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Abstract

Purpose — Society faces significant challenges, including the climate crisis, energy crisis and war in Europe,
where electric utilities play a crucial role. This paper aims to explore how employees at electric utilities unlearn
and relearn in response to past and future crises and times of rapid change.

Design/methodology/approach — This study is based on seven focus group interviews with electric utility
companies in Sweden in 2024-2025. It includes a total of 26 employees in various roles within the
organizations. The interviews explore both the energy crisis experiences in 2022-2023 and future scenarios,
focusing on opportunities and challenges related to the household customer segment.

Findings — Employees identify the need for new approaches, communication and collaboration within and
between organizations. They reveal the complexity of ensuring a functioning electricity system while handling
issues of sustainability, security and reliability amid changing expectations and new technical prerequisites. At
the same time, uncertain boundaries between different stakeholders’ roles and responsibilities, lack of trust and
limited analytical capacity constitute constraints for learning, complicating the ability to act.
Originality/value — Contributions include scrutinizing how socially critical actors navigate in and for an uncertain
world. The authors show how employees learn in periods marked by crisis and rapid change and present four
dimensions of multi-relational learning characterized by employees’ interactions: intra-organizational, inter-sectoral,
cross-sectoral and citizen-organizational. Furthermore, the authors introduce the concept of “reactivation” to bring
theoretical nuance, highlighting how relearning may involve mobilizing dormant or forgotten practices.
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Paper type Research paper

1. Introduction

The rapid change in the world of work and society has led employers and employees to
recognize the importance of lifelong learning throughout their careers (Tynjdld, 2013,
den Broeck et al., 2024). Thus, facing rapid technological advancements and evolving labor
market demands, the need for employees to continuously update and refine their skills has
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never been more pressing (European Commission, 2019). Over the past three decades, Journal of
researchers have shown a growing interest in workplace learning, i.e. learning that occurs at Workplace
work, through work and for work (Billett, 2008; Fenwick, 2008; Tynjéld, 2013). In fact, it
has been suggested that there is an increasing demand for learning that is transformative and
innovative rather than merely reproductive, and that is social rather than individual (Tynjald,
2013). For employees working within organizations that manage critical infrastructures and
essential societal services for citizens, such as electricity provision, there is a need to adapt to 19
several different and rapid changes simultaneously. It includes technology development,
security threats, political visions and threats of massive environmental change (International
Energy Agency, 2024). These disruptions, pressures and developments prompt questions of
how organizations, communities and individuals can strengthen their preparedness and
resilience. Resilience refers to their ability to adapt, tolerate, recover and transform in
response to change (Hamborg et al., 2020). Major societal challenges, such as the energy
transition, war and the climate crisis, highlight the important role of energy companies in
responding to these challenges while at the same time operating critical infrastructures. For
example, in 2022, Europe faced a volatile electricity market with sharply rising prices and an
increased risk of power cuts (International Energy Agency, 2023). The situation was
triggered by diverse critical events such as Russia’s invasion of Ukraine, the economic
fallout from the COVID-19 pandemic, disturbances at nuclear power plants and low water
levels in hydroelectric reservoirs (International Energy Agency, 2023). This led households
to take various actions to reduce their electricity use and mitigate the effects of the crisis
(Brauer et al.,, 2024; Gram-Hanssen et al., 2024). In this study, we shed light on the
electricity supply side. More specifically, we explore Swedish electric utility companies,
which are the stakeholders responsible for electricity distribution and the grid infrastructure.
Electric utilities’ task of providing essential services means that they carry a great societal
responsibility. However, there is limited research about their role and the experiences of
utility employees. Thus, we explore utility employees’ perspectives on learning in response
to past and future challenges through the lens of unlearning and relearning. We focus on
opportunities and challenges that the suppliers identify concerning households. This paper is
guided by the following research question:

Learning

RQ1. How do employees in the utility sector engage in processes of unlearning and
relearning in response to energy crises and anticipated challenges within the
electricity system?

