
 

 

 

 

 

 

 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

21st 
Century Manager 

Core Skills for the New Millennium 



 

Overview 
 
 
 
 
 
 
 
 
 

Today’s workforce exists in a perfect storm of change. At one end of the spectrum, where people are trying 

to join the workforce, there exists a significant, distressing skills gap.  At the other end of the spectrum, we 

have educated knowledge workers who came of age in the last few decades of the 20th century.  Middle 

managers once valued for overseeing steady, slowly-evolving corporate bureaucracies are now faced with 

increasingly irrelevance in a globally connected marketplace characterised by rapid change.  Reinvention in 

the face of fast continuous change and complexity requires a different breed of manager. 

 

This series is designed to equip managers with the requisite survival skills for the 21st Century.  The future 

workplace will increasingly focus on the performance of people as a core organisational asset.  21st Century 

Managers will need to respond to changing times with a changing mindset which creates work 

environments where talented teams, not just talented individuals, can flourish.  This will demand skills in 

the realm of psychology and cognitive science which include: 

 

 Be “relationship managers” who constantly manage shifting groups of workers under flexible work 

arrangements 

 Exhibit advanced communication skills in active listening, information sharing and resolving 

problematic behaviours 

 Influence behaviour through motivation 

 Possess emotional stamina, tolerance for ambiguity, self-awareness and self-leadership 

 Subscribe to personal ethical principles and conduct 

 Understand and manage diversity 

 

The 21st Century Manager Series is comprised of 6 half day workshops that address core management 

competencies for the new millennium: 

 Authentic Leadership Skills for Managers 

 Managing Wellbeing 

 Managing Different Personalities 

 Managing Ethically  

 Leadership Communication Skills 

 Positive Psychology (PERMA+) 

 

Each workshop embodies adult learning and development principles.  The content is evidence based and 

the training goes beyond the development of knowledge to encourage meaningful, measurable behaviour 

change.  For a formal training intervention to result in good learning outcomes it must be supported by 

opportunities to apply or incorporate the new skills/knowledge in situ with appropriate support and 

coaching from others.  The workshops in the series invite participants to actively engage in learning 

through action planning, questioning, self-analysis and real-world application examples that are then taken 

back to the workplace for implementation. 

 

The programs presented are aligned to public sector competencies and reflect the changing nature of 

government. You can register for the entire series (6 sessions) and receive a 10% discount or register for 

individual sessions that meet your immediate needs. 

 
 

http://sa.ipaa.org.au/PD/AuthenticLeadership.asp
http://sa.ipaa.org.au/PD/ImproveEmployeeWellbeing.asp
http://sa.ipaa.org.au/PD/ManagingDifficultPersonalities.asp
http://sa.ipaa.org.au/PD/ManagingEthically.asp
http://sa.ipaa.org.au/PD/EffectiveCommunicationSkills.asp
http://sa.ipaa.org.au/PD/PERMAPlus.asp


 

Benefits  

 

 

 

 

 

After this series of workshops, you will walk away with these benefits for you and your department. 

 

Benefits to you: 

 Increased understanding of mental health. 

 Improved confidence in leading a meeting to 

discuss mental health and performance 

concerns. 

 Elevated awareness of resources to assist. 

 Increased understanding of difficult 

personality traits and behaviours generally. 

 Better confidence in leading a meeting to 

discuss problematic behaviours. 

 Improved self-awareness of areas of strengths 

and development needs for leaderships 

competencies and EQ. 

 Networking with people in similar roles in the 

public sector. 

 Clear understanding of employer and 

employee obligations. 

 Understanding of what is and what is not 

behaviour which constitutes 

bullying/harassment. 

 Considerate of why people engage in 

unwanted behaviours in the workplace. 

Comprehend the early warning signs of 

vicarious trauma, compassion fatigue and 

burnout. 

 Feel more confident and less stress or 

distressed when confronted with difficult or 

challenging client behaviours. 

 Early intervention where mental health 

impacts performance. 

 Be able to apply effective self-care and 

intervention strategies to protect yourself 

from burnout. 

 Networking with people in similar roles in the 

public sector. 

 Expert input, skills development and access to 

strategies, tools and tip. 

 Enjoy increased role satisfaction and feelings 

of competence. 

 Improve your workplace performance through 

better customer service delivery. 

