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DES data revelations and implications for the frontline



From Employment Services to Behavioural Science

•Conventional wisdom
•DES participant drop out

•Staff Attrition



Behavioural Science Principles

EASIEST

SOCIAL 
ANIMALS
(impress / avoid 
embarrassment)

SELF-CONTROL

CONTROL



How many Passes?

Did you see the Gorilla?

Did you see the Curtains change colour?

Did you see the girl in black leave the court?



STAFF RETENTION & BURN OUT

67.8% Intend to leave industrywithin 5 yearsê

Australian Services Union Report
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Disability clients

•What are clients like when they come to see us?

•What problems do they bring?

© Australian Government, Department of Humans Services webpage

Consumer choice will drive behavior for customer to consider personality and likeability in their buying 
behavior, leading to a predicted growth in demand for softer skills over qualifications and experience



What is our greatest strength as an adviser?



What is our greatest weakness as an adviser?





Being empathetic is good, but it can hurt your health

•Growing research suggests thereõs a 
cost to caring.

•More susceptible to experiencing anxiety 
or low-level depression

•Experiencing chronic low-grade 
inflammation

•Antisocial behaviors
•Empathy fatigue

•Research suggests that those that 
readily engage with the struggles and 
perspectives of others may leave 
themselves vulnerable to additional 
burdens, expending physiological 
energy in order to better help others

Empathy can be overplayed and become “sympathy”, which can lead to helplessness, not proactivity.

Source: https://www.verywellmind.com/how-to-develop-empathy-in-relationships-1717547



From empathy to compassion

Compassionate 
Empathy

Cognitive 
Empathy

Emotional 
Empathy



“Compassionate” Coaching

Zach Crighton, a 17-year-old high school student with cerebral palsy, meets with students in theCompassionate Designcourse taught by 
lecturer John Moalli. The students are hoping they can make improvements to wheelchair and communication tools.(Image 
credit: L.A. Cicero)

1.Solutions-Focused
2.Motivational Interviewing
3.Appreciative Enquiry
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Person-Centric Coaching (SF/MI/AI)

Rule 1: Ignore the Negatives: donõt get drawn in. 

Rule 2:Assume Nothing

Rule 3:Affirm (compliment) & align.

Rule 4:Scaling & òResource Buildingó.

Rule 5:Small Steps (set by client, building self-efficacy)





Staff Wellbeing & Retention
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40 years of research on Transtheoretical 

Model of Changeõ gives an accurate 

understanding of commitment.

Esher House has applied this to predictive 

and prescriptive analytics for employment.

1. ôStage of Changeõ = engaging 

interventions.

2. Case managers can accurately provide 

targeted support.

3. Resource allocation to the most in need, 

minimising drop outs, wastage or 

frustrated employers.

Assessment of Work Readiness



AWR – DES Participants



Do “workers” or “shirkers” exist?



AWR Results – DES Participants



What Recent Literature Review Has Shown Us

Resilient adults 81.4% more likely to return to 
work.                 Stolove, Galatzer-Levy, Bonnano, Psychiatry Research (2017)

2,347 Return to Work Intervention Abstracts.

2 treatments found effective.
Nigatu, Liu, Uppal, McKinney, Rao, Gillis & Wang, Psychological Medicine (2016)



How to address learned helplessness, anxiety, stress and 
depression and build a genuine desire to be proactive?

EMOTIONAL
REGULATION

IMPULSE 
CONTROL

CAUSAL 
ANALYSIS

SELF-
EFFICACY

REALISTIC 
OPTIMISM

EMPATHY
REACHING

OUT



Questions: drdavid.rosete@esherhouse.org

You now know why thereõs such high burn out.

You have some idea on how to address this:
Compassionate coaching vs empathetic counselling.
Nurture peer support.
Focus on Manager.

You also know more about improving participant retention.