2. Related work

Previous research in workplace learning has examined organizations’ relearning and
unlearning during times of crisis, and, for example, during technological transitions.
Unlearning and relearning have gained popularity in research (Sharma and Lenka, 2019) and
have become vital for organizations facing crises and periods of rapid or disruptive changes.
By discarding outdated practices and adopting new knowledge, organizations strengthen
their adaptive ability and sustain performance amid adversity. A recent and widespread
example includes the COVID-19 pandemic, which destabilized organizational knowledge
systems, necessitating organizational unlearning (Vu and Nguyen, 2022). For example,
Hogberg and Willermark (2024) explored how the pandemic called for new ways of
interacting in the enforced digital workplace among knowledge-based workers in Sweden
(Hogberg and Willermark, 2024). The study illustrated how the intricate interplay between
rules and norms governing interaction and work must be recognized, unlearned and
relearned when the physical work environment no longer defines the context of work.
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JWL Workplace learning is a constructive approach to understanding and analyzing the energy
38,9 sector that is currently going through massive changes. In Sweden, rapid technological
development is transforming electricity usage, production and distribution through innovations
like home batteries, electric vehicles, smart heat pumps and smart home technologies.
Households, which represent a large portion of Sweden’s electricity use, can now interact with
the grid more actively by managing their electricity use based on market prices, user profiles
20 and other incentives. Meanwhile, electrification, an increase in weather-dependent power and
limitations in transferring capacity have led to challenges in balancing supply and demand.
Additionally, climate change, security threats and digitalization can make the grid more
vulnerable(Perera et al., 2020; Svenska Kraftnét, 2022). Thus, employees of utilities, who are
responsible for ensuring electricity supply to the population, must deal with many different
types of risks in their work. However, energy companies, including utilities, have historically
been considered “slow movers” when it comes to organizational change, and struggle when
faced with conflicting demands and contradictory energy targets (Apajalahti et al., 2015).
Research on professional learning in the context of the energy sector is scarce, and not much is
known about how employees in electric utilities deal with the ongoing and anticipated changes
in the system. Yet, studies that investigate the energy sector suggest that employees’ and
organizations’ knowledge and opportunities for learning have a pivotal role in how efficiently
challenges are dealt with. For example, research on municipal work practices in preparation
for emergency power cuts shows that contextual knowledge shortages, lack of opportunities
for learning about the preparedness policy, as well as lack of knowledge transfer between
employees, are some of the greatest barriers for efficient preparation for power cuts (Danielsson
etal., 2020).

3. Theoretical framework

In the context of workplace learning, the concepts of “unlearning” and “relearning” have
gained prominence as crucial for adapting to rapid and disruptive changes (Hogberg and
Willermark, 2024; Kneebone and Schlegel, 2021; Semplici and Campbell, 2023). Unlearning
refers to the intentional process of abandoning knowledge, behaviors and practices that have
become outdated in a changing environment (Hedberg, 1981). However, unlearning is not
simply about forgetting but actively identifying and letting go of established ways of thinking
and acting. This process is especially crucial in industries undergoing transformative changes,
such as the energy sector, where decentralization, digitalization, electrification and climate
change are altering the conditions for operating the grid while simultaneously posing new
threats to energy security (International Energy Agency, 2024). Relearning refers to the
process of acquiring new knowledge or skills to replace those that have been unlearned,
enabling individuals and organizations to stay relevant and effective (Hedberg, 1981). Still, it
has been suggested that joining the two processes of unlearning and relearning in a sequence
can be difficult (Sharma and Lenka, 2019). Thus, relearning does not necessarily follow this
suggested ordering sequence but can occur without previous unlearning. Furthermore, the
very purpose of organizational unlearning is to acquire new knowledge, i.e. relearning, which
tends to lead to conceptual ambiguity in practice. However, despite this potential conceptual
ambiguity, we have used both concepts and consider them as analytically connected, yet
separate.

