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Abstract

In a recent skills forecast undertaken by Australian Industry Standards (Aus-
tralian Industry Standards, 2019) related to the Corrections Industry, the In-
dustry Reference Committee, through its consultations, determined that
Correctional Officers need to interact with a diverse and varied range of
people at any given time and they may also encounter high-tension situations.
Given the nature of the Corrections industry, soft skills gain more promi-
nence in this space. One of the primary soft skills identified is emotional in-
telligence. This paper firstly contextualises the need for development of emo-
tional intelligence in Correctional Officers such that this skill can be effec-
tively utilised in a rehabilitative environment. The paper recognises that an
ability to read, interpret, comprehend, and react to inmate emotions as well
as to manage their own emotions can impact on the Correctional Officer’s
work environment and well-being, as well as their safety, and also positively
impacts on the inmates. Increased emotional intelligence may contribute to
the prevention of security incidents in a corrections facility. The CSC Correc-
tional Services Training Package does not include units of competency spe-
cific to defining a competency standard for utilisation of emotional intelli-
gence in a corrections setting. The majority of the training in this area is
conducted internally by institutions, rather than by Registered Training Or-
ganisations, and as such, a range of performance criteria that can be used for
program definition is outlined such that adult learning principles can be in-
tegrated into the delivered programs. Likewise, a suitable delivery model, us-
ing Learning Conferences, is specified as a potential delivery model.
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R. Skiba

1. Introduction

Australian Industry Standards (2019) note that the industry is moving towards a
more rehabilitative model rather than an institutional one, aiming to improve
offenders’ physical and mental welfare. There will also be benefits to the wellbe-
ing of Correctional Officers. Application of emotional intelligence is a core skill
required in a rehabilitative model.

Salovey and Mayer (1990), as cited by Basu (2013), created the term “Emo-
tional Intelligence”. Salovey and Mayer describe it as “a form of social intelli-
gence that involves 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 action”. Pittaro (2020) informs that emotional intelligence is
loosely defined as the capacity or ability to be aware of, control, including an ex-
pression of one’s emotions. This extends, likewise, as an ability or capacity to
cope with interpersonal relationships judiciously and empathetically. Pittaro
elaborates that this is essentially, self-regulation of an individual’s own emotions
and being able to “read” the body cues and emotions of others. Gaining emo-
tional intelligence, and its use, can give a person self-control under stressful sit-
uations, such as being experienced in working in corrections, and the ability to
remain calm while assessing the situation, again, particularly important in a
corrections setting. Emotional intelligence is a critical skill for correctional of-
ficer dealing with inmates, where these regular interactions can be both chal-
lenging and draining (Pittaro, 2017a).

A more recent model of emotional intelligence is that presented by Goleman
in 2012 (Ifelebuegu, Martins, Theophilus, & Arewa, 2019). This model presents
four principal domains and nineteen confidences. The four domains comprise
self-awareness, social awareness, self-management and relationship manage-
ment.

Emotional intelligence influences how we cope with disappointment, frustra-
tion, anger, and a range of other emotions by learning how to control these
emotions. In corrections, this is 100 percent critical. An individual losing their
temper could easily lead to an incident in which a correctional officer uses ex-
cessive force or worse yet, deadly force (Pittaro, 2020). Utilising emotional intel-
ligence can help a Correctional Officer to “quickly, effectively and professionally
assess each situation and act appropriately” (Pittaro, 2020). Australian Industry
Standards (2019) concur, outlining that the Corrections workforce needs to rely
on individual cognitive skills and emotional intelligence to build rapport and
sympathy with offenders in order to communicate effectively and resolve or
de-escalate conflicts. The World Economic Forum (2018), cited in Australian
Industry Standards (2019), has also indicated that skills such as critical thinking,
leadership, and emotional intelligence will be in demand in the next four years.

2. Discussion
2.1. Emotional Intelligence in Corrections

The Queensland Government (2020) specifies that Custodial Correctional Offic-
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ers should possess a number of attributes to undertake the role. These include
self-confidence and an ability to remain calm under pressure, implement effec-
tive conflict management and problem-solving skills, initiative and the ability to
“think on your feet”, ability and willingness to follow rules, policies and proce-
dures, professionalism and integrity, and empathy, emotional intelligence and
cultural awareness.

