … and I think I
became one of the whingey people when they cancelled all trips back to
Canberra to attend CIT … I felt really ripped off at the time as they announced it
when I was already kind of in a trough … but at the end of the day I just
reminded myself “I’m here to work and I’m only for four months so make the
most of it and get on” … and I loved going to work every day, it was amazing. It
was like, I’m going to get stuck with drugs and walk through the airport to see if
the dogs could catch me. I was the guinea pig for the dogs … we (his supervisor)
had quite a personal relationship and they were very supportive, knowing that I
226

was in the middle of nowhere and basically the age of most of their children, so
they basically felt for me in that regard
The above extract highlights his identification and regulation of emotions so that he
eventually enjoys his experience. The regional rotation is an “individual” experience
for Participant C as his only consideration is what he is feeling, and his only thoughts
for others is that he became one of the whingey people. He does not consider the
impact this will have on the member of the Graduate Team, nor how he can have the
conversation differently to bring her around to his way of thinking. He makes no
attempt to repair the relationship after he has complained and criticised the policy
implementation. When motivated, Participant C is able to use his emotional
intelligence to regulate his emotions. He does not report being motivated to use it
to resolve the issues he had caused for others.
The other incident is the lack of interesting work in his placement and the
unexpected behaviour of a supervisor that catches him off-guard as he considers it to
be inappropriate. In exploring this issue, Participant C attempts to consider the
supervisor and what might be driving her. Rather than identifying and regulating her
emotions, he is seeking to understand her behaviour and to change the behaviour
rather than the emotion:
I don’t know, maybe like even though she hasn’t managed someone before …
she has always been the bottom of the pecking order in that team (and it is a
very hierarchical team) … so, I guess I’ve never experienced that before as well …
it was initially very hostile and very confrontational … the team warned me that
she can potentially be a bit explosive – her mood on the day and then it’s not
worth talking to her for the whole day … it got me down a bit at first. I wasn’t
looking forward to going to work … there was nothing for me, there was no
satisfaction in what I was doing … the research I was assigned was already
difficult and it was causing issues and the day-to-day stuff they had me doing
was like the dregs of the work … so I was really dissatisfied and frustrated, and a
bit annoyed … and there were a lot of things as well that I wanted to bounce
ideas off, and they would keep passing me to the other person … it was like
pulling teeth – in the end I would wait for one of them to be away, so when the
other one passed me back I could say that the first one was away and I would
run things past them when they came back – in the end that worked … there
were a couple of occasions where my supervisor … she takes everything to the
extreme a lot, and she likes to argue, … and so do I … which is why, you know, to
a degree we get along in that sense … and we try and work our way around
things and … anyway she confronted me two or three times about a few random
things and the third time … I thought it was quite unjustified as well … and it
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was, but you know, I can see that at the heart of it there were some small things
that I needed to fix … but it was the way in which it was done … but the first two
times it happened I was blindsided, like I really didn’t see it coming. I almost
didn’t know what had just happened … and I immediately thought “what is
wrong, what has happened, what have I done? … the manager had just done for
coffee and then it was like “bang” you know … I’m quite calm and I guess I
listened to what she had to say and was that there’s almost no point arguing
with her when she’s like that … so I would try finding out what was happening
for her – like, “I’ve done this, how does that fit into what you’ve just said” and
she would use these kind of blanket statements … and I would try to settle her
down, not attack back because there is no point in doing that, but defend myself
… my line is “I don’t think that is fair, let me explain / clarify for you” and in the
end I asked for the feedback to be in writing, or for a manager to be present in
the room when we had our meetings … and she has provided written feedback
since, and it’s improved since and we would argue over something topical … and
she would say something like “that works in my head” … and I would be “but it
doesn’t work on paper” … and she would take herself out for a coffee or
something and come back when she had time to think about it … and in that
feedback I am able to see things that I could do differently. But I didn’t think
that was fair, I guess I was shocked that people think that of me.
In both experiences he is able to identify and regulate his own emotions to the point
he is able to make the most of it and even learn from it. In the latter situation he
attempts to identify the emotions of his supervisor by analysing her behaviour, and
he manages the situation by preventing her from replicating the situation rather than
by attempting to manage her emotions and change her thinking. He achieves the
result he wants, not by identifying and regulating her emotions, rather by fully
identifying and regulating his own emotions.
Participant C demonstrates that it is important for an individual to be motivated to
resolve a situation, and that one with very high reported emotional intelligence can
appear to others to be emotionally unintelligent. He has a very high self-report of
emotional intelligence that is not demonstrated until he is pushed into a situation
that he wants to change. Participant C reports he is accused of arrogance by his
colleagues and he might be described as emotionally negligent as he has decided
that he would rather not engage in the emotional situations of others. Participant C
can be considered to use his emotional intelligence to enhance his position in the
organisation and is promoted to CL3 within seven (7) months of completion of his
Graduate Program.
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Participant D
Participant D’s stories illustrate the greatest divergence between the GENOS scores
and the interview data. He is in the very high range for all of the dimensions of the
GENOS EI self-report, yet during his interviews he remains focused on himself, and
even with considerable coaching and questioning is not open to thinking about
others. He reports being bothered by his high expectations and how he manages
these expectations, and is particularly critical of others when he is challenged by
their behaviour. While he is aware of his expectations and the impact on his
thoughts, the experiences he reports during his program seem to either irritate him,
overwhelm him, or leave him unsure of what to do about the situation, and he does
not have unconscious or automated processes to fall back, on nor does he seem to
be able to develop emotionally intelligent processes to help him respond:
I’m frustrated. The information is quite challenging, especially when a lot of the
other Customs members downstairs are not very receptive to governance and
command support type issues. There is no real mechanism for accountability or
reporting … I’m frustrated because one minute when the manager’s in the room
they are all fired and they jump to, but the moment the manager walks out of
the room there are recriminations and the bitching starts that they are
overworked, and all I really see them do is watching TV … I would probably say
they are very arrogant in what they do. They think they know everything that’s
going on when really they don’t, or they think that they are busier than they are
when all they are really doing is monitoring a screen and printing things off
occasionally when they come in … They don’t really understand why they are
doing what they are doing. They are quick to just go “oh, we’ve got the situation
report from the vessel. Let’s just shove it in the file any old way” rather than
thinking that someone might actually need this to hold someone to account, or
this might be used for court or something like that … They are very good at being
able to collect the information but they’re not very good at actually
understanding how their behaviour or what they work they’re doing is actually
contributing to a greater need throughout the whole of government, not just
Customs itself … I don’t really think that they have the care or attention to detail,
or even the respect in themselves to have pride in what they do because like a lot
of their filing it is just not up to scratch …
This critical evaluation of others continues through all of his interviews. His
conversations demonstrate an ability to identify, and at times regulate his own
emotions, and a limited ability to identify or regulate emotions of others. The
following extract is about the drafting and editing process and is from his second
interview:

229

I didn’t mind the work. I thoroughly enjoyed writing the treaty documentation,
going to other government agencies for working group meetings, doing the work
behind that. I didn’t mind that. It was more the 22 drafts of the stupid
engagement paper that I had to write. Twenty two drafts! I’ll admit four or five
drafts, but the incoming Director, an Army Colonel, he told me he had an
affliction with red pen ink … I swear he is bipolar … I admit that the first 4 or 5
drafts I wasn’t aware of the content because it was the first week in the rotation
… I wasn’t sure of things and I wasn’t sure of the way that they preferred their
writing styles and stuff, so I’ll cop that … by draft eight we were good. From
draft eight through to 22 he just couldn’t make up his mind about how he
wanted something worded and so we changed it so many times – we pretty
much just went around in circles because draft 22 and draft eight were just
about the same … there were times I had to stop myself from stabbing him … the
point is that during the changes he was making, all the other guys don’t question
our leader, don’t question the supervisor, he’s the full superior thing … by draft
20 he crossed something out I’m like “why did you change that?” and he says
“Oh. It’s dumb, you should never have put it in there” … and I’m like – but I didn’t
say it to him – but I’m like: that’s what you had about three drafts ago. Anyway
after that and after he’d told me I couldn’t write because I’m not Defence, I
made his life hell … every time he made comments on the paper I always asked
“why do you want this done in the name of improvements so that I don’t make
as many mistakes in the future and you don’t have to make as many
corrections?” … but I’m like, well if I’m justifying what I write, he can justify what
he’s doing too … it’s my way of value adding. I’m learning to be more concise
with my writing, but at the same time he can be accountable for his changes … I
was doing it so that I can actually learn, because as I have already said, I don’t
want to be a burden to anyone, but I truly wanted to make sure that when I do a
piece of work that the Director can look at it and go “oh, yeah, this is good,
maybe we can just change this a bit” not “go and rewrite this” or something like
that. Not massive copious amounts of paper that he would go through because
he can’t make up his mind. I want what I do to be good with only minor
corrections, not massive corrections and edits because of changes of mind
Participant D seems to genuinely want to manage his expectations and the impact
this was having on him. He has talked about wanting to fit in during his first
interview, and his experiences are not conducive to this, so he wants to explore this
to develop an emotionally competent process he believes he will be able to use in
the future:
Just wanting to be very good at everything that I do, almost into perfectionism.
But, at the same time, not wanting to be over-confident or to be deemed cocky.
I don’t ever want to be in a position where someone tells me “Calm down
(name), you’re too confident” or something like that. I guess I’ve got that fear of
getting too far out there … I just want to be – I don’t say like I want to be the
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best at it, but I want to achieve my potential. I guess I’ve learnt all through my
life. I have always set myself high expectations, whether it was through sport or
at school and everything like that … I suppose the main thing would be me
recognising that I have achieved. Even though I don’t think I have. Like it is when
I do get that positive feedback I just don’t believe it’s always true … I got
feedback from my manager, she just made a few changes and then it got
disseminated at the line area and they gave feedback saying “this is one of the
best briefs that we’ve read in a long time, it’s short, its’ sharp, it’s succinct, it’s
exactly what it should be” and my manager praised me because I was the one
who wrote it. But I then said “look, no, it’s you because you made these changes
to it” like you did make a couple of changes, but I’m like I see that as it’s her
work because she’s made the changes, not me … because what I understand is
“well, I didn’t do it right the first time” … I am trying not to worry, like it will be
alright. It’s probably just like the one thing that I need to get over. At the same
time, I would also have to say that well, it could be a sense that I’ve not tried
hard enough or missed something or could have worked harder … like, when I’m
almost at a point of not caring any more I just go with the flow and let it happen
as it happens and take it as water off a duck’s back. Most of the time I usually
re-evaluate what I’ve done or to see what I could have done differently … I don’t
revel in it, because I consider that would lead me to be over confident and cocky
… like an example of feeling successful is getting a successful probation report
where basically all the comments are saying “he’s excellent and he really does
high quality work” and all this sort of stuff, but at the same time I’m conscious
that if I sit back and rest on my laurels I might drop that standard … I have no
idea where it comes from. I really don’t know. I just don’t want to be seen or
perceived as someone like that. I guess I’ve just developed that way. I want to
be seen as like a hard-working, loyal, disciplined person who is approachable,
friendly and all this sort of stuff and not someone who’s arrogant or anything
like that. I’ve always been aware that I have low-self-esteem and stuff, and I
manage that accordingly because I don’t want to have that impact on someone
else … during this rotation I got to a point where I really had to just walk out. I
had had enough, I was bored, I couldn’t do anything (I went to EAP) – I took
steps to rectify the situation … coming back and having a discussion with my
supervisor … kind of relieved some of the stress that I had and that kind of tides
me over for the time being … I have found that one of the things that helps boost
my self-confidence is just getting out there and challenging myself … I suppose a
lot of why I’m feeling a lack of self-confidence is because I’m bored in the current
rotation
Participant D reports that his self-confidence has not improved through his rotations,
and when interviewed for the final time, he discusses leaving ACBPS as he does not
believe he fits or that his skills or capabilities will be further developed with the
Service. Participant D has the highest self-report GENOS EI scores, yet does not seem
to have the ability, or perhaps the motivation to do anything about making his
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environment a more comfortable place for him to be. He is not promoted following
the completion of his Graduate Program, and with his reported difficulty fitting into
the organisation may struggle to achieve his potential at higher levels in ACBPS.
Participant E
The development of Participant E was dramatic during his Graduate Program. His
presentation during his initial interview is cocky and arrogant until the concluding
seconds of the interview when he reveals that he has been told he does not display
any emotional intelligence. He is shocked to receive this feedback on a Friday
afternoon, spends the weekend worrying about what it means and seeks counsel
from his family as to what he should do. He decides to approach his supervisor for
clarification and is given constructive suggestions that he is able to apply. He uses
the research interviews to role-play and practice the techniques before he tries them
in the workplace. He reports feeling stilted when he first tries the techniques as he
considers them a “have to do” rather than understanding why he is doing them. He
is motivated to change his behaviour so that he will be seen in a good way by
supervisors.
The following is his reaction to being told by his supervisor, that he does not have
the emotional intelligence he needs:
So, I was a bit standoffish from the first. I didn’t know these people well enough
… one person in particular took that the wrong way and interpreted it the wrong
way, but I just didn’t feel comfortable, I was shy, I didn’t feel comfortable … I
wasn’t personally offended or anything … I’m doing the right thing now … and I
know that in the public service it is not about what you know, it is about who you
know, so I am keen to make and keep as many contacts as I can and present a
positive image, so I am happy to change if things need to change … yesterday my
Director said to me that I was just too direct and I need to kiss some more arse
with more people … I went home that night and called my Dad about what had
been said and we talked about it for a while … (the next day when my Director
said he was going to get a coffee) and I said “can I come too?” So we went out –
we just went and got a coffee and I said “what exactly did you mean by that?” …
he said that some people are often emotionally invested in their work and they
need to be more personable, and that I need to take that on board. He gave me
the example of when I was talking to someone the other day I didn’t thank
someone for their work I had just dismissed them … when I thought about it I
guess I’m all outcomes focused. When I pick up the phone I don’t think to say
“Hi, how are you?” I’m just “I’m calling for this reason” … it is a conscious
decision for me to think of doing that, so it’s difficult for me … but it is something
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I can take on board and that is fair enough. It is something I’ve always been
aware of, I’m not a very social person and it is something to work on … I felt a bit
embarrassed that I’d failed because it was something that was always in the
back of my mind. Yeah, it is a bit embarrassing … I don’t feel comfortable just
randomly talking … to someone about their day … I have always thought that
these people are busy and don’t want to speak to the grad … I feel like all I am
doing at the moment is withdrawing from the bank, I don’t feel like I’m putting
anything in yet.
When he discovers he will be working in a group or team to complete one of his CIT
projects, he watches how a colleague manages the input of others, especially when
that input needs to be revised. He also considers how it he feels when he receives a
similar email and taking on board his supervisor’s comments he thinks that he might
try a similar approach:
We had to engage in this group and put in some teamwork. It was a normal
group research … when someone would email their contribution, another
member would respond “That’s a really good idea, well done for your input” and
then add their critique … I thought that was a really good way of doing it You
don’t get to be so direct. You can say “Thanks x,y,z” and ask for something
different … I’ve sought to do that more often … “thanks for your input. I
appreciate your effort and I can see where you are coming from
Participant E reports using learned experiences to improve his relationship with
others and he meets with some success, although his motivation is to achieve his
outcomes rather than to effectively identify and regulate the emotions in others:
It was a problem for me in my first rotation – I didn’t know or understand the
office culture, so I am a lot more comfortable now … in my current rotation I
often have to call people and ask for information for a media inquiry or talking
points or whatever. So I’m often talking to people at an event, and people far
above me in the agency as well … and what I do now is introduce myself and
then ask them how they are doing, just something to break the ice, and then I
get down to business. I would never have done that before, I was always
focused on “this is what I need from you”, and now I ask a question about them
so that it goes down a bit better … In the second rotation the first Director was
competent in her job but from an emotional intelligence point of view she was
an absolute failure, and she didn’t engage, she never came out of her office to
engage with her team … the printer was outside her office so if she had to get
any printing she’d come out, and she’d make a show of it then, not really a
show, she made an effort then but you could tell in her mind she was making an
effort to be social and it was clearly fake. It was clearly forced for her and it
didn’t come across as natural, she came across as very cold … I thought I don’t
want to be like that because it doesn’t get results … I want to be this other way,
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so that was a good light bulb moment for me as well … she initially had to make
and effort and she was willing to make an effort but it was obvious it was just
part of her job and she didn’t really care about what I was doing. She was just
like going through some emotions … so I have worked out that if you are just a
normal, friendly, approachable person then that works best. These little things
make the office tick over better.
Participant E really enjoys his final rotation and wants to stay in the area when his
Graduate Program is finished and for this reason is motivated to use his emotional
intelligence for his own benefit:
As we have touched on before, I’m not a natural talker … I believe I am here to
work and that sort of thing, my priorities are the work and so forth and I find it
difficult to engage on a different level sometimes … on a personal level, when I
first came here I thought it was amazing that you would come, check your
emails, and oh, I’m off to get a coffee … I feel comfortable doing that now. I
don’t feel as uncomfortable turning around in my chair and having a
conversation with someone. It doesn’t have to be 100% per cent work
constantly all the time, which never occurred to me before. I think that
something that’s changed in my outlook and you can be more sociable around
people … It felt good that I was making a change and fitting in more because I
identified a problem and I identified what I could do to solve that problem and I
went about doing it … so, I guess I am more relaxed, less uptight, more easy
going sort of attitude … it’s okay to come in and have a brief chat. I don’t have to
get straight down to work, just that mindset or shifting gears, as it were … (if
someone interrupts him) it’s annoying … especially when you’ve got that list of
five things to do … and they’re talking about iced vovos and that’s great, but it’s
frustrating. I feel like just let me do my thing.
Participant E reports one of the lowest levels of emotional intelligence on the GENOS
EI. Throughout the program he clearly demonstrates that with appropriate
motivation it is possible to consciously establish the processes needed to
demonstrate emotional intelligence in a variety of situations, even if this is only to
achieve his own outcomes rather than improve the group outcomes. He is rewarded
by successfully achieving a promotion to CL3 within seven (7) months of completion
of his Graduate Program.
Participant F
Participant F is a sound illustration of someone who is emotionally intuitive as she
reports average score on the GENOS EI yet is able to effectively apply her emotional
intelligence in the workplace. Participant F reports that it is important to her to fit
into the organisation and make a positive impact. During her first rotation she
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identifies that in order for her to deliver an outcome she needs to develop effective
working relationships with her stakeholders so she devises a strategy for quickly
building rapport with colleagues that she subsequently uses in each rotation to build
relationships:
It was really good for me … by the end of it … he ended up taking the
recommendation from my advice to is national manager and is forming a new
policy based on the advice I formulated … I am really proud of the fact that I
could do that … I’ve had to crack through a whole lot of push back … I have
progressed something, for the branch as a whole, not just for myself … It was
OK, I sort of expected that to happen because in conversations with others I
knew there was some push back and this guy’s been with Customs for 12 years
or more and has some say in what happens … and I can understand that – but
one day we ended up having a chat … and I asked him about his kids and we
ended up having this 5 – 10 minute chat … which was unintentional on my part,
but really beneficial because I think he saw me as more of a person who had
interests and not just someone vying to take his position at the end of my
Graduate year … so I was able to talk the lingo and after that he really opened
up a bit … and he really opened up and we discovered that he had been correct
in his initial interpretation and that others in his Branch were pushing back and
saying no, and then we came back and were able to support his position and
give him the information he needed … the initial discussion was really hard
because I couldn’t say what our position was because we hadn’t firmed it up …
and I think he appreciated that I went straight to him to get more information
and to let him know what our position was rather than going through anybody
else … … because when I finally sent the advice out I sent him a quick email
saying “I know this isn’t the answer you wanted, but this is the reasoning behind
it, happy to discuss with you, please call me”. And I got an email back that said
“Thank you – (name) filled us in on what the advice is and why, and we agree”
Participant F applies this strategy in difficult as well as easier situations, for example,
she has to develop rapport to manage a bullying situation in her second rotation
when the ACBPS announces significant budget cuts with corresponding reductions to
staff numbers, with the exception of the graduates. Participant F has just
commenced her second rotation when the National Manager visits the area and
announces these measures:
I spent a lot of time building relationships, from the ground up in many respects.
It was a very challenging environment … in the first two weeks the national
manager turned up and announced that seven people were going to have to
leave the floor, and that the Graduates were all safe in their positions, so we
were subjected to “why are we going through all of these voluntary
redundancies if we are hiring all these grads and wasting all this money on
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them? … my manager tried to help me by trying to get people to work with me
“Why don’t you ask (name), she has some legal background” … their response
would be “I am perfectly capable of interpreting legislation myself without
having to ask her” while standing over the partition and looking at me … by the
end of my time I had built relationships with these people, and I tried to develop
a sort of positive atmosphere but I felt as though the first month was quite
tough … initially, I just wanted to slink away and hide … I didn’t want to step on
anyone’s toes, I just wanted to learn … it was like trepidation going to work each
day … and by the end I was quite enjoying myself as I had made a few good
friends … (when the VRs were announced) they would be asking “what are you
doing coming into my area, you’re a girl and you think you are going to tell me
what to do aren’t you” … The group of grads … got together to look after each
other … they are jealous of the opportunities we seem to have in Canberra … but
they began to realise that I was a channel through to the lawyers
Despite this approach, Participant F has a difficult relationship with one of her
colleagues, who she describes as rude, and she does not believe he will do anything
to change so she is not motivated to use any emotional intelligence to make any
concessions to him at all:
I was sort of alone in the fact that I was experiencing that particular issue with
that person … separation is always a good thing and things have changed since I
was posted away … I feel like a couple of them in particular have made a real
effort to become more friendly and all that sort of thing … there is one in
particular who I don’t think I’ll ever be friends with … one of the girls actually
pointed out to me the other day that they get the same thing from him and they
put it down to the fact that they think he’s intimidated by women who speak
their mind … and, so I’m like OK, well if that’s his deal, that’s his deal. I’ve made
peace with the fact that I’m never going to give him a hug … I know there are
definitely some personalities that I seem to clash with, and he and I have those
personalities … and I have learned from the past that when this happens I’ve just
got to get on with it … I don’t have to work with him directly, so for me it is all
over. That’s the best part …
Participant F reports average levels of emotional intelligence on the GENOS EI.
During her interviews she identifies and regulates her emotions and demonstrates a
keen sensitivity to interpersonal cues and interpersonal behaviours and effectively
identifies and regulates emotions in others by reflecting her expectations onto them
(for example, assuming everyone needs to have a chat to develop rapport). She
demonstrates that she develops emotionally intelligent processes for dealing with a
difficult colleague if she is sufficiently motivated, and that without motivation she
does not use emotionally intelligent processes for managing her work situations.
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Participant F is considered to have achieved her potential in that she achieves her
desired outcomes and is promoted to CL3 within seven (7) months of completion of
her Graduate Program.
Participant H
Participant H has very high self-report GENOS EI scores which align with his interview
data for identification and regulation of emotions in self. He report that he is an
introvert and very comfortable with his own company and that he finds it very
difficult to speak up in a meeting, even if asked a direct question. Throughout his
Graduate Program he reports that he is bored, that this worsens as the year
progresses. His rotations are outside his area of specialty, and he tries very hard to
identify and regulate his own emotions, and those of his supervisors, to keep himself
occupied and maintain his motivation. The following explores his approach for each
of his rotations:
When I was first given the work, the way it was handed over to me and sort of
felt like it was just a bit of made up work, but I went to work and put in a bit of
effort … it was like they weren’t sure what they could give me, what I’d be able
to do, what I’d be able to contribute to, and what they could give a Graduate to
do without the chance of it being broken … when I received it I was sort of
making up work for myself … I turned around and was talking to 2 of the senior
developers and one turned around and said “Well, would you like to do an
investigation into that?” and I went “OK” … so, I was pretty happy about that ...
I really wanted some work to do, some real work that actually meant something
… I was excited that I was actually getting some real work to do … as time went
on I kept digging deeper into the problem and learning more information as I
was going … towards the end of it I felt like I really understood the topic problem
… so he gave me a template on how it should be structured and I just started
writing it and having a look at the code and working my way through the whole
thing … and then they went through it and just made some simple comments
and refined this bit and added a bit there … and we kept going until we got to
the final point and they said “Well, we can’t really add any more to this” and
took it to the Director and she was really impressed with it … and then we
started getting a lot of interest from the senior levels of the organisation …
senior people are interested in my report, so it was like “OK, wow!” it was a
pretty good feeling knowing that this work that I’d done was getting interest
from the higher ups.
His final rotation is even more boring than his first or second, he still has no work and
explores how he keeps himself motivated, active and targeted towards making it to
work each morning:
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Before it was Australian and New Zealand passengers, and just recently they
expanded it to include American passengers. Technically it’s pretty trivial to
change all of that, the most complicated part of it would be more around the
legal and policy side of things … most of them have been pretty impressed with
the fact that I’d sit down and get the work done … my supervisor was just
shocked as they would assign me a little bit of work to do and I’d have it done by
the end of the day … that has always been my focus. If I am given work I sit
there and I do it straight away and I haven’t had any problems with that … I just
sit there and listen and try and get an idea of what was going on and what the
research was about … For the last few months it’s just been lethargic at work,
and then I get home and I start doing interesting things – going to the gym or
going out or just playing games or whatever and all of a sudden I’m wide awake
and interested, so much so that it’s trouble getting to sleep … I have resorted to
using an alarm to tell me to go to bed instead of one for getting up in the
morning … and I have been getting up first thing in the morning and going down
to spinning got half an hour on the treadmill or some other physical exercise and
hoping that the adrenaline will get me through the day … I am finding it hard
because the way I was brought up was to just if you’ve got something to do, you
just get it done … but I understand why they have trouble giving us worthwhile
work to do, we are only there temporarily and they don’t want to spend the time
and effort training you up just to lose you in 3 months … if they had a stronger
feeling that we were going to stay with them I can see them spending more time
getting us really entrenched … and the only way I can describe how I feel about it
is apathy and there is some frustration there … my part English background is
the stoicism that you just sort of get on with it. I spent four years working my
arse off at university to get the highest scores … to learn my field as well as
possible and then … I get a job … and I am finally able to put all of this practice
to work … and then you just get given filing … yet I can see where they are
coming from … and that is why I am just resigned to doing it and not getting
angry
Participant H discusses his introvert behaviour and how he identifies and regulates
his emotions, and during the program has enhanced his method of coping: he used
to use a joke; he now gives himself time to consider the question, may use a joke,
and then give a considered response:
The first thing is “Oh dear, I have to talk”. The gut strengthens and my face goes
very still and my features freeze so that I’m not giving away anything and my
mind is just whirling … I’d just be sitting there thinking “I have to consider my
thoughts first” as that is one of the things I learnt during the CIT training: to be
silent and get your thoughts in order first so that you don’t put your foot in your
mouth … and I have actually used that a couple of times when I have been asked
something and I just sit there and I’d think about my answer first. I seem to be
getting a better response because I can give a more considered response rather
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than just a knee jerk spitting out of the first thing that comes to mind …. The first
thing I tend to do is use a joke as it puts people at ease … and then they are a lot
more receptive to giving their time to you to get your thoughts in order if you
make a quick joke and then give the serious stuff … and while they are laughing
it gives you time to get your thoughts in order … seriousness implies robot to me,
whereas if you can laugh then you are human … it is just a subconscious
reminder that I am dealing with people here and they will be happy to give me a
minute to collect my thoughts, so it works to settle me down … and if they are
actually interested in what I have to say they will be happy to let me think … it
not just shyness, I get really exhausted if I’m with people all the time, even
socially, I am more than happy to go out once a week and spend an hour or so
talking to people, but going out a couple of nights a week and spending hours
out there – there is no way I can do it. It’s not interesting to me at all.
His introverted response lets him down in his CIT presentation and he accepts his
botched presentation with good grace and is motivated to ensure he does not
embarrass himself again in the future:
The first presentation I did had been the first one I’d done in a long time so I
botched it … I was really nervous and spent too much time reading my notes …
and even as I was speaking, I was thinking this is stupid, I should have done more
preparation ... and I was sitting there thinking all these things I should have
done, and when they had to give the feedback it was pretty much everything I’d
only just said to myself in my head … so, when it came time for the second
research, for the presentation I did quite a bit more preparation and practice and
stood up there and just nailed it.
Participant H illustrates how it is possible to be considered emotionally unintelligent
when a specific challenge consumes all emotional intelligence and leaves nothing for
other experiences. He is motivated to change his reaction/s and uses his existing
emotional knowledge so that he can emotionally make the most of opportunities.
When this does not work he does not have any other techniques in his knowledge
bank to try something new. As his friends are on-line gaming friends and he elects
not to mix with his graduate cohort, he does not expose himself to others who may
help him with his boredom or give him some tips on how to manage it. Participant H
is promoted to CL2 at the conclusion of the program and remains at this level.
Participant I
The most significant issue facing Participant I during his program is regulating his
own and his partner’s emotions. He believes he is doing really well in his graduate
program, and his partner (who is not an Australian citizen) is unable to source work
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in Canberra and is becoming more depressed. He has relocated her from Perth and a
successful job and he is worried their relationship will suffer. Maintaining the
relationship is as significantly important to him as achieving at work. Participant I
uses all dimensions of the consolidated model of emotional intelligence in trying to
identify and regulate his emotions and those of his partner and the following extract
illustrates this clearly:
… Yep, she is here now; and then I came out of my last placement with a
deliverable, a massive deliverable and some really good relationships, one of
which sourced my placement in (name) and they have offered me a permanent
role next year if I want it … for me things are going very well. Well, career wise,
definitely, that’s for sure … however (name) is still struggling to find some work,
a permanent position. And since she is not an Australian citizen the whole APS is
closed to her … so she is struggling a bit. A bit depressed and lonely. I think she
is getting closer to finding something as she is looking for an administration role
… but that is a sticking point for us. That’s probably the biggest challenge for me
right now … we have lodged the de facto application and now it is a matter of
waiting for that to process, and then it’s two years before she can become a
permanent resident, and then she can apply for citizenship. So it is a long
process … so we are just trying to get her a job in some sort of full time position
so that she can earn enough money to study again in a year or two … she is
getting quite anxious … she has seen a psychologist for anxiety before and that
seemed to help her and I was thinking that would be good for her, but at the
moment we don’t have any money to pay for … I always look forward to going
home … but the fact that (name) is struggling so much, it kind of churns me up
inside a bit because I know that I am being successful here … and she recognises
that and she says she is proud of me and that sort of thing … and on the one
hand that’s great, … but she had a full-time job back in Perth working for (name)
in her field … so the fact that she’s left that and is struggling so much to find an
alternative and whatever she finds is not going to be as good as what she was
working in … well, it’s pretty sobering. I always want to go home and I want to
see her … it is just the fact that she’s so unhappy … so I spend a lot of time trying
to cheer her up because I want her to be happy … I have no problem doing that
because that’s what I want to do … and at the same time I just want her to
succeed and I want a job to come along that she likes … I think she feels a bit
lost, her family has gone back to (name). they left in July and she is feeling a bit
isolated as she doesn’t have a lot of friends here other than the grad cohort who
I hang around with … but she is getting herself involved with some groups.
There is a migrant group that she’s getting involved in and some sort of social
networking group that she getting involved with … so I think if she can get some
work and meet a few people through those sorts of mediums outside of my work
colleagues then things will turn around for her pretty quickly … She is bound to
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get something sooner rather than later. I think as soon as she can get working
again things will turn around for her
As the year progresses, things for his partner are getting worse and his emotional
intelligence is being tested:
… it is placing a lot of strain on our relationship unfortunately … there are times
of internal inconsistency, I guess … I am getting some really good feedback at
work, and then I don’t feel comfortable really sharing that with her … she is so
down about where things are with her … so it’s like bitter sweet whenever I get
something, some praise here or hand in some good work and get some good
feedback on it … she feels pretty terrible, especially because she left her job,
which was in her field and it was a good job … there were opportunities there for
her so it’s difficult, and she feels it … and I feel it. It’s not like I feel good about
what’s happened and it brings us down a bit which sucks … we try to get through
it, we try and enjoy the time we spend together and take our minds off it. I’m
always there helping her with her applications and trying to stay positive for her
… but I’ve got to keep trying otherwise what else is going to happen?
Participant I is very motivated to help his partner move through this experience and
is using every tactic he knows to help her manage her emotions. When his
established processes fail to achieve the results he is expecting, he is motivated to
try something else. His experience demonstrates that at times the situations in one
sphere of life can overshadow everything else so that automatic or conscious
processes no longer work. It also illustrates that when appropriately motivated it is
possible to develop new processes to help manage a situation. Participant I chooses
not to share the problems he is experiencing with any of his colleagues, nor does he
engage much with his graduate cohort so he is trying to deal with the situation on his
own. Despite the experiences with his partner Participant I successfully completes
his program and is promoted to CL3 before the recruitment freeze in October 2013.

Challenging the assumptions about emotional intelligence
As discussed in Chapter 2: Literature review, a number of key assumptions underpin
the contemporary conversations regarding emotional intelligence and achievement
of potential. The key assumptions underpinning the model of achievement of
potential and the findings related to these assumptions are discussed in Chapter 5:
Achievement of potential – participant perspective; and Chapter 6: Emotional
intelligence – participant perspectives considers the participant data to consider
whether the participants use emotional intelligence and introduces the one-
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dimensional construct of emotional intelligence. This chapter now summarises the
findings illustrated in the longitudinal data.
Two-dimensional emotional intelligence
One of the key assumptions underpinning the emotional intelligence conversations is
that the ability, competency and trait models of emotional intelligence are based on
a two-dimensional construct whereby participants should be identifying and
regulating their own emotions and those of others, and the self-report GENOS EI
data for the participants of this research illustrates a well-rounded group of
participants. The data in Chapter 6: Emotional intelligence – participant perspectives
presents a one-dimensional construct of emotional intelligence that is again
reflected in the longitudinal data of this chapter. The two-dimensional construct of
emotional intelligence discussed in the literature is not how the participants use
their emotional intelligence. In using their emotional intelligence the participants
demonstrate a clear ability to identify and regulate their own emotions and almost
no ability to identify and regulate the emotions of others (and at least Participants C,
D and E were not very interested in others, despite self-reporting very high scores on
the GENOS EI scales). When identifying and regulating the emotions of others the
participants did not look at others through a transparent window to consider what
they were dealing with, rather they held up a mirror in front of the other and
reflected their own identification and regulation onto the other.
The clearest illustrations of the one-sided construct were Participants B and D.
Participant B reports the situation with her partner seeking his visa and clearly
describes what is happening for her during this experience, yet at no point does she
discuss what might be happening for her partner who is as involved in the situation
as she is. Participant D reports his shyness and lack of confidence as impacting upon
his ability and he found some of his colleagues juvenile, and at no point does he
discuss the impact of his behaviour on others nor does not seem to consider that he
could be having an impact on others when he is asked about it. Participant D has the
highest GENOS EI self-report scores and could be expected to demonstrate a strong
two-dimensional construct of emotional intelligence. In reality he demonstrates a
clear identification of his emotions, an ability to regulate his emotions, and no
identification or regulation of the emotions of others.
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In summary the participant data again demonstrates the one-dimensional emotional
intelligence whereby participants reflect their own identification and regulation onto
others, rather than considering the needs of others by identifying and regulating
others emotions in a way that is appropriate for the other. The participants are able
to use the one-dimensional emotional intelligence effectively and achieve success
and demonstrate the potential to achieve at higher levels in ACBPS.
Emotional intelligence is a measurable construct that remains reasonably static
The assumption underpinning the contemporary conversations is that emotional
intelligence can be measured, and in this research the GENOS EI was the self-report
method used. It is also assumed that this measurement remains reasonably static as
one’s cognitive intelligence remains reasonably static. However, the data in this
research illustrates that the self-reported GENOS EI scores are not always reflected in
the participant behaviour. The participant data illustrates that it is possible to have
very high individual scores, yet to be unable to demonstrate emotional intelligence,
or to have average to low scores and to demonstrate an emotional intuition that
facilitates success. For example, Participants D and H have very high self-report
GENOS EI scores and demonstrate significant identification and regulation of
emotions in self, yet demonstrate very little identification and regulation of emotions
in others. Participant F has quite low self-reported scores and is able to demonstrate
a high level of understanding of others when discussing her experiences. This leads
to questions about the method/s of measurement and what it is that they are
actually measuring.
The findings also challenge the assumption that emotional intelligence is a static
concept that is not influenced by events external to the research environment. The
longitudinal exploration of experiences illustrate it is possible for experiences in one
life area to over-ride the experiences in other life areas. Participants B and I are
dealing with significant personal issues that are so overwhelming that all of their
ability to identify and regulate emotions is being directed towards their personal
issues rather than their work issues. The emotional intelligence of the participants is
exhausted at home, leaving them with little supply for work, so when faced with
difficult experiences at work they struggle to find and use their emotional resilience
to manage the situation.
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The GENOS EI self-reports suggest the participants were a group of emotionally
intelligent individuals, yet throughout the study there is evidence of them using
emotionally intelligent, manipulative, negligent, intuitive, and unintelligent processes
to achieve their potential. Thus, the construct that is measured does not always
match the data gathered during this research as participants could be seen to be
using more than one emotional process to achieve their results. It is therefore
difficult to assume that emotional intelligence is a static process and research should
be designed to recognise that it can and does change in different situations.
Emotional Intelligence can be developed
Another of the key assumptions is that emotional intelligence can be developed
under the appropriate circumstances. The longitudinal discussions support this
assumption and demonstrate that appropriate motivation is needed for individuals
to develop their identification or regulation of emotions, that the new processes can
be used until they become automatic, and without the motivation to change their
situation they will not seek the guidance or be prepared to try something new.
Participant F, motivated to develop processes to facilitate rapport, and not
motivated to mend a relationship with a colleague is an example.
Emotional intelligence is a good thing that is used for positive outcomes
The research linking emotional intelligence to work performance, and other life
outcomes, is based on the assumption that the greater the individual emotional
intelligence the better for positive outcomes. The participant data demonstrates
that emotional intelligence is not always used for the common good. Participant A
demonstrates a high level of emotional intelligence, yet he is prepared to use this to
manipulate others in order to achieve his own outcomes at the expense of others.
Participant E is prepared to use his emotional intelligence to present a good face to
others in order to achieve his desired outcomes. Therefore, emotional intelligence
can be used to achieve effective and constructive outcomes for all, or can be used to
manipulate others for the outcomes of specific individuals.
Emotional intelligence in one situation is not emotional intelligence in another
The findings also illustrate that what is considered emotionally intelligent behaviour
in one situation is not considered emotionally intelligent in another. For example,
Participant F explores how her approach to a problem in her first rotation is
considered appropriate, and when she tries the same approach in her second
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rotation she is considered to be inappropriate. She is also on the receiving end of
behaviour in one rotation that would not have been accepted in another rotation.
The following section summarises the findings from this chapter.

Findings
The following states the findings against the question did the participants use
emotional intelligence to achieve potential? It summarises the findings identified, by
layering longitudinal participant data over the consolidated model of emotional
intelligence, to consider specific issues across a longitudinal timeframe and identifies
that participants used their emotional intelligence by:
1. using the one-dimensional emotional intelligence to achieve their potential;
and
2. using the one-dimensional emotional intelligence for both specific issues and
longitudinal issues, and the greater the significance and duration of the issue
to the individual the more internal their focus and the more limited their
ability to identify and regulate emotions in others; and
3. developing new and conscious emotional intelligence processes that they
were able to use until they became automatic processes as emotional
intelligence, unlike cognitive intelligence, can vary over time and with
experiences, and can be developed when individuals are appropriately
motivated;
4. what is considered to be emotionally intelligent in one situation was not
considered to be emotionally intelligent in another; and
5. using emotionally intelligent, manipulative, negligent, intuitive, and
unintelligent processes to achieve their potential.

Conclusion
The research starts with the question: do high potential employees use emotional
intelligence to achieve their potential? and explores this question using subquestions to appreciate how the participants perceive the ACBPS application of the
CLC model of achievement of potential impacts their ability, aspiration and
commitment, and whether they demonstrate emotional intelligence. This approach
enables an exploration of each of the questions, and concludes with an answer to
the overall question in this chapter. The participants in this research, despite their
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difficult and varied experiences in ACBPS, did achieve their potential; and in reaching
their potential, they use emotional intelligence. The emotional intelligence they use
is one-dimensional, and is not always used for the common good, and is often
limited by the participant’s life experiences. However, when appropriately
motivated to use emotional intelligence, the participants demonstrate their ability to
identify and regulate, and use their own emotions to achieve their potential.
In the next chapter limited conclusions are drawn and areas for further research
identified.
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Chapter 8: Challenging the
assumptions underpinning current
conversations

What does all of this mean? It is not where I started this journey, and it is
important as it challenges many of the assumptions we all have about
emotional intelligence…
(Researcher Reflections)
This research started with the question: do high potential employees use emotional
intelligence to achieve potential? Through the participant perspective it has been
demonstrated that although the ACBPS used the CLC model of achievement of
potential to design its Graduate Trainee Program, and to guide the recruitment of
candidates with the ability, aspiration and commitment to succeed at a higher level it
is not predictive of success. The participants believed their experiences had a
negative impact on their ability, aspiration and commitment, and they still managed
to achieve their potential. The participants demonstrated that they used their
emotional intelligence to achieve their success. However, the emotional intelligence
they use is not the two-dimensional construct described in the ability (Mayer and
Salovey 1997), competency (Goleman 1995) or trait (Bar-On 1997) models, rather it
is a one-dimensional construct whereby:
We see them as we are, not as they are.
The participants also demonstrated that this one-dimensional emotional intelligence
is not always used for the common good, and is often limited by the participant’s life
experiences. However, when appropriately motivated, the participants demonstrate
their ability to identify and regulate their own emotions and to develop processes
that reflect this ability onto others.
In this chapter the assumptions underpinning the contemporary conversations
regarding emotional intelligence and achievement of potential are outlined and the
research findings considered against these assumptions to reach conclusions about
the significance of the findings.

Assumptions underpinning emotional intelligence
conversations
A number of key assumptions underpin the contemporary conversations surrounding
emotional intelligence. The overarching assumption is that there is a direct
relationship between emotional intelligence and work success, as work and emotions
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are closely inter-related because work impacts upon well-being, self-esteem, income
and status. Therefore the more successful one is at work, the more likely a healthy
emotional life, well-being and social relationships, and the more solid these
relationships the more positive the impact upon our work performance and
outcomes. For generations workplaces were considered logical, rational and orderly
and therefore the most important predictor of performance was intelligence
(Ashkanasy, Hartel et al. 2002), and emotions were often ignored or devalued. More
recent research has shifted the focus towards the relationship between emotions
and decision-making and is drawing a strong link between emotions, sound
judgement and decision making (Damasio 1994, Hanoch 2001, Gifford 2002,
Zeelenberg, Neilssen et al. 2008) thus linking emotional intelligence and work
success.
While the contemporary conversations focus on quantifying the relationship
between emotional intelligence and work performance by building a reliable and
valid argument for the relationship, the findings from this research focus on
understanding the relationship between emotional intelligence and work
performance from the perspective of the participants. This qualifies how the
relationship actually works and identifies the nuances of how emotional intelligence
is applied. The results of this approach challenge the key assumptions of
contemporary conversations as the phenomenological approach provides an
illustration of the reality of the relationship between emotional intelligence and the
achievement of potential from the perspective of the participants as they consider
how they use their emotional intelligence to contribute to their work performance,
job satisfaction, commitment, autonomy and subsequent outcomes. It also
illustrates how they use their emotional intelligence to manage their health, morale,
quality of work/life balance and personal stress levels.
The key finding of the research is that while participants use emotional intelligence
to manage difficult, challenging or exciting experiences, the emotional intelligence
they use is:


one-dimensional;



does not reflect the self-report emotional intelligence scores of the
participants;
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is significantly impacted by the situations the participants find themselves
dealing with;



is developed if the participants have the appropriate motivation; and



is not always used for the good of all involved.

These findings are now layered over the assumptions underpinning contemporary
conversations to highlight new knowledge.

The dimensions of emotional intelligence
The most significant assumption challenged by this research is that emotional
intelligence is the two-dimensional construct defined in the ability, competency and
trait models of emotional intelligence where emotional intelligence is considered to
be the identification and regulation of emotions in self and others. This research
does not set out to dispute this assumption, in fact it is based on this assumption as
it seeks to understand, from the perspective of the participants, how they use their
emotional intelligence to achieve their success. However, when the participant data
is collated and analysed the emotional intelligence that is reported does not reflect
this two-dimensional construct. The participants report a one-dimensional
emotional intelligence that is based on an identification of emotions in self, expands
to include a regulation of emotions in self and then is reflected onto others – rather
like holding a reflective mirror in front of the other rather than a transparent window
to allow the other to be clearly seen. The participants do not demonstrate an
identification and regulation of emotions in others based on an understanding of
others, instead they reflect their own identification and regulation processes onto
others (often with no regard for others) and almost hope it will work.
The consolidated model of emotional intelligence is developed during the pilot
research and is based on the consistent concepts in the ability, competency and trait
models of emotional intelligence and a layering of participant data over these
consistencies. It reflects a two-dimensional model of emotional intelligence: the
identification and regulation of emotions in self, and the identification and regulation
of emotions in others. Although the pilot research data highlights that the
participants demonstrated a much stronger ability to identify and regulate emotions
in self rather than others, the assumption that emotional intelligence was twodimensional is reflected in this research as there was no evidence to suggest
otherwise, and it is reflected, although inconsistently, in the limited participant data.
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The phenomenological strategy adopted in the final research encourages
participants to focus on their own experiences and perspectives, so it is not
unreasonable to expect their focus to be on themselves and their actions. However,
during the interviews the researcher continues to ask about others involved in the
experience, for example, in the performance management interviews I asked how
the supervisor might be feeling. There are only two stories where the participant
volunteered information about how the other party might be feeling. If the
participants consider others, it is from their own perspective, not the perspective of
the other, and is behavioural rather than emotional in context. The nuances that are
evident in the identification and regulation of emotions in self are not evident in the
identification and regulation of emotions in others, and evidence has to be sought as
it was rarely, if ever, volunteered.
This one-dimensional emotional intelligence is inconsistent with the two-dimensional
construct of emotional intelligence which is about the perception of oneself and the
understanding of others; not just about oneself and reflecting this onto others. This
reflection means that:


if the other has a similar frame of reference and accepts the reflection they
would perceive the emotional intelligence of the giver; and



if the other has a different frame of reference they would not perceive
emotional intelligence in the giver.

In essence, the concept of identifying and regulating emotions in others is more
about the perception by the other than it is about the ability of self, this is illustrated
in the following example:


Person A self-reports a high level of emotional intelligence;



Person B, as a member of Person A’s team perceives that Person A has a high
level of emotional intelligence and really enjoys working together as they
have the same frame of reference; whereas



Person C, as a member of Person A’s team perceives Person A has a very low
level of emotional intelligence and really doesn’t enjoy working together as
they have different frames of reference.

Each person has a different perception of Person A’s emotional intelligence because
they have their own frame of reference, and while perception is reality for the
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perceiver, this reality is not the same for every perceiver as decisions are based on
perceptions. If the other has similar likes/dislikes, respect/disrespect and
frameworks of acceptable behaviour, they accept the reflection and perceive high
emotional intelligence. Conversely, if their frameworks are different, they perceive a
lower level of emotional intelligence because the reflections do not converge.
Research Findings
The research findings are summarised as a one-dimensional emotional intelligence we see them as we are, not as they are:


the participants use a one-dimensional emotional intelligence where they
demonstrate a clear ability to identify and regulate their own emotions, and
then reflect this understanding onto others rather than considering the
emotions of others; and



those with the most developed ability to identify and regulate their own
emotions demonstrate the greatest ability to identify and regulate the
emotions of others as they have a greater repertoire of skills to reflect.

Emotional intelligence is a measurable construct that remains reasonably
static
The second assumption in contemporary research conversations is that emotional
intelligence is measurable and then applied consistently by participants in a way that
is similar to cognitive intelligence (Visscher, Byrne et al. 2012) in that it does not
significantly change for the duration of a research, is not impacted by experiences
within or external to the research, and behaviour is consistent throughout the
research.
The findings from this research do not directly consider the measurement of
emotional intelligence, and illustrate that measuring emotional intelligence may be a
difficult proposition as emotional intelligence is not consistently applied by
individuals. The emotional intelligence of the participants changes significantly
during the study as they manage new and difficult experiences, or as they are
motivated to use their emotional intelligence to successfully manage a situation, or
as they deal with experiences outside the work environment. The findings also
illustrate that the participants actively learn from their experiences and are prepared
to try new things and they practice these until they are comfortable using them in
everyday working life.
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Another challenge to the measureable and static assumptions is the disconnect
between emotional intelligence, measurements and behaviour (Tatton 2005,
Zeidner, Matthews et al. 2012) as it is unlikely that a candidate is going to declare
they are emotionally unintelligent, negligent or malicious, any more than they will
declare they are cognitively unintelligent or dishonest. It is also more likely that
those with less self-awareness will not have the insight to effectively evaluate how
others perceive them, and for people to behave in ways that may be inconsistent
with their scores, for example:


emotionally intelligent individuals have high emotional intelligence scores
and behaviours that match these scores; and



emotionally intuitive individuals have average scores and demonstrate
effective emotionally intelligent behaviours; and



emotionally negligent individuals do not effectively demonstrate emotionally
intelligent behaviours; and



emotionally manipulative individuals use their emotional intelligence in a
nefarious ways; while



emotionally unintelligent are those with low levels of emotional intelligence
who do not demonstrate effective emotional behaviours. (Palmer et al 2007)

The findings in this research clearly illustrate that the behaviour of the participants
do not align with the GENOS EI self-report scores. There were examples of
emotionally intelligent, negligent, manipulative and emotionally intuitive behaviour
throughout the participant stories. These results suggest that any recruitment
decisions based on emotional intelligence assessments may be significantly flawed as
the candidate may never display the behaviours expected by the results as they may
display behaviours that emotionally negligent and manipulative, or they may
demonstrate emotional intuition and emotional intelligence.
Research Findings
The research findings are summarised as:


Impact of new or difficult experiences: emotional intelligence was not static
as experiences external to work, or new and/or difficult times when
automatic processes did not work, enabled new processes to be learned and
added to automatic processes.
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Contextual emotional intelligence: the ability of the individuals to use or
demonstrate their emotional intelligence was impacted by their
environment.



Using emotional intelligence: the participants were emotionally intelligent,
manipulative, negligent, intuitive and unintelligent.

Emotional intelligence can be developed
The third assumption underpinning the contemporary conversations is that
emotional intelligence can be developed, or at least the competencies identified as
emotional intelligence can be developed. The concept of development of emotional
intelligence was fully explored in Chapter 2: Literature review. Ybarra and Kross et al.
contribute a new thread to this conversation by introducing motivation as a key to
developing social-emotional intelligence and considering the context of decisionmaking to allow the thoughts behind the emotional intelligence construct to come to
the fore as it is these thoughts that explain the development of emotional
intelligence (2014 p 97 - 99). They suggest that emotional intelligence, therefore is a
process that individuals can use that may be automatic or new (Ybarra, Kross et al.
2014), and that develops in a continuum over a life-time of experiences (Mayer and
Salovey 1997, Goleman 1998, Ciarrochi, Forgas et al. 2006, Zeidner, Matthews et al.
2012). This process may become more deliberate when an individual is attempting
to actually perceive and manage their emotions, for example when answering
questions or having to describe emotions, or reduced if asked to undertake a
cognitive task at the same time (Zeidner, Matthews et al. 2003, Ybarra, Kross et al.
2014).
It is possible to provide appropriate training and development (Payne 1983/1986,
Tomic and Kingma 1998, Frayne and Geringer 2000, Cherniss and Caplan 2001,
Cherniss and Goleman 2001, Sala 2002) to enable individuals to effectively
demonstrate and use the competencies that are identified as effective in the
workplace (Pekrun and Frese 1992, McEnrue, Groves et al. 2009). Although
automatic processes are difficult to identify or change, the fact they have been used
for years, does not mean that they are effective as it is possible to misread situations
based on past experiences (Ybarra, Kross et al. 2014 p 97). Nor does it mean that as
a result of learning new processes will they become automatic in the future as the
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individual needs to be motivated, engaged and willing to process new information to
make changes (Ybarra, Kross et al. 2014 p 97).
The findings of this research add a new perspective to this discussion as there were
times when the participants actively tried to do new things and to develop conscious
approaches to new or challenging situations. If the situation became too difficult,
they revert to previous approaches, thus suggesting that emotional intelligence is
both conscious and automatic process that can be reduced if undertaking a cognitive
task at the same time. The participants are dependent on others for rating and
feedback to enable them to successfully complete their program and be promoted to
a permanent position. This dependence influenced what they consider they should
focus on and this motivates them to respond to situations in ways that present them
in the best possible light to supervisors. The participants did not always correctly
interpret the intentions of others, or actually missed information completely, thus
demonstrating that the motivation to use emotional intelligence does not always
mean it will be used effectively. The findings also illustrate that the participant
responses to situations, although tried and tested in the past, do not always result in
effective outcomes when applied in this working environment, and that the
environment in each rotation was different.
Research Findings
The research findings are summarised as:


Development of emotional intelligence: when motivated participants use
their emotional intelligence and learn new ways of doing things.

Emotional intelligence is a good thing that is used for positive outcomes
The earliest conversations pertaining to emotional intelligence and performance are
based on the premise that emotional intelligence is a good thing and that subjects
are both willing and able to use emotional intelligence in all situations. This premise
is challenged by very recent conversations where the dark side of emotional
intelligence is considered (Valdesolo and DeSteno 2006, Day and Carroll 2008,
Kilduff, Chiabury et al. 2010, Marsh 2011, Kjell and Thompson 2013, Goleman 2014,
Grant 2014). These conversations consider the concepts of emotional negligence
and emotional manipulation as goals, and conclude that as the decision-maker is not
always motivated to achieve the common good, those integrating emotional
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intelligence into competencies and capabilities are warning … let’s not idealize
emotional intelligence. Like any other human skill set (IQ, computer skills, physical
strength) it can be used for self –serving ends or for the common good (Goleman
2014 no page number).
The impact of the dark side of emotional intelligence is explored by Kilduff, Chiabury
et al. (2010) when they consider the impact of a leader able to speak with
considerable emotion. They conclude that when such a leader gives an inspiring
speech that is filled with emotion the listeners are less likely to evaluate or
remember the content of the message. They remember the emotion and believe
this means they had a clear recall of the content. While this relationship could be
used to motivate and inspire people, it can also be used to create a following based
on emotion rather than critical thinking (Martin, Knopoff et al. 1998). This can have
devastating results for the emotional follower if the leader, for personal gain, uses
emotions to motivate followers to do things that are at odds with their value sets, or
that undermine or embarrass the followers (Cote, DeCelles et al. 2011) as people
with a strong moral identity are more considerate of others, and those with strong
Machiavellian impulses are more likely to treat others poorly. Simply having a high
emotional intelligence does not mean people will behave in a kind or compassionate
way. In fact, emotional intelligence might promote bad behaviour and
Machiavellians who know how to regulate their emotions might be especially
harmful as they work to achieve their own goals at the expense of others. Providing
education programs with a focus on the appropriate use of this skill and an
environment that facilitates ethical decision making (Valdesolo and DeSteno 2006) is
important for the ethical use of emotional intelligence.
The data in this research highlights that participants use emotionally manipulative
and negligent processes to achieve their potential. These processes result in the
individual achieving potential at the expense of others and the overall organisation.
Participant A, for example, with a very high emotional intelligence score is prepared
to bully and manipulate others to achieve his goals, and to do this despite having
been on the receiving end of bullying behaviour in the past that provides him with a
first-hand understanding the damage it can do to others. Participant D, also with a
very high emotional intelligence score, chooses not to use his emotional intelligence
at all to resolve some of the issues he experiences in his program.
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These results again suggest that any recruitment decisions based on emotional
intelligence assessments may be significantly flawed as the candidate may never
display the behaviours expected by the results. Some will display behaviours that
are emotionally negligent and manipulative, while others may demonstrate
emotional intuition and emotional intelligence.
Research Findings
The research findings are summarised as:


Using emotional intelligence: the participants are emotionally manipulative
and emotionally negligent in achieving their potential and quite prepared to
damage others to achieve their own goals.

