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Change in any area of our life is the scariest thing
of all for anyone, unless we are well-prepared for it.

Have you ever bad the experience
of doing something a certain way,
time afgter time again? Maybe it
was at work, or on the sports field.
Perbaps it was a certain way you
swung your golf club, or squash
racquet?

Maybe you were taught a particular

hand grip, an exact way to stand, how

to sight the ball, how to turn your wrist for a particular shot,
how to move your elbow back or forward etcetera?

And over time, that action became part of you... Until one
day, someone came along and in their wisdom said, “You’ll
get a better result if you do this...” What? Come again?
What do you mean I'll get a better resultif I do ... what?” It’s
as though the brain scrambles and we cannot take those
words on board and get our body to follow through. In
essence, we are in shock.

It’s as though the brain and the body cannot compute the
outcome of a different behaviour, because the old behaviour
is so firmly entrenched in our mind and body.

This is the challenge of change. To move past that shock
and accept that there may be a different way of doing things.
Or of saying things, of experiencing things.

Learning has different stages, from one through to four,
when we reach a level of automatic accomplishment. When
you are learning and going from being an absolute novice to
an expert, you know and understand you’ll make changes
along the way. I like to think of these stages of learning as
being equivalent to the stages of change.

STAGE 1. UNCONSCIOUS INCOMPETENCE

"Take for example, learning how to manage a team. You’ve
just been appointed as the manager or supervisor of your
department and you have a team of six people who will report
to you. You’ve never managed a team before, but it can’t be
that hard, can it?

Your six people have different roles, are different ages,
there is a mix of male and female, different cultures, different
ways of approaching tasks, different learning styles, different
levels of experience, and of course, there are different
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personalities. But all you have to do is communicate what
you want and you’ll be right, won’t you?

Ha ha ha! Experienced managers reading this will now be
laughing their head off because they know that you have just
entered the most incredibly difficult challenge of your life.
This challenge is up there with marriage and in-laws.

ENTER STAGE 1: UNCONSCIOUS
INCOMPETENCE

You think you know how to deal with or manage people,
and yet, you don’t know what it is you don’t know. Because
you are unaware of all the hidden traps that occur in
communication from your new perspective as “the manager”,
you don’t yet know just how incompetent you can and
probably will be.

"This could be a scary thought for some new managers, as
they worry about how to speak to a team member and not be
seen as the ogre or the witch.

Or, don’t care.

Or, think it’s easy to get new staff...

Or, forget to calculate the cost of high staff turnover.

Or, don’t have time to monitor, support or train people or
can’t see the point of it.

Or, why isn’t everyone like me, there’s no need to get all
emotional?

Change in any area of our life is the scariest thing of all for
anyone, unless we are well-prepared for it. Read that
sentence again, because it’s one of the most important
statements you will read or see or hear. For many people,
change is very scary. You can no longer run on automatic.

Even when you are mentally prepared for it, you’re not
really prepared for the emotion of it. Remember how the
brain and body kind of went into shock when a change was
required? Change may take some getting used to because it
occurs on at least two levels inside of us.

There’s your Conscious mind and there’s your
Subconscious mind. Or think of it as the intellect (which says
what’s the problem?) and the emotions (who cries, screams,
gets fearful or excited, goes quiet or silently withdraws).

If you have ever asked someone who is good at something
to break it down into small and easy to digest steps so that
you can copy them, you might see their eyes glaze over as
they try and work out how to do that. Ask an experienced
dancer who isn’t a teacher how they just did something and
they will have a hard time explaining it because the body has

taken over all the little steps and now does things
automatically.

This is because they have long passed the first stage of
unconscious incompetence and have become habituated to
the level they are now operating at.

"To get through Stage 1 Unconscious Incompetence, give
yourself reassurance that you are learning and mistakes are
okay because you can learn from them. After all, you would
never have learnt to walk without making many mistakes. Ask
forgiveness of yourself and forgive others when you/they don’t
know what to do or how to do it and it is not coming easily.

Laugh about it, because laughter releases endorphins, the
happy hormones and this aids learning, and reduces stress.
The less stress there is, the easier it is to think clearly, the
easier it is to speak, to be smooth in action, and the easier it
is to succeed and so on.

I bought a baby laptop many years ago, took it home,
unzipped the bag, opened the lid, and spent the next hour
trying to find the “on” button. I was embarrassed, frustrated,
annoyed, ticked off with the manual because the diagram did
not include the PSH (push here stupid) on/off button. I think
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I finally rang the store and had to ask.

1 did not know what I didn’t know until it rudely presented
itself. There are many situations where this will occur, from
human relationships to technology. And humans are by far
the hardest to figure out. And funnily enough, I have never
seen someone hand me a manual on how to run humans
effectively and productively. (Perhaps I should qualify that,
you can learn a lot about the individual if they do a DiSC
Behavioural Profile, which will go a long way towards this.)