At the core of emotional intelligence is the ability to monitor our own emo-
tions as well as the emotions of others (Pittaro, 2020). This requires the four es-
sential skills outlined by Golman in the emotional intelligence model. These four
skills are further divided into two categories, namely personal competence and
social competence.

Self-awareness and self-management scaffold an individual’s personal compe-
tence, which involves controlling their individual emotions. Social awareness
and relationship management constitute social competence, which is more con-
cerned with how those emotions influence interactions with other people.
Self-awareness involves “an ability to understand, make sense of, and perceive
our emotions at any precise moment” (Pittaro, 2020). Self-awareness is the first
of four essential skills for mastering emotional intelligence. Self-management,
the second component of emotional intelligence, is the ability to manage emo-
tional reactions to people and situations. Pittaro (2020) outlines that this in-
volves more than resisting explosive or regrettable behaviour. He states that once
an individual is aware of their emotional state, managing those emotions re-
quires them to observe their breathing, assess what is likely to occur next, and
evaluate how to quell a situation quickly and safely.

Social awareness is the third skill necessary for emotional intelligence and is
an individual’s “ability to accurately and quickly notice and assess the emotions
of other people” (Pittaro, 2017b). They must understand the underlying reasons
for other’s behaviours and actions, such that they can respond accordingly. Rela-
tionship management is the final component of emotional intelligence. Brad-
berry and Greaves, cited in Pittaro (2020), explain that relationship management
relies on abilities in the first three skills of self-awareness, self-management and
social awareness. Relationship management focuses “on clear and concise com-
munication skills and the effective handling of conflict or potential conflict”
(Pittaro, 2017b) and is bound to social awareness.

In the context of corrections work, the applications of emotional intelligence
are many. Pittaro (2020) provides examples such as where an offender tries to
provoke a Correctional Officer by stepping into their personal space and
screaming at them, they are most likely trying to evoke an emotional reaction.
However, rather than giving them the reaction they want, it is important for the
Correctional Officer to manage their emotions and respond in a calm manner.

Turner (2009) highlights that “officers with low emotional self-awareness may
have a hard time acknowledging and verbalizing their own emotions and thus
may experience difficulty in recognizing how their emotions affect interpersonal

interactions, decision making, and overall functioning”. Turner recognises that
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low self-awareness can cause a Correctional Officer to “avoid emotional owner-
ship” and instead externalize what are really internal problems. Turner notes
that this is a “situation that prevents them from asking for support when needed
most”. Low emotional self-awareness may further result in inaccurate projec-
tions of emotions and the misinterpretation of others’ emotions. Judgments and
decisions in these scenarios can become compromised. In the worst-case scena-
rio, low emotional self-awareness can cause denial of personal feelings, thereby
jeopardizing well-being. Such circumstances can cause an officer to overreact
verbally or physically, causing embarrassment to themselves as well as to their
departments.

By contrast, suggests Turner, “Officers with high emotional self-awareness are
able to relate their own feelings to appropriate causes, thereby establishing good
self-awareness”. This positive attribute means Correctional Officers are able to
differentiate between emotions and are able to understand how and why emo-
tions change and they also have the ability to blend emotions appropriately. Of-
ficers with emotional self-awareness “have an understanding of how and why
others affect them and are able to express these emotions and feelings in a posi-
tive way” (Turner, 2009). They know what they are feeling and why and can read
other people and, similarly, they allow others to read them clearly. The officers
are then more suitably equipped to prevent simple incidents from escalation and
to “bring calm” to a potentially chaotic situation.

The competency tied to emotional intelligence that can have the greatest im-
pact and meaning both within and outside the profession is empathy (Turner,
2009). Empathy is a term that defines an ability to sense other’s emotions,
coupled with the ability to appreciate what someone else might be thinking or
feeling. Officers who demonstrate a high level of empathy can read other
people’s emotions and pick up on social cues. This, in turn, allows them to show
concern for others. Turner posits that “officers lacking in empathy often fail to
understand the feelings of others and have difficulties in relating to and with
others, resulting in the misinterpretation of social cues and surprise reactions
from others”.