Emotional intelligence in one situation is not emotional intelligence in
another
The fourth assumption underpinning the construct of emotional intelligence is
environment. What is considered emotional intelligence in one situation or culture
may not be perceived as emotional intelligence in another (Rafaeli and Sutton 1989).
The findings clearly show that emotional intelligence for a participant in one rotation
is not considered emotional intelligence for the same participant in another rotation.
The culture is different across the divisions of ACBPS, for example expressing an
opinion is considered aggressive in one rotation and assertive in another, therefore
emotional intelligence in one division is not emotional intelligence in another.
These results again suggest that any recruitment decisions based on emotional
intelligence assessments may be significantly flawed as the behaviours displayed by
successful candidates may be considered emotionally intelligent in one area and
emotionally negligent in another.
Research Findings
The research findings are summarised as:


Using emotional intelligence: organisational expectation of behaviour is
inconsistent as emotional intelligent behaviour in one area (or one
organisation) may not be emotionally intelligent behaviour in another area
(or organisation).
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Conclusion
In this chapter the findings from the research are layered over the assumptions
underpinning contemporary literature regarding achievement of potential and
emotional intelligence to identify the consistencies and anomalies between these
findings and the existing literature. In answering the research question: do high
potential employees use emotional intelligence to achieve potential, it is concluded,
that when considering the construct of emotional intelligence from a different
research paradigm, participants use a one-dimensional construct that does not
reflect their GENOS EI self-report scores, or the behaviour predicted by these scores.
It is also concluded that emotional intelligence is not a static concept as individual
life context and motivation influence the ability and willingness of individuals to use
it. It is assumed by practitioners that higher emotional intelligence is preferable as
this will be consistent with higher performance however, the participants in this
research demonstrated that emotional intelligence is not always used for the good of
the organisation as individuals can use their emotional intelligence for their own
advantage and at the cost of others. The implications of these findings result in
more questions, and these are outlined in the next chapter.
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I know this is a small sample, and I must be careful how I extrapolate these
findings, however they provide fertile ground for further research…
(Researcher Reflections)
This research set out to answer the question:
Do high potential employees use emotional intelligence to achieve their work
potential?
by considering the following sub-questions:
1. Did the Australian Customs and Border Protection Service application of the
Corporate Leadership Council achievement of potential model set the
participants to achieve potential;
2. Did the participants use emotional intelligence; and
3. Did the participants use their emotional intelligence to achieve potential?
As the conclusion to this research, the threads of discussion contained in this
document are drawn together by outlining how the findings of this research align
with the assumptions underpinning the postpositive construct of emotional
intelligence outlined in the ability (Mayer and Salovey 1997), competency (Goleman
1995) and trait (Bar-On 1997) models of emotional intelligence which are categorised
as:
We see them as they are, not as we are.
The interpretivist / constructivist paradigm selected for the research brings a
different perspective to the construct of emotional intelligence by considering, from
the perspective of the individual, how the construct manifests in an individual at
work. As this research progressed it became clear the behaviour of the participants
was inconsistent with these expectations as their behaviour is categorised as:
We see them as we are, not as they are.
It is this inconsistency that became the primary matter of interest in this research
and that is now considered in the conclusion to the thesis.
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Thesis conclusions
The participants involved in this study were selected because they were identified as
high potential and demonstrated the appropriate ability, aspiration and engagement
to succeed during the recruitment process to ACBPS. As part of the recruitment
process each participant completes a GENOS EI self-report assessment to provide
ACBPS an understanding of their emotional intelligence. The results of these
assessments suggest that ACBPS could anticipate that participants will:


understand how their feelings may impact upon their decisions and
behaviour;



be able to effectively express how they are feeling and to be able to create
understanding and clarity with those around them;



be skilled in recognising and understanding others’ feelings and therefore to
be able to demonstrate sound listening skills, empathy and care, and to be
able to motivate connect with and engage others;



consider their own and others’ feelings when reasoning and decisionmaking;



be personally resilient, cope with high work demands and stress, take
responsibility for their own behaviour and quickly adapt to changing
situations; and



create a positive working environment for others as they effectively
influence others’ feelings and help people resolve emotional issues.

Underpinning the postpositive ability (Mayer and Salovey 1997), competency
(Goleman 1995) and trait (Bar-On 1997) models of emotional intelligence which aim
to define, measure and apply emotional intelligence in the workplace are a number
of assumptions:


individuals have the ability to understand and use their own emotions and
those of others to achieve successful outcomes (referred to the twodimensional construct throughout this research), and



this natural ability is developed throughout a life-time (the ability model), or
can be developed into a set of through formal learning skills (the
competency and trait models);



emotional intelligence can be defined and measured; and
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this measure, although taken at a point in time is considered to remain
consistent regardless of the context the individual may be experiencing at
the time (referred to as static throughout this research); and



high measures of emotional intelligence are desirable as emotional
intelligence can be correlated to performance and is a positive and desirable
attribute in the workplace.

In answer to the research question: the participants did use emotional intelligence to
achieve their potential. However, not in the way that would have been expected
from the current ability, competency or trait models of emotional intelligence, or
their GENOS EI predictive scores. They use a one-dimensional construct whereby
they understand and use their own emotions to achieve their success. This construct
is contextual to their current life experiences and therefore applied inconsistently in
the workplace. The participants demonstrate that when they are appropriately
motivated they can learn new processes to demonstrate their emotional intelligence,
and if they are significantly challenged or not motivated they can fail to use any
emotionally intelligent processes. The participants also demonstrate that high
emotional intelligence scores do not necessarily align with high work performance as
they use emotional intelligence in a manipulative, negligent and unintelligent way to
achieve their own success at the expense of others; and that low emotional
intelligence scores do not necessarily correlate to poor work performance as they
use emotional intuition or emotional intelligence to achieve individual outcomes as
part of a collegiate.
As this research aimed to explore the manifestation of emotional intelligence in a
work place, the assumptions underpinning the existing models of emotional
intelligence (the ability, competency and trait models) were not challenged. The
phenomenological methodology and un-structured interviews were based on this
construct and considered emotional intelligence from the perspective of the
participants. However, the participant perspectives provide a different view of the
assumptions underpinning the construct of emotional intelligence as it is presented
in the ability, competency and trait models, and these are summarised below:


unexpected and inconsistent behaviour: the participants with the highest
measures of emotional intelligence demonstrate emotionally manipulative
and negligent behaviour, while the participants with the lowest measures of
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emotional intelligence demonstrate emotionally intuitive and emotionally
intelligence behaviour and were the most motivated to improve their
emotional intelligence;


one-dimensional emotional intelligence: the participants use a onedimensional emotional intelligence where they demonstrate a clear ability to
identify and regulate their own emotions, and then reflect this
understanding onto others rather than considering the emotions of others;
and those with the most developed ability to identify and regulate their own
emotions demonstrate the greatest ability to identify and regulate the
emotions of others as they had a greater repertoire of skills to reflect;



impact of new or difficult experiences: emotional intelligence is not static,
and a measurement at one point in time does not reflect how an individual
uses their emotional intelligence, as in new or difficult times when automatic
processes do not work, new processes are learned and added to automatic
processes;



contextual emotional intelligence: the ability of the individuals to use or
demonstrate their emotional intelligence is impacted by their environment;



using emotional intelligence: the participants are emotionally intelligent,
manipulative, negligent, intuitive and unintelligent; and



development of emotional intelligence: when appropriately motivated
participants use their emotional intelligence and learn new ways of doing
things.

Emotional intelligence, as demonstrated by the participants in this study reveals a
one-dimensional emotional intelligence where the participants discuss a selfawareness and understanding of their own emotions that they are then able to
manage and use to achieve their outcomes. If considering the emotions of others it
is done from their own perspective, rather than from the perspective of the other
person, is described as behaviours rather than emotions, and there is almost no
ability to use this information to manage the other person. The two-dimensional
construct of the ability, competency and trait models of emotional intelligence may
be represented as one looking at the other through a transparent window to
appreciate what is on the other side; the one-dimensional construct described by the
participants is best represented as the participants holding a mirror so that their own
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reflection bounces back to them and they remain oblivious to what is behind the
mirror.
There is opportunity to further understand this one-dimensional construct of
emotional intelligence and the impact it may have on recruitment activities that
include emotional intelligence testing to make decisions by considering other
concepts from the literature on emotional intelligence (e.g. empathy) to identify
whether the findings are still relevant. If participants had limited empathy skills, they
would be more likely to consider others through their own frame of reference rather
than from the other frame of reference. It could also be that within the work
environment that various components of emotional intelligence are more important
than the overall idea of emotional intelligence; and that considering emotional
intelligence in a variety of other contexts would shed light on this topic.
It is revealed through the data that emotional intelligence is not a constant ability as
both context and motivation significantly impact on emotional ability. It is possible
for participants to improve their emotional processes to achieve successful outcomes
with the appropriate motivation, and without the motivation it is possible for them
to fail to use any emotional intelligence. Participants demonstrate that significant,
new or difficult experiences impact upon their emotional ability at work. If they are
motivated to succeed they are able to learn new emotional processes to manage
new work situations. They also demonstrate that if the new processes are successful
and achieve desired outcomes, they are willing to improve these processes and
include them in their everyday approach to managing others. While emotional
intelligence is used to achieve potential, it is also used to manipulate and at times it
is not used at all. A different perspective to understanding the context of emotional
intelligence in the workplace is illustrated with these findings, as events external to
the workplace have a significant impact upon the emotional intelligence of the
participants in the workplace.
It can be concluded from the findings of the research that in the work environment,
despite the most extensive testing for emotional intelligence, the correlation
between emotional intelligence and work behaviour is not predictable. A wellrounded group of participants with an equal ability to identify and manage the
emotions of others as well as themselves was predicted by the GENOS EI scores. The
participant data presented participants with a very clear understanding of their
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emotions, how to use this understanding to manage their emotions to achieve their
potential, and who then did not use their emotional intelligence to manage others;
or participants with a lesser understanding of how to use their emotions to achieve
potential and who were willing to learn new processes to change this situation.
The behaviour of the participants did not always align with their GENOS EI scores,
nor was their behaviour always consistent. Events and experiences had a significant
and immediate impact on some participants and a significant and long-term impact
on others. The impact of these events suggests that emotional intelligence is
contextual and that experiences outside the work environment can impact upon
emotional intelligence at the work place, and to the extent that individuals may
develop new emotional processes or fail to demonstrate any emotional processes in
the work place. The participants also demonstrate that with the appropriate
motivation they are able to develop new emotionally intelligent processes to deal
with different or difficult situations, or to impress others. The inconsistent and
unpredictable application of emotional intelligence by the participants demonstrates
that manipulative, negligent and unintelligent emotional intelligence can be used to
achieve individual success at the expense of the collegiate; and that intuitive and
responsible emotional intelligence can be used to achieve individual and collegiate
success.
My contribution to theory, based on this single organisational study, is that
emotional intelligence, when manifested in the workplace by an individual is
inconsistent with the construct defined and described in the postpositive ability
(Mayer and Salovey 1997), competency (Goleman 1995) and trait (Bar-On 1997)
models of emotional intelligence. The assumptions underpinning the postpositive
models are directly challenged by the findings of this research. These challenges
provide the basis for further research to establish exactly what these anomalies
mean to the construct of emotional intelligence as the differences between the
postpositive findings and the interpretivist / constructivist findings are significant.
The postpositive assumptions are of a two-dimensional construct of emotional
intelligence that can be measured in a way that is consistent and independent of
external situations, challenges or issues. The interpretivist / constructivist construct
is a one-dimensional construct of emotional intelligence that is significantly
influenced by external situations, challenges and issues, and which will only be used
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or developed when an individual is appropriately motivated to do so. The
assumption that emotional intelligence is correlated to performance is also
challenged; as is the assumption that emotional intelligence leads to collegiate and
predictable behaviour.
In summary, the phenomenological strategy has revealed a one-dimensional
emotional intelligence worthy of further investigation to more fully understand the
anomalies between the postpositive and the interpretivist / constructivist constructs
and the implications of these anomalies. While the research was conducted with a
small number of participants in an APS environment and was based on an un-tested
interview format, and therefore should be very cautiously applied to larger groups, it
presents a construct of emotional intelligence not considered in the postpositive
conversations as the behaviour of the participants was not as could be expected
from the theory, and the discrepancies in behaviour are significant. This provides an
opportunity to continue the phenomenological research design in different
environments to confirm these findings. The behaviour of the participants also
confirms the importance of context, motivation and development to the full
understanding of the construct and this needs to be more fully understood in the
work context. The research findings also challenge the assumption of a correlation
between emotional intelligence, performance and predictive behaviour in the work
place and raise the importance of providing effective training in the ethical use of
emotional intelligence to motivate individuals to behave in an emotionally intelligent
or intuitive way rather than an emotionally manipulative, negligent or unintelligent
way in the workplace.
The postpositive research underpinning the construct of emotional intelligence
suggests:
We see them as they are, not as we are.
The interpretivist / constructivist paradigm underpinning this research suggests the
construct of emotional intelligence is:
We see them as we are, not as they are.
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Appendix A: Case study – Australian Customs and Border Protection Service
(ACBPS)

The Australian government is a federated system with power shared between the three
(3) levels of government: federal, state and territory, and local. The Federal
Government sets the national direction through policy, providing a range of services,
regulation, collection and spending of revenue, international engagement and national
security. Within this framework, the Australian Public Service (APS) plays a critical role
in supporting the government of the day to carry out its roles and responsibilities on
behalf of the Australian people (Moran 2010). The APS is also a major employer in the
Australian economy with some 160,000 employees with the Department of Human
Services and the Australian Taxation Offices as the largest agencies (Sedgwick 2011).
As the Australian Customs and Border Protection Service (ACBPS) is an agency within the
APS all policies and procedures for the recruitment, selection, management, promotion
and separation of employees must conform to the APS requirements. At the time of
writing, the constitution of ACBPS is defined by the Public Service Act 1999 (the Public
Service Act) and the Customs Act 1901 which specifies the role of the Agency Head in
the recruitment, engagement and classification of public servants within the agency. All
ACBPS employees are bound by the APS Values, and these are reinforced through the
performance management approach required of all agencies by the Australian Public
Service Commission (APSC).
The APS has ongoing and increasing skills gaps (Sedgwick 2010) and APS leaders are
facing challenging times in attempting to deliver to the government of the day (Sedgwick
2011). These challenges are due to an increasing citizen expectation of government; the
pace of technological change; a tightening labour market with increasing completion for
talent; a contested market for high quality and innovative policy ideas and increasing
pressure to deliver in emerging areas; and the very tight timeframes and reduced
staffing and overheads introduced with continual performance improvements required
by funding cuts (Sedgwick 2012). The impact of the skills gaps and leadership challenges
are critical issues to ACBPS in meetings its objectives, and as it faces increasing
challenges to manage Australia’s borders (ACBPS 2007).
The role and subsequent behaviour of ACBPS officers has changed dramatically
throughout the history of the organisation. The role of a Customs Officer in 1800 when
the organisation was established by the Governor of NSW was to manage the flow of
alcohol into the NSW community through the collection of excise fees, and the relevant
officer was provided the opportunity of using the fees collected for the three months
before the quarterly accounting period, thus proving to be very lucrative for the officers
of the day and leading to allegations of corruption (Day 1992). Offices in the
contemporary organisation are still called upon to collect the excise on imported
alcohol, petroleum and tobacco, and they now contribute to the policies influencing
these activities (Burns 2001).

273

The allegations of corruption continue to dog ACBPS today with the arrest of four (4)
officers in 2012 for alleged serious offences related to their work at Sydney Airport
(ACBPS 2013). These arrests, and the associated allegations of corruption, resulted in a
series of new anti-corruption measures, including drug and alcohol testing of all staff;
and the mandatory reporting of any suspected serious, corrupt or criminal conduct
(ACBPS 2013) that impacted upon the Graduates participating in the research. ACBPS
officers are also embroiled in the tension that is inherent in the border protection role
and the restriction of “boat people” into Australia (ACBPS 2007). They are working in an
increasingly complex regulatory environment that relates to drugs and drug precursors,
and the expectations of the community that these illegal substances will be stopped at
our borders (ACBPS 2007).
In 2012, a total of 29.94 million international air and sea passengers were processed,
and a computerised system is being consistently updated and improved to enable the
management of these significant numbers of passengers, and to enable biometric
scanning of individuals (Carmody 2012). The ACBPS today has developed from a small,
disparate and regionalised organisation with corruption at the heart of most activities
(Day 1992, Day 1996), to a key player in the protection of Australia’s borders from
illegitimate trade and travel, and to support legitimate trade and travel while ensuring
collection of border related revenue and trade statistics (ACBPS 2007). The Customs Act
1901 (including amendments up to Act No. 196 of 2012) provides the specific powers
ACBPS will need to meet future challenges:








working ahead of the border to identify and manage risks;
maximising the number of cross border movements where intervention is not
required;
focussing on intelligence;
having non-intrusive technologies and unobtrusive intervention processes;
being flexible and scalable in intervention approaches;
developing global partnerships to manage cross-border flows; and
having a supportive workforce engagement and development model (ACBPS
2007).

By 2015 it is anticipated that ACBPS will be an intelligence-led and risk-based
organisation that is effectively using the intelligence available to minimise the
interventions required in evaluating some 34,152,858 passengers, 3,700,000 sea import
containers 2,700,000 sea export containers, 17,500,000 air cargo consignments,
220,000,000 postal articles and 22,865 arriving ships (ACBPS 2007). In effectively
managing these increasing targets, ACBPS is expected to provide policy advice, develop
policy and maintain firm relationships with all other Australian Intelligence agencies to
provide efficient and effective customer service (ACBPS 2007).
It is into this changing and increasingly publicly scrutinised organisation that the
participants of the embedded, multiple-cases study were recruited. The participants
were from the ACBPS 2012 Graduate Trainee Program which was developed in
accordance with specific APS requirements (MAC5. 2005) that allows for the placement
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of positions outside the normal APS classification structure for the duration of the
program. All other strategic human resource policies and practices applying to the
program will conform to APS requirements in that there will be:



a transparent merit based recruitment process (MAC5. 2005); and
performance management using a process that is transparent, fair, and simple,
reduces the gap between rhetoric and reality, and handles poor performance
(MAC1. 2001).

Participants successfully completing their probation and program are offered a
permanent placement with the agency commencing on the next salary scale (Lutz
2012).
The ACBPS Graduate Trainee Program (the program) is an above-entry level program
aiming to develop the skills and knowledge of the candidates by providing them with an
environment that encourages them to undertake meaningful work while they gather an
understanding of Australia’s border management program and the APS (Lutz 2012) to
facilitate their development as future leaders. The recruitment process included an online application, psychometric testing against behaviours required by ACBPS, an
assessment centre, and individual interviews with candidates being shortlisted at each
stage of the process, and the final stage involved a Top Level security clearance (Lutz
2012). ACBPS seeks graduates from a number of disciplines.
In 2011, a total of nine (9) Graduates were recruited for Central Office in Canberra, with
the prospect of permanent job placements at the end of the third rotation in a central
Office line area. Due to the specialised nature of their requirements the ICT, Legal and
Financial Services Branches had always offered specialised positions that were a part of
the general Graduate Trainee Program. A decision was made to dramatically increase
the program in 2012 to include more than 30 graduates, and this decision coincided with
significant budget reductions and subsequent resource restrictions. The budget
changes drove some Divisions (Intelligence, Border Protection and Control, Cargo, and
Trade and Compliance) to establishing a higher level of control over their budgets and
how many Graduates they would be expected to supervise and eventually provide
permanent placements; other Divisions (Passengers, People and Place, Enforcement and
Investigations) were happy to leave the responsibility for supervision and final
placement to People and Place.
The hasty changes to the 2012 program mean that:




the program policy and supporting instructions and guidelines (I&G) are only
ever produced in draft;
Participant G (who was initially interviewed and eventually excluded from the
research) is inappropriately recruited, and
Divisional and Cross-Divisional streams of Graduates are established.
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Without an approved policy or I&Gs, there is not an agreed process for selecting,
allocating or managing the graduates during the recruitment process and when they
arrive in Canberra. Participant G is not shortlisted after his initial application and online testing, however, one of the Divisions want a candidate with his qualifications, and
as he is the only candidate with these qualifications they over-rule the recruitment
officers. When Participant G is scheduled for his first rotation his supervisor questions
the selection choice, and when the Graduate Team investigate his recruitment data they
discover his GENOS EI results indicate he has a range of EI scores of less than 5/100 and
should never have been offered a place. As his recruitment process is not consistent
with the process completed by the remaining Graduates, he is withdrawn from the
research.
The lack of approved policy or I&G also means there is no process for clarifying
responsibility and accountability for the Graduates when they are offered a placement.
This means that candidates believe they have applied for a generalist graduate program
with a permanent placement anywhere in ACBPS (as was advertised by ACBPS) yet they
receive different letters of offer. While successful candidate security clearances are
being processed ACBPS is still finalising arrangements for the 2012 Graduate Trainee
Program, and some Divisions are more active in this process than others. The proactive
Divisions select candidates before the others, and when letters of offer are sent to these
candidates the offer is for a specific Division. The other Divisions leave the selection to
Corporate, and the successful candidates receive a Cross-Division offer. The Graduate
Team are not certain what the differences might be as the policy and I&G are still not
approved, and the candidates are unaware of the terms of the offers as this is not
clearly documented anywhere. On Day 2 of the induction the Graduate Trainee Team
attempt to explain what has happened and what it means for the different offers:






A Divisional Stream offer means that a Graduate had been recruited to a specific
Division for specific Divisional job roles. They permanently belong to that
Division, and will be placed in that Division at the completion of the program in
February 2013. Rotations during the program will occur within that Division,
unless special arrangements are made for intra-Divisional rotations.
A Cross-Divisional stream offer mean that a Graduate is recruited to undertake
placements within various Divisions across the agency (with the exception of the
Divisions offering Divisional Stream graduates), and will be placed in one of the
Divisions participating in this stream at the completion of the program in
February 2013.
A Cross-Divisional stream Graduate will never in their career be able to obtain a
job in the Divisions recruiting Divisional Graduates unless they are willing to take
a role at base level, (Customs Officer Level 1), with accompanying remuneration
reductions, and work their way up the Division again. A Divisional Graduate will
always be eligible to apply for positions at level and with promotion in the
broader organisation.
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The implications of the different streams are significant for some Graduates as a
restructure is announced in March 2012 that further restricts the options of some, and
the final placements for others are significantly impacted.
Despite the confusion surrounding the 2012 program, ACBPS considers the Graduate
cohort to be the leaders of the future and the investment in the program supports this
consideration. The following table provides a summary of the investment made in an
individual graduate:

Recruitment costs
Relocation costs
Salary Costs

2012 – Graduate
4500
10,000
52300 + 3000 (oncosts)
2125 (funded by P&P
induction)
$9000+
$30,000*

2012 – IT Graduate
4500
10,000
52300 + 3000 (oncosts)
2125 (funded by P&P for
induction)
$9000
N/A

Training Costs
Regional Placement
cost
*Regional placement includes: 13 weeks accommodation, TAA and fares at temporary location

+ CIT Graduate Development Program – Diploma of Government (PSP50104) which includes 11 hours face-toface plus 1 hour individual assessment interviews at the completion of the program. The content of this
program is outlined in Appendix xx

For the ACBPS 2012 Graduate Program, a total of 34 graduates are selected and
allocated throughout the organisation as follows:


Divisional Graduates (27 total):
o 9 – Intelligence
o 1 – ICT
o 2 – Legal (will be supported through the Practicing Certificate)
o 1 – Financial Services (Certified Practicing Accountant)
o 2 – Border Protection & Control
o 2 – Cargo
o 10 – Trade and Compliance



Cross Divisional Graduates (6 total):
o 2 – Passengers
o 3 – People and Place
o 1 – Enforcement and Investigations

The successful Graduates commence in ACBPS on 9 February 2012 with a three-day
compulsory induction. They are introduced to their supervisor during this induction
phase and then spend three (3) weeks on-the-job. They are recalled to complete a
further two (2) day induction. During the induction the Graduates are introduced to the
most senior people in the organisation, and are invited to participate in this research.
The program also includes a compulsory development program that includes training at
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CIT and through APSC as well as specialised development opportunities provided by
their Divisions.
During the induction recall, a restructure of the agency required to manage a significant
budget cut to the agency, is announced. The new structure reduces the number of
Divisions and Branches in the organisation to reflect a reduction in Senior Executive Staff
(SES) numbers and the subsequent reduction in required staff. Figure 28: ACBPS
structure at March 2012 illustrates the change to the structure:

Figure 28: ACBPS organisational structure at March 2012 (Bridger 2012)

Graduates targeted by the Cargo, and Trade and Compliance Divisions that are separate
entities prior to March 2012, are now included in the Border Management Division and
this broadens their access while those in Border Protection Command are moved from
the broader Border Enforcement to a more corporate Division.
The program includes a formal performance management process that, aligned with the
Public Service Act and the Australian Government Employment Bargaining Framework,
provides for an effective performance management system to guide salary movement as
well as employee development. The systems implemented by agencies should be:





consistent with the APS Values;
ensure organisational capacity, flexibility and responsiveness;
aim to develop a culture of achievement and planning to deliver on intended
priorities; and
establish a fair and open performance management system (MAC1. 2003).
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The policy implemented within ACBPS at the time of the research, while under review,
aims to deliver a high performance culture by ensuring all employees have a
performance development plan that has been developed:


in consultation with their manager, and included:
o achievable goals and individualised activities to improve individual
performance; and
o manager and organisational commitment to these goals and activities,
and if appropriate:
 aimed to enable the employee to reach to higher levels in the
organisation; and represented manager and organisational
dedication to individual development (Lutz 2010, Lutz 2010).

The policy also stated that ACBPS expects a “high performance culture … the following
attributes contribute to a high performance culture:











individual and work area objectives are clearly defined and directly related to
corporate priorities;
performance is regularly measured and assessed;
individual and teams continually seek to maximise their performance and to
improve their work outputs;
employees are recognised for good performance and appropriately rewarded;
Customs and Border Protection employees behaviour in a manner that is at all
times professional and ethical and in accordance with the APS Values and Code
of Conduct;
Regular constructive feedback is provided by all managers and employees to
help improve performance;
Workplace relations are characterised by a high level of mutual trust;
Performance management strategies, activities and tool are see by employees to
be credible, useful, fair and transparent; and
Performance issues such as underperformance or absenteeism are effectively
managed” (Lutz 2010 p 3).

The 2012 Graduate Trainees should complete a formal probation discussion at the
conclusion of each rotation that dovetails into the performance management system.
Therefore they should touch the performance management principles and practices at
the commencement and completion of each of their rotations. Prior to the
commencement of a rotation a nominating supervisor is required to complete a Work
Placement Proposal and discuss this with the Graduate. The responsibilities of a
supervisor are to provide meaningful and challenging work that is aligned to the
competencies of the Graduate, and to arrange the work program so that the Graduate is
able to attend all elements of the off-the-job training program. The supervisor is also
expected to provide comment to the Graduate regarding their demonstrated
competence during the rotation and to be actively involved in workplace assessments
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and the provision of constructive feedback (Lutz 2012, Lutz 2012). A number of issues
highlighted by the Graduates during their program are addressed the following year by
reverting to the smaller program:






No clear projects at the workplace (for rotations or for final placements);
Inconsistent and non-existent supervision;
Confusion between the Divisional/ Cross Divisional allocations;
CIT program did not meet expectations; and
Promises made during recruitment process were not met.

The Graduate Program is changed in 2013, and reverts to the 2011 approach – a small
number of candidates (maximum of 8) are selected for a program facilitated and funded
by the Corporate Division. The Graduates are specialist candidates (with a focus on IT
specialisations) and are recruited for specialist roles.
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Appendix B: ACBPS Graduate Trainee Program Instructions and Guidelines
(DRAFT)
Australian Customs and Border Protection Service
Graduate Trainee Program 2012
This document has been compiled from draft documents provided to the researcher
and to the knowledge of the researcher, a final document was never agreed by ACBPS.

Published Date: March 2012
Availability:
Subject:

Internal
Graduate Trainee Program

Purpose:

This document outlines the aims, roles, responsibilities
and general administrative principles relating to the
Australian Customs and Border Protection Service
(Customs and Border Protection) Graduate Trainee
Program

Owner:

National Director People and Place

Category:

People (P)

Contact:

Learning and Development

Purpose
This Instruction and Guideline (I&G) applies to all employees of Customs and Border
Protection participating in the Graduate Trainee Program (the Program) and outlines the
aim, structure, roles and general administrative processes of the Program.
Introduction
The Program is an entry level development program aimed at building the capability of
Customs and Border Protection and developing Graduates’ knowledge and skills within
the Australian Public Service (APS) environment. In particular:



Customs and Border Protection recruits tertiary-qualified staff as Graduate
employees for the Program.
The Program lies within the responsibilities of People Strategy and National
People Services Branch, People and Place Division (P&P). The day-to-day
administration and co-ordination of the Program is the responsibility of the
Graduate Coordination Team.
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The Program Sponsor is the Chief Executive Officer.

Program Aims & Overview
The aims of the Program are to:



attract, recruit, develop and deploy high performing Graduates with the
right capabilities and behaviours to progress their career through the
agency and fulfil future workforce requirements; and
establish and maintain an environment that encourages Graduates’ to
prosper, including the opportunities to undertake meaningful work and
gather a wider understanding of Australia’s border management system
and the APS.

The Customs and Border Protection Graduate Trainee Program integrates with CIT
Solutions in the delivery of training specifically designed for Customs and Border
Protection Graduates. Graduates also attend the graduate event series run by the
APSC.
Graduate Program
Eligibility
To be eligible to apply, Graduates must fulfil the following requirements
(collectively):







Citizenship – Entrants must be Australian citizens.
Formal qualifications – The minimum requirement for Customs and Border
Protection Graduate Trainees is a Bachelor Degree from an Australian
University, or an equivalent overseas qualification recognised by the
National Office of Overseas Skills Recognition (NOOSR). It is the
responsibility of the Graduate to have overseas qualifications assessed prior
to applying for engagement as a Customs and Border Protection Graduate
Trainee. Customs and Border Protection recruits Graduates from across all
disciplines including commerce, economics, finance, business, accounting,
information technology and human resource management / industrial
relations.
Character and security clearances – Entrants must obtain and retain the
required level of character and security clearance prior to commencement
of the Graduate Trainee Program and advise the Regional Security Adviser
of any change in circumstance. The minimum level of security clearance for
Customs and Border Protection Graduate Trainees is Secret.
Health Standards – Entrants must meet the required health standard for the
performance of the duties of an assignment, or in-training period. The
Chief Executive Officer may set additional requirements for specified roles.
Graduate Trainees must undergo a medical examination by a
Commonwealth Medical Officer prior to commencing the program. This
will be organised by Customs and Border Protection recruitment section in
consultation with the Graduate Trainee.
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Recruitment and selection process
The recruitment and selection process for the Program will consist of:






candidates to complete an online application form outlining their suitability
to participate in the Program;
recruiting team to conduct an assessment of candidates applications;
selected candidates to attend psychometric testing to assess their
behaviours against the Customs and Border Protection key criteria;
selected candidates to attend a Customs and Border Protection assessment
centre – for a combination of group and individual assessments; and
recruiting team to interview candidates deemed to be suitable for the
Program.

Selected candidates are recruited to either:



a specific Division within the Divisional stream; or
a generic graduate position within the Cross-divisional stream.

Program Structure
The Program will commence in February with a Customs and Border Protection
induction. The Program is 12 months in length and includes formal face to face
training days, on-line training, assessment activities, on-the-job learning and
mentoring and the completion of a business case research. The program will
commentate with a formal business case presentation and an awards ceremony
upon successful completion of the program and all assessment requirements.
Graduate Trainees will advance to the CL2 positions in the agency on successful
completion of all aspects of the Program.
The 2012 Program operates with two streams:



Divisional Stream
Cross-Divisional Stream.

People and Place (P&P) works together with Divisions through Divisional Coordinators to ensure the program success. Service level agreements have been
signed with each Division which outline the specific arrangements that apply under
this program.
Divisional Stream
Graduates in this stream are recruited to a specific division for specific Divisional job
roles. These graduates permanently belong to that Division and will be placed in
that Division on completion of the graduate program in 2013. Rotations through the
program could occur within the Division or in other Divisions. National people
services will assist with the rotation process when needed.
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Cross-divisional stream
Graduates in this stream are recruited generally to undertake placements within
various Divisions across the agency. These graduates will be offered a permanent
position in one of the Divisions participating in this stream upon completion of the
Graduate Program in 2013. Rotations throughout the program will occur across
Divisions. National People Services will coordinate this process.
Induction
The Program includes a one week Customs and Border Protection in-house
induction in Canberra, spread across the first 6 weeks of the Program, covering a
range of relevant topics.
Formal Training
As part of the customs and Border Protection Graduate Program, Graduates will
complete, through CIT Solutions:




Diploma of Government; or
Diploma of Intelligence Analysis (Intelligence and Targeting Division
Graduate Trainees only); and
Emotional Intelligence and Winning That Job workshops.

The Diploma courses and workshops will provide graduates with a sound
understanding of the public sector, including:





the legislative frameworks, operational environment and the issues and
challenges facing the contemporary APS;
the skills and knowledge to operate effectively in the APS;
a foundation for development as future APS managers and leaders;
participation in a research which will result in each Graduate making
recommendations for how a work area can better meet Customs and
Border Protection’s strategic goals.

The Diploma of Intelligence Analysis course will also provide specific skills to staff
operating as Intelligence Analysts, researchers and information officers operating in
the Intelligence and Targeting field.
Graduates will also attend the Graduate Event series run by the APSC.
Work Placements
The Program consists of three structured rotational work placements. Work
placements will range depending on the Division the Graduate Trainee is located in.
A work placement can be based in Canberra or in a regional office and can cover a
wide range of duties including:


co-ordinating under supervision projects that require research and analysis;
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operational duties associated with particular functions of a work area;
preparing reports;
contributing to review and development of policy, guidelines and
procedures;
providing administrative assistance to a work area; and
organising and co-ordinating conferences, meetings and workshops.

National People Services will co-ordinate the identification and allocation of work
placements, together with Divisional Co-ordinators, where needed.
A Customs Graduate Trainee Program Placement Proposal is to be completed for
each work placement. This is to be signed by the proposed supervisor of the
Graduate and Divisional Co-ordinator before submitting it to the Graduate Coordinator. If the proposal is deemed not suitable for the Graduate, a rotation in
another work area may be sought. A copy of the Placement Proposal should be
discussed with and provided to the Graduate at the start of the placement. The
Placement Proposal will be the foundation for the performance management report
that is completed after each rotation.
Completion of the Program
There are three key requirements which all Graduates must meet to successfully
complete the Program:
1. Successful completion of probation requirements – Graduates must meet
the agency’s probationary requirements and successfully complete a twelve
month probation period, engaging in probationary discussions with their
work placement Supervisors. A Probation Report will be completed for each
of the three rotations.
2. Graduates are required to successfully complete the CIT Solutions Diploma
of Government or Diploma of Intelligence Analysis qualifications. Formal
assessment will be managed by the CIT Solutions, with input from
Supervisors. Assessment is carried out on an ongoing basis throughout the
entire Program.
3. Graduates must maintain the essential qualifications for continued
employment, including Security Clearance at the minimum level of Negative
Vetting 1, Customs and Border Protection medical standards and Australian
citizenship.
It is a requirement of the Graduate’s ongoing employment that they successfully
complete the Program. Graduates who do not fulfil the requirements as listed
above may have their employment terminated. Upon completion of the Program,
Graduate Trainees will be advanced to a CL2 position in Customs and Border
Protection.
Salary
Upon commencement of the Program, Graduates will be ongoing Customs Trainee
Graduates with a salary in accordance with the current Customs and Border
Protection Enterprise Agreement. Upon successful completion of the Program,
Graduates will advance to a Customs and Border Protection Level 2 position with a
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salary in accordance with the Agreement and payable at the bottom of the range for
that classification.
Employment Terms and Conditions
The terms and conditions of employment applying to all staff in Customs and Border
Protection are contained in the Enterprise Agreement.
Applying for Customs and Border Protection positions
Graduate Trainees have been employed by Customs and Border Protection to
perform the role of a graduate trainee for a period of 12 months. Graduate trainees
are not eligible to apply for positions advertised internally during this 12 month
period. If a Graduate Trainee successfully applies for an external position, they must
discuss and negotiate a release date with the Graduate Co-ordinator. The release
date will be negotiated to allow the Graduate Trainee to complete all components
of the Program.
Where a Graduate Trainee is promoted within Customs and Border Protection
during the final work placement, People and Place and the relevant work areas will
consider providing the Graduate Trainee with the opportunity of finalising any
outstanding assessment and participating in the graduation ceremony.
Program Stakeholders’ roles and responsibilities
Program Sponsor
The Chief Executive Officer is the Program Sponsor. The role of the Sponsor is to
positively promote the Program among Senior Executives and line areas.
Graduate Trainees
Graduates must be proactive in identifying and acting upon development needs, and
seek assistance from their Supervisor, Divisional Co-ordinators and the People and
Place Graduate Co-ordinator when required. Graduate Trainees are expected to:
 make the necessary commitment to successfully complete the program;
 attend and participate in all scheduled training and development activities;
 maintain an active involvement in the assessment process;
 accept each work placement as an opportunity to learn, gain experience
and develop skills and knowledge;
 discuss work issues with Supervisors and / or Divisional Co-ordinators; and
 contact the Graduate Co-ordinator to discuss issues that Supervisors are
unable to resolve.
Supervisors
Supervisors have a vital role in the development of Graduates, especially in
providing assistance and guidance. In order to provide the appropriate level of
assistance, Supervisors in Central Office should be Customs Level 4 or above. In
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Regional Offices, Supervisors should be Customs Level 3 or above. In particular they
are expected to:














provide a copy of the Work Placement Proposal and discuss with the
Graduate Trainee their expectations at the beginning of each placement
and for the duration of the placement;
ensure the Graduate Trainee has access to a work station at the start of the
placement;
explain the structure of the work area – including: introducing the Graduate
to all staff in the local area, including group heads, and section heads; give
an overview of local practices and protocols;
provide meaningful and challenging work for the Graduate, aligned to the
required Graduate Trainee competencies;
arrange the work program so that the Graduate Trainee is able to attend all
elements of the off-the-job training program;
provide opportunities for the Graduate’s development within the work
area;
provide on-going comments in relation to the demonstration of
competence by Graduates in the workplace;
be actively involved in the workplace assessment process during the work
placements;
allow the Graduate time to participate in the research where required;
explain current issues affecting the work area;
provide regular constructive feedback;
contact Divisional Co-ordinators and People and Place with any problems
with work performance; and
complete probation reports and submit a signed copy (by both supervisor
and graduate) to the Graduate Co-ordinator before the end of each
placement (before the Graduate leaves the work area).

Divisional Co-ordinators
The specific responsibilities for the Divisional Co-ordinators are defined in each
Division Service Level Agreement. They typically include:







work with the Graduate Co-ordinator in the identification and allocation of
graduate placements, including the preparation of Placement Proposals;
maintain regular contact with the Graduate Trainees;
ensure release of Graduate Trainees to attend program training, workshops
and other arranged development activities;
liaise with Graduate Trainee supervisors to ensure challenging work at the
appropriate level is available for graduates;
advise People and Place of personnel decisions;
identify and co-ordinate permanent CL2 positions to take effect from 6
February 2013.
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People and Place – Graduate Co-ordinator
The Graduate Co-ordinator manages the administration, planning and co-ordination
of the program in consultation with the Director, National People Services. Specific
responsibilities include:














consult with Workforce Planning and Recruitment throughout the
recruitment process;
manage travel and accommodation for Graduates on commencement with
Customs and Border Protection, and for regional placements;
arrange work placements in consultation with Divisional Co-ordinators;
facilitate induction;
provide on-going support and advice to participants and work areas;
monitor Graduate work placements to ensure that Graduates, Supervisors
and Divisional Co-ordinators are fulfilling their responsibilities to the
Program;
provide feedback to Senior Management on progress;
manage program evaluation and improvement;
facilitate the formal training program;
manage contract(s) with external training provider(s);
evaluate the training component of the Program;
facilitate graduation; and
facilitate the mentor system.

Mentors
Graduate Trainees may be allocated a Mentor (these are typically a CL5 officer).
The Mentor and the Graduate need to agree from the commencement of their
relationship the type of advice, guidance, support and time the Mentor is able to
offer. It may include:





act as a guide, advisor and counsellor to the Graduate at various stages
throughout the year;
support the Graduate’s transition into line areas
assist the Graduate to clarify their career expectations; and
provide feedback that is constructive and encouraging.

It is crucial that both the Mentor and the Graduate agree to maintain each other’s
confidentiality.
Approval
Approved on
Approved by:

2012
National Manager People and Place

(Adapted from the draft Customs and Border Protection Services Graduate Trainee Program Instructions and
Guidelines provided to the researcher in March 2012. To the best knowledge of the researcher, this
document was never formally approved by ACBPS).
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Appendix C: Participant recruitment and consent
Information sheet for potential research participants
As you may be aware, the Australian Public Service (APS) is experiencing a skills shortage. Many
APS agencies invest considerable resources into the development and retention of high potential
employees, and there are times when, despite a promising start, these employees don’t develop
to their anticipated potential.
High potential employees are considered to be “someone with the ability, engagement, and
aspiration to rise to and succeed in more senior, critical positions”. This suggests that successful
employees have something more than cognitive intelligence that leads to their success. Perhaps
it is the concept of emotional intelligence: the ability perceive, understand, manage and use
one’s own emotions and those of others.
This research seeks to understand how high potential employees use and apply emotional
intelligence to achieve success. Among the issues that will be explored will be the understanding
of success, expectations for your first year as a graduate, and what techniques you use to
“manage” your way through the trials, tribulations and successes of your first year as a graduate.
The successes you achieve are as described by you, rather than as prescribed by your
organisation.
Benefits:
Participating in this research will benefit you as an individual as it will help you evaluate your
understanding of success and how you are able to achieve your success. It will benefit future
graduates as ACBPS will be able to include the learnings into their program to help ensure all
graduates commence with sufficient understanding of their own success to be able to achieve it.
Participant Role:
Ten to 15 participants will be asked to participate in a series of in-depth interviews that will be
scheduled for the beginning of the program and at the conclusion of each of your rotations. It is
anticipated that each interview will take about 1 ½ hours and the interview will focus on
exploring your success within your rotation.
Data Storage:
If you have participated in an interview, and you wish to read a transcript of the interview, it will
be sent to you for your agreement. The data will then be stored in Word documents for me to
analyse the data. The interview will not be linked with your name in the computer and any name
identifiers will be removed. The storage will be on a computer hard-drive, not on a network, and
only I will have access to the data which will be stored for five (5) years prior to being destroyed.
Any publications that arise from this research will have no names or other identifies within them.
Support:
It is not envisaged that any of the subjects being discussed will cause you any personal
discomfort. However, if you do feel the need to talk to someone about any of the issues raised
after a meeting, please contact your Employee Assistance Program. This proposal has been
considered and approved by the University of Canberra Ethics Committee, and if you wish to
discuss this research or gain further information, please contact either:
Linda Dewey
PhD Candidate
University of Canberra
l.dewey@student.canberra.edu.au
M: 0418 496 773

Deborah Blackman
Associate Professor in Management
University of Canberra
Deborah.blackman@canberra.edu.au
T: (02) 6201 5076
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CONSENT FORM

I have read the Information Sheet relation to the High Potential Employees,
Achievement of Potential and Emotional Intelligence – what is the relationship?
research and understand my rights in relation to my participation.
I agree to participate in this research by:


Participating in the interviews

Signed

Name

Date

Contact Information:

Email:
_____________________________________________________________________
Telephone:
_________________________________________________________________

Note: this study has been approved by the University of Canberra Human Ethics
Committee. If you have any complaints or reservations about the ethical conduct of this
research, please use the guidelines on the following sheet.
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CONTACTS FOR INFORMATION ON THE RESEARCH
AND INDEPENDENT COMPLAINTS PROCEDURE
The following study has been reviewed and approved by the Committee for Ethics in
Human Research:
Research title: High Potential Employees, Achievement of Potential and Emotional
Intelligence – what is the relationship?
Research number: 08-39

Principal Researcher: Ms Linda Dewey

As a participant, or potential participant in research, you will have received written
information about the research. If you have questions or problems which are not
answered in the information you have been given, you should consult the researcher or,
if the researcher is a student, the research supervisor. For this research, the appropriate
people are:
Principal Researcher:
Contact Details:
Mobile Phone:

Linda Dewey
l.dewey@student.canberra.edu.au
0418 496 773

Research Supervisor:
Contact details:
Telephone:

Deborah Blackman
Deborah.blackman@canberra.edu.au
02 6201 5076

If you wish to discuss with an independent person a complaint relating to:
 Conduct of the research, or
 Your rights as a participant, or
 University policy on research involving human participants,
You should contact the Secretary of the University Research Committee
Telephone: 02 6201 2884, University of Canberra, ACT, 2601

Providing research participants with this information is a requirement of the National
Health and Medical Research Council National Statement on Ethical Conduct in Research
Involving Humans, which applies to all research with human participants conducted in
Australia. Further information on University of Canberra research policy is available in
University of Canberra Guidelines for Responsible Practice in Research and Dealing with
Problems of Research Misconduct and the Committee for Ethics in Human Research
Human Ethics Manual. These documents are available from the Research Office at the
above address or on the University’s web site at:
http://www.canberra.edu.au/secretariat/respprac.html (Research Guidelines)
http://www.canberra.edu.au/secretariat/ethics/human_ethics/manual.html (Human
Ethics Manual)
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Appendix D: Interview protocol – introductions (20-26 February 2012)

Introductions:
 Introduce self
 Introduce graduate
 Review explanatory information and confirm graduate wishes to proceed (copy
of consent form)
 Confirm interview will be taped, transcribed and used later in the research
 Confirm will be taking notes to jog memory and help keep interview on track
 Will be developing a persona from the information gained today. This is a way
of visually presenting the general information that we share
 Will not be including any specifics about examples etc. that we discuss. Will not
use correct names or Divisions or operations in research
 Interviewing 12 graduates for this research
 Any questions?
Demographic Information:
 Ask each participant the following questions:
 Graduate Name
 Originating location
 Degree and University
 When did you graduate
 Why did you select the degree
 Why did you select Customs for your Graduate Program
 If this program is a success for you, what will you have achieved in your
program:
o Career
o Development
o Personal
Conclusion:
 Transcribing interviews is happening over the next month – do you wish to
review?
 Any additional questions?
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Appendix E: Interview protocol – interview 1 (14-20 May 2012)
Introductions:
 Confirm interview will be taped, transcribed and used later in the research
 Confirm will be taking notes to jog memory and help keep interview on track
 Will be transcribing information from today, and participant can have a copy if
they wish
 Will not be including any specifics about examples etc. that we discuss. Will not
use correct names or Divisions or operations in research
 Any questions?
Guiding Question:
As per my email to you last week, I wish to explore an experience where you have been
really successful and one you found difficult. What comes to mind when you think
about the experience?
For all of the interviews, the Consolidated Model of Emotional Intelligence is the guiding
framework. Should an interview begin to wander, or become stuck in one place, use the
following interview guide to identify what the specific issue is under discussion and
move forward by making a question from the relevant statement.

Conclusion:
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Appendix F: Interview protocol – interview 2 (5-11 November 2012)
Introductions:
 Review explanatory information and confirm graduate wishes to proceed (copy
of consent form)
 Confirm interview will be taped, transcribed and used later in the research
 Confirm will be taking notes to jog memory and help keep interview on track
 Will be transcribing information from today, and graduate can have a copy if
they wish
 Will not be including any specifics about examples etc. that we discuss. Will not
use correct names or Divisions or operations in research
 Any questions?
Guiding Question:
I wish to talk to you about 2 issues today:
 Your perception of your performance and how this aligns with that of your
supervisor, and
 Your perception of your supervisor/s and their behaviour; and how this
influences/impacts upon your performance.
What went through your mind when you were invited to your performance discussion?
For all of the interviews, the Consolidated model of emotional intelligence is the guiding
framework. Should an interview begin to wander, or become stuck in one place, use the
interview framework to identify what the specific issue is under discussion and move
forward by making a question from the relevant statement.

Conclusion:
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Appendix G: Interview protocol – interview 3 (21-27 January 2013)
Introductions:
 Review explanatory information and confirm graduate wishes to proceed (copy
of consent form)
 Confirm interview will be taped, transcribed and used later in the research
 Confirm will be taking notes to jog memory and help keep interview on track
 Will by transcribing the information and participant may have a copy if they wish
 Will not be including any specifics about examples etc. that we discuss. Will not
use correct names or Divisions or operations in research
 Any questions?
Guiding Question:
I have asked you to think about the greatest challenge you have experienced during your
program. What comes to mind when you think about this?
For all of the interviews, the Consolidated model of emotional intelligence is the guiding
framework. Should an interview begin to wander, or become stuck in one place, use the
framework to identify what the specific issue is under discussion and move forward by
making a question from the relevant statement.

Conclusion:

299

Appendix H: Interview transcription
The following provides an example of an original transcript, coded for the first time
using the consolidated model of emotional intelligence. For ease of coding, the
following colours align with the consolidated model of emotional intelligence7. Parts of
the transcript not relevant to the research were removed, and the names of individuals,
ACBPS references or specific operational activities are redacted.
Interviewer

So you were in XX?

Interviewee

Yes.

Interviewer

How did XX go?

Interviewee

XX was good. XX was fun.

Interviewer

I thought you’d enjoy yourself...

Interviewee

Yeah, I was surprised.

Interviewer

...but I didn’t want to say too much before you got there.

Interviewee

Yeah, when I was at CIT we had an emotional intelligence workshop
and I basically got told by the facilitator that I was going to die going
into an XX area, before I went down to XX.

Interviewer

Really? Why?

Interviewee

Yeah. I am not a very touchy, feely person and...

Interviewer

But I don’t think XX is touchy, feely. It’s not really.

Interviewee

I don’t think it should be but, yeah, I think it is a little bit. Down in XX
one of my first things that (name) gave me was to do a little tool kit
for the trainer, if the trainees are having performance management
issues, if they’re mucking up in class or whatever. And it was
basically to say, “These are the options that may be available to you,

7

For ease of reading, the following colour key is used to present data against the Consolidated
model of emotional intelligence:
 Self-Awareness: skill of perceiving and appreciating one’s own emotions
 Awareness of Others: being able to perceive and appreciate what is happening for
others by interpreting both verbal and non-verbal cues
 Identification and Differentiation: able to identify an emotion and differentiate it from
others
 Empathy: ability to comprehend another’s feelings and to re-experience them oneself
 Self-Regulation: being open to one’s feelings and being able to manage these
 Motivating: ability to reflectively monitor the emotion in others
 Resilience: ability to remain optimistic and resourceful, even in the face of adversity
 Conflict Resolution: ability to understand and manage the underlying feelings of others
and to use this to manage disputing parties
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you can pick and choose and this is the due process that you 100%
need to follow,” blah, blah, blah. And I completely ignored the
support options, I suppose, that (name) picked me up on. She said,
“Yeah, it’s great, you’ve got all the disciplinary options that you can
follow, but you didn’t ask them why are they behaving like that? Are
they having problems at home? Are they absent because they’re
having issues at home that they need to discuss?” Or whatever else.
Yeah, it’s not my personality to follow those sorts of things. But,
yeah, I think I did all right in the end, considering.
Interviewer

But I don’t think that’s a personality thing, that’s about knowing that
what is happening to somebody in this work box is not an isolated
thing. There are actually a whole lot of other things that feed into
that work box. So I don’t think that’s about personality, that’s just
about understanding what fits into that box. You’re not isolated.
When you come to work many people think that this is what you do,
you don’t take your brain off, your hat off, all your family off...

Interviewee

And put a new one on, yeah.

Interviewer

... leave them outside and put a new lot on and come in and do what
you need to do. Same as when you go home you don’t take all that
work crap off and leave it in the office...

Interviewee

Yeah, absolutely.

Interviewer

...and put your old personality back on out in the front courtyard.
Both move both ways. So that’s really just a little bit about knowing
how to use some of that, rather than...

Interviewee

Yeah. And I think that’s the conclusion I came to down there. (name)
was good for – I don’t know if she intended to or not, but sort of
quietly guiding me in that direction. I think before I probably had a
bit of a chip on my shoulder and was quite callous about stuff like
that, because I come from the perspective of I assume people will
exploit that if you give that to them. So I think (name) was quite
good in guiding me towards that and considering that those issues do
need to be touched on, even if I don’t necessarily touch on it in the
way that they currently do it, I suppose.

Interviewer

And touching on it and asking someone, like I asked you about your
wife at one point in time, didn’t mean I was going to take any sob
story about that, and it doesn’t necessarily mean I’m going to cut you
any slack. It just means I can understand that there’s something else.
So it’s not necessarily – when you say people are going to take
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advantage of it, asking you about it doesn’t actually, if you do that
well, give you any room to take advantage of it.
Interviewee

Exactly.

Interviewer

And if all this stuff is going to stop you doing the job, I actually have
to have that line. So it isn’t necessarily – that’s why I say I don’t think
XX is touchy, feely, I think XX is actually really quite tough.

Interviewee

Yeah. No, I can see that point of view as well, yeah. It’s interesting
though, but...

Interviewer

(name) is just a very gentle person.

Interviewee

(name)’s crazy positive.

Interviewer

She’s good, isn’t she?

Interviewee

It was ridiculous.

Interviewer

I knew when you went you’d have a good time.

Interviewee

Yeah. (name) was good. (name) was really good. It was a great
team down there so I enjoyed it. But, yeah, it’s good to be back in
Canberra after four months down there.

Interviewer

Did you both go, or just you?

Interviewee

No, just me. I flew my wife down maybe once every fortnight or so.

Interviewer

And you came back every other?

Interviewee

No, no. I just, yeah, figured it was easier to give her a little bit of a
holiday rather than me come back to Canberra where there’s nothing
for either of us to do here. So she was the one who was coming
down to XX most of the time.

Interviewer

Is she working up here?

Interviewee

Yeah, yeah, which is what made it so hard. But, yeah, it is what it is,
just get through it. What do you do? It’s only four months of your
life. So, yeah.

Interviewer

So what was the best thing that happened down there?

Interviewee

As far as the best thing I would probably say what I was speaking
about before, which was just maybe moving me a little bit more – I
guess allowing me to have the time to crystallise what I think XX, or
that particular part of XX, is about. When I was at (name) it was very
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much about, “There is a line. I don’t care about your personal life. I
don’t care about the external.” And exactly what you said, just slap
on a new had and you do your job. But then the flip side to that is,
“Well, I can still call someone after hours and I don’t accept any
excuses – I’ve got my family hat on.” So I think it was just allowing
me to come to that realisation at my own pace, I suppose, that, yeah,
it’s not as bad as what I thought it would be and that you can be nice
without – you can be nice and you can cut people slack. Yeah, you
don’t have to be a prick about it.
Interviewer

And you can also be firm.

Interviewee

Yeah, exactly. So I quite enjoyed that aspect of it. I also – we had our
CIT research on the go while I was there as well and I had a ton of
issues with my group in trying to get them to actually deliver the
product.

Interviewer

What was your research?

Interviewee

We had to write a report on change management strategy, so we did
ours on the (name). So, yeah, I had a ton of problems with just
getting people to do the work and to do it to the standard that I
thought was expected or required. And (name) was really good again
in just talking through different approaches and, “Have you
considered talking to them this way? Have you considered
motivating this way?”

Interviewer

So what sort of things did you do? Give me some...

Interviewee

I started off saying – being honest with them and saying, “Guys, I’m
happy to take control of most of this and I’ll set up a system where
we don’t need to talk to each other, we can just do our separate
pieces and on this date we can come back and give everything to me
and I’ll just put it all together and everything will be hunky dory.”
And I pointed out that we need to keep communicating because if we
don’t then that system falls apart. So we all stopped communicating
and it was just me sending out emails trying to arrange phone calls
and video conferences that just never eventuated because they
couldn’t get their shit together.
So I went from doing that to trying to just write it on my own and cut
them out.

Interviewer

Do you know why they couldn’t get their shit together?

Interviewee

I have my personal opinion, I don’t have a professional one.
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Interviewer

Well, go on, tell me what you reckon was happening for them?

Interviewee

My group – obviously this is like...

Interviewer

Yeah, you don’t have to tell me their names, so I don’t actually even
know who you’re talking about. I might be able to guess.

Interviewee

Yeah. I had a couple of issues with one of the members who just
couldn’t get their head around the concept of research and then
analysis. Their idea of doing the work was to send me links to
information and they legitimately believed that was...

Interviewer

I see, that was all he had to do.

Interviewee

That was all they had to do. So it was then going back, “No, thank
you for your input but you then need to read that research and then
put that into an analytical piece and then write that piece on a piece
of paper.”

Interviewer

Tell me what about that research is relevant to the research.

