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What extra steps did you take to source appropriate candidates?

From the outset we were looking for candidates whose work 

or life experience would make them suitable to handle a crisis 

situation. We were talking to nurses, mums and teachers, 

looking for mature, focussed and robust candidates. We knew 

that temporary telephone operators would be taking enquiries from 

some very distraught callers, so it was critical to be both 

specifi c, and honest, when detailing the nature of the work to 

prospective candidates.

How did LINK temporary staff respond to the call to action?

Due to the tight timelines we only approached top temporary staff 

LINK already had a relationship with, and they certainly reminded 

us what high calibre people they are. Awareness of the bushfi res 

was high, and everyone was keen to help in any way they could. 

Even though most of the assignments lasted longer than 

expected, candidates were totally reliable and committed. 

They coped really well, given some of the harrowing stories 

they heard. As well as supporting our client, we had an 

important duty of care to candidates. We checked in with them 

regularly and trauma counsellors were also on hand at the CFA 

sites, should they have needed emotional support.

What challenges did you have to overcome?

The biggest challenge was dealing with such an emotionally fraught 

and rapidly changing situation with so many variables. We were under 

pressure to supply a large volume of appropriate staff at short notice, 

but everyone pulled together to do what we had to do.

What have you taken away from the experience?

With eight years experience placing staff, I am used to working to 

tight timelines, under pressure and dealing with different client 

challenges. But even in these dire circumstances, everyone I worked 

with – my colleagues, our temporary staff and the team at the 

CFA – were helpful, considerate and appreciative. You often hear 

about a crisis bringing out the best in people. I had the privilege of 

experiencing it fi rst hand. 
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What can sports psychology teach us about developing our own 

peak performance?

Many sports psychology principals are relevant in the business world, 

but ultimately it’s all about being able to perform consistently under 

pressure. My book, The Business Olympian, shows professionals how 

to apply those principals to improve individual and team performance. 

There’s a lot of doom and gloom in markets right now. How can we 

expect staff and clients to react? 

How people react in tough times boils down to what motivates them. 

If they are focussed on avoiding failure, you will see defensive behaviours 

like defl ection and mediocrity. They may feel that the problem is ‘bigger 

than them’ and that their efforts are futile. On the other hand, those 

who are focussed on success will be looking for opportunities to shine. 

Imagine this scene in the AFL Grand Final. It’s two minutes until the 

fi nal siren and the star full forward is coming off the fi eld injured. 

Look along the players bench and you’ll see two distinct reactions. 

Those who want to avoid failure will be looking at the ground, praying 

they don’t get called up. The players who want that opportunity to succeed 

will be warming up, ready to go.

How can we break a pattern of worry or negative thinking in trying times?

I don’t subscribe to the notion that negative thinking must be replaced 

with positive affi rmations. If you are concerned about your professional 

performance, simply telling yourself to ‘be positive’ won’t have much 

impact. What you can learn from elite athletes is to keep a ‘training 

diary’. A simple record of successes and how you achieve them. 

Next time you’re up against it, you can go back and refl ect on how you 

dealt with similar obstacles in the past. Often we have the experience 

and knowledge we need to tackle challenges, but it’s diffi cult to access 

under pressure. A good coach you will help you tap into your training 

history, in sport or business.

How can professionals maintain perspective under pressure?

It’s amazing how absorbed we can become by our day to day challenges. 

To gain perspective, we really need to look outside those parameters. 

I call it ‘checking the catastrophe scale.’

Incidents like Victoria’s recent bushfi res are a devastating reminder of 

what a real catastrophe looks like. If you put this on a scale alongside 

losing a client to a competitor, suddenly you realise, losing that client 

is not so bad. The next step is to put it behind you, remind yourself of 

your training history and focus your skills and energy on getting the 

next client.

What does it take to create high performing teams?

One of the techniques we can mirror from successful sports teams is 

the development of an effective team work model. It doesn’t just take 

care of itself. Coaches put a lot of time, skill and effort into making it 

happen. The model will include a range of roles and responsibilities 

assigned to both the leader and the team members, but the most crucial 

component is accountability – what each team member will have to 

account for at the end of the game. In an elite sports team, everyone 

is accountable for an element of the performance. In business, we often 

assign accountability to the leader, but not necessarily the team members. 