 Gain tips on healthy lifestyle for you and for 

your healthy workers.

 

 

Benefits to your department: 

 Improved Manager competence, commitment 

and role engagement. 

 Enhanced team effectiveness and cohesion. 

 Provides Managers with practical tools that 

help increase productivity and team cohesion. 

 Have a clear plan for specific goals to take 

back to the workplace and implement. 

 Expert input, skills development and access to 

strategies, tools and tips. 

 Increase psychological wellbeing in the 

workplace which increases productivity and 

decreases absenteeism. 

 Provides employees with wellbeing tools that 

help meet duty of care obligations under 

WH&S policies. 

 Return on investment in mental health 

initiatives in organisations has been estimated 

to be $2.30 for every $1 invested. 

 Greater understanding of organisational 

responsibility to provide a safe working 

environment. 

 Build systems to reduce the likelihood of 

unwanted behaviours occurring in the 

workplace 

 Reinforce best-practice for responding to 

claims of bullying/harassment allegations. 

 Early intervention where mental health 

impacts performance.

 Improved employee morale and motivation. 
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Samantha Young 

M.Psych. (Clin.), M.B.A, B.A. (Hons.), MAPS, 

Managing Director, Human Psychology 

Samantha brings a unique combination of senior 

management and commercial experience, 

psychological intervention skills and Masters-level 

formal education in both business and psychology 

to her clinical and coaching work.  She has lead 

large teams, advised CEOs and Boards on strategic 

issues and routinely provides consulting advice to 

client organisations on human resources, industrial 

relations and operational matters.  

Samantha has worked with employees and 

executives across a range of issues including career 

enhancement, skills development, management of 

difficult organisational issues and building personal 

effectiveness and efficiency.  Samantha is an 

experienced and engaging trainer, having designed 

and delivered training programs for organisations 

such as DECD, University of South Australia, Motor 

Accident Commission, City of Salisbury, CFS, and 

Drug & Alcohol Services.  As a clinical psychologist, 

she is able to combine scientific theory with ‘real-

life’ practical examples to make training delivery 

more relevant and interesting for participants. 

Samantha presents a regular Psychology segment 

on 891 ABC Adelaide Drive Program. 
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We are being judged by a new yardstick; not just how smart we 

are, or by our training and expertise, but also how well we 

handle ourselves and each other.  

- Daniel Goleman, Ph.D. 
 

 

Overview 
This workshop is the first in the 21st Century Manager Series and is designed to provide a unique foundation 

for participants in building self-awareness and understanding leadership theory and skills.  What 

distinguishes great leaders or managers from the mediocre are their personal, inner qualities.  Authenticity 

is essential to the success of leaders. Authentic leaders demonstrate a passion for their purpose, practice 

their values consistently, and lead with their hearts as well as their heads. They establish long-term, 

meaningful relationships and have the self-discipline and emotional intelligence to get results. They know 

who they are. 

 

Content 
 The difference between a Manager and a Leader 

 Characteristics of great leaders (and bad leaders) 

 21st Century requirements of Managers including essential people skills 

 Critical review of current Leadership theories 

 Self-assessment of Leadership Competencies based on Public Sector models 

 Generation of personal Action Plan to target competency development needs 

 Authentic Leadership model and exercises 

 Emotional Intelligence including case study and self-assessment 

 

Outcomes 
 Understand the core competencies of a 21st Century Manager and Leader 

 Critically evaluate current Leadership theories  

 Understand Authentic Leadership theory and how to apply it to your role 

 Understand Emotional Intelligence 

 Assess your own EQ and identify areas for improvement 

 Implement a Personal Plan to develop Leadership / EQ competencies 

 
 



 

 

 
 
 

 

 
 
 
 
 
 
 
 
 
 
 
 
 

 Mental illness gnaws away at participation, it gnaws away at 

productivity.   

- Prime Minister Malcom Turnbull, 2015 

 
 

Overview 
The content of this workshop includes understanding mental health and mental illness and how to have 

conversations with staff about associated workplace behaviours. Develop an understanding of the term 

“mental health”, obligations of managers and leaders (not only to the individual but also the team and 

organisation) and refinement of practical skills in how to discuss mental health in a work context from a 

performance point of view.  The concepts of stress and resilience are explored at the individual, team and 

organisational levels and a practical plan is then formulated.  