Interviewee

Yeah, exactly. And then my other member, the concept of a deadline
just doesn’t seem to exist in their mind. And (name and name), the
managers down there, they were the ones that just kept hitting me
with different avenues to approach. And, to be honest, none of them
worked. We got there in the end, but I think it was good for me just
to try those different approaches and see how they could potentially
work.
And (name) was actually really good, he pointed out that some
people have – they like to – you get a research and some people like
to do it right away and then have three weeks of, I don’t know,
cruising until the deadline and they’re happy because they’ve
prepared it all. It’s good to go, it’s just sitting there waiting to be
submitted. Other people like to cruise for that first three weeks and
then panic at the end and do it. At the end of the day, the result’s
the same, you still submit it by the deadline and it still passes.
Another thing he said was that at some point you’re going to be put
in a group where you might have more knowledge and you might
have more ability than your colleagues, but sometimes it’s better to
take a backseat and have the research potentially not get as good a
mark as you would like. But if you see that they’re getting some sort
of learning development out of it then really the research has
succeeded.
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That’s the approach I used in the end. I stopped caring about
whether we passed or failed and took a punt that no one would fail.
Interviewer

You’re probably right.

Interviewee

Yeah, probably right. And, yeah, I just hope that they got a bit of
value in learning, for example, the member that I was talking about
that didn’t know how to analyse stuff, hopefully that member
realised how to – what they needed to do to put a document
together that could be of value.

Interviewer

What was happening for you emotionally through all of that, because
you wanted to do really well, didn’t you?

Interviewee

It’s not about me doing well, it’s about if you agree to a deadline you
stick to it. To me that’s reputation and your word and...

Interviewer

That’s right.

Interviewee

Yeah. I would hate myself if I ever slipped up and let that go. And if
I’m not going to be able to meet that, I let someone know, I just don’t
stop communicating. That’s not valid for me. So the first few times,
yeah, you write it off, “All right, they’ve got stuff on and they’re busy
and whatever else.” But then you see that pattern emerging and
then – emotionally the first thing I do is I probably lose respect for
them and then I became incredibly frustrated and annoyed. And
then it became about me managing that emotion and just wanting to
strong arm them into getting a result and then somehow using that
or funnelling that into a more productive way.
I tend to be – a lot of the time what motivates me is anger. So
personally I think that works. No one else thinks that work, but for
me, being angry about something is a motivator for me to get
something done. So it’s hard for me to reconcile that with then a
situation that makes me angry, but then having to take the anger out
of that situation somehow. Have a logical way to objectively get the
result, if that makes sense.

Interviewer

I think so.

Interviewee

Yeah.

Interviewer

It’s something about removing the anger. You use the anger to
motivate you, but how do you then take it away so that it’s not
demotivating or causing others angst, but it’s still giving you what you
need.
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Interviewee

Exactly. For me, when I have a situation like that and it infuriates me,
but fury gets me to step up and take control if I have to, and for me
it’s productive. But for me to sit across a room and to pull these
people in and close the doors, turn off all the video cameras and tear
them to pieces, I don’t think that’s productive. I think that would
have had a really – I’m not even confident that they probably would
have delivered anything if I had have taken that approach.
So I struggled a bit in reconciling my emotions and how they motivate
me, relative to the impact that they would have on someone else,
and then their subsequent emotions. I could imagine if I just started
yelling at people that their reaction to that would be – well, I’m
scaring them shitless for a start, and then just anxiety and fear not
wanting to deliver a product because they’re so self-conscious of
whether I’m going to yell at them, whether I’m not going to think it’s
satisfactory when I throw it back in their face or not. So, yeah, it was
quite a – I think I had probably a lot more stress than the other
members did, but it is what it is.

Interviewer

Do you think that the one who was not analysing stuff did learn
something?

Interviewee

No, I’m not 100 per cent confident of that, but I think I did the best
job I could in facilitating that and at some point you have to let go
and it’s not my job to do their job for them. And I’m a big believer of
that, it’s never my job to do someone else’s job for them. So when I
say, “Hopefully they learnt something” it would be me handing the
document back saying, “That’s a good effort, but these are the things
that we need to address. You have addressed something different
and we need to have another look at doing that. If you need support
I can bounce ideas off you but, at the end of the day, you need to
produce a document.” So I think there was still a little bit of fear and
insecurity in their mind when I did that, but I’m fairly confident I did
that in an objective way and a way that I can reconcile with myself. I
just hope that, yeah, I didn’t scare them too much.

Interviewer

Would you know if you scared someone?

Interviewee

Yeah, I’m fairly confident I scared the poor bloke.

Interviewer

What makes you think you scared him?

Interviewee

I don’t know. I think I come across as very direct and I think some
people can take that the wrong way.
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Interviewer

Yeah, your presentation can be – even in here now, compared to
some of our other discussions, you are quite forward and very clear
about what you’re saying.

Interviewee

Yeah. I don’t know if you remember when we had our grad induction
thing I got put in with the kids that were like introverts or whatever
that was, I don’t recall.

Interviewer

Kids.

Interviewee

They’re all kids. And I’ve been told that my whole life, I’m a lot – I’m
very quiet and people can misconstrue that as me being arrogant and
aloof and I quite often get that. But then the flip side to that is when
I do engage I think I can be very direct and some people get quite off
put by that, because it seems to be such a vicious shift between being
laid back and out of the picture and then suddenly I’m – I mean even
just physically I go from this to this. That’s quite a...

Interviewer

You do, yeah.

Interviewee

So I think people get quite off put by that. So, yeah, I think that’s...

Interviewer

And sometimes you’re looking at me and sometimes you’re not.

Interviewee

I’m in space – yeah. No, I don’t understand why I do that, but that’s
what I do. Yeah, I...

Interviewer

I know I go looking for thoughts up here and I know people
sometimes need that, rather than that, to find their thoughts.

Interviewee

Absolutely. Yeah, so I’m aware of what my behaviour does to people,
but, yeah, I think it was probably a little bit of me being quite an
intense person and then this other person being quite anxious in
their own selves.

Interviewer

When you see that anxious stuff happening do you change what
you’re doing?

Interviewee

Yeah, yeah. I can – there’d be times where, yeah, I would want to
just be blunt and to say, “Look, shut up, you’re doing it wrong, fix it.”
But...

Interviewer

That’ll get you a long way.

Interviewee

It works, in some instances. It’s all context. Yeah, but when you see
someone who’s...

Interviewer

That’s good with the (indistinct)**15:22.
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Interviewee

Yeah, I’ve often said people are just animals, so I’ll take that as a
compliment.

Interviewer

We are.

Interviewee

Yeah, but when I do see someone fretting so visibly, yeah, I will offer
them reassurance and I will lay it out again, simply, “It’s not that bad,
the projects – realistically we could hand in a piece of paper with a
smiley face and we’d still pass, if we could justify it.” So it’s about
reassuring them that the work they’re doing is good, it’s just not
where it is needed to be. How they respond to that, I don’t think I
really have a lot of control over. So I don’t think that individual took
that particularly well. I think they probably disregarded that advice
because they were fretting about it so much.

Interviewer

Is that individual a moody sort of person anyway?

Interviewee

Yeah.

Interviewer

Yep. Did you respond differently to someone who you thought is not
quite capable of doing this, as opposed to someone you thought is
almost deliberately behaving this way all the time?

Interviewee

If I can call someone out on being a muppet I probably would.

Interviewer

No, but with the two you were working with you’ve got one you’re
thinking he can’t quite do this and another one you’re discovering
this is a consistent...

Interviewee

Yeah, I think I probably...

Interviewer

Did you behave differently?

Interviewee

In a team environment, no, I just sort of put on my cranky face and
did what I do now. I just go in there and I do the business side of it
and no namby, pamby social stuff. We just go in and get the result
and get out.
Individually, yeah, I think I probably manage them a little bit
differently. The nervy guy I probably cut him a little bit more slack
than what I would normally, because I felt that his nerves and his
insecurity was genuine. Because I’m such a – my personality is that if
I get something I will do it and I will do it before that deadline and I
will get it done and there will be no fuss or bother and I won’t whinge
about the research. “I don’t like the research. The research’s having
problems” blah, blah, blah, I just do it.
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The other person was at the complete opposite end of that spectrum,
which was leave it till last, whinge about it the whole time and then
eventually hand in something that was the best they could do on the
day. Again, you get the result at the end, but we’re just at opposite
ends of the spectrum, so I probably cut them a little bit less slack.
But I think in this example, more than anything else in my entire life, I
was probably far more diplomatic than what I’ve ever been, in
regards to that type of behaviour, just because I’d never had it
articulated to me in the manner that it was when (name) explained it
to me. I don’t know if I will ever act like that again, because I do think
that it’s people taking the piss a little bit.
Interviewer

I know, it irritates me because I always think, “I can do it, why can’t
you do it? How important to you think you are, or how unimportant
do you think I am. Get over yourself.” I get annoyed.

Interviewee

Exactly. And it was funny. When – I’d say, “All right, guys, we need
to have a video conference. I’m in Victoria, you’re in New South
Wales, all right, no worries.” So we’d pick a date and time. They
didn’t think to organise a video conferencing room. “All right, guys,
I’ll organise a video conferencing room for you, because that’s
beyond your capacity.” Organised a video conferencing room. One
of them showed up at 11 and left at 11.01 and the other one showed
up at 11.02, forgot the phone numbers and then just went back to
their desks. So why is their time allowed to...

Interviewer

Yeah, why is their time more important than yours?

Interviewee

More important than me. I sit there by the telephone and no one
tells me. Yeah, like I said, I don’t get paid to do their job for them.

Interviewer

So where are you now?

Interviewee

I’m in XX with – I don’t know, I think (name)’s in your little study thing
as well so, yeah, I’m up there with him at the moment. Yeah, it’s
quite good. It’s very different.

Interviewee

Hopefully I never have to. I don’t want to go back to another airport
if I can avoid it. Yeah, that’s quite good. It’s quite fast paced and it’s
very different to where I’ve been before, but the workload is a lot
more to what I’m used to and I’ve never done (name) sort of stuff,
but I quite enjoy it. I liked English at school. It was pretty much the
only subject I liked so, yeah, quite enjoying it.
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Interviewer

Can I ask you to take your head back, in your first and your second
rotations, to the end of rotation probation – is that what they were
called?

Interviewee

Yeah, yeah.

Interviewer

Probation meetings. Were you invited to the meetings, or did you
have to initiate?

Interviewee

So I would have a conversation with them, say, maybe a month out
and I would say, “Look, this is my probationary report, you’re aware
of it. This is what I think you need to do, can we have a discussion
around it.” And exactly what you say, they would go off and my
supervisor would talk to my director. They’d have a bit of a meeting,
they’d have their input together, they’d form their response to that
and they’d then present that to me at a meeting and I would then
basically say, “Yep, I agree with that.” Write my little piece about,
“Yes, I think I need improvement in this area and, yes, I agree with
these points.” Sign it off and that was it.

Interviewer

So take yourself back to when you were first invited to the meeting,
what sort of stuff went through your head at that point? What was
your self-chatter?

Interviewee

I think in the first one I was still in the (name) mindset. I used to
work at (name) and their idea of that was basically it’s an avenue to
tear you to pieces. So you get quite...

Interviewer

(name) was quite brutal to you, wasn’t it?

Interviewee

Yeah, it was. I’m quite damaged.

Interviewer

I think you are. I don’t think (name)’s done you any favours.

Interviewee

I can see that, but I think it’s done me a few good things as well.

Interviewer

Yes, you’re probably right.

Interviewee

It’s just the return on the investment, isn’t it? Is the damage worse
than...

Interviewer

And how long will it take you to settle the damage so that the
investment is actually an investment.

Interviewee

Yeah. I think NTT was good for that. Another thing about NTT –
sorry, I’ll answer your question, but another good thing that I quite
liked about NTT was that I had the time to review stuff, to get a good
response. Too often in (name) it was you do it as quickly as you can
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and then you move on to the next thing. You don’t give it any
thought, it just becomes a routine where you go in and you smash X,
Y, Z and then you get out of there and go to the next place and smash
A, B, C, and then da, da, da, da, da.
So NTT was a lot slower paced and I had the time to step back and to
spend a day looking at a document and think, “Is this the right way?
Let’s work through the processes one by one” as if I hadn’t done it
before and then, “Let’s send it off to someone else and get their
opinion.” So I think that was good in the healing process, so to speak.
Interviewer

And I think that NTT is a very nurturing team.

Interviewee

Yeah, it’s great. It’s really, really good.

Interviewer

Yeah, anyway.

Interviewee

Yeah. I think I still had that little bit of anxiety and nerves around
that, but to be honest, the public sector is quite good at giving you
positive, informal feedback, I’d found up to that point anyway. So I
guess I wasn’t freaking out as much as I could have been. But I think I
was freaking out just enough to have made sure that I’d done a good
job for that four months and not just cruised.

Interviewer

And what does “freaking out” mean? How...

Interviewee

Sorry, anxiety and...

Interviewer

Tell me how you were feeling?

Interviewee

Okay. So if I was freaking out I would be talking about things like
anxiety. Running through all the things that could go wrong, “What
are they not happy with?” Da, da, da, da, da. Yeah.

Interviewer

Did you do that?

Interviewee

No. No, not at all. I think I was aware of them, but I don’t know if I
told you either, but back when I was in high school I was quite
depressed and I was like 99 out of 100 for depression and anxiety and
all that sort of stuff. So I used those mechanisms that I used then to
work through that. “So, all right, maybe they’re going to bollock me
over this, but have they done it in the past? No. Are they likely to do
it here if they haven’t brought it up before? No. Have I done a good
job? Personally I think so, yes. Have they told me that? Yes.” So...

Interviewer

Okay. So you were...
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Interviewee

Yeah, it was good. The second one was – I mean, yeah, it’s NTT, they
were happy as. Yeah, I think I went into NTT being a bit unsure of
myself because I’d come from the private sector and I call that bad
HR. So I tried to do what I always do, which is to shut my mouth and
do my job and do it as good as I can and hopefully I did a good
enough job there that they were happy with me and, yeah, I didn’t
have any issues with that whatsoever, it was quite positive. It was
just sitting down having a coffee and signing the document and that
was it.

Interviewer

How do you...

Interviewee

And I mean that in a good way.

Interviewer

Yeah, yeah. How do you think they feel about and prepare for having
one of those discussions, your supervisors?

Interviewee

I don’t know, I think that they’re quite casual about it, but again I
mean that in a good way. I think that if they had any valid concerns
they are aware enough and professional enough to raise them with
me.

Interviewer

You’ve heard about it before?

Interviewee

Yeah, I would like to think that they would have brought it up before.
My experience with other people to date has been that I’ve seen
behaviours that aren’t 100 per cent that people are scared to bring
up and they don’t raise them at these performance things because
they don’t want to have the issue of addressing them. So maybe a
little bit naive in that regard. But I always figure that the onus is on
me to be a good – not a good kid, a good employee and, at the end of
the day it should rest with me. I think if there was any concerns they
would do the right thing. I would hope that they would.

Interviewer

Yeah, and talk to you.

Interviewee

Yeah, exactly.

Interviewer

So, all in all, you found those experiences okay?

Interviewee

Yeah. I didn’t enjoy my time in (name), but I felt that the end of it
was quite good and I think the way that they addressed it was quite
professional and...

Interviewer

You had a – I’m going to say funny supervisor but that’s not – she
wasn’t funny, was she, she was...

Interviewee

She was a different personality.
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Interviewer

...abrupt and difficult. A bit this sort of.

Interviewee

Yeah, interesting behaviours that I personally hadn’t seen before, but
now that I’ve spent a bit more time in the public service and seen
some really weird stuff I’m sort of understanding why they exist and
why they haven’t been addressed. Yeah, again, I don’t understand
why you’d go into a meeting with your boss’s, boss’s, boss’s boss and
then walk in and go “Ahhhh” and do this sort of stuff. But I can see
that’s her personality and I can see why it hasn’t been addressed.
But I think, by and large, she was happy with my work and I think that
went a really long way to me having a decent performance feedback
session with her. I think if I had not done my job, or if I’d slackened
off or if she’d had issues with me, I think she would have taken me to
the cleaners and it wouldn’t have been as productive as what it was.

Interviewer

Was she prepared for the discussion?

Interviewee

Yeah, yeah. She’s – really weird personality, but 100 per cent on the
ball, and I think it’s unfortunate that she has the personality that she
does, because I think it can be quite career limiting.

Interviewer

So her feedback was pretty...

Interviewee

Yeah. Her feedback basically was – yeah, I’d done a good job for
introduction to the agency, blah, blah, blah. She recommended that I
do a public service writing course because my writing style is too
private sector, which were her words. I personally don’t know the
difference, but other than that, yeah, she was happy with me. So I
think they wanted me to come back for the third rotation, so I guess
that was as positive as it could be.

Remainder of transcription deleted from this appendix as this is illustration only.
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Appendix I: Interview transcription against the consolidated model of
emotional intelligence by subject

The following illustrates how the initial data was coded against subject and the
consolidated model of emotional intelligence. The data from the above interview was
categorised by emotional intelligence dimension and then by subject matter. This
presentation visually highlights how often a participant used each dimension, and the
subject categorisation allowed me to follow a topic through the three (3) interviews for
each participant; and allowed a cross-reference with other participants if the same topic
was discussed. Again, the colours align with the consolidated model of emotional
intelligence8.
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his permanent placement) … so, at the moment I’m just trying
to navigate through that and assess what my options are, without getting all
sooky about it … so yeah, it’s just a little bit difficult to try and navigate that
at the moment … I think I was prepared to get it, but the fact that – the
manner in which it came about sort of – not upset me, just infuriated me, I
suppose … so I guess the more emotional and gut feeling is probably just
fury, with a little bit of, I suppose, anxiety and trepidation thrown in there as
well, because, at the moment, it’s a little bit of a downer for me, thinking
that I potentially wasted 12 months, plus another six to 12, trying to get out
of the business environment … I guess I’m a little bit confused as to how I
approach this situation … yeah, see that’s – yeah, I understand that as the
lowest of the low we’re not exposed to the decision making process and
there’s forces that go on behind there. I understand the issues and how it
came about, I don’t accept the outcome I suppose, so my main issue has
been because I do a good job in a certain area doesn’t mean that it’s the
right fit for me. I rely a lot, and I was talking to you about this in the first or
the second interview, I rely a lot on my gut feeling and my intuition to back

8

For ease of reading, the following colour key is used to present data against the Consolidated
model of emotional intelligence:
Self-Awareness: skill of perceiving and appreciating one’s own emotions
Awareness of Others: being able to perceive and appreciate what is happening for others by
interpreting both verbal and non-verbal cues
Identification and Differentiation: able to identify an emotion and differentiate it from others
Empathy: ability to comprehend another’s feelings and to re-experience them oneself
Self-Regulation: being open to one’s feelings and being able to manage these
Motivating: ability to reflectively monitor the emotion in others
Resilience: ability to remain optimistic and resourceful, even in the face of adversity
Conflict Resolution: ability to understand and manage the underlying feelings of others and to
use this to manage disputing parties
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up what I’m logically seeing. With the Cargo thing, there are just so many
flags that go up and then my gut is really telling me that it’s not a right fit.
To run for the hills … my immediate emotional reaction, my immediate gut
reaction is that it’s not the right work for me, it’s a lot of statistical reporting
and I have no interest in that. I enjoy writing and reading, and I understand
why they put me there, business – so it’s not the sort of work I like to do …
and the, I suppose, the third aspect of it is that – and I know this is not a fair
thing to make in my own mind, but the emotional reaction I have, that I
don’t necessarily agree with, is that I’m getting screwed over for the sake of
putting a person in a role, whether it’s right for them or not, to the point
where other people who aren’t as deserving are getting what they want …
Her vision of what they want to do with me after the research is not the
direction I want to take. So it’s all those sorts of logical arguments that I’m
seeing … So that’s why going to such an area like that makes it difficult,
because to me it’s not about the money, it’s not about the incentives, it’s
wholly about the culture, the work and the team and none of those are
aligning at the moment. It’s quite interesting though, if such a small, minor
issue, when you look at the big picture, but you spend all this time try to
work your way out of it
(in discussing his behaviour) … yeah, I’m a pretty angry person most of the
time …(is there a sense of helplessness about that?) You know what, I think
there is. I think at the moment I’m covering it well by scrambling to try to
salvage something … I think that I just don’t – I’m not prepared to admit that
in my own mind, until right now, I suppose. I don’t think I’m a controlling
person, but I think I like to be across everything and have enough plans in the
background so that when this does happen I can spring into action and fix it
quickly … It’s about me getting some sort of value from the situation. At the
moment I don’t think I’m getting any value from the situation. I think I’m just
being moved somewhere and I’m getting nothing in return … And I realise
that it’s not probably very healthy place to be, so it’s very hard for me trying
to give myself just enough time to sulk and to sook about it, before I start
saying “come on, Brendon, get real.” … And a lot of the time I don’t think I’ve
had the opportunity to do that. It’s just been “this has gone wrong, you need
to fix it” … I suppose I’m a little bit resentful of it all because the effort that
goes into try and fix that tiny little problem and really it’s just, “someone else
fix it from me so I can do my job well” I don’t know. Don’t have an answer
yet. I think, largely, I haven’t really accepted the – I’m not saying being
helpless, or having feelings of helplessness are weak, but I suppose I haven’t
accepted the weaker emotions that I’m feeling. It’s easy to say “yes I’m
angry. Yes I’m filled with resentment”
(in discussing his commitment to the agency) … this is the first time that I’ve
just been disappointed and I think that’s because this is probably the first
agency I’ve ever worked for where I actually believe in it and I actually enjoy
the outcomes that the agency achieves, I like the idea of what we do and
how we do it. I know there’s problems, but I like the vision and the direction
316





that has been taken … it’s the first time where I’ve not wanted to walk away,
I suppose, which is making it hard … When I choose where to work I
generally get – I base that a lot on that gut feeling or work on whether my
values aligned with the company or the organisation. And this has probably
been the first time that I’ve given everything, in 12 months, and expected
that the values in the cultures are aligning and it’s all comfortable and
everything is hunky-dory. Then suddenly this happens. I haven’t really
worked out the ultimate situation here. I think if I play out the hypothetical
route in my mind I think I will end up having to go there. I will be unhappy
there so I will look to actively leave. At the moment I had a meeting with
them and I explained – well, basically what I’m explaining to you, it doesn’t
align with my values, it’s not where I see myself going … And I suppose this
ties in nicely to the reasons why don’t want to leave the agency. Thank God
the acting CEO finally has something to fix it. I think he came from the
defence side so it’s more about the law enforcement side in taking the
agency towards that. So my initial reaction was good. I think that is good
that these that things are finally being exposed. My reaction to that is it’s
good, at least these things have been exposed. You need to always be
thinking about these things. They finally caught some people. That’s good,
they can start trying to fix it. So it’ll be interesting to see what happens in the
next 5 to 10 years though it’s going to be a really good time
(in discussing the politics behind the situation) yeah, you definitely see
people who put in significantly less than you promised the world and then
disappear and it’s accepted. I can accept that because it’s just, well they’re
not managing them properly. The worse parties, I suppose that I still don’t
accept that I’m going to play the politics and I think that at the moment I’m
feeling a few reservations about that, because I can see myself being that
guy down there forever, just because I’m not mates with a guy up their right
look after the person over there. As much as I bent about the situation, and
as uncomfortable as it makes me, I’m not concerned about my job I’m not
worried that I’m going be on the street tomorrow
(in discussing his reputation) it’s just money, I can walk away. It’s not so
much that I think it’s just more about my reputation. I think the older I get
the more a sort of crystallised in my mind and it’s not a reasonable response,
even though I still want to do it. It’s not a reasonable response just walk
away. I take it, but then I burn everyone and I don’t want to do that that’s
the thing that keeps coming back to me, and I really don’t want to do that
and it makes me feel bad for saying that that’s the one that keeps coming
back

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:
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(in describing his reaction to his final placement) no, it was more of a
brooding reaction. I’d say it started with frustration with the politics behind
how the decision was made. I then tried to follow up on it and to do the right
things and the deeper I dug into discovering what the role was about and
how it came about that I got it, the more frustrated and infuriated I became
of the process and how I was eventually placed in that position. And I
suppose then brooding on that is what led me to the fury and the rage … And
often one or two things would flag from me when it comes to media, I don’t
have a media background, so it’s one issue that I flagged when I was offered
that spot. It originally that was the only thing that I was worried about … I
think the reason why am probably not dealing with it too well is because it’s
still not resolved. I haven’t physically gone there. I haven’t physically
accepted the situation … When someone rewards that person by giving them
the position that they want, all the areas they want and because I’ve done
the right thing, in my mind, I don’t know if politics of good or bad in the
agency, I’m then sidelined. Yet. I think that’s probably been the biggest hit
from me, because you expect that in the private sector. I haven’t really
expected that the public sector which is probably a bit naive of me … This is
the first time when a that I wanted to stay with an agency and it’s really
hurting me to actually consider that maybe this is not the right place for me,
if that’s going to be the weights operating. I don’t know that’s probably the
biggest thing that is hurt me, I suppose, because I really do like what I do
hear … This is can a sound really stupid, but I don’t protest jobs with “I want
a pay rise in six months” I don’t – I’ve never done that. I’ve always just gone
in there and done the job because it’s fun and then I sort of experience this
stuff to somehow happen around me and I think for me, the hardest part is a
lot of it is going to be bluff as well, because I really – I’m the lowest of the
low. I’m on probation. I don’t expect to get fired, but of course that avenues
there. I have no power, I have no control. a lot of it about life in how I
approach fixing the situation. I’ve never been in that position before today is
probably the first time I’ve admitted that I have feelings of helplessness and
confusion around it. Normally I’m just “all right, as the problem and got a fix
it”

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:


(in discussing his final placement) I tend to use anger to motivate myself. I’m
just trying to think of an example. I don’t know, being told “you can’t go
there” being told “you are good enough in this position, you’ve not made the
cut, you’re not getting the job” I will take that and I would use that to
motivate myself and say “all right, you shut me down, you’ve lost the
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opportunity for the need to be there” yet. “Were both mutually
disadvantaged as a result of this, I’m just the only one that can see it. So I
will then take myself elsewhere and I’ll do better and I’ll prove to you that
you made a mistake” … If I think something is unfair I made in a position
where I can raise my hand and put a stop to it, or I can walk … On top of the
emotional side of it, when I grapple with stuff like this, I generally look at it
logically and objectively and ask myself “am I really overreacting here? Am I
just upset because is not the very best place in the world that I expected?” …
I’ve met with maybe half a dozen people, once I got the news, to try to do
the right thing and go through the proper process and try to make an
objective assessment of it. I’m still trying to fight going there and I’m still
trying to dig options out of where I’ve been put, realistically, there’s a week
and a half to a graduate … It makes no sense to send me to a work area that
I’m going to actively try and leave anyway. It’s a disappointing result all
round. I understand why it was made, but it doesn’t mean that I’m any less
upset by it and just because I’m good at my job doesn’t mean that I want to
go there
Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:


(in describing his final placement) that’s generally would I use anger and the
disappointment for then it turns into the rage, to motivate myself to do
better. This one I’m not too sure I can do that with. So I suppose, in that
regard, I’ve had the wind taken out of my sales a bit, because normally it’s
just “I’m working from the business they make money”. I have no interest in
how much money they make. As long as they’re turning a profit, my interest
in that ends. So this is probably the first time I struggled to use the anger
proactively … Up until now it’s not affected me, I do shut my mouth, stay
away from everyone, do my work and treat the job as what it should be, a
job. This is been the first time when I’ve been frustrated by the politics and
it’s directly frustrated me … When I look at it on paper it just doesn’t seem to
align, so that’s a flag. I then went and met the work supervisor there,
another flag. I went and had an interview – not an interview, just a quick
meeting with her so that she could explain the research to me. Her
explanation of the research didn’t marry up with the half a dozen other
people I had asked, who had worked just around the corner, some sort of
leaning towards their assessment of the research at the moment, another
flag … No one is going to find another 65 grand in their budget to put
someone they’ve never met before into a role. So, based on that, I think
about have to go there, but I have haven’t sort of reconcile that with myself
and what my options are … Whether that means I go to another agency, and
other work area, I don’t know, but I just don’t see it as being beneficial,
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productive, or any value to anyone. So still get caught in that step. I think I
probably need to accept that it is what it is, go there and start moving to
another position. I don’t think labour just accept that it is and let’s just try
and be happy about it. It’s all about anger and rage and using that. I think I
probably need the graduate team to shut me down. I will allegedly do my
due diligence it with this director, who I’ve been tried to meet with for a
week and a half now. I guess we regroup and then I’m on my own and that’s
probably what I need to be – probably get a bit of control back and I can
start looking to stop whingeing about it
(in discussing the politics of the graduate program) I think taking myself out
of the equation for the best part of 12 months, not hanging around with the
other graduates, not playing the politics, not networking – just doing my job,
basically, I think that probably shielded me from 11 months. But then when it
has directly affected me I’ve got no recourse. I’ve been called out. I don’t
have a big supporter, higher up in the organisation, who can go into bat
from me and pull me out of that situation, I’m on my own. So it certainly has
been an interesting learning curve … You always need to be exposing those
things, because otherwise you create this culture of the boys club really
where you look out for each other and you hide each other’s mistakes, “will
get through it eventually because of all got each other’s backs”
(in discussing his own behaviour) I think the point I’m trying to make is, as
much as I like to lean on the anger as being the motivator, a lot of the time it
just clouds your mind, because all y our thinking is rage, rage, rage, rage,
rage. You need to, personally I need to channel that into something, so I
channel that anger into going for a run. The anger is so focused on
punishing my body for running that much further than my mind is left just to
ruminate or just to mediate on the issue … a lot of the time I suppose I use
that sort of stuff to distract myself and then the process sort of comes along
past that. But I haven’t actually considered something that jolts it out

Perceiving emotions in others – awareness of others
The Consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in reflecting on his final placement) I had a friend who was placed in that
area, if not the team, for his first rotation, and had an awful rotation so I sort
of was exposed a little bit to the issues and the dramas that he went through
just to show up to work every day … it was interesting to see the disconnect
between the people that had an interest in me going there and the people
who were just giving me advice because they had nothing to gain from it …
and I have not really based any opinion on what that means, it is just a little
bit disconcerting that it was said. I don’t know whether it means – get out
because the research is garbage; or the research will go well and you’ll get
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promoted outside the agency … I think the reaction that I’m getting when I
am honest with people is that they get quite defensive, and “Why are you
saying that? It’s such a good opportunity, it’ll make your career” all that
stuff
(in discussing graduate politics) I’ve seen a lot of people that have played the
politics and have played the networking and have become mates with a
person up here and they’ve gotten a good result out of it … and I don’t think
it is genuine, that’s my qualification to that. And I don’t believe a lot of it is
genuine or based on respect. I think a lot of it is, yeah, you suck up to
someone just because you think they’re going to give you a job. I means is
that legitimate? To me that doesn’t seem – like whether it’s supported by
the agency, or not, my personal belief is that’s not legitimate

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


No comment

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


No comment

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


No comment
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Appendix J: Pilot research case study
The pilot research was completed in the then Department of Families and Housing,
Community Services and Indigenous Affairs (FaHCSIA) with the 2009 Graduate Program,
known in FaHCSIA as the Compass Program, and as a member of the Australian Public
Service, FaHCSIA operates under the relevant employment framework (PSA,
Amendment) and seeks to implement relevant policy guidelines (MAC1. 2003, MAC3.
2003, MAC5. 2005).
The key purpose of FaHCSIA is to advise the Australian Government on social policy, and
in partnership with other government and non-government agencies, to manage a
diverse range of programs and services designed to support and improve the lives of
Australians, with specific responsibilities in relation to Indigenous affairs and women.
The key areas of responsibility for FaHCSIA are: families, housing, community capability
and the vulnerable, seniors, disability and carers, women and indigenous; and they key
modes of business delivery are payments to individuals directly through the Centrelink
network, working with states and territories in a number of shared policy areas,
payments for community services (for example emergency relief) and policy
development, leadership, advice and co-ordination.
FaHCSIA aims to attract and develop high quality graduates, and the candidates for the
Compass Program are from a range of academic disciplines, including: arts, law, social
sciences, information technology, economics and finance, and Aboriginal and Torres
Strait Islander graduates through the APSC’s Indigenous pathways to Employment
program. The program consists of a variety of developmental experiences that provide
graduates with the opportunity to learn and grow in a supported environment, and is
the key learning and development program for FaHCSIA. In 2009 FaHCSIA developed
the FaHCSIA People Strategy 2009–10: Great People, Great Future, which aimed to
attract, develop, support and retain employees to achieve their full potential, and the
Compass Program was one key strategy in this document.
FaHCSIA was selected for the pilot program because of the claim to attract and develop
high quality graduates and to develop and support them to achieve their full potential;
and because the researcher had ready access to the Graduate Program Team and was
granted approval to seek volunteer participants from the program. The 2009 Compass
Program was designed to recruit and develop up to 120 graduates, at a cost of $6.5M as
a feeder group for the two levels of the department experiencing the highest levels of
voluntary separation (APS6 and EL1), and aimed to enhance relationships between
National Office and the decentralised network of offices, with a particular focus on
Aboriginal and Torres Strait Islander recruitment and retention (Walker 2007). As the
function of FaHCSIA is to support disadvantaged Australians, this purpose is reflected in
the approach to the Compass Program as it was supportive of disadvantaged candidates
rather than the highest performing candidates. This meant many of the graduates would
not fit the criteria for a high potential employee (despite this being an aim of the
program). As a result of the approach, a large number of graduates were recruited and
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provided with little structured support throughout their year, and they may have left the
Department at the end of the year. For example, from the original interview group of
seven (7), three (3) reported psychiatric illnesses, for which they were receiving medical
treatment and prescription drugs, one (1) advised that he was using the research as an
opportunity of managing the issues he was experiencing as he moved away from his
family rather than using the employee assistance program offered through FaHCSIA; and
one (1) of the initial group had post-graduate qualifications she believed were wasted in
FaHCSIA and therefore found other job and had left the department before completing
the program and did not participate in the final interview.
The recruitment activities for the Compass Program were undertaken by Department
officers and included advertising and attending university graduate fairs with a program
advertised as Your ticket to a brighter future. Selection was undertaken by an external
provider and involved a written application, completion of on-line skills assessments,
and an assessment centre that included group and individual activities, additional skills
assessments and a behavioural interview (I observed a Canberra assessment centre and
provided feedback to the Compass Team regarding the activities). No emotional
intelligence testing was undertaken during the selection process.
The Compass Program Guidelines state successful candidates were engaged at the APS
3.1 level, and advanced to the APS 4.1 level upon successful completion of the program,
however when they completed their final interviews, all of the participants in the pilot
research were focused on applications and securing permanent placements as they
didn’t believe their positions were guaranteed. The program was 10 months in duration
and involved two (2) work placements in different areas of the agency. The graduates
were on probation for the initial eight (8) months and completed an agreed
Performance Agreement with their supervisor during their work placements. The
program included a number of face-to-face and on-line development opportunities.
In order to identify volunteers to participate in the pilot research, the researcher was
invited to make a formal, fifteen-minute presentation to the 134 successful candidates
during their three (3) week induction program. This presentation outlined the aims and
objectives of the research and invited volunteers to participate in two interviews and/or
to complete the journal activity. From the 134 candidates, 24 volunteered to participate
in the research. Eight (8) were randomly selected to participate in the interviews; seven
(7) completed the initial interview, and six (6) completed both interviews. The
remaining 16 were asked to participate in the journal activity by responding to some
questions from the researcher every month.
The participants randomly selected for the phenomenological interviews were
interviewed at the commencement and the conclusion of their graduate program (one
year in duration), and the journal questions were forwarded to the remaining graduates
for as long as they were prepared to participate. The interviews were phenomenological
in structure with only one opening question, and with participant approval, the
interview was recorded. The recordings were transcribed and preliminary data gathered
from these interviews. The interview data was coded against two dimensions: own
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emotions and emotions of others; and subsequently re-coded against the consolidated
model of emotional intelligence when the initial coding proved to be too broad to draw
conclusions and didn’t reflect the nuances in the data. While the data illustrates the
four aspects of the consolidated model of emotional intelligence for identification and
regulation of emotions in self, the same is not as evident for the identification and
regulation of emotions in others. Appendixes K to Appendix P provide an example of this
process for each of the pilot research participants where one topic of conversation has
been categorised to illustrate the process adopted.
The journal questions sought to understand the broader issues of the graduate program
and were forwarded to the nominated participants each month until the participants
either withdrew or no longer responded to the emails, and were discontinued after the
third month when no responses were received or participants had withdrawn. The data
from the journals was not used as it was incomplete.
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Appendix K: Pilot research Participant 1 data summary
Participant 1 is a specialist IT graduate who moved from Sydney to take up this position.
His family were initially worried about him moving and initially offered to buy him a unit,
then withdrew this support. He explored his family relationships in his initial interview.
His second interview focused on his rotations and how frustrating he found them, yet he
was aiming to secure a permanent role in either of these sections. He appeared to be
very disorganised (for example, he was more than 20 minutes late for his second
interview and had forgotten his pass so we couldn’t use an interview room) and he
seemed more intent on using the sessions as a counselling session to help him manage
his family and his reaction to their behaviour than to concentrate on his experiences.
The following extract is categorised against two-dimensions of emotional intelligence
with no sub-sections:
Own Emotions
I guess one success I have achieved so far
is getting to Canberra and being able to
find accommodation and being able to
settle down … cause I have lived with my
family all of my life, so I didn’t really have
experience moving out … I guess I didn’t
want to find it hard, I thought there would
be times I would find it hard to find a place
to live that maybe I should just not come
to Canberra and skip the whole thing … I
think the concern about my welfare, I have
some responsibilities in the household so I
guess that would be slightly disruptive to
the order in the household, and I guess
also the inconvenience of moving, finding
a place, bringing your own items, like
cooking items, and the possibility of
coming back to welfare, the people you
live with you might not get along with
them … I guess it didn’t really sink in that I
would be going to Canberra and working,
not until later, and maybe I didn’t take it
too seriously either as I looked for rental
accommodation pretty late, but yeah, I
was happy and not too happy, happy but
not very happy that I had gotten a
position, and I think also that when it came
closer to coming to Canberra and I thought
a bit about what life would be like and
what I would be doing outside work, I
thought that I would, that my expectations
were that I would be keeping to myself
and occupying myself with things to do
outside work and maybe at home … I think

Emotions of Others
When I first talked to them they were
pretty much indifferent “yeah that’s fine”
and when they realised that there would
be a lot of inconveniences and a lot of
work to be done like moving and moving
stuff and finding a place to stay in, they
were really apprehensive about it … there
were exchanges with my parents, I usually
see them when they come home from
work and they are cooking and I would
come from the kitchen and talk to them
about what was happening. For example,
my dad would say “don’t go, it is too much
trouble, you have to do this and that, and
you have to find a place, and the people
you share with might not be your type, you
don’t know those people”. I guess they
didn’t want me to go because they were
concerned for my welfare … my mum
came with me a couple of times to help
me look at a couple of places to rent and
she wanted, I think she wanted me to live
by myself and not to share with other
people as they didn’t trust other people.
So I did that … which obviously didn’t work
as I don’t have a rental history and I was
always getting knocked back, so the next
thing they suggested was to find
accommodation with someone from the
department, which I also wasn’t successful
with because I came a bit late … but
around the same time (5 weeks into the
program) my parents were always
changing their direction and what to do. It
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Own Emotions
that is just me, I am an introvert, so I don’t
really go out that much … so I thought I
would go down (to Canberra) and not have
that many responsibilities, just maintaining
my own little household and not having to
do chores for the family, therefore I would
have more time to do things I had a
passion for … I guess I decided to get to
know more of the grads, they are
organising a lot of social activities, dinners,
drinks and stuff like that and I really
enjoyed it, so yeah, it didn’t turn out to be
what I expected, but it is not like I am
unhappy about it, it is a pleasant surprise
… I guess now my thinking is that I should
be going out a bit more and I am also
thinking about what I have been missing
out on for a while by not going out and
being more sociable … I found it really
annoying because, during that period … I
spent a lot of time going out to see rental
accommodation and places and getting
the form and filling them in and faxing
them to agents … it was frustrating
because it put my whole life on hold as
well, that time I could have spent going
out to look for places to either rent or buy,
I guess I could have spent doing other
things that were more worthwhile or
fulfilling … I guess I was angry with them
that they were doing this to me and I
guess I was thinking that it was my fault as
well because I wasn’t standing up to them
… I let them do that to me because I
haven’t really stood up to them before, so
inside I was a bit angry and frustrated …
(are you feeling better now) Yes, a lot
better, in the next few weeks I am working
to decide what to do with the rest of the
year … I was a little angry, it was my fault, I
should have been more decisive, I should
have said to my parents that I will just do
this … doubt, self-doubt about what I was
capable of and could achieve, also I was
not really that informed and a bit naive
about my options …

Emotions of Others
was first, find some accommodation for
yourself, then find with someone in the
department, they try to find a place to
buy, and now it is just, now they don’t
want me to find a place to buy … lots of
twists

The following is the above extract re-coded to reflect the nuances of data under the
two-dimensions:
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Own Emotions
Description of emotions:
I guess one success I have achieved so far
is getting to Canberra and being able to
find accommodation and being able to
settle down … cause I have lived with my
family all of my life, so I didn’t really have
experience moving out … I guess I didn’t
want to find it hard, I thought there would
be times I would find it hard to find a place
to live that maybe I should just not come
to Canberra and skip the whole thing … I
think that is just me, I am an introvert, so I
don’t really go out that much … so I
thought I would go down (to Canberra)
and not have that many responsibilities,
just maintaining my own little household
and not having to do chores for the family,
therefore I would have more time to do
things I had a passion for … … I found it
really annoying … I guess I was angry with
them that they were doing this to me and I
guess I was thinking that it was my fault as
well because I wasn’t standing up to them
… … I was a little angry, it was my fault, I
should have been more decisive, I should
have said to my parents that I will just do
this …
Understanding of why experiencing
emotions:
it was frustrating because it put my whole
life on hold as well, that time I could have
spent going out to look for places to either
rent or buy, I guess I could have spent
doing other things that were more
worthwhile or fulfilling … I let them do that
to me because I haven’t really stood up to
them before, so inside I was a bit angry
and frustrated … doubt, self-doubt about
what I was capable of and could achieve,
also I was not really that informed and a
bit naive about my options …
Managing emotions:
I spent a lot of time going out to see rental
accommodation and places and getting
the form and filling them in and faxing
them to agents … (are you feeling better
now) Yes, a lot better, in the next few
weeks I am working to decide what to do
with the rest of the year

Emotions of Others
Description of emotions:
When I first talked to them they were
pretty much indifferent “yeah that’s fine”
and when they realised that there would
be a lot of inconveniences and a lot of
work to be done like moving and moving
stuff and finding a place to stay in, they
were really apprehensive about it … there
were exchanges with my parents, I usually
see them when they come home from
work and they are cooking and I would
come from the kitchen and talk to them
about what was happening. For example,
my dad would say “don’t go, it is too much
trouble, you have to do this and that, and
you have to find a place, and the people
you share with might not be your type, you
don’t know those people”. I guess they
didn’t want me to go because they were
concerned for my welfare

Understanding of why experiencing
emotions:
I think the concern about my welfare, I
have some responsibilities in the
household so I guess that would be slightly
disruptive the order in the household, and
I guess also the inconvenience of moving,
finding a place, bringing your own items,
like cooking items, and the possibility of
coming back to welfare, the people you
live with you might not get along with
them

Managing emotions:
but around the same time (5 weeks into
the program) my parents were always
changing their direction and what to do. It
was first, find some accommodation for
yourself, then find with someone in the
department, they try to find a place to
buy, and now it is just, now they don’t
want me to find a place to buy … lots of
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Own Emotions

Emotions of Others
twists
Using emotions to achieve a success:
Using emotions to achieve a success:
I guess it didn’t really sink in that I would
my mum came with me a couple of times
be going to Canberra and working, not
to help me look at a couple of places to
until later, and maybe I didn’t take it too
rent and she wanted, I think she wanted
seriously either as I looked for rental
me to live by myself and not to share with
accommodation pretty late, but yeah, I
other people as they didn’t trust other
was happy and not too happy, happy but
people. So I did that … which obviously
not very happy that I had gotten a
didn’t work as I don’t have a rental history
position, and I think also that when it came and I was always getting knocked back, so
closer to coming to Canberra and I thought the next thing they suggested was to find
a bit about what life would be like and
accommodation with someone from the
what I would be doing outside work, I
department, which I also wasn’t successful
thought that I would, that my expectations with because I came a bit late
were that I would be keeping to myself
and occupying myself with things to do
outside work and maybe at home … I guess
I decided to get to know more of the
grads, they are organising a lot of social
activities, dinners, drinks and stuff like that
and I really enjoyed it, so yeah, it didn’t
turn out to be what I expected, but it is not
like I am unhappy about it, it is a pleasant
surprise … I guess now my thinking is that I
should be going out a bit more and I am
also thinking about what I have been
missing out on for a while by not going out
and being more sociable
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Appendix L: Pilot research Participant 2 data summary
Participant.2 was a generalist Graduate who discusses her placement on an overseas
ambassadorial scholarship. The experience was life changing and very difficult for her,
and she has been clinically treated for depression and anxiety since her return (more
than two years). She had secured a position by her final rotation that was a promotion.
The following extract is categorised against two-dimensions of emotional intelligence
with no sub-sections:
Own Emotions
I definitely have had a difficult experience
when I was overseas on an ambassadorial
scholarship. It was a very difficult time. I
went there young and idealistic. I thought I
had an idea of corruption and what that
meant, and gender issues and what that
would mean. All the things I had read
about but it was nothing like it was on the
ground … It was such a shock. It was very
confusing and I didn’t really know what to
expect, when I arrived in the capital the
boss from the NGO picked me up in his car
and we drove 5 hours west, and there are
all of these things – like I wasn’t supposed
to be alone with a male in a Muslin
country, he didn’t speak good English so
we had this communication barrier …
unfortunately it turned out that it was all
incredibly corrupt and they had no
intention of sharing this information, they
just want to improve their reputation in
the region by having me there and get
more money from international agencies.
That was heartbreaking for me because I
was there to make a difference and slowly
and surely I learned … I was so angry,
incredibly angry that I felt like a fool, that I
had been fooled. There were things that
while I did get to know the language and
other students who were there I found out
what a terrible man my boss was and that
he had been ripping me off in that when he
set up where I was renting he was getting a
cut from that person, the charge of the bed
wasn’t the price that I paid for it, even
though I was there for a year to give my
free time and not getting paid he was
ripping me off and trying to get on. He
tried this in various ways while I was there.

Emotions of Others
He was constantly playing games and
trying to upset me, like I wanted a
colleague to have the chance of cofacilitating with me so that he could have
the chance, and he wanted to do it, so I
said to the boss (name) is going to be my
co-facilitator. He said “oh, is he” – and
then on the day of the workshop, (name)
wasn’t there. I needed him as well
because he was translating for me, and
(name) rang and said the boss wouldn’t let
him come. I charged into his office and
yelled at him “what are you trying to do”
and the frustration because of the
language between us meant that I had to
really slow down the way that I spoke.
Anyway, he agreed to call (name) and he
came and we did the workshop … he was
worried about losing face, and after that I
was overly nice as I worked out how other
colleagues got things from him
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Own Emotions
He charged for the workshops that I ran,
not that I let him. He was a bully. At the
start I was saying that I was trying to be
culturally sensitive like I had been trained
to do, but in the end culturally sensitive
was too much. I didn’t say anything for a
while and was silent and put up with such a
lot. I behaved towards him in the
beginning just like the other employees,
which is you know, revering. He was the
person of the highest status and I behaved
accordingly … I got really sick with sinusitis
and I am sure it was stress, the change for
me was when an American woman came,
she was about 50 and was there to deliver
a workshop and she saw what was
happening and she was so angry that she
yelled at him and that isn’t done – nobody
yells at him, especially not a woman. But
for me that meant action and I thought,
hang on a second, I have been putting up
with all of this crap and I don’t have to do
this. That is what this American woman
was telling me, you don’t have to put up
with this, and then I started running my
own show a little bit … afterwards I teared
up a bit and tore into him … NO, NO, this is
not something I usually do. I don’t need to
do that here, and it wasn’t useful anyway.
I needed to because I was so angry and I
knew it wouldn’t be effective … I would put
things in a way that would let him see what
he was going to get from it to be able to
something … it was a terrible time and I
was very stubborn and I refused to leave
early as I thought I would feel like a failure,
I knew that, but I should have gone.

Emotions of Others

The following is the above extract re-coded to reflect the nuances of data under the
two-dimensions:
Own Emotions
Description of emotions:
I definitely have had a difficult experience
when I was overseas on an ambassadorial
scholarship. It was a very difficult time. I
went there young and idealistic. I thought
I had an idea of corruption and what that
meant, and gender issues and what that

Emotions of Others
Description of emotions:
He was constantly playing games and
trying to upset me, like I wanted a
colleague to have the chance of cofacilitating with me so that he could have
the chance, and he wanted to do it, so I
said to the boss (name) is going to be my
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Own Emotions
would mean. All the things I had read
about but it was nothing like it was on the
ground … It was such a shock. It was very
confusing and I didn’t really know what to
expect, when I arrived in the capital the
boss from the NGO picked me up in his car
and we drove 5 hours west, and there are
all of these things – like I wasn’t supposed
to be alone with a male in a Muslin
country, he didn’t speak good English so
we had this communication barrier …
unfortunately it turned out that it was all
incredibly corrupt and they had no
intention of sharing this information, they
just want to improve their reputation in
the region by having me there and get
more money from international agencies.
That was heartbreaking for me because I
was there to make a difference and slowly
and surely I learned … I was so angry,
incredibly angry that I felt like a fool, that I
had been fooled.
Understanding of why experiencing
emotions:
At the start I was saying that I was trying to
be culturally sensitive like I had been
trained to do, but in the end culturally
sensitive was too much. I didn’t say
anything for a while and was silent and put
up with such a lot. I behaved towards him
in the beginning just like the other
employees, which is you know, revering.
He was the person of the highest status
and I behaved accordingly … it was a
terrible time and I was very stubborn and I
refused to leave early as I thought I would
feel like a failure, I knew that, but I should
have gone.
Managing emotions:
There were things that while I did get to
know the language and other students
who were there I found out what a terrible
man my boss was and that he had been
ripping me off in that when he set up
where I was renting he was getting a cut
from that person, the charge of the bed
wasn’t the price that I paid for it, even
though I was there for a year to give my
free time and not getting paid he was
ripping me off and trying to get on. He

Emotions of Others
co-facilitator. He said “oh, is he” – and
then on the day of the workshop, (name)
wasn’t there. I needed him as well
because he was translating for me, and
(name) rang and said the boss wouldn’t let
him come.

Understanding of why experiencing
emotions:

Managing emotions:
… I charged into his office and yelled at
him “what are you trying to do” and the
frustration because of the language
between us meant that I had to really slow
down the way that I spoke. Anyway, he
agreed to call (name) and he came and we
did the workshop …
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Own Emotions
tried this in various ways while I was there.
He charged for the workshops that I ran,
not that I let him. He was a bully … NO,
NO, this is not something I usually do. I
don’t need to do that here, and it wasn’t
useful anyway. I needed to because I was
so angry and I knew it wouldn’t be
effective … I would put things in a way that
would let him see what he was going to
get from it to be able to something
Using emotions to achieve a success:
… I got really sick with sinusitis and I am
sure it was stress, the change for me was
when an American woman came, she was
about 50 and was there to deliver a
workshop and she saw what was
happening and she was so angry that she
yelled at him and that isn’t done – nobody
yells at him, especially not a woman. But
for me that meant action and I thought,
hang on a second, I have been putting up
with all of this crap and I don’t have to do
this. That is what this American woman
was telling me, you don’t have to put up
with this, and then I started running my
own show a little bit … afterwards I teared
up a bit and tore into him

Emotions of Others

Using emotions to achieve a success:
… he was worried about losing face, and
after that I was overly nice as I worked out
how other colleagues got things from him
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Appendix M: Pilot research Participant 3 data summary
Participant 3 was a generalist Graduate. She described her placement on an
ambassadorial scholarship in Bangladesh as her difficult experience. Her experience was
difficult and life changing as she walked out of her placement and came home before
her placement was complete. She was offered a permanent placement before the
Graduate Program finished and her new supervisor was prepared to wait for the
completion before she commenced so that she received the benefits of completion.
The following extract is categorised against two-dimensions of emotional intelligence
with no sub-sections:
Own Emotions
So I was there for eight months - and it was
very difficult initially and I always said that
I was going - for lots and lots of reasons
and - but I think the most - there were a
few major factors that sort of really had a
big impact more than others in terms of
deciding to come home and things.
Probably generally Bangladesh and moving
to another country and all of those cultural
and language problems like - that are very
difficult but I think they’re manageable ...
Yes and I have done it - I’ve done it before.
I lived in Chile for a year so I was on
exchange there so all that was familiar but
it was more the work … I didn’t feel like it
was going very well and I didn’t feel like I
was very supported and I didn’t feel like
the actual organisation wanted me there
and that’s - and that I had to do a lot on my
own and I didn’t know how to do it and to
make it work and to build the relationships
that I needed to build when they have such
a huge language barrier and, yes, not very
much support… It was a new program.
Yes. So I was there to train - it was a camp
hospital so I was meant to train the nurses
that already worked there in oncology
nursing. So they were already working and
they were already trained nurses so there
was - I mean, the difficulties were like a
huge number of difficulties in terms of that I saw but - because they were trained
nurses so they were already working but,
for me, it was so different, such a different
context and such a different job almost, it
wasn’t even nursing what they were doing,
that I found “how am I going to do this?

Emotions of Others
It was really difficult. I think it was really
difficult for both of us because he was
having a hard time in Australia as well with
work and missing me and things like that.
So that was really difficult, I think, and he I think he found it very difficult because he
just didn’t have the context to - and
knowledge of what I was talking about to
sort of maybe support me in a way that he
normally might.
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Own Emotions
Emotions of Others
How - where do I find the common
ground? How do I - what do I train them?
What’s important to them? What do they
want to learn? Do they want to learn?”
and things like that and some of them did
want to learn and how do I convey that in a
way that they would understand with the
resources that I have and all those sort of
things and it’s something that will be
useful to them. So I even found it difficult
to know what - to work out what they
knew and what they didn’t know. So even
trying to work that out and get that
information was very difficult … It was
definitely an organisational thing,
absolutely. I mean, a cultural thing in
terms of - well, I think like a bigger cultural
thing but also a cultural thing within the
hospital and the organisation in terms of
change and using the new ideas and a lot
of - like, I found out a lot of background to
my position but I ended up feeling like
“well what do they want they me here
for?” or like is it - I just felt like they left it
all up to me to do a huge job when - and
their expectations of what - I wasn’t sure
what their expectations were but their
expectation that I could do it all on my own
was unrealistic and that they needed to be
a part of it as well to make it useful for
them and also sustainable because it was
no point in me coming there for a little
while and doing something and then
nothing ever happening again sort thing.
So it was really important for me to work
with them but I didn’t feel like I was
getting that support like, for example, just
resource of food, like time for the nurses
to come to class or - yes, space like using
the library. Like, I had an office and things
but in terms of just helping me understand
the situation and answer my questions to a
degree that I felt that I could actually do
something that was appropriate, it was
very difficult … Cried a lot, a lot and I didn’t
- like, I’d had my - I can remember like I
just needed to cry and get it out and then I
felt a bit better. I asked for help so the
program had a - a team leader was meant
to support us and I wrote to them and
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asked them to help saying I needed more
support and things like that. I don’t feel
like I got necessarily the response that I
needed or that they really understood.
One girl in the program, who was fantastic,
came out and visited and sort of things and
she was sort of like “yes, I can see what
you mean. I don’t” - and she said that she
was coming up against the same problems
as I was coming up to. So she’d say, and
she was Svengali so she spoke the
language and so she would say or ask the
questions on my behalf or say what the
problems were and just sort of got the
same sort of answers, just blank answers,
that I was getting. So I - so that was good
in a way because I felt that it’s not just me
because I - you always have that self-doubt
as well that maybe it’s me, maybe it’s what am I doing wrong, what aren’t I doing
right and things like that … So - but other
people telling me “no it wasn’t you” and
then my - and my partner as well, I was
away from my partner initially so that was
another big ... Another big contributing
factor to it all. So - and he came to
Bangladesh eventually but it was also - and
I had housemates, other volunteers that I
was living with and they were having
similar problems and so they understood
and they were saying “well, it’s not you.
It’s just what happens”. Like - and I’d ask
them for advice and like little strategies
that I could - what could I do tomorrow to
try and do something different, bring it
forward like - so they were a great support
like, yes but yes, so it’s still that self-doubt
… Absolutely.

