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About the Author

Kathryn McEwen leads Working With Resilience, an 
international consortium of researchers and practitioners 
passionate about helping people thrive in challenging jobs.  
She is an organisational psychologist, executive coach and 
mediator with more than 30 years consulting experience 
across all industry sectors. Her specialty is in optimising 
leader, team and organisational performance.

Kathryn has a special interest in workplace resilience and 
is author of three books on this topic Building Resilience 
at Work; Building Personal Resilience: How to Thrive in a 
Challenging Job and Building Team Resilience. She has led 
development of the Resilience at Work® (R@W) Toolkit – an 
integrated set of measures of personal, team and leader 
resilience.

Ensuring a strong evidence-base to her work, Kathryn 
collaborates with the University of South Australia through 
lecturing, student placements and membership of advisory 
committees for its Centre for Workplace Excellence and 
School of Social Work, Psychology and Social Policy. She is 
sought after as a speaker at industry conferences and is a 
Fellow of the Australian Psychological Society.
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Purpose of the Guide

This guide has been developed to assist accredited users 
in providing feedback to their clients on the results of the 
Resilience at Work® (R@W) Individual Scale.

It provides an overview of the importance and limitations of 
individual resilience in the workplace and describes in detail 
the components of the R@W Scale model, also known as the 
Sustain 7.  

Specific advice is given on how to interpret results of the 
assessment and what range scores may indicate.   
A framework is also provided for conducting client feedback 
sessions and preparing a development plan. 

Specific strategies to assist in developing each of the 
components are presented.
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Section 1: Resilience at Work 

What is Worker Resilience?
Research into what makes a resilient worker has 
emerged over the past decade and there are a number of 
psychological constructs used interchangeably with the 
word ‘resilience’.  Typical examples used in organisations 
are psychological capital (Luthans), optimism (Seligman), 
hope (Snyder), PERMA (Seligman) and cognitive hardiness 
(Nowack) and mental toughness.  Sometimes within 
workplaces the term ‘emotional resilience’ is also used.

Given the multiplicity of interpretations of this construct, it is 
essential to define what we mean by resilience at work.

Work resilience, as defined by the author, is:

“An individual’s capacity to manage the everyday stress of 
work and remain healthy, rebound and learn from unexpected 
setbacks and prepare for future challenges proactively.”

As represented in Figure 1, this definition comprises the 
four inter-related domains of good physical health, self-
management of stress, adaptability to change and proactivity 
regarding future challenges. 

Figure 1: The Four Domains of Individual Work Resilience

In applying these four domains to daily work life, resilience 
involves firstly looking after general health and ensuring that 
there is the physical capability to fulfil the job needs.  It’s a 
case of putting into the body what you expect to get out of it 
through healthy eating, exercise and sufficient sleep.  

In addition to this, there is a need to maintain good self-care 
strategies, both at work and at home, with effective routines 
to manage the usual daily stressors and busyness of work 
and life in general. 

What is Resilience?
Resilience is a complex concept with numerous definitions.  
Central to most of these is the notion that resilience involves 
being able to withstand and overcome adversity and 
unpleasant or difficult events successfully and to be able to 
adapt to change and uncertainty.  

The word ‘bounce back’ is frequently used to describe how 
resilient people respond to obstacles and setbacks in their 
lives.  Interestingly, the term itself is derived from the Latin 
word re-salire, which means ‘jump’.  This descriptor is limited 
when describing resilience in the workplace as resilience 
requires  adaptation to everyday stressors as well as major 
setbacks.  It also neglects the importance of being proactive 
in positioning for future challenges, rather than waiting for 
them to occur.

Considerable attention has been given to whether 
resilience is an inherent personal trait or a state.  While it 
is acknowledged that there are aspects of our personality 
that lead to resilience, there is now consensus that it is a 
dynamic state that can be developed in most of us.  This 
means that while some people may have more resilient 
personal characteristics, such as optimism and flexibility, we 
can all learn and develop the thoughts and behaviours that 
underpin resilience. Indeed, our levels of resilience will shift in 
accordance with how we are thinking about, and interacting 
with, the challenges we face around us.

Why is Resilience Important at 
Work?
Traditionally, the need for employee resilience was mostly 
considered in emotionally difficult work such as emergency 
services, disaster relief, the military and police.

Over the past decade, however, resilience has become 
increasingly important across all industry sectors.  In most 
workplaces, personal stress levels are on the increase.  
There are higher workloads, decreased budgets and 
changing demands as organisations attempt to respond 
and adapt to global competitive markets, as well as the 
rapidly changing technological, political, social and climatic 
environment.  Many of the changes we have seen in recent 
years have been transformational with major implications for 
workplaces.  When these pressures are combined with the 
increasing complexity and ‘busyness’ of everyday life, the 
desired responses move beyond management of stress to a 
need for resilience.

Against this background, resilience in a work context is being 
recognised increasingly as an important underpinning of 
long-term worker health and subsequently performance. 
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While good health and self-care are fundamental to keeping 
on top of day-to-day stressors, resilience also involves 
adaptability and responding positively to the obstacles 
and setbacks that are part of everyday life.  This domain 
examines the way in which we consider and respond when 
things go wrong.  Resilient people are able to recover from 
negative events rather than get ‘stuck’ in the problem.  This 
aspect is largely cognitive reframing as it is about the way in 
which we interpret and make sense of events in our life.,

Finally, resilience within this definition comprises a proactive 
element of appreciating that there will be future challenges 
around the corner that we need to prepare and ‘steel’ for.  
This demands a high degree of self-awareness regarding our 
personal values and strengths that we can, in turn, use to 
position ourselves as best we can in our employment. 

Limitations to Building Individual 
Resilience in Workplaces
While the importance of building personal resilience at work 
cannot be underestimated there are a number of limitations 
in focussing only on the individual.  In most situations 
sustainable solutions to workplace resilience require a 
systemic approach that considers the inter-relationship 
between individual, team and organisational level factors.  

Team resilience is not simply the sum of the resilience of each 
member and at a team level a number of supports can be put 
into place to foster the resilience of its members. Collective 
actions such as mutual accountability, mutual support and 
shared purpose and direction are just some of the factors 
that may need to be considered.  Effective teams regularly 
evaluate job demands and look at ways of optimising the 
available resources to meet these.  While each team member 
must take responsibility for their own resiliency, the group 
work environment can work for or against them achieving 
this.  