In recent research on organizational learning, two streams of “unlearning” and “relearning”
can be found (Hogberg and Willermark, 2024). The first stream of thought emphasizes that
forgetting, letting go or unlearning primarily occurs at the individual level. This is based on the
idea that organizations cannot actively forget and highlight the challenges individuals face during
this process as unlearning is deeply tied to how they interpret the world (Akgiin et al., 2007;
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Cegarra-Navarro et al., 2021; Cegarra-Navarro and Wensley, 2019). The loss of deeply held Journal of
conventions is particularly difficult, as these often serve as sources of certainty and security Workplace
(Akgiin et al., 2007). The second stream focuses on organizational relearning, conceptualizing
it as the transformation of organizational routines, and this process is often considered as
the deconstruct or modification of deeply ingrained beliefs, norms, values and practices
(Cegarra-Navarro et al., 2010). Thus, changes in organizational routines or procedures make
individuals reflect on and reconsider their existing knowledge and understanding of phenomena 21
(Cegarra-Navarro et al., 2010).

While unlearning is understood by some as primarily an individual process, it impacts and
interacts with both group level and organizational level. For example, while the act of
questioning personal beliefs and knowledge may be individual, the prerequisites for doing so
at the workplace are tied to characteristics of the organization. Antecedents for unlearning
can for example be the organization’s exposure to external turbulences such as a crisis
situation, but also prerequisites such as whether the environment offers a safe space to
question and review existing knowledge and routines (Kim and Park, 2022). Furthermore,
unlearning among individuals and groups in times of turbulence can lead to improved crisis
preparedness in the organization, highlighting how outcomes of individual unlearning
impact the organizational level. In other words, individual unlearning can be viewed as an
antecedent of organizational learning. Yet, while unlearning and relearning have been widely
adopted, research that examines these processes on individual and group level remains
limited (Kim and Park, 2022). The research that does exist often focus on how unlearning
and relearning is linked to individual differences (Kim and Park, 2022). It has been suggested
that the ability for critical reflexivity in individuals and teams plays an important role for
unlearning (Matsuo, 2018). It has also been suggested that the physician—patient relationship
is an important factor that shapes learning processes in health contexts (Cegarra-Navarro
et al., 2011). However, it is unclear how such relational aspects translate into other non-
health related domains. Furthermore, little is known about how unlearning and relearning at
individual and group level are formed by outside events like crises and social dynamics with
external actors.

In this study, we explore how employees unlearn and relearn as a response to past and
future crises and disruptive change. We view unlearning and relearning as distinct, yet
mutually linked aspects. They are part of the same iterative process in which employees, and
by extension organizations, acquire new knowledge and adapt to a changing environment.
This means, for example, that although relearning typically follows unlearning, the duration
of each phase and the proximity between them are neither fixed nor in focus of this study.
Rather, the emphasis is on how these processes jointly make it possible for employees to
discover new ways of thinking and working.

Learning

4. Methodology

In this study, we adopt an explorative and qualitative approach. In the following sections, we
describe the data collection, including recruitment and participants, focus group interviews,
followed by data analysis and ethics.

4.1 Recruitment and participants

The data was collected by conducting seven semi-structured focus group interviews with a total
of 26 employees in seven utility companies. In Sweden, there are about 170 utility companies,
out of which 129 are owned by the municipalities (TVA, 2016). The utility companies vary
greatly in organizational size, distribution area, number of households and geography, e.g. urban
or rural areas. When recruiting utility companies for the study, we aimed to achieve geographical,
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JWL demographic and socio-economic variation. We invited eight companies of different sizes and
38,9 from different parts of Sweden. Seven agreed to participate in the study. In the invitation, we
communicated the purpose of the study, the themes we would discuss and our intended focus
on the household customer segment. We invited professionals with relevant roles to participate.
The aim was to include expertise in both technical infrastructure and security, as well as
customer-focused areas like communication and customer service. The purpose was to
22 encourage discussions that would involve both the social and technical dimensions of the power
system. The participants represented a range of ages and varying lengths of experiences within
the organization, spanning from a few years to over 30. Several participants had more than
20 years of tenure in the organization. An overview of the represented companies and the
participants is presented in Table 1. The participants and companies have been given fictitious
names.