Emotions of Others

The following is the above extract re-coded to reflect the nuances of data under the
two-dimensions:
Own Emotions
Description of emotions:
So I was there for eight months - and it
was very difficult initially and I always said
that I was going - for lots and lots of
reasons and - but I think the most - there
were a few major factors that sort of really

Emotions of Others
Description of emotions:
It was really difficult. I think it was really
difficult for both of us because he was
having a hard time in Australia as well with
work and missing me and things like that.
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had a big impact more than others in
terms of deciding to come home and
things … I didn’t feel like it was going very
well and I didn’t feel like I was very
supported and I didn’t feel like the actual
organisation wanted me there and that’s and that I had to do a lot on my own and I
didn’t know how to do it and to make it
work and to build the relationships that I
needed to build when they have such a
huge language barrier and, yes, not very
much support… It was a new program.
Yes. So I was there to train - it was a camp
hospital so I was meant to train the nurses
that already worked there in oncology
nursing. So they were already working and
they were already trained nurses … It was
definitely an organisational thing,
absolutely. I mean, a cultural thing in
terms of - well, I think like a bigger cultural
thing but also a cultural thing within the
hospital and the organisation in terms of
change and using the new ideas and a lot
of - like, So it was really important for me
to work with them but I didn’t feel like I
was getting that support like, for example,
just resource of food, like time for the
nurses to come to class or - yes, space like
using the library. Like, I had an office and
things but in terms of just helping me
understand the situation and answer my
questions to a degree that I felt that I
could actually do something that was
appropriate, it was very difficult …
Understanding of why experiencing
emotions:
Probably generally Bangladesh and moving
to another country and all of those cultural
and language problems like - that are very
difficult but I think they’re manageable ...
Yes and I have done it - I’ve done it before.
I lived in Chile for a year so I was on
exchange there so all that was familiar but
it was more the work … I mean, the
difficulties were like a huge number of
difficulties in terms of - that I saw but because they were trained nurses so they
were already working but, for me, it was
so different, such a different context and
such a different job almost, it wasn’t even

Emotions of Others

Understanding of why experiencing
emotions:
So that was really difficult, I think, and he I think he found it very difficult because he
just didn’t have the context to - and
knowledge of what I was talking about to
sort of maybe support me in a way that he
normally might.
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nursing what they were doing, that I found
“how am I going to do this? How - where
do I find the common ground? How do I what do I train them? What’s important to
them? What do they want to learn? Do
they want to learn?” and things like that
and some of them did want to learn and
how do I convey that in a way that they
would understand with the resources that
I have and all those sort of things and it’s
something that will be useful to them. So I
even found it difficult to know what - to
work out what they knew and what they
didn’t know. So even trying to work that
out and get that information was very
difficult … So - but other people telling me
“no it wasn’t you” and then my - and my
partner as well, I was away from my
partner initially so that was another big ...
Another big contributing factor to it all.
Managing emotions:
Managing emotions:
I found out a lot of background to my
position but I ended up feeling like “well
what do they want they me here for?” or
like is it - I just felt like they left it all up to
me to do a huge job when - and their
expectations of what - I wasn’t sure what
their expectations were but their
expectation that I could do it all on my
own was unrealistic and that they needed
to be a part of it as well to make it useful
for them and also sustainable because it
was no point in me coming there for a
little while and doing something and then
nothing ever happening again sort thing …
Cried a lot, a lot and I didn’t - like, I’d had
my - I can remember like I just needed to
cry and get it out and then I felt a bit
better. I asked for help so the program
had a - a team leader was meant to
support us and I wrote to them and asked
them to help saying I needed more
support and things like that. I don’t feel
like I got necessarily the response that I
needed or that they really understood …
One girl in the program, who was fantastic,
came out and visited and sort of things
and she was sort of like “yes, I can see
what you mean. I don’t” - and she said
that she was coming up against the same
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problems as I was coming up to. So she’d
say, and she was Svengali so she spoke the
language and so she would say or ask the
questions on my behalf or say what the
problems were and just sort of got the
same sort of answers, just blank answers,
that I was getting. So I - so that was good
in a way because I felt that it’s not just me
because I - you always have that self-doubt
as well that maybe it’s me, maybe it’s what am I doing wrong, what aren’t I doing
right and things like that …
Using emotions to achieve a success:
Using emotions to achieve a success:
… I had housemates, other volunteers that
I was living with and they were having
similar problems and so they understood
and they were saying “well, it’s not you.
It’s just what happens”. Like - and I’d ask
them for advice and like little strategies
that I could - what could I do tomorrow to
try and do something different, bring it
forward like - so they were a great support
like, yes but yes, so it’s still that self-doubt
… Absolutely.
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Appendix N: Pilot research Participant 4 data summary
Participant 4 had been working on a contract in another agency and accepted a position
as a generalist Graduate. She has a diagnosed medical condition that is impacting upon
her ability to fully function at work, she is also managing the physical illness of her
partner and the research management of their new home and by the end of the
Graduate Program had dropped the ball regarding her applications for her final
placement and was totally focused on securing a position when meeting for the final
interview.
The following extract is categorised against two-dimensions of emotional intelligence
with no sub-sections:
Own Emotions
On the first day we met, it was like a ballot
sort of thing. We had in the auditorium in
- as part of our orientation week in - all the
graduates were sitting in the tiered seating
and the whole group of about 70 odd
supervisors were lined up at the front of
the room and as one went and spoke to
one of the graduate team staff members
and told them the name of the grads they
were after and then the grads come down
and we’d meet up with our supervisor and
walk out of the room. So everybody could
see everyone. It was like - it was really
quite confronting.
I’m thinking “not only are we making our
judgments or affirmations based on what
we perceive of the supervisors and how
we think they’re going to be in relation to
us but we have absolutely no idea, they
have absolutely no idea of us. I hope I’m
making a good impression. I’m hoping at
this point in the afternoon I’m looking
okay. Am I dressed all right? Did I make
the right decision this morning”.
Firstly, my supervisor, she’s female, and
she seemed to be not too much older than
me so possibly having quite a quick
acceleration into the level position, I’m
assuming she’d be an EL1 because I believe
that in terms of the requirements for
supervising a grad they would need to be a
section manager or higher. She was
wearing a knee length skirt, heels and a
fitted, not a shirt, but a fitted top, hair
about shoulder - bit below shoulder
length, short sleeve, glasses, hair out, long

Emotions of Others
The way she carried herself was quite
confident and yet smiling and comfortable.
Whether she was actually comfortable or in that sort of environment or not, she
came across that way… Was that my
supervisor would be caring for my
situation and what I wanted to get out of
the orientation but also approachable in
that if there’re any issues or problems that
I could go to her and that she would
possibly be in the same sort of age group
and some sort of similar position in her life
so that we’ve got those personal
connections as well because I’m very much
- I would like to know about maybe only at
a superficial level but some sort of details
about who my supervisor is and those
sorts of things have sort of come through
in the last eight weeks or however … Like I
can tell sometimes usually for her that it
may - she may not be doing so well and
she can do the same for me even though
it’s - you may not have shown - feel like
you’ve shown anything but the other
person is aware … It feels good. Yes. It’s
nice not to have to explain or not to have
to go, “no, I’m hunky dory. I’m everything’s fine” when it’s really not. So I
mean, it hasn’t happened that often. I’ve
now more managed and my partner’s back
at work this week
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hair. So she could be - like I could see
myself in five years almost wearing exactly
what she was wearing that day… It was
easier in my knowledge that I was not the
only one that was uncertain about my role,
about what I was going to be doing for the
next week, month, couple of months… I
actually had a bit of an about-face as well.
I was part of the - a completely new
section. They had to develop from scratch
what the role was going to be within the
Branch and legitimate that role, justify it,
make sure that we had a purpose for
existing and in that development, seeing
how it goes and what happens and how
that’s all done and the discussions and I
very much enjoyed being a part of that,
seeing how it all went and knowing that
next time if there’s any other realignment
and I have no idea what’s going to happen,
I’ll be okay at the end of it … (my partner)
he had an operation recently and I was at
the hospital - like I’d go to work from 7.00
until 3.00 or 4.00 and then be at the
hospital until 8.00 or 9.00 at night and
then come home, sleep and get up and do
it again and I found it really, really
draining. I was starting to think that I
wasn’t going to perform well at work and I
didn’t want her to think that it was me
going out or doing things that would
jeopardise my work when - I mean, I think
that that would be tiring for someone of
normal capacity but yes, I just wanted to
explain to her if I needed to have time off
so that there was a reason behind it and
that I wasn’t just taking a sickie or wanted
her to have a bit of understanding and she,
at the time, told me about a condition she
has that has the same sort of effects in
some ways and so there’s a mutual
understanding that way. If I look at her
and say, “you’re not” … we both know
what that means

Emotions of Others

The following is the above extract re-coded to reflect the nuances of data under the
two-dimensions:
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Description of emotions:
On the first day we met, it was like a ballot
sort of thing. We had in the auditorium in
- as part of our orientation week in - all the
graduates were sitting in the tiered seating
and the whole group of about 70 odd
supervisors were lined up at the front of
the room and as one went and spoke to
one of the graduate team staff members
and told them the name of the grads they
were after and then the grads come down
and we’d meet up with our supervisor and
walk out of the room. So everybody could
see everyone … Firstly, (indistinct) my
supervisor, she’s female, and she seemed
to be not too much older than me so
possibly having quite a quick acceleration
into the level position, I’m assuming she’d
be an EL1 because I believe that in terms
of the requirements for supervising a grad
they would need to be not a section
manager or higher. She was wearing a
knee length skirt, heels and a fitted, not a
shirt, but a fitted top, hair about shoulder bit below shoulder length, short sleeve,
glasses, hair out, long hair. So she could
be - like I could see myself in five years
almost wearing exactly what she was
wearing that day…
Understanding of why experiencing
emotions:
It was like - it was really quite confronting.
I’m thinking “not only are we making our
judgments or affirmations based on what
we perceive of the supervisors and how
we think they’re going to be in relation to
us but we have absolutely no idea, they
have absolutely no idea of us. I hope I’m
making a good impression. I’m hoping at
this point in the afternoon I’m looking
okay. Am I dressed all right? Did I make
the right decision this morning” … It was
easier in my knowledge that I was not the
only one that was uncertain about my role,
about what I was going to be doing for the
next week, month, couple of months… I
actually had a bit of an about-face as well
… (my partner) he had an operation
recently and I was at the hospital - like I’d
go to work from 7.00 until 3.00 or 4.00 and

Emotions of Others
Description of emotions:
The way she carried herself was quite
confident and yet smiling and comfortable.
Whether she was actually comfortable or in that sort of environment or not, she
came across that way… Was that my
supervisor would be caring for my
situation and what I wanted to get out of
the orientation but also approachable in
that if there’re any issues or problems that
I could go to her … Like I can tell
sometimes usually for her that it may - she
may not be doing so well and she can do
the same for me even though it’s - you
may not have shown - feel like you’ve
shown anything but the other person is
aware …

Understanding of why experiencing
emotions:
… and that she would possibly be in the
same sort of age group and some sort of
similar position in her life so that we’ve got
those personal connections as well
because I’m very much - I would like to
know about maybe only at a superficial
level but some sort of details about who
my supervisor is and those sorts of things
have sort of come through in the last eight
weeks or however
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then be at the hospital until 8.00 or 9.00 at
night and then come home, sleep and get
up and do it again and I found it really,
really draining.
Managing emotions:
I was starting to think that I wasn’t going
to perform well at work and I didn’t want
her to think that it was me going out or
doing things that would jeopardise my
work when - I mean, I think that that
would be tiring for someone of normal
capacity …

Emotions of Others

Using emotions to achieve a success:
I was part of the - a completely new
section. They had to develop from scratch
what the role was going to be within the
Branch and legitimate that role, justify it,
make sure that we had a purpose for
existing and in that development, seeing
how it goes and what happens and how
that’s all done and the discussions and I
very much enjoyed being a part of that,
seeing how it all went and knowing that
next time if there’s any other realignment
and I have no idea what’s going to happen,
I’ll be okay at the end of it … I just wanted
to explain to her if I needed to have time
off so that there was a reason behind it
and that I wasn’t just taking a sickie or
wanted her to have a bit of understanding
and she, at the time, told me about a
condition she has that has the same sort of
effects in some ways and so there’s a
mutual understanding that way. If I look at
her and say, “you’re not … we both know
what that means

Using emotions to achieve a success:
It feels good. Yes. It’s nice not to have to
explain or not to have to go, “no, I’m
hunky dory. I’m - everything’s fine” when
it’s really not.

Managing emotions:
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Appendix O: Pilot research Participant 5 data summary
Participant 5 was a generalist Graduate. During her initial interview she explored her
reaction to the assessment centre and an experience where her partner, when she was
about 18, attempted suicide. She had successfully secured a position by her second
interview and discusses using her assessment centre experience as a learning for her
interview preparation. She was struggling with the realisation that her move to
Canberra was now permanent as she had secured the role and her partner was studying
at ANU, and she really missed her family and friends.
The following extract is categorised against two-dimensions of emotional intelligence
with no sub-sections:
Own Emotions
I had done a few assessment centres prior
to doing the FACSIA one, but joining
FACSIA was something that I really wanted
to do as opposed to sort of something I
just did out of getting experience. When I
was in the 1:1 interview I was getting quite
flustered and I actually started to get quite
upset and I sort of felt myself starting to
cry and I was just really kind of – I thought
I’d absolutely blown it and I thought that
there was no sort of getting out of it and I
think the reason I got so upset was
because I was having a lot of trouble
communicating with the person who I was
being interviewed with… I just found that I
couldn’t actually get to the point that I
wanted to make without her sort of
constantly interrupting me and trying to
put me back on the right track. I had the
1:1interview, it was in between the - the
group interview was first, the group
exercise, and then I had my 1:1 and then I
had the written test so I was kind of a bit
sort of shaken by the 1:1 interview when I
got into the written test and I didn’t think I
did very well with that and by the time I
got out of there, … I caught the train down
to Sydney and I sort of spent the whole
train ride back just thinking that I’d totally
blown it and then I guess I got offered the
job … and I’d already accepted a job with
another department, and then I got an
offer late asking me in the year from
FACSIA, so… I guess she was asking me to I can’t quite remember what the question

Emotions of Others
I just found that person really quite abrupt
and she was just a little bit, I guess, quite
pushy and I understand why she was being
that because I get the point of it … I had
sort of something in mind but I think I
prepared a little bit too much so that I had
something, an example in my head that I
wanted to stick to and when that didn’t
maybe necessarily answer the question
she was asking me, she would sort of stop
me and try and get me back on track,
which was helpful initially but when it was
sort of - I obviously wasn’t sort of being
direct enough in my answer and so she
was sort of constantly doing it throughout
while I was trying to speak … Like, I started
to feel myself lose control and I could feel
the tears welling up and then I think she
saw that I was getting upset and toned it
down a little bit and she did sort of stop
me and say, “I’m sorry if I’ve upset you”
and “this won’t affect your chances” and I
kind of, in the back of my head, just
thinking that it already had and I - I mean, I
believe that she wouldn’t go and tell
everyone I’d gotten upset but I definitely
felt that it was showing - was portraying
my character in a way that I wasn’t
necessarily comfortable with
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was, but it was along the lines of, “tell me
about a time when you showed
leadership” or something. “It can be a
work environment, whatever” and I had
prepared - I tried to prepare as well as I
could for these kind of interviews and sort
of have something that I could sort of just
whip off the top of my head, sort of just be
able to get it all out there and sort of
showcase my …
Yes, yes and I’m not very good at that
because I just - I find selling yourself a little
bit, I don’t know, I just don’t particularly
like the idea of it but … I just find that like, I get that job interviews and things are
about showcasing your skills and being
able to talk about them and present them
in a certain way to make yourself look
attractive to the organisation or whatever
you’re applying for, whatever you’re being
interviewed for, but I just don’t really like
the idea of it … I just kind of got really
frustrated and just kind of lost my sort of
train of thought and I sort of - and I started
to feel myself get quite agitated by it and I
- and I’m not - once I sort of feel that sort
of feeling come on, I find it hard to sort of
control it but …I did my best to try and
keep myself together but I didn’t do that
very well... Didn’t want to come across as
someone who just sort of broke down and
went - that was stressed out or that sort of
thing so I was upset by that, that I
couldn’t - and I wasn’t able to handle my
feelings in that context because I think it
doesn’t - I’m not all that great at
controlling my feelings at the best of times
but I felt that that was a situation where I
should’ve been able to maintain control of
that because it was a situation where I was
essentially trying to give this person an
idea of who I was and what attributes I
could bring to certain position or whatever
and I didn’t think I was doing that very
well… I normally cry and get it out and
then I can sort of move on from that
and - because you don’t have that
opportunity when - in an interview
situation because you can’t just excuse
yourself, go and cry in the corner for a

Emotions of Others

346

Own Emotions
little bit but I think, yes, I normally sort of
control that sort of side, I would normally
just have to get it out because it’s almost
like if I - the more I try and hold it back, the
more it sort of - it gets stronger …

Emotions of Others

The following is the above extract re-coded to reflect the nuances of data under the
two-dimensions:
Own Emotions
Description of emotions:
I had done a few assessment centres prior
to doing the FACSIA one, but joining
FACSIA was something that I really wanted
to do as opposed to sort of something I
just did out of getting experience. When I
was in the 1:1 interview I was getting quite
flustered and I actually started to get quite
upset and I sort of felt myself starting to
cry and I was just really kind of … I caught
the train down to Sydney and I sort of
spent the whole train ride back just
thinking that I’d totally blown it and then I
guess I got offered the job … and I’d
already accepted a job with another
department, and then I got an offer late
asking me in the year from FACSIA, so …
Yes, yes and I’m not very good at that
because I just - I find selling yourself a little
bit, I don’t know, I just don’t particularly
like the idea of it but … I just find that like, I get that job interviews and things are
about showcasing your skills and being
able to talk about them and present them
in a certain way to make yourself look
attractive to the organisation or whatever
you’re applying for, whatever you’re being
interviewed for, but I just don’t really like
the idea of it …

Emotions of Others
Description of emotions:
I just found that person really quite abrupt
and she was just a little bit, I guess, quite
pushy and I understand why she was being
that because I get the point of it … I had
sort of something in mind but I think I
prepared a little bit too much so that I had
something, an example in my head that I
wanted to stick to and when that didn’t
maybe necessarily answer the question
she was asking me, she would sort of stop
me and try and get me back on track,
which was helpful initially …

Understanding of why experiencing
emotions:
– I thought I’d absolutely blown it and I
thought that there was no sort of getting
out of it and I think the reason I got so
upset was because I was having a lot of
trouble communicating with the person
who I was being interviewed with… I just

Understanding of why experiencing
emotions:
I obviously wasn’t sort of being direct
enough in my answer and so she was sort
of constantly doing it throughout while I
was trying to speak … Like, I started to feel
myself lose control and I could feel the
tears welling up and then I think she saw
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found that I couldn’t actually get to the
point that I wanted to make without her
sort of constantly interrupting me and
trying to put me back on the right track. I
had the 1:1 interview, it was in between
the - the group interview was first, the
group exercise, and then I had my 1:1 and
then I had the written test so I was kind of
a bit sort of shaken by the one on one
interview when I got into the written test
and I didn’t think I did very well with that
and by the time I got out of there …
Managing emotions:
I guess she was asking me to - I can’t quite
remember what the question was, but it
was along the lines of, “tell me about a
time when you showed leadership” or
something. “It can be a work
environment, whatever” and I had
prepared - I tried to prepare as well as I
could for these kind of interviews and sort
of have something that I could sort of just
whip off the top of my head, sort of just be
able to get it all out there and sort of
showcase my … I normally cry and get it
out and then I can sort of move on from
that and - because you don’t have that
opportunity when - in an interview
situation because you can’t just excuse
yourself, go and cry in the corner for a
little bit but I think, yes, I normally sort of
control that sort of side, I would normally
just have to get it out because it’s almost
like if I - the more I try and hold it back, the
more it sort of - it gets stronger …
Using emotions to achieve a success:
I just kind of got really frustrated and just
kind of lost my sort of train of thought and
I sort of - and I started to feel myself get
quite agitated by it and I - and I’m not once I sort of feel that sort of feeling come
on, I find it hard to sort of control it but …I
did my best to try and keep myself
together but I didn’t do that very well...
Didn’t want to come across as someone
who just sort of broke down and
went - that was stressed out or that sort of
thing so I was upset by that, that I
couldn’t - and I wasn’t able to handle my
feelings in that context because I think it

Emotions of Others
that I was getting upset and toned it down
a little bit and she did sort of stop me and
say, “I’m sorry if I’ve upset you” and “this
won’t affect your chances” and I kind of, in
the back of my head, just thinking that it
already had …

Managing emotions:
No comments

Using emotions to achieve a success:
I mean, I believe that she wouldn’t go and
tell everyone I’d gotten upset …
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doesn’t - I’m not all that great at
controlling my feelings at the best of times
but I felt that that was a situation where I
should’ve been able to maintain control of
that because it was a situation where I was
essentially trying to give this person an
idea of who I was and what attributes I
could bring to certain position or whatever
and I didn’t think I was doing that very
well…

Emotions of Others
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Appendix P: Pilot research Participant 6 data summary

Participant 6 was a generalist Graduate and during her first interview she discusses the
difficulty she was having finding a place to rent. During her first discussions she
mentioned her diagnosed psychiatric illness, and during the second interview she fully
revealed how ill she actually was as she was and advised that her illness had worsened
in January and as she had trouble finding an appropriate doctor when she moved she
had suffered from significant paranoia as a result and this had impacted on everything
she had done during the year, to the extent that she had not been able to apply for a
permanent role as she couldn’t organise her thoughts and was managing what she
described as a crisis. As this participant was psychiatrically unwell, and the pilot
research data was not included in the final research, rather it was used to establish the
units of analysis using the consolidated model of emotional intelligence, the data for
participant 6 has not been coded in this paper. It can be provided under separate cover
if required.
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Appendix Q: GENOS EI participant data comparison
This information is taken directly from the participant GENOS reports. The definitions
are direct quotations, and the participant summaries are edited to highlight information
relevant to this study.
Emotional Self-awareness
Emotional Self-awareness is the skill of perceiving and understanding one’s own feelings.
The candidates rate how frequently they are aware of their moods, feeling and
emotions at work; the causes of their feelings, and the impact their feelings can have on
their decisions and actions. As feelings influence decisions, behaviour and performance,
those who are emotionally self-aware are conscious of the role their feelings can plan in
these areas and are better equipped to manage this influence effectively:






Participant F scored in the low range compared to others, suggesting that she is
unlikely to pay attention to her feelings at work except when they manifest as
strong emotions. She may fail to recognise how more subtle feelings and mood
states influence her decisions and behaviour; and her strengths suggest that she
is aware of the things that make her feel positive and she is aware of her body
language and general mood.
Participants A, B, E, H scored in the high range compared to others, suggesting
they pay conscious attention to their feelings at work and they understand how
their feelings may impact upon their decisions and behaviour. They are likely to
be connected with how they feel and to be proficient in using this information
to rationally guide decisions and how they present to others; and their strengths
are that they aware of how feelings may influence the way they interact with
other people and how feelings influence general behaviour at work, and they
are aware of their body language.
Participants C, D, I scored in the very high range compared to others, suggesting
they pay close attention to feelings at work and have a profound sense and
knowledge of themselves. They are likely to be very connected with inner
values and beliefs and regularly conduct self-reflective practices. These
participants may be able to develop these skills in others. They are aware of the
tone of voice when communicating with people, how their feelings influence
their general behaviour at work and they are aware of their body language.

Emotional Expression
Emotional expression is the skill of effectively expressing one’s own feelings. The
participants rated how frequently they express specific feelings at work such as
happiness and frustration, provide feedback to colleagues about the way the feel, and
express emotions at the right time, to the right degree and to the right people.
Emotionally expressive people are well understood by others and tend to create more
trusting and genuine relationships with people. Individuals with low scores in this area
often have trouble expressing how they feel effectively and tend to be perceived by
others as guarded and tend to create misunderstandings with those around them:
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Participants B and E scored in the high range when compared to others and this
suggests they are able to effectively express how they feel the majority of time.
They are perceived as being personable and authentic, and they create
understanding and clarity with those around and facilitate open and honest
communications. Their specific strengths are their ability to express how they
feel at the appropriate time, providing people with positive feedback and
expressing how they feel to the right people.
Participants A, C, D, F, H, and I scored in the very high range when compared to
others which suggests these participants are proficient in effectively expressing
their needs, and they are authentic, genuine and can facilitate open and honest
dialogue. Others may feel comfortable expressing their feelings around them
and they can create a culture where healthy debate and feedback is often
present. They may be able to develop the skill of emotional expression in
others, and they have specific strengths in expressing how they feel about work
issues, and being able to express this to the right people and being able to
express positive feelings appropriately.

Emotional Awareness of others
Emotional awareness of others is the skill of perceiving and understanding others’
feelings. The participants rated how frequently they recognise feelings in others,
understand the cause of others’ feelings, and demonstrate empathy accordingly. People
with a high level of emotional awareness of others are able to demonstrate empathy
and care for those they work with. They are proficient in responding to, connecting with
and motivating others. This skill is critical in any role that involves a high degree of
successful interpersonal interaction such as leadership, teamwork, and change
management:






Participant F scored in the average range for emotional awareness of others
when compared to others, suggesting she recognises and understands others’
feelings and as a result is able to demonstrate empathy and care, and is able to
motivate, connect with others in an engaging way. Her strengths are in
recognising how people are responding when she is attempting to build rapport,
understanding what makes people feel engaged, and recognising how people
feel about work issues.
Participants B and H scored in the high range when compared to others,
suggesting they are skilled in recognising and understanding others’ feelings. As
a result they are able to demonstrate sound listening skills, empathy and care,
and are able to motivate, connect with and engage with others. They may have
specific strengths in recognising how people feel about work issues,
understanding what makes people feel valued, and demonstrating that they
understand peoples’ feelings.
Participants A, C, D, E, and I scored in the very high range when compared to
others, suggesting they recognise and understand others’ feelings. They are
able to demonstrate empathy and care, and motivate and connect with others
in an engaging way. They are able to understand others’ values and beliefs and
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to create meaning for people from events surrounding them. They may also be
able to develop the skill of emotional awareness in of others in those around
him. Their specific strengths are in recognising how people feel about work
issues, recognising what motivates people at work and understanding what
makes people feel valued.
Emotional Reasoning
Emotional reasoning is the skill of using emotional information in reasoning and
decision-making. The participants rated how frequently they consider their own and
others’ feelings when making decisions, combine the information in feelings with the
facts and technical information, and communicate their decision-making process to
others. Feelings and emotions contain important information and when this type of
emotional information is combined with facts and technical information, people think
and make for expansive, creative and well thought-out decisions:






Participants B and E scored in the average range when compared with others,
suggesting they typically consider their own and others’ feelings when reasoning
and decision-making about as much as other people do. Their specific strengths
for emotional reasoning are that they may consider how people may react when
they talk with them about decisions, demonstrate that they have considered
people’s feelings when making decisions, and consider the organisational values
when making decisions.
Participants A, C and I scored in the in the high range when compared with
others, suggesting they may be skilled at combining the information in feelings
with facts and other sources of information when reasoning and decisionmaking. They can be expansive in their thinking and are good in roles that
require considerable social problem solving or those that require creative,
lateral and innovative thinking. Their specific strengths for emotional reasoning
are that they will consider the organisation’s values when making decisions,
asking people how they feel about different solutions when solving problems,
and considering how people may react when they talk with them about
decisions.
Participants D and F scored in the very high range when compared with others,
suggesting they can be proficient at combining the information in feelings with
facts and other sources of information when reasoning and decision-making.
They may be expansive in their thinking, decisive in ambiguous situations and
proficient in gaining others to buy-into decisions. They may be able to develop
the skill of emotional reasoning in others. Their specific strengths are their
ability to consider the organisational values when making decisions, consider
how people may react when they talk with them about decisions, and balancing
technical information with their own feelings when making decisions.

Emotional Self-management
Emotional self-management is the skill of effectively managing one’s own emotions.
The participants rated how frequently they engage in activities that make them feel
positive, explore the causes of things that make them feel negative, and regulate their
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moods and emotions effectively. Individuals who are proficient in managing their own
emotions are optimistic and look to find the opportunities and possibilities that exist,
even in the face of adversity. They are resilient and can manage high work demands and
occupational stress. They demonstrate consistent behaviour and may be described as
centred and purposeful by others:






Participant E scored in the average range when compared to others, suggesting
he may be able to effectively manage his own emotions as frequently as most
people. He may be optimistic and positive the majority of time, and not cope
well in highly stressful and demanding roles. His specific strengths in this area
are exploring the causes of things that upset him, adjusting quickly to new
working conditions, and handling stressful situations effectively.
Participant B scored in the high range when compared to others, suggesting she
can be personally resilient and cope with high work demands and stress. She
may be optimistic and resourceful, and take personal responsibility for her
behaviour. She may quickly adapt to changing situations and perform well in
roles that involve stress or considerable emotional labour. She has specific
strengths for exploring the causes of things that upset her, doing things that
make her feel positive and responding appropriately to events when they
frustrate her.
Participants A, C, D, F, H, and I scored in the very high range when compared to
others, suggesting they may be optimistic and resourceful in the face of
adversity. They are highly adaptable and may make great “change agents” in
difficult times. They will cope well with high degrees of stress and emotional
labour. They will deal well with conflict and competing priorities and be able to
develop this skill in others. Their specific strengths in this area are their ability
to respond appropriately when events frustrate them, being able to
demonstrate positive moods and emotions, and being able to move on quickly
when things anger them.

Emotional Management of Others
Emotional management of others is the skill of influencing others’ moods feelings and
emotions. The participants rated how frequently they create a positive working
environment for others, help people overcome negative feelings, and help people
resolve emotional issues that are affecting their decisions behaviour or performance.
Ability in this area is critical to occupations that involve caring for others, sales, customer
service, teams and leadership roles as individuals who can positively influence the
moods of others, their feelings and emotions have the capacity to empower and
motivate them around them. This enables them to get colleagues to co-operate and
work effectively together, and inspire performance in others by creating a positive team
and work environment.


Participants B and F scored in the average range when compared to others and
this suggests that they can effectively influence others’ feelings as often as most
people do. They are able to create a positive working environment for others
and help people they know well to resolve emotional issues that affect them.
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Their specific strengths are for motivating people to achieve work-related goals,
helping people to overcome negative feelings and to feel more positive, and
helping people to feel differently about disappointing situations:




Participants E and H scored in the high range when compared to others,
suggesting that they may be skilled in managing people as they will be able to
create a positive working environment for others, manage and maximise
individual differences and effectively handle workplace conflict. People will
probably turn to them for help in times of need and they will respond
accordingly. Their specific strengths are motivating people to achieve workrelated goals, knowing what to say or do when people are upset, and getting
people to cooperate.
Participants A, C, D, and I scored in the very high range when compared to
others, suggesting that they can positively influence the feelings of others. They
can inspire performance in others by creating a positive team and work
environment, manage and maximise individual difference and effectively handle
workplace conflict. They can build personal resilience in those around them and
others may describe feeling safe, valued and empowered when working with
them. Their specific strengths in this area are their ability to help others to
overcome negative feelings and to feel more positive, get people to
concentrate, and create a positive overall working environment.

Emotional Self-Control
Emotional self-control is the skill of effectively controlling strong emotions. The
participants rated how frequently they can control strong emotions such as anger or
excitement, remain productive when experiencing strong emotions such as anxiety or
excitement, and can remain calm and focused in stressful situations. Emotional selfcontrol is about how reactive an individual is to strong emotions and how they deal with
those experiences. Individuals with high emotional self-control can restrain their
responses to strong emotions and make the best possible responses to them.


Participant E scored in the average range when compared to others and this
suggests that he can control his strong emotions as often as most people. This
means that for the most part he will be able to stay calm in stressful situations
and overcome strong emotions to think and act rationally. He may also be
prone to occasional emotional outbursts and will not cope well with prolonged
pressure or events that trigger strong emotions. His specific strengths are
remaining focused on work when he is feeling anxious, behaving appropriately
when he is angry, and not becoming impulsive when under stress:



Participants B and F scored in the high range when compared to others,
suggesting they can restrain initial responses to strong emotions and quickly
think and act rationally. In stressful and high pressure situations they can
remain productive, maintain a calm demeanour, and demonstrate a consistent
and considered approach to events and colleagues. Their specific strengths for
emotional control are not becoming impulsive when under stress, remaining
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focused on work when they are feeling anxious and behaviour appropriately
when angry.
Participants A, C, D, H, and I scored in the very high range when compared to
others, suggesting that they can restrain initial responses to strong emotions
and quickly think and act rationally. In stressful or high-pressure situations they
can remain productive, maintain a calm demeanour and demonstrate a
consistent and considered approach to events or colleagues. They demonstrate
a composed, resilient presence under pressure and may be able to develop
these skills in others. Their specific strengths are being able to control a temper,
demonstrate appropriate enthusiasm, and remain focused on work when feeling
anxious.
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Appendix R: Participant A data summary
An introduction:

Recruitment emotional intelligence results:
The results below evaluate Participant A’s self-assessment results using the GENOS
Emotional Inventory:

Participant A scored in the high range for emotional self-awareness in comparison to
others. This suggests that he pays conscious attention to his feelings at work and
understands how his feelings may impact decisions and behaviour. He is likely to be
connected with how he feels and to be proficient in using this information to rationally
guide his decisions and how he presents to others. His strengths in this area are that is
aware of how his feelings may influence the way he interacts with other people, how his
feelings influence his general behaviour at work and he is aware of his body language.
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Participant A scored in the very high range for emotional expression in comparison to
others. This suggests he is proficient in effectively expressing his he feels, and he is
authentic, genuine and can facilitate open and honest dialogue. Others may feel
comfortable expressing their feelings around him and as such he can create a culture
where healthy debate and feedback is often present. He may be able to develop the
skill of emotional expression in others. He has specific strengths in expressing how he
feels about work issues, being able to express this to the right people and being able to
express positive feelings appropriately.
Participant A scored in the very high range for emotional awareness of others. This
suggests he recognises and understands others’ feelings. He is able to demonstrate
empathy and care, and motivate and connect with others in an engaging way. He is able
to understand others’ values and beliefs and to create meaning for people from events
surrounding them. He may also be able to develop the skill of emotional awareness of
others in those around him. His specific are in recognising how people feel about work
issues, recognising what motivates people at work and understanding what makes
people feel valued.
Participant A scored in the high range for emotional reasoning when compared to
others. This suggests he may be skilled at combining the information in feelings with
facts and other sources of information when reasoning and decision-making. He can be
expansive in his thinking and good in roles that require considerable social problem
solving or those that require creative, lateral and innovative thinking. His specific
strengths for emotional reasoning are that he will consider the organisation’s values
when making decisions, ask people how they feel about different solutions when solving
problems, and consider how people may react when they talk with him about decisions.
Participant A scored in the very high range for emotional self-management in
comparison to others. This suggests he may be optimistic and resourceful in the face of
adversity. He is highly adaptable and may make a great “change agent” in difficult
times. He will cope well with high degrees of stress and emotional labour. He will deal
well with conflict and competing priorities and be able to develop this skill in others. His
specific strengths in this area are his abilities to respond appropriately when events
frustrate him, be able to demonstrate positive moods and emotions, and be able to
move on quickly when things anger him.
Participant A scored in the very high range for emotional management of others. This
suggests that he is proficient at positively influencing the feelings of others. He can
inspire performance in others by creating a positive team and work environment, can
manage and maximise individual differences and effectively handle workplace conflict.
He can build personal resilience in those around him and they often describe feeling
safe, valued and empowered when working with him. His specific strengths for the
emotional management of others are for helping people to resolve their emotional
situations effectively, being able to demonstrate empathy to others, and motivating
people to achieve work-related goals.
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Participant A scored in the very high range for emotional self-control in comparison to
others. This suggests that can restrain his initial responses to strong emotions and
quickly think and act rationally. In stressful and high-pressure situations he can remain
productive, maintain a calm demeanour and demonstrate a consistent and considered
approach to events or colleagues. He can demonstrate a composed, resilient presence
under pressure and may be able to develop emotional self-control in others. His specific
strengths in this area are being able to behave appropriately when angry, is not
compulsive when under stress, and is able to remain focused on work when he feels
anxious.
GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant A may have unconsciously
responded in an uncharacteristically positive manner to inflate his scores on the
assessment. Participant A scored very low on the Inflation Index. This suggests that he
is unlikely to have responded in an overly positive manner. He may be under-reporting
his emotional intelligence, or he may also be very self-aware of his behaviour, strengths
and limitations.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant A scored average on the Manipulation Index, and his scores above have been
adjusted accordingly. This suggests he may have consciously manipulated his responses
to some of the manipulation items in the assessment.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant A has scored very low on the
Inconsistency Index which suggests he responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotion in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
self-aware and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states.





(in describing his initial reaction to the request for him to deliver a
presentation) … there was a little bit of trepidation, because I get quite
anxious … get quite anxious before-hand – trepidation in my stomach … Sick
as a dog in my gut the whole time
(in describing his second reaction to the request for him to deliver a
presentation) … become confident in my own mind
(in describing his reaction when he had finished the presentation) … quite
happy with that – no worries at all … Just more of a relief than anything
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(in describing his reaction to his supervisor’s body language) … stumbled
over my words a little, and that was just as much about her body language
and her reaction as to my inexperience with the actual information that was
there
(in describing his initial response to bullying ) … if it was really that bad, then
I’d probably push back, and if I wasn’t getting the result, then I’d probably
take it further or leave
(in describing his feelings towards his next placement) … think it is
frustrating, but that’s the nature of the beast … I’m sort of in a rut, in my
nice little routine here where I chill out … I’m a bit reserved about whether
this is the case, but it would be nice to have a change in pace and see what
another area is like
(in describing his IT training) … it was really hard for me to pay attention if
something’s so boring
(in describing the working environment) … Yeah, I’m aware of what it is
doing – I am aware that I could leave here tomorrow and go somewhere else
and I’d be torn to pieces if I use it as a suggestion rather than an instruction.
so, initially I was sort of blown away and shocked by that, and I guess that’s
how she got under my skin, they assault you to such a degree that you’re
taken off guard, so you just sort of let it happen

Understanding emotion in self – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:








(in describing how he approached his presentation) … I try to think it
through, to be prepared and understand the background information to
build my confidence … once I start talking all of the anxiety goes away and
the nervousness goes away and a relief begins
(in exploring his reaction to his supervisor) … I am not affronted by her, I am
just a little bit more cautious around her, and it does impact upon my
confidence
(in exploring his reaction to his previous supervisor – he describes a
consistent bullying situation) … so, initially I was sort of blown away and
shocked by that, and I guess that’s how she got under my skin, they assault
you to such a degree that you’re taken off guard, so you just sort of let it
happen … if that’s what you are taught, there has to be some sort of degree
of trust there, … so that’s how I reasoned it in my head
(in exploring his difficult situation) … so, it has been incredibly frustrating for
me … the way that it is being done … is so confusing to my own mind that I
having difficulty … it’s a waste of time … it has been frustrating to do
something that’s of no interest to me … I have no interest … been quite
frustrating … there’s been a lot of frustration there because I find it a bit

362





hard to do work that doesn’t interest me … it’s just a matter of getting
through each day
(in understanding his reaction to the work processes) … I did 8 drafts of one
particular minute … by the end of the day I was about ready to punch a hole
in the wall because it’s slowing me down and the changes they are making I
don’t perceive to be that important … that’s been a bit of an adjustment for
me … I’m not going to hide someone’s mistakes for them
(in describing why he understands his stress levels) … if I went to a job
interview I’d obviously get nervous … “I am anxious about my interview, so
what am I anxious about?” … the anxiety, the stress, just the nature of the
workload I suppose

Managing emotions in self – self-regulation
Having identified emotions in self, the framework extends to the regulation of emotions
in self and others. In self-regulation an individual is open to feelings (both pleasant and
unpleasant) and is able to use these feelings to monitor and manage emotions. They are
also able to engage with, prolong or detach from an emotional state:










(in describing how he managed his presentation) … so, doing the background
research and sort of gaining an understanding, that makes me feel a lot
more confident … practice it until I was confident I could do it … I just sort of
go with it … I’m aware of it, but I don’t attach an emotional response to it
anymore … that experience has taught me how to manage the negative
body language … I manage it by simply just to be aware of it, but don’t let it
upset me … I just tend to go with how people react and I’m not going to let it
upset me or let it influence how I behave as well
(in describing how he managed his previous supervisors bullying) … I started
I guess backing myself up … and then I just shut down, shut up, and got
through it … before I would probably push back and I would probably
overstep my position … in the past I might have said something
(in describing how he managed the IT training) … initially it was me cracking
on with a whole bunch of learning … then I just walked out a lot … just leave
the room and go for a quick walk and clear my head and then come back in
and suck it up for another half an hour … then the next frustrating thing was
being left alone to do it
(in describing how he is managing the IT research he has been assigned) … at
the start of the day I will psych myself up and just go and smash it out …
then it starts to do my head in … switch to something else to break it up for a
bit … get a coffee or walk around to try to clear my head … then wade
through the mire of the garbage that I’ve got to sort through … by the end of
the day I don’t want to touch it
(in discussing how he manages the work process) … I’d rather expose the
problem in that the person has failed to adhere to their side of the bargain.
I’m more than happy to burn myself a little bit to expose that problem,
because I honestly believe that you do that and things get fixed and get
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better … at the end of the day, I try to take the emotion out of it … logical
person so a lot of the time if I sit there and fret about something … well, at
the end of the day, what’s that doing?
(in discussing how he manages his emotions) … so, what am I anxious about
… then I’d go back and answer every one of those questions and practice
(in discussing how he manages his current supervisor) … I think that if I had
started this job the day after I left the last one, and had hit (supervisor) she
would have hit me like a ton of bricks and I would have been straight out of
that door …

Using own emotions - resilience
The final frame in the framework are related to being able to use one’s own emotions to
redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:








(in describing how he used his emotional energy to prepare for his
presentation) … how I manage that is by just sort of thinking it through … I
did make the time to prepare and put the support in place to be able to take
the time to understand the information … if I started to fail, the anxiety
would come back … you start to second guess yourself on certain things
(in describing the impact of his previous supervisor and bullying) … it
absolutely destroyed my self-confidence … she spent 10 hours per day every
single day for a week just tearing me to pieces … making me second guess …
and I’d be making mistake after mistake … she was the catalyst that made
me leave that place … I don’t think you can place your values and
expectations on another person and then get upset when they are not
reacting the way you would … there is nothing you can do about it, you just
have to receive it … but I was thrown into so many situations … well,
personally I just roll with it now … I don’t get worked up to the degree that I
used to
(in describing how he uses his emotions now) … it had a positive effect on my
personality because you were told and you were expected to act like a leader
… so that makes you feel a lot more confident
I’m aware of the reactions, but I don’t attach an emotional response to it
anymore as experience has taught me how to manage the negative body
language and not let it upset me … I just tend to go with how people react
and I’m not going to let it upset me or let it influence how I behave as well. I
just take the time to prepare and put the support in place to make sure that I
understand the information.

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:
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(How did you know people really liked your presentation?) I would think that
body language comes very much into that.
(So what sort of body language were you seeing from your supervisor?)
Something like slouching, like arms folded or shaking heads or tapping a pen
on the desk … you can see that she’s not happy with something, or you can
see that I’m talking too fast or talking too slow, or that I’ve got the
information wrong … I think a lot of people here, they’re all sort of more
about pleasing you rather than tell you the truth, she’ll tell you the honest
truth every time … so, if she’s really not happy and she’s you know, arms
crossed and sighing at me, then, yeah, I’ll pause. I’m not going to completely
ignore it either, because she is obviously doing that for a reason … if she’s
not happy about something it’s quite obvious.

Understanding emotions in others - empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving




(in describing how he understood the emotions of his supervisor) … she’s
doing it because that’s her reaction, and her reaction is valid and I can then
take that constructive criticism … it is manifested in a very peculiar way …
and they apply it to make it better
(in describing why his previous supervisor may have bullied him) … I was
basically being trained to take her job. So, there was some resentment there

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework. Participant A did not once, even
with prompting and questioning, provide examples of how he had managed the
emotions of others involved in the situations explored in the interviews.


No comment

Using emotions in others – conflict resolution
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework. Participant A did not once, even
with prompting and questioning, provide examples of how he had managed the
emotions of others involved in the situations explored in the interviews.


No comment

Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:
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(in discussing his placement) yes, it’s not my personality to follow those sorts
of things. But, yeah, I think I did all right in the end considering … I think
before I probably had a bit of a chip on my shoulder and was quite callous
about stuff like that … as far as the best thing – I guess allowing me to have
the time to crystallise what I think HR, or that particular part of HR, is about
(in discussing his own behaviour) a lot of the time what motivates me is
anger. So personally I think that works … for me when I have a situation like
that it infuriates me … I think I probably had a lot more stress than the other
members, but it is what it is … and I’m a big believer of that, it’s never my job
to do somebody else’s job for them … I think I come across as very direct and
I think some people can take that the wrong way … I’m very quiet and people
can misconstrue that it is me being arrogant and aloof and I quite often get
that
(in discussing the group research)I just sort of put on my cranky face and did
what I do. I just go in there and I do the business side of it and no nambypamby social stuff. We just go in and get the results and get out
(in discussing his placement) it’s quite fast paced and it’s very different to
where I’ve been before, but the workload is a lot more to what I’m used to
and I’ve never done communications and media sort of stuff before but I
quite enjoy it. I liked English at school. It was pretty much the only subject I
liked so yeah quite enjoying it
(in discussing his performance review) I would say “look, this is my
probationary report, you are aware of it. This is what I need you to do, can
we have a discussion around it.” … They’d have a bit of a meeting, they’d
have their input together, they form their response to that and they’d then
present that to me in a meeting and I would then basically say “you I agree
with that” write my little piece about it “yes, I think I need improvement in
this area and yes, I agree with these points” sign it off and that was it … I
think in the first one I was still in the (name) mindset. I used to work at
(name) and their idea of that was basically it’s an avenue to tear you to
pieces … I think I still had that little bit of insight anxiety and nerves around
that, but to be honest, the public sector is quite good at giving you positive
informal feedback, I’d found that up to that point anyway. So guess I wasn’t
freaking out as much as I could have been. But I think I was freaking out just
enough to have made sure that I’d done a good job to the four months and
not just cruise … so if I was freaking out I would be talking about things like
anxiety. Running through all the things that could go wrong, “what are they
not happy with?”
(in discussing his supervisor) Interesting behaviours that I personally hadn’t
seen before, but now that I’ve spent a bit more time in the public service and
seen really weird stuff I’m sort of understanding why they exist and why they
haven’t been addressed
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Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:












(in discussing his rotation) I come from the perspective of I assume people
will exploit that if you give that to them … when I was at (name) it was very
much about “there is a line. I don’t care about your personal life. I don’t care
about the external.” And exactly what you said, just slap on a new hat and
you do your job
(in discussing his team) it’s not about me doing well, it’s about if you agree
to a deadline you stick to it. To me that’s reputation and your word and I
would hate myself if I ever slipped up and let that go. If I’m not can be able
to meet that, I let someone know, I don’t just stop communicating. That’s
not valid for me
(in discussing his own behaviour) no one else thinks that works, but for me,
being angry about something is a motivator for me to get something done.
So it is hard for me to reconcile that with a situation that makes me angry,
but then having to take that anger out of that situation somehow … but fury
gets me to step up and take control if I have to, and for me it is productive
(in discussing the group research) so when I say, “hopefully they learnt
something” it would be me handing the document back saying “that’s a
good effort, but these are the things that we need to address. You have
addressed something different and we need to have another look at doing
that. If you need support I can bounce ideas off you but at the end of the day
you need to produce a document.” … My personality is that if I get
something I will do it and I will do it before the deadline and I will get it done
and there will be no fuss or bother and I won’t whinge about the research “I
don’t like the research the research is having problems” I just do it
(in discussing his performance review) No, no, no not at all. I think I was
aware of them, but I don’t know if I told you either, that back when I was in
high school I was quite depressed and I was like 99/100 for depression and
anxiety and all that sort of stuff … because I come from the private sector
unlike all that bad HR
(in discussing his supervisor) I don’t understand why you’d go into a meeting
with your boss’s, boss’s, boss’s boss and then walk in and go “Ahhhh” and do
this sort of stuff

Managing own emotions – self-regulation
In self-regulation an individual is open to feelings (both pleasant and unpleasant) and is
able to use these feelings to monitor and manage emotions. They are also able to
engage with, prolong or detach from an emotional state:


(in discussing his placement) down in Melbourne one of my first things that
(name) gave me was to do a little toolkit for the trainer, if the trainees are
having performance management issues, if they’re mucking up in class or
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whatever. And it was basically to say “there are these options that may be
available to you, you can pick and choose and this is the due process that
you 100% need to follow” and I completely ignored the support options, I
suppose, that Jo picked me up on it she said “yes, it’s great, you’ve got all the
disciplinary options that you can follow, but you didn’t ask them why they
were behaving like that. Are they having problems at home? Are they absent
because they having issues at home that they need to discuss?” … so I think
(name) was quite good in guiding me towards that and considering that
those issues do need to be touched on, even if I don’t necessarily touch on it
in the way that they currently do, I suppose … but then the flipside to that is
“well, I can still call someone after hours and I don’t accept any excuses, I’ve
got my family hat on” so I think it was just allowing me to come to the
realisation at my pace, I suppose it’s not as bad as I thought it would be and
that you can be quite nice, you can be nice and you can cut people slack
(in discussing the group research) I started off by being honest with them
and saying “guys, I’m happy to take control of most of this and I’ll set up a
system where we don’t need to talk to each other, we can just do our
separate pieces and on this date we can come back and give everything to
me and I’ll just put it all together and everything will be hunky-dory” and I
pointed out that we need to keep communicating because if we don’t then
the system falls apart. So we all stopped communicating and it was just me
sending out emails trying to arrange phone calls and video conferences that
just never eventuated because they couldn’t get their shit together … my
manager down there, they were the ones that just kept hitting me with
different avenues to approach. To be honest, none of them worked. We got
there in the end, but I think it was good for me just to try those different
approaches and see how they could potentially work … so the first few times
you write it off “all right, they have got stuff on and they are busy whatever”
but then you see the pattern emerging and then emotionally the first thing I
do is probably lose respect for them and then I became incredibly frustrated
and annoyed … have a logical way to objectively get the result if that makes
sense… I’m fairly confident I did that in an objective way and a way that I can
reconcile with myself … I’m aware of what my behaviour does to people, but
I think it was probably a little bit of me being quite an intense person and
then this other person being quite anxious in their own self … but I think in
this example, more than anything else in my entire life I was probably far
more diplomatic than what I’ve ever been, in regards to that type of
behaviour, just because I’ve never had it articulated to me in the manner
that it was when (name) explained it to me. I don’t know if I will ever act like
that again, because I do think it’s people taking the piss little bit
(in discussing his replacement) I think (name) was good for that. Another
thing about (name) was that I have the time to review stuff, to get a good
response. Too often in (name) it was you do it as quickly as you can and then
you move onto the next thing. You don’t give it any thought, it just becomes
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a routine where you go in and you smash X, Y, Z and then you get out of
there and go to the next place and smash A, B, C
(in discussing his performance review) so I used all those mechanisms that I
used to have worked through all of that “so, all right, maybe they’re going to
bawl at me over this, but have they done it in the past? No. Are they likely to
do it here if they have haven’t done it before? No. Have I done a good job?
Personally I think so, yes. Have they told me that? Yes.” … So I tried to do
what I always do, which is to shut my mouth and do my job and do it as good
as I can and hopefully I did a good enough job there that they were happy
with me. I didn’t have any issues with that whatsoever, it was quite positive
(in discussing his supervisor) but I can see that’s her personality and I can see
why it hasn’t been addressed

Using own emotions – resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:






(in discussing his rotation) (name) was good. (name) was really good. It was
a great team down there so I enjoyed it. But it’s good to be back in Canberra
after four months down there
(in discussing the group research) you don’t have to be a prick about it … I
had a ton of problems just getting people to do the work and to do it to the
standard I thought was expected or required. And (name) was really good
again in just talking through the different approaches and “having
considered talking to them this way? Have you considered motivating this
way?” … The approach I used in the end. I stopped caring about whether we
passed or failed and took a punt that no one would fail … and then it became
about me managing that emotion and just wanting to strong-arm them into
getting a result and then somehow using mantle funnelling that in a more
productive way … I think that I would have had a really – I’m not even
confident that they probably would have delivered anything if I had not
taken that approach … And it was funny. When I’d say “all right guys, we
need to have a video conference. I’m in Victoria, you’re in New South Wales,
all right, no worries” so I will just pick a date and time. They didn’t think to
organise a video conferencing room “all right guys, I’ll organise a
videoconferencing room for you because that’s beyond your capacity”
organised a videoconferencing room. One of them showed up at the 11 and
left at 11.01 and the other one showed up at 11.02, forgot the phone
numbers and then just went back to his desk, so why is their time more
important than mine
(in discussing his placement) so (name) was a lot slower paced and I had the
time to step back and to spend a day looking at a documented think “is this
the right way? Let’s work through the processes one by one” and if I hadn’t
done it that way before then “let’s send it off to someone else and get their
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opinion” so I think that was good in the healing process, so to speak … the
second one I think I went into (name) being a bit unsure of myself I was just
sitting down having a coffee and signing the document and that was it
(in discussing his performance review) but I always figure that the onus is on
me to be good not a good kid, a good employee, and at the end of the day it
should rest with me. I think if there was any concerns they would to be doing
the right thing. I would hope that they would … I personally don’t know the
difference, but other than that, she was happy with me

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:




(in discussing the group research) but you need to read that research piece
on a piece of paper” … and (manager’s name) was actually really good, he
pointed out that some people have, they like to, you get a research and
some people like to do it right away and then have three weeks off, I don’t
know, cruising until the deadline and they are happy because they’ve had it
all prepared. It’s good to go is just sitting there waiting to be submitted.
Other people like to cruise the first three weeks and then panic at the end
and do it at the end of the day, the results the same, you still submitted by
the deadline and it still passes … another thing he said was that at some
point you’re going to be put in a group where you might have more
knowledge and you might have more ability than your colleagues, but
sometimes it’s better to take a back seat and have the research potentially
not get as good a mark as you would like. But if you see that they’re getting
some sort of learning development out of it then really the research has
succeeded … yes, it will be right. I just hope that they got a bit of value in
learning, for example, the member that I was talking about that didn’t know
how to analyse stuff, hopefully that member realised how to – what they
needed to do to put a document together that could be of value … I could
imagine when I just started yelling and people that their reaction would be –
well, I’m scaring them shitless for a start and then just anxiety and fear not
wanting to deliver the product … so I think there was still a little bit of fear
and insecurity in their mind when I did that … I’m fairly confident that I scare
the poor bloke … individually, I think I probably manage them a little bit
differently. The nervy guy I probably cut a bit more slack than I would
normally, because I felt his nerves in his insecurity was genuine. The other
person was at the complete opposite end of that spectrum, which was leave
it till the last, whinge about the whole time and then eventually hand in
something that was the best they could do on the day
(in discussing his own behaviour) but then the flipside to that is when I do
engage, I think that I can be very direct and some people get quite put off by
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that … (when you see that anxious stuff happening do you change what you
are doing?) I can, there’d be times when I would want to just be blunt and
say “look, shut up you doing it wrong, fix it” but when I do see someone
fretting so visibly, I will offer them reassurance I will lay it out again
(in discussing his performance review) I think that they’re quite casual about
it, but again I mean that in a good way. My experience with other people to
date has been that I’ve seen behaviours that aren’t 100% that people are
scared to bring up and they don’t raise them at these performance things
because they don’t want to have the issue of addressing them … but I think,
by and large, she was happy with my work and I think that went a really long
way me having a decent performance feedback session with her … she is a
really weird personality, but 100% on the ball

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing the group research) and then just anxiety and fear not wanting
to deliver a product because they’re so self-conscious of whether I’m going
to yell at them,, whether I’m not going to think it’s satisfactory when I throw
it back in their face or not … I think they probably disregarded that advice
because they were fretting about it so much … The nervy guy I probably cut
him a little bit more slack than I would have normally because I felt his
nerves in his insecurity was genuine I think that if they had any valid
concerns they are aware enough and professional enough to raise them with
me. So maybe I’m a little I in that regard

Managing emotions in others – motivating others
The concept of motivation is evidence of managing emotions in others:




(in discussing the group research) just couldn’t get their head around doing
the work was to send me links … I just hope I didn’t scare them too much … I
offered them reassurances I will lay it out again, simply “it’s not that bad,
the research – realistically we could hand in a piece of paper with a smiley
face with still get a pass, if we could just justify it”
(in discussing his supervisor) I think if I’d not done my job, or just slacked off
or if she’d had issues with me, I think she would have taken me to the
cleaners and it wouldn’t have been as productive as what it was … she
recommended that I do a public service writing course because my writing
style is to private sector

