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From Pre-Qualification Requirement to Capability Partnership
A Case Study: Ripple Learning & A Medium Sized Construction & Infrastructure Company
Industry: Construction & Infrastructure consulting 
Engagement duration: 2 years (July 2024 – present) 
Participants reached: ~50 staff across all levels 
Format: Full-day workshop, lunch & learn sessions, 1:1 executive coaching
Executive Snapshot
When a leading infrastructure program delivery consultancy needed to meet SCM1461 pre-qualification requirements, they called Ripple Learning. In that first conversation, they realised there was something far more valuable on the table; the opportunity to build genuine, lasting capability across their whole team, customised to their workplace and their people. Two years later, they keep coming back.
The company operates at the sharp end of Australia's critical infrastructure sector; embedded inside client organisations, navigating complex stakeholder environments where competing interests, contractual pressures and tight timelines are daily realities. What began as a compliance inquiry evolved into a sustained capability partnership spanning three workshops, 1:1 coaching, and every level of the organisation.
Across all three programs, post-workshop scores averaged above 9.2 out of 10 across content, facilitation and likelihood to recommend. Participants consistently reported meaningful increases in competence and confidence from before to after each session. The engagement grew not through a sales process, but because the learning made a real difference.
Client Context
The company is a Sydney-based program delivery consultancy specialising in complex infrastructure, telecommunications, government and operational transformation. Their teams work as embedded partners inside client organisations (including NSW Transport, NSW Health, Lendlease, Telstra and the Tasmanian Government) helping to align diverse interests, manage complex stakeholder environments and deliver measurable outcomes.
With approximately 50 staff operating across high-stakes, multi-party environments, the interpersonal demands on the company's people are considerable. Their work requires sustained capability to manage competing priorities, navigate difficult conversations and maintain productive relationships under pressure, across organisational boundaries and with clients who have their own agendas, timelines and expectations.
In this context, the ability to navigate conflict constructively is not peripheral. Studies consistently show that construction dispute costs absorb an average of 2.6% of total project costs across the industry. For an organisation whose value is its ability to deliver outcomes inside complexity, that capability gap carries a direct operational and reputational cost.



The Challenge
The company's initial reason for contacting Ripple Learning was specific and practical: they needed to meet the SCM1461 pre-qualification requirements for government contract tendering, which mandate certified capability in conflict resolution and ADR.
But that first conversation opened something broader.
Speaking with Ripple's team, the company quickly recognised that the real opportunity wasn't simply ticking a compliance box. It was the chance to build genuine, lasting capability across their whole team, in a program fully customised to their workplace and their specific challenges. Certifying just one or two individuals would be fragile: if those people moved on, the organisation would lose both the qualification and the embedded knowledge with them. Investing in the team as a whole was the more resilient, more valuable choice.
Beyond the certification question, the interpersonal and communication challenges their people navigated daily (managing competing stakeholder interests, communicating assertively without damaging relationships, de-escalating tension under contractual pressure, handling the emotional weight of sustained high-stakes work) weren't being addressed in any structured way. These weren't edge cases. They were woven into the fabric of the work.
Ripple's Approach
Discovery and design
Ripple's approach begins before anyone enters a room. Prior to the first workshop, Ripple held a detailed briefing with one of the company's senior leadership.  They discussed the specific challenges the team was navigating, the nature and mix of roles attending, any existing dynamics that could be sensitively addressed through the program, and what a genuinely useful outcome would look like.
That context was passed directly to the facilitator, enabling him to approach the session as a targeted, customised intervention; adapting emphasis, pace and depth in real time based on where the room's needs and energy were on the day.
This is the Ripple difference. It is never a scripted, slide-by-slide delivery. It is live, responsive facilitation grounded in genuine expertise - the kind that only comes from facilitators who work in real-world conflict and complex human systems, not just in training rooms.
Program delivery
July 2024 — Conflict Resolution & ADR for Construction (full day, 15 participants)
The engagement opened with a full-day, fully customised workshop. Rather than certifying just two individuals to meet the SCM1461 requirement, the company chose to train the whole team together - recognising that the value of shared language, shared frameworks and shared experience far outweighed the cost of a broader group booking.
The response from participants was immediate and enthusiastic. Content exploring the psychology and neurobiology of conflict (why people react the way they do under pressure, how to interrupt escalation patterns, how to engage constructively in high-stakes conversations) resonated deeply with a team that lived these dynamics every day. Participants described it as the most practical training they had experienced, noting its relevance not just to work but to relationships and family life.