In the meantime, help yourself with deep breathing,
laughter (at yourself and with others), patience, and kindness.
Especially, you can help others who are new to something,
with the very same attitude. Hopefully, the situation is not
going to cause the end of the world if a mistake is made, so
let it go. You will eventually move out of this stage of not
knowing what you don’t know and on to the next one.

In the next article, you can read about the next stage and
what goes on in your mind, at the point of Conscious
Incompetence.

More information request Change1
to progbus@pbinstitute.net

Three Levels of Energy
Conservation Audit Training

OFFERED IN PARTNERSHIP WITH WATT UTILITIES

The course has been tailor-made to train non-technical or semi-
technical energy managers in the high profile field of Energy
Conservation Auditing. Upon completion of this course

participants will have a basic knowledge of energy conservation
auditing techniques and the skills necessary to conduct an
energy conservation audit using an effective framework.

Once you have learnt and can undertake an energy

conservation audit you can, with additional training, progress to
carrying out a carbon audit and develop the carbon footprint for
your organisation.

Available in all States

More information at www.aoq.org.au/EnergyTrain.htm
or call 07 3816 2255
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KEYNOTE ADDRESS Joseph A DeFeo, President, Juran-Institute

THEME Yesterday, Today, Tomorrow — 300 Years of Quality

HOSTED BY Progressing Business Institute, AOQ-QLD™ and UQ Business School Downtown
TIME 17 June 2009

LOCATION UQ Business School Downtown, Brisbane, Australia

MORE INFORMATION www.aoq.org.au/PBCon2009.htm
Telephone: +61 7 3816 2255 Email: info@aog.org.au
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Qfo' Sci-Qual International’s Certified Environment, Quality and

Workplace Health and Safety System helps enterprises
demonstrate their credentials through independent
assessment of management practices to the approved
standards.

Our Certification gives you a third party assessment and
certification of business management systems aimed at
controlling environmental and workplace health and safety
practices and risks for improving business risk management.
We will be able to provide you with the assurance that your
clients will have complete faith in your business practices and
products.

Having our certification provides you with the opportunity to
stay ahead of the trends in regulatory, community and trade
requirements and not forgetting your competition.

Benefits of being Certified with Sci-Qual International:

e Enhancing your corporate image.

¢ Paper trail to support your practices.

e Competitive edge in your trade.

e Early and improved identification and management of
business risks.

* Increased bottom line profits due to smooth systems.

e Stakeholder satisfaction enhancements.

¢ Experienced auditors to give you a confident finished result.

Other systems reviewed:
SQF 1000 and SQF 2000.
Food Safety HACCP.
NHVAS Mass and Maintenance Auditing.
TruckSafe Auditing:

“We have that friendly approach to your certification.”

TynO®

PO Box 70 Morayfield Queensland 4506

Suite 32 22 King Street Caboolture Qld 4510
ACN 056 777 176
ABN 87 056 777 176

FREECALL 1800 998 999

Telephone +61 7 5499 3377
Facsimile +61 7 5499 2332
Email scibris@caboolture.net.au

Web www.sci-qual.com.au
JASANZ REGISTRATION
Quality No. S1210792AB

Environment No. E2060699AB
OH&S No. ©2020400AB




Three Levels of Energy
Conservation Audit Training

OFFERED IN PARTNERSHIP WITH WATT UTILITIES

The course has been tailor-made to train non-technical or semi-
technical energy managers in the high profile field of Energy
Conservation Auditing. Upon completion of this course
participants will have a basic knowledge of energy conservation
auditing techniques and the skills necessary to conduct an
energy conservation audit using an effective framework.

Once you have learnt and can undertake an energy
conservation audit you can, with additional training, progress to
carrying out a carbon audit and develop the carbon footprint for

your organisation. :”]Ylﬁm

Available in all States - ]

More information at www.aoq.org.au/EnergyTrain.htm - !
or call 07 3816 2255



TACTICS

TACTICS is part of the TP3 Group, an organisation which provides a wide We recognise that an organisation’'s standard of performance is directly
range of consulting and learning solutions to Australian corporate and linked to the usability, availability, completeness, accuracy and timeliness of
Government organisations through its brands, TACTICS and Pollak Learning its information and the skills of its people. Over the past 20 years, we have
Alliance (PLA). worked with large public and private sector organisations to manage corpo-

rate information effectively and to develop effective performance solutions.
On the basis of our experience and success, TACTICS has been certified as a
Caommonwealth Government Endorsed Supplier. TACTICS is also accredited
to a number of panels and preferred supplier arrangements for a range of
clients including:

*  Queensland Government IT Contracting Panel for Learning Consultants
oy . AAMI since 1997
2 . AMP Elearning Panel since 2003
e b
wskicdy . ANZsince 1991
. BlueScope Steel for Business Writing Skills
. Department of Infrastructure, under a Strategic Advisory Services
Panel since 1998
e NAB
e RTA
. Telstra, since 1994
About TACTICS TACTICS has undertaken many online learning design and development
TACTICS is the consulting brand of TP3 Group. TACTICS designs and projects across a wide range of organisations and a breadth of content

develops information and learning solutions designed to enable and support areas/topics.