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:
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(in discussing the group research) so it’s about reassuring them that the
work they’re doing is good, it’s not just where it’s needed to be … again, you
get the result at the end, but we just at opposite ends of the spectrum, so I
probably cut them a little bit of slack
(in discussing his supervisor) I think it’s unfortunate that she has the
personality that she does, because I think it can be quite career limiting

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his permanent placement) … so, at the moment I’m just trying
to navigate through that and assess what my options are, without getting all
sooky about it … so yeah, it’s just a little bit difficult to try and navigate that
at the moment … I think I was prepared to get it, but the fact that – the
manner in which it came about sort of – not upset me, just infuriated me, I
suppose … so I guess the more emotional and gut feeling is probably just
fury, with a little bit of, I suppose, anxiety and trepidation thrown in there as
well, because, at the moment, it’s a little bit of a downer for me, thinking
that I potentially wasted 12 months, plus another six to 12, trying to get out
of the business environment … I guess I’m a little bit confused as to how I
approach this situation … yeah, see that’s – yeah, I understand that as the
lowest of the low we’re not exposed to the decision making process and
there’s forces that go on behind there. I understand the issues and how it
came about, I don’t accept the outcome I suppose, so my main issue has
been because I do a good job in a certain area doesn’t mean that it’s the
right fit for me. I rely a lot, and I was talking to you about this in the first or
the second interview, I rely a lot on my gut feeling and my intuition to back
up what I’m logically seeing. With the (name) thing, there are just so many
flags that go up and then my gut is really telling me that it’s not a right fit.
To run for the hills … my immediate emotional reaction, my immediate gut
reaction is that it’s not the right work for me, it’s a lot of statistical reporting
and I have no interest in that. I enjoy writing and reading, and I understand
why they put me there, business – so it’s not the sort of work I like to do …
and the, I suppose, the third aspect of it is that – and I know this is not a fair
thing to make in my own mind, but the emotional reaction I have, that I
don’t necessarily agree with, is that I’m getting screwed over for the sake of
putting a person in a role, whether it’s right for them or not, to the point
where other people who aren’t as deserving are getting what they want …
Her vision of what they want to do with me after the research is not the
direction I want to take. So it’s all those sorts of logical arguments that I’m
seeing … So that’s why going to such an area like that makes it difficult,
because to me it’s not about the money, it’s not about the incentives, it’s
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wholly about the culture, the work and the team and none of those are
aligning at the moment. It’s quite interesting though, if such a small, minor
issue, when you look at the big picture, but you spend all this time try to
work your way out of it
(in discussing his behaviour) … yeah, I am a pretty angry person most of the
time …(is there a sense of helplessness about that?) You know what, I think
there is. I think at the moment I’m covering it well by scrambling to try to
salvage something … I think that I just don’t – I’m not prepared to admit that
in my own mind, until right now, I suppose. I don’t think I’m a controlling
person, but I think I like to be across everything and have enough plans in the
background so that when this does happen I can spring into action and fix it
quickly … It’s about me getting some sort of value from the situation. At the
moment I don’t think I’m getting any value from the situation. I think I’m just
being moved somewhere and I’m getting nothing in return … And I realise
that it’s not probably very healthy place to be, so it’s very hard for me trying
to give myself just enough time to sulk and to sook about it, before I start
saying “come on, (name), get real.” … And a lot of the time I don’t think I’ve
had the opportunity to do that. It’s just been “this has gone wrong, you need
to fix it” … I suppose I’m a little bit resentful of it all because the effort that
goes into try and fix that tiny little problem and really it’s just, “someone else
fix it for me so I can do my job well” I don’t know. Don’t have an answer yet.
I think, largely, I haven’t really accepted the – I’m not saying being helpless,
or having feelings of helplessness are weak, but I suppose I haven’t accepted
the weaker emotions that I’m feeling. It’s easy to say “yes I’m angry. Yes I’m
filled with resentment”
(in discussing his commitment to the agency) … this is the first time that I’ve
just been disappointed and I think that’s because this is probably the first
agency I’ve ever worked for where I actually believe in it and I actually enjoy
the outcomes that the agency achieves, I like the idea of what we do and
how we do it. I know there’s problems, but I like the vision and the direction
that has been taken … it’s the first time where I’ve not wanted to walk away,
I suppose, which is making it hard … When I choose where to work I
generally get – I base that a lot on that gut feeling or work on whether my
values aligned with the company or the organisation. And this has probably
been the first time that I’ve given everything, in 12 months, and expected
that the values and the culture are aligning and it’s all comfortable and
everything is hunky-dory. Then suddenly this happens. I haven’t really
worked out the ultimate situation here. I think if I play out the hypothetical
route in my mind I think I will end up having to go there. I will be unhappy
there so I will look to actively leave. At the moment I had a meeting with
them and I explained – well, basically what I’m explaining to you, it doesn’t
align with my values, it’s not where I see myself going … And I suppose this
ties in nicely to the reasons why don’t want to leave the agency. Thank God
the acting CEO finally has something to fix it. I think he came from the
defence side so it’s more about the law enforcement side in taking the
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agency towards that. So my initial reaction was good. I think that it is good
that these things are finally being exposed. My reaction to that is it’s good,
at least these things have been exposed. You need to always be thinking
about these things. They finally caught some people. That’s good, they can
start trying to fix it. So it’ll be interesting to see what happens in the next 5
to 10 years though it’s going to be a really good time
(in discussing the politics behind the situation) yeah, you definitely see
people who put in significantly less than you promised the world and then
disappear and it’s accepted. I can accept that because it’s just, well they’re
not managing them properly. The worst part is, I suppose that I still don’t
accept that I’m going to play the politics and I think that at the moment I’m
feeling a few reservations about that, because I can see myself being that
guy down there forever, just because I’m not mates with a guy up there who
might look after the person over there. As much as I vent about the situation,
and as uncomfortable as it makes me, I’m not concerned about my job I’m
not worried that I’m going be on the street tomorrow
(in discussing his reputation) it’s just money, I can walk away. It’s not so
much that I think it’s just more about my reputation. I think the older I get
the more a sort of crystallised in my mind and it’s not a reasonable response,
even though I still want to do it. It’s not a reasonable response just walk
away. I take it, but then I burn everyone and I don’t want to do that, that’s
the thing that keeps coming back to me, and I really don’t want to do that
and it makes me feel bad for saying that that’s the one that keeps coming
back

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in describing his reaction to his final placement) no, it was more of a
brooding reaction. I’d say it started with frustration with the politics behind
how the decision was made. I then tried to follow-up on it and to do the right
things, and the deeper I dug into discovering what the role was about and
how it came about that I got it, the more frustrated and infuriated I became
of the process and how I was eventually placed in that position. And I
suppose then brooding on that is what led me to the fury and the rage … And
often one or two things would flag for me when it comes to (current role), I
don’t have a xxx background, so it’s one issue that I flagged when I was
offered that spot. It originally that was the only thing that I was worried
about … I think the reason why am probably not dealing with it too well is
because it’s still not resolved. I haven’t physically gone there. I haven’t
physically accepted the situation … When someone rewards that person by
giving them the position that they want, all the areas they want and because
I’ve done the right thing, in my mind, I don’t know if politics of good or bad in
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the agency, I’m then sidelined. Yet. I think that’s probably been the biggest
hit from me, because you expect that in the private sector. I haven’t really
expected that the public sector which is probably a bit I of me … This is the
first time when a that I wanted to stay with an agency and it’s really hurting
me to actually consider that maybe this is not the right place for me, if that’s
going to be the way it’s operating. I don’t know that’s probably the biggest
thing that hurt me, I suppose, because I really do like what I do here … This is
can sound really stupid, but I don’t approach jobs with “I want a pay rise in
six months” I don’t – I’ve never done that. I’ve always just gone in there and
done the job because it’s fun and then I sort of expect this stuff to somehow
happen around me and I think for me, the hardest part is a lot of it is going
to be bluff as well, because I really – I’m the lowest of the low. I’m on
probation. I don’t expect to get fired, but of course that avenue’s there. I
have no power, I have no control. A lot of it about life is how I approach
fixing the situation. I’ve never been in that position before, today is probably
the first time I’ve admitted that I have feelings of helplessness and confusion
around it. Normally I’m just “all right, as the problem and got a fix it”

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:


(in discussing his final placement) I tend to use anger to motivate myself. I’m
just trying to think of an example. I don’t know, being told “you can’t go
there” being told “you are good enough in this position, you’ve not made the
cut, you’re not getting the job” I will take that and I would use that to
motivate myself and say “all right, you shut me down, you’ve lost the
opportunity for me to be there” then, “Were both mutually disadvantaged as
a result of this, I’m just the only one that can see it. So I will then take myself
elsewhere and I’ll do better and I’ll prove to you that you made a mistake” …
If I think something is unfair I am in a position where I can raise my hand and
put a stop to it, or I can walk … On top of the emotional side of it, when I
grapple with stuff like this, I generally look at it logically and objectively and
ask myself “am I really overreacting here? Am I just upset because is not the
very best place in the world that I expected?” … I’ve met with maybe half a
dozen people, once I got the news, to try to do the right thing and go
through the proper process and try to make an objective assessment of it.
I’m still trying to fight going there and I’m still trying to dig options out of
where I’ve been put, realistically, there’s a week and a half to a graduate …
It makes no sense to send me to a work area that I’m going to actively try
and leave anyway. It’s a disappointing result all round. I understand why it
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was made, but it doesn’t mean that I’m any less upset by it and just because
I’m good at my job doesn’t mean that I want to go there
I tend to use anger to motivate myself ... Generally I would use anger and
the disappointment for then it turns into rage to motivate myself to do
better. This one I’m not sure I can do that. I suppose in that regard, I’ve had
the wind taken out of my sails a bit and it is the first time I have struggled to
use the anger proactively
When I look at it on paper it just doesn’t seem to align, a red flag. I then
went and met the work supervisor, another flag. I went and had an interview
– not an interview, just a quick meeting with her so that she could explain
the research to me. Her explanation of the research didn’t marry up with the
other people I had asked, who had worked just around the corner, so I am
sort of leaning towards their assessment of the research at the moment,
another flag

Using own emotions – resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:


(in describing his final placement) generally I would use anger and the
disappointment for then it turns into the rage, to motivate myself to do
better. This one I’m not too sure I can do that with. So I suppose, in that
regard, I’ve had the wind taken out of my sails a bit, because normally it’s
just “I’m working from the business they make money”. I have no interest in
how much money they make. As long as they’re turning a profit, my interest
in that ends. So this is probably the first time I struggled to use the anger
proactively … Up until now it’s not affected me, I do shut my mouth, stay
away from everyone, do my work and treat the job as what it should be, a
job. This is been the first time when I’ve been frustrated by the politics and
it’s directly frustrated me … … No one is going to find another 65 grand in
their budget to put someone they’ve never met before into a role. So, based
on that, I think that I have to go there, but I haven’t sort of reconciled that
with myself and what my options are … I might have to look at another
agency, or other work area, I don’t know, but I just don’t see it as being
beneficial, productive, or any value to anyone. So I still get caught in that. I
think I need to accept that it is what it is, go there and start looking for
another position. I don’t think about it, I just accept that it is and let’s just try
and be happy about it. It’s all about anger and rage and using that. I think I
probably need the graduate team to shut me down. I will allegedly do my
due diligence with this director, who I’ve tried to meet with for a week and a
half now. I guess we regroup and then I’m on my own and that’s probably
what I need to be – probably get a bit of control back and I can start looking
to stop whingeing about it
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(in discussing the politics of the graduate program) I think taking myself out
of the equation for the best part of 12 months, not hanging around with the
other graduates, not playing the politics, not networking – just doing my job,
basically, I think that probably shielded me from 11 months. But then when it
has directly affected me I’ve got no recourse. I’ve been caught out. I don’t
have a big supporter, higher up in the organisation, who can go into bat
from me and pull me out of that situation, I’m on my own. So it certainly has
been an interesting learning curve
(in discussing his own behaviour) I think the point I’m trying to make is, as
much as I like to lean on the anger as being the motivator, a lot of the time it
just clouds your mind, because all y our thinking is rage, rage, rage, rage,
rage. You need to, personally I need to channel that into something, so I
channel that anger into going for a run. The anger is so focused on
punishing my body for running that much further than my mind is left just to
ruminate or just to mediate on the issue … a lot of the time I suppose I use
that sort of stuff to distract myself and then the process sort of comes along
past that. But I haven’t actually considered something that jolts it out

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:




(in reflecting on his final placement) I had a friend who was placed in that
area, if not the team, for his first rotation, and had an awful rotation so I sort
of was exposed a little bit to the issues and the dramas that he went through
just to show up to work every day … it was interesting to see the disconnect
between the people that had an interest in me going there and the people
who were just giving me advice because they had nothing to gain from it …
and I have not really based any opinion on what that means, it is just a little
bit disconcerting that it was said. I don’t know whether it means – get out
because the research is garbage; or the research will go well and you’ll get
promoted outside the agency … I think the reaction that I’m getting when I
am honest with people is that they get quite defensive, and “Why are you
saying that? It’s such a good opportunity, it’ll make your career” all that
stuff
(in discussing graduate politics) I’ve seen a lot of people that have played the
politics and have played the networking and have become mates with a
person up here and they’ve gotten a good result out of it … and I don’t think
it is genuine, that’s my qualification to that. And I don’t believe a lot of it is
genuine or based on respect. I think a lot of it is, yeah, you suck up to
someone just because you think they’re going to give you a job. I mean is
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that legitimate? To me that doesn’t seem – like whether it’s supported by
the agency, or not, my personal belief is that’s not legitimate
Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:
 No comment
Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:
 No comment
Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:
 No comment
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Appendix S: Participant B data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant B’s self-assessment results
using the GENOS Emotional Inventory:

Participant B scored in the high range for emotional self-awareness in comparison to
others. This suggests that she pays conscious attention to her feelings at work and
understands how her feelings may impact decisions and behaviour. She is likely to be
connected with how she feels and to be proficient in using this information to rationally
guide her decisions and how she presents to others. Her strengths in this area are that
she is aware of how her feelings may influence the way she interacts with other people,
how her feelings influence her general behaviour at work and she is aware of her body
language.
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Participant B scored in the high range for emotional expression in comparison to others.
This suggests she is able to effectively express how she feels the majority of the time.
She can be personable and authentic, create understanding and clarity with those
around her and facilitate open and honest communication. Her specific strengths are
her ability to express how she feels at the appropriate time, providing people with
positive feedback and expressing how she feels to the right people.
Participant B scored in the high range for emotional awareness of others. This suggests
she is skilled in recognising and understanding others’ feelings. As a result she is able to
demonstrate sound listening skills, empathy and care, and is able to motivate, connect
with and engage others. Her specific strengths are in recognising how people feel about
work issues, understanding what makes people feel valued, and demonstrating that she
understands peoples’ feelings.
Participant B scored in the average range for emotional reasoning when compared to
others. This suggests she typically considers her own and others’ feelings when
reasoning and decision-making about as much as other people do. Her specific
strengths for emotional reasoning are that she may consider how people may react
when she talks with them about decisions, demonstrate that she has considered
people’s feelings when making decisions, and consider the organisational values when
making decisions.
Participant B scored in the high range for emotional self-management in comparison to
others. This suggests that she can be personally resilient and cope with high work
demands and stress. She may be optimistic and resourceful, and take personal
responsibility for her behaviour. She may quickly adapt to changing situations and
perform well in roles that involve stress or considerable emotional labour. She has
specific strengths for exploring the causes of things that upset her, doing things that
make her feel positive and responding appropriately to events when they frustrate her.
Participant B scored in the average range for emotional management of others. This
suggests that she can effectively influence others’ feelings as often as most people do.
She is able to create a positive working environment for others and help people she
knows well to resolve emotional issues that affect them. Her specific strengths are for
motivating people to achieve work-related goals, helping people to overcome negative
feelings and to feel more positive, and helping people to feel differently about
disappointing situations.
Participant B scored in the high range for emotional self-control in comparison to
others. This suggests she can restrain initial responses to strong emotions and quickly
think and act rationally. In stressful and high pressure situations she can remain
productive, maintain a calm demeanour, and demonstrate a consistent and considered
approach to events and colleagues. Her specific strengths for emotional control are
behaving appropriately when angry, not becoming impulsive when under stress and
controlling her temper.
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GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant B may have unconsciously
responded in an uncharacteristically positive manner to inflate her scores on the
assessment. Participant B scored average on the Inflation Index. This suggests that she
has responded in an uncharacteristically positive manner to inflate her scores on the
assessment. The final results have been adjusted accordingly.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant B scored average on the Manipulation Index, and his scores above have been
adjusted accordingly. This suggests she may have consciously manipulated his
responses to some of the manipulation items in the assessment.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant B has scored very low on the
Inconsistency Index which suggests she responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
self-aware and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states:











(in discussing her first representation of Customs and Border Protection) …
so, I found that very exciting … I thought it was good that he could trust
what I was doing … it was a bit of trust
(in discussing her subsequent representations of Customs and Border
Protection) … much more confident … yeah, it was great
(in discussing her reaction to the topic she would be expected to understand
when representing Customs and Border Protection) … that was very difficult
for me … I was like, oh my God, what am I going to do?
(her response to her task) … so, yes, I was a success
(her response to being asked to research a topic) … I was worrying about it
the whole weekend because I didn’t know anything about it at all
(her response to having sought professional advice) … that made me know
that I was doing the right thing … it was extremely difficult for me … I have
come out of it successfully … it starts to shift the way you’ve been thinking …
but it was good
(in discussing her difficult situation – a complaint from another grad) … I like
to get things done … I was like “whatever”
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Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions.
Participant B demonstrated only a limited understanding of her emotions:


(in response to her continued representation of Customs and Border
Protection) … and when I met them again for the second time I had a better
idea of how everything worked and what they were going to be talking
about … so I didn’t mind being seen as stupid …

Managing emotions in self – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions. They are also able to engage with, prolong or detach from an emotional
state:


(in response to questioning about how she managed her emotions during her
first representation of Customs and Border Protection) … were you nervous,
worried or excited about it? Excited. Not really worried because I knew I
could just sit there and not say anything. I didn’t have to show people that I
didn’t know anything

Managing emotions in self – resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations.
Participant B did not once, even with prompting demonstrated any ability to use her
emotional intelligence with others.


No comment

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in discussing the reaction of those she was travelling with when
representing Customs and Border Protection) … after the first day she
relaxed … yeah, she relaxed completely and doesn’t mind me at all … the
Director I went with is very relaxed, and we got along well … which I think
irritated the other two, but it was great for me … not all Directors
acknowledge people they know, so we must have got along alright … he was
happy to have me there and he was happy to answer all of my questions
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(in describing how the graduate participants in her research group may be
feeling) … then the other boy likes to read a lot and understand – really,
really understand before anything gets written … and the other girl likes
things to be perfect …the boy was irritated by this … and he said things a bit
heated and she started to yell something back and then walked out
(in describing how the participants may have felt as one tried to reconcile
the situation) … and so, when he went over to get her, four 25 year old girls
were giggling – sort of giggling at him … well she was quite nasty … I guess
she feels as though she is the provider of all information and she is
responsible … he probably feels he’s been made to feel stupid … I think that’s
what upset him ….

Understanding others emotions – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing how to seek assistance with a research) … and you don’t want
to hassle the people in your section who are helping … they’re so busy
anyway
(in describing how she managed the emotions of a supervisor) … after I
started asking her questions and she could see that I was actually interested
and happy to be there, and grateful for the opportunity, then she was – we
got along really well then.

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework:


No comment

Using emotions in others – conflict resolution
Participant B discusses only one opportunity for conflict resolution that she had
attempted in resolving her difficult experience with her CIT working group:


No comment

Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing her success) I sent an email and followed it up and got them to
look at it and they cleared it so that was something I got done, which is only
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a simple thing, but he hadn’t been able to get it done. So I thought that was
quite good … because actually five of us were meant to do the presentation
and I’ve got all mine prepared a week before. And then the week of the
presentation three got sick. And I’d ask them what they were going to do as I
was very organised so I could just tell the fellow I was going to do it with
what we had to cover, so we covered everything. So that was quite good
(in discussing her performance review) I thought, I hope she thinks
everything is good. That’s what I thought, I thought is there anything, you
know because you never know they might hear the bad things about you and
then not tell you until the day you leave, which isn’t very useful. But it could
happen. … Nervous yet, a bit ill. Probably a gulp. Impending doom. … I’d say I
guess anxiety. I think it stayed the same … (so did you feel sick when she told
you?) Yeah, a little bit yet … (when you sat down in the meeting how did you
feel) nervous … (when did you stop feeling nervous? Did you stop feeling
nervous?) At the end of the meeting. No, no, 10 minutes after the meeting …
So I thought maybe she – in that meeting – perhaps she could be lying to me
“Oh well she is going now. Yes, you’re very good, bye”
(in discussing her difficult moment) he called me up in the morning and said
“(name), this is terrible” and I was like “my god, oh my God”. I spent all that
time on it and its terrible”. He asked me if I had it there with me, and I said
yes and I got it out and he pulled up all of these mistakes that were from my
draft, like 10 drafts ago. I said “Dad, you’ve got the wrong version” and then
I felt sick because I thought I bet I’ve also sent the wrong version to my
mentor, and yes I had, and she had spent the whole of Monday night looking
at the wrong version…
(in discussing the group research) and so I said on one CIT day – they
weren’t talking to each other and we were all sitting around like this and we
had to get this speech done, that everyone was sort of sitting up. And I said
“in the spirit of open communication I would like just like to say that I’m not
holding any grudges about what happened and I don’t mind what happened
you know” I put myself in the blaming seat. I made a mistake and I shouldn’t
have made that mistake … I couldn’t care less as long as we finished the
thing … while I just thought it was ridiculous, to be honest
(in discussing her supervisor) he was just difficult because if you went from
coffee break he’d say – I never went I couldn’t go for it – and he’d say “oh I
wish they’d tell me they were taking their annual leave to go and get a
coffee”

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in discussing her performance review) I feel my most heightened anxiety,
like sickness, at the moment they tell me and then after that I can deal with
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it better … I used to have some anxiety problems when I was younger and I
went to this adolescence counsellor for anxiety and things and that proved
really, really useful for me … that was okay because she had said everything
was fine, but I wouldn’t say I’m the best at managing nervousness. There
had been another incident recently were I was not very good at managing
nervousness and it is with you for like the whole night when you’re asleep.
That nervousness at the end of that interview was fine compared with other
nervousness
(in discussing her difficult moment) no, anger, embarrassment,
disappointment. Anger, embarrassment, disappointment … That makes me
feel better. Mine was just a silly little mistake



There was a little bit of trepidation, because I get quite anxious … get quite
anxious before hand – trepidation in my stomach … sick as a dog in my gut
the whole time … I try to think it through, to be prepared and understand
the background information to build my confidence … once I start talking all
of the anxiety goes away and the nervousness goes away and a relief begins
… so, by doing the background research and sort of gaining an
understanding, that makes me feel a lot more confident … practice it until I
was confident I could do it … I’m aware of the reactions, but I don’t attach
an emotional response to it anymore as experience has taught me how to
manage the negative body language and not let it upset me … I just tend to
go with how people react and I’m not going to let it upset me or let it
influence how I behave as well. I just take the time to prepare and put the
support in place to make sure that I understand the information.



(in discussing her work environment) I was in a tense section then with
barely anybody to talk to. Then I went to a bigger section, which you know
had more people competing to steal the competition and now to an even
larger section, which means I’ve got to work with more people and this
section there very, very collaborative the most collaborative I’ve ever seen.
Everything gets discussed … he would be looking over to see if you’ve left –
you got the impression you were sort of being watched, which I’ve never
really been watched, so that was a bit difficult. And also one time I said to
him – excuse me, he was acting director at the time, and I said excuse me,
(name) are you busy at the moment? And he said “is that any way to talk to
an acting director? A director is always busy.” I sort of sunk into the floor. He
said “you say, do you have a few minutes?” Which I guess is true but …
I felt angry, embarrassment, disappointed, frustrated and really, really,
really sick for at least 24 hours … anger and embarrassment and frustration
at myself for not – I always double-check things because everyone was
talking at me I didn’t double-check this
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Managing own emotions – self-regulation
In self-regulation an individual is open to feelings (both pleasant and unpleasant) and is
able to use these feelings to monitor and manage emotions. They are also able to
engage with, prolong or detach from an emotional state:






(in discussing her performance review) I hope it’s good so I was trying to do a
lot of things and be good, because I knew something like that would come …
(and what did you do to get hold of that physical side?) Swallowed it, yes
swallowed it … (and used) different tactics and one of them was thinking
“what’s the worst that can happen?” And that that tactic for me worked
really well and I think I was able to use that ever since to deal with my
anxieties. Like what’s the worst that can happen? Well she says it’s terrible.
Well I’m still going to be here on Monday … Yes she said everything was
great no problems and asked me if I had anything, any feedback for her and I
didn’t have any feedback. And I said everything was good and she said she
was very happy with me and she was happy to be my referee at any time in
the future. And then more recently, so that was positive … so I’d say the
nervousness never really ends until you know if sure that they mean it
(in discussing her difficult moment) so I went and told her and you know
apologised and everything and she explained she looked at it the night
before and now should look at this one … I could have fixed it to bloody
seconds, sent the right version straight away, if I’d just checked what I sent …
embarrassment, because if I hadn’t – if my boyfriend hadn’t screamed at me
“go and talk to her” which I hadn’t been able to do because I was too
embarrassed, if I hadn’t been able to grab that embarrassment I wouldn’t
have been able to smooth things over
(in discussing the working environment) like just now I was late because we
were having a silly conversation about Oxford’s Comma, we are writing
legislation and should it be there or not. Everything is discussed, right down
to the – which is a really good way of working from me

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:




(in discussing her performance review) I wasn’t sure if they were her truthful
thoughts or – and then she wrote a great probation report for me and then
my supervisor at the moment said she’d been speaking to this lady who had
raved about me. So she had raved about me to my current supervisor and
then the manager in that section had spoken to a guy who sits next to me
and said “oh (name), she’s very good”
so I finally went to see her and told her, and apologised to her and explained
what had happened. She was pretty good about it because she had spent all
of Monday night looking at it for me, but she said she would look at this
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version. The anger was just a waste of time. I learned to just swallow the
embarrassment, as it’s better to follow up immediately and sort it out
(in discussing her supervisor) so I finally went to see her and told her, and
apologised to her and explained what had happened. She was pretty good
about it because she had spent all of Monday night looking at it for me, but
she said she would look at this version. The anger was just a waste of time.
I learned to just swallow the embarrassment, as it’s better to follow up
immediately and sort it out

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:








(in discussing her supervisor) (Have you ever seen her angry at any point?)
No, she is always smiling. No not really. Sometimes a bit fed up but no, never
angry … and then I got the impression she wasn’t that thrilled that I’d done
that, which I understand
(in discussing her difficult moment) frustration with me “you bloody idiot, go
and do something”. But he also felt bad for me because he saw me working
on it. I think he was a bit frustrated with the situation too … and he was like
“(name, name) listen to me, listen to me, listen to me” but I think, I don’t
know I think he said you know something about I spent all that time on it. So
I think he was a bit frustrated that we lost the whole weekend for no reason
…
(in discussing the research) kind of, kind of and then me and her, and me and
him got on fine and he bought up some things. He bought up some things
and things were fine we got the speech done. There is still tension between
them to this day, but then it is more with the research. Then he went off and
did masses and masses and masses of work, got a grip on it you know,
liaised with the ATO and another Department about what they have done.
So then he was furious
(in discussing her supervisor) he said it in a really loud voice. I think he does
great work, he is very good it is job and he doesn’t get promoted (so he’s
doing a little bit of power plane or something?) Probably

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing her partner) but he’s a very like upfront and friendly person,
you know very what you see is what you get so he is much better with people
than me, you know. Like honesty is much better
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(in discussing the group research) I’ve really learnt from what you said,
(name) that really helped me and remind me I shouldn’t do that in the
future. And I just wanted to let you know there is no grudges from me at all
I’m happy to move through this and for things to work out fine … he had to
miss an important meeting with the COO because he was sick. And so he
missed finding out some important information and we had a meeting and
he obviously didn’t know that information, and she really held that against
him … while the research has ended, but these two will never have a working
relationship. No not totally. I could see where both were coming from. I
could see exactly what was happening. Well to be honest I’d say she was
being a bit more unreasonable because he was doing so much work and
trying really, really hard to get a grip on it. And she is an HR person that
could understand that he had to think about it a lot and had a lot of
meetings and things on. I don’t know the person with a psychology degree
couldn’t come halfway
(in discussing her supervisor) I guess so, but I think that was his frustration.
But anyway that comment and a few others once he made, made it difficult
for me in that section because it was very difficult to ask questions when I
needed to ask questions

Managing emotions in others – motivating others
The concept of motivating others is evidence of management of emotion in others:




(in discussing the group research) And then things were much better, and
she thanked me for having said that later. She thanked me … sort of treated
him like he was stupid or quite patronising and saying “(name) agrees …”
which you know I didn’t think anything about it really. And then we had
another meeting and he walked out of it because she was framing it as two
people against him, which it wasn’t at all
(in discussing a colleague) well just as I was leaving a girl came back, she had
been away, and she came back and she taught me a lot. She just bowled
right up, didn’t ask are you busy, do you have a minute or anything. She just
got over and say “excuse me what you think about this” put it in front of
him, get the answer, she go back to her desk and keep doing her work

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing the group research) and I put together the final report
structure and he put in all his masses of work and when it came to the final
week she didn’t really do anything. Like she did, but it looked like what she
done was copied and pasted off another Internet site and then she done a
communication plan, which I think she might have copied and pasted from
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somewhere else … I could see the hours he was putting in, many more hours
than I did. So it was really difficult
(in discussing a colleague) … she was the sort of person busy, busy, busy and
go up and ask him. No intro, no intro ever, go back and keep going, working
on it. Calls over the barrier, sometimes just throw it at him and that, and I
think that was how it worked. I don’t know if it always got him on-side, that
she was the same level as him so I guess she could do that, which is different

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:




My partner is an international student and because we have been together
for a long time he moved to Canberra to stay with me. I got him to start at
uni because he hated working in construction and he had saved the $20,000
we needed for the first year. We were given incorrect advice from
Immigration as they told us that if we applied for a de facto visa, the uni fees
would be free after that. But, no, we have applied for the de facto visa and
there is a two year waiting period until uni is free. So from the heavens we
have got to get – and we are just talking about this year - $21,000 for his
studies, $5,000 for the de facto application, $5,000 for him to fix the knee he
ripped playing soccer; and from somewhere up in the air we need to find
$30,000 for me as I am starting my graduate certificate … the worry sits in
my stomach, and it is huge …
(in discussing her challenge) In my brain, the worry in my brain. It is like all
over tension, I think about it all the time, that’s why I say it is in my brain … I
have been lucky and had good placements with no dramas, my challenge is
about money … it is significant, and the worry just sits in my stomach … I go
to work all day and have nothing to show for it … I remember in the middle
of the year when I realised how poor I was, like going to – I was in a bad
patch going to a job just sitting in a desk all day. I was writing the same
document over and over and over again and then I’d go to lunch and
couldn’t even afford a soft drink. I remember sitting in that miserable food
court being totally depressed. Depression I’d say you know, I wanted to go
and do a bit of shopping and yeah; very, very depressed … I had no self-talk
at that point it was just depression, very black … I find I like to go back to
Sydney and see my family and not being able to do that because we just
can’t afford the petrol it’s terrible for me, I’ve got two younger brothers and
a younger sister and my father

389

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:




(in describing her challenge) It impacts upon everything that we do, we have
to watch everything that we do. We can’t go out on a Friday night – this is a
silly thing – we can’t ever go on Friday night drinks. We never ever go out. I
haven’t bought new clothes in a year. I’ve worn the same clothes to work all
year because I just can’t buy anything. I bought a $20 top from Target, and
that is all that I have been able to add to my collection … I am wearing the
same underwear and haven’t been able to buy anything new for about 3
years now … it gives me the shits, you know … these are new feelings for me.
I’ve never been short of money in my life
I am used to doing a lot of exercise and not used to sitting down all day. I
have never done that in my life.

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:










and it has impacted on my health. Last year when we were saving really,
really saving, we weren’t eating so healthily and I felt it and I couldn’t afford
the gym. I definitely didn’t feel well and my blood pressure went up
my learning is that you have to stick it out when you first start and I think
that what you earn is important, and it’s all very well to do what you love
and not mind what you earn, but if the money pressure hits you, well I would
prefer to do something I didn’t love for more money
(in discussing her challenge) I decided to spend on my credit card. I didn’t
immediately, but like a couple of weeks later, yeah. And I also got a second
job … I took some control back and made a decision to use my credit card … I
understand money gets you happier only to a point, but I am not at that
point yet
… and it has impacted on my health. Last year when we were saving really,
really saving, we weren’t eating so healthily and I felt it and I couldn’t afford
the gym. I definitely didn’t feel well and my blood pressure went
my learning is that you have to stick it out when you first start and I think
that what you earn is important, and it’s all very well to do what you love
and not mind what you earn, but if the money pressure hits you, well I would
prefer to do something I didn’t love for more money
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Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:




I remember in the middle of the year when I realised how poor I was, I was in
a bit of a bad patch, going to work and just sitting at a desk all day. I was
writing the same document over and over and over again and then I would
go to lunch and I couldn’t even afford a soft drink … I didn’t have any selftalk at that time, it was just total depression, very black
(in describing her challenge) (has it had an impact on your health) I’d say for
a while last year when we were really, really saving. I think it did definitely.
We weren’t eating so well and I felt it and I couldn’t afford the gym, you
know, none of those things. I definitely felt not well and I think my blood
pressure went up as well … then I put the gym membership on my credit
card. I also teach ballet and where I do the teaching they give me free
classes … my learning is that you’ve just got to stick it out. I think what you
earn is important and it’s all very well to do what you love and not mind and
say you don’t mind what you earn, but if money pressure hits you – well, I
would prefer to do something I didn’t love just for the money … what you do
doesn’t matter, the money does

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in discussing her challenge) I wouldn’t ask (for help from her father). I’m 28
and my father paid all my uni fees for me so not many graduates have
absolutely no debt when they finish and I did two degrees and he paid for it
all. So that is what drives that decision, he has already been there for me … I
don’t think he would believe me if I told him how bad things were … it’s not
his issue … I think he would give, but he also has a new wife and she’s very
into “your children have got to face facts, have got to face the consequences,
face the consequences.”

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:
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Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


No comment

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


No comment
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Appendix T: Participant C data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant C’s self-assessment results
using the GENOS Emotional Inventory:

Participant C scored in the very high range for emotional self-awareness in comparison
to others. This suggests he pays close attention to his feelings at work and has a
profound sense and knowledge of himself. He is likely to be very connected with his
inner values and beliefs and regularly conduct self-reflective practices. He may be able
to develop this skill in others. His strengths are his awareness of his tone of voice when
communication with people, being aware of how his feelings influence his general
behaviour at work, and being aware of his body language.
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Participant C scored in the very high range for emotional expression in comparison to
others. This suggests he is proficient in effectively expressing his he feels, and he is
authentic, genuine and can facilitate open and honest dialogue. Others may feel
comfortable expressing their feelings around him and as such he can create a culture
where healthy debate and feedback is often present. He may be able to develop the
skill of emotional expression in others. His strengths in this area are his ability to
express his feelings of frustration appropriately, being able to find the right words to
express his feelings and how he feels about work issues.
Participant C scored in the very high range for emotional awareness of others. This
suggests he recognises and understands others’ feelings. He is able to demonstrate
empathy and care, and motivate and connect with others in an engaging way. He is able
to understand others’ values and beliefs and to create meaning for people from events
surrounding them. He may also be able to develop the skill of emotional awareness of
others in those around him. His specific strengths in this area are his ability to recognise
how people feel about work issues, demonstrating that he understands people’s
feelings, and recognising what makes people feel satisfied.
Participant C scored in the high range for emotional reasoning when compared to
others. This suggests he may be skilled at combining the information in feelings with
facts and other sources of information when reasoning and decision-making. He may be
expansive in his thinking, good in roles that require considerable social problem solving
skills or those that require creative, lateral and innovative thinking. His specific
strengths are his ability to gain stakeholders’ commitment to their decisions, balancing
technical information with their own feelings when making decisions, and considering
the organisational values when making decisions.
Participant C scored in the very high range for emotional self-management in
comparison to others. This suggests he may be optimistic and resourceful even in the
face of adversity. He may be highly adaptable and make a great “change agent” in
difficult times. He may cope well with high degrees of stress and emotional labour and
demonstrate consistent behaviour. He may also deal well with conflict and competing
priorities, and be able to help others develop this skill. His specific strengths in this area
are his ability to explore the cause of things that upset him, responding appropriately
when people frustrate him and being able to accept criticism without taking it
personally.
Participant C scored in the very high range for emotional management of others. This
suggests that he can positively influence the feelings of others. He can inspire
performance in others by creating a positive team and work environment, manage and
maximise individual difference and effectively handle workplace conflict. He can build
personal resilience in those around him and they may describe feeling safe, valued and
empowered when working with him. His specific strengths in this area are his ability to
effectively demonstrate empathy to people, know what to do or say when people are
upset and helping people to feel differently about disappointing situations.
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Participant C scored in the very high range for emotional self-control in comparison to
others. This suggests that he can restrain initial responses to strong emotions and
quickly think and act rationally. In stressful or high-pressure situations he can remain
productive, maintain a calm demeanour and demonstrate a consistent and considered
approach to events or colleagues. He demonstrates a composed, resilient presence
under pressure and may be able to develop these skills in others. His specific strengths
are being able to remain focused on work when he is feeling anxious, behaving
appropriately when angry and not becoming impulsive when under stress.
GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant C may have unconsciously
responded in an uncharacteristically positive manner to inflate his scores on the
assessment. Participant C scored very low on the Inflation Index. This suggests that he
is unlikely to have responded in an overly positive manner. He may be under-reporting
his emotional intelligence, or he may also be very self-aware of his behaviour, strengths
and limitations.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant C scored average on the Manipulation Index, and his scores above have been
adjusted accordingly. This suggests he may have consciously manipulated his responses
to some of the manipulation items in the assessment.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant C has scored very low on the
Inconsistency Index which suggests he responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
self-aware and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states:






(in discussing his first assignment) … it doesn’t necessarily feel as though I
am more in control … that was quite overwhelming at the time … it was
flattering in the way that he had faith in my ability, but I felt very
overwhelmed in that I was often running meetings … I found that quite
overwhelming as well, but enjoyed it amazingly and sort of driving them
(I discussing how he felt about his supervisor during meetings) … I felt the
most comfortable telling him what to do, because he’s always told me what
to do … I felt it more confronting when he piped up about something
(in discussing why he accepted his placement) … so I had been thinking
about this stuff for about a year … and they hadn’t … and I had a feeling
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actually … I was happy not to take it because I thought this is a good place
to be
(in discussing the outcome of his placement) … I guess it wasn’t so much a
disagreement, as he didn’t really know what he wanted … (And how did you
feel?) Yeah, good I suppose … I mean it’s always nice to get what you want, I
suppose
(in discussing his supervisor’s behaviour) … I can see it as bullying … it just
seems pointless … I was like flabbergasted … just thought it was ridiculous …
I’ve got someone with enough clout on my side now … I’d have someone
backing me, which is kind of needed
(in discussing how he has settled in Canberra) … I’m very happy in Canberra
at the moment, very settled and comfortable … it would be nice … and I’m
like OK … so that was nice

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions.


No comment

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions. They are also able to engage with, prolong or detach from an emotional
state:




(in discussing his reaction to a difficult client) … I was conscious you have to
be careful … he’s the client, I give him what he wants … it’s as simple as that
… I guess I just kept trying to raise things that I took issue with and justify
why these things he hadn’t considered … I just had to explain as softly as I
could
(in discussing his reaction to his supervisor’s behaviour) … just to see the
different behaviours and how people react is interesting and it’s a good
learning thing for me because I can then avoid repeating similar incidents
down the track

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:.


(in discussing how he managed his behaviour in a difficult situation) … I
guess I had to explain, as softly as I could … I didn’t want to upset him … it’s
not necessarily his fault … so, softly I guess
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(in discussing how he manages his supervisor) … since getting mentors I feel
like it doesn’t really matter what (name) does, because if something happens
to me that I don’t want to happen my mentor will be able to sort something
out

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:




(in discussing his first assignment) … I know that I had his support … I think
that really took the (name) people by surprise, because they hadn’t really
thought about what they wanted on it, or what they expected … I don’t think
they ever expected anyone to come back within the first three months … and
then the Director will raise that as his own idea again, gently and see how
that goes
(in discussing his fellow grads and whether they would be suitable for this
placement) … well, in terms of team dynamic and in terms of sussing out
someone who’s going to be completely disinterested in what we’re doing …
personality wise there’s a few in the grad program who are very different
and I’m not sure would fit particularly well in the team … we are quite
isolated … I think a few grads would probably find that quite hard

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing editing a report for his supervisor) … I’m conscious of the fact
that he’s very stressed about it … there has been things that I’ve raised with
him and he’s very happy … and he’s very happy but, yeah …

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework:


(in discussing why his supervisor might be behaving in the way that he was)
… it came back to the fact that he hadn’t really thought about what he
wanted and he was quite happy that somebody else had

Using emotions in others – conflict resolution
 No comment
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Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:










(in discussing the planning for his rotation) and then my mentor said that the
one thing she regretted when she was a graduate, and throughout her
career, was that she has never been to a region and she’s always wanted to
go. So she rang a colleague in (regional location) and got them to put in a
bid for me. So, I went to (regional location) – they get across so many
different things … it was hard, because I was in (regional location) and I’ve
never been to (regional location) before …
(in discussing his rotation) it was hard, because I was in Perth and I’ve never
been to Perth before … so I just got on with what I was told to do … I did feel
a bit isolated a fair bit of the time, that everyone in the office was really
great and really supportive … I could have hired a car I didn’t in the end. But
most of the time, I don’t know, I just didn’t feel like getting around … I mean
it was still life and there were a few bits and pieces where I was like, you
know, I’m just so over not having anything to do of an evening or, you know,
having someone close to go and see a movie or whatever else
(in discussing his performance review ) I not so much as asked, but reminded.
Because we give them, obviously, the blank report and I was in a very, very
close, small team where my supervisor was the CL4, but I really sort of
reported to the CL5. And so I guess it was – I think I gave the reports to both
of them in the end. I was pretty happy with my first team that I had enough
feedback … it was very timid and intimidating I suppose at first … I don’t
know, you just can’t take anything personally I suppose
(in discussing his rotation) I want to be doing something meaningful. I want
that job satisfaction at the end – you know? … But at the same time there
were things that I’m doing and I’m looking at something and going “it’s just
terrible the way that happens”
(in discussing his dealing with clients ) I think the most uncomfortable thing I
had to do was to with the public in a pretty much daily basis. I mean I slipped
into that, but the first time was pretty intimidating. It was only a phone call
as well, but I knew they’d be really cranky, and they were … well, I mean I
was a bit nervous. Physically I, I don’t know. I don’t generally get stressed. I
don’t feel like – like I don’t get shaky. At worst I figured I’d just turn around
and I’d be like “Hang on a second” and shout over my shoulder and go
“what’s that?” Like “what’s that act that?” … And the guy was – my CL2 was
sort of sitting there knowing that it was coming as well
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Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:








(in discussing his rotation) No family anywhere, no friends, and in terms of
office demographic I was probably the youngest by about 20 years, which
was rough. It was quite isolated in that sense, in the sense that I’m 5000 km
away from everyone … I’d work longer hours, so I’d be working sort of like
7:30 in the morning until 5.30 in the evening and then I’d go to the gym for
an hour and a half and then it was dinnertime and then it was bedtime …
and I think I was probably one of those whiney people, because when they
cancelled all the trips back to Canberra for the CIT, I felt really ripped off at
the time. And that hit me – they announced that when I was already kind of
in a trough anyway and it was like you know “there goes that” sort of thing
(in discussing his performance review) I think that would be worse if that
kind of throw four months of bad feedback on you. So yeah I mean I was
really positive. I guess I was interested, obviously. I always am interested to
see what people think about me, but you, no surprises really. And ideally
that’s what the feedback was. It’s a pat on the back … Whereas this one, it
was like I knew what the feedback would be anyway, as I did with the first
one, and I felt comfortable, you know, again receiving whatever these
people had to say, but at the same time it was very much “here you go
(name)”
(in discussing his rotation) … I guess they gave me enough guidance – it was
enough so that I could just look over my shoulder and go “can you just make
sure I’m putting this incorrectly, or make sure I haven’t missed read this.
Could you (name) something for me to find out something for me?” … so I
was sitting – and it was a revenue thing, it wasn’t $130,000, it was another
big fine but they declared it is something really dodgy. The broker eventually
came back to me – because all we can ask is that them to present
documents. Basically I can say “I’m going to hold indefinitely until I get what
I want” but I can’t do is make up a value and say “do you accept this value?”
They have to justify to me. They have to say to me “it’s worth this much and
here is a piece of paper that says so” … I expected they’d call me pretty much
straight away and they more or less did. I was a bit nervous because I’d
never had to, I suppose, justify myself before. I knew that I kind of didn’t
know when you’ve the legislation or anything else … (as you got into the
phone call did you feel your stress levels go up or down?) Down. My biggest
fear was that he was going to ask me “where does it say that you can do
that?” and I’d go in the Customs Act but he never said that. And no one ever
asked where in the legislation it was
(in discussing his supervisor) I mean I guess you’ve got to understand where
they’re coming from and there were a few times early on when it was
particularly sound - she was a stickler to the way time in lieu was worked
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and trying to take personal leave in the system. Just a few niggly little things
where it was like I wasn’t doing the wrong thing, per se, but all my hours
were coming out of the system and I was working I was getting the right
amount of whatever, it was just the way I’d written it down wasn’t the way
it was supposed to be written down. I mean at the end of the day I’m just a
grad, so I used to say to people, we don’t get stripes and shoulders
Managing own emotions – self-regulation
In self-regulation an individual is open to feelings (both pleasant and unpleasant) and is
able to use these feelings to monitor and manage emotions. They are also able to
engage with, prolong or detach from an emotional state:








(in discussing his rotation) but the work was amazing and I just buried myself
in that and pushed on … one day I turned around and said “if everyone he
had done a little bit of filing every so often there would be 15 years of filing
left for me, would there?” … I basically just get myself busy, or slept … I
might have had an hour at the end of the night to read a book or Skype
someone, or whatever. And then up again the next day and but the time it
got to Saturday I was knackered and slept in and went for a swim in the
afternoon … at the end of the day I would just remind myself “I’m here to
work and I’m only here for months so make the most of it and get on”
(in discussing his performance review) we had to do a list of all the tasks that
were due and I put it on the board and bumped it up, you know, sneakily.
Every couple of days it will go up slightly and they’d come in and look and
they’d go “no, it is not high enough up the list yet” and I think the same with
the Probation reports. If you doing something wrong, you shouldn’t need to
wait for your four-month review for someone to tell you that you are doing
that wrong, just because that’s a safe environment or whatever they want to
call it … there were one or two things I hadn’t thought through that they
suggested, but they went things that with hindsight I could have done any
better, they were things that I wasn’t especially exposed to in that
environment and they were like, “we couldn’t get a comment on these few
things, these would be our suggestions on how you can go about that if
when you eventually come across that” … and that was fine as well. And I
had a bit of a chat with the supervisor, but it was moreover “I haven’t ticked
these boxes because I didn’t see you exposed to that. That’s fine. Good. Off
you go”
(in discussing his rotation) it was very intimidating at first not that I kind of
let that get me, but just to be working against someone, well not against,
but comparing myself to someone it was difficult … so off I’d go and a few
times I came back with a significant find. They’re like “do you want to put
that up the prosecution?” And it’s like, – cool
(in discussing his contact with clients) I said “this is going to be a shit phone
call, just hang around for a second” … that was one of the favourite things
I’ve ever done, drafting that email. It basically said “gotcha” there’s a thing
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in the legislation where if you voluntarily disclose all of your other previous
misreporting and pay arrears that we won’t fine you. But if we come and
audit you, then you have to pay it all back and I think they paid double the
amount of the revenue abated as a fine. So I set a lot of this email up
essentially to the effect saying “there is an audit team on the way,
voluntarily disclose everything you possibly can, if that’s what you want to
do, otherwise good luck”
Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:







(in discussing his rotation) It’s only for four months … … I might have an hour
at the end of the night to read or to Skype or whatever, and then up again
the next day and by the time it got to Saturday I was knackered and slept in
and then went for a swim in the afternoon … and then Sundays I went to
church and kind of forced myself into another group of people that way … I
loved going to work every day, it was amazing. That something that I’m still
probably getting over here. It’s like “I can’t go to work, I just want to”
whereas back there it was like I’m going to get stuck with drugs and walk
through the airport so that the dogs can find me. The filing week, that was a
bit harder to face up to every morning for filing week. Actually it took me
three or four days, so it wasn’t too bad
(in discussing his performance review) but I found that really helped. So, yes,
I guess my mentality was “great feedback, love it” at the same time, it
comes back to you know who you’re writing for. “Is what I’m writing useful,
or are you just going to stick it in a drawer, that’s the thing the grad did last
decade”
(in discussing his rotation) I joined the team and was professional and all
that sort of stuff
(in discussing his contact with clients) so off I go into legislation and find out
what they’ve done and what and why and decide whether to put that
through to whoever … and he was like “if worst comes to worst just quote –
don’t even quote just say “the Customs Act” because they won’t know what
that section is that you’re talking about anyway” and that was fair enough

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in discussing his rotation) (There was 15 years of filing left me) they found
that a bit funny. I did feel a bit isolated a fair bit of the time, but everyone in
the office was really great really supportive
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(in discussing his supervisor) she made time whenever I needed, or every day
to say hi and so I felt like that was much more of a mentor relationship. She
did my probation report still, but she got a lot of input from the other people
that I worked with and I got them to inform her and me on what they
actually felt as well. I think they were like – not surprised, that’s not the right
word, but you know what I mean, kind of let say surprised about how well I’d
sort of fitted in with each team and I’d learned so quickly and I just become a
member of the team rather than the grad from the Central office of
Canberra
(in discussing his colleagues) I think they all had very much mentality –
maybe for a bit less, about, you know “you do time at the airport first” … I
think they were all pretty happy with how I learned. They always joked that I
was – they said like normally the hardest part of getting to know someone is
making them cynical. They decided before day one I was more cynical than
anybody else in the office … they were very supportive in that sense. And
then again because I was one plus, they were very, very supportive … we had
quite a personal relationship and they were very supportive, knowing that I
was in the middle of nowhere
(in discussing his contact with clients) I guess that was my biggest concern.
That they were going to be irrational. But, I mean at the end of the day
they’re understandably pieced off because I’m holding onto all this stuff and
they’ve got a little shop that hasn’t got anything in it because as far as they
are concerned I’m sitting there be a being a bastard about it. And the other
half of the time, now looking back on it, the brokers don’t communicate very
well anyway

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing his performance review) "Let's have a discussion" it was a 20
to 30 minute talk about the rotation then “we’ve written it all down so you
off you go” sort of thing
(in discussing his rotation) I was basically the age of most of their children so
they kind of felt for me in that regard

Managing emotions in others – motivating others
Motivating others is a demonstration of managing emotions in others:


(in discussing his performance review) and getting them to write down their
thoughts was really good, I thought. It just took that sort of – I don’t know
whether they would have felt as comfortable or is able to verbalise their
feedback to me in this sort of situation than just to get them to sit and think
for a minute and put it on paper and go “yeah, that’s what I was thinking”
kind of written it down because we have too … he was very frank the whole
402

way through. He would have definitely been happy saying anything, and the
CL4 would have been as well, she just would have said it in a different way.
When it came to anything like serious, you know, like professional, she was
very, very professional and serious about it and sort of more formal
Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing his contact with clients) so, eventually we had a pretty good
conversation about what his stuff was and I basically let him say his piece.
And at the end of it I said “that’s great, I understand you, like I get where
you’re coming from”, and repeated a bit of what he’d said and was like “I do
get what you’re saying, but you have to understand that you know, this is
part of your scheme and just because you pay $.10 per each jacket doesn’t
mean that that’s what they’re worth” and I guess I just explained to him the
difference between what you pay and what they’re worth, and we want to
know what they’re worth and eventually he came up with a piece of paper
that said what they’re worth and I went to the supplier and kind of
confirmed that, because it was an (name) supplier, thankfully not a (name)
one … so we were happy to be reasonable, but at the same time firm but
understanding and professional. At the end of the day professional, not
emotional and I had a bit of a word to them, and I sent them a really nasty,
stern email that basically said – that was one of my favourite things I’ve ever
done drafting that email

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his rotation) my current supervisor’s been a bit difficult to get
on with, which has been a bit tricky and it has been quite different to my
other placements … work was amazing in Perth, it was the rest of it that was
a bit isolated … in my new placement no-one talks to each other, it is very
sterile, and I don’t think my supervisor has supervised anyone for quite a
while and we have differences of opinions on things anyway … I guess I’ve
never experienced anything like that before and it got me down a bit at first.
I wasn’t looking forward to going to work. I was just like “I don’t like it.”
There was nothing for me, there was no satisfaction in what I was doing. The
research I was assigned to was already difficult and it was causing issues and
the day-to-day stuff they had me doing, I told you that it was like the dregs
of the work. Basically I kind of worked out that they all take bits and pieces
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and that they want and whatever gets leftover gets passed along to the next
person … I was just dissatisfied I suppose. It’s a bit frustrating. I don’t know,
the hostility, it was just frustrating. I was a little bit annoyed. The annoyance
was probably more about, had more to do with what was like the process
itself. Because at the same time there saying we do our processes there are
also saying do this day-to-day. I guess that was pretty annoying …
(in discussing his performance review) right at the very beginning I started to
ask them for a bit more work. I wasn’t really very nervous, but I mean, when
you’re asking for more work, more is expected of you I guess. I guess that
was my biggest concern, I suppose was taking on more, in the end, because I
had to ask for a lot of advice for a research
(in discussing his supervisor) it was very much that I thought it was quite
unjustified I felt quite confronted. I guess you know I automatically
recognised that. Like first two times it happened I was blindsided, like I didn’t
see it coming. I didn’t have a reaction, like almost didn’t have one, it was just
like a blank. Like almost didn’t know what had just happened. She said
something like “can we have a meeting to just touch base” … And I said I
don’t think that was fair. I guess I was shocked that people would think that
of me. I looked at it all and thought “how can you think that about me?” Like
aside from the fact that we are friends and colleagues and you’ve seen my
work do you really think like that, you know, I’m still – I just sit here like a
princess and expect everything to be handed to me? I never do that I do
what I’m asked and it’s kind of like in my head I’m going “what? That’s what
you think?” … It’s not like I’m whistleblowing to the press anything, it’s just
like I’m saying “just take it down a notch” so I guess I found that quite
productive and it’s been a lot more constructive and precise and rational
when its reasoned out on paper … Yes it’s improved since then after that
there were one or two arguments where, you know, we were just arguing
over something topical and we basically get to the point where we
concluded very quickly
(in discussing his behaviour) I think other people perceive me as cold no,
“judgemental” is generally the word people use. That’s not how I process it
in my mind. I am not looking at you, or whatever and judging you, it’s
because I’m worried but people seem to look at me and think “you’re judging
me” and it’s like “no, I’m just being helpful” … People will always ask me for
opinions about other people and I basically tell them that I’m not going to
gossip about other people and I think people take it well – I don’t know, like
people have been quite put off by that. I guess it’s nice to be trusted like
that, if that’s the case. Yeah, I suppose people do ask me for advice a fair bit
and I don’t know why. Like I don’t know. People – like – and this is advice,
people always asked me for advice … There have been one or two things that
haven’t been able to be dealt with in this way so I guess I generally don’t
deal with those things, they just sit there because – well, I guess I feel if I’ve
got nothing to do in a situation, there is nothing to be done
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Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:






(in discussing his rotation) it was just like “I don’t like it.” There was nothing
for me, there was no satisfaction in what I was doing. The research I was
assigned was already difficult and it was causing issues in the day-to-day
stuff they had me doing. So I’m sitting there doing the day-to-day processes
at the same time thinking “this is just awful and isn’t working and could be
fixed so easily if they’d listen to my recommendations”. And there were a lot
of things as well that I’d like to bounce ideas off, and whatever, and they all
would just pass me on to somebody else … I’ve always enjoyed a bit of
structure, especially the day-to-day stuff that’s quite urgent in that people
will be expecting a response in sort of 10 to 15 minutes, and I couldn’t get
past the fact, like I really hated being in the middle of something and having
to stop and deal with this for 10 minutes and then go back and then
potentially get another interruption, you know 15 minutes later … So initially
was quite slow, like waiting to people to get back to me on things
(in discussing his manager) and I was like alarm bells, so we went and the
meeting started fine, and you know, plodding along and catching up on
things. Like she’d been away for a week, and then it was like a switch … so I
think that was the conversation where she said I never did what I was asked.
Something like I always expected everything on a silver platter. And I was
just like – because one day I asked her where the file was, or something, and
that was about me not looking for the file, it was about me asking “where
did you put the file” … I just feel like it was mountains out of molehills and by
taking it to such an extreme was completely ridiculous. And I guess, like
what I’ve seen in her written feedback
(in discussing his behaviour) I suppose my mother always says to me “you
can’t let things out of your control bother you because they’re out of your
control, there’s nothing you can do – if you can’t do anything about it then
don’t worry about it” … it comes back to that same thing that you just don’t
worry about it. I don’t remember ever not doing that, I guess it was early
high school I started, and it has always worked. I guess it must have been
family that started it