Stys & Brown (2004) theorise that correctional service workers are amongst
those who benefit most from a higher emotional intelligence. They outline that
“their ability to read, understand, and react to inmate emotions as well as to
manage their own emotions has a daily impact not only their own lives but on
the lives of the inmates” (Stys & Brown, 2004). They note that higher emotional
intelligence could assist in the prevention of security incidents in an institution.

As an example of formalised application in emotional intelligence in correc-
tions, the Building on Aboriginal Skills (BOAS) program can be considered. This
is a culturally appropriate program that was designed for Aboriginal and Torres
Strait Islander prisoners who want to reconnect with their land and culture while
learning cognitive skills and positive behaviour (Australian Indigenous Heal-
thInfoNet, 2020). The program is available in many regional prisons in Western

Australia (WA) including Broome, Eastern Goldfields, Greenough, Roebourne
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and Casuarina prisons and is appropriate for both women and men. The pro-
gram has been designed to utilise social learning theory encompassing “a learn-
ing approach that can support positive behaviour change, combining cognitive
skills and emotional intelligence training” (Australian Indigenous HealthInfo-
Net, 2020). The program is characterised by key focus areas including life re-
view, personal learning, self-management, social awareness and ongoing learn-

ing is delivered by prison officers.

2.2. Emotional Intelligence and Health and Safety

Ifelebuegu, Martins, Theophilus, & Arewa (2019) state that “human error, neg-
ligence, carelessness and levels of intelligence affect the maintenance of stated
standards of occupational health and safety during work routines”. They also
find that varying levels of emotional intelligence among workers are a major
factor in determining workers’ ability to uphold standards. Blondeel (2020)
concurs noting that not recognizing negative emotions, or not knowing how to
react to them, can result in: narrowing thinking; limiting interpretation of
events; cause reactionary behaviour; cause demonstration of disengagement be-
haviours; reduce performance; cause employees to be more easily triggered; and,
have lasting effects.

Pozniak (2017) considers the components of emotional intelligence with re-
spect to their effects on health and safety. She outlines that “self-awareness has
many directions of application such as bringing in subject matter experts on
topics where you may not have expertise to recognizing situations within the
workplace and addressing them with some creativity”. The self-regulation aspect
is key in being able to react to any condition or situation and seeing it as an op-
portunity. Pozniak believes this aspect gives individuals “an openness to change
and the ability to find an approach that will work for everyone”. Pozniak follows
by highlighting that self-regulation “is the cornerstone that builds the perception
that we are trustworthy and act with integrity which are seen as important com-
ponents that allow us to influence others”.

When an individual is emphatic, they see people’s motivators or de-motivators
for safety and see what they recognize as a hazard or how they assess the amount
of risk. The emphatic individual can then look at things from the other’s pers-
pective and see the differences in perception. An individual can then talk “their
language” and influence their view, definitions, motivation and desire and ability
to act. Social skills stemming from emotional intelligence focus on the ability to
find a common ground and build a rapport and using that rapport to move
those needed to in the desired directions through influence and persuasiveness
(Pozniak, 2017). Khandan & Koohpaei (2016) posit that application of training
courses for the development of components of emotional intelligence leads to
the reduction of anxiety and stress and that can help prevent accidents and inju-
ries in the workplaces. Improved emotional intelligence amongst Correctional
Officers may, as such make a positive contribution toward maintaining health

and safety in their work environment.
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In order to contribute to their respective work environments, effective appli-
cation knowledge and skills in a workplace context may require development
through learning which leads to a consideration of how these skills and know-

ledge can be taught.

2.3. Teaching Emotional Intelligence

A controversial aspect of emotional intelligence is whether or not it can be
taught or developed (Stys & Brown. 2004). Mattingly & Kraiger (2018) demon-
strated a moderate positive effect for training on development of emotional in-
telligence, regardless of the design of the training. However, their results suggest
that trainees should acquire more emotional intelligence when they can discuss
the meaning of the construct and how it applies to them, and they will learn less
if they sit and listen.