Improving accountability is the starting point for creating a high 

performance team.

> IT’S AMAZING HOW ABSORBED WE CAN BECOME 

BY OUR DAY TO DAY CHALLENGES. TO GAIN 

PERSPECTIVE, WE REALLY NEED TO LOOK OUTSIDE 

THOSE PARAMETERS. I CALL IT ‘CHECKING THE 

CATASTROPHE SCALE.’

What’s the most impressive sporting triumph you’ve been part of? 

It would have to be Simon Fairweather taking out the gold medal for 

Archery in the Sydney Olympics in 2000. He hadn’t won since 1991, 

when he won the World Championships.The sports media had written 

him off, but he never waivered from his training schedule, or the utter 

belief that he could win. In the end, that’s exactly what happened. 

Any other thoughts about doing business in 2009? 

I think Warren Buffet’s classic comment about investing ‘Be cautious 

when others are greedy and greedy when others are cautious’ is equally 

applicable to doing business in a downturn. What an opportunity to 

improve business processes, invest in your team and go out there and 

grab market share. 

Gavin Freeman is the author of The Business Olympian and a psychologist 

with over ten years experience in both the sporting and corporate 

worlds. Gavin was the team psychologist for the Australian Winter 

Olympics Turin 2006, the 2000 Sydney Paralympic Games, and the 

Olympic archery team in the Sydney 2000 games. He has worked with 

elite athletes from some of the world’s best sporting leagues including 

the NBA, WNBA and PGA. 

Gavin consults to CEO’s, managers and elite coaches on achieving 

peak performance through his Business Olympian professional 

development workshop series. For more information visit 

www.thebusinessolympian.com.au
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HOW I 
DID IT

> IT WASN’T JUST ANOTHER DAY AT THE 

OFFICE, WHEN SENIOR RECRUITMENT 

CONSULTANT MONICA DEEHAN ARRIVED FOR 

WORK ON MONDAY 9TH FEBRUARY. VICTORIA’S 

DEVASTATING BUSHFIRES HAD STRUCK WITH 

AMAZING FEROCITY OVER THE WEEKEND. 

ONE OF HER CLIENTS, THE REGIONAL 13 

BRANCH OF THE CFA, WAS IN THE MIDDLE OF 

THE BIGGEST DISASTER RESPONSE EFFORT

 IN VICTORIAN HISTORY. IT WAS TO BE THE 

MOST CHALLENGING AND HUMBLING WEEK 

OF MONICA’S CAREER. 

How did you fi rst react when you heard about the bushfi res?

Like everyone else in Australia, my fi rst reaction was sadness 

for the victims and shock at the scale of the tragedy. But we have 

been recruiting offi ce support staff for the regional 13 branch of 

the CFA for last two years, and I guess it’s different when you know 

and work with people on the front line of any situation. I couldn’t 

help but think of how awful it was for my client, our temporary staff 

and everyone else working there. I knew their world was about to 

be turned upside down.

When the CFA contacted you on Monday morning, what was 

their requirement?

When I spoke to my client fi rst thing Monday morning they already 

needed 50 emergency shifts fi lled for inbound phone operators 

immediately. They needed mature, focussed people to take 

initial call centre enquiries and distribute them to the relevant 

departments. By the end of the fi rst week we had fi lled 150 shifts, 

with a team of approximately 40 temporary staff, working around 

the clock at three different CFA locations. 

How did you go about meeting this huge and urgent requirement? 

It was really a team effort from the whole Box Hill offi ce. We 

pooled our knowledge of the most appropriate temporary staff who 

may be available, and colleagues jumped on the phone to help me 

source and brief them. Others dropped what they were doing to go 

out to the CFA sites, donating their time to cover the immediate 

needs, while the rest of us worked to source staff for the next set 

of shifts. We were then on call to support the CFA’s ongoing 

staffi ng needs.