At an organisational level, attention is needed not only on 
promoting desired employee behaviours but also on the 
systems, processes and structures that support them.  
For an organisation to be resilient overall, it also needs to 
be responsive and capable of adapting to changes in its 
operating environment.

In summary, taking a systemic approach does not negate 
the need to focus on individual employees but emphasises 
the need to consider the group and organisational operating 
environment as well.  When industries restructure or 
re-engineer to meet the demands of turbulent working 
environments their employees, in any case, need to maintain 
resilience during the transition and changeover stages. 

Taking a Systemic Approach Using 
the Resilience at Work® (R@W) 
Toolkit
We know that sustainable organisational change is best 
created through taking a systemic approach – that is 
considering the interrelationships between the actions 
of employees, teams and leaders and the organisational 
structures and processes that they work within. 

The R@W Individual Scale is part of the R@W Toolkit 
outlined in Figure 2.  The Toolkit takes a systemic approach 
through offering a complementary suite of assessments that 
recognise how employee, leader and team actions impact on 
each other. It identifies the actions required at each level to 
create resilience. 

Within the Toolkit we recognise that personal resilience 
is impacted by the resilience of team members and that 
individual members can moderate team resilience.  Similarly, 
the actions of the leader can add or detract to team and 
personal resilience.  All three parts of the system interact in 
a dynamic way, within an organisational context, to influence 
current resilience levels.  These levels are not static; they 
shift.
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Figure 2:  Resilience at Work® Toolkit 

The two measures that complement the R@W Individual to form the R@W Toolkit are described below: 

R@W Team: This measure complements and builds on the R@W Individual by assessing the behaviours that create resilience in 
groups of people who work together. It recognises that we each need to take accountability for our personal resilience, and we 
need alignment in what we do to build collective resilience. 

The R@W Team incorporates aspects traditionally known as essential for teamwork and also includes elements that are emerging 
as important team behaviours within challenging jobs or working environments.

The measure has been designed to focus on actions that can be implemented by the group itself. While group-level actions can 
be inhibited by external demands, both within and outside of the organisation, the premise is that teams can still create a sub-
culture that contributes to resilience. 
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Figure 3:  Resilience at Work® Team 

R@W Leader: This measure assesses the leader’s behaviours that support and foster resilience in employees and teams. 
Managers and team leaders that promote and support resilience tend to engage in several behaviours. Typically, they assist team 
members to: 

 » Build capacity and optimise the resources available

 » Manage the workload and any operational challenges 

 » Link into support and networks available 

 » Anticipate, position for, and adapt to change – rather than wait for it to happen 

 » Ensure work practices are sustainable from a physical and psychological wellbeing perspective. 

There are two versions of the R@W Leader Scale, a self-assessment or a 180-degree assessment where the leader’s ratings are 
compared against those of his/her team.

The model underlying the R@W Leader is the same as the R@W Team.  The difference in the surveys is that the self-assessment 
invites a leader to rate him/herself on the extent to which he/she fosters resilience in the team.  The 180-assessment provides the 
opportunity for the leader to compare their own assessments against those of the team they lead.

The R@W Toolkit takes the approach that leaders need to role model personal resilience (through investment in the components 
of the R@W Individual model), plus foster resilience in the teams they lead.

The R@W approach assumes that within a team we each need to take responsibility for our own resilience but that we also need 
to work with colleagues to create working relationships and structures that are conducive to sustainable performance within our 
work groups. It also assumes that the actions taken by the leader will promote, or prohibit, what people can do individually and 
together. 

The R@W Toolkit can be used to reinforce and build on existing resilience levels as well as re-build resilience when this has been 
lost.
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Section 2: The Resilience at Work® Scale

Components of the R@W Scale
The R@W Scale has seven subscale components, all of 
which interrelate and contribute to overall individual resilience 
(see Figure 4).  

A brief description of each of these components is outlined 
below:

RAW Components

Living 
Authentically

Knowing and holding onto personal 
values, deploying strengths, and 
having a good level of emotional 
awareness and regulation.

Finding Your 
Calling

Seeking work that has purpose, 
gives a sense of belonging, and 
fits well with one’s core values and 
beliefs.

Maintaining 
Perspective

Having the capacity to reframe 
setbacks, maintain a solution-
focus, and manage negativity.

Mastering Stress Employing work and life routines 
that help manage everyday 
stressors, maintain work-life 
balance, and ensure time for 
relaxation.

Interacting 
Cooperatively

Seeking feedback, advice and 
support, and providing support to 
others.

Staying Healthy Maintaining a good level of physical 
fitness and a healthy diet

Building 
Networks

Developing and maintaining 
personal support networks.

The R@W Scale was developed as a validated psychometric 
instrument by organisational psychologist Kathryn McEwen 
and research psychologist, Dr Peter Winwood. It specifically 
measures individual workplace resilience.  Originally a 20-
item self-report instrument, it has been expanded to 25 items 
for applied use.  The article outlining the Scale’s development 
was published in 2013 in the Journal of Environmental 
Medicine1.

The R@W Scale has been used extensively in almost all 
occupations at all organisational levels where there is a 
discretionary component in how the work is conducted.  It is 
not suitable for occupations such as factory work or manual 
labour unless the work is self-managed and organised.

Principles Guiding Development
The principles guiding development were that personal work 
resilience:

 » Is a dynamic state that is an outcome of the interaction 
between the individual and their environment

 » Is a capability that can be developed yet also needs 
conscious attention to be maintained

 » Acts as a resource that provides a protective factor 
against burnout through exploring how performance can 
be sustained while protecting wellbeing

 » Is enabled through both the availability of organisational 
resources (e.g. collegial support and flexible work) and a 
willingness to access these 

 » Requires the capacity to positively respond not only to 
major setbacks but also everyday challenges such as 
change, uncertainty and workload

 » Needs a future focus that facilitates management of 
emerging or unanticipated challenges as well as current 
ones

 » Acknowledges that while there are core behaviours 
of value in all situations these may need to change in 
frequency or intensity to strategically meet specific 
challenges

 » Requires a strengths as well as a coping perspective 
through exploring elements that allow thriving as well as 
those that inform managing.  