Vohra (2013) in a search to understand what techniques are used by faculty to
teach a course on emotional intelligence, found a reliance on case studies, role
plays, stories (with a moral), discussions and write-ups related to EI abilities.
Vohra also outlines that there are not many studies available to show which ap-
proach would be the best one in order to teach a course on Emotional Intelli-
gence, and this is currently still the case.

Knowles (1970) suggests that adult learning is very different and distinct from
child and proposed five assumptions in andragogy, the art and science of helping
adults learn. The adult learner is self-directed and not dependent on others for
direction. Vohra (2013) refers to Ozuah (2005), who confirms that “the learner
has a need to know about educational training or development to aid them in
self-directed goals so that optimum learning occurs”. Adults enter the educa-
tional setting with more experience than children, and often incorporate their
life experiences into their learning process. These learnings are shared with other
learners, enabling the learners to learn from each other.

Adult Learning Australia (2020) outlines that Alexander Kapp and Eugen Ro-
senstock-Huessy developed theories around adult education, which were later
popularised by Malcolm Knowles. Mowson (2018) further illuminates that in the
1970’s, Malcolm Knowles coined the term “andragogy” referring to methods and
principles used in adult education. Knowles (1970) used term “andragogy” to
describe the art and science of helping adults to learn. In 1984, Knowles identi-
fied six adult learning principles including: The need to know; Self-concept; Ex-
perience; Readiness to learn; Orientation to learning; and Motivation.

Knowles (1990) outlines that “an andragogical approach is recommended as a
way of enabling more meaningful outcomes for individuals”. Within vocational
education and training, there is evidence of an andragogical approach based on
utilisation of flexible delivery, which supports the notion of learners as individu-
als in a specific or particular context and in the concept that learners are re-
quired to take responsibility for their own learning (Choy & Delahaye, 2002).

The concept of andragogy then can emphasise the value of the process of

learning. Watson (2015) elaborates that “it uses approaches to learning that are
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problem-based and collaborative rather than didactic, and also emphasises more
equality between the teacher and learner”. Trainers, on this basis, facilitate a
learners’ movement toward more self-directed and responsible learning as well
as to foster the learner’s internal motivation to learn and Adult Learning Aus-
tralia (2020) outline that “motivation can be diminished by learning experiences
that do not embrace adult learning principles”.

Applying andragogical principles to technical education elicits any number of
best practices in training provision. These include giving learners the opportu-
nity to use their existing foundation of knowledge and experience gained from
life experience and apply it to their new learning experiences (Watson, 2015).

To allow for a self-directed approach embracing adult learning principles,
Vohra condones a Learning Conference (LC) technique for delivering training
on emotional intelligence. This technique is selected as learners participate in
setting their own learning personal agenda within a broader framework of group
learning goals. This approach as creates a safe learning environment that enables
experimentation and practice of new behaviours in place of older unchallenged
and reactive behaviours. Experimentation and practice are most effective when
they happen in conditions in which the learner feels safe. Further, learners ac-
quire social competence in team work and learners can help each other.

The term Learning Conference in the context of self-directed Learning refers
to the common consultation of all people involved in the learning process,
stressing the seriousness and importance of common consultation for achieving
self-directed learning (Vohra, 2013). The application of the Learning Conference
was described by Kemper/Klein (1998), referred to in Klein, Reutter, Schelepa
and Wenzig (2012), cited in Vohra (2013), and on the basis of four cornerstones:
Individual Reflection; report round; interaction and group reflection; and, feed-
back to the moderator of the Learning Conference.

Vohra outlines that the four cornerstones offer a structured way to reflect on
individual learning as a process and to take over responsibility by active partici-
pation and joint decision. In the individual reflection stage, the learners carry
out self-reflective practices by themselves, with or without a framework provided
by the facilitator. In the report round, the learners come together physically as a
group to share what their experiences and learnings around the focus area have
been. In the subsequent Interaction and group reflection round, the group as a
whole discusses, clarifies, reflects, probes and crystallizes the data generated. In
the last round, feedback to the moderator of the Learning Conference, the group
concludes their discussion and sharing process, followed by a round of summa-
rizing the key learnings of the group, conducted by the moderator. The learners
assume responsibility for the moderation of the process and individual reflection
is facilitated by the pre-work assessment sheets done by the learners.