 

Content 
 What is meant by the term ‘mental health’ 

 Types of mental health conditions commonly present at work 

 Having conversations about mental health  

 Managing performance concerns 

 Understanding stress  

 Individual/team/organisational strategies to reduce stress and build resilience   

 

Outcomes 
 Understand the common experience of mental health concerns 

 Understand organisational/managerial obligations in managing mental health  

 Develop an individual action plan to manage stress 

 Have a framework to discuss mental health concerns 

 Feel confident in running a meeting to discuss mental health concerns  

 

 
 
 
 
 
 
 



 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

People will forget what you did. People will forget what you said. 

They will never forget how you made them feel. 

- Maya Angelou 
 

 

Overview 
The content of this workshop includes understanding difficult personality traits and behaviours and 

individual emotional reactions to challenging behaviours. Managers are given the skills to deal with difficult 

employee behaviours that meet legal, ethical and professional obligations. Content also includes discussion 

of best-practice performance management principles including coaching skills, self-audit and identification 

for areas of development.   

 

Content 
 A review of Personality Disorders (narcissistic, borderline, histrionic) and Psychopathy 

 Disorder vs “Annoying” traits and behaviours 

 Obligations and boundaries of managers and employers 

 Understand your personality type using the Myers-Briggs Type Indicator (MBTI) 

 

 Understanding our emotional reactions to challenging behaviours 

 Performance management skills 

 Coaching 

 Discussion and analysis of case studies of common difficult personalities 

 

Outcomes 
 Understand Personality Disorders 

 Understand the difference between annoying behaviour and disordered behaviour 

 Implement improved performance management and coaching skills 

 Develop a generic management plan for individuals displaying problematic personality traits 

 Have a personal plan on how to implement these new skills in your leadership role 

 
 
 
 
 
 
  



 

 
 
 
 
 

 

  
 
 
 
 
 
 

I always wondered why somebody didn't do something about 

that, then I realised I was somebody.  

- Lily Tomlin 
 

 

Overview 
This workshop examines the newly revised Public Sector Code of Conduct and the attributes of an ethical 

organisation and leader.  It then reviews the terms “bullying and harassment” from both a legislative and 

behavioural perspective. The workshop develops an understanding of what is and what is not bullying and 

harassment conduct and what is reasonable in terms of managerial action. 

 

Content 
 Review of the revised Public Sector Code of Conduct 

 Definitions of bullying & harassment under the WH&S Act 

 Examples of unwanted workplace behaviour 

 Why do people engage in this behaviour? 

 Attributes of an ethical leader / organisation 

 Case study for group discussion 

 Avenues for individuals in receipt of unwanted behaviours in the workplace 

 Reducing risk on the workplace 

 

Outcomes 
 Understand the new Public Sector Code of Conduct 

 Identify the difference between bullying & harassment 

 Identify the difference between bullying and reasonable workplace action 

 Review workplace policies to ensure they align with best-practice  

 Know avenues to pursue if in receipt of unwanted behaviours in the workplace

 
 
 
 
 
 
 
 
 

 



 

 

 

The single biggest problem in communication is the illusion that 

it has taken place.  

- George Bernard Shaw 
 

 

Overview  

This workshop examines the facets of excellent communication and presents the communication skills and 

techniques (verbal and non-verbal) required by good leaders including presentation skills and running 

effective meetings, the barriers to communication (individually, within teams and organisationally), gender 

differences in communication, assertiveness skills and tools to build self-knowledge to understand the 

impact of personality on communication style. 

 

Content 

 What is communication? 

 Verbal and non-verbal skills 

 High impact presentation skills 

 Barriers to effective communication 

 Gender differences in communication at work 

 Assertiveness skills 

 Self-assessment of personality style and impact on communication 

 Breaking down internal and external barriers to implementation of these skills in the workplace

 

Outcomes 

 Understand the principles of effective communication 

 Identify your own communication strengths and areas for improvement 

 Understand barriers to effective communication  

 Know how to improve your own communication effectiveness including assertiveness, confidence and 

presentation skills

 

  



 

 
 
 
 
 
 

The greatness of a man is not how much wealth he acquires, but 

in his integrity and ability to affect those around him positively. 