 » It is better to focus on the behaviours rather than the 
personality characteristics related to resilience.  Through 
exploring actions rather than innate traits there is greater 
potential for development.

1. Winwood, P. C., Colon, R., & McEwen, K. (2013). A Practical Measure of Workplace Resilience: Developing the 
Resilience at Work Scale. Journal of Occupational and Environmental Medicine, 55(10).
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Figure 4:  The R@W Sustain 7 Model 

The Value of Having a Model
Regardless of whether a person completes the R@W Scale, the model itself is valuable in providing a framework for the factors 
that underlie a complex construct like resilience.  Detailing and discussing the model can prompt a conversation around what a 
person needs to consider in becoming resilient at work.  The R@W Resilience Reflection cards are an excellent resource for this.

Benefits of the R@W Scale
The R@W Scale offers a number of benefits to organisations in assessing and developing resilience.  The major benefit is that, 
unlike many resilience assessment tools, it focuses specifically on work.  This means that it has direct relevance to improving 
employee resiliency.  

Other advantages of the instrument within an employment context includes:

 » Takes on a strengths rather than coping focus - promoting proactivity around work challenges not simply management or 
survival of them

 » Informs everyday actions that can be taken at work through focussing on behaviour rather than aspects less able to change 
such as personality

 » Acts as a development tool by providing a ‘tool-kit’ of strategies to call upon in building personal resilience at work

 » Has applications for teamwork and is part of a broader R@W Toolkit that provides a systemic approach to building resilience

 » Is easy to facilitate for busy people as it is quick and straightforward to administer on-line 

 » Has good face validity, with questions that look directly relevant to the concept it is measuring.
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The R@W Scale, while appearing simple at face value, opens 
up a very rich coaching conversation with clients.  Generally 
it is not so much the actual results that are important, but 
the discussion and insight they invoke.  It is also important to 
emphasise that as resilience is a changing state, a person’s 
answers to items on the survey will shift according the 
interplay between their ‘tool-kit’ of strategies and what is 
happening in the working environment. 

Limitations of Self-Report
The R@W Scale is a self-report instrument.  As with any 
self-report inventory there can be a mismatch between what 
a person believes to be true and what others observe. In 
the case of self-report of resilience however it is a person’s 
perception that is of most importance.  For example, 
somebody may look calm but behind the facade may be 
feeling highly anxious about their job.  They may also appear 
to be sociable, having a large number of colleagues, but  
may be missing crucial supports that they need to do their 
job well.  

In both of these situations, the resiliency others observe 
is inconsistent with a person’s actual experience and 
feelings.  Although it is often commendable that an employee 
is competent in impression management, it is the self-
perception of resiliency that needs exploration within a 
coaching context.  Situations where self-report in this scale 
may be limited are perhaps when a person is in denial about 
their resilience and answers questions with an inflated sense 
of the true reality.  

Out of Work Factors
While the R@W Scale explores a person’s beliefs about 
their job, aspects of out-of-work life may also need to be 
considered.  Approaching issues only at work or at home 
makes no sense as problems can spill over from home to 
work or vice versa.  Investment in all of life’s domains pays 
dividends.  Within the R@W model, some components 
are more directly applicable to home life than others.  For 
example, ‘mastering stress’ considers work-life integration 
and may include home activities to unwind.  

Similarly, ‘maintaining networks’ may need to consider 
support networks for personal and family demands such as 
childcare.  Skills in ‘maintaining perspective’ are also useful 
in all aspects of life.  Other components such as ‘finding your 
calling’ however are more specific to work.  The benefit of 
the R@W Scale is that it focuses on work with the coach only 
needing to explore personal factors when these are relevant.  
This provides greater legitimacy in organisational life where 
the privacy of employee’s private lives should be respected. 

Using the R@W Scale in Combination 
With Other assessments
The R@W Scale can be used as a stand-alone instrument.  
When used for general employee development it may also 
complement other assessments that provide insight into how 
a person approaches challenges and difficulties at work.  
Obvious examples include personality inventories, thinking 
style assessments and approaches to managing conflict.

The results of the R@W assessment may also prompt the 
use of additional instruments.  Very low scores for example 
in ‘mastering stress’ or maintaining perspective’ may need 
further clinical diagnosis to explore the presence of a mental 
health problem such as depression or anxiety.  Conversely, 
clients presenting with a mental health issue that is work-
related might also benefit from completion of the R@W Scale 
as this can provide insight into the factors contributing to 
presenting clinical symptoms.  It provides a “what’s causing 
the problem” assessment.

R@W Scale results may also identify issues that warrant 
undertaking additional exploratory assessments.  A 
good example is client completion of strengths or values 
inventories when self-awareness in these areas is low and 
reflected in the ‘living authentically’ score.  
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Section 3:  Interpreting Results

Interpreting Report Results
This section provides an overview of how to interpret results.  
The scores provided by the R@W Scale are given in ranges.  
These ranges relate to standard deviations from the norm  
as follows: 

Scale of R@W Ranges

Very high 2 SD (standard deviations) above the 
global mean

High 1 SD above the global mean 

Average 0.5SD to +0.5 SD of the global 
mean 

Below average 1 SD below the global mean 

Low 2 SD below the global mean

Very low More than 2 SD below the global 
mean

 

We are regularly updating our normative data against which 
score results are compared.

When interpreting what scores mean it is vital to understand 
the context in which a person is currently working.  Resilience 
is a dynamic state that changes according to the interplay 
between a person’s ‘tool kit’ of strategies and the demands 
and pressures being experienced at that time.  The actual 
score is not as important as the exploration and insight that 
discussion of the score invokes.

As a general guide only, examples of what range scores 
of ‘very high’, ‘average’, or ‘very low’ may indicate on each 
component are outlined below. 

 Note that if you are using the updated strengths-based 
version of the report, it uses more strengths-based language 
than used here. 

Appendix A provides a mapping of range scores used in this 
guide against the strengths-based descriptors used in the 
updated report. The original version of the report maintains 
traditional range descriptors provided here.

Range Scores for Living Authentically

Very high  This indicates that a person has a 
high level of personal awareness 
that they use to advantage at 
work.  They know and hold true 
to personal core values in their 
job and recognise their strengths 
and use these regularly at work.  
There is also a level of emotional 
intelligence with the capacity to 
recognise personal mood and 
manage this as required.