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:


(in discussing his rotation) I get that there’s everyday stuff to do and I get
that it’s boring, but I think it was partly that, partly the hostility and partly
the coming back from Perth and, you know, slumping into this. But also, I
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mean we’re doing things where the decision is not necessarily up to us, we
just send the information off for another assessment … quite early on, I had
a meeting with them and said, you know, I guess the research was long term
and the day-to-day stuff was a bit mundane, was there something else that I
could have as well that would tide me over … so I tried to re-organise the
work so that I could sit and do my research for two hours or something, and
then deal with the day-to-day interruptions – but I wasn’t allowed to do that
(in discussing his manager) “here she goes again, whinging about
something”. But I don’t know what … the second time I was again
completely blindsided – it was almost like she waited for the manager to go
and get a coffee and then it was like “bang”. So she is standing up (but she
is quite short, so I didn’t think it was like looking down on me or anything) …
I am quite calm, and I guess I listened to what she had to say and saw that
there was no point arguing with her … and I’m thinking, no-one’s ever said
that to me before. I quite disagree with those things, I try and be quite the
opposite of what you are describing. I guess I can understand your point, but
it is such a tiny thing that if it had really bothered her she could have
managed it at the time … so I worry about the situation, but I’m the only
person I can control in that conversation so it’s on me to manage the
situation. I found that confronting to be thinking “well, yes, you’re the
supervisor but I’m sort of having to obviously manage my interactions and
relationship because you obviously can’t” … I think in terms of – OK, if I’m
the only one I can control, I kind of try and think two steps ahead and go “if I
do this, then down the track the implications will be …” and I think about
everything, and all the different possible tracks and try to manage it
(in discussing his behaviour) I’m quite happy to provide advice when it
comes to weighing up options, my advice will always be okay, that’s the
situation you’re in. There are three things you can do. There’s no use
worrying about that because you can’t control that the only thing you can do
is this, this or this and the outcome will be that, that or that. So I think the
best one would be…”

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:




(in describing how he managed his supervisor) and is just like pulling teeth –
in the end I waited for whichever one of them would go on leave and then
say “here look at this” and they were like “you need to speak to the other
one” and I was like “well they are not actually here so I’ll run it past them
when they get back” in the end that worked
(in describing his rotation) I had that discussion about how I could structure
a bit more time to say “well I’m going to do my research for the first two
hours of every day and you can look at the matches for those two hours and
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then I’ll look at the matches for – you know, and then I’ll do an hour in the
afternoon where, you know – it was just a matter of talking about that and
adding the bit extra that I could kind of do that wasn’t long term that it
wasn’t day-to-day, it was sort of in between stuff so that was helpful … It’s
ended up that I got more work than I expected, but I haven’t quite got my
research finished, I ended up having another meeting just in case that
happens, is there any way I construct my research were I get a lot of it done
and it would still be useful rather than a half finished the thing?
(in describing his supervisor) and I was like “that’s not fair, I did do it. Give
me a moment and I’ll email you the link” I guess I would not attack back
because this no point in doing that, but defend myself and say “well, I can
see that that could be done better next time, that this sort of isn’t the way to
go about it” and by the third time it happened I saw it coming … And I said
something like “I don’t think this is helpful, could we bring the manager in or
could you provide feedback in writing because I think I would be more
comfortable dealing with feedback in writing”. The manager came in and
she is like “are you serious?” Anyway, I just said “I just think that if it’s in
writing it would be a bit more considered and I would have time to consider
it and process it and respond properly. I said something like “the
conversation would be a bit more appropriate” and then I just stood up and
left the room … When she gets written feedback is very specific. It will be,
“this needs to be fixed” you know, in the report it will be “this sentence is
wrong. You can’t say this, it has to be more like this” … But you know my
behaviour works so I guess looking at it is the only thing I can control is my
behaviour in the workplace when dealing with those situations, and the first
time we tried it, it was more of a talk about the content of my report, and I
did argue with her. It wasn’t a screaming match, but I did argue quite a bit
more about things. But it was more about the substance, it was nothing
personal

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in discussing his supervisor) I don’t think she is managed anyone before,
well I don’t know how long ago it’s been, but she is always been at the
bottom of the pecking order in the team, and it’s a very hierarch equal team,
which I’ve never been in before … Initially it was very hostile, very
confrontational. I would imagine that her supervisor was a bit of a piece of
work, by reputation only. She was great to me, but the team warned me,
that she can potentially be a bit explosive, depending on her mood on the
day and then it’s probably not worth talking to her for the whole day … And
then, again it was just like a switch, for no reason, or I’d bring up something
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that I’d found in my report “oh, that’s ridiculous. Why would you say that?
Should we just stop doing anything? Should we just not exist?” … I guess like
maybe she felt that it was a bit – and I think that’s been part of the issue all
the way along – is that the research has been maybe a bit too close for
comfort not only for her but the manager as well, I guess, having their work
for the last two years under the microscope with a fresh pair of eyes saying
“have been doing it right in all these sorts of ways” has been really difficult
Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing his supervisor) but she is always at the bottom of the pecking
order in the team, but it’s a very hierarchical team, and because she is never
had someone speaking to her, but it’s the way she speaks back to other
people. So she is always been at the bottom and so now she’s “thank
goodness”. I think she takes everything to the extreme a lot … But it’s
bizarre, it’s like this is where we can be civil and friendly and go for coffee in
the morning and whatever, and then to swing to being like this, I would
never be like that with a friend … I suppose because the substance is quite –
she is quite possessive of her work. She is quite possessive – and that’s good,
that’s a good thing, and particularly proud of what you do and you need to
be seen to be keen on whatever to feelings
(in discussing his behaviour) I think with that judgemental thing, people who
ask me for advice often expect me to ask them for advice as well, which
rarely happens. For no apparent reason other than I generally feel like I have
probably over analysed it enough already. No one said that to me before.
People generally get a bit kissed off and I won’t gossip, because they feel like
they’ve shared but I’m not sharing. I would generally say “ask me anything
you like about me and I’ll tell you, but I’m not going to sit here and, you
know, gossip”. And I think that’s part of the reason lots of people talk to me,
it’s because it stays with me you know

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


(in discussing his supervisor) I think she takes everything to the extreme a lot
and she likes to argue, and so do I, which is why, to a degree we get along in
a sense, but I guess I like a rational discussion and she’ll often push it … Or
through these processes she keeps saying “well that’s how we do business
because that how it works in my head” … And they’re were just things that
she would say and I would say “I don’t think that’s fair” like “I’ve done this,
how does that into what fit into what you’ve just said” and she kind of like
would have a blanket statement. So you know, she went away for a week
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and she left me a list of things to do when I did the more and one of the
things I had to save something and I’ve saved it on the shared drive, but she
couldn’t find it so she said something like “you never do anything I ask you to
do” … So I said “I don’t think that’s fair” and then I clarified with her … When
you’re talking about the business process, it’s not a good way for a team to
be, to be overly personally invested in what happens each day in terms of the
process, rather than the content … And she said “take yourself out for coffee
and come back and get to work again”. And in the end – after the second
one of those I basically started running things past her and she would almost
say – the last time I got her to read my thing and give me feedback on what
she thought of the draft and whatever, she was great and she gave amazing
feedback, but almost came back to the point, you know where she would say
“I don’t like that, but it’s your report and if you want to put it in, that’s fine”
like she disagree, and she say why and writing but she also say “if you want
to put that in, it’s your decision”
Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing his supervisor) and we tried to work our way around things, so
she confronted me two or three times about a few random things, and by
the third time I was ready and I said “settle down for a minute” there are
things that we need to sort out and maybe we need to do them with the
manager. And she was like “why do you think that?” I just said “I just think if
the manager is here that the conversation would be a bit more appropriate”
and she said “when you could go get the manager then” so I went and got
the manager and the manager came and sat and I think we all sat down and
then I said – like I summarised basically, what had just been said and the
manager is kind of looked at me and asked “what the hell?” And since then
she is provided written feedback. And I guess in her written feedback I can
still see things like – for example if I haven’t asked or been clear enough in a
request for information or something, she has also taken that and she said
something like I manipulate emails to get responses that will limit my
workload or cut down on my work – it’s bizarre, because the whole time I’m
wanting to broaden the scope of my research
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Appendix U: Participant D data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant D’s self-assessment results
using the GENOS Emotional Inventory:

Participant D scored in the very high range for emotional self-awareness in comparison
to others. This suggests he pays close attention to his feelings at work and has a
profound sense and knowledge of himself. He is likely to be very connected with his
inner values and beliefs and regularly conduct self-reflective practices. He may be able
to develop this skill in others. His strengths are being aware of how his feelings
influence his decisions, how his feelings influence the way he interacts with people, and
how his feelings influence his general behaviour at work.
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Participant D scored in the very high range for emotional expression in comparison to
others. This suggests he is proficient in effectively expressing his he feels, and he is
authentic, genuine and can facilitate open and honest dialogue. Others may feel
comfortable expressing their feelings around him and as such he can create a culture
where healthy debate and feedback is often present. He may be able to develop the
skill of emotional expression in others. His strengths in this area are his ability to
express how he feels at the appropriate time, express how he feels when someone
upsets him, and provide people with positive feedback.
Participant D scored in the very high range for emotional awareness of others. This
suggests he recognises and understands others’ feelings. He is able to demonstrate
empathy and care, and motivate and connect with others in an engaging way. He is able
to understand others’ values and beliefs and to create meaning for people from events
surrounding them. He may also be able to develop the skill of emotional awareness of
others in those around him. His specific strengths in this area are his ability to
understand what makes people feel valued, demonstrate that he understands others’
feelings, and understand what makes people feel optimistic.
Participant D scored in the very high range for emotional reasoning when compared to
others. This suggests he can be proficient at combining the information in feelings with
facts and other sources of information when reasoning and decision-making. He may be
expansive in his thinking, decisive in ambiguous situations and proficient in gaining
others to buy-into decisions. He may be able to develop the skill of emotional reasoning
in others. His specific strengths are his ability to consider the organisational values
when making decisions, consider how people may react when he talks with them about
decisions, and balancing technical information with his own feelings when making
decisions.
Participant D scored in the very high range for emotional self-management in
comparison to others. This suggests he may be optimistic and resourceful even in the
face of adversity. He may be highly adaptable and make a great “change agent” in
difficult times. He may cope well with high degrees of stress and emotional labour and
demonstrate consistent behaviour. He may also deal well with conflict and competing
priorities, and be able to help others develop this skill. His specific strengths in this area
are his ability to explore the cause of things that upset him, responding appropriately
when people frustrate him and doing things that make him feel positive.
Participant D scored in the very high range for emotional management of others. This
suggests that he can positively influence the feelings of others. He can inspire
performance in others by creating a positive team and work environment, manage and
maximise individual difference and effectively handle workplace conflict. He can build
personal resilience in those around him and they may describe feeling safe, valued and
empowered when working with him. His specific strengths in this area are his ability to
help others to overcome negative feelings and to feel more positive, get people to
concentrate, and create a positive overall working environment.
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Participant D scored in the very high range for emotional self-control in comparison to
others. This suggests that he can restrain initial responses to strong emotions and
quickly think and act rationally. In stressful or high-pressure situations he can remain
productive, maintain a calm demeanour and demonstrate a consistent and considered
approach to events or colleagues. He demonstrates a composed, resilient presence
under pressure and may be able to develop these skills in others. His specific strengths
are being able to control his temper, demonstrate appropriate enthusiasm, and remain
focused on work when feeling anxious.
GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant D may have unconsciously
responded in an uncharacteristically positive manner to inflate his scores on the
assessment. Participant D scored very low on the Inflation Index. This suggests that he
is unlikely to have responded in an overly positive manner. He may be under-reporting
his emotional intelligence, or he may also be very self-aware of his behaviour, strengths
and limitations.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant D scored low on the Manipulation Index, and his scores are meaningful. He
is unlikely to have consciously manipulated his answers and has most likely responded in
an honest fashion.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant D has scored very low on the
Inconsistency Index which suggests he responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
self-aware and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states:


I’m frustrated. The information is quite challenging, especially when a lot of
the other Customs members downstairs are not very receptive to governance
and command support type issues. There is no real mechanism for
accountability or reporting … I’m frustrated because one minute when the
manager’s in the room they are all fired and they jump to, but the moment
the manager walks out of the room there are recriminations and the bitching
starts that they are overworked, and all I really see them do is watching TV …
I would probably say they are very arrogant in what they do. They think they
know everything that’s going on when really they don’t, or they think that
they are busier than they are when all they are really doing is monitoring a
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screen and printing things off occasionally when they come in … They don’t
really understand why they are doing what they are doing. They are quick to
just go “oh, we’ve got the situation report from the vessel. Let’s just shove it
in the file any old way” rather than thinking that someone might actually
need this to hold someone to account, or this might be used for court or
something like that … They are very good at being able to collect the
information but they’re not very good at actually understanding how their
behaviour or what they work they’re doing is actually contributing to a
greater need throughout the whole of government, not just Customs itself …
I don’t really think that they have the care or attention to detail, or even the
respect in themselves to have pride in what they do because like a lot of their
filing it is just not up to scratch …
(in discussing his current research) … what I’m currently doing which I’m
finding frustrating is working on the chronology of events for search and
rescues … so locating all the information for that is quite challenging … well,
in one sense a bit of frustration … I am frustrated … and then on the flipside
of that when I’m working with the manager I feel I’ve got the confidence to
get things done … they won’t really talk to you or do anything for you unless
they absolutely have to, and then you’re kind of left sitting there thinking
(example of frustration) … I’m just like well, I don’t know why I bother … I
wanted something to happen, but it didn’t bother me if it didn’t
(in discussing the nature of the research) … a lot of the information is quite
contradictory an sometimes you’re just overwhelmed with how much there is
… it’s frustrating, but it’s good when you do have the management behind
you, in there making sure that they get it done … although admittedly I do
find it a bit frustrating because I could have had it done by now if I did it
myself … but I’ll take it as it comes. I’ve still got heaps … before I need to
start to worry about that
(in discussing how his grad year is going) … I’m kind of feeling a bit
marginalised … which in a sense is limiting my knowledge of the
organisation, and I fear that that may hold me back in some sense … I
thoroughly love it here … But in saying that, until you’re actually in there you
don’t know
(in discussing his contribution) … well, I generally don’t say that about myself
… I feel that I’m a burden to the work area, even though they keep saying
that I’m good and all this stuff, and that I don’t need to improve anything
and just to relax and go with the flow a bit more … I suppose after that I felt
successful that we were able to get something done in a timely manner.
(in discussing his success) … I don’t view my successes highly, or I don’t rate
them. I just take them as another job done and move onto the next thing … I
have never been good at being able to sell myself or anything like that and I
guess that comes back to my confidence … like I would hate to let someone
else down or not be performing to the required standards … I consider it
more important than me saying “I’ve done something well” … and I’m
thinking “are you serious? How can you possibly be serious?” I feel I haven’t
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adequately cross-referenced this to make sure the information’s correct …
like if they were happy with it then … you can always do something better
but then it would get to a point where how much is too much … but if they
were happy with it then I suppose I can be
(in response to managing a bully) … I just don’t think I would have the
confidence to be able tactfully do that so I’ve never really done it
(in response to a question about his acceptance into the program) …
relieved, I was so glad that I got onto the program cause it’s something that
I’ve always wanted to do and I was kind of like “yeah, yeah, I finally did it”.
It was kind of empowering and kind of did boost my confidence a bit
knowing that I way like “yay” I actually achieved something … but then on
the flip-side I was also like – with my low self-confidence – I’m like oh, I’m
probably the worst grad here. I don’t value myself as much as I should
(his feelings about his next rotation) … I’m terrified about my next rotation …
one of the members of the team down there described it as like Hangover …
it’s like they’re so disorganised and I was just sort of starting to think what
the hell are they getting me into down there

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:










(in confirming how he knew he had the right emotional reaction to a
situation) … I’ve got a manager that is in complete agreement … and on the
other hand, directly working with them in order to get the information I
want
(in response to a question about bullying and the impact it is having on him)
… “oh, we had better not have you send it with Graduate Trainee on your
signature block”
(in response to his feelings about the hierarchy) … but at the same time, if I
get it done to the required standard then I’m satisfied irrespective of how it
is – obviously I want it done ethically but I make sure that it does happen …
and I guess that comes back to my confidence issue which I keep working on
(in discussing his feelings about success and positive feedback) … I’ve just
always had low self-esteem. I think I’ve had it since childhood. Like I’ve been
bullied and whatnot, but I’ve never viewed myself highly. Like I always have
doubt in myself … cause I don’t want to sound conceited and go, “Oh yay I
have done something good” when others might not think that it is … but I
am just always aware that you could always do something more. Like how
much is too much? Like you could always say “Oh look, I could have spent an
extra hour reviewing it”
(in response to a question about how his self-esteem impacts upon
performance) … at this point I don’t think it is, I’m just learning the processes
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and making sure that I adhere to them and adopt them and complete the
tasks I do to the required standard
(in response to how he feels his next rotation will work) like a lot of them are
Defence and there’s a couple of Customs people down there and it will be
totally different experience from here (with no clarification of what will be
different)

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions. They are also able to engage with, prolong or detach from an emotional
state:




(in discussing how he manages his frustration) … locating the information is
quite challenging … especially when … members downstairs are not very
receptive to governance and command support type issues … which causes
me frustration … but I have the confidence of the manager … anyway, I
raised it with my supervisor … I suppose what I’ve learnt to do is just
detachment… at the end of the day it doesn’t bother me so long as I get it
done to the required standard … I would find it easier to do it myself but then
at the same time looking at the bigger picture as well, it might be the case
that they have to reform and actually learn their processes
(in discussing how he manages bullying) … I generally walk away … and I
haven’t been bullied for ages, but I just deal with it internally – like I just
remove myself from the situation

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:








(in discussing how he has used his emotions to achieve results) … I generally
put on the end that the Command of (name) wants this, or has tasked me to
do this, and we need it by close of business, and usually that gets things
done … even so I will be de-prioritised just because I am the graduate trainee
(in discussing how he has used his emotions to achieve results) … So, I just
raised it with my supervisor … before I know it I am in the Chief of Staff’s
office and she’s like “No, this is completely unacceptable … they don’t create
the timeframes “ so I am like “score!”
(in discussing how he will cope in his next rotation) … it doesn’t mean that if I
was put somewhere that I wouldn’t give 100 per cent to it to understand the
processes or even just to make the most of the situation that I’ve got
(in discussing how he uses positive feedback) … but in saying that I see it as
more important that others recognise that I’m doing well rather than myself
… because I use my lack of self-confidence to improve what I do, cause I
416

always think “oh, this isn’t good enough or this task I’m doing I’m not doing
it right” so I use it to fuel myself to actually achieve more
Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:








(in discussing why others may not meet his requests) … and being more
operationally focused they tend to think that once something comes in that
is the end of it … and they are quick to say, it doesn’t concern you or it’s not
important … I would probably say that they are very arrogant in what they
do … and they don’t really understand why they’re doing what they’re doing
… they are very good at being able to do this but they’re not very good at
actually understanding how their behaviours or what the work they’re doing
is actually contributing to a greater need
(in discussing why others may not meet his requests) … and they spent more
time getting back to me about how inappropriate it was to put such a tight
timeframe on the issue and how there were more important things to deal
with and other priorities than it actually took them to locate it
(in discussing how others might feel about the performance of their staff) … I
went to edit it for her, and she’s like “no, I’m doing this. I know you need
this, but it is our area’s document, they’re doing it not you. They need to
learn to keep their records properly – to document this stuff” … Well, she’s
got a keen eye for detail and wants to make sure that if this ever does get
subpoenaed to court, that it’s ship tight and won’t be blown out of the water
based on someone’s poor editing skills or their inability or attention to detail
… I don’t think they have the care or attention to detail, or even the respect
in themselves to have pride in what they do because like a lot of their filing is
just not up to scratch
(in discussing why others may make the decisions they do about rotations)
… they love me here. They don’t want me to go … I would rather have others
say “Oh yes, this is really good” … well, they are all saying that I am doing a
really good job … I suppose they’re the ones that are making the decision, so
if they are happy with the information that they’ve got then who am I to
jump up and say anything

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


No comment
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Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework.


No comment

Using emotions in others – conflict resolution
 No comment
Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:








(in discussing his supervisor) I don’t know why I bothered. I gave up taking
my flex sheet because every time I went to get it signed off he was like “oh
no I’m too busy, come back later” so I would leave it to an appropriate time
or I’d say do you want me just to leave it on your desk and you can get to it?
(in discussing the program) I just based it on this document and I’m like well
it’s all very well to actually do that, but if I’m not understanding what they
actually do, how am I effectively and accurately to do this … I’m just over it
at the moment. At this point I’m happy to take my leave now and not come
back … probably the desire to actually learn because – and as I said I don’t
want to be a burden to anyone, but I truly wanted to make sure that when I
do a piece of work that the Director can look at it go “yes this is good. Maybe
we can just change this a bit” not “rewrite that” or something like that … I
found CIT a complete waste of time and I would quit the organisation rather
than do any more. Admittedly I had my opinion changed once – I think the
last week that we had when they changed facilitators it was far more
engaging, or pitched at the graduate level …
(are you settling into Canberra?) I am, I quite enjoy it. My flatmate’s good
and I enjoy where I live and it’s better than Queensland. It’s not hot … I feel
to that I’m afforded all these opportunities, but then I’m just walking away.
I’m with this firearms team we did like a firearms training course and we got
to handle the guns and disarm them, and all this sort of stuff. … I know that
sometimes I shouldn’t be like that, but I’m just so run down at the moment
I’ve just had enough. So if I went home, it’s like what an expensive trip to
Mackay every second weekend or something so I don’t want to do that and
as I said I want to learn and I want to get the most of the rotation,
contribute and to be swamped with work and have many different things to
do, but it’s just not happening
(in discussing the lack of work) I suppose it’s hard to because my previous
rotation I was on the go from 7 to basically 5.30 each day
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(in discussing his previous rotation) I didn’t mind the work. I thoroughly
enjoyed writing the treaty documentation, going to other government
agencies with working group meetings, doing the work behind that, I didn’t
mind that … It was more the 22 drafts of the stupid engagement paper that I
had to write. Twenty two drafts! I’ll admit four or five drafts, but the
incoming Director, an Army Colonel, he told me he had an affliction with red
pen ink …
(in discussing his performance review) well I looked over it and I just said
that I agreed with the comments because there’s no point raising any
objections because they were all complimentary, they were quite good. And
my manager said that yet he probably doesn’t see me in (name) as he sees
me more as the strategic type think. I’m thinking oh my God I would never be
seen dead in strategic thinking, because I’m not very good at it, but they
obviously think I am
(in discussing the editing process) because I was shocked when they said
don’t bother trying because it will just get changed, regardless of what you
do. Even if everyone else in the organisation said it was excellent, the
Director would still fiddle with it
(in discussing his colleagues) I am almost a bit uncomfortable in this team as
well because admittedly I take myself very seriously and I’m here to do a job
(in discussing the lack of work) I just can’t wait to get out of here. Hopefully
I’ll do something today. I don’t care what it is I will pick up staples out of the
carpet if it meant doing something that value-added – or even if it didn’t
value add, so long as it something to do

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:








(in discussing his supervisor) so I would come back and do it again, I’d come
back maybe for five days later when he’s not doing anything and then he
would yell at me saying that I should been proactive and seen him earlier
about it because it’s his job to manage, he’s never to meet busy to manage
his staff
(in discussing the program) I’ve lost all confidence, and as you know I don’t
have much of that to begin with. I also feel guilty as well because this
rotation, while I will draw whatever I possibly can do out of it, I really don’t
think it suitable for a graduate or especially not for me
(in discussing the lack of work) I probably would enjoy it, but I think it’s too
slow for me. I’m one of those people that I need to have 100 million things
to be doing to be effective and to enjoy it
(in discussing the editing process) and I’m like – I didn’t say this to him – and
thinking, like that’s what you had three drafts ago. Anyway after that and
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after he told me I couldn’t write because I was not Defence, I made his life
hell
(in discussing his colleagues) I’m a bit uncomfortable with that, but at the
same time I think it’s good for me I need that. I haven’t succumbed to that
yet, but at the same time I’m almost a bit isolated from the team. I have to
climb out physically get up and go. Like the corridor bit of it would be from
say the end of the table to the door so it’s kind not something I could just
turn around

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:












(in discussing his supervisor) so I just gave up after that. I was like just take it
for myself and if he asks for it I give it to him, I learned once, and he bit my
head off
(in discussing the program) because I know that I’m going back to (name),
unless they put up a big fight in this sort of stuff. So I kind almost feel here
that they are investing time in me to get on top of the systems to learn them
to effectively contribute to the team.
(in discussing the lack of work) I would rather walk into the office with 20
things to do, get through them in the day and leave having an additional 40
things that I need to do the next day
(in discussing the editing process) every time he made comments on the
paper I always asked, “why did you want this done in the name of
improvement. If I understand why you want this change I won’t make the
mistake again and you won’t have to make as many corrections. But I‘m like,
well if I’m justifying what I write, he can justify what he is doing as well … by
draft 20 he crossed something out I’m like “why did you change that?” and
he says “Oh. It’s dumb, you should never have put it in there”
(in discussing his colleagues) so I find it very difficult to deal with as well.
Because downstairs in the (name) everyone’s kind of just going over the
thing and you’re part of the team, but it’s such a small area they just look
over the barriers and talk to each other and I am almost not part of it
(in discussing CIT) prior to that I was ready just go up and walk away
because it was a complete and utter waste of time and I still think it is. I
honestly think the ACBPS wasted so much money on something that they
could easily have done in-house themselves through workshop style things
and just have people come in and do it that way

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:
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(in discussing the value of the program) and then by the time I finally get up
to speed it’s like the rotations over and it’s time to go
(in discussing the lack of work) I thrive on that as opposed to coming into the
office basically I sit there tried to look busy, read the news, ask if I could look
over someone’s shoulder, sit there do nothing. Try and extend out my
lunchbreak to make myself busy or things like that
(in discussing the editing process) it’s my two way value adding. I’m learning
to be more concise with my writing what he wants, but at this same time he
can be accountable for his behaviour … and I’m like – but I didn’t say it to
him – but I’m like: that’s what you had about three drafts ago. Anyway after
that and after he’d told me I couldn’t write because I’m not Defence, I made
his life … but I’m like, well if I’m justifying what I write, he can justify what
he’s doing too … it’s my way of value adding. I’m learning to be more
concise with my writing, but at the same time he can be accountable for his
changes

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:








(in discussing his colleagues) There was a cross between defence and
customs with the Director being defence, no-one from Customs could do the
job. It permeated through all the guys. They’re all from intelligence
backgrounds anyway, so they all fit quite easily into the team and me not
having any criminal – or not a criminal – any intelligence background is kind
of they reckon they can do it themselves … I think that is almost a bit
hypocritical too because I was looking over their shoulder when we were
putting on an alert for a particular person entering or leaving the country
and she is like “you now quite a dodgy individual, but we don’t put them on
alert very often because it creates more work somebody else. Like it would
create work for the guys at the airport so actually search them or things
that”
(in discussing his supervisor) I swear he is bipolar
(in discussing the editing process) the point is that during the changes that
he was making all the other guys don’t question our leader, don’t question
the supervisor he’s the full superior thing
(in discussing his performance review) so they were quite complimentary,
but I’m kind of like - they don’t show that that in the day-to-day work
(in discussing the amount of work available) there are only so many times I
can ask things to do before I get annoying as well. It’s almost like “my God is
coming over to ask for something to do.”
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Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing the editing process) I admit that the first 4 or 5 drafts I wasn’t
aware of the content to because it was the first week in the rotation. I still
wasn’t that sure of things I wasn’t sure of the way they preferred their
writing styles and stuff, so I will cop that

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


(in discussing the editing process) by draft eight we were good. From draft
eight, through to 22 he just couldn’t make up his mind about how he wanted
something worded and so we changed it so many times – we pretty much
went round in circles because draft 22 and draft eight were just about the
same

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


No comment

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be self-aware and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his challenge) to be honest, I don’t know, but it would probably
come down to just wanting to be very good at everything that I do, so almost
into perfectionism. But, at the same time, not wanting to be over-confident
or to be deemed cocky. I don’t ever want to be in a position where someone
tells me “calm down, (name), you’re too confident” or something like that. I
guess I’ve got that fear of getting too far out there and I just want to be – I
don’t say like want to be the best at it, but I want to achieve my potential …
That’s what I understand, that I still see it as “well, I didn’t do it right the first
time, like you still has to make one to small changes” and although they
were because I lacked the technical knowledge wasn’t in the team long
enough to understand that’s how it was done, I still felt like I had failed and
didn’t really achieve it. I felt that in my stomach. I think the feeling was
telling me not to worry, like will be all right, it’s probably just like the one
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thing that I need to get over. At the same time, I would also have to say that
well, it could be a sense that I’ve not tried hard enough for something or
could have worked harder … Sometimes if I have low self-confidence I tend
not to ask her help, which could potentially limit the quality of the work that
I do, because I’m not getting that extra input or assistance that I need … To
be honest, I wanted to be overcome to work where I have a job where I have
150 things to do and I still get through them and still have more to do,
whereas especially this third rotation, like coming to work just to read the
news I feel fraudulent, or even coming in –my team didn’t even realise I’m
not there at the moment. And just being appreciated and respected I
suppose … I don’t feel very valued down there but coming into work were
I’ve got absolutely nothing to do the bulk of my day is spent reading the
news, or shifting through the driver or fiddling around or doing nothing. At
the same time, it is only so much you can do before you can actually get in
and make yourself busy in what way she contributes the outcome of the
team
(in discussing the graduate program) overall I have found the program
disappointing and unfulfilling. They would probably be the two words I
would use to describe the program. I don’t feel that I’ve had the broad
exposure to the organisation that many other graduates have had. But being
cooped up in the one area for two rotations with just a focus on civil marine
security, I’ve got no understanding of what, say, our media department
does, or what cargo does, or what trade does, or even airport operations.
And even within this department I feel like I’ve been disadvantaged because
they own me so they can do what they want with me. Whereas other grads
have had the opportunity to have more professional development because it
seen as though they are only here for three months and so we better do
something with them. For example all the grads with the exception of me
got to go to Darwin for a familiarisation visit on the first three months of
being in the command, whereas for me I was there for eight months before I
even got to do that

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in discussing his challenge) I guess I’ve learned all through my life have always
set myself high expectations, whether it was through sport or at school and
everything like that … (When it is the fear of being cocky come from?) To be
honest I have no idea. I really don’t know. I just don’t want to be seen or
perceived as someone like that. Like I can’t identify anything specific. I guess I’ve
just developed the way. Like I want to be seen as hard-working, loyal, disciplined
person who is approachable, friendly and all this sort of stuff and not someone
who is arrogant or anything like that. Nobody else has ever told me that I’m
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arrogant, other than myself. While I’ve always been aware that I have low selfesteem and stuff, and I manage that accordingly because I don’t want to have
that impact on someone else … And I suppose a lot of why am feeling a lack of
self-confidence is because on board in the current rotation. For example, before I
started at Customs I was a councillor at Lifeline crisis line, I was terrified. Like I
was fearful that I would kill someone. Like someone would ring up and say “I’m
suicidal” … I am trying not to worry, like it will be alright. It’s probably just like
the one thing that I need to get over. At the same time, I would also have to say
that well, it could be a sense that I’ve not tried hard enough or missed something
or could have worked harder … I have no idea where it comes from. I really don’t
know. I just don’t want to be seen or perceived as someone like that. I guess I’ve
just developed that way. I want to be seen as like a hard-working, loyal,
disciplined person who is approachable, friendly and all this sort of stuff and not
someone who’s arrogant or anything like that. I’ve always been aware that I
have low-self-esteem and stuff, and I manage that accordingly because I don’t
want to have that impact on someone else … I suppose a lot of why I’m feeling a
lack of self-confidence is because I’m bored in the current rotation
Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:


(in discussing his challenge) if you took comments from other people, then
you could argue yes I achieve my expectations. I suppose the main thing
would be me recognising that I have achieved. Even though I don’t think I
have. Like it is when I do get that positive feedback I just don’t believe it’s
always true. … Like when I’m almost at a point of not caring any more I just
go with the flow and let it happen as it happens and take it as water off a
duck’s back. Most of the time I usually re-evaluate what I’ve done or to see
what I could have done differently. (So there are times when you feel
successful?) Yes and no. Like I don’t revel in it, because I consider that it
would lead me to being overconfident and cocky … Well, during this rotation
it got to a point where I really had to just walk out. I had had enough, I was
bored, I couldn’t do anything. So I went to the EAP and just had a discussion
about it, and to be honest, I didn’t find it of value, but at least out of control
of the situation and did address – or took steps to rectify the situation. While
I didn’t value going to be a counselling session, because I felt I didn’t get
anything from it, just getting it off my chest was enough to relieve me of
some of the anxiety I felt and just the low self-esteem issues … I found a lot
of things that help me boost my self-confidence and one is just getting out of
there and challenging myself, actually getting in there and challenging
myself and putting myself in a different situation, outside my comfort zone,
actually improving my self-confidence and I became more confident. Well, I
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was going to take a counselling when I was down here, but I didn’t like the
environment that it was done through the local Lifeline here, so I kind of let
that slip and kind of sat back and go “yeah, I’ll do it when I get off the grad
program”. I have to re-evaluate. But it won’t be replaced by another excuse
but I have to definitely find something, like it could be the RSPCA shelter or
something … It’s just a matter of finding something, because I’m a reserved
person, but once I jumped headlong into the position made the commitment
to go and do it, I would … But then, on the other hand, we wanting to be a
perfectionist I sit there and go “well, look, I have to bite the bullet here, I
may not be confident enough to go and ask someone this, but at the end of
the day I would rather make myself look a fool them produce simple quality
work”. I suppose, too, was really impacted during this rotation is I’ve asked
my supervisors and stuff assistance and really, at the end of the day, you
don’t get it. Like they take three weeks to get back to you
(in discussing his rotation) (so how do you manage your sense of being
fraudulent?) I just bear with it. Because the one on the one hand I realise
that I’m there to do a job, but at the same time, if there is nothing to do
there is no point constantly harassing my manager. Like I have just taken it
on myself to sift through the drive and look over the cases that they’ve done,
fiddle around, check my systems access and look through those, just
randomly searched through things with that within the confines of the law

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:


(in describing his challenge) so I did that, and I got feedback from my
manager, she just made a few changes and then it got disseminated at the
line area and they gave feedback saying “this is one of the best briefs that
we’ve read in a long time, it’s short, it’s sharp, it’s succinct, it’s exactly what
this should be” and my manager praised me because I was the one who
wrote it. But then I said “look, no, it’s you because you made these changes
to it” like you did make a couple of changes, but I’m like I see that it’s her
product because she’s made the changes, not me, because I did all the work
… Like an example of feeling successful is getting a successful probation
report where basically all the comments are saying “he is excellent and he
does really high quality work” and all this sort of stuff, but at the same time
I’m conscious that if I sit back and rest on my laurels I might drop that
standard … Then coming back and having a discussion with my supervisor
about it, just letting him know that I’d been there and this is why we and
having a discussion with him getting his thoughts on where he thought I was
kind of relieved some of the stress that I had and that kind of tides me over
for the time being. Plus I had developed a whole lot of skills as well, but just
doing things like that have helped build my confidence. Because I haven’t
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done anything down here in Canberra, since I moved down here, I guess
that’s kind of contributed to my feelings. Like I would be terrified of going
into a cage with applicable something, but at the end of the day would be a
neat skill to have
Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


no comment

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


no comment

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


no comment

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


no comment
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Appendix V: Participant E data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant D’s self-assessment results
using the GENOS Emotional Inventory:

Participant E scored in the very high range for emotional self-awareness in comparison
to others. This suggests he pays close attention to his feelings at work and has a
profound sense and knowledge of himself. He is likely to be very connected with his
inner values and beliefs and regularly conduct self-reflective practices. He may be able
to develop this skill in others. His strengths are being aware of how his feelings
influence his general behaviour at work, of his body language, and his general mood.
Participant E scored in the high range for emotional expression in comparison to others.
This suggests he is able to effectively express how he feels the majority of the time. He
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can be personable and authentic, create understanding and clarity with those around
them, and facilitate open and honest communication. His strengths in this area are his
ability to provide people with positive feedback, express his positive feelings
appropriately, and express optimism effectively.
Participant E scored in the very high range for emotional awareness of others. This
suggests he recognises and understands others’ feelings. He is able to demonstrate
empathy and care, and motivate and connect with others in an engaging way. He is able
to understand others’ values and beliefs and to create meaning for people from events
surrounding them. He may also be able to develop the skill of emotional awareness of
others in those around him. His specific strengths in this area are his ability to recognise
how people feel about work issues, what motivates people at work, and what makes
people feel valued.
Participant E scored in the average range for emotional reasoning when compared to
others. This suggests he can typically consider his own and others’ feelings when
reasoning and decision-making. He may struggle in situations that require considerable
social problem solving skills, or creative, lateral and expansive thinking, or decisive
decision making in ambiguous situations. His specific strengths are that he can consider
how people may react when he talks with them about decisions, balance technical
information with his own feelings when making decisions, and consider factors other
than technical information when solving problems.
Participant E scored in the average range for emotional self-management in comparison
to others. This suggests he may be able to effectively manage his own emotions as
frequently as most people. He may be optimistic and positive the majority of time, and
not cope well in highly stressful and demanding roles. His specific strengths in this area
are exploring the causes of things that upset him, adjusting quickly to new working
conditions, and handling stressful situations effectively.
Participant E scored in the high range for emotional management of others. This
suggests that he may be skilled in managing people as he will be able to create a positive
working environment for others, manage and maximise individual differences and
effectively handle workplace conflict. People will probably turn to him for help in times
of need and they will respond accordingly. His specific strengths are motivating people
to achieve work-related goals, knowing what to say or do when people are upset, and
getting people to cooperate.
Participant E scored in the average range for emotional self-control in comparison to
others. This suggests that he can control his strong emotions as often as most people.
This means that for the most part he will be able to stay calm in stressful situations and
overcome strong emotions to think and act rationally. He may also be prone to
occasional emotional outbursts and will not cope well with prolonged pressure or events
that trigger strong emotions. His specific strengths are remaining focused on work when
he is feeling anxious, behaving appropriately when he is angry, and not becoming
impulsive when under stress.
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GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant E may have unconsciously
responded in an uncharacteristically positive manner to inflate his scores on the
assessment. Participant E scored low on the Inflation Index. This suggests that he is
unlikely to have responded in an overly positive manner.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant E scored very low on the Manipulation Index, and his scores are very
meaningful. He has most likely responded in a very honest fashion.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant E has scored very low on the
Inconsistency Index which suggests he responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
“self-aware” and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states:








(in discussing how he developed relationships with his new team) … I didn’t
have the background knowledge of each individual and all that to join in
with that, the banter that goes on …I just didn’t feel comfortable, I wasn’t
arrogant, I was shy. I didn’t feel comfortable joining in with that … I wasn’t
personally offended or anything. I’m doing the right thing … I got to know
them a bit better
(in discussing how he relates to some of the team) … I am reminded of my
position, not constantly, but quite often … so it’s a very unequal relationship
… from my point of view, as a person with less power in that relationship, it’s
definitely something to be wary of … It’s a bit hypocritical, I can see that, but
that is part of me … It’s only for a few months ... there is not much that I can
really do … and it is a constant reminder, firstly that I am not part of the
team, and secondly that I am not at their level. I’m not an equal
(in discussing how the team members are treating him) … they would make
jokes about how I should be wearing a dress and I’m girly … and you go
along and you laugh, because you have to, but it is a bit far … I’m thinking
that would be inappropriate … it is not a big deal really, I’m not losing any
sleep over it or stuff like that … I think my attitude has been successful
(in discussing how a team member had reacted to one of his statements) …
this was just in conversation though … and his reaction was to laugh at me,
so I didn’t appreciate that … yeah, well, it’s very arrogant to say that, but
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that was a vein of that originally … because I went to private school and all
this comes out … this one was not amenable to that … I have been trying to
undermine those assumptions
(in discussing how he feels about having tried to manage the situation) … I
feel more comfortable speaking up now … when I first started he would have
said “upstart Grad” whereas now he will listen to me … you have to do that
anyway … I feel more comfortable doing it
(in discussing how he felt about his supervisor’s comment) … so I went home
and thought about the meaning behind what he was saying to me … it is one
thing to be a big fish in a small pond, but here it is quite different … it is
something that I have always been aware of, I’m not a very social person … I
felt a bit embarrassed that I’d failed because it was something that was
always in the back of my mind … yeah, it is a bit embarrassing
(in discussing how he felt about comments from other grads) … I don’t feel
comfortable just randomly talking – picking up the phone and talking to
someone about their day when I don’t know this person … I feel like all I am
doing at the moment is withdrawing from the bank, I don’t feel like I’m
putting anything in yet, so it makes it a bit uncomfortable for me
(in discussing his placement) … well, it’s not what I planned … but I am here
now so I’ll make a go of it. Don’t want to go back with my tail between my
legs … that was a blow
well my Director told me that I have to learn how to kiss more ass with some
people.

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:




(in discussing the behaviour of his team ) … so I was a bit standoffish from
that at first, partly because I didn’t know how appropriate it was, but also I
didn’t have that background – I didn’t know these people well enough and I
didn’t know if it would be appropriate … one person in particular took that
the wrong way, but I just didn’t feel comfortable, I was shy, I didn’t feel
comfortable joining in with that, so I was derided for a bit … and it is a
constant reminder that firstly I am not part of their team really, but also that
I am not up to their level (and you just have to suck this up) … it bordered on
harassment, I don’t want to call it harassment, but I’m not sure it was 100
per cent appropriate, but they would say I am being too sensitive as they are
just joking around … maybe if I knew them a bit better I would feel
differently … yeah, if someone is ribbing me it is OK for me to give it back … I
am respected for my work and I am a valued member of the team, and I am
now, more than – much more than I was
(in discussing the feedback from his supervisor) … when he told me I needed
to be more personable or considerate I was shocked. I don’t remember the
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incident he described, but what he wanted me to do is a conscious effort for
me to think of doing, so that’s difficult for me, but something I can take on
board
(in discussing the behaviour of a good leader) … a good leader will get things
done and will get the desired results … you need to be open about your
thoughts and free to improve
so, I was a little standoffish from that at first, partly because I didn’t know
how appropriate it was, but also I didn’t have the background - I didn’t know
these people well enough, it wouldn’t have been appropriate

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions. They are also able to engage with, prolong or detach from an emotional
state:






(in discussing how to manage his feelings about his team) … I’ve got to
change how I react with people because I have to get on with them and work
well with them … if they give it to me, I give it back to them. That has helped
me fit in a bit more … the work is fine, it is the social aspect that I find
difficult … they have invited me out tonight and I can’t really say “no” … they
still give it to me, but I give it back. I’m more comfortable giving it back now
…it’s those time when I get too big a laugh or something that they will say,
“I’m the one doing your performance review, so you can’t say that”
(in discussing how he feels about how he has managed the team situation) …
I think the way I have come around to dealing with it is successful, perhaps
more so than the outcome … they just keep saying that I have to use simpler
language … and if that is something that I have to learn, well fair enough,
I’m willing to do that
(in discussing how he managed his supervisor’s feedback) … I went home and
rang my Dad and we had a long talk about it and what I should do

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:




(in discussing how he will use his feedback in the future) … and they make
the point in the public service that “it’s not what you know, it’s who you
know” so I’m keen to make as many contacts as I can and present a positive
image, so I am happy to change if things need to change … it’s only for a few
months, until the next placement, but you know, there is not much I can do
really
(his response to managing a bullying situation) … I like to approach each
situation with a blank slate … people are different, teams are different,
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workloads etc. are different … I did nothing. I’m not in a position of power,
especially being so new to the agency, and I don’t want to get a reputation. I
would just suck it up (his response to managing a bullying situation) … there
may be something I could do, I’d go to the IPS, … I chose not to do that,
especially seeing it is only a rotation … if I was permanently posted it might
be different, but it is only a rotation so I can suck it up for that long … (Do
you think you could say anything, could you speak directly to people?) No, I
wouldn’t think I need to do that
(in response to being told he was lacking in emotional intelligence, a direct
conversation with his manager). He said “I’m going for a coffee” and I said
“can I come too?”, so we went out – we just went and got a coffee and I
said, “what exactly did you mean by that?” … but it is something I can take
on board and that is fair enough. It is something I’ve always been aware of,
I’m not a very social person and it is something to work on

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:








(in discussing the behaviour of his team) … they seem to be friendly outside
of work, there is this dynamic … just a series of insults, as though they were
manoeuvring, that sort of ruggish like a football team… I genuinely believe
they are (joking) …(you would like to hope that they genuinely are) I guess, if
it wasn’t in their minds as well, yeah … they are all very like-minded … so
they click well … they are happy to accept it, to a point … I can join in, but I
am still the Grad
(in discussing the behaviour of one of his team members ) … my use of
language they deride sometimes … the idea was nebulous, it was ill-defined,
it was vague and I thought that was a good word to describe it, but they
didn’t appreciate that … (maybe he didn’t understand the word) quite
possibly, yes
(in discussing why the team may behave the way they do) … I came into the
group, and they already had their assumptions in their minds about a Grad
“the arrogant young grad, he thinks he’s better than all of us “… they have
taken that on board more than I have, or they’ve had a bad experience with
a Grad in the past
(in discussing why his supervisor may have told him he lacked emotional
intelligence) … I don’t know if he meant personable, but I needed to take
that on board … friends are always going to work harder for you than
associates … it is just that people are busy and don’t want to talk to the Grad
… I think people have gone into it with unrealistic expectations
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Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:






(in response to a question about bullying behaviour he was experiencing) if
you were to ask them I don’t think they would think that is what they are
doing, but it is something, as a person in a position of less power than them,
it is something I need to keep in mind of course
(in response to a question about the reaction of others)… when I pick up the
phone to talk to someone I don’t think to say “Hi, how are you?” I’m just “I’m
calling you for this reason” … I have always thought these people are busy
and don’t want to speak to the grad
(in response to his Director) he said that some people are often emotionally
invested in their work and they need to be more personable, and that I need
to take that on board. He gave me the example of when I was talking to
someone the other day I didn’t thank someone for their work I had just
dismissed them

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework.


No comment

Using emotions in others – conflict resolution
 No comment
Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:






(in general discussion) I was called dangerously handsome on my way to
work today. So, I am feeling really good about life. It was only someone
wanting to sell something, but that was good fix
(in discussing the group research) we had to engage in this group and put in
some teamwork. It was a normal group research. And whenever people
would email, because we have a group email train, one person in the group
with say “that is a really good idea”
(in discussing the program) it was a problem for me in the first rotation
because I didn’t know the culture of the agency or the office workspace at all
you know?
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(in discussing his performance review) oh well, you can’t take it personally …
I’d say “fair enough” … I would defend myself, you’d be shaken at first but
then you’d be stirred up
(in discussing his supervisor/s) I’ve seen it twice now. It’s like I really grew up.
So it would change how I behave
(in discussing his rotation) I like the dynamism of the media team so I’d be
happy to stay there for a bit
(in discussing his rotation) a lot of the close friends made in the first rotation
was sent on regional (rotation) so it’s just me and one other person left. So
that was just him and I as close friends. I’m still friends with everybody else.
The work I was doing was a bit dry and I didn’t have a really good time
(in discussing his colleagues) (when you meet someone for the first time do
you talk about yourself would you ask them about themselves?) No I always
asked them about themselves (and if they ask you about how you feel how
do you feel about that?) I’m shy (so do you like talking and telling people
about your background and stuff like that?) Not really (in them
understanding you?) Not really what I’m interested in them and I’m a shy
person
(in discussing his difficult situation) it’s not to do with work but my
housemate, she is a very social person and she is doing a Masters in social
work and so she is interested in all that. And I spend a lot of time and effort
of work being social and being friendly and so I get home and I’m like I’m
done with that
in discussing his rotation) but it was good to see my words in print. And
Channel 9 rang up and they said “we want to get some footage of the boat”
and I said “all the boats just in the harbour. That would be pretty boring. And
it’s going to be burned on Monday. What about you come back and film
that?” And they said “that’s a great idea. Thanks” and they did. And I saw
the broadcast and the guy standing there on the beach with the boat
burning in the background

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:




(in discussing his performance review) well, you know your pulse goes up
and bodily reactions. You get nervous and that sort of stuff. Hopefully I’ve
not done too bad a job or whatever … I guess you get a surprise … Or I guess
mild nervousness. But then there’s just acceptance and let’s get on with this
… And I’d racked my brain trying to think of what they could be talking about
… And you’d be, well if that’s not accurate X, Y, Z is what happened and you
would rally to present that is best you could
(in discussing his rotation) (if you needed to just call somebody out of the
blue and get something how would you go about it?) I’ve become a lot more
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comfortable doing that now. In the media team and I’d often have to call
people. So often talking to people at an event or people far above me in the
agency as well
(in discussing his behaviour) when I get home I’m just tired. And my flatmate
is like “how was your day?” She is always very chipper. It’s a lot of effort to
wrap backup to be friendly to her again (so on any of those profiles did you
come out quite introverted?) One we did at the beginning of the year I was in
the introverted box there was only four of us. I come across as more goal
oriented and less like “your weekend was fine?” In fact I’m not really
interested, let’s move on. It sounds colder than it is, but not autistic or
anything. But it tires me out. And I need time to recharge

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:










(in discussing his performance review) you need a bit of an air of formality I
guess. No not put on an air, but accept that it is what it is … And were What I
can do to fix it … And then I hope I’d remember that instance and try to
justify my position if it was appropriate … I haven’t been in such a stressful
situation yet but that’s what I hope would happen
(in discussing his communication style) I thought that’s a really good way of
doing it. You don’t get to be so direct. You can say “thanks for X, Y, Z and ask
for something different” … I watched my supervisor and she came across as
very cold. So I thought I don’t want to be like that because it doesn’t get
results … Like I said before, that’s where I learned about sugar coating or
however you put it, giving praised people. I’m trying to be more genuine. I
make an effort to swing around and chat back even though my mind is
screaming, this is nothing. Get back to work. Maybe when I’m high ranked it
if you are the lowest in the pile you just have to do it
(in discussing his rotation) well just like as a graduate sometimes, you know,
you’re always being asked to do the menial tasks that somebody has to do
them. Even if you’re not a graduate and you are the lowest ranking the team
you going to be doing that
(in discussing his colleagues) the contacts I’ve personally made have come in
handy. So I feel I do have a good network. There is nothing you can ask me
which I couldn’t come back to you with an answer. I don’t know myself but I
could find you the answer. I feel confident that I can do that … I can go home
at the end of the day and feel I’ve done a good job which is good
(in discussing his challenge) in my current rotation I often have to call people
and ask for information for a media inquiry or talking points or whatever. So
I’m often talking to people at an event, and people far above me in the
agency as well
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Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:






(in describing his performance review) I’d just take the criticism on the chin
and try to learn from that. Well it depends. I’m a very frank focused person I
guess so it depends. If it’s a director of something I suck it up but if it’s a bit
lower down, a bit more approachable than I can was my opinion forward
(in describing his behaviour) I’ve sought to do that more often. I’ve sought to
like “thanks to your input. I appreciate your effort and I can see where you’re
coming from” … It’s been a real shifting to use for me. And I think it’s
improved and it still improving … So much more comfortable doing that. You
know “hi, I’m (name) from Media, how are you today” just something to
break the ice. And then “all right, next to that. Now we get down to
business” and I would never have thought to do that before. I was always a
bit more focused on “this is what I need from you” whereas now I sugar coat
a little bit and it goes down a bit better … She came across as very cold. I
wanted to be the other way. It was a good light bulb moment from me as
well. Like she initially had to make an effort and she was willing to make an
effort but it was obvious that it was just part of the job. She didn’t really care
about what I was doing. She was just going through the motions … If you just
a normal, friendly, approachable person then it works best. Those little
things that make the office go the better … So that was a dangerous
precedent that I noticed sought to avoid. I don’t know if her coldness had
anything to do with that but it was a range of things. So it was good to have
the positive role model … To an extent, but it is chameleon behaviour I agree.
I do what I need to do here and now to get ahead. So yeah, happy to change
whatever I need to do for that to work … and what I do now is introduce
myself and then ask them how they are doing, just something to break the
ice, and then I get down to business. I would never have done that before, I
was always focused on “this is what I need from you”, and now I ask a
question about them so that it goes down a bit better … so I have worked
out that if you are just a normal, friendly, approachable person then that
works best. These little things make the office tick over better.
(in describing the program) there is a middle path there. In my last
placement work was just menial control and just formatting basically,
formatting word documents. So it wasn’t intellectually engaging. They
weren’t prepared for a graduate that was a good way to put it … I think I’m
resilient enough and have enough mental endurance. I could do it. As there
was always enough time to recharge, I think I’d be fine (or shut yourself out
somehow) I don’t know how that you. I’ve never been overloaded before so I
think I just get my own thoughts back … And then when all the chat quiets
down you consider the most important thing. Or come up with witty oneliner at the end which gets the biggest laugh
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I remember getting that email one morning and it just clicked, a light bulb
moment I guess, so I’ve sought to do that more often

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:




(In discussing his performance feedback) (and how do you think your
supervisor finds giving feedback?) Well I hope they’re good at it because
that’s what they’re paid to do. Giving feedback is never a comfortable thing
to do if it’s negative. But they handled it well. In the first place when they
said “be a bit less direct” they just came out and said it, so it was rather
direct. (What do you think was happening in their mind and their body when
they were giving you this feedback?) They were probably nervous I guess
although they came across very well. Their whole demeanour was pretty
calm. They weren’t sweating and they weren’t shaking which is fair enough.
They out rank me by a considerable amount so it’s fair enough that they
wouldn’t be nervous … Nothing succeeds like the appearance of success
(in discussing his first supervisor) in the second rotation the first director was
competent in her job but from an emotional intelligence point of view she
was an absolute failure, and she didn’t engage, she never came out of her
office to engage with the team … Most of the work was done by her
manager. I was never sure what she actually did, so her team was a little bit
dysfunctional from that downwards management sort of thing. A lot of the
work was taken on by his subordinates. But the manager knew how to
manage her. He would say “all we will say this, this, and this and we will get
what we want” he was very good at it. So yeah we’d go into her office and
he would have like a script in his mind and it would all play out exactly like
he said. I was quite impressed by that. Yeah he knew how to play her … She
didn’t have a lot of respect amongst the team. I don’t know if she knew that
or if she even cared. She was moved halfway through my rotation and there
was a bit of relief. No one really cared when she’d gone and nothing
changed. We never really did anything

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing his supervisor) the printer was outside her office so if she had
to get any printing done she’d come out. And she’d make a show of it then,
not really a show of it, she made an effort then but you could tell in her mind
she was making an effort to be social, and it was clearly fake. It was clearly
forced for her and it didn’t come across as natural, she came across as very
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cold … She was cuckolded a bit. She didn’t really have much power I don’t
think. She had the title but the power and actually doing things was beneath
her … she initially had to make and effort and she was willing to make an
effort but it was obvious it was just part of her job and she didn’t really care
about what I was doing. She was just like going through some emotions
(in discussing his team) and the people they were quite old and getting ready
to retire and it wasn’t young and fresh. And then I came from there to the
media team and there is a lot of different work … And they’re all female
aside from one person. So they were all very – you know, females are more
talkative and all that (they may not be) while they are in this case (it may not
be that it’s females. It may be you’ve got more extroverted people in their)
yes that’s true (and it just so happens that there are also female) that’s true.
I shouldn’t have said that. But yet they all turn around on their chairs and
chat talk, about puppies and menial things
(in discussing the group research) when someone would email their
contribution, another member would respond “That’s a really good idea,
well done for your input” and then add their critique

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


no comments

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


no comments

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his challenge) it wasn’t a body of work or anything I think it
was my own introversion, my natural introversion was more – which I don’t
know if it held me back, that made me do things in certain ways. So that’s
been pretty broken down, I think this year or last year now, this graduate
year. And yeah I think I’m a better person for it. Well like we touched on last
time I’m not a natural talker, I come here to work so that sort of thing. So my
priorities are the work and so forth and I find it difficult to engage on a
different level sometimes. It felt good that I was making a change and fitting
in more because I identified a problem and I identified what I could do to
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solve that problem and went about doing it, so I felt good that I was no
longer acting in that way. I guess I am more relaxed, less uptight, I guess you
could say. More easy going sort of attitude so I guess that sort of happened.
Like it’s okay to come in and have a brief chat. I don’t have to get straight
down to work straight away; just that mind shift gears, as it were. It’s
annoying if someone interrupts me, yet and especially when you’ve got that
list of five things to do and it’s only 8;30 already, you know and they’re
talking about iced vovos and that’s great, but it’s frustrating. I feel like just
let me do my thing, work in a team
(in discussing his challenge at a team level) I guess I mean a grad, so I don’t
think of myself – unless someone asks, I would never volunteer might an
opinion at this stage. I’d wait until a more experienced more comfortable in
that role than before.
(in discussing the graduate program) it’s been enjoyable. I’ve had a lot of
new experiences – some negative, some good so on the whole it’s been a
good year it’s been quite a positive experience. I’m actually a little bit
nervous, because I’ve got used to stuffing around to doing things so it’s
going to be just one job from here on in
(in discussing mentoring) I think mentors will – the idea of lumping someone
with someone else it’s not – I don’t have the words for it now, but it’s not
going to be as good as someone you find naturally, something that evolves
naturally through the workplace. So I guess if I had a mentor and he was
based in Canberra, I could see him more often and that would have been
more useful. But I don’t know I can’t speak to that because I only had this
one mentor in Beijing
(in discussing the graduate program) yeah well my biggest gripe would be
the streams that we weren’t told about. I came to Canberra thinking I could
do a stint in Intel, for example and then I arrive here and they say “you can’t
do that because you’re not in an Intel stream”. And I think “hold on, I’ve
moved my whole life here. I didn’t move to Canberra to do media work,
which I do now”. It’s been a bit unsettling, but this is where you make the
most of it so I am. But I didn’t move my whole life to come here and do that
… I think I’ve had some of the best times and some of the worst times, which
sounds like a cliché, but it can be, you know, extremely lonely because you
don’t have your family here. I did have a girlfriend in Adelaide. We’ve broken
up now. You know it can only be incredibly isolating and lonely
(in discussing the media stories about corruption) it was very difficult
because we in the media team we were dealing with the journalists and they
were quite accusatorial and all that sort of thing. I remember watching the
minister’s release and he said “customs officers all around Australia will be
getting up and putting on the uniform and feeling disgusted by this”. I
thought yeah, that’s exactly right, I feel betrayed, like stabbed in the back. It
was a big blow and I took a very personally. One of the guys that day as the
story broke he said he was – because he does wear a uniform – he said “it’s a
shame to go into town get lunch”. And I said don’t be ashamed, like we
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doing our best to root out this corruption and we are succeeding, which is
just something to be proud of, not ashamed of. So yeah it’s good to keep
morale up and flip that way round. But no that’s a good example of feeling
the emotion I felt it in my gut, I felt angry and betrayed because I’m proud of
what the agency does
Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in discussing his challenge) anger is too strong, but annoyance, frustration
that’s when I like to shut up, do my own thing for a bit. I guess yeah, yet a
little bit you know and sticky, I guess you … But there is a balance and I do I
recognise that because you don’t want to be alone. You are in a new city and
a new environment and if you don’t make the effort to no-one is going to
make the effort for you. And it’s too easy to fall into the trap of being alone
permanently so I definitely don’t want that

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:




in discussing the new working environment) like when I first arrived I
remember because I used to work at McDonald’s and you clock on and you
give your time to the company and you clock off and then your free again.
And when I first arrived here I thought it was amazing that you would come,
check your emails, I’ll I’m off to get coffee. Like I thought it was just so alien,
you know. So, I am getting better at it – I don’t know, laying it down I guess,
I don’t know. Like often going get coffee now … I’d like to think that I’ve got
it all under control now. But I like being busy and I like having a list to do and
ticking things off and getting things done. I’m very goal oriented, work
oriented. … Well, I’ve already enrolled in a Masters at Macquarie Uni so that
will keep me busy and I also joined a pipe band, so I can meet different
people doing these things. So there are things to do outside of work, but at
work a lot of the work we do – in the media team – is quite topical and
challenging and the work can be quite creative in media releases and so
forth. So hopefully that will provide enough intellectual stimulation
(in discussing his performance feedback) well, at the end of each rotation we
had the official report. Yeah well we did that, but we didn’t have any other
formal feedback. I often sought feedback unofficially off my own bat, you
know how I am doing that sort of thing. I never sit down at the beginning of
rotation to know what it was I should be doing or what expectations they
had with me. No I never did that in any of my rotations, no
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(in discussing his future) yeah in the short term I will stay with media and
with customs. I think I’ll give it another year in the media team and then
reassess this time next year where I want to be and what I want to be doing
and what opportunities are available. So yeah wait and see.
(in discussing his behaviour) well I’m a natural introvert. Sometimes I need to
just be alone in my room or alone watch a movie or whatever. I’m in a share
house with four other people, so it’s quite busy. And when I arrived I got a
big double room so I’ve got enough space. I made sure I had enough space. I
couldn’t live in a shoe box because I do spend so much of my time away from
the world and all of that, so yeah. I go on the computer or read a book or
you know just potter around as it were, yeah. Like two of my closest friends
are extroverts and they always say “I’m bored, let’s do something, let’s do
something, let’s do something”. And I just need time just to you know, so I
like meet them in the afternoon, but the morning I just need off. I just need
to recharge. Yeah I can do it, I just need some time to recharge. But you
know as my friend pointed out - you need friends to survive and they are the
only network, so your only safety net. So it’s a balance, but I think I’ve got it
right. I think I’ve made some good friends and am on the way with my career
and yes, I think I’m going well

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:


(in discussing his challenge) like I feel comfortable doing that now. I don’t
feel as uncomfortable turning around to my chair and having a conversation
with someone. It doesn’t have to be 100% work constantly all the time,
which never occurred to me before. I think that something that’s changed
my outlook and you can be more sociable around people … So if people want
to talk about – because this morning tea going to be on in a few hours – “oh,
I can bring iced vovos and I can bring lamingtons” and I find that truly not at
all priority right now, I don’t know I just seize up as it were … The priority of
doing what needs to be done outweighs any uncomfortableness I would feel.
So I’d feel more uncomfortable if I didn’t get the job done as it outweighs
having a chat with other people

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


No comment
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Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing the graduate program) I think there are people who haven’t
become involved this year and never will be. That’s not their thing, I guess.
But the people who have become involved certainly we will remain a team. I
don’t think there are many people who will drop away
(in discussing his rotation) and they were all terribly embarrassed and they
found some work from me. But it was “no you’re fine, you’re fine. We
forgotten to give you work I guess” was their answer but there is definitely is
a culture if you sit in the corner you will be bored

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


(in discussing the graduate program) even if we go to different agencies and
so forth we’re all friends on a personal level so we are all going to see each
other outside of work and see each other on weekends. So that will stay yeah
definitely.

