




Executive summary 
JAG provides out of school care for children across the UK and with such a sensitive and important service it is crucial that EI staff behaviours are a priority of the business. The challenges facing JAG in the post-pandemic environment are multiplied because both children and parents have the trauma of two years in a lockdown situation. Employees are challenged daily to handle children in groups but must also show constant care and be role models. Parents are stressed with the cost of living crisis. Building staff EI through training, continual two-way feedback and non-judging communication from managers, as well as benefit plans that give employees the opportunity to work on their own EI skills, are some recommendations to building an emotionally intelligent workforce at JAG. 
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A. Introduction  Junior Adventure Groups (JAG)
Emotional Intelligence (EI) is one of the most desired skills from a variety of aspects in human’ life, from love and romance in personal life, to business and management in professional life. The key element to EI is self-knowledge, one of the biggest challenges people facing across the globe since the beginnings of civilisation. The awareness of emotions – feelings – and their effect on behaviour and reactions the one is starting point for emotional self-control and self-management. 
Emotional intelligence according to Daniel Goleman, widely considered as the father of the concept in modern organisational psychology, is defined as a key skillset composed of “being able to motivate oneself and persist in the face of frustrations; to control impulse and delay gratification; to regulate one’s moods and keep distress from swamping the ability to think; to empathise and to hope’’ (Goleman, 1996, p.34).
The Greek philosopher Socrates quoted the famous injunction ΓΝΩΘΙ’ ΣAYTON meaning “Know Thyself’’. Ken Best, author and editor of the University of Kentucky online magazine, links this injunction with Freud’s idea that civilization is constantly invented differently in different societies: 
“It’s for various reasons, cultural, political, economic, and ideological that the norm of self-knowledge has come and gone with the tides through Western history. Even if we had been constantly instructed to achieve self-knowledge for the 2,300 years since the time Socrates spoke, just as Sigmund Freud said about civilization – that civilization is constantly being created anew and everyone being born has to work their way up to being civilized being – so, too, the project of achieving self-knowledge is a project for every single new member of our species’’ (Best, 2018).
[bookmark: _Hlk155250262]In this light, every organisation and therefore every company, has its own culture and its own settings for developing and using EI to achieve a smother, more effective and efficient community, leading to productivity and achievement of its missions. This paper focuses on Junior Adventure Groups (JAG) and is based on my readings and my own experiences as an employee in the company.
JAG is one of the leading brands for outside school hours child care in the UK, catering to children from 4 to 12 years old. In partnership with school communities, it provides both before and after school care, PE lessons, lunchtime supervision and holiday programmes to more than 50K families in the UK. JAG arrived from Australia in 2019 and continues to expand in the UK with great success. More than 5K-strong dedicated team members work to support children in their daily activities aiming to help them explore their creativity and curiosity in a safe and stimulating environment.
In this report we will apply concepts from the key models of EI on the analysis of JAG and evaluate how the development of EI competences will address specific problems it faces in the post-pandemic environment. Looking at both the company mission and the individual employees who work in JAG we will provide recommendations with a scope to support employees’ efficiency and well-being, as well as to develop a strategy to improve collaboration and connection by implement EQ behaviours. 


B. [bookmark: _Toc155339774]Key models of EI underpinning this report
1. [bookmark: _Toc155339775]Gardner’s personal intelligence model.
Howard Gardner, a psychologist in Harvard school of education, challenged the old way of thinking about emotional intelligence during World War I. His view proposed that is not only one intelligence scale that predicts the individual’s success in life, but there are two scales for personal intelligence: one for interpersonal and one for intrapersonal skills as he called them. The work of this early author inspired Goleman’s model which is central to this analysis so it is presented here as an introduction.
Interpersonal intelligence involves understanding and cooperating with others, while intrapersonal Intelligence pertains to self-awareness and effective self-management (Goleman 1996, p.37-39). Gardner’s personal intelligence model groups these abilities to five domains:
· Knowing one’s emotions or Self-Awareness. People who are capable to recognise and monitor their feelings and emotions in the moment, can make better decisions, and successfully drive their lives.
· Managing Emotions. An ability to handle stressful situations and setbacks in life can help people overcome difficulties quicker.
· Motivating oneself. People who can ‘’go with the flow’’ and control their own emotions, appearing more motivative, creative and proactive in the workplace.
· Recognising emotions in others. People who can show empathy and compassion to others are more likely to understand others needs and bring great results to the organisation as managers. 
· Handling relationships. A key element for someone who wants to succeed in life, in both, personal and professional. Usually these are people who can understand and manage others’ emotions, they are popular and very social. 