Average An average range result may 
indicate a very low score on 
one aspect or average scores 
across each of the three areas 
of use of strengths, values and 
emotional regulation.  This requires 
exploration of whether there is 
insight into personal values and 
strengths and if so how well 
these can be used in the work 
environment.  

Note that there may be knowledge 
of these but a mismatch between 
these and the work role.   If there 
is average capacity across all 
aspects, this suggests coaching on 
living personal values, leveraging 
from strengths and managing 
emotions at work is useful.

Very low This suggests a lack of awareness 
of strengths or values, or an 
inconsistency between these and 
the workplace.  A person may 
be working in an environment 
where their personal values are 
compromised and where they are 
working outside of their strengths.  

This mismatch is likely to create 
a high level of job dissatisfaction.  
The score also indicates low 
capacity to regulate emotions, with 
possible overreaction to events or 
constant negativity and low mood.  
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Range Scores for Maintaining Perspective

Very high  This indicates excellent adaptability 
and flexibility when issues arise at 
work.  The person is able to shift 
their thinking to keep job problems 
and challenges in perspective.  
They bounce back from set 
backs and maintain positivity and 
optimism.

Average This indicates that a person is as 
adaptable as the average person.  
There is scope for improvement 
in cognitive strategies around 
problems and setbacks at 
work.  Reframing how difficult 
situations are viewed, maintaining 
an optimistic outlook and better 
problem solving approaches may 
be useful.

Very low A very low score indicates loss of 
perspective, a feeling of negativity 
and inability to bounce back from 
current challenges at work.  They 
may be feeling overwhelmed or 
falling into thinking traps such as 
over-generalisation, self-blame 
or catastrophizing.  Such a score 
could also be an indicator of 
something more serious such as 
burnout or depression.  If so, this 
warrants further investigation via 
clinical diagnosis.

Range Scores for Finding Your Calling

Very high  A very high score indicates an 
excellent fit between a person 
and the organisation in relation 
to meaning, purpose and values.   
Work fulfils a sense of purpose; a 
person feels they belong; the job 
fits well with personal values and 
beliefs and they are appreciative 
of what they have at work.  This 
means there is likely to be high 
engagement and satisfaction with 
the job.

Average An average range can indicate 
either a very low score on one of 
the areas (i.e.. meaning, purpose or 
values) or average scores on all.  

Very low A very low score indicates a high 
degree of job dissatisfaction.  This 
discontent will stem from a sense 
that the work lacks a meaning 
or purpose that the person can 
relate to.  It may be that the role or 
working environment is changing 
in a direction that is away from that 
seen as important by the person.  

It also indicates inconsistency 
between a person’s values and 
those demonstrated within the 
organisation - a factor often 
reported as a lack of integrity in the 
work.  There is also no sense of 
belonging – indicating that person 
does not feel part of, or committed 
to their workplace.  
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Range Scores for Interacting Cooperatively

Very high  This demonstrates the capacity 
to ask for feedback as a means of 
improving work performance.  It 
also indicates a belief in giving help 
to colleagues as well as personally 
asking for it when needed.

Average This score suggests that there may 
be potential for a person to accept 
or give support more readily in their 
work, or to more actively seek out 
feedback on their performance 
so that they can better position 
themselves to perform effectively.

Very low This may indicate a non-
supportive or even toxic work 
environment where a person 
does not feel safe to ask for help 
or feedback.  In other situations 
it could be elements of overdone 
independence and self-sufficiency, 
and a belief by the coachee that 
they can do things themselves 
without assistance.  

This can be problematic when 
the job demands are every high.  
Elements of lack of confidence 
and assertiveness could also be a 
factor resulting in failure to request 
feedback or assistance.

Range Scores for Mastering Stress

Very high  This indicates that a person has 
very good stress management 
routines at work.  They take breaks; 
have ways to relax when under 
pressure and strategies to deal with 
everyday work demands.  They 
work at not letting work dominate 
their personal life.

Average This score indicates that a person 
is mastering stress reasonably well 
but has scope to improve both 
everyday routines and strategies.  
There may also be scope to 
develop boundaries around work 
and home.

Very low This indicates a belief that there is 
no work-life balance and that work 
demands overshadow home life.  
The person is finding it difficult to 
manage the demands of their job 
and unable to relax or unwind.
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Range Scores for Building Networks

Very high  This result indicates that the person 
has a strong support network to 
help them in their job.  They have 
people they can rely on at work 
and a strong and reliable network 
of supportive colleagues.

Average An average score means that a 
person has a reasonable network 
of colleagues to support them.  
There may be scope to identify and 
address network gaps.

Very low A very low range suggests no 
network of support is available in 
relation to work.

Range Scores for Staying Healthy

Very high  This indicates a belief by the 
person that they have a very good 
level of physical fitness, and are 
careful about eating well and 
healthily.  It is likely that they have 
well-established routines that they 
generally maintain despite work 
pressures.

Average There is scope for a person with 
an average self-assessment to 
develop a better exercise routine 
and to make improvements to 
their diet.  The extent of the goals 
is dependent, of course, on the 
physical and energy requirements 
of their daily life.  

Very low A very low score suggests that the 
current exercise and diet regime is 
well below the standard the person 
believes is acceptable. There may 
also be illness or other factors at 
play here.
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 »The Interrelationship of R@W 
Components
As all of the components of the R@W Scale are interrelated, it 
is useful to consider, and discuss with the client, comparative 
scores on each of the seven components.  A few examples 
of ways in which the components impact upon each other 
are as follows:

Networks and interacting cooperatively:  

 » Low scores in both of these areas may suggest a need to 
better link into more levels of support.

Health and stress management:  

 » The improved sense of well-being and physical energy 
achieved through fitness and a good diet promotes 
and enhances a person’s capacity to manage everyday 
stress.  Exercise also acts as a stress reduction 
mechanism.

Stress management and interacting cooperatively:  

 » A non-supportive work environment may cause increased 
stress at work.  If this is the case, actions to better 
manage the conflict or lack of support may be needed.  
In other cases, a lack of assistance with the workload, 
or insufficient feedback about performance, may be an 
added stressor.