- Bob Marley 
 

 

Overview 
This workshop examines the 5 key principles of the PERMA model of Positive Psychology which is an 

exciting new area of psychological theory and research that focusses on strengths and resilience.  This 

workshop specifically examines how managers can implement Positive Psychology principles personally, in 

their teams and across the wider organisation. The concept of resilience is then defined and practical 

strategies for building team resilience and change readiness. 

 

Content 

 Defining Positive Psychology and its application to the workplace and personal life 

 The neuroscience of happiness 

 Character Strengths and Core values – what are you good at and what do you value? 

 Resilience and learned optimism – how to build capacity to bounce back 

 How to build psychological capital and well-being at work - developing a positive team culture 

 Creating positive meaning and engagement at work 

 Change readiness strategies 

 

Outcomes 

 Understand the principles of Positive Psychology and the science of wellbeing 

 Identify your Character Strengths and Core Values 

 Understand resilience and how to build personal, team and organisational capacity 

 Understand the theory of effective organisational change and how to be change ready

 
  



 

 

 

 
 

 

 

 

 

 

 

 

 Trauma is a normal reaction to abnormal circumstances. 

- Unknown 
 

 

Overview  
This workshop explores the “costs of caring” and provides information, self-audit, skills and self-care 

processes and tools to support professionals working with complex clients and caseloads and those in roles 

where there is a close connection between the service provider and the client.  The key concepts are 

defined and then early warning signs, symptoms and observable behaviours are identified and discussed.   

The personal and organisational aspects of practice are reviewed and numerous individual preventative 

strategies are discussed. 

 

Content 

 Describe the concepts and symptoms of stress, burnout, secondary / vicarious trauma and compassion 

fatigue 

 Implement individual preventative strategies and a self-care action plan including vicarious resilience 

 

Outcomes 

 Define concepts of vicarious trauma, secondary trauma, compassion fatigue and burnout 

 Identify early warnings signs and symptoms of these conditions 

 Develop strategies for increased self-care and resilience 

 

 

 

 
  

Competency Framework Level First Line Manager Common (ASO3 –ASO5) 

 Middle Manager Core (ASO6- ASO8) 

Duration 1 Half Day  9:00 am – 12:30 pm 

Dates Please see www.sa. ipaa.org.au  

Facilitator Broomhall Young Psychology 

Price  Professional Member $160 

 State Government Member $199 

 Corporate Member $199 

 Non-Member $245 

http://www.dpc.sa.gov.au/sites/default/files/pubimages/documents/compfrwork_1st-Line-Mngr.pdf
http://www.dpc.sa.gov.au/sites/default/files/pubimages/documents/compfrwork_Middle-Mngr.pdf
http://www.sa.ipaa.org.au/
http://sa.ipaa.org.au/PD/21stCenturyManager.asp#bios
http://sa.ipaa.org.au/member/memb_ProfMem.asp
http://sa.ipaa.org.au/member/memb_StateGov.asp
http://sa.ipaa.org.au/member/memb_CorporateMembers.asp


 

 

Managing  
Difficult Customer 

Interactions 
 
 
  

Your most unhappy customers are your greatest source of 

learning.  

- Bill Gates, Microsoft 
 

 

Overview  
This workshop examines challenging customer/client behaviours and strategies for managing them more 

effectively within the context of the Public Sector.  It provides tools and skills to increase self-confidence in 

managing challenging client behaviour in a safe and effective manner.  More specifically, the workshop 

builds an understanding of why people become difficult or aggressive, provides communication tools for 

defusing their behaviour, develops self-awareness of internal triggers and emotional reactions and reviews 

self-protective behaviours to minimise personal risk.  Organisation policies on dealing with such situations 

can be incorporated into the content. The workshop then reviews the key principles of customer service 

excellence including managing and exceeding expectations, relationship building, empathy and 

communication skills and internal / external service quality concepts.  

 

Content 

 Dealing with challenging people and emotions 

 Angry/Difficult people. Normal part of your work? 

 Effectively dealing with difficult situations vs. difficult people 

 Strategies and tips for managing emotion (yours and theirs) 

 When has a challenging behaviour gone too far? 

