
Travel has a way of bringing the best and worst in people. After the hottest January in NZ 

history, the month ended with a super moon and February started off with more rain in one day 

than is expected for the whole month. This great combination caused newsworthy weather and, 

as happens, caused some flight disruptions. 

I was in Dunedin Koru lounge, listening to the Air NZ team member 

come back on the PA system to announce yet a further delay. Being 

the 5th delay announcement in, she was, understandably, a little 

unconfident as she started and then a gentleman in a avant-garde 

jacket laughed good heartedly and said, “We know what you are going 

to say. It’s all good. Just say it”. A laugh went up around the lounge. 

She was doing the best she could and looked so grateful and relieved. 

Being gracious and encouraging can be a simple as voicing 
encouragement. 

The weather got worse. My 3:30 flight was cancelled and I opted to 

wait for the 7:20. Some people opted to go back into town and try the 

next day. Others muttered how irritating it was. Most were grateful we still had the option to fly. 

As I went downstairs to change my bag tag, I reflected on how some people were stressing over a 

fact they could not change and others chose to be grateful for what could be done. The choice of 
focus, while small, had a visible effect on people. 
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Your focus 

determines 

your reality.

Choose What To Focus On

~Qui-Gon Jinn



Getting to the counter, I heard a young lady begging the service desk to get her on the next 

flight as she had an exam to sit in Wellington the next morning. Her joy and relief at being 

given a ticket starkly contrasted with the upstairs mutterings. I reflected how my internal 

thoughts had been kept on check by speaking with positive people. Surrounding yourself 
with people who see the best in situations really helps manage unmet expectations. 

Many hours and delays later we took off. The flight crew doing all they could and focusing on 

the positives had a palpable and positive effect on the mood in the aircraft. As we came in to 

land, the plane pulled up sharply and we were told the bad weather meant we had to land in 

Auckland. Some pragmatics said, "Well at least we are alive", others discussed how ridiculous 

all these delays were, others worried what would happen in Auckland. 

A Steve Hansen quote came to mind – "Worry is a waste of emotion". Great quote to reflect 

on as our plane load of people joined other plane loads in a snaking queue of a couple of 

hundred people all waiting for the three Air NZ team members to find us beds and rearrange 

flights. A call to home and a focus on the team working with such empathy, care 

and understanding helped keep perspective and reality in check. 

An hour into standing in line on the wrong side of midnight, a new plane-load of people arrived 

and tried to jump the queue and get special attention. Tiredness has a way of magnifying 

emotions. The team on the desk quickly quelled the uprising through some masterful 

communication skills. I reflected on the importance of sleep. It is easier to see the positive 

when you are not tired. The regular explanations and appreciation for people's patience also 

helped. Communication makes a difference. 

With every room in Auckland booked out, one of the Air NZ team made the call to ask the 

Sudima to offer a conference room with mattresses and bedding. Settling down for three 

hours of sleep before my next flight, I was so grateful that this was a one-off exception in 

life and thought of the thousands affected by flooding, natural disasters and wars. 

My biggest reminder – You get more of what you focus on so focus on what you want more of. 

A huge thank you to the Air NZ team and Sudima for doing your best and staying positive. You 

make the world a better place. 
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Choose What To Focus On

Here's to your success!

The Think Right Team



Who can I encourage in the current situation? 

What is positive about the current situation? 

How can my positive response affect those working through the same 
situation? 

How can I communicate my concerns/worries while retaining my 
respect for others? 

Who can speak clarity and vision into my current situation? 

What can I be grateful for, however small? 

www.thinkright.co.nz | 0272987523

Refocus Sheet