Finding calling and living authentically:  

 » Low scores in both of these components is an indicator 
that a person is not matched with the role.  While working 
on an ‘exit’ strategy that is viable a person will need 
to focus on investing in other areas such as managing 
perspective and maintaining networks to maintain a 
reasonable level of resilience.

Stress management and perspective:  

 » If a person scores low in both of these areas, intensive 
work is needed on problem solving around the job 
demands and its pressures and on reframing the way the 
situation is viewed.
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Section 4: Conducting a Feedback Session

Self-report
As indicated in Section 2 above, it is important to emphasise 
that as the survey is a self-assessment it is simply a summary 
of the client’s perceptions around their resilience.  Checking 
in with others who know them well can help validate their 
ratings although within the coaching context personal beliefs 
are generally more important than those of others.

A current not constant state
Emphasise also that the survey is a reflection of their current 
situation and that responses may shift when personal or 
work circumstances change significantly.  Resilience is a 
dynamic process not a trait and so as demands shift or 
increase, a person’s deployment of strategies needs to adapt 
accordingly.  

Step 3:  Discuss the Results on Each 
Component
For the next stage of the feedback session, work through 
scores on each of the seven components.  As emphasised 
earlier, it is important to note that the actual scores are not 
as important as the conversation they invoke, and the insight 
they provide around what works and what needs attention in 
their current work environment.  

Optimising strengths
Start with strengths – that is any component on which the 
score is ‘high’ or ‘very high’.  Explore what it is the client 
is doing that has produced a high score.  Discuss the 
importance of working on maintaining these behaviours as in 
changing working environments simply maintaining existing 
strategies requires regular attention and effort.  Explore the 
potential to build on existing strategies since building on what 
already works is always easier than developing new habits.  
The more routines are embedded as habits the easier they 
are to maintain when work pressures increase.  Typically, 
self-care strategies are the first to go when job demands 
increase.

Here is a sample of exploratory questions for strengths:

What are you doing that has created 
a high score on this component?

What scope, if any, is there to build 
on what you are doing well?

What might you need to do to maintain 
these actions despite job pressures?

What can get in the way of maintaining 
these routines/strategies/actions?

Step 1:  Opening Questions and 
Context setting
Before giving feedback on R@W Scale results, it is useful 
to explore the client’s current work situation, if not already 
known by the coach.  This enables contextualisation of the 
feedback. 

Here are some sample opening questions:

What has prompted the interest in 
exploring your resilience?

How resilient do you see yourself 
at the moment?

What are the main challenges in 
your work at the moment?

How well are you managing these 
challenges?

Where does your biggest support 
come from?

What helps you stay sane under 
pressure?

At this stage, it just a case of asking and listening rather than 
relating discussion to the R@W model.

Step 2:  Introduction to the R@W 
Model
Before working through the results in detail it is useful to first 
briefly describe the components of the R@W Model using 
Figure 4 as a reference point.

Interrelatedness of the components
Outline to the coachee to build a good level of overall 
resilience, a person needs to invest in each of the seven 
components although not necessarily equally.  Strengths in 
three or four areas can partly compensate for others.  For 
example, if you are very strong in general health, networks, 
and capacity to maintain perspective it can compensate 
(in the short-term at least) for not having employment that 
meets your values and uses your strengths.  By developing 
capabilities in each of the components a person can increase 
their capacity to manage high levels of stress and challenge 
in their work while staying satisfied and in good physical and 
emotional health.

 However, major deficits in two or more areas will need to 
be addressed as these can overshadow other components.  
As an example, if you have poor stress management, work 
inconsistent with your values and lack any perspective, then 
these shortcomings will seriously impact on the capacity  
to cope with setbacks.  This is despite being healthy, having 
strong support networks and co-operative interaction with 
others.
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Making small changes in a number of areas can make 
a considerable difference in a person’s overall level of 
resilience.  Small shifts are also achievable and sustainable 
if the person is busy.  Should major changes need to occur 
then breaking these down to smaller actions is useful e.g. 
needing to leave a job.  

As indicated above, in some circumstances it may not be 
possible for a person to easily change their approach.  An 
example of this would be to leave a job when it conflicts 
with values in a marketplace of limited employment options.  
Attention in these situations can be towards building skills 
in other R@W components to maintain a reasonable level of 
overall resilience.  This promotes resilience but may not be 
sustainable longer term if a crucial component is missing 
such as no work-life balance, extreme workloads or lack of 
integrity in the role.  Additional coaching may be needed here 
on longer-term goals such a career change.

For those scoring high on each component, the development 
plan will relate more to maintenance of what they are doing 
that works for them.  During periods of stress, self-care 
routines often fall away – at the very time when they are 
needed most.  Identifying and recognising what is being 
done well in relation to resilience allows better attention to 
maintaining these actions.

Step 5:  Progress Review
Ideally, within a coaching relationship there is opportunity to 
conduct a review session to discuss progress.  This would 
include recognition and acknowledgment of goals achieved 
as well as analysis of obstacles experienced and strategies 
to better address these.   A plan for next steps can be 
developed.  In some cases, a coachee may elect to do the 
R@W Scale again as a means of re-evaluating their resilience, 
especially if there have been substantial changes in their 
personal approach, or in the work situation itself.  

As resilience is dynamic and dependent on the interplay 
between the person and the environment, shifts by the 
person, or change at work can have an impact on scores.  
The aim, of course, is that a client has both a framework 
for understanding what he or she needs to invest in to stay 
resilient, as well as a menu of strategies to apply as job 
demands shift.  In today’s turbulent working environments, 
a regular self-assessment of resilience is a useful health and 
well-being prevention approach.

The concept of overdone strengths
While strengths in each area are ideal, occasionally these 
can be overdone to an extent that they can work against a 
person’s wellbeing.  As an example, very strong scores in 
‘maintaining perspective’ when the work situation is ultimately 
working against a person’s wellbeing can mean that tough 
mindedness makes a person persist in spite of their health.  

Blind optimism or unrealistic hope that a situation 
may change can mean a person ignores physical and 
psychological warning signs and becomes very unwell before 
they stop accepting an unmanageable situation.  A good 
example of this is working with a boss with a personality 
disorder or continuing in a role where the demands are well 
beyond the capabilities of one person – regardless of how 
competent or tough minded that person is. 

