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• Normal, abnormal and 
emergency training

• Crew training.
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• Following a normal takeoff and initial climb, the C-5 aircrew 
observed a No. 2 engine Thrust Reverser Not Locked indication 
light. They shut down the No. 2 engine as a precaution and returned 
to Dover AFB.

• The board determined that during the return to the base:
– The pilots and flight engineers continued to use the shut-down No. 2 

engine’s throttle while leaving the fully-operational No. 3 engine in 
idle.

– Both instructor and primary flight engineers failed to brief, and pilots 
failed to consider and use, a proper flap setting.

– The pilots’ attempt at a visual approach to runway 32 resulted in the 
aircraft descending well below a normal glide path for an instrument-
aided approach or the normal visual flight rules pattern altitude.

– The aircraft commander failed to give a complete approach briefing
that would have included non-standard factors, configuration, landing 
distance and missed approach intentions. 

• WHY? C5 Animation

av
ia

tio
n



© by Kahler Communication Oceania Ltd                                      
www.kahlercom.com.au

w
ha

t a
bo

ut
 th

is
?

psychological injuries

workplace stress
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Let’s focus on the most straightforward link between causal 
factors and cost:

Psychological Injuries and Workplace Stress
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In 2003-2004, Australian Government claims for psychological 
injury accounted for 7% of total workers’ compensation claims, 
though nearly 27% of total claim costs

VIC 2007: Psychological injury: 12%

The average cost of a psychological injury claim is about 6-7 
times higher than the average cost for a non-stress claim

Tip of the Iceberg!
Not in stats: sick leave, absenteeism, walking away from job…
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• Exposure to traumatic incidence
• Performance investigations / complaints
• Performance management
• Exposure to aggressive clients
• Conflicts with colleagues
• High workload
• Poor management skills of managers/supervisors
• Transfers
• Poor person-job fit.

work-related contributing factors (according to a case study 
undertaken by the Centre for Corporate Health, 2004) :
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• Lack of communication
• Culture of blame
• Expectations that people will regularly work long hours / fast 

working pace
• Too much to do, not enough to do
• Confusion about responsibilities / too much responsibilities
• Role requires employee to behave against personal values / in 

conflicting ways
• Poor relationships with team / bullying
• Change in workplace / fears over job security
• Little opportunity for challenge, lack of control over activities
• ….

work-related contributing factors (according to the Australian 
Customs Services’ OHS Hazard Instruction and Guideline, 2007) :
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But:
The study showed that claims are usually made only when 
distress has become significant and people are already 
suffering from clinical levels of distress.
(Case study undertaken by the Centre for Corporate Health, 2004)
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In Australian Customs Services’ OHS Guidelines we read:

• “Individuals may avoid admitting stress and no early 
warning signs may exist.

• It is, however, important that everyone understands 
the factors that could contribute to psychological 
injuries and some form of risk assessment identifies 
those employees at greatest risk.”

no early warning signs may exist

how to do this?

Do we have to accept?
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There are early warning signals, but we have to 
be able to …

• identify

• decode and

• understand these signals.



© by Kahler Communication Oceania Ltd                                      
www.kahlercom.com.au

application software

system software

ba
ck

gr
ou

nd



© by Kahler Communication Oceania Ltd                                      
www.kahlercom.com.au

system software

strange
dominant logic

CRM

SA

ba
ck

gr
ou

nd

DM COM WLMCOOR SM CR



© by Kahler Communication Oceania Ltd                                      
www.kahlercom.com.au

technical skills non-technical 
skills

application software

system software

self-management

strange dominant logic
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mis-communication
underperformance
mis-management

conflict
failure

damage, injury and death
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The Tool to …

• identify

• decode and

• understand these signals:

Process
Communication
Model® (PCM)
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• early 70’s: US research in clinical environment

• Dr Taibi Kahler: 1977 Eric Berne Memorial Award

• 1978 NASA

• US, Europe, Africa, Japan, Australasia

• Business, Operations, Therapy, Education, Politics.

Process Communication Model® (PCM)
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• communication

• needs

• strengths

• failure mechanisms.

• perception
• 6 types

• all in us

• individual order

• individual energy

• we do use one or two

• we can use all
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1st deg Driver behaviour

2nd deg Mask behaviour

3rd deg ‘give up’
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• Detects, identifies and decodes early stress warning 
signals

• Improves communication, motivation, stress and conflict 
management

• Supports risk assessment and situation management

• Complements existing safety processes and tools

• Enhances Just Culture.

PCM:
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• Achieve listening skills to a mastery level

• Have an effective communication model

• Decode and understand other people’s behaviour

• Predict and identify the onset of behavioural failure patterns

• Intervene constructively through communication

• Detect and correct miscommunication before it contributes 
to the incident or accident

• Find out why something has happened

• Respond quickly to situations and defuse stress or amplify 
safety messages

• Invite people on the way to making a U-turn away from 
potential harm back into safe behaviour.
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• Is not the silver bullet

• Needs time and practice

• Does not come free

• Needs the full commitment of management and staff.

PCM:
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Excellence requires Training!
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• Technical Briefing
• Team self-briefing
• Familiarisation flight
• Mission briefing
• Mission
• Mission debriefing
• Self-debrief
• Mate debrief
• Video debrief
• Conclusions and action plan
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Our simulator
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USAF’s four most common causes in mission 
failures and breakdowns (A-10, F-15C, F-15E, F-16, MQ-1):

• Channelised Attention

• Task Misprioritisation

• Selected the wrong CoA

• Crew Coordination

• SBIR Phase I & II
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• for PCM research data, validation and background
• for PCM endorsements and worldwide links
• for further information go:

www.processcom.com.au
www.kahlercom.com.au

• for GemaSim info go:
www.gemasim.com
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http://www.processcom.com.au
http://www.kahlercom.com.au%0Dwww.kahlercom.co.nz
http://www.gemasim.com
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