The training structure presented by Vohra (2013) commences with introduc-
tory sessions aimed at informing learners about the various emotional intelli-
gence models, definitions, latest research findings and the potential of the con-

cept to increase one’s effectiveness. The subsequent sessions introduce the
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Learning Conference technique in a structured way.

Learners are provided with self-report assessment sheets and worksheets to be
completed before each session. Each worksheet deals with a specific emotional
intelligence skill as its focus area and required in depth self-reflection and analy-
sis on the part of the student in a structured way. A Learning Conference mod-
erator is nominated for every LC and is provided with details on how to conduct
a successful Learning Conference. Clear norms of participation, group work,
commitment to pre-work, ownership around class learning are discussed and
laid down.

The importance of creating a supportive group atmosphere is explained to
learners and they are asked to maintain the confidentiality of the personal expe-
riences shared by the learners. Each learner has to compulsorily participate in
the discussions and this is the responsibility of the LC moderator. The class
seating arrangement is a closed circular one, so that each student could see the
others and have an opportunity to speak without any physical barrier between
the student and the class. This also creates the image of a group working and
discussing together.

The session is commenced by the LC moderator, with an introduction to the
emotional intelligence skill in focus and its significance. The LC moderator then
invites the group to volunteer and talk about their scores. Each section of the as-
sessment sheet and the self-reflective worksheet is discussed by the entire group.
The process relies on personal contribution and mindful listening. At the end of
a discussion on every section of the worksheets, the moderator would summarise
the key discussion points for the group. This is followed by inviting group
members to speak on the exercise conducted and give feedback. The learners
would be urged to implement learnings derived in the session and share feed-
back with the group in subsequent sessions.

Cherniss, Goleman, Emmerling, Cowan, & Adler (1998) outline a process
from planning to implementation for delivery of a training program in emotion-
al intelligence. They present a flow chart suggests that there are four basic phases
to the training process: Preparation for Change; Training; Transfer and Main-
tenance; and, Evaluating Change. Each of these phases is broken down into fur-
ther sub-processes reflective of best practice in training and assessment.

Within the first phase, processes for preparation for change include an as-
sessment of the organisation’s needs on the basis that there are challenges that
must be addressed related to both social and emotional training. Firstly, there
will be those individuals who will be “skeptical about the link between emotional
intelligence and the bottom line” (Cherniss et al., 1998). Secondly, to identify all
of the particular competencies that are important for success. These should be
addressed prior to commencing the training. The first phase also includes
processes to assess personal strengths and limits, developing systems to provide
feedback to participants, maximise learner choice and encouraging participation.
During this initial stage the training should be linked to the learner’s personal

and learning goals. Expectations of learners are also ascertained at this point.
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During the second phase, Cherniss et al. (1998) outline that “in social and
emotional learning, motivation continues to be an important issue during the
training phase”. They claim “the amount of time, effort, and potential threats to
one’s self-esteem that occur during social and emotional learning suggest that
trainers continue to monitor the individual’s motivation and intervene to bolster
it”. The training phase includes fostering a positive relationship between the
trainer and learner, maximising self-directed change, setting clear goals, break-
ing goals into manageable steps, maximising opportunities to practice, and pro-
viding frequent feedback on practice. They outline that the training should be
reliant on experimental methods such as role plays, group discussions, and si-
mulations, that usually work better than lecturing or assigned reading for social
and emotional learning. They do note, however, “even though experiential in-
terventions seem to be especially productive for social and emotional learning,
insight also can play a useful role. Insight serves as a natural link between situa-
tions, thoughts and feelings and enhances self-awareness, the cornerstone of
emotional intelligence”.

The third phase, transfer and maintenance of learned skills, identifies that
“when learners return to their natural environments, there are likely to be many
cues and reinforcers that support the old neural pathways that training was de-
signed to weaken” (Cherniss et al., 1998). Cherniss et al. (1998) also acknowl-
edge that “there may also be significant barriers to the use of some of the new
social and emotional competencies that still have a fragile neural foundation”. In
order to reinforce the program, use of the newly acquired skills on the job must
be encouraged. An organisational culture that supports learning is also essential
for the reinforcement to take place. Cherniss et al. (1998) recognise that “the
climate of the work environment is particularly important for transfer of social
and emotional learning to the job”.