Within the R@W model over-emphasis on one component, 
that is an overdone strength, can be at the expense of less 
investment in components that can balance this.  In the 
example above, the ‘mastering stress’ and ‘physical health’ 
aspects may have low scores compared to a very high score 
on ‘maintaining perspective’.  

Another example is a client who invests very heavily in their 
health through a very strict, and almost obsessive, exercise 
regime.  If this is at the expense of other aspects of resilience 
such as making time for networking or offering others 
support (‘interacting cooperatively’) it may be limiting in terms 
of overall resilience.  The key is in ensuring that the right 
balance of actions is deployed for the presenting and future 
work situation.

Addressing strategy gaps
Once strengths have been explored, focus then on areas 
where range scores are lower.  Ideas on exploratory 
questions and possible strategies for each of the 
components are outlined in Section 5.  In some situations, 
increasing investment in a component may be outside of 
scope at that point in time - for example increasing exercise 
when unwell or developing support at work in a hostile 
team climate.  In these circumstances, attention can be on 
building up strategies in other components until the situation 
changes, or the person is able to exit the role.

Step 4:  Prepare a Development Plan
As in most coaching relationships, a written plan is useful 
both as a means of confirming goals as well as tracking 
progress.  The individual resilience-building plan template in 
Appendix B is a useful starting point.

When considering the R@W Scale results, explore with 
your coachee how they might continue to maintain or build 
on areas of strength, as well as make small shifts that will 
increase their capability in areas where they have scope for 
more development.  
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Section 5:  Resilience Building Strategies

2. Personal strengths:

Considerable research has been done in recent years, as 
part of the positive psychology movement, into the concept 
of personal or character strengths.  A strength, within this 
field of research, is defined as not simply something that 
you are good at.  It also needs to be an activity that you 
are instinctively drawn to, that makes you feels successful 
when you do it and which seems to fill an innate need.  The 
theory is that we are most likely to grow and thrive in areas of 
strength and that it is better to identify and capitalise on our 
strengths rather than work outside of them.  While the reality 
is that we often have roles that involve aspects we neither 
enjoy nor are good at, the underlying premise is that we can 
still work towards positioning ourselves to better utilise our 
strengths.  

The best known validated frameworks and strengths 
assessment tools are listed below.  These are easily located 
via internet search engines:

 » Values in Action - Martin Seligman 

 » Strengths Finder - Donald Clifton 

 » Realise2 – Alex Linley

Sample exploratory questions, (following explanation 
of what a personal strength is), include:

What do you consider are your 
inherent personal strengths?

How well are you able to position 
yourself at work to use your strengths?

What can you change in your role to 
better use your strengths?

3. Emotional regulation:  

A low score in living authentically may also indicate difficulty 
in managing mood at work.  Mood management is an 
element of emotional intelligence that requires both self-
awareness of emotion as well as management of it.  It links 
to resilience as a lack of emotional management can both 
hamper how people think under stress (the ‘maintaining 
perspective’ component), as well as impact on relationships 
(the ‘interacting cooperatively’ component).

During the feedback session development areas may 
have been identified for a coachee.  This section provides 
guidance for exploring areas where there is scope for 
improvement. Suggested questions and activities are listed 
for each component.  These are by no means exhaustive 
but provide an excellent starting point for coaching 
conversations.

Developing Resilience in R@W 
Components

Living Authentically
This component has three aspects.  It involves knowing 
and holding onto personal values; deploying strengths at 
work; and having a good level of emotional awareness and 
regulation.  As all of these areas are complex and require a 
high degree of awareness and some time may be needed to 
explore low scores.

1. Personal values:  

Explore your client’s core personal and interpersonal values 
and to what extent they feel able to stand firm on these at 
work.  Typical examples of espoused workplace values are 
integrity, honesty, support, transparency, independence, 
orderliness and kindness. If your client has difficulty naming 
theirs an insight tool may be useful. The Organisational 
Culture Profile (OCP; OCP-1) is an example of a validated 
assessment, although the internet abounds with values 
inventories. If a person’s job role is inconsistent, or in conflict 
with their values then exploration of the impact of this is 
needed, together with actions to address this.

Sample exploratory questions include:

What values or principles do you 
have that if breached upset you?

How consistent are your values with 
your work team and the organisation 
more broadly?

What impact is not being able to live 
your values at work having on you?

What have you tried to do to manage 
what you see as a lack of integrity?
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 » Building a sense of connectedness with colleagues 
through regular collaboration, social interaction or 
developing common goals and direction.  Initiating this is 
within scope for your client although the extent to which it 
is successful will depend on others.

Maintaining Perspective
‘Maintaining perspective’ looks at how people think about 
and respond to setbacks and difficulties.  A low score on 
this suggests that a person may lack optimism and may 
be easily impacted by the negativity of others.  Rather than 
having a solution-focus when things go wrong they may 
fall into thinking traps such an as all or nothing approach, 
catastrophising, over-generalisation or self-blame.  They may 
also find it difficult to compartmentalise negative events and 
so these overshadow everything else in their lives.

As thinking styles can often be entrenched over time, this 
component may need considerable support to shift.  Where 
negative thinking and pessimism are problematic, cognitive 
behaviour therapy or other psychological techniques may be 
useful.  Very low scores may also be an indicator of a mental 
health issue such as depression that warrants referral and 
investigation.

The following outlines some strategies to promote optimism, 
positivity and perspective at work:

Strategies at work: Perspective

1. Actively look for what is working rather than what is 
not working during stressful periods.  Problems are 
generally visible and easy to focus on, sometimes 
at the detriment of seeing the successes.  Looking 
for, and acknowledging, the good news provides a 
balance

2. Display positivity, smile more, be approachable and 
give genuine positive feedback more frequently.  
Acting and communicating positively creates 
positive energy that makes you feel better and 
improves interactions with others

3. Deflect negativity that comes regularly from 
other people.  Agree in principle to what they are 
saying but offer a different perspective on the 
situation and minimise the airtime given to negative 
conversations

4. Recognise ineffective thinking and self-talk around 
problems and change to a solution-focused 
approach

5. Seek out colleagues who can lift you up and 
provide a different perspective

6. Build debriefing into work schedules.

Questions for exploration may include: 

What does inability to manage mood look 
like for you at work – Is it over-reaction to 
events, withdrawal, negativity?