2. [bookmark: _Toc155339776]Bar-On model of Emotional – Social Intelligence (ESI)
The Emotional – Social Intelligence (ESI) model proposed by Bar-On (2006) describes the Emotional Quotient Inventory (EQ-i) which is a test of understanding emotions and social behaviour. The model has been studied in many languages and countries and the impact of age, gender and ethnicity on the model has been widely discussed. It is fascinating to understand how the model works and how well it predicts behaviour. Finally, this model’s limitations and ideas could be a piece of inspiration for creating a new model in the future.
“According to this model, emotional-social intelligence is a cross-section of interrelated emotional and social competencies, skills and facilitators that determine how effectively we understand and express ourselves, understand others and relate with them, and cope with daily demands.” (Bar-On, 2006; p. 14)
In simple terms, the model is based on the idea that emotional and social intelligence involves understanding and expressing oneself, relating well with others, and handling daily challenges. EI starts with being aware of our own strengths and weaknesses and expressing our thoughts and feelings in a healthy way. It also involves being mindful of others’ emotions and building positive relationships. EI helps to dealing with change and managing our emotions in a way that helps us, while staying optimistic and motivating. This model is presented here because it will be important in our analysis to include a measure of employees EQi in order to help them understand their strengths and weaknesses.
3. [bookmark: _Toc155339777]Goleman’s Emotional Intelligence Model 
Renowned psychologist and author Daniel Goleman was inspired by the work of Salovey and Mayer on EI in the 1990s who emphasised the understanding and management of emotions. Goleman conducted additional research and published Emotional Intelligence in 1995, a landmark book that popularised the central role of EI in the workplace. The book reported research that links EI to job performance, as well as well-being, problem-focused coping and happiness in the workplace. 
Goleman explained why EI is more important than IQ in predicting success in the professional life. This idea has been greatly influential and EI has been linked with success in various domains including academic performance at the university (Arar & Oneren 2021).He distinguishes feelings (conscious expressions) and emotions (unconscious expressions) and encourages people to pay attention to their feelings in the moment, using mindful techniques to help them monitor and develop self-awareness without judgment (Emotional Intelligence, 2023). 
Goleman’s model of EI comprises four main constructs: self-awareness, self-management, social awareness, and relationship management (see image).
[image: ]This Photo by Unknown Author is licensed under CC BY-NC-ND

Self-awareness involves identifying and recognising one’s emotions to guide decisions, while self-management involves controlling emotions and adopting to change. Social awareness encompasses understanding and responding to other’s emotions and social networks, while relationship management focuses on influencing, coaching, mentoring, and resolving conflicts. 
Self-awareness and self-management are considering intrapersonal dimensions, dealing with personal emotions and their effectiveness in predicting leadership effectiveness (Sampon & Fianko, 2021, p.39). The model highlights the importance of empathy – the capacity to recognise how others feel – and the ability to observe and read nonverbal expressions to others which are at the basis of social awareness, social management, and the development of strong leadership skills.
Research shows that people with EI have high self-esteem, they are optimistic, they set goals and they follow their dreams. Their ability to get into the flow while they experience a challenging situation prevents them from the feeling of anxiety and sadness. The feeling of hope that things will turn out in a right way in life whatever is happening leads to better choices and productivity. Managers and leaders with emotional intelligence can handle emotions in others and thrive in intimate relationships (Goleman, 1995).

C. [bookmark: _Toc155339778]Importance of developing EQ behaviours in JAG
The challenges faced by organisations like JAG in sustaining worker performance include employee turnover, absenteeism, or social loafing, poor performance with the children, poor communication with colleagues and poor management of parents. These issues are strongly influenced by factors such as the impact of managers on work satisfaction and commitment in the workplace. “Therefore, managers and leaders should better understand the impact of Emotional Intelligence in the workplace” (Webb, 2014).
In JAG, working with children and also parents, puts a different kind of pressure on the individual employee. Children do not always understand social behaviour norms and this job requires a lot of patience, leadership skills and self-regulation. These children of 4-12 years old have grown up for many months in a lockdown situation and their social skills may be less developed than previous generations. They may have more difficulties to collaboration with other children or to obey the team leader. Children pose a very big challenge because they usually have very little self-regulation of their emotions and this can be sometimes overwhelming for employees, especially if they are not specifically trained in dealing with emotions.
What is also crucial for the job of child carer is that the carer must be a role model for the children and give them an example of EI behaviours, teaching them how to recognize and regulate their emotions when they are afraid, jealous, shy, or having tantrum. Carers must also guide the children to play together, communicate with kindness to other children and they must do this with warmth, positivity and care using a language that the children can understand. Although this job is very rewarding it can also be exhausting and frustrating. 