The final phase requires evaluating change, usually through a process of con-
ducting on-going evaluation and research. Through such evaluation, poor pro-
grams are improved and effective ones can be retained. Further, evaluation can

be used to improve the training that is offered.

2.4. Specifying Emotional Intelligence Competence

In Australia, there is not a specific unit of competency related to emotional intel-
ligence in corrections, limiting the opportunity for the currently popular mi-
cro-credentialing. At the time of writing, only one related unit is listed within
the national register for training in Australia, being a Business Services Training
Package (BSB) unit, BSBLDR511 Develop and use emotional intelligence. The
BSB unit focuses on development of emotional intelligence in a workplace with
regard to working with colleagues, team members and supervisors. As much as
the unit covers development and use of emotional intelligence to increase
self-awareness, self-management, social awareness and relationship manage-
ment, it does not provide sufficient depth or context for implementation as a

competency standard for a corrections worker.
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Correctional Officers are required to manage large groups of people with
complex needs. There are no specifically related units within the CSC Correc-
tional Services Training Package. The Corrections industry employs over 33,000
people across prisons, juvenile and immigration detention, parole services, cor-
rectional administration and management (Australian Industry Standards,
2019). The CSC Correctional Services Training Package defines competency
standards for the industry.

Given that there are no specifically defined units of competency to cover the
development of emotional intelligence in corrections workers, training is more
likely to be delivered internally, or a workplace-based training programs until
such time that suitable units are developed. Irrespective of delivery approach and
methods, training should cover, at the least, the following performance criteria:

* Define and identify the benefits of Emotional Intelligence

* Define and practice self-management, self-awareness, self-regulation,
self-motivation and empathy

* Identify and use evaluation criteria to determine own emotional strengths
and weaknesses

* Identify personal stressors and own emotional states related to custodial set-
tings

* Analyse and document potential emotional triggers in corrections work en-
vironments which may require determine appropriate emotional responses

* Evaluate the impact of own behaviours that demonstrate management of
emotions

¢ Use self-reflection and feedback from others to improve development of own
emotional intelligence

* Respond to the emotional states of offenders and assess emotional cues

* Identify and respond to offender trauma responses

* Develop a plan for identifying and responding appropriately to a range of
cultural expressions of emotions

* Apply techniques to demonstrate flexibility and adaptability in dealing with
offenders

* Demonstrate consideration of the emotions of offenders and colleagues when
making decisions

* Create opportunities for others to express their thoughts and feelings in a
non-threatening manner

* Assist offenders to understand the effect of their behaviour and emotions on
others in the custodial setting

* Develop and implement plans to encourage the self-management of emo-
tions in offenders and colleagues

* Develop and implement plans to encourage others to develop their own
emotional intelligence, to build productive relationships, and maximise
workplace outcomes

* Relate emotional intelligence to personal and professional leadership

* Encourage a positive, inclusive emotional climate in the custodial setting
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3. Findings

Learners should be able to demonstrate competence against a set of defined cri-
teria at the completion of their training program. As outlined by Zeidner, Mat-
thews, & Roberts (2004) “emotional intelligence measures should be used in oc-
cupational contexts only if the instruments are specifically developed, normed,
and validated to that end, and demonstrate adequate occupational relevance”.
Competency specifications within a national framework and specific to relevant
industries, such as corrections, need to be developed and implemented such that
the skills and knowledge can be effectively implemented. A range of training
methods, such as Learning Conferences, can then be applied. Once these know-
ledge and skills are developed, emotional intelligence in a workplace context can

make a positive contribution to a health and safety culture.

4. Conclusion

As identified by Australian Industry Standards (2019), the Corrections work-
force needs to rely on individual cognitive skills and emotional intelligence to
build rapport and sympathy with offenders in order to communicate effectively
and resolve or de-escalate conflicts. Training programs in emotional intelligence
are fundamental to facilitate Corrective Officers in undertaking their roles effec-
tively as the corrections industry moves from an institutional to rehabilitative
model. In order for the training programs to be effective, they should address a
range of key competencies and should be delivered in a manner embracing adult

learning principles.
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