What triggers overreaction for you?

What makes you overtly negative?

 
Discussion may be needed around techniques to better 
manage negative emotions.  Changing self-talk, adopting an 
open positive body posture and techniques for breathing or 
calming are just some examples for consideration.  When 
anger management is an issue, specific assistance in 
managing this can be sought from a psychologist. 
 

Finding Your Calling
‘Finding your calling’ relates directly to the person’s match 
with their working environment. The component involves 
having work that has purpose, a sense of belonging and 
a fit with core values and beliefs.  As such it is more of an 
outcome of getting the person-job match right rather than a 
strategy.  

A low score generally means there is a disconnect between 
a person and their role or the organisation itself.  It is not 
uncommon for perceptions around this component to 
change when organisational direction and leadership shift, or 
where there are poor relationships and conflict within teams 
or between what the team believes their work is and what the 
organisation requires of them.  

This component is likely to be seen as particularly important 
in situations where people consider their work to be a 
vocation, and where there is a perceived higher purpose to 
what they are doing that goes beyond the everyday tasks.

Ultimately, a low score may indicate the need to change 
position, team or organisation.  If appropriate, coaching can 
include exploration of what type of position would better fit 
with their purpose and values.  

Other possible areas for focus include:

 » Looking at ways to connect the job to something that 
has a higher meaning beyond the tasks done.  If the job 
does not allow this, explore activities outside of work 
that can offer the coachee a sense of purpose such as 
volunteering or creative pursuits.  Sometimes people are 
temporarily trapped in the work they do and an outside 
outlet can help to balance this. The challenge here of 
course is that space needs to be created in the day to 
pursue this.
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Areas for focus can include:

Strategies at work: Interacting Cooperatively

1. Seeking out feedback on job performance on 
a regular basis.  Doing this in a confident ‘what 
can I do better?’ manner, rather than appearing 
lacking in confidence

2. Offering support to colleagues without waiting to 
be asked

3. Not being afraid to ask for advice and support 
when it’s needed.  Highly self-sufficient and 
independent people may be ready to give 
support but not ask for it.  Taking support 
when it’s needed is an important part of staying 
resilient.

Staying Healthy
‘Staying healthy’ is maintaining a good level of physical 
fitness, a healthy diet and adequate sleep. Changing these 
habits is simple but not easy.  The majority of coachees will 
know what they should do – it’s just a matter of doing it.  This 
is especially the case when under pressure, as it’s easier to 
revert to bad habits when stressed or tired.  

Coaching is best to focus on incremental changes that are 
sustainable.  Determine small shifts in the right direction 
that can be made to improve eating and exercise routines.  
Overtime these shifts become embedded and new habits are 
established.  Any problems in sleeping should be a priority 
area to address as this has a major impact on energy levels 
and mood.

Building Networks
Resilience is improved with the support of a solid network 
of friends and colleagues to call on. In the context of 
work a person needs networks for professional, job and 
organisational advice or knowledge, emotional support, 
debriefing, perspective, social outlets and practical back-up.  
Outside of work a network of social or practical support may 
be needed such as help with child-care or domestic duties or 
just somebody to relax and have fun with.

Maintaining networks requires a time investment, both to 
stay in touch and to reciprocate support that has been given 
to you.  Given that most people have limited discretionary 
time, this suggests that a strategic approach is best.  
Coaching can involve mapping a clients’ existing network 
and identifying gaps that are important.  A plan can then 
be developed to expand the network.  Discussion may also 
need to focus on how best to maintain an existing network 
through routinely scheduling catch-ups using phone, internet 
or face-to-face opportunities.

Mastering Stress
This component involves employing work and life routines 
that help manage everyday stress.  It also involves having 
work-life balance and ensuring time for relaxation. 

Coaching on stress management and self-care techniques is 
relevant here.  Possible actions include:

Strategies at work: Stress

1. Developing routines that assist in workload 
management e.g. prioritising, delegating and 
scheduling

2. Building de-stressing into the day with breaks 
and mini relaxation activities

3. Practising mindfulness

4. Taking time out for passive and active relaxation - 
at work if possible but especially at home

5. Maintaining hobbies and interests. Getting ‘too 
tired’ to engage with them (and progressively 
giving them up) is a primary sign that work stress 
is having a seriously negative effect

6. Avoiding excessive alcohol use. Short-term it is a 
relaxant; long-term it actually begins to activate 
the ‘flight and fight’ stress system even when 
there isn’t anything to fight or flee from

7. Placing boundaries around work so that its 
stresses do not begin to adversely intrude on 
home life, thereby making it difficult to ‘recover’ 
for the next day’s activity

8. Checking regularly on work-life integration.  
Listening to the observations of close friends and 
family who have the benefit of an independent 
perspective.

Interacting Cooperatively
This component is a combination of seeking feedback, 
advice and support and providing support to others.  If 
scores are low, all or one or two of these aspects may be 
missing.  Mutual support is a crucial aspect of resilience in a 
team while seeking feedback regularly promotes adaptability.
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Very Low Low
Below 

Average
Average High Very High

Overall 
Results

Let’s do a 
deep dive: 

Find the 
factors 
behind your 
state of 
resilience 
and how you 
can build it 
up.

Let’s stoke 
the coals: 

Build on 
current 
resilience 
strategies 
and then 
consolidate 
your 
resiliency.

Let’s add 
vitality: 

Determine 
new strategies 
to build and 
benefit from 
resiliency.

Let’s stand 
out and build 
scope: 

Leverage 
your current 
resiliency 
stores.

Pause then 
lean In:  

Consider the 
resiliency 
strategies 
you are 
currently using 
successfully to 
maintain your 
resilience.

Ride the 
wave: 

Consider the 
resiliency 
strategies 
you are 
currently 
using very 
successfully 
to maintain 
resilience in 
the future.

S1 –

Living 

Authentically

Let’s dig to 
find you: 

Discover 
your 
strengths 
and values 
then align 
them with 
those of your 
workplace

Let’s get 
even more 
real: 

Dig even 
deeper 
into your 
strengths 
and values 
then align 
them with 
those of your 
workplace.

Let’s get our 
ducks in a 
row: 

Is there a 
mismatch 
within or 
between 
yourself 
and your 
workplace?