4.2 Focus groups

We found focus groups to be a suitable data collection method for the study. Focus groups
allow colleagues to jointly explore the complex, nuanced nature of learning from crisis and
preparing for future changes and challenges. Focus groups also enable participants to both
reflect on changes in their roles, competencies and practices, and for the group to be able to put
into words the changes they have gone through as an organization (Cyr, 2016; Tourangeau,
1984). Due to the geographical distribution of the participating utility companies across
Sweden, one focus group was carried out on-site, while the remaining were conducted online

Table 1. Overview of participants

Company No. of respondents Roles represented in focus groups

Coastline Energy 4 Simon, grid planning engineer Emelie, grid
planning engineer Amanda, customer
relations Molly, customer relations

Eastpoint Energy 3 Rikard, security manager Julia, customer
service Karoline, communications officer

Clearvolt 3 John, senior specialist regional grids
Peter, senior specialist local grids Marcus,
customer relations

PowerSouth 6 Kristoffer, grid strategist, project manager

Jacob, department of measuring,
verification of energy meters Milo,
representative from department of
measuring, customer contact Henrik,
product manager Sandro, head of grid
infrastructure Tanja, grid strategist, project
manager

Inlandis Energy 3 Nils, head of strategy and business
development Matilda, security and quality
assurance Tommy, consultant within
strategical areas

Northreach 3 Albin, business innovation Karin, local
grids Joel, local grid, measurements
GridWay Electric 4 Andreas, security, preparedness, total

defense officer Helene, external analysis
Stefan, energy market engineer Daniel,
grid operations manager
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as Microsoft Teams meetings. All conversations were recorded and transcribed. The first Journal of
author led the interview with the support of a second researcher. The sessions lasted between Workplace
77 and 112 min, with an average of 99 min, excluding initial presentations and information
about the study. Focus groups were carried out between November 2024 and February 2025.
In the focus groups, we used the employees’ experiences from the energy crisis in 2022-2023
and the concept of resilience as a starting point for discussing their perspectives and responses
to the multitude of changes and threats to the power system and households. The focus groups 23
were semi-structured and covered five themes:

Learning

(1) knowledge about households in their respective grid;

(2) experiences from the energy crisis in 2022-2023;

(3) resilience;

(4) communication to households; and

(5) present and future challenges. See Appendix 1 for a complete overview.

4.3 Data analysis

For the analysis, we combined an abductive approach with thematic analysis (Braun and
Clarke, 2006). This means that the theoretical concepts of unlearning and relearning were not
part of the initial research design nor integrated into the interview guide. Rather, they were
identified as helpful analytic lenses after the data was collected. In our case, the abductive
approach also means that our analysis was guided by theory without being completely
constrained by it. As such, we were open to finding additional labels or concepts that could
help make sense of the respondents’ discussions. The approach resulted in an identification
of “reactivation” that served as a nuance to unlearning and relearning (see Results 5.1 and
Discussion 6.0).

The analysis was done in several steps. First, after each focus group, the first author
documented initial reflections to start the process of identifying important similarities and
variations in the data both within and between the focus groups. Next, the notes from the
sessions were used to start a first scanning for relevant themes that corresponded to
relearning and unlearning. This step included identifying parts of the discussions where the
participants reflected on themselves, their roles, their work practices and their organization.
It also included possible shifts that the participants believed were needed within their
organization to tackle certain challenges. Thereafter, codes were created based on whether
they were interpreted as unlearning or relearning, for example “relearning to keep up with
accelerated demand for guidance and expertise,” as well as whether they connected to the
experience of the energy crisis, future challenges or specific roles, both within and between
organizations. A table that exemplifies the coding can be found in Appendix 2. Thereafter,
overarching themes and sub-themes were created, where we found that the energy crisis, the
preparation for future changes and roles constituted central categories.

Throughout the analysis, we scrutinized the coding and themes together. The aim of such a
procedure was to provide convincing and meaningful engagements with the unlearning and
relearning concepts that may be relevant also outside the electric utility context. As a starting
point, we used Hogberg and Willermark (2024) as a key reference for unlearning and relearning
because the study, albeit conducted in a different workplace setting, shared an important
element with our study by also being situated within a crisis context. Additionally, we received
careful reading and review around consistency of concept interpretations from a third
researcher. This helped us improve stringency and comprehensibility in our “storytelling.”
However, we recognize that unlearning and relearning may be used differently and with other
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JWL types of data. For example, our study did not include documentation of changed routines.
389 Rather, we focused on the employees’ own reflections and experiences around their work, the
g way practices and mindsets have changed or how they expect them to change in the future.

4.4 Ethics

Informed consent was obtained from the participants prior to the data collection. More
24 specifically, the participants received verbal and written information about the purpose of the
study and their right to withdraw their participation at any time without providing any
reasons. Moreover, they were informed that their personal data would be treated with respect
for their privacy and in accordance with The Swedish Research Council (2024).

5. Results

The employees reveal several ways in which the energy sector, and consequently, the utility
companies’ work, is changing. Historically, these utilities have been quite settled in their role
as centralized suppliers and distributors of electricity. Employees described that to households,
utilities were often backgrounded and represented a taken-for-granted infrastructure. Many
households’ interaction with them consisted of paying a monthly bill, and public interest in
electricity and the utility’s role had historically been low. Employees also described that the
utility’s focus had until recently revolved mainly around expanding and maintaining the grid to
accommodate existing and new users. Overall, this points to a traditional view of the utility and
the household as having a linear supplier—customer relationship. However, these positions
are changing and become challenged in different ways. Below, we present three overarching
themes that capture how employees reflect on relearning and unlearning in response to changes
in the electricity system:

+ experiences and lessons from the energy crisis in 2022-2023;
+  preparing for future scenarios; and

* envisioning inter- and intra-collaborations and roles.

5.1 Experiences and lessons from the energy crisis in 2022-2023

Employees from different parts of the country experienced the energy crisis in 2022-2023 quite
differently. This is due to how households in their area were affected and because of variations
in their organizational and local contexts. Below, we illustrate processes of relearning and
unlearning through examples related to changing societal concern for electricity and increased
attention to preparedness.

5.1.1 Relearning to meet overwhelming household concerns. The energy crisis
transformed utilities from overlooked suppliers to a focal point for households. Employees,
particularly from utilities in southern Sweden, where prices were higher, reported that the
energy crisis had resulted in an overwhelming number of incoming calls from consumers.
Employees working in communication, marketing and customer service described how
households were worried about rising and volatile electricity prices, the risks of power cuts
and not being able to pay the bills. Households also called and asked for guidance around
what energy-related investments would be beneficial for them. Julia, who worked in
customer service, described the situation as “Pretty brutal” and stated that “It was clear that
the people of Sweden were worried. Oh my, how they have been calling and emailing us, it
was a super high demand.” Julia’s colleague Karoline agreed and said that “It was a roller
coaster all through the autumn.” In parallel, the employees also observed a big increase in
demand for information, guidance and support from households. Households increasingly
sought guidance on how they could reduce their electricity use to manage the rising power
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prices. It included what energy technologies they should invest in, what contracts were Journal of
suitable to their needs and how they should prepare for power cuts and other emergencies. Workplace
Employees describe that during this period, they felt the need to take on a more advisory and
supporting role than usual. At the same time, the interest and knowledge among households
increased rapidly, signaling a heightened public awareness regarding the electricity system.
Josefin reasoned that while it was high pressure on them to provide guidance, the upside was
that it was easier to reach out to households, and that households no longer took electricity 25
for granted. For those handling customer communication, it meant increased speed and
effort to stay ahead of what households were learning about electricity, the market, the grid
and home technologies. This involved coordination to answer complex questions, refer to
the right person or department and being able to seek out, together with the caller, what
the question really concerned. This was challenging as the electricity market constitutes a
complex and difficult topic for non-energy-experts, as illustrated by Karoline: “It was a big
challenge to try to make these difficult, complex things [...] explain it simply and clearly.”

Relearning thus meant keeping up with the latest information on the crisis itself, and at the
same time, keeping up with information on technology trends, contracts, bills and advice
regarding electricity use for a diverse audience. As demonstrated by Marcus, their work had
suddenly become the center of attention: “All of a sudden people started to talk about energy
in a way that they ve never talked about energy before because who would have cared?” The
employees reported a growing interest in electricity during the crisis, and it positioned
the employees as key communicators, with households being more attentive than before.
While adapting to the situation, employees reflected on the need for better preparedness and
preventative work. Consequently, they assumed a pedagogical role, guiding households who
had become more interested and informed about energy issues. In other words, they were
learning how to support households’ learning. The sudden attention to electricity and electric
utilities made employees question previously held assumptions that the public is not
interested in electricity or what they have to say. Thus, this change process also involved
unlearning. Employees saw an opportunity to take on a more advisory role, providing
valuable information and making use of the attention to prevent wasteful electricity use or
unfitting investments.

5.1.2 Reactivating practices of preparedness: materials, exercise and attention. While
some employees saw crisis preparedness as part of the utility’s core business, some
preparedness practices had not been prioritized in the years before the energy crisis, nor had
they received much attention from other stakeholders such as municipalities. However, through
the experience of the crisis and Russia’s invasion of Ukraine, preparedness practices had come
into the foreground. Thus, adapting to a crisis requires certain relearning related to aspects of
routines. These aspects include materials, exercise and attention. As for materials, employees
with technical backgrounds reflected on how the energy crisis had highlighted the issue of
material storage. John, Peter and Marcus discussed how both the energy crisis and the pandemic
had caused prolonged delays in the delivery of materials needed for physical grid maintenance.
Marcus explained that the European energy transition further strained supply chains,
which struggle to keep pace. Related to this, John questioned vulnerability to the “just-in-time
mindset” of wholesalers, arguing that cost-saving practices, like minimizing storage, lessen
overall preparedness. Grid strategist Kristoffer echoed this view, noting that while peacetime
focuses on efficiency, crises expose the need for basic materials to maintain infrastructure.
These reflections shed light on an emerging unlearning process, where employees start
questioning the cost-driven routine that neglects material readiness across the supply chain.

As for exercises, employees who worked with security-related routines and preparedness
for power cuts or other crisis scenarios, the energy crisis heightened interest and awareness in

Learning
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JWL their work. It made them recognize the need to test and run thorough exercises on plausible
38,9 scenarios. This recognition reflects a process of relearning the importance of practical
exercises to strengthen preparedness. The renewed focus on exercises and power cut routines
was confirmed by Daniel, who had been operating the grid at GridWay Electric for 25 years.
He described that the heightened risk of power cuts that was a result of the crisis had led them
to review their routines that he described as “a bit dusty” because of how low the risk
26 had been. Hence, they had updated their routines and ran tests and exercises for the first
time. The way employees describe these issues as something they “dusted off,” updated
and reviewed, demonstrated a type of relearning that can be understood as reactivation.
These practices were often not completely new. Rather they came into light and were
rediscovered, reevaluated and reconfigured — in other words, reactivated. These experiences
also demonstrate how this type of relearning is clearly connected to a specific scenario and
situation in which emergencies no longer seemed distant and unlikely. The experiences show
how relearning can reinforce itself as realizing the need for testing leads to more testing,
which in turn deepens understanding of the critical role of exercises in preparedness.

The employees also reflected on the need to identify the crisis sooner. Rikard suggested
that this was important to be able to set up an emergency response organization and distribute
resources properly to prevent problems. He also stated that he believed this insight was the
reason that their crisis organization had improved since then, indicating a relearning process.
His colleagues, Karoline and Julia, agreed and added that the late realization of the crisis
resulted in a situation where it was each unit to their own. They reflected upon that it would
have been helpful to collaborate and unite around challenges, indicating a need to relearn
attentiveness to crises.

Overall, the crisis highlighted specific work practices that were identified as especially
relevant from a crisis preparedness point of view. It included having materials in reserve and
unlearning just-in-time mentality, relearning the importance of proper exercises and keeping
routines up to date, as well as being attentive to signs of an upcoming crisis. Notably, the
unlearning and relearning described under this theme is not just about letting go of outdated
routines in favor of new knowledge. It also includes being reminded of older routines, such
as emergency exercises, that have been deprioritized but now appear important again. That
process is here labeled reactivation