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing how much work he had) I think like there were two occasions
when there wasn’t enough work, so I don’t know if I could have done that. I
don’t know if they – like the manager could have spoken to what work I
could be doing. I don’t think they ever knew themselves at that early stage. It
seemed somewhat unorganised, but I mean they underestimated what a
grad can do and they gave me too little work. So I was often asking do you
have any more, any more, any more. So I don’t know if they could have
spoken to that in any depth at the beginning, but yeah it would have been
really good – you know establishing guidelines and so forth
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Appendix W: Participant F data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant F’s self-assessment results
using the GENOS Emotional Inventory:

Participant F scored in the low range for emotional self-awareness in comparison to
others. This suggests that she is unlikely to pay attention to her feelings at work except
when they manifest as strong emotions. She may fail to recognise how more subtle
feelings and mood states influence her decisions and behaviour. Her responses suggest
her specific strengths for emotional self-awareness are being aware of the things that
make them feel positive, being aware of her body language and general mood.
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Participant F scored in the very high range for emotional expression in comparison to
others. This suggests she is proficient in effectively expressing how she feels. She is
authentic and genuine and can facilitate open and honest dialogue. Others may feel
comfortable expressing their feelings around her and as such she can create a culture
where healthy debate and feedback is often present. She may also be able to develop
this skill in others. Her specific strengths are her ability to find the right words to
express her feelings, expressing how she feels about work issues, and effectively
expressing how she feels when someone upsets her.
Participant F scored in the average range for emotional awareness of others. This
suggests she recognises and understands others’ feelings about the same as most
people. As a result she is able to demonstrate empathy and care, and is able to
motivate, connect with others in an engaging way. Her specific strengths are in
recognising how people are responding when she is attempting to build rapport,
understanding what makes people feel engaged, and recognising how people feel about
work issues.
Participant F scored in the very high range for emotional reasoning when compared to
others. This suggests she can be proficient at combining the information in feelings with
facts and other sources of information when reasoning and decision-making. She may
be expansive in her thinking, decisive in ambiguous situations and proficient in gaining
others to buy-into decisions. She may be able to develop the skill of emotional
reasoning in others. Her specific strengths are her ability to consider the organisational
values when making decisions, gaining stakeholders commitment to their decisions, and
balancing technical information with her own feelings when making decisions..
Participant F scored in the very high range for emotional self-management in
comparison to others. This suggests she may be optimistic and resourceful even in the
face of adversity. She may be highly adaptable and make a great “change agent” in
difficult times. She may cope well with high degrees of stress and emotional labour and
demonstrate consistent behaviour. She may also deal well with conflict and competing
priorities, and be able to help others develop this skill. Her specific strengths in this area
are her ability to explore the cause of things that upset her, responding appropriately
when people frustrate her and doing things that make her feel positive.
Participant F scored in the average range for emotional management of others. This
suggests that she can effectively influence others’ feelings as often as most people do.
She is able to create a positive working environment for others and help people she
knows well to resolve emotional issues that affect them. Her specific strengths are
helping people to overcome negative feelings and to feel most positive, knowing what
to do or say when people are upset, and getting people to cooperate.
Participant F scored in the high range for emotional self-control in comparison to others.
This suggests she can restrain initial responses to strong emotions and quickly think and
act rationally. In stressful and high pressure situations she can remain productive,
maintain a calm demeanour, and demonstrate a consistent and considered approach to
events and colleagues. Her specific strengths for emotional control are not becoming
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impulsive when under stress, remaining focused on work when she is feeling anxious
and behaviour appropriately when angry.
GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant F may have unconsciously
responded in an uncharacteristically positive manner to inflate her scores on the
assessment. Participant F scored very low on the Inflation Index. This suggests that she
is unlikely to have responded in an overly positive manner. She may be under-reporting
his emotional intelligence, or she may also be very self-aware of her behaviour,
strengths and limitations.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant F scored low on the Manipulation Index, and her scores are meaningful. She
is unlikely to have consciously manipulated her answers and has most likely responded
in an honest fashion.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant F has scored very low on the
Inconsistency Index which suggests she responded to the questions in a very consistent
fashion and her scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
“self-aware” and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states.
Participant F indicated a quite a strong ability to understand the relationship between
her emotions, and to identify his emotions in the physical and psychological states that
he experiences:






(in discussing her first assignment) … it was really good for me because I
ended up by the end of it with a client who really understood the importance
of the information I was seeking … and he ended up taking the
recommendation from my advice to his national manager and is forming a
new policy based on the advice I formulated … but it was really rewarding to
get that email earlier in the week
(in discussing how she feels about the work process) … I think it’s hard when
a client rings up “what’s going on with my advice, what’s happening?” to
keep your mouth shut and not argue about it
(in discussing her proposed next rotation) … Sydney is tempting just because
I’ve got my partner and stuff in Sydney … we can see each other every day …
it’d be strange as I would be in the same place for more than three weeks …
and then hard again as I would have to come back here again
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(in discussing what happened with her first assignment) … it was someone
from upstairs and he just bulldozed me with “it’s ok, we will just get New
Zealand Customs to ring you direct” … and I was then “shit, I’ve got someone
from NZ Customs ringing me and that’s not allowed…” … I suppose the
outcome was a positive for me, but at the time I felt like I’d just been thrown
under a bus pretty much because I was stuck in the middle between
everyone with them yelling at me all afternoon … and I had done the right
thing by going straight to my manager with this rather than sitting on it and
wondering what to do … but it was difficult at the time because I just felt so
timid and felt like I’d been bulldozed
(in discussing the behaviour of a fellow graduate) … he’s been particularly
rude to me on a couple of occasions … he’s called me and been rude to me
and pushed things through on me in the past so I already had that
preconceived idea about his approach … he was instantly like “there’s a
panic”, and I was like “well, yeah, OK, I’ll sort it out” … It gets me stressed, I
get worked up about it … because that’s quite important to me (her sense of
equality) … it’s really hitting a button … it is challenging my values … and I’ve
had a really good hard think about it and why it matters to me

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions.
Participant F is able to explore her own emotions and why she feels the emotions she
does.






(in discussing how she felt about her first assignment) … I am really proud of
the fact that I could do that … I’ve had to crack through a whole lot of push
back … I’m proud of what I achieved … I really like the fact that I have
progressed something, for the branch as a whole, not just for myself … It was
OK, I sort of expected that to happen because in conversations with others I
knew there was some push back and this guy’s been with Customs for 12
years or more and has some say in what happens
(in discussing her proposed final placement) … I’m hoping and working
towards getting out-posted to Sydney during next year, to be with the other
lawyer who is already there
(in discussing her fellow graduate) … I get worked up about it, you know,
because I’m not a person who dislikes people generally. I really try hard to
make friends with everyone and it hurts a little bit the fact that they’ve done
this and it’s affecting people, because who the hell are you, we’re all grads,
we’re all in exactly the same positions

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
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emotions. They are also able to engage with, prolong or detach from an emotional
state. Participant F demonstrated a clear ability to use and manage her emotions:








(in discussing how she managed her first assignment) … and I have
developed some skills in that area (developing and managing customer
relationships) that have been recognised in the branch
(in discussing how she manager her emotions during her first assignment) …
the initial discussion was really hard because I couldn’t say what our position
was because we hadn’t firmed it up … and when I did release the advice, I
sent him a quick email letting him know it was coming and what it was
saying … and I turned something that came in as an innocuous request and
resulted in a three month experience, into something where we had all
parties on side all the way through
(in discussing how she managed a fellow graduate) … so I get up straight
away and take the whole thing to my manager to explain what is going on
(and he confirms that we don’t give advice to outside agencies) … I say that
I’m sorry this is happening, and he helps me draft an email to send back
upstairs to get them to express their request formally
(in discussing how she manages her feelings towards her fellow graduate) …
I’m just not going to do him any favours, if he comes to me in a professional
situation or through the right channels and things like that, I have no
problem with dealing with him, because that’s what I hope is the sort of
person I am. I can do that to deal with him … I tried to disengaged with it
and the fact that I can – if someone comes to me in a professional sense with
the right professional manner – I can deal with it, but I’m not doing any
favours for someone who deliberately pushes that button for me … (and
something my partner’s mother – who was a magistrate for a long time –
said to me) … you are a lawyer now, you’re going to have these buttons
pushed because you have your licence and you’re going to have certain
things come past you that are going to push your buttons and you have to
learn when to fight against it and when to just step back and take stock and
continue on … I thought that was good advice and I try to do that

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations.
Participant F demonstrated an ability to use and priorities her emotions that is
equivalent to her ability to perceive, understand and self-regulate her emotions.




(in discussing her client) … so I was able to talk the lingo and after that he
really opened up a bit
(in how she uses her emotions) … I was being used as a kind of arbiter
without being told that was what I was supposed to be doing
(when discussing how she uses her emotions in dealing with her fellow
graduate) … and the fact that I could pick up the phone and go “Hi (name),
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how are you going?” when he was no “hello” or no nothing … I’ve got to the
stage that I am like “whatever” … and I am professional, so I will act like a
professional and I’m happy to work with him, so long as he understands that
it is a 2-way street … I never realised I would have to learn this much, this
quickly … it’s a good thing. I feel better for the fact now that I’ve decided –
made a conscious decision not to – engage with his behaviour … and I think
that’s been a big thing for me to walk back around to my desk, sit there,
jump down on my feelings and just ring up and say “I’m sorry, this is it” not,
“I can’t believe you …” which is what I felt like doing first – but I think that’s
been good for me … I have grown up a lot, even just with myself I felt myself
mature because of it
Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others.
Participant F demonstrated a different level of awareness of the emotions in others than
in herself:







(in discussing what might be happening for her client) … there was this push
back … and I can understand that – but one day we ended up having a chat,
and I asked him about his kids and we ended up having a 5-10 minute chat,
which was unintentional on my part, but really beneficial
(in discussing her rotation) … they want to embed me in Legal first so that I
understand the ethos and the culture first
It was OK, I sort of expected that to happen because in conversations with
others I knew there was some push back and this guy’s been with Customs
for 12 years or more and has some say in what happens
and I think he appreciated that I went straight to him to get more
information and to let him know what our position was rather than going
through anybody else

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving. Participant F
seems to have a much stronger empathy for the emotions in others than she does
awareness of emotions in others:


(in discussing her approach to her client) … it was unintentional on my part,
but really beneficial because I think he saw me as more of a person who has
interests and not just someone vying to take his position as the end of my
grad year. We sort of built this rapport – his kids swim and I swam as a kid
too … and this made it much easier when we came back with our response
(which he didn’t agree with) … because when I finally sent the advice out I
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sent him a quick email saying “I know this isn’t the answer you wanted, but
this is the reasoning behind it, happy to discuss with you, please call me”.
And I got an email back that said “Thank you – (name) filled us in on what
the advice is and why, and we agree”
(in discussing her supervisor) … it’s amazing how good he is, and the fact
that he came around and sat at my desk and had a 15 minute chat with me
this morning …

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework. Participant F is not as clear
about how she had managed the emotions of others involved in the situations explored
in the interviews as she was about understanding their emotions.


… (in discussing how she established rapport with a difficult client) because I
can talk the lingo (about swimming and time trials), yeah, after that he
really opened up a lot more and the fact that we came back and were
supporting his original assessment was good for him – he had received the
push-back from policy and thought we would do the same … and the fact
that I went straight to him, rather than through policy, kept him included
and involved in what was happening

Using emotions in others – conflict resolution
Participant F was put some considerable effort into discussing the conflict resolution she
had attempted in both of her experiences. She seemed to have empathy with others
and was able to use this empathy to produce results:




(in discussing her client) … and he really opened up and we discovered that
he had been correct in his initial interpretation and that others in his Branch
were pushing back and saying no, and then we came back and were able to
support his position and give him the information he needed
(in response to a conflict situation) … “here’s my email address, email it all
through to me and then I can come back to you. I am happy to do that and
answer your questions” …


Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing her rotation) I spent a lot of time building relationships, from
the ground up in many respects … It was a very challenging environment
with people asking “why are we going through VR’s if we are hiring all these
grads and wasting all this money on them?” … Initially I just wanted to slink
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away and hide. It was like trepidation going to work. Do I have to go and sit
next to him or do I have to do this? … If I’d had a bad couple of days I didn’t
want to go to work at all … I’m happy now that I’m back here. It’s been hard
coming back on top of everything else. I don’t feel quite myself. It’s been
difficult in the last little bit. And on top of that I moved when I came back
here
(in discussing her future rotations) I’m very happy because it’s where my
placement is. But my permanent placement, going forward on the program,
which was always sort of recompense from me being here
(in discussing her colleagues) (has the relationship with those graduates who
were the problem settled?) I think so. Separation is or was a good thing … I
just know that there is definitely some personalities that clash in this
particular person is one of them …
(In discussing the program) I think there needed to be more ownership over
the C I T process in principle I think it was a good idea. We needed that sort
of training
(in discussing the group research) it was slightly challenging having me in
Sydney and the other two in Canberra to work on the research. The group
dynamic was interesting times. You know, it was a good result and we
honestly will competencies and things like that
(in discussing her performance review) I sat there for like 30 seconds and
looked at it. I’m like, are we ready for this or not? The initial emotion was a) I
can’t believe this rotation has finished and ongoing. But b) I’ve got this
research that is not wrapped up yet and I’ve got so much to do and I really
hope that she doesn’t think that I am a really bad time manager in this
report, and c) I really hope that I made a good impression … It’s always that
“oooh”, before you open your year results that come up online. I was
overseas when my HSC results came through but it was ringing my mum to
ask the results and there was always that sort of “shoot what if I failed?”
(In discussing her partner) it was nice going back and then again it’s not. It
would almost have been nicer if it didn’t happen.

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in describing her rotation) I didn’t want to be seen as stepping on anybody’s
toes. I wasn’t there to step on anybody’s toes. I just wanted to learn what
compliance was doing in that area, and it took me a while to get these
people, who were very knowledgeable and very experienced in cyberspace,
to open up to me and give me any sort of help. By the end of it I loved going
to work and have actually made good friends with quite a few people who
were initially quite hesitant, but it was really quite challenging when it was
happening. And the fact that a week or two after we arrived the National
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Director came through and said “so we going to cut seven full-time
equivalents on your floor” and all that sort of thing with people who had
been experienced in the agency for a long time … Sometimes the comments
sort of build. If there was a certain issue that was circulating in the work
environment that meant that there was more discussion about legal issues
or certain things I’d feel a little bit more, I don’t know, scrutinised? … I lived
right near where the train came past and I’d hear the train going past and it
would be my train. I’d be late because I’d taken my time or whatever. And I’d
hear my train going past and I’d be like “all God I should been on my train
shouldn’t I?” … But I think it took more of a toll on me. That and the fact that
I didn’t have the other graduates who I’d made good friends with here is a
sort of support network, about the same issues. I was sort of alone the fact
that I was experiencing that particular issue with those particular people.
And I feel like a couple of them in particular have made a real effort to
become more friendly. That’s just something you have to learn to deal with
(in discussing the group research) it’s just that slight little funny taste in your
mouth afterwards like yeah, you would have thrown us under the bus if you
could have
(in discussing her performance review) but I was quite visible and I really
hope that I haven’t put anyone’s nose at anything, or don’t done anything
that hasn’t been raised with me until now. I sat there and I’m like it can’t
being too bad could it because I’m still here and they have kicked me out.
(name) was very complimentary. I didn’t realise I’d picked things up as much
as I had. And I was like I didn’t think I’d got all of that under control.
Obviously I looked like I had. On reflection I probably had more of an inkling
than what I thought I had. It was hard because I didn’t get any results.
Audits are all results driven and I didn’t get any results till about three weeks
before I had to leave. And throughout the whole time it is hard because I was
always asking Lauren about problems that were rising all the time. I had
ordered clients that were most uncooperative, unfavourable clients. You
know, I had someone on the phone “fuck off. I don’t want to deal with you”
and hung up … (name) had invested a lot of time in the whole probation
process I’ve been surprised this way before and it is taught me in a way to
think I never know what to expect … My brother didn’t always perform at
school and I was lucky that I did quite well I took to school and it was always
thought to be the one who was pushed on a path a bit more

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:


(in discussing her rotation) I mean I was lucky. There were three other grads
in (name) at the time. We had a little clique of us that supported each other
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a lot. But one of the other grads was in the same area as me and he is a bit
older. He’d been a policeman, he’d been a Customs trainee prior to entering
the graduate program. So he’s gone a bit of the – and to be totally honest he
was an older male that people who had that sort of opinion related to more.
He supposedly had more confidence … I was this new graduate going “high
teach me what you do. Tell me what you do” … I get on the train and once I
thought of going to work it would sort of dissipate. But it would be getting
over that initial thought, you know that initial thought was sometimes really
hard to conquer. I thought 1) my manager has organised all these sort of
interesting things to do – I went out on a cruise ship to the passengers and
out to the poster look parcels. So I’d be thinking okay, well I’ve got going
today because I’ve got three days until I do this. If I miss out on something I
might not be able to go and do that. Once I got the ball rolling on my actual
research I thought no, I’ve got to go in because I’ve got to get this part of the
research delivered by this time. Especially towards the end, or once the
atmosphere dissipated a touch, I sort of got onto the fact that it’s not that
bad. You know it was this bad three weeks ago. You can do this. You’ve
always been doing. But I was at home and I had my mum coming over to
dinner on all these sorts of things that made up for it
(in discussing the C I T program) there is one particular guy who I don’t think
I’ll ever be friends with. I don’t have to work with him directly. It’s over and
that’s the best part … We anticipated that and sort of got a lot organised
before I left and I only mainly had writing stuff to do which you can do via
email … I don’t feel that I would have said anything negative about him … (If
I was to give feedback to a team member) I would remind them about the
team dynamic and what people have to contribute – what people had to
contribute is valuable, but each person contributes in their own way and just
because they don’t take your way of working they don’t agree with you
personally doesn’t mean that they’re not working … We all got one mark.
But to me that’s my personal mentality and you’ve got to contribute towards
the group in a way that all the group feels like they are necessary and
important
(in discussing her performance review) so I opened it and read through what
(name) had written. She has actually become a really good personal friend to
me because she’s been through a similar illness that I had and she talked me
through that and been really supportive over my time off. We now email
every second day. And she’d written some stuff that was really, really
positive about me which I hadn’t even realised that I’d done. She said that
she be really happy to take me back as a fully-fledged member of the audit
team going forward
(in discussing her work research) I learned I had some pretty good client
management skills. I had a client on the phone for one hour and 47 minutes
trying to explain to him why he was liable for this cost. An understanding
“yes this happened and yes that happened but it doesn’t excuse what
happened” and having him say “all I’m got have to declare bankruptcy”. He
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never declared bankrupt. We checked all that … She said that my client
management stuff, especially with external clients was really good. As I was
given a tough research. To be totally honest as a grad with limited auditing
experience a research requiring auditing experience was the right research
to give me. But I think it was more valuable to me because of this
problematic client aspect
(in discussing her partner) I think it is going to have to ... It does make more
sense for me to go back to Sydney in certain respects because his new job in
Sydney often means he is working to 8 or 9 o’clock on a Friday night and I
could be home at the time he’s finished work. And if he drives down
Saturday’s not here to midday and what’s the point? Because is only there
for 24 hours and you’ve got and he’s got to leave again. And you know I dogs
in Sydney, my parents are in Sydney, his mum’s in Sydney. You know it all
makes sense

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:






(in describing her rotation) the strategy I used was to do them a favour in
seeking legal assistance I used that to management was happening …
Learning to deal with that as well as learning to deal with that sort of
hostility in the workplace on top of that I think developed the way that I can
relate people … although by the end of it, I loved going to work and had
actually made good friends with quite a few people who were initially very
hesitant.
(in describing her colleagues) and so I’m like, OK, well if that’s his deal that
his deal. I’ve made peace with the fact that I’m never going to give him a
hug
(in describing her partner) but the one thing that I was think about being
down here is that the work for me is brilliant … I’ve understood that and
gotten used to that. You learn to deflect and think of where they are now,
and all those sorts of questions. It’s not easy to deflect them and deal with
all that all the time. The “awayer” and “awayee” I call it

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in discussing her rotation) times my manager will go to other people who
were having certain problems that had legal aspects to them and suggest
they asked me. Their response would be “ I’m perfectly capable of
interpreting legislation myself without asking her ”while standing over the
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petition and looking at me … I don’t know the train of thought that was
happening with them and I was a young lawyer and they would be asking
“what are you doing coming into my area, and you’re a girl, you going to tell
me what to do aren’t you?” … The group of graduates that were up there we
all sort of got together to look after each other
(in discussing the group research) there was two of us who were sort of
happy to roll with the punches and get things done together as a group one
who wanted to make sure that he shone out by himself … I think he wanted
to make sure he contributed more than everyone else
(in discussing her performance review) throughout the whole time she was
always said my writing was very good. She always said she is really enjoying
both (name)and I there and things like that, but not to the extent that she
provided me at the end which was a pleasant surprise … Jeff found it hard to
give me feedback about probationary type things
(in discussing her partner) (is he understanding of all of that?) Yes and no.
He’s got other stresses obviously on him at the moment so it makes
everything a little bit harder. He was a professional sailor for four years. He
was not there are a lot of times when I needed him. But he doesn’t
understand the difference of not being there until now (so when you go back
for a weekend he’s going to have to make adjustments for you to fit back
in?) It doesn’t go so well

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing her rotation) in the first two weeks the national manager
turned up and announced that seven people were going to have to leave the
floor, and that the Graduates were all safe in their positions, so we were
subjected to “why are we going through all of these voluntary redundancies
if we are hiring all these grads and wasting all this money on them? it was
difficult having a spare, new grads in the room and where these new people
who are coming in to take other people’s jobs and then seven more people
are losing jobs it wasn’t the best introduction to the environment not good
timing … They are jealous of the opportunities we seem to have in Canberra
…
(In discussing one of her colleagues) one of the other graduates actually
pointed out to me the other day that they get the same thing and they put it
down to the fact that they think he’s intimidated by women who speak their
mind … I got the feeling that he wanted everyone to think that he done more
work or to know that he had contributed more … I don’t think it vicious in
any way whatsoever and I don’t think was a vicious way of putting himself
up. He is just so used to standing out as a top performer and a top achiever
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(in discussing her performance review) my supervisor got totally run off his
feet didn’t have any time to write much of anything until about two weeks
after my first rotation report was due. The graduate team were chasing me
and I’m like “I can’t sit down and force him to write it. He’s got his work to
do” … Because he’s a very hands-off manager you have to come to him and
you have to initiate these things. You have to demonstrate that you “show
good time management skills”

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:




(in discussing her rotation) My manager tried to help me by trying to get
people to work with me “Why don’t you ask (name) she has some legal
background” … by the end of my time there I had built relationships with
those people and I tried to develop a sort of positive atmosphere but I feel so
the first month was quite tough … Half the time they didn’t even bother
asking the opinion of me but once they began to realise that I was quick
channel through to the lawyers in them were asking me all the time
(in discussing her performance review) it’s just that he found giving me
feedback a little bit hard. Although he wrote something very nice. But he was
a very good manager and when yes she had time to put into me he put a lot
of time in, and found my interests and gave me advice is that piked my
interest and this and that, which was very good

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing her performance review) he was like “come on we have to do
this. Come on let’s go. I’m never going to write bad things about you because
we want you back”

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing her challenge) I’ve known since November what was
happening next year – this year, and what’s going on, and things like that,
which has helped me settle down a lot on 5 April I’ll be admitted and all of
that. So a lot of that is resolved itself to, which was very stressful for me. My
biggest challenge, probably the learning – learning how to fit myself in
appropriately, if that makes sense. It’s been a big learning challenge coming
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from – I’ve worked in smaller legal firms and slightly larger law firms, but it’s
quite – the roles quite distinctive. Whereas here, especially being a graduate,
you’re sort of in this funny limbo. You not at the bottom of the pile, but you
really are in that kind of position. And learning how to cope with that, for
me, has been one of the biggest challenges. And learning when to take a
step back and just let things happen, rather than feeling like you should
charge in with new ideas or whatever, you know, which is what people –
that’s the point of employing graduates is they come in with fresh outlook
and fresh and new ideas, but they’ve got the education behind them and
things like that … It would be that sort of dread in the bottom of your gut,
which I’ve slowly learned – I think I’ve learned through the year – hopefully
learnt through the year to sort of judge that sort of reaction better, because I
dread that in the bottom of your gut feeling is something that you – you
learn from pretty quickly … I don’t like that and certainty and I don’t like –
you know, presenting something and not knowing whether that makes the
task. I’ve had a lot of anxiety – especially when I was in Sydney for a long
time – as I’ve explained, my projects caused a lot of anxiety for me and that
was anxiety coupled with – there’s no pace in this work. I feel like I need to –
and then dread like “my God on contributing” you know and then you go to
ask the extra work that is no extra work to be done. I don’t know how long I
would have lasted, if I had to stay in that position doing that work, I don’t
know how long I would have lasted, to be totally honest. Because it was
getting to the stage where it is almost like “I don’t want to go into work”.
During the day I couldn’t get out of bed – you know, a mental health Day
because of that atmosphere up there in Sydney especially where it was, it
was quite toxic and there was no pastoral care.
(in discussing bumping into the COO in the lift) the first couple of times it was
like “oh”. It’s like – it’s not anxiety, but it’s like a hypersensitivity to making
sure you perform like – not perform, the making sure you act in a certain
manner, which is very conscious of self in those sorts of situations I think.
And then it is that “ahh” after it such a – relief almost melts out of you, you
know, as that is the lift doors close again, you know but yeah, it’s been good
– and I think it’s managed over those – you know, I think I’m getting better
at it I think not getting so I’d like to think I don’t have to be so conscious of
self any more with practice. I always stand up straighter. It’s – and, you
know, I try and – it’s – I try consciously to smile, because our families have
those naturally frowning mouths in our family and I can never do it when
people say – when I try and demonstrate it, but if you catch me sitting there
concentrating on something – it looks like on frowning and people often ask
“is everything okay” you know, if they walk past. It’s not anything – it’s not
that I’m upset at all it’s just am concentrating. We call it the Hoff droop in
our family, if this whole little in jokes that comes through my mother’s side,
you know. So now I am like, stand up straight, smile a little bit. And I’ve
always been, like, I have always been tall, so I’ve always been a slouch
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(in discussing a bullying situation) I was crying at my desk. I was giving the
wrong DGMS number, because the template had some bug in it that I didn’t
realise had to be fixed each time you sent this email and I got a bollocking
from those two line areas. And he got a zillion people copied in on this email.
I’ve never met this lady and she sending an email that says “ you’re
incompetent in this position” in an email, with over 70 people copied in. And
he gets the email and he says nothing, he is meant to be my supervisor,
working above me. Then he sends back an email saying “you’re a traffic
bollard” to her, thinking this is defending me or whatever. It was just – an
absolutely horrible afternoon. One, I got the initial email, I didn’t even realise
I had it, because I was busy doing other things and it got in about an hour
later. He still hadn’t done anything about it an hour later, he let it sit there
instead of picking up the phone straight away and dealing with it. And it’s
copied with all of the (name) staff in the whole of Australia. It was just felt
like I could barely breathe, it was very difficult … I’m almost getting that
reaction again, just talking to you, I couldn’t even believe it had happened. I
couldn’t do anything to 10 minutes. I just sat there reading the email over
and over and over again. It’s just I almost couldn’t believe it. I sat there, and I
sat there, and I’ve got a text message from my partner in the middle of this
“how was your day” …
(and when she reported the incident) but there is also the sense of dread
that he’s sitting outside in a cubicle and I’ve gone in there and shut the door,
obviously quite upset, and he knows exactly what I’m saying, and there’s the
dread of opening the door again and having to confront him, knowing, you
know. In the end I sort of just went home for the afternoon I went down to
the gym and went for a run

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:






(in discussing settling into her new role) I’ve grown up learning to have a lot
of respect for superiors and respect for people with heaps of experience and
when I overstepped the mark I feel they did it to make me take a step
backwards
(in discussing her meeting with the COO) it’s just that, you know, hyperactive
sort of -stand up straight, look him in the eye. You know, all those things
your mother tells you when you’re growing up. It’s like – it’s not anxiety, but
it’s like a hypersensitivity to make sure you perform – not perform, but make
sure you act in a certain manner, which is very conscious of self in those sorts
of situations I think
(in discussing the bullying situation) I think there is stuff in my past that
influences how I react. There’s a couple of things happened to me like young,
young where I got – I got really self-doubting in those situations because –
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got bullied pretty badly in middle primary School like year three or
something like that. I think that’s always – I feel quite isolated straight away.
I feel like there’s a stage where it comes down to self-doubt. I may seem like
I’m quite confident, whatever but I think I have a lot of self-doubt behind the
whole thing, which I think in turn leads to the fact that a defined role is what
I need I think I’m a little bit risk adverse
Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:






(in discussing how she manages her behaviour) in certain situations it’s really
not appropriate and for me – because I’m a gusher, I’m an over sharer, as
part of my nature – I’m just like that and learning that balance to me, and
especially managing the whole you’re a graduate relationship with the
diverse type of people that working Customs has been one of the biggest
challenges to me this year … On the other side of the coin it has been
learning how to actually challenge or to argue. Learning when it’s
appropriate and when it’s acceptable and appropriate
(in managing her workload) I’ve got a manager who explains exactly what is
needed to me, and I know the work here. I know what to do and is just taken
time for that awful feeling to lift off. I don’t know how long I could have
stayed in that position I don’t know how long it would have lasted, to be
totally honest. Because it was getting to the stage where I was like “I don’t
like going to work”. I did a lot of swimming and a lot of running. I found
swimming especially for me, is a big release – because is not even any music,
it’s just you and the pool in the black line on the bottom and that was really
important to me. And I was lucky I had my partner quite close and had him
when I got home from work at the end of the day. The other thing to I was
doing a lot of casual ballet classes up there and it’s an hour and a half, you
go in and you concentrate. It’s not mindless but you’re concentrating so
much on something else and all of a sudden your mind is clear. Clear after 90
minutes. And it helps bring you up. It almost felt cathartic you know.
(in discussing the bullying) I went straight into (name), who is in Sydney, and
I was just crying and I went “(name), I’m really sorry, whatever you’re doing
have you got five minutes?” And she just looked at me and she says “yes, of
course” and, yeah, that was – and then it ended up other people were on the
phone apologising for this and for that. I was lucky that I had (name) there
and she stepped in and did stuff. She was very responsible about moving
forward with it. I sat there for 10 minutes wondering what to do and I just
couldn’t think of anything I couldn’t believe it had happened. I couldn’t do
anything for 10 minutes. And I thought “no, and about getting up and going
to get a cup of tea. I thought I could sit out there and see if I felt better – and
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I literally – I just started – and even the thought of going getting a cup of tea
and having to sit there I just started crying and I went to walk past (name)’s
office to go to get the cup of tea and I just went “I’ve got to do something
about this now” as I was talking to her it was dissipating a little … The next
day the other graduate came around and he bought me a coffee that
morning and just put it on my desk and he said “(name) you’re doing a great
job, you’re really helping us out here” and that’s all he needs to say and just
went back and sat down at his desk. Well, he had seen the fallout from the
whole thing the day before
Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:




(in discussing the bullying) I was lucky I had my partner quite close and when
I got home from work at the end of the day we had a talk about it and there
were distractions so that I didn’t go home from work and sort of fester on it
a little bit more … I can see that my experience up in Sydney was a value add
and the value add back is huge. The fact that I understand the area and
(name) and the 2 million acronyms is really important. But it’s the work itself
up there, I found one of the other grads who has gone up, and isn’t working
in my section but she is working in the same branch, she’s found it really,
really difficult. She doesn’t have the manager that I had – who I don’t think is
as accommodating or caring or understanding of the sort of situation that
my manager was because she was a graduate 10 years ago – she is finding it
really difficult
(in discussing what she has learned) I always think, you know in going
forward, as a lawyer in the public service, you’ve always got to be the model
litigant, you’ve got to disclose – even if you know it’s not in your favour,
which also means you’ve got to have a professional demeanour, no matter
what, with the people coming back to you. And as long as you are grounded
in the legislation, you are grounded in whatever you need to do, you’ve got
to have a professional demeanour – this new no excuse in swearing back at
them or anything like that, and I think I’m quite sure, I’m an emotional
person really and I have to keep that under control

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:
 No comment
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Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing the bullying) and this person is now her current manager and
she is struggling (in discussing another graduate who has moved into the
section). And I can see that she is having the same experience that I was
having up there. She didn’t have the external clients that were yelling at her
and swearing at her and all that sort of stuff, but you know she’s got longterm research work. She is finished her research, it’s been sitting with her
manager for two weeks. And he keeps putting off the meeting to sit down
with her and talk about it

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


No comments

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


No comments
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Appendix X: Participant H data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant H’s self-assessment results
using the GENOS Emotional Inventory:

Participant H scored in the high range for emotional self-awareness in comparison to
others. This suggests that he pays conscious attention to his feelings at work and
understands how his feelings may impact decisions and behaviour. He is likely to be
connected with how he feels and to be proficient in using this information to rationally
guide her decisions and how he presents to others. His strengths in this area are that he
is aware of his negative feelings, the things that make him feel positive, and the tone of
his voice when communicating with people.
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Participant H scored in the very high range for emotional expression in comparison to
others. This suggests he is proficient in effectively expressing his he feels, and he is
authentic, genuine and can facilitate open and honest dialogue. Others may feel
comfortable expressing their feelings around him and as such he can create a culture
where healthy debate and feedback is often present. He may be able to develop the
skill of emotional expression in others. His specific strengths are his ability to
appropriately express his feelings of frustration and positive feelings. He is also able to
express how he feels at the appropriate time.
Participant H scored in the high range for emotional awareness of others. This suggests
he is skilled in recognising and understanding others’ feelings. As a result he is able to
demonstrate sound listening skills, empathy and care, and is able to motivate, connect
with and engage others. His specific strengths are in demonstrating that he understands
people’s feelings, recognising what makes people feel satisfied, and recognising when
people’s emotional reactions are inappropriate.
Participant H scored in the very high range for emotional reasoning when compared to
others. This suggests he can be proficient at combining the information in feelings with
facts and other sources of information when reasoning and decision-making. He may be
expansive in his thinking, decisive in ambiguous situations and proficient in gaining
others to buy-into decisions. He may be able to develop the skill of emotional reasoning
in others. His specific strengths for emotional reasoning are that he may consider how
people may react when he talks with them about decisions, demonstrate that he has
considered people’s feelings when making decisions, and consider the organisational
values when making decisions.
Participant H scored in the very high range for emotional self-management in
comparison to others. This suggests he may be optimistic and resourceful even in the
face of adversity. He may be highly adaptable and make a great “change agent” in
difficult times. He may cope well with high degrees of stress and emotional labour and
demonstrate consistent behaviour. He may also deal well with conflict and competing
priorities, and be able to help others develop this skill. He has specific strengths for
exploring the causes of things that upset him, responding appropriately to events when
they frustrate him, and adjusting quickly to new working conditions.
Participant H scored in the high range for emotional management of others. This
suggests that he may be skilled in managing people as he will be able to create a positive
working environment for others, manage and maximise individual differences and
effectively handle workplace conflict. People will probably turn to him for help in times
of need and they will respond accordingly. His specific strengths are helping people to
feel differently about disappointing situations, helping people to resolve their emotional
situations effectively, and motivating people to achieve work-related goals.
Participant H scored in the very high range for emotional self-control in comparison to
others. This suggests that he can restrain initial responses to strong emotions and
quickly think and act rationally. In stressful or high-pressure situations he can remain
productive, maintain a calm demeanour and demonstrate a consistent and considered
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approach to events or colleagues. He demonstrates a composed, resilient presence
under pressure and may be able to develop these skills in others. His specific strengths
for emotional control are behaving appropriately when angry, not becoming impulsive
when under stress and controlling his temper.
GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant H may have unconsciously
responded in an uncharacteristically positive manner to inflate her scores on the
assessment. Participant H scored very low on the Inflation Index. This suggests that he
is unlikely to have responded in an overly positive manner. He may be under-reporting
his emotional intelligence, or he may also be very self-aware of his behaviour, strengths
and limitations.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant H scored very low on the Manipulation Index, and his scores above have
been adjusted accordingly. This suggests he has most likely been very honest in
responding to the inventory’s questions and his results are very meaningful.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant H has scored very low on the
Inconsistency Index which suggests he responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
“self-aware” and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states.
Participant H indicated a quite a strong ability to understand the relationship between
his emotions, and to identify his emotions in the physical and psychological states that
he experiences:




(in discussing his first work assignment) … when I was first given the work,
the way it was handed over to me and sort of felt like it was just a bit of
make-up work, but I went to work and put a bit of effort into it and began to
realise that “OK, this really paid off, this is really good”
(in discussing his boredom) … when I received it I was sort of making up work
for myself and talking to 2 of the senior developers and one turned around
as said “Well, would you like to do an investigation into that?” and I’m like
“OK”, anything to relieve the boredom … when I started getting others
saying “OK, we’re getting a lot of interest from this” and then the senior
people are interested in my report, so it was like “Okay, wow” – it was a
pretty good feeling knowing that this work that I’d done was getting interest
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from the higher ups … (when advised that his report would be implemented)
… I was just like “Awesome!” … (when advised that the General Manager
wanted to see his report) … so that was a boost to the self-esteem there, a
little bit of an accomplishment, which I’m happy about because in the grad
year I wasn’t really expecting to be contributing as much as sponging up as
much information about the wider organisation … so, that was useful, and it
was nice
(expressing his frustration at the lack of work) … “well, that’s great and all, I
can look at the code and learn it, but unless you’ve got some sort of practical
use for that I don’t see much point … it was frustrating … back at the very
start, before they gave me the (name) thing, I was a bit frustrated and I
didn’t have any work really to do
(in discussing his approach to his program) … as a graduate you’re sort of
feeling like you’re pretty important to Customs as a whole, like you’re held
up as an important person to the organisation
(in discussing his training) … it just feels a little pointless, I suppose. For the
first few sessions it was all about relearning stuff that we had already gone
through at induction, so that was as boring as hell … I just haven’t been able
to really appreciate how this is actually going to help further down the line –
you’re doing the work, but it is a chore … it’s something I’m interested in
learning because it is important
(in discussing his performance review and wanting to say more about how
he had been treated) … it’s about how I felt about what happened, not what
happened … but there was the other supervisor, not my direct supervisor, he
was the one who suggested it in the first place and I actually felt a lot more
comfortable talking to him
(in discussing his new living arrangements) … I have been living with my best
mate and his girlfriend (we have been friends for 12 years) and it was
awkward, and it’s something that everybody I’ve talked to has said the same
thing – a couple and a bachelor cannot live in the same household … it could
have worked, but I wouldn’t have been comfortable for the rest of the year …
it’s a lot more comfortable in terms of having two bachelors, two singles, in
the apartment, and we both have similar interests and all that sort of stuff

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions.
Participant G discusses several situations to give a good level of his ability to perceive
the causes and consequences in understanding his own emotions.


(in discussing his assignment) … I was pretty happy about that … I really
wanted some work to do, some real work that actually meant something,
and they gave me this … I could see how it could be applicable going
forward, so yeah, I was excited about getting some real work to do
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(in discussing how he felt about being the lead in the report) … I am the
primary author on everything, they review and give me comments … and I
made the changes … and am pretty happy about how it all ended up
(in discussing his frustration about the editing process) … so I changed it to
that, and then the other supervisor said “no, you are supposed to do it this
way, this is the official way”. I’m like “OK” (spoken with emphasis) so I
changed it again. It was just “interesting” to see what different people
though summaries should be
(in discussing his lack of work) … I was frustrated because it felt like I was
wasting time and money being there … I’m sitting thinking “they’re cutting
down money, they’re letting staff go, and I’m sitting here reading … having
nothing to do was the most frustrating thing … I’d sit at meetings and see
everything and have nothing to so
(in response to being a Customs Graduate – an important young person to
the organisation) … which can be a bit much sometimes. I would thing
“really, I’m not that – why are you treating me like this?”
(in discussing his frustration at the CIT training course he had to attend) …
some of the things we learn we will never need to know unless it is a very
specific set of circumstances, and even then I won’t trust my sketchy
memory, as a technology savvy person I am very capable of Googling the
Customs Act and making sure I am using the most current information … I
was thinking about the whole CIT thing the other day because I had just
come back from training and started thinking “I could have been working
today and doing something useful, instead I was just sitting there just eating
lollies”

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions. They are also able to engage with, prolong or detach from an emotional
state. Participant G discusses a few times where he was aware of managing his
emotions:




(in discussing his way of managing his boredom) … As time went on I kept
digging deeper and deeper into the problem and learning more information
as I was going … towards the end I felt like I really understood the problem
(in response to having no work) … I actually brought it up at one of the
graduate meetings that we had … and I’ve found that others are also
experiencing the same thing, we are put in an area and they don’t have any
idea what to do with us … I was making work, I was going through the elearning and teaching myself that … I ended up just opening up the coding
program and writing my own bits of code just to keep my skills up … I would
log in and check out the news sites each morning, just to keep abreast of
things and see if there was anything that might impact on us and let my
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supervisor know … At first I thought it was because they don’t trust me with
my skills, so that’s why I started going and writing little programs and doing
to reading so that I could show them I could do this
Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations.
Participant H demonstrated a level of resilience that is much lower than his ability to
perceive, understand and self-regulate his emotions. He provided very few explanations
of how he had used his emotional intelligence in considering his own behaviour, yet the
explanations are consistent with his initial perceptions and understanding of his
emotions.










(in responding to feedback he has received) … so, I just went through and
added various pictures to different areas and made it a bit more multimedia. And admittedly, after I went through it afterwards, it was a lot easier
to understand with the visual clues … I really understood the whole topic and
everything was down on the paper and the feedback from the supervisors
were saying “Yeah, that’s really good”
(in response to seeking additional work) … and whenever a bit of work came
in regarding code, I would sort of wander up and say “Can I have a look and
see what you’re doing there?” and getting myself involved by displaying my
technical knowledge a bit so they knew that I had the understanding … So
that I didn’t feel like I was wasting time, which I was, as soon as I started to
think “I’m just wasting time” I had to change my thoughts to “I really need to
do something” and I’d go and find something which was relating to the team
(when thinking about the CIT training) … and I thought “why is it a bad thing,
how could this be made better?” and the only thing I can come up with is it’d
probably be just a useful if it was e-learning modules
(in discussing some inappropriate workplace behaviour) … that’s one of the
things I’ve been aware of – upsetting their working environment. We start
having these discussions, because we’ll joke around and have some fun, but
always at the back of my mind is “OK, at what point could this conversation
be considered inappropriate? How far does it go before it could be
inappropriate?”
(in discussing his final placement) … yeah, be diplomatic about it as well. If I
go back there I don’t want to be coming back into a hostile place – “he said
horrible things about me”

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others.
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Participant H demonstrated a different level of awareness of the emotions in others
than in himself in that his perception of emotions in others was very limited:




(in reference to his work research) … it was like they weren’t sure what they
could give me, what I’d be able to do, what I’d be able to contribute to, and
what they could give a Graduate to do without the chance of it being broken
(in reference to the behaviour of his supervisor) I could tell that he was really
happy to sit down and talk to me about it and discuss it and just talk about
possibilities and why things were done in certain ways and all that sort of
stuff, whereas my actual supervisor was more like “just have a look at it,
read it through the code, do it yourself, I don’t want to talk about it very
much … He’s like that with everyone

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving. Participant
H, although he did not describe a clear perception of the emotions of others, is able to
describe an understanding or empathy for the emotions of others:






(in thinking about why others may have supported his report) … I think they
were just very happy that this was one piece of work that they didn’t have to
do … it was like everyone wins, basically. Yeah, so everyone won, I guess …
Asking a lot of questions about work was being done. I have to admit they
were great about it because they were perfectly happy to take the time and
sit there and tell me anything I wanted to know about the work that they
were doing, so that was really good … I say I was frustrated, but it wasn’t
any fault of theirs
(in discussing workplace behaviour) … it’s not that we were discussing
inappropriate things, it’s just sometimes one might not feel comfortable with
us sitting there … well, it seems to be that we did pretty good so far because
nobody seems to be – well, the people I’ve been talking to, nobody seems to
have any problem with it. Everyone’s sort of happy to jump in and have a
yarn
(in discussing his supervisor) … it’s not really about me, it’s more about him.
Yeah, last year’s grad, he had the same supervisor and he’s expressed to me
frustration with the way he interacts about stuff that they’re working on. He
just, you know, just wants to do the minimum and get out of here. It’s like
he’s not really engaged with it. It’s obvious he knows what he’s doing and
he gets all the work done and he wants to do a good job on it, but I don’t
know, it’s hard to explain … that’s the sort of impression that I get, he just
wants to sit there and do his work and that’s it … the other guy, he embraces
that sort of supervisory role. My direct supervisor is like “OK, you’ve got to
do this work, but that’s it. If you really need help you can talk to me, but
just sort it out yourself”
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(in discussing his work research) … and we kept going until we got to the
final point and they said “Well, we can’t really add any more to this” and
took it to the Director and she was really impressed with it

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework. Participant H provided examples
of how he had managed the emotions of others involved in the situations explored in
the interviews.




(in discussing his approach to others during his research) … I was engaging
with them through the whole research, they were getting more interested in
the research the further I got and while they had a lot of work to be doing at
the same time, I think they were just happy that this was one piece of work
that they didn’t have to do
(in discussing why he didn’t want to come back to this area in his final
placement) … and there is no reason to burn bridges and say, “no, I’m not
coming back here” or any of that sort of stuff. So I’ve just said that “I’d like
to, but I can’t, I’ve certainly had a good experience here”

Using emotions in others – conflict resolution
Participant H did not discuss any conflict resolution strategies as he did not seem to
have experienced any difficult situations that involved others, his difficult experience
was an internal one related to his frustration and boredom because he didn’t have much
work.
Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his rotation) there was really nice team dynamics going on.
The people are really good. The work was interesting at first but that quickly
wore off and then I found it rather tedious compared to some. I’m much
more technical minded whereas the work that was involved in architecture is
a lot more high level, a lot more up in the clouds. I much prefer the technical
details, get my hands stuck in and thinking about practical problems rather
than theoretical pursuits. They were always friendly there – there was plenty
of work to do and the team was pretty small. I think there was only six
people there with me. The work that needed to be done was – a lot of the
time we were talking, discussing it all together and helping each other out.
Just help each other – a lot of collaboration going on – very happy to help
each other out as well. There was not the grumbling like sometimes you
might find where the people that you ask to help then they give the help
grudgingly whereas this was – they were very eager to help out and work
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together, which was always very good. Even though it’s more technical, so
far I have enjoyed the first rotation the most … Sometimes I would just go
along to meetings and listen. I just sit there and listen and try get an idea of
what was going on what the research was about.
(in discussing his behaviour) My initial reaction would be that I have no idea
what you’re all talking about the first thing would be, I would be, I have no
idea. What do I know? Physically. The first thing is, “oh dear, I have to talk”.
The gut strengthens and my face goes very still and my features just freeze
so I’m not giving away anything my mind is just whirling. Sometimes I’d
probably start by stuttering at first, a lot of “umm or err”. You can probably
hear it when you are listening to this later. I’d be sitting there thinking and
considering my thoughts … I tend to use humour a lot in my conversations. It
is just a personality thing helping me to settle down probably because it’s
familiar … Even if some of my sentences do end up a bit disjointed, it’s
because I’m still thinking as I’m talking … Not so much shyness, I just get
really exhausted if I’m with people all the time. I’d say, even being invited
out socially – I’m more than happy to go out once a week and spend an hour
or sort talking to people than going out a couple of nights a week and
spending hours out there, it’s just – this no way I can do it. It’s not interesting
to me at all
(in discussing his performance feedback) I don’t know if it’s different in other
areas but here a lot of communication was going on all the time so there
wasn’t any real formal feedback in a sense of every month you’ve got to sit
down and have a big chat about your behaviour and that sort of stuff. If
something was not up to par they’d tell you immediately. If you doing well,
you get that back as well, so it is pretty much very quickly – instantaneous …
The feedback has been very informal I suppose that’s the only way I can
describe it – it is really informal. Most of the feedback – like if I’ve completed
a bit of work already, I say, look at this this is what I’ve done – that’s great,
or some that it’s finished. They’d go through it and they’d be like, I’ll, that’s
great, awesome. I prefer that. I’m not usually one feedback anyway. There’s
a survey to the graduates at the moment, try to help at the team and I was
just, I don’t really like giving feedback … I suppose in a small part it helps to
know that I’ve done a good job … It’s rather like light touches all the way
along the path rather than getting to the end and going, smack, you’ve got
to be over there, which is how I interpret formal feedback. It just seems as if
I’ve been getting the constant little bits of feedback all the way, then I should
be right on par. It makes a big formal thing at the end unnecessary … And I
haven’t needed a massive redirection for anything
(in discussing the program) it’s been really useful, I think. Getting an
appreciation of areas and appreciating that I don’t actually want to be there.
I think the rotation is a really good idea, having different rotations, because
it really lets you – it gives you a taste of all the different areas without fully
committing to those areas and personally I think that’s a lot better than if
you’d applied for this job and you don’t know what it is, don’t know what’s
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involved really, apart from what they’ve written in the description which
may and may not be entirely accurate. So getting a practical feel of what the
job entails, I think, is a really good idea before you sit down and say, yes,
okay, I want to do this full-time – I absolutely want to do this.
(in discussing the CIT program) we had to do to projects and present one, like
the research part of it, not the presentation, it was relatively easy. The first
presentation, it had been the first one I done in a very long time, so I botched
it. I was really nervous and I spent too much time reading my notes and all
that sort of stuff. Even as I was speaking, I’m sitting there going, this is
stupid, I should have done more preparation. It was the same group for both
projects. We worked together for the first one, so it will just keep going to
the second. We all get along. The graduate team as a whole seems to get
along pretty well, I think. Well, probably I should say, I get along pretty well
with the rest of the graduate team

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in describing his introvert behaviour) usually usage whenever I start feeling
tense, I know my first inclination is to just defuse the situation with humour.
If you’ve got a table full of people and there are all very serious and they
turn around and they ask you something. But if they’re too serious, make a
joke and you can see them – even if they did just a half smile – it humanises
them a bit for me. … I’m pretty self-reliant and I’m pretty self-reflective as
well, so if I feel that I’ve done a good job, it’s usually after I’ve considered the
fact – and internalised it – and thought about it and said, okay, well this is
good enough and then I handed over. I use the same approach to everything,
I just sit down and start working on it, go through it. If I need help I’ll ask
straight away. It’s not something, if I don’t understand something I perhaps
look it up or I’ll talk to somebody who knows better than I do. If I’ve been
getting the constant little bits of feedback all the way, then you should be
right on par. It makes a big formal thing at the end unnecessary

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:


(in discussing his placement) it was an experience, and it opened me up to an
understanding about the whole of customs because it was looking at both
sites. Because it was like an interface between what business was, their
plans, and what I achieved and can help them with. And so enterprise
architecture is half responsible for making those two sides meet in the
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middle and put together an actual working research that actually going to
achieve outcomes and achieve the planned that the SES thought up and all
that sort of stuff … It’s still interesting to get an understanding of how the
more physical side of everything works and how they monitor that and how
they run the backups and the scans and all that sort of stuff, and the
processes that happen – when there is something – a file was sent across the
network or you sent an email – or little things, automatic things that happen
behind-the-scenes so to speak. The work itself be doing, hopefully will be
changing to more information Security centric rather than infrastructure. So
once that happens it may become a lot were interesting and I might want to
stick around. I suppose the most complicated part of it would be more
around the legal and policy side of things – their discussions with the
countries and what countries they can and cannot allow to come through
automatically … If I’m given work I sit there and I do it straight away and I
haven’t had any problems with that
(in discussing the CIT program) and that’s one of the things I learnt. Actually
during the C I T training is one of the guys who came in was talking about
speaking – public speaking and conversational skills – and he said,
sometimes to be put on the spot. And he said, the best way to deal with that
is just to be silent and get your thoughts in order first. He says, if you start
talking without thinking, and put your foot in your mouth and if they start
trying to pressure you, say, well I’m thinking give me a second I’m thinking
about it
(in discussing his introvert behaviour) seriousness implies being a robot to
me, whereas if you can laugh then you’re human. So seeing that it’s just like
a subconscious reminder that okay, I’m dealing with people here so they will
be happy to give me a minute to collect my thoughts
(in discussing performance management) sometimes I’ve been like, oh I
don’t think this is very good but I need to hand this in a move onto the next
part. And a lot of the times I get it back and they say, this is really good. I
don’t really see the point in agonising over it, trying to figure it all out myself
when there is somebody else who can give me the answer straight away. But
again in the end it’s the same issue. Well, different issue in the fact that you
get to it in the end. If you’ve been guided all the way along, you get to the
end, I don’t really see the point in somebody going OK, look, you’ve been
guided exactly how I told you to. Congratulations … And I was sitting there
thinking all these things I should have done. When they had to give the
feedback, a lot of people had to give feedback, and it was pretty much
everything I just said to myself in my head.