In the same way, especially in the post-Covid 19 situation parents are very stressed, they have high expectations about the childcare and can create trying situations for the employees. Dealing with parents’ enquiries and demands, or even criticism and complaints requires great self-control, excellent communication skills and social awareness skills on the part of the employees. The situation is even more difficult because of the cost of living crisis, which creates stress for both the employees and the parents, adding to the pressure.
The employees at JAG are qualified profiles however they are not obligatory holding a degree in dealing with children or with customers. These pressures are a continuing part of the job and there is a great risk of put them in a situation of burn out. Burnout is chronic workplace condition which is not successfully managed leading to a psychological breakdown of the individual. The World Health Organisation (WHO) included burnout in the 11th Revision of the International Classification of the Diseases (ICD-11) as an occupational phenomenon and not as medical condition. One of the factors which increased is the feeling of negativism related to one’s job (WHO, 2023).
Post-pandemic employees have changed their motivation about work. The crisis put everyone in a situation to re-evaluate their dreams and what they want from their lives. So today the employee wants to have a balance between personal life and professional life, to have a flexible job that leaves personal time for self-care, contact with nature, healthy living, physical activities. The focus on the self-knowledge and understanding is central to developing EI skills. Empathy is also a master tool for business management, sustainability, effective communication, and productivity post-Covid-19. 
The physical and spiritual well-being of employees is today at the centre of business success. Research has shown that professional child carers have high EI (Singh & Koradia, 2018), however, like all companies JAG must have a strategy to develop employees’ EQ behaviours which will be directly linked to better performance and customer satisfaction at JAG.

D. [bookmark: _Toc155339779]Critical evaluation of EI model application to JAG
According to Dr Dalip Singh, an Indian psychologist and an expert in IE, there are three dimensions people need to develop in IE: emotional sensitivity, emotional maturity, and emotional competency. On the one hand, our capacity to learn emotional skills is decisive for our overall EI and on the other, our emotional competence determines our job performance and capabilities (Dalip, p.74).
The ability to learn new skills, to develop emotional awareness and cope with changes is a master key to survive and thrive in a company such as JAG. In order to achieve a mission such as caring for children it is important that staff are given the opportunity to develop their emotional regulation and social awareness. Such training would make staff understand the situations that trigger certain emotions. Using tools such as writing a journal about the experience, and using strategies to analyse them, such as Cognitive Reappraisal can help managing them in a healthier way. Writing a journal can help become more aware of the elements that trigger you, and then reflect on how you can reinterpret the meaning of that situation in order to change the emotional response to it.
A comprehensive and continuous development of EQ skills in both the employees and the managers at JAG would take into account each the elements of Coleman’s model with the following aims
1. To develop greater self-awareness: learn to identify and understand their own emotions, which can impact how they perceive a situation and the meaning of their own behaviours in daily situations at work and build self-confidence at work, which is absolutely necessary in order to deal with children and their parents.
2. To improve self-regulation: learn to manage strong emotions and behaviour, especially in challenging situations with the children or the parents. Self-regulation of negative feelings can impact one’s own self-esteem, their effective communication with their colleagues and clients, conflict management and resolution with all stakeholders.
3. To enhance social awareness: understand the emotions, perspectives, and needs of other people and practice empathy. Social awareness can help build more inclusive and supportive teams of colleagues who are dealing with the same children. It also helps to make better decisions that take into account the needs and perspectives of all stakeholders, children, teachers, parents and communities.
4. To strengthen relationship management, learn to communicate more effectively with the children and the parents, build trust with the children and resolve conflicts with the other team members and the managers, in a way to support team cohesion and productivity.
This kind of training would also have an impact on the employees and the management in two more important aspects that can lead to greater engagement with their mission as children carers, higher motivation to invest themselves in JAG and job satisfaction of the employees.
1. Building leadership skills, employees would explore habits that support effective leadership with children, such as regular self-reflection, but also with parents and colleagues, such as active listening and empathetic communication.
2. The company and the employees would build a positive team culture and learn to cultivate teams that put EI behaviours at the top of their list of values and foster inclusivity and open communication. 
Finally, EI is directly related to resilience, the ability to engage with challenges, sustain performance, rebound quickly from adversity, and learn and grow from our experiences. When employees develop their EQ, they can cope with stressful conditions, maintain a positive outlook and are less likely to burn out. Working with small children is an especially challenging job 
E. [bookmark: _Toc155339780]Recommendations for an EI strategic plan at JAG
Given the challenges that JAG faces in the financial situation and also the complex and sensitive nature of the company’s mission, to care for children, it is important that developing all employees’ EI becomes at the centre of the company’s HR strategy. An action plan is required to make sure that JAG takes the initiative to implement company processes and systems to ensure that EQ behaviours are at the centre of the valuable service that is offered to parents. 