 Exceeding customer service expectations through communication 

 

Outcomes 

 Understand the causes of emotional reactions 

 Deal more effectively with challenging client behaviour 

 Understand your personal reaction to challenging behaviours and be able to effectively modify  

emotional and behavioural responses 

 Know when to draw the line in dealing with angry or difficult people 

 Understand the foundations of customer service excellence and implement tools to exceed customer 

service expectations  

  

 

  

Competency Framework Level First Line Manager Common (ASO3 –ASO5) 

 Middle Manager Core (ASO6- ASO8) 

Duration 1 Half Day  9:00 am – 12:30 pm 

Dates Please see www.sa. ipaa.org.au  

Facilitator Broomhall Young Psychology 

Price  Professional Member $160 

 State Government Member $199 

 Corporate Member $199 

 Non-Member $245 

http://www.dpc.sa.gov.au/sites/default/files/pubimages/documents/compfrwork_1st-Line-Mngr.pdf
http://www.dpc.sa.gov.au/sites/default/files/pubimages/documents/compfrwork_Middle-Mngr.pdf
http://www.sa.ipaa.org.au/
http://sa.ipaa.org.au/PD/21stCenturyManager.asp#bios
http://sa.ipaa.org.au/member/memb_ProfMem.asp
http://sa.ipaa.org.au/member/memb_StateGov.asp
http://sa.ipaa.org.au/member/memb_CorporateMembers.asp


 

 
 

 
 

 
 

 
 

 

 

 
 

Wellness at work  
 

Overview  
This workshop is designed to educate employees about mental health issues in the workplace and to 

identify when peers or they as individuals are having difficulties that may be affecting work performance. 

Many people are not aware what ‘mental health issues’ actually means in behavioural terms and one aim of 

this training is to demystify the term “mental health issues” into real world, understandable concepts. This 

forms the basis for developing skills that will assist in controlling situations in the workplace that may arise 

and discusses the early warning signs, in terms of behaviour at work that individuals can be aware of in 

them and observe in colleagues. The employee program then explores the concepts of stress, burnout, 

resilience and self-care in the context of mental health issues in the workplace and offers some practical 

tips for healthy living including questionnaires for self-audit learning and case studies to equip participants 

with skills for healthy living. 

 

Content 

The half day workshop will explore the following key areas: 

 Common mental health issues and disorders 

 Early warning signs of psychological difficulties  

 Stress and burnout 

 Healthy Lifestyle from Healthy Workers – Healthy Futures initiative 

 

Outcomes 

Participants have the opportunity to: 

 Implement individual preventative strategies and a self-care action plan towards Wellness at Work 

 Identify early warning signs  

 Define effective practical strategies to build resilience and positive mental health 

 

 

 

 

 

 

 

 

 
 
 
 



 

 

Mindfulness 
 
 
 
 
 
 
 
 

Overview  
Mindfulness is a proven psychological technique to promote relaxation, cognitive improvement and 

personal effectiveness.  Many progressive organisations are now offering employees Mindfulness training 

as part of integrated Employee Wellbeing Programs.  This 6 week program is not a workshop, but rather a 

facilitated Mindfulness program, with sessions run by an experienced Clinical Psychologist.  Each week, 

participants are guided through a series of non-confronting exercises over 45 minutes.  The program 

commences with an Introductory sessions which explains the theory, concepts and research underpinning 

mindfulness.  Over the next 5 weeks, it then provides tools and skills to participants to learn Mindfulness 

techniques that they can then utilise themselves moving forward.  

Outcomes 

By the end of this course participants will be able to: 

 Understand the concept of Mindfulness and how it can benefit workplace performance and wellbeing 

 Learn a range of different Mindfulness techniques under guidance from a clinical Psychologist 

 Develop personal strategies for building Mindfulness practices into personal and work lives.

 

 
 

 

 

 

 

 

 

 

 

 

 

 

  

 

 

Did you know all of IPAA's Professional Development courses can be 

tailored to your organisation and delivered on your premises? 
 

IPAA partners with the best facilitators and training providers in South Australia and boasts an 

excellent reputation for its in-agency work. If you need to organise training for your team or to roll 

out a program across your organisation, IPAA will ensure your learning outcomes are achieved cost 

effectively and in-line with your business aims.  

 

IPAA has an existing catalogue of short courses created specifically for the Public Sector. Each 

course can be modified to focus on the particular needs of your organisation or to target a role or 

classification level. 

 

IPAA can deliver existing short courses or extended programs to your agency or tailor courses to 

meet your specific needs. For further information, please contact IPAA on 8212 7555 or 

enquiries@sa.ipaa.org.au 

 



 

 

 