Let’s check 
for a weak 
link:  

Is there a 
mismatch? Are 
you sure of 
your personal 
values and 
strengths and, 
if so, how 
well are these 
being utilised 
in your work 
environment?  

You are right 
as rain: 

High reported 
emotional self-
awareness 
and 
recognition ofs 
your unique 
strengths.

True blue - 
you’ve got 
this: 

Reported 
exceptional 
self-
awareness 
with clear 
knowledge 
of core 
values and 
strengths 
and mastery 
of emotional 
regulation.

S2 – 

Finding 
Your 
Calling  

Let’s find 
your tribe: 

Dig in to 
effective 
management 
of meaningful 
work and 
value 
alignment 
to identify 
your calling 
and increase 
work 
satisfaction.

Let’s find a 
connection: 

Having a 
reduced 
sense of 
meaning and 
belonging 
at work 
suggests you 
may not feel 
part of, or 
committed 
to the 
workplace.

Let’s shore 
up your 
connections: 

Explore 
your team, 
organisation 
and workplace 
with new 
perspective.

Let’s 
embrace your 
uniqueness: 

Exploring 
key aspects 
important to 
finding your 
calling will aid 
resilience.

Using your 
gifts: 

The match 
between you 
and your work 
is creating a 
high sense of 
engagement 
and 
satisfaction for 
you.

Fits like a 
glove: 

You are 
enjoying 
a work 
environment 
that allows 
for a very 
high sense of 
engagement.

Appendix A: Mapping of Range Scores to new Strengths-Based Descriptors
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Very Low Low
Below 
Average

Average High Very High

S3 – 

Maintaining 
Perspective

Let’s bounce 
back: 

Investigate 
your ‘go to’ 
responses 
when your work 
environment 
challenges you.

Let’s 
overcome 
lingering 
thinking 
traps: 

Reflect 
on your 
responses 
when 
your work 
environment 
challenges 
you. 

Let’s 
reframe: 

Re-interpret 
setbacks to 
stay positive.

Let’s use 
setbacks to 
really stand 
out: 

Challenge 
yourself when 
encountering 
problems.

Keeping 
Steadfast: 

You mentally 
bounce 
back from 
set backs 
and maintain 
positivity and 
optimism.

 

Like a rock: 

You are 
adaptable and 
almost always 
deploy flexible 
thinking when 
issues arise at 
work.   

S4 – 

Mastering 
Stress

Let’s balance 
for  your 
health: 

The time is now 
and you deserve 
it.

Let’s relax 
and unwind: 

Balancing 
your energy 
outputs will 
contribute to 
maintaining 
your 
health and 
resilience.

Let’s 
establish 
boundaries: 

Reduce the 
potential for 
the negative 
impact of 
stress. 

Let’s keep 
poised: 

You have 
good stress 
management 
routines at 
work. 

Stress 
buster: 

You have well-
honed skills 
to manage 
stress and 
prevent work 
from eclipsing 
your personal 
life. 

Stress 
Master: 

You have 
exceptional 
stress 
management 
routines and life 
balance.

S5 – 

Interacting 
Cooperatively

Let’s interact: 

Feedback and 
support is 
advantageous 
when the job 
demands are 
very high or 
requirements 
change 
frequently.

Let’s foster 
feedback 
and 
support: 

You can 
seek support 
to position 
yourself 
for more 
effective 
performance.

Let’s give 
and take: 

Offering 
and seeking 
support and 
feedback 
improves 
performance.

Let’s lean in 
for feedback 
and support: 

Challenge 
yourself to 
take a more 
active role 
in seeking 
and offering 
feedback and 
support.

Feedback 
looper:  

You often ask 
for feedback 
and support 
to improve 
your work 
performance.

Habitual 
reciprocator: 

You habitually 
ask for 
feedback 
and support 
to improve 
your work 
performance.

Appendix A: Mapping of Range Scores to new Strengths-Based Descriptors
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Very Low Low
Below 
Average

Average High Very High

S6 – 

Staying 
Healthy

Let’s invest 
in you: 

Increasing 
your physical 
vitality boosts 
resilience.

Let’s focus 
on health: 

Investing in 
your physical 
vitality builds 
resilience.

Let’s rise 
to the 
challenge: 

Increasing 
demands 
require 
physical vitality.

Let’s 
lean in to 
vitality: 

Meet your 
increasing 
demands by 
investing in 
your health.

Health 
Enthusiast: 

You have well-
established 
routines that 
you mostly 
maintain 
despite work 
pressures.

Health-
centric: 

You have 
well-
established 
routines that 
you maintain 
despite work 
pressures.

S7 – Building 
Networks

Let’s 
scope out 
supporters: 

Building 
networks 
can be an 
energising 
factor.

Let’s round 
out your 
network: 

Relationships 
are like 
alliances for 
success.

Let’s 
connect: 

Boost your 
visibility and 
opportunities.

Let’s 
activate 
your 
network: 

Lean in to 
expand your 
supporters.

Constant 
Connector: 

You have a 
fairly reliable 
network of 
people for 
support.

Networking 
Ninja: 

You have 
a strong 
and reliable 
network of 
people for 
support.

 

Appendix A: Mapping of Range Scores to new Strengths-Based Descriptors
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R@W Scale 
Component

 Range Score
Maintenance 
Actions

 Development 
Actions 

Potential 
Obstacles

Strategies for 
Obstacles

Living 
authentically

Finding your 
calling

Maintaining 
perspective

Mastering stress

Interacting

cooperatively

Staying healthy

Building 
networks

 

Appendix B: Individual Resilience Building Plan
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Resources and Supports for Achieving this Plan:

Review Date:



27

Appendix C: Resources

Workbook 

Using the Resilience

At Work® Scale

Building
Your
Resilience
Workbook

Books

              

Resilience Reflection Cards
The card set includes personal, leader and team resilience cards. Vibrant high gloss photographs are on the front of each card, 
with coaching questions/reflections on the back.  Cards align with the R@W Toolkit.

Purchase resources at Working With Resilience websites



WORKING WITH 
RESILIENCE

Australasia and New Zealand
www.workingwithresilience.com.au

United Kingdom
www.workingwithresilience.co.uk

Europe
www.iwd-europe.com

North America
www.workingwithresilience.ca
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