August 2024 — Active Listening & Assertive Communication (1-hour lunch & learn)
Off the back of outstanding feedback from the first session, the company wanted the broader team to be able to access the practical skills component in a format that worked within a busy schedule. Their request was clear: could Ripple bring the core practical experience from the full-day program to the whole organisation within an hour? and could they have the same facilitator again?
Ripple delivered on both counts. The facilitator finessed the session specifically to maximise practical impact within the condensed timeframe.  He delivered a focused, discussion-rich lunch and learn on active listening and assertive communication, held in the company's own office space in a format that suited the team's culture.
April 2025 — Stress Management & Building Resilience (lunch & learn)
As the partnership deepened, the company requested a stress management session tailored to the specific demands of infrastructure consulting. Rather than treating this as a standalone topic, Ripple built deliberately on the neurobiology of stress content already introduced in the full-day program; layering new capability on established understanding, and deepening the learning rather than repeating it. The session introduced cognitive tools, practical coping strategies and individual resilience-building approaches directly relevant to the pressures of embedded infrastructure work.
Ongoing — 1:1 Executive Coaching
When the company received client feedback that a team member's communication style was creating difficulty, they didn't look for a new provider. They came back to Ripple for individual coaching sessions tailored to that person's specific development needs.
This is the mark of a trusted partnership. Ripple wasn't engaged as a training vendor. They had become the organisation's go-to resource when real workplace capability challenges arose.
Outcomes and Impact
Quantitative results
Post-workshop survey scores across all three programs:
	Workshop
	Content
	Facilitator
	Recommend

	Conflict Resolution & ADR
	9.6 / 10
	9.7 / 10
	9.7 / 10

	Active Listening & Assertive Communication
	9.3 / 10
	9.5 / 10
	9.6 / 10

	Stress Management & Building Resilience
	8.9 / 10
	9.2 / 10
	9.6 / 10


Across all three sessions, participants also rated their competence and confidence both before and after attending. The shift was consistent across every program: participants arrived with moderate self-assessed capability and left with meaningfully higher confidence in how to approach conflict, communicate under pressure, and manage the demands of complex, high-stakes work.
For the Conflict Resolution & ADR workshop, the overwhelming majority of the 15 participants rated all three categories a perfect 10. The lowest score recorded was an 8. When asked what they would improve, most said "none." One described the session as "perfect."

Qualitative impact
Beyond scores, the engagement produced observable shifts in how the company's people approach their work.
Participants reported immediate, practical application of skills; not just in workplace situations but in personal relationships. Leadership observed a more structured, considered approach to difficult conversations. The organisation developed shared language and frameworks for navigating conflict, reducing the friction that comes from individuals approaching the same challenges in entirely different ways.
Critically, each program created the conditions for the next. The team's appetite for learning grew as the practical value became evident in their day-to-day work. The engagement expanded organically because the capability built on itself.
What Participants Said
On Conflict Resolution & ADR:
"The Conflict Resolution and ADR training provided by Ripple was highly engaging and insightful — I would recommend it to any organisation wishing to undertake this."
"The workshop has been delivered in an engaging, practical and real life context. Really good perspective and insight delivered in handling conflict in different scenarios — in personal, relational and business context."
"Style of the facilitator and his ability to tailor the course to our needs/requirements."
On Active Listening & Assertive Communication:
"Ripple delivery of content and connecting with the class is second to none in engaging with the class and the delivery of the content."
"Fantastic facilitator and content to remind business leaders that business is about people, people led, and serving the needs of people ultimately."
"Very powerful set of topics in such a short amount of time."
"Great presentation pitched perfectly at the audience which made it all the more effective."
On Stress Management & Building Resilience:
"The presentation style is down to earth and relatable."
"Deeper understanding of human nature and managing and dealing with emotions and strategies."
"Focus on individual strategies to develop resilience."
"Facilitator style and anecdotes to explain concepts."
From the company’s senior buyer:
"The things we've learned today — I'm going to go home and use these skills with my family. I could straight away see how to apply them. Everybody in the room could." —CEO


Why This Matters for Construction and Infrastructure
The construction and infrastructure sector presents a particular set of human challenges. Multi-party contracts, embedded team structures, competing organisational interests, high financial stakes and sustained time pressure create conditions where difficult conversations are not occasional - they are constant.
Most people operating in these environments have not been equipped to manage this complexity constructively. Not because they lack capability, but because these skills are rarely developed through experience alone. Without structured, evidence-based learning, organisations absorb the cost of that gap quietly: in escalating conflict, in avoidable delays, in the steady erosion of trust across teams and client relationships.
Ripple's facilitators bring deep, current expertise in mediation, conflict resolution and complex human systems into every session. They understand what it means to work in these environments - and they build every program around that reality, not around hypothetical scenarios.
9 out of 10 participants across Ripple's workshops report an increase in competence and confidence. In construction and infrastructure, that improvement has a direct operational value.

About Ripple Learning
Ripple Learning is a specialist capability-building partner for organisations navigating human complexity. We design and deliver customised, evidence-based learning experiences led by experienced mediators, counsellors, psychologists and industry professionals - building lasting capability in managing conflict, difficult conversations and the emotional demands of complex work environments.
We are a registered ACNC charity and Social Trader certified social enterprise. 100% of our profits are directed to youth mental health charities - meaning every organisation that invests in their people also makes a meaningful difference to vulnerable young Australians.
Construction-relevant programs include: Conflict Resolution & ADR for Construction | Courageous Conversations | Negotiation Skills | Accidental Mediator | Assertive Communication & Active Listening | Stress Management & Building Resilience | Accidental Counsellor | Mental Health First Aid
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