the performance of people. The solutions include:
TACTICS and Information Mapping™

TACTICS delivers the Information Mapping™ methodology through our
TACTICAL Writing workshops. These workshops equip participants with the
essential skills to write clear, concise content so that readers can easily find,
and use, the information they need. The TACTICAL Writing Workshap struc-
ture means that TACTICS can build a “workshop package” that meets the
exact needs of your arganisation. Over 30,000 people have undertaken our

documentation and reference materials
performance support

custam-built training and blended learning
web design and usability, and

Information Mapping® services.

- . X - workshops since we introduced them in 1991.
e 9 o) . . P
oy 4 . *i ' .
= iL.au‘ For more information please refer to our website www.tacticsconsulting.com.au or

“ * ) \ Cafiact TACTICS Consulting
Lo’ - Arthur Richardson
; : Ph: 0404 815830
TACTICS is an Australasian people performance company. Email- arthur.richardsonf@tacticsconsulting.com.au

noers of ADQ are entitled to a 10% discount on any workshops they atten




Do you think you could get more
for your auditing $$$'s ?

Is your audit program delivering
all it should?

Do you and your workforce understand the
benefits of management, quality, safety or
environmental system?

Let us help.... The Auditor Training Centre have fully accredited auditor
courses which teach how to get the most from your systems and audit
activities, ultimately providing you with the skills required to profit from the
audit process.

Courses include:

¢ Understanding ISO 9001 Quality Management Systems -
1 day workshop

¢ Understanding ISO 14001 Environmental Management Systems -
1 day workshop

® Becoming a Skilled Auditor (internal and external) -
2 day workshop

e Quality Management Systems Auditing -
2 day workshop

e Environmental Management Systems Auditing
2 day workshop

The Auditor Training Centre also provides tailored in-house training.

For more information visit the website www.auditortrainingcentre.com send an
email to admin@auditortrainingcentre.com or call Carrie on 0416 123 451.

We are a certified RABQSA training organisation which guarantees a high standard of course
content and delivery.




BRISBANE’S LEADING PROVIDER OF OUTSOURCED TRAINING FACILITIES

www.cliftons.com

Conference/Seminar Facilitie

4 Video Conferencing Facilities

Facility Management

STOP PRESS: CLIFTONS BRISBANE HAS EXPANDED!

® @
: oom ta learn
¢ 10 fully equipped training / conference rooms r r
e All rooms with natural lighting ' I O n S
e Breath taking views of Brisbane city, river and lush
hinterland areas CONTACT CLIFTONS TODAY, ARRANGE A SITE INSPECTION AND

SEE HOW CLIFTONS CAN ASSIST YOUR ORGANISATION.

“Cliftons are always willing, friendly, extremely helpful and very customer focused. Nothing is too much trouble... T: 1800 629 088
Cliftons provide a great environment to enable learning.”
VICKI THOMPSON, LEARNING SERVICES MANAGER, LEARNING @ BORAL enquiries@cliftons.com | www.cliftons.com

BRISBANE SYDNEY CANBERRA | MELBOURNE | ADELAIDE | PERTH | NEW ZEALAND | HONG KONG | SINGAPORE



When cost reduction

and the Environment

matter lo your
busivess”

oss on the correct tariffe

on the correct network
es if under contracte

ould you like to know if your buildin
/ or development can sell bulk electricity ang
{ the peace of mind that you are not breaching
 the Electricity Act?

 Take the guess work out of your decision and
~contact us.

* New market contracts

¢ Tariff Review (are you paying too much?@)
* Contestability Analysis

(are you eligible for a market contract?)
Strata Contestability Analysis

(is your site eligible to On-Supply
Electricity?)

Electricity Billing Services

Future Costing and Load Profiling
for Developers

¢ Contract Renewals

* Energy Conservation Audit Courses
in conjunction with AOQ-QLD™

¢ Communications Audits

1300 734 088

PREFERRED MM
iG] info @ wattutilities.com.au
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Sharing knowledge, experience and promoting best practice in business continuity and disaster recovery planning

We are an active network of organisations that
share an interest in seeing that their business Member benefits:
continuity and disaster recovery plans are

resilient and continually reviewed. «Member and specialist meetings in Australia and New Zealand

Our goals: *Conferences and Training

*Provide a forum for discussion on business -Surveys and Benchmarking
continuity and disaster recovery

*Educate and inform members and the ‘Resources and Member Support
business continuity community

*Encourage development and implementation

of business continuity plans

Our members:

A variety of blue-chip companies from:
Banking and Finance
Government
Security
Transport
Utilities
IT and Telecommunications
Manufacturing
Retail

Visit our website www.continuity.net.au for more information or email support@continuity.net.au to be added to our email alert list.