At the same time, the company must encourage and facilitate individual employees to look for ways that can enhance their own IE outside of their job hours. Building a positive culture in the company means that the employees are asked to participate in building their own EI skills and keeping an optimistic and positive approach in their interactions not only with the children and the parents but also with each other 
This double goal, company level and individual level, can be achieved through the actions of the Human Resources Department. Here are some recommendations about how to do this.
1. Put EI behaviours at the centre of the company’s code of conduct 
It is important that the company have a code of conduct setting out the clear expectation for how all employees should behave not only to the client but also to each other. This code states the skills that the employees must apply when they are performing their job. Behaviours that are linked to EI in the code of conduct can be showing respect for the dignity of each other and for the service that they each one is giving, showing a positive attitude toward the job and the company, showing empathy, support and understanding in dealing with mistakes or crisis, actively listening to each other’s problems, all always looking out for each other at work with both children and parents.
2. Develop training programmes for all employees 
The most important element in the company process is to develop a training programme for the employees of all rank, and this is currently lacking at JAG. Training seminars must be organized during the year for employees about any of the four skills in Goleman’s model. One introduction training seminar must take place at the onboarding phase of each employee, before they come into contact with the children or the clients. In this seminar, the employee must learn the main concepts about EI and try some basic and advanced practices to build EI skills alone and in groups. 
Also, this is the moment when each employee must take an EQ I test such as described in the Bar-on model. This can help employees to understand their strengths and work to develop their weaknesses in action. But training must continue throughout the career of the employee and it must also include the managers. One annual team-building event must be scheduled to remind the employees of the importance of developing their social awareness and collaboration skills with others. Team building events can help build the positive mood and enhance everyone’s’ commitment to the company.
3. Introduce EI behaviours in performance evaluation
The second important element in the company is to include EQ behaviours in the assessment of the employee’s performance. It is not enough to train employees and managers, it is important to have some measures to monitor progress. It is crucial to provide feedback specifically about EI skills and how employees apply them in the work with specific examples of how employees can regulate their reactions better and deal with children and parents with confidence and awareness. 
This can be done by using questions about how the employees handle their job pressures, what action do they take to enhance their resilience and protect their well-being. Are they observing themselves make progress in dealing with emotions of their themselves and of their colleagues? 
Also, during this interview the HR must discuss collaboration skills. Have they been able in the past year to communicate and collaborate with their colleagues in alignment with the company goals? It is important to provide feedback that is not judging, but guide the employee to find better solutions to their social awareness and self-regulation skills. This is also an opportunity to ask the employee to get some more training or coaching if necessary.
4. Reinforce employees’ EI with benefits plan
The HR can also include the development of fours aspects of EI via the benefits that they can offer to the employees. This can be a great opportunity to give incentives for employees to join clubs at a reduced price, where they can learn and practice yoga, mindfulness, and learn and use new tools that can strengthen their self-knowledge. Another idea is to have a company coach in the HR who employees can go to if they are having problems, or a psychological aid if they are having difficulties coping with the job pressure, such as an anonymous hotline.
The HR can also create moments of well-being and self-development for the employees with an annual trip negotiated for a reduced price, or cultural activities for individuals or groups, such a learning a new craft, visiting a heritage location or a museum. This kind of learning activities boost employees’ self-confidence as well as a sense of community in the company that is the basis for better collaboration in a positive company culture.
5. Focus on the managers’ EI behaviours
Beyond HR strategy, it is essential is that the managers of the company apply the principles of EI first and show exemplary leadership. The behaviour and attitude of the managers is key to the development of the employees (Webb, 2014). Managers are responsible to create a positive culture based on respect of the employees so that they can build trust. In a respectful and trusting relationship with their manager, employees can grow without being afraid, even if they make a mistake the manager would give feedback that is constructive and not judging. 
Open communication about problems can prevent problems and bring solutions to the company. Two-way communication such as 360° feedback, is very effective but it must always respect the dignity of both the manager and the employee. In all communications, the well-being on the employee and the manager must be at the centre of the discussion, not only how they feel, but how they can manage these emotions in a productive way. Enhancing the employees’ EI skills by making them responsible of their own performance and their own reactions to both children and parents’ needs will boost client satisfaction and make JAG a great place to work.
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