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:
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(in describing his rotation) but it’s something that I think want to continue in
the rotation. I know that the team has already said that they are more than
happy for me to stay there, and they would really like me to stay. But what I
would really like to do is my (name) research from a technical point of view,
it’s still waiting to go and there is a lot of focus on it and senior grades are
anxious as it would be really good getting on the ground
(in discussing his introvert behaviour) … and I have actually used that a
couple of times when I have been asked something and I just sit there and I’d
think about my answer first. I seem to be getting a better response because
I can give a more considered response rather than just a knee jerk spitting
out of the first thing that comes to mind, which is usually stupid or a relevant
… Sometimes I just throw an idea out there and if anybody wants any for
more information they usually ask and I’m finding this is really good because
I’d have these ideas that come out but that only behalf formed because I
don’t have all the pieces of information. I haven’t been there that long but it
turns out other people add all the other pieces of information
(in discussing his feedback) the formal process seems a bit prideful and
wasteful to me. In the sense that whatever research on working on I’m
usually getting feedback on how I’m going with that as well, because I’m
asking questions pretty regularly throughout it. And so far apart straying
from what should be done, usually I already know about it way back here –
rather than waiting until I get to the end
(in discussing his CIT research) so when it came time for the second research
were I had to do another presentation. Again all the research work was easy,
it was doing just research and putting it all on paper and that was easy. And
the presentation, this time I did quite a bit more preparation and practice
and stood up there and just nailed it. It was a lot better the second time.

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:




(in discussing how to contribute to a discussion) so if you’re not chipping in,
they might think you’re slacking off. Whereas I found that if your
contribution is a lot more to the point, logical people respect you a bit more.
In fact, when people do chime in – not really contributing anything it just
annoys people. And it is just like, can we move on from this?
(in discussing his performance feedback) my supervisor from the first
rotation, he’d book a meeting room or something to just try and make it a
bit more formal, I suppose, although the impression I got at the time was
that he wanted somewhere a bit quieter to be able to discuss things. And
usually it was just going through the sheet, he just flip through all the
questions and say “you’ve done this, this, and this and just good”
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Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing his performance) most of them have been pretty impressed
with the fact that I would sit down and get the work done. In fact the second
rotation I came in, I was replacing a woman who had just left. She’d been
rotated – will not rotated – she’s been under - they had some problems with
her and she’d been under performance management. And they’d moved her
and moved her. In the end they just said, this isn’t working and she moved
off to a different area which hopefully will benefit both parties. And I came
into that my supervisor was just shocked because every time they assigned
me little bit of work to do I would have done by the end of the day … So I
suppose it depends on your managerial style. Some people prefer to have
those small formal discussions – okay, I’ve got to put aside an hour to sit
down and discuss this and go through each part of this to give you some
proper feedback considered with the feedback all the time. Some people
prefer that. It’s a personality thing, I think. Some people just prefer to be
getting that instant feedback
(in discussing the reaction people have to his introvert behaviour) if they are
actually interested in what I have to say I faced a sort of goes still and I’m
thinking, I imagine they’d be – it would depend on the mood. It would
depend if they’re happy to let me think what if they’re impatient. If they’re
impatient then they might be feeling frustrated that I don’t have an
immediate response, which should be a bit silly expecting that it is the first
time I’ve been there … If they stop and think before they start speaking,
there is probably a good chance that they’re a bit introverted as well. If they
extrovert then they’ll probably be the first ones to open their mouth and just
say the first thing that comes into their mind. I just don’t know how they do
that. See the business area seems to be a lot more theoretical and discussion
based. They have got concrete bits but there is a lot of discussion and it’s a
bit more nebulous so there’s a lot more talking going on all the time. We’ve
already had three good points and it’s been discussed, that’s it. You’ve got
anything new to contribute debts move on.

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


No comment

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:
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No comment

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:


(in discussing his challenge – lack of work) I could come up with this but I
think the biggest challenge was the lack of challenge. It was frustrating to
actually not have anything to do that was – well I’d say challenging – just
interesting. Most of the work I’ve been doing is pretty tedious, which is sort
of expected as a graduate, well as a trainee, they’ve got the graduate and
they’ve got the cadet trainees and the apprentice trainees all in together. My
first thought when we started was good because I still don’t know anything
at the very beginning when everything was still new. But that relief only sort
of lasted about the same amount of times that of me to get to grips with all
the initial information overload, the big dump you get at the very beginning
about working full-time in the public service and that sort of getting to grips
of the culture that sort of thing. It’s just I’d say frustrating, but most of the
feeling was just bored. The last few months it’s been just lethargic at work
and then I get home and I start doing interesting things, going to the gym or
going out of just playing games whatever, whenever I doing at home. But all
of a sudden I’m wide awake and interested, so’s I’m having trouble getting
to sleep. I’d stop complaining if this was a full-time job that I’d been hired to
do. I’d be looking elsewhere the whole time. Most of the time is just apathy I
suppose is the only way I can describe the actual work. The rotations, in
regard to the actual work itself it’s just been apathy. It’s frustrating. It’s
irritating. It’s also exasperating. And I look at it and think is this what I’m
going to be doing? Well like I said after that very first initial meeting and we
started and all of that initial feeling wore away and I realised okay, I’m not
actually going to be running programs or any code or any of that sort of
stuff. Understand be sort of twiddling my thumbs here while they find some
scraps to throw me. Disappointed I suppose is the first feeling I have rather
than anger because – well I don’t know I just don’t get angry very often. The
frustration didn’t come until later when I put in a whole lot of effort and I
wouldn’t see the situation change

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:
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(in describing his rotation) and I got to grips with things relatively quickly
and after that was when the tedium started setting in. Mostly boredom at
this sort of work - like I’ve spent four years at university to just push a pen
around here. I’m surprised by the way people react to what I’m doing
because the way I was brought up it was just if you’ve got something to do
you get it done. My part English background is the stoicism that you just sort
of get on with it. And I know where it’s coming from - it’s because the feeling
that I spent four years working my ass off at university to get the higher
scores to get really good scores to learn my field as well as possible, and
then you finally think I’ve got a good job and they say “yes we can give you –
the public service is interesting” yet here I am I’m finally able to put all this
practice to work – and I get lots of good feedback and then you just get
given filing or something. You know the work you actually end up doing is
completely unrelated and is nowhere near what you are imagining or what
you train for or what you study it.
(in discussing bullying) “Play well” with others is something you just have to
learn to do if anybody asked me to do something I’m more than happy to
jump straight away in and do it … I’ve moved around a lot. My old man being
in the army, I think I ended up going to about 13 different schools. Almost
one every year, and you get used to that initial, okay everything is new. I’ve
got to learn the new environment, figure out who all the players are. If
somebody says “X” and somebody says “Y” which one is going to happen?

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:




(in discussing his rotation) I’ve got to go and have a conversation with my
current director about thanking him for posting me and all that sort of stuff.
I’m really looking forward to that. After you get to grips with the initial
information dump, after that was when the tedium started setting in it was
just like well, okay, so now I understand the situation I can contribute better
to it but am still doing these little things and they don’t seem to add up to
very much
(when asked how he copes with the boredom) it takes me an hour to get up
from waking up to getting out the door, because I just take my time, work
through it. I suppose for me it’s a ritual – I’d say ritual was the other word
for it routine. The routine of what I do every morning from getting up and
getting to work - it sort of shifts into that work mode. I thing that I have got
to go to work and you just think about it. You get to work and it is just okay
as I have these tasks to do. So I’ve got friends that I can talk to and chatting
you know just that sort of social aspect helps as well, being out to do the
emails on online chatting. I’ve resorted to using an alarm to tell me to go to
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bed instead of getting up in the morning. I’ve been considering getting up
first thing in the morning going down and spinning for half an hour on the
treadmill or doing some physical exercise because it’s a bit more interesting
than what I’m doing and hopefully the thrill will get me through the day until
I get home. But at the moment it sort of pretty lethargic during the day. I get
all the work done fine and I keep going and doing it without complaint and it
seems to be pretty – a lot of people are surprised by that … So one of the
things I thought I would do was show them that I was really hard-working.
I’m not going to mess things up, you know I can get the tasks done quickly
and initially so maybe they would give me the more important things. In fact
that was one of the things I was talking to the guys about when they were
complaining about their rotations. I said that although they say it doesn’t
happen – you really have to play politics. Because you have to find out – if
there somewhere you want to go and you’ve got to go out and you’ve got to
talk to them and get as much of done yourself, without having to rely on the
graduate team or whatever

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:


(in his challenge) at the moment I’ve just got to do it. I’ve still got to finish
this graduate program, I’ve got to pay my bills. I can’t really afford to just
throw it away. You can’t really leave it up to anyone. If you want something
done you’ve got to do it yourself. I think that was one of the biggest changes
of done here because previously if that was a schedule of something that
had to happen, something is going to happen, it was more or less stuck to,
where is he the graduates team seems to change their mind every week. So
really I figured if I’m going to do anything relating to the graduate program,
I’ll talk to my graduate coordinator and try to get it done on my own, and
then just tell them what it is I’ve done, what it is that happened and then the
paperwork on the official side is just sent to the graduate team. And that’s
worked from me because well I’m going into a rotation that I want to do
interestingly, that frustration I was feeling about not being able to do any
work because of the team I’m still friends with a few of them, like I talk to
them outside of work and that sort of stuff

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:
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(in discussing his challenge) the managers I’ve talked to are just relieved to
have somebody who will do the work without bitching about it. It’s because
we are only here temporarily and they don’t want to give you a really big job
– they don’t want to spend the time and the effort training you up just to
lose you
(in discussing the SmartGate) so he was stoked when he could give me the
rewrite proposal and then the rest of the time he was feeling the same
frustration as I was in that here is somebody who can do the work, who can
handle all these more important tasks, than if you’ve got the time and the
initial familiarity with it. The feeling I was getting that the guy was working
for didn’t really know what to do with me, so he was just saying give me
those little tasks. And the other manager knew that I was capable because I
was always coming over and having a look to see what he was doing and
asking questions. When I was still there I could tell that he was eager to
show me as much as possible so that I could learn and I’d be able to
contribute

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:


(in discussing his challenge) there was a lot of feeling that because the
graduate is only with the group temporarily they don’t want to give you
anything too big, too important. If they had a stronger feeling that I was
going to stay with them I can see them spending more time getting me really
entrenched with it. But when I’m only there for three months they just –
there’s no point in giving all this training, people taking time out of doing
their work and is always more work than there is time, to train for me to
walk out in a couple of months. And all the effort and time is basically just
gone to waste there is nothing to show for it. That’s the thing, the problem is
I can see where they’re coming from, from the other side and that’s where
the resignation – that’s why I’m not getting angry. It’s not a deliberate
slight, them personally attacking me. It’s just the situation that has
developed in the graduate program that they can use us, where so much
time is needed to support us and then we might not be back after we
finished that stint. So any work that they give us would have to be completed
within that period. And because we are graduates then we not familiar with
the workings. We don’t have that deep entrenchment in the area so that we
can really be given the more important tasks because if we mess up, which
could happen, then somebody else has to turn around and fix it, fix the
mistakes. The issue is the time it takes for that impression to start rubbing
off on people, and they understand that maybe you could complete the
work, you’ve only got a fortnight left of your rotation
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Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


(in discussing his challenge) and one of them, the manager, and I were
talking to him about it and he actually said he was feeling the same way. He
was frustrated that he couldn’t give me more work to do because I wouldn’t
be there to support it because, especially in information technology and
programming development, cycles take a long time. And the questions that I
was asking, suggested to him – and I’m talking in his own words here, he
said it was suggesting to him that I knew what I was doing. In fact it was his
suggestion because up to the time I was just twiddling my thumbs and I was
talking to him. I bought a couple of points we’ve been talking about the
research and I said well why don’t we do this all this, why isn’t this done?
And he said “that’s a good question” he didn’t know. So he said “well, why
don’t you research it?”

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing his challenge) and that was my bit of work, and they are
actually implementing that right now. The coding that we are doing at the
moment is based on a document I produced, so I did have an effect
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Appendix Y: Participant I data summary
An introduction:

Recruitment emotional intelligence results:
Each candidate completed a GENOS Emotional Intelligence Inventory as part of the
recruitment process. The results below evaluate Participant I’s self-assessment results
using the GENOS Emotional Inventory:

Participant I scored in the very high range for emotional self-awareness in comparison
to others. This suggests he pays close attention to his feelings at work and has a
profound sense and knowledge of himself. He is likely to be very connected with his
inner values and beliefs and regularly conduct self-reflective practices. He may be able
to develop this skill in others. His strengths are his awareness of his general mood,
negative feelings and how he feels about issues.
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Participant I scored in the very high range for emotional expression in comparison to
others. This suggests he is proficient in effectively expressing his he feels, and he is
authentic, genuine and can facilitate open and honest dialogue. Others may feel
comfortable expressing their feelings around him and as such he can create a culture
where healthy debate and feedback is often present. He may be able to develop the
skill of emotional expression in others. His strengths in this area are his ability to
express how he feels at the appropriate time, provide people with positive feedback,
and express how he feels to the right people.
Participant I scored in the very high range for emotional awareness of others. This
suggests he recognises and understands others’ feelings. He is able to demonstrate
empathy and care, and motivate and connect with others in an engaging way. He is able
to understand others’ values and beliefs and to create meaning for people from events
surrounding them. He may also be able to develop the skill of emotional awareness of
others in those around him. His specific strengths in this area are his ability to
understand what makes people feel valued, recognise when people’s emotional
reactions are inappropriate, and understand what makes people feel optimistic.
Participant I scored in the high range for emotional reasoning when compared to others.
This suggests he may be skilled at combining the information in feelings with facts and
other sources of information when reasoning and decision-making. He may be
expansive in his thinking, good in roles that require considerable social problem solving
skills or those that require creative, lateral and innovative thinking. His specific
strengths are his ability to consider how people may react when they talk with them
about decisions, to balance technical information with his own feelings when making
decisions, and consider the organisational values when making decisions.
Participant I scored in the very high range for emotional self-management in
comparison to others. This suggests he may be optimistic and resourceful even in the
face of adversity. He may be highly adaptable and make a great “change agent” in
difficult times. He may cope well with high degrees of stress and emotional labour and
demonstrate consistent behaviour. He may also deal well with conflict and competing
priorities, and be able to help others develop this skill. His specific strengths in this area
are his ability to respond appropriately when events or people frustrate him and to
move on quickly when things anger him.
Participant I scored in the very high range for emotional management of others. This
suggests that he can positively influence the feelings of others. He can inspire
performance in others by creating a positive team and work environment, manage and
maximise individual difference and effectively handle workplace conflict. He can build
personal resilience in those around him and they may describe feeling safe, valued and
empowered when working with him. His specific strengths in this area are his ability to
motivate people to achieve work-related goals, to help people to overcome negative
feelings and to feel more positive, and knowing what to do or say when people are
upset.
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Participant I scored in the very high range for emotional self-control in comparison to
others. This suggests that he can restrain initial responses to strong emotions and
quickly think and act rationally. In stressful or high-pressure situations he can remain
productive, maintain a calm demeanour and demonstrate a consistent and considered
approach to events or colleagues. He demonstrates a composed, resilient presence
under pressure and may be able to develop these skills in others. His specific strengths
are behaving appropriately when angry, controlling their temper, and keeping calm in
difficult situations.
GENOS EI includes a series of validity indices to help identify when a candidate may be
attempting to inflate or manipulate their responses in a socially desirable way. The
Inflation Index provides insight into whether Participant I may have unconsciously
responded in an uncharacteristically positive manner to inflate his scores on the
assessment. Participant I scored very low on the Inflation Index. This suggests that he is
unlikely to have responded in an overly positive manner. He may be under-reporting his
emotional intelligence, or he may also be very self-aware of his behaviour, strengths and
limitations.
The Manipulation Index is designed to provide insight into whether a candidate is
consciously attempting to manipulate test scores to achieve a more desirable outcome.
Participant I scored very low on the Manipulation Index, and his scores above have been
adjusted accordingly. This suggests he has most likely been very honest in responding to
the inventory’s questions and his results are very meaningful.
The Inconsistency Index is designed to evaluate whether a candidate has responded to
the questions in a consistent fashion. Participant I has scored very low on the
Inconsistency Index which suggests he responded to the questions in a very consistent
fashion and his scores are meaningful.
Interview 1
Perceiving emotions in self – self awareness
The first frame of the framework is that of identification of emotion: application to self –
perceiving emotion. If an individual is perceiving emotion, they are considered to be
“self-aware” and demonstrate this by understanding the relationship between their
emotions, and by identifying their emotion in physical and psychological states.
Participant I indicated a quite a strong ability to understand the relationship between his
emotions, and to identify his emotions in the physical and psychological states that he
experiences:


(in discussing the process mapping experience) … I thought it would be good
to get involved and I decided at a point that it would be good to get
something written on the board so that things would keep moving … I
thought at the time that it was a mistake because I’m a graduate and I
shouldn’t be active like that in putting up opinions … I just got a bad vibe … I
was worried about how it was taken by my team as a result, because of the
vibe that I got from people outside
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(in discussing his first assignment) … I guess another frustration I’m having is
trying to finish a forecasting report that I’ve got at the moment … I’d really
like to be able to hold that up from my first placement and say “This is the
product of my work, my labour” but at this stage I don’t think it’s going to
make it, so that’s a bit frustrating … I’d be disappointed, but at the same
time I understand that it’s the process. I’ve done as good as I can get it
done, and I’ve had it done for probably a month now … it did get some
constructive criticism, which was good, and then I also got the comment that
I did quite well … which was better than I expected
(in discussing preparing for his next placement) … I was nervous, a little bit,
yeah, a little bit, but it was fine … I was a bit worried about where I might
end up in certain places where I didn’t want to be … if I get either of those
placements I will be happy, it will have been a successful year for me … I’m
pretty happy
(in discussing the CIT training) … I find it a bit tedious, to be honest. I’d
rather be at work … there’s not a lot of incentive to really smash it out … but
I want to make sure that I get the job done … I’ll get a qualification out of it

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions.
Participant I was able to perceive the causes and consequences of his emotions.






(in discussing his reaction to the mapping experience) … they just weren’t all
towards me as they were initially, I felt … it’s probably a perceived thing, it
might just have been that the day was getting along and they were just over
it, which is fair enough … I was happy with just doing that and letting it rest,
even though I felt at the time and in the immediate aftermath that I had
made a mistake. But it turned out that it was all right in the end, so I think I
was maybe justified in not bringing it up … I recognised that I felt tense,
definitely, but I also knew that in that sort of situation it is best to be relaxed,
otherwise you’re not going to get the best out of it
(in discussing his report) … it was good. It was good getting a bit of
recognition, it is always nice to be recognised for what you do and for
someone to take notice, so yeah, that was good
(in discussing the editing process) … the fact that it takes forever to get
anything done – you put stuff in and it seems to take forever to come back
(explanation for his levels of frustration) … I still feel like I have a sense of
ownership over something that I’ve written, but I’m used to the red pen

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions. They are also able to engage with, prolong or detach from an emotional
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state. Participant I discusses how he managed his emotions when he thought he had
made a mistake and when he was very frustrated by the processes he had to follow:













(to explore his participation in the mapping process) … I had an interim
performance assessment that I set up with my director, my manager and
another manager in my area. My director actually commented and gave me
really positive feedback, that I had done a good job there (in the mapping
meeting) … so I had spent 3 or 4 weeks thinking that I had stuffed up,
overstepped the mark and shouldn’t have done what I did, only to discover
that she actually really liked that I got involved
(in seeking some immediate feedback about the mapping process to allay his
fears about his performance) … I did speak to one of my managers, as a
general conversation, and he said it was fine. He didn’t mention anything
specific that I had done, and I’m sure that he would have said something to
me if he felt that I’d done something really wrong … they would have told
me, yep, they definitely would have told me
(in managing his frustration regarding process) … it’s a bit of a case of
upwards management but trying to balance not being too pushy with
getting the job done. I’d really like to get it done because they want to put it
through publishing, and it’s something that I’ve done – as my research
basically
(as part of his interim performance review, that he set up to get some formal
feedback) … I got some comments that I was travelling better than they
thought I would be at this stage … it was interesting getting the criticism,
constructive criticism, it was all valid I think, for the most part
(in preparing for his interim performance review) … I tried to remain relaxed,
you know. That is something that I consciously try to do
(in response to the frustration of the CIT training) … it’s good in that I will get
a qualification out of it, and I appreciate that. It has been quite tedious, but I
think it is going to get more interesting as we have an excursion to
Parliament House for the day
(in response to the frustration of the processes) … it’s really frustrating, but
that’s the nature of the beast … I just put up with and deal with it, what else
can you do?

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations.
Participant I demonstrated a level of resilience that supports his ability to perceive,
understand and self-regulate his emotions.


(in response to the mapping experience) … I thought it was best just to
maybe leave it … I didn’t want to create a bigger issue out of what it
potentially could have been. I wasn’t sure that I’d really overstepped the
mark. I knew what I’d written up was correct, so I thought it would be best
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to just maybe let it blow over, get on with what I was doing and work hard,
that sort of thing
(in response to the publication of his report) … so, I’d really like to be able to
hold that up from my first placement and say “This is the product of my
work” but at this stage I don’t think it’s going to make it, so that’s a bit
frustrating, definitely, but I think that is the public service and I just have to
deal with that … So, what I do is move onto the next job, push it out, when
something comes back I hit it straight away and try to keep the ball rolling
(in response to his performance review) … well, I want to get the most out of
my placement and so the only way to do that, I think, is to have a dialogue
with the people who will be assessing me and training me and who I am
providing work to … it was a really good placement, so I am looking forward
to the next one

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others.
Participant I demonstrated a different level of awareness of the emotions in others than
in himself:


(in discussing the mapping process) … I found that a lot of the people they
were quiet and weren’t really keen on participating, even though they’d
been brought in specifically to do that ... so I thought that they would want
to give a bit of insight, a bit more than what they did … I got what I would
call negative reactions from some of the people in the room … just
murmuring and that sort of thing … I felt like the body language of some of
the people changed towards me

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving.


No comment

Managing emotions in others – motivating others
Managing one’s own emotions is only half of the equation, managing the emotions of
others balances the emotional intelligence framework.


No comment

Using emotions in others – conflict resolution
Participant I discusses no attempts at conflict resolution.
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Interview 2
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:






(in discussing his rotation) I’ve enrolled in a masters course, and the time to
me is more important than the money. I mean I think it works out to be – I
guess it’s about dollars $5000 per unit, so it’s probably $45,000 over the
course of the Masters, which is helpful, but at the end of the day it’s not a
showstopper. So I think the thing from me, things are going very well. Well
career-wise, definitely that’s official … And then the impact statement that I
put together informed government policy basically it went all the way to the
Prime Minister and now, since I’ve moved on, it’s a regulation change. It
should go through this week, I think. Basically it should mitigate a whole
heap of risks to our duty drawback scheme. So I was pretty chuffed with
that, pretty happy. I don’t think many people get that sort of opportunity in
the first year. So it was a really, really successful placement
(in discussing his probation review) I had like mid-term, an interim probation
review on both placements, just to sort of get some feedback halfway
through on how they thought I was going, how I could improve, and then
obviously the final one was initiated by the graduate program – meeting the
report requirements. The second meeting I was much more relaxed the
second placement. The first one I was quite nervous. For the interim report I
asked for the feedback so I initiated it and I was given feedback and they had
some areas where I could improve. I was nervous. Definitely I had butterflies.
But yes, I think it was successful
(in discussing the graduate report) it’s open to bias, because it isn’t
anonymous. Even though they say they will not distribute your name in the
report, or however they want to put it together, the fact is you are emailing
it to someone. The quite political. I’ve got some strong views on some issues,
that’s for sure, that may not go down the right way. And to be honest with
you, I worry about giving that paper, with all my thoughts on it, to other
graduates who I’m wary of trusting to that level, to be perfectly honest.
There, I guess it’s my colleagues I don’t trust. And then also HR as well, and –
I mean they’re talking about taking direct quotes from people who are
willing to put forward their name, so I obviously ticked the box with “no, I
don’t want my name displayed,” I’ll be honest with you, there hasn’t been
the best record of trust building throughout the program and a lot of people
came here and realised that they were “targeted grades” and they were
stuck in a division, so they felt misled from the get go. I came here thinking
that there was no such thing as “targeted graduates” and I was a generalist
like everyone else and I’d get the same opportunities as everyone else, and I
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wasn’t. So I was misled as well. So it’s really – to me the lack of trust is really
around from the beginning
(in discussing his rotation) the second placement, I don’t know, it was very
relaxed. It was a small team, very collaborative so I don’t think there was
any stage where I really felt uncomfortable with the work that is going on
with any of the relationships in the team. It was very different to my first and
my current placements in that people work together and it was okay just to
go to this senior people about the research that I was working on …

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:






(in describing his challenge – his partner having trouble finding work in
Canberra) that’s a bit of a sticking point for us at the moment. That’s
probably the biggest challenge for me right now … I always look forward to
going home. I mean I always want to go home and I want to see her, that’s
the thing … I just want her to be happy
(in describing his work environment) is a chain of command which seems like
it’s going to take a long time to get work through. My last placement was
collaborative – a collaborative work environment and relaxed. I had a lot in
common with everyone there. So it was quite focused on the subject matter
and it was also a bit of a learning curve too, because I haven’t really worked
on a lot of legislation or international treaties to that sort of depth …
(in describing his probation discussion) we did have one meeting, unlike a
semiformal sort of meeting in that it was arranged via email, that sort of
thing. And it was – I mean we’d already developed quite a good relationship
– a different relationship to the ones that I developed this placement, they
were much more formal

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:




(in describing his challenge) it is hard going home, I guess just the fact that
(name) is struggling so much. It is kind of, I don’t know, chews me up inside a
bit because I’m being successful here and she recognises that and she says
how proud of me she is and that sort of thing. So in that respect is not that I
don’t want to go home, it’s just the fact that she is unhappy so I guess I
spend a lot of my time trying to cheer her up
(in discussing the graduate report) I support the report in principle, but the
way I was reneged and also the fact that I’m not really keen on putting my
name on my candid thoughts about some of the issues, meant that I am
486





probably not going to fill it out unfortunately … I mean I’ve written the whole
survey, I’ve completed it and I just need to decide whether I actually want to
submit it. I did at first, I agree, in principle in completing a survey and giving
constructive feedback, and all my comments are constructive … It’s just that
having three grads, who were part of the program, compile the report is
creating a bias away. They could skew the results in favour of whatever
goals they’ve got at conducting this you know. So that was knocked back as
well. I’ve been disappointed since the starter, because I’d like people to hear
what I have to say about the program, like senior people which is I assume
what this report is aimed for, aimed at that sort of audience
(in discussing his feedback) generally the feedback was all positive. It was a
round table and everybody was sitting around the table and they each, one
by one, because I had to managers and a director there. I was being
managed by the two managers and then the director was also giving me
some work on the side, so I had a lot of priorities at the time, competing
priorities … I managed the butterflies by focusing on what they were saying. I
focused on the content, I tried to read between the lines … After the
restructure I also had the opportunity to work quite closely with two senior
staff and they gave me some really positive feedback at the end of my time
there. Even just like now, I would never go into my director’s office right now
in my current placement, but I could with my director in my second
placement, at the area because their way of working with this was in
discussing issues in formulating strategy and that sort of thing … These guys
were happy to go and have a beer on a Friday night, or to go to happy hour
with them, or that sort of thing and discuss other things than work. So we
had the sort of relationship already and they provided me, overall positive
feedback I would say … Placement to unable to be successful in sourcing
placement for me. From that I’ve been getting job offers and recognition for
the work that I did. Building relationships. Developing friendships with the
guys in placement to that even if I didn’t go back there to work I know I can
rely on them, that sort of thing
(in discussing his future) I’ve got a meeting with him on Thursday to discuss
it in more depth. Find out more detail. If you can give me an assurance that I
could end up back in the section that I want, then I would take the short
placement in a heartbeat. (name) is a really good national director, at least
in my opinion. And as a result I’m more likely to get into a section there that
I’d enjoy it, even if I don’t know exactly which section that is, because they’re
still try to figure out where they have some permanent spots

Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:

487







(in describing what he hopes to negotiate for his future) I’m just trying to
negotiate more favourable outcome, if I can, in terms of remuneration and
development strategy and an advancement planned and that sort of thing.
I’ve enrolled in a masters course, it’s policing, intelligence, and
counterterrorism that starts in March, so I’m hoping to get leave approved
for that, study leave. I’m not so worried about customs paying for it, I am
quite prepared to pay for myself, but I’d like to see if I can get work leave as
well, I’ll wait and see … So there is a 3 to 6 month research working with my
peers. I don’t want to do the research in a topic that I don’t like and then find
myself stuck in a (name) area that I don’t really want to be in. Because I
never really foresaw myself working in (name) at the start of the program,
and I, for the most part, still don’t, but the one section that I worked in I
really enjoyed so I would like to go back to that specific section if that’s
possible
(in discussing his performance review) and I basically responded to the
constructive criticism that they gave, one by one, and they were quite
impressed I think with my response … When I started I couldn’t quite see
how I was going to get the work done, that’s the thing, but at least when I
finished I had them what they wanted and they signed off and that’s what
they were looking for. When I entered a placement I wanted to come out at
the other end with something – a product. Something that I can say “this is
what I got out of it”
(in discussing his mentor) it was more – it turned out to be more of a career
guidance sort of meeting rather than anything else. I’ve got quite a good,
Little M, relationship with my capital M mentor. This is how they were
terming it at the last APSC event “don’t look for capital M mentors, which is
what were all assigned, look for a small M mentors and just build
relationships, basically” so, he is helping me out quite a lot there too

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:


(in discussing his challenge) … she is still struggling to find work – a
permanent position somewhere. She’s got a bachelor of psychology, a fouryear degree, and fortunately she needs to do the masters before she can get
her registration and all that sort of thing. And since she is not an Australian
citizen the whole public service is closed to her. … At the time it was probably
ill advised of me to suggest retail, but we were going to Indonesia in a week,
for two weeks, and that count against her in a couple of interviews. And then
we also want to return back to Perth at Christmas and no retail employer
would take her on when she wants time off immediately … I think any
agency would value someone like her if she is willing to commit to them and
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say “I want a career here” that sort of thing, which would be a fib, but
sometimes I guess you have to make those choices.
(in discussing the graduate report) and I raised it and said – and this wasn’t
just me, because I was in the organising group, on the fringes of it, I helped
devise a lot of the questions and then I was getting a lot of feedback from
other graduates who weren’t involved saying “I don’t feel comfortable
submitting these answers to these people, can we use survey monkey or
something, some other medium which is anonymous” we could have used
SharePoint as well. And this is the trust issue that people have been
grappling with … As a trust issue within the great group, because in a lot of
ways some people see this report, you know, I mean this is another concern,
will anything happen from this report
(in discussing a team member) I think he was definitely upset. I thought he
was upset from some of the comments he made. He wasn’t ever trying to
subvert the authority of the new director, but just some comments led me to
believe that, you know, he was disappointed and he wasn’t disappointed at
the fact that a new director was coming in over him, it was more the fact
that he’d just been screwed over again, which I’m sure – is mentioned before
that it’s happened before

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:




(in discussing his challenge) so she struggling a bit. A little bit depressed and
lonely. But I think she is getting close to finding something now. She is just
looking for administration and then shall say to them “I plan to start a
masters program” … She gets as much help from her parents she can, but
they’re in Croatia now, they have left Perth. So yeah, it makes things tough
financially and she is depressed. But there are days when she is depressed
when she stuck at home, and she is getting quite anxious … On the one hand
it’s great that she is proud of me, but she had a good full-time job back in
Perth, working for the (name) in her field. So the fact that she has left that it
is struggling so much to find an alternative position. And it’s not as good as
what she was working in. That’s pretty sobering. It’s just the fact that she so
unhappy … I think she feels a bit lost. Her family is left now, they’re back in
Croatia. They left in July so I think she is feeling a bit isolated in that respect.
Another big disappointment for her is the fact that when she entered into
the bachelor of psychology she didn’t realise she would have to do another
two years at masters level. But she wants to be a clinical psychologist so she
has to do her masters. So it’s a tough one. She feels really lost and I think it’s
tough, her seeing how well I’m doing as well
(in discussing the restructure) we were in a small team. There was initially
four of us and then the section I was in was actually in (name), previous to
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that I was in (name), and I was moved back to (name) again, and merged
with another section. So by the end there was an additional three people. My
director actually lost his directorship, he was acting, and went back to a
lower position, and the director from the other section that merged with us
took over. I think the ill will – was more directed towards one particular
senior member – but that’s not my concern
(in discussing his feedback) but they were very happy that I had asked, I
think. I’m not sure whether their previous graduates had done the same and
they were happy to provide me with constructive feedback. They were
nervous, and their comments were constructive … I think they were a bit
nervous about giving me feedback. In the first placement, one of my
managers was only there for a bit of the rotation, and I had one manager
who left after a month, to go to (name). Another manager took over. I think
he was quite nervous because he was acting in a higher position prior to that
he was acting before. So he’s come from the (name) and shot up the chain
quite quickly … One of them in particular, the former director, was quite
happy to go out and make calls to try and source placement for me in
(name), which was really helpful … It was interesting, because as soon as I
let the Director know that I wanted to head back there he went and spoke to
the national manager, who has different ideas about what he would like his
graduates to do, and this is like in confidence, because it affects a number of
other graduates you’re probably be chatting with as well that he foresaw
getting his three graduates together in a research team and working on
some budgetary saving measures on (name) classification orders, which I
know nothing about and sounds really boring
(in discussing the graduate report) on the one hand the organisers are asking
us to trust them with all of their results. On the other handle these people
are saying “Well they should trust us to provide responsible and reasonable
level of feedback were we to do it anonymously” so goes both ways

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


(in discussing his challenge) she wants to be an Australian citizen, yet. We
have lodged the de facto Visa application and now it’s a matter of waiting
for that to process, and then it’s two years before she can then become a
permanent resident and then she can apply for citizenship. So that’s a long
process … Unfortunately she didn’t get a high enough grades to do her
honours, so she’s done a four-year bachelor of psychology, but it means she
would still have to do a postgraduate certificate to get into the masters
program. So that means that she has got to do at least another year, then
two. And she doesn’t have the money. She is not an Australian citizen so she
can’t get the help and she doesn’t have a job, so she doesn’t have the money
either
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(in discussing the graduate report) either way, the three graduates who are
running it have still got my candid thoughts, basically, the program, for as
long as they want them. I mean I’m sure they wouldn’t ever let them out, but
I don’t know, who knows. I’m just wary of doing that, definitely … It’s an
interesting issue. I don’t know who they will get to give comment, unless
they offer survey monkey. I’ll be honest. Maybe it’s the conspiracy. I mean
maybe it’s a product of theorising, you know “what’s going to happen
information I give? People could use this against me”
(in discussing the restructure) I thought it was handled quite well, all things
considered, probably due to the fact that my director is quite good, I thought
was good about the whole process. I mean losing his directorship. I thought
he handled it admirably
(in discussing his feedback) they were areas that I had noticed that I needed
to improve. And a lot of the time they were small things. Like in the first
placement, for example, my email etiquette was maybe not to the standard
in certain instances. I was perhaps a little relaxed, so I improved that … He
would never have worked with the graduate before, and that may be why he
was a little nervous. Not that it’s any different working with anybody else,
but maybe he thinks it might have been, I don’t know. He was – after the
meeting – he was very careful to make sure that I was okay, which I was, I
was fine. I’m in the area that he suggested I could work on, as I was working
to the two managers and the director, that it would be appropriate for me
perhaps to send out a weekly email, or just to let people know where all of
the jobs that I had running at the time sit in the priorities list.

Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing his challenge) she is from Croatia. So we’re just trying to get a
job in some sort of full-time position so that she can earn enough money and
study again in a year or two, to do her masters, because it is expensive. I’ve
suggested to her that she tries to work in a recruitment agency. There’s quite
a lot of administrative work as well, actually. The problem was first she was
going for all counselling sorts of roles. Turned out she doesn’t have enough
experience, not practical experience anyway. She got a lot of interviews, but
I don’t think she is quite there. She has tried Lifeline and places like that, they
have intakes and you can volunteer and you are paid $400 to do the training.
I think they have an intake in February or March, so we missed the first
training. I think the plan is to volunteer at somewhere like Lifeline when they
do their next intake, she is working full-time or part-time in an
administrative role. At least with administration they are the sorts of skill she
can take forward it any workplace. I think should be more successful in trying
to find cement registration work. She had some really good interviews for
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the Canberra Rape Crisis Centre and a few other places, which would suit her
perfectly, but she doesn’t have the experience for that. It was a credit to her
to get the interviews, I think, because they were quite rigorous selection
processes. But I think if she could do some administrative work, get her
masters, then she will be right … I just want her to succeed and I want a job
to come along to her that she really likes. I think if she can get some work
and meet a few people through those sorts of mediums outside of my work
colleagues, then things will turn around her pretty quickly. I mean I told you
we can get a loan out if we need to pay for her studies
(in discussing the graduate report) so as a result I went to speak to 2 of the
organisers and suggested it, constructively, not in a critical way, saying “I
think we would get a bigger sample if we give it real anonymity. In survey
monkey no one knows who is providing the feedback” … That’s a big concern
of some people. They will submit their thoughts and then nothing is going to
happen. It will go to HR only to be shelved. And I also trust that my
colleagues would give constructive feedback … One of the graduates offered
a change in process as well, a change in process basically to get an outside
person to come in and actually compile a report from the results in which
case creating a level of separation, basically
(in discussing his feedback) essentially that placement, knowing what was
expected, which changed again in the second. It wasn’t so much that there
was slang used, or anything like that, and it was all written, correct spelling,
grammar, punctuation and syntax, but rather than saying a specific sentence
at the end, which one of my managers liked, which was “thanks and if you
have any questions please don’t hesitate to give me a call” along those lines
I just wrote “thanks. (name)” and I mean that’s what I could differentiate as
being the difference between – because afterwards I said “I prefer – rather
than risk sending out an inappropriate email when I am contacting external
parties, can I just forward you what I’m going to send?” And that was the
main point of difference noted between the email she wrote in what I wrote
… He had some notes that he’d written down, a couple of things that he had
prepared when it was his turn. He offered his constructive feedback,
basically and I responded that it was an area that I could definitely work on.
And from that point on I picked up that it was actually really good initiative
and a great suggestion. Because at the start of every week on Monday, they
all got an email and a knew exactly where everything was at. So that worked
out quite well. And then I moved into my second placement and I didn’t need
that, because it was only four of us so they knew what I was working on - it
was one big research
(in discussing his final placement) the section that I want to move into only
has a level 3 position open. Now, I’m not about to go and ask for that
position, but I would like to implement some sort of plan with the director
and the National managers that I move into the level 3 with a timeframe. I
mean I don’t know what that timeframe might be, whatever they think is
appropriate for someone who is putting out the work like I have and then
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also a former of graduate and all of that sort of thing. That will be what I
discussed on Tuesday

Interview 3
Perceiving emotions in self – self awareness
If an individual is perceiving emotion, they are considered to be “self-aware” and
demonstrate this by understanding the relationship between their emotions, and by
identifying their emotion in physical and psychological states:




(in discussing his challenge) it is placing a lot of strain on our relationship
unfortunately, so we keep on trying to find something … I guess there are
times of inconsistency, I guess where I was getting some really good
feedback at work. And I don’t even feel comfortable really sharing that with
her because she so down about where things are for her. It’s like bittersweet
whenever I get something, some praise here or hand in some good work and
I get some good feedback I can’t go home and say that. It’s not like I feel
good about what’s happened … Every time I see a development here at
work, I just think well that’s just you know more resources being pulled away
from processing her Visa and put onto handling other political priorities, and
that’s some of the disappointment. But yes, we will keep trying. It certainly
made me question the developments at work a lot more, whether it’s worth
it because of the politics, it’s out of control.
(in discussing his final placement) so there is a 3 to 6 month research
working with my peers and I’m trying to toss up whether that is something I
want to do right now … it would change my mind if I was told there was no
assurances, because I would happily go back to where my first rotation was,
I think that the culture there comes from the top … Three months ago I was
pretty confident that I had a permanent placement sorted out, and that
didn’t change at all up to Christmas. The national manager who’d been
trying to secure me went on holidays and he returned on Monday just
passed … I was surprised then not surprised. It was a surprise considering the
offer was extended to me by a person who should have known that position
in (name) was being put together from me and they claimed no knowledge
of that. And now I’ve learned that they knew about it, but they chose not to
divulge that to me. They were trying to put me into this position basically
while the national manager was on leave, which I don’t think is a very nice
thing to do to be honest. I was disappointed. It was just a definite
disappointment. So I said I can’t accept this position until I have spoken to
the national manager, out of respect for all the discussions we’ve had over
the last two months, and his position as a senior person in the organisation
and all those reasons. But by the Sunday I was a bit disappointed how it all
worked out. So I was pretty low that day. And I was definitely angry by that
stage. By Sunday I was angry. A big sigh of relief on Monday big time. Yet I
was happy about it. And then you know the doubt creeps back in because
493







nothing is guaranteed nothing is assured, not until there is a piece of paper
in front of me that says this is where we’d like you to go. I think one of the
most disappointing things for me is I’ve come to this position in (name), and
they want me, and they’ve got the money, and the political will to get me,
but there are some roadblocks. Well, it is frustrating. I mean everybody else
is basically got their placements. Not everybody got where they wanted to
go that’s for sure and I understand that, but a fair few people got facilitated
into areas which at the start of the year I wouldn’t have thought were open
to them. And that’s fine am happy for those people, you know they worked
hard at where they wanted to go. To me I feel so I’ve done the same thing so
why aren’t I being facilitated?
(in discussing the program) I do think it’s unfair. I think the programme as a
whole all the way through has been unfair. There hasn’t been one interview,
one assessment of actual work quality or value-add to areas. To me it has
not been a merit based system. You know and it’s not the meritocracy that
the public service claims to be, at least not in the first year. That hasn’t
proven that to me at all. I had meetings at the start of each placement, in
the middle, and at the end, and that was good in a really good feedback, and
I got offers out of it. I think I worked my butt off and I’ve produced some
quality work, without trying to big-note myself, but that’s the feedback that
I’ve got. And then to work really hard to get good feedback and then still
have all of these issues at the end of the day, trying to just get somewhere
that wants me, has the money and I want to go there, it’s just bittersweet to
me. The grad year has been a bit like a bell curve. I’ve got here and I was
disappointed because there were targeted positions and nobody told me
about that until I had moved all the way over here. And that was great,
having a good time getting good feedback, pushing up good work. And then
it gets to the end and I have all these dramas, just trying to get a job in an
area that you know, as you know, wants me and I want to go there
(in discussing his parents and their support) well the patience was there at
the end. I think it was me more than anything else. I probably could have
kept pushing, I don’t know. I mean that’s the thing, I was independent
anyway, I didn’t need their money but the time I was 20. And I started to ask
where I was going with my life. What was the direction? There was none. I
was working full-time in a bottle shop and that was stimulating, you know.
And I got tired of going out on the weekends. Not of going out on the
weekends, but tired of going out to work on Monday in a bottle shop. So I
decided finally to check out some university courses and I did the state exam
and got through university and all that sort of stuff.
(in discussing what could happen if the placement doesn’t work out) well if
my national manager is not able to do what I would like, which is a
possibility, well I will be really disappointed. I said to (name) the other day “if
this goes pear shaped and we moved back to Perth, I mean am happy to do
that”. Six months ago I would have seen that as a failure, but right now
walking away is an attractive prospect. Because it’s got to the point where
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it’s not worth it. I mean I’ve got to other areas I could working within
Customs, but the point rears its head you know. If I don’t get the (name)
position is it worth going after these other ones really. I don’t know it’s just
frustrating and disappointing, very much so. It gets me angry definitely. It
does make me angry. Yeah when I don’t talk about it am happy. But then
when it’s just on my mind well that’s when I get angry. I mean I am a bit
tired of it to be honest with you, so yeah I’m happy to just move away from it
and stay away from the other grads for the time being, just to try and
mitigate that. I mean that’s another disappointment. I would have loved to
have been a targeted intelligence graduate. I would have loved to have done
the diploma in intelligence, and those graduates who had that chance, they
have jumped ship, because intelligence is so financially cash-strapped they’re
not going to take in anybody in the next year. As a generalist I feel like a
second class citizen. I have a sense of loyalty to my national manager and so
I’m going to stick with him and if it comes out that he doesn’t secure me
then I’ll discuss the other two options that I have in customs, or discuss my
option of leaving the public service with him, because I’m quite happy to do
that with him. The longer it wears on the more tiresome it gets. And that
drives anxiety. I have a loyalty to an area and I have a drive to head to
another place, and they are willing to facilitate me in that direction. And
then there are the other people who just expect me, without any
consultation, without any meetings. Just “here is your placement proposal.
We are disappointed that you haven’t accepted it straight off the bat” so I
would I take that? Why what even consider that option, entertain it?

Understanding own emotions – identification and differentiation
The extension of perceiving emotions is being able to understand those emotions and
differentiate between the emotions and their transitions and contradictory states. It is
also about being able to understand the causes and consequences of emotions:


(in describing having experienced these emotions in the past) well I guess
with high school I didn’t do my high school certificate. I was doing it and
then I pulled out at the last minute. I don’t know the pressure – the peer
pressure or at the time I just didn’t think it was valuable to me. And I guess in
the aftermath I was disappointed in myself because I did quite well my
school exams – my high school diploma … I guess at the end of some
relationships, yes with girlfriends – and stuff you know if things haven’t
worked out – I don’t know. In terms of my university and then working in the
mining sector as well things went pretty well for me in general

Managing own emotions – self-regulation
Having identified emotions in self and others, the framework extends to the regulation
of emotions in self and others. In self-regulation an individual is open to feelings (both
pleasant and unpleasant) and is able to use these feelings to monitor and manage
emotions:
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(in discussing his permanent placement) I was offered a permanent
placement proposal in an area that I was unfamiliar with, was never
consulted about. So this placement proposal was put on the table and it
wasn’t in an area that I have any interest in working in. And I said I can’t
accept this position until I spoken to the national manager. And I got this
reply back that said “we disappointed about that and this position will make
your career and it’s a short-term research and there is the possibility that
you’ll go to (name) after that” I mean I talked to (name) about it and that
sort of thing. I’m not going to let anyone hear that I’m disappointed about it
that is for sure … I had some discussions with people whose opinions matter
to me and they gave me some good advice. Just to get my head down and
that I’ve done the right thing by responding in the way that I had and things
will sort out when my national manager gets back. If I don’t want to go there
and I don’t have to go there I’ve got other options … I guess I just move on
and get on with it. Just move on you know. What I want a resolution and I
don’t think that I’ll be able to move on until I have some sort of firm idea of
where I’m going on what is actually happening. I mean if I have to move
back to Perth than I will - I took $60,000 pay cut to come to Canberra and my
girlfriend hasn’t been able to find any work and she will be able to get a job
with if not the retail company she was working with prior to that, hopefully
back in the (name) public service. And to me right now with all the politics
that is going on, ridiculous politics that seems like an attractive prospect …
I’ve deliberately held off speaking to the other graduates. I mean I’m sure
they would have plenty of things to say, but to me you know the deal was
there with (name). So, should I go behind my national managers back when
I’ve committed to him verbally on a number of occasions that I want to work
to him. So I’m still waiting to hear back now the results of his negotiations. I
don’t want a bubbling over or anything like that. But I mean the thing is
there is an (name) graduate who has left the (name) division now and found
a position in a generalist area
(in discussing his performance review) that’s fine I took the criticism, well not
criticism, but that comment on board. And it seems to me that a lot of
people who from their reports or from the reports to me of how they’ve
performed in their placements and some of the issues they’ve had have all
just sort of got a competent all the time without any real comment on the
performance
(in discussing his past emotions) but at the end of the day that was my own
fault, you know and I was disappointed about that. And I don’t know I felt
like I was in limbo therefore maybe two or three years or didn’t really have
any direction where I was going. I didn’t really concern myself with my future
at that point in time. I was more happy living in the moment and having a
good time with my friends and enjoy the freedom of living out of home and
going out.
(in discussing how he deals with anger) I don’t know I drink it into
submission. No seriously I lift some weights I don’t know something like that.
496

Forget about it. I don’t really have a set routine with what I would do.
There’s a variety of options it just depends what feels good at the time.
Sometimes I make it verbally. Like get my frustrations out and say “this is
what I am angry about” to the right person. Otherwise I don’t know like
exercises was a good thing, drinking is another. It tends to help, it focuses on
the moment and releases endorphins. I think I’ve definitely been drinking
more in the last week. I had a couple of glasses of wine here or a cheeky pint
of beer after work, so it’s probably how I can deal with it
Using own emotions - resilience
The final frames in the framework are related to being able to use one’s own emotions
to redirect or prioritise thinking and to be able to discriminate between accurate and
honest and inaccurate and dishonest relationships between emotions and situations:




(in describing his placement) … I said that I can’t accept the position until I
have spoken to the National Manager out of respect for all the discussions
we’ve had over the last two months … so by Monday I was happy about it
and had a big sigh of relief.
(in describing what he would do if he left Customs) you know I’ve got my
masters, I can focus on that, as I can work two on and have one week off,
and work two thirds of the year and earn twice as much. You know if I’m
going to end up somewhere which isn’t stimulating work or working for a
bad team – I mean I’ve been told not to go there politically by a number of
people … I’d probably leave. It’s not worth the heartache. I mean I’ve been
told in no uncertain terms not to accept that position, that people want
better for me. And then telling me that by refusing a position I’m not burning
any bridges with them. So it’s sad but at the end of the day – I mean I’ve
already contacted two former bosses and they’ve offered me positions
working away, and I can be there in three weeks … I’m very much committed
to try and find a way to stay in the agency and I’ve got some very real
prospects if this trade proposal doesn’t come through. But then there are no
guarantees with that either

Perceiving emotions in others – awareness of others
The consolidated model of emotional intelligence suggests that one with emotional
intelligence is able to perceive emotions in others as well as in self and demonstrate an
awareness of emotions in others by understanding the relationships between emotions
for others, and identifying emotion by the physical and psychological state of others:



(in discussing his girlfriend) she feels pretty terrible, especially as she left the
(name) public service position, which was in her field and it was a good job
(in discussing his final placement) they didn’t take the time to try and meet
with me to discuss the proposal where other areas had done that. Even if I
told them I was interested in that position particularly they still took the time
to meet with me. I mean to me, reading between the lines, it wasn’t very
honest and it just disappointed me it will all get worked out, but the silly
497





thing is the people that are trying to secure me into this other position have
no idea that I’ve already got another two areas that would be interested in
taking me on. I think they assumed that they would get to graduates, but I
don’t know why they would assume that when they’ve not treated any of us
very well, or at least even consulted with its. The first placement, they’ve got
no money and there are no positions, and they won’t want a level to
anyway, because Canberra is all CL3 and above and all of their CL2’s are in
the regions in operational areas, and that’s fine.
(in discussing the program) I just don’t think the graduate team has really
taken into consideration the performance of people and the whole
performance review is just to tick and flick exercise its a massive tick and
flick exercise - my first placement I got some “sometimes”. I think that sums
supervisors – not all – some supervisors have just been dumped with the
graduate and it’s easier to give them all a pittance and sent them on their
way to be honest. People are really happy with me, and I think a lot of
people have found out that well maybe we shouldn’t have assessed these
graduates on the little profile that they were given
(in discussing his national manager) the national manager who is trying to
get in there, was willing to facilitate my first study. You know he’s a good
guy who wants me to be successful. He is interested in his staff’s
development and you know he wants me to be ambitious and be a leader
and that sort of thing, and has got special projects in mind for me. I mean he
said that if he can’t secure me, to facilitate me into another area. He’ll make
calls and help me because he doesn’t want me to go there either. He said is
not a conducive environment to develop graduates and leaders and that sort
of thing. So he has my interests at heart and I appreciate that very, very
much

Understanding emotions in others – empathy
The extension of being able to understand emotions in oneself is to have empathy for
others by identifying emotions in them and being able to use these emotions to help
them understand different points of view and to facilitate problem solving:



(in discussing his girlfriend) you know there were opportunities in the west
her, so it’s yeah I mean she feels that and I feel it.
(in discussing his final placement) they might have a bit of power over the
branch, because it’s within one division to sway the decisions that the branch
makes. But they can’t really sway my actual decision.

Managing emotions in others – motivating others
Motivating others is a clear demonstration of being able to manage the emotions of
others:


(in discussing his challenge) I’m always there helping her with her
applications and tried to stay positive for her and that’s hard as well,
because you know she’s got quite negative about it I guess. I don’t know it’s
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just difficult, but I’ve got to keep trying otherwise what else is going to
happen, you know we’ve got to keep continuing on … She is not quite a
psychologist, she has done her four-year bachelor’s and then she needs to do
either supervision or specialisation. So a masters and we don’t have the
money to pay for that as she is an international student. So she is cut out of
the public service, and you’d have to pay upfront. We don’t have the cash. So
yeah she’s stuck in a hard place at the moment and I think for her there
doesn’t seem to be a light at the end of the tunnel.
Using emotions in others – conflict resolution
Being able to redirect and prioritise thinking, and to generate emotions to facilitate
judgement and memory as a form of conflict resolution are the keys to using emotions
in others:


(in discussing his challenge) I mean I keep saying this is the low point,
something is going to turn around for her and things will turn around, you
know. She will have some money so she can start saving to go back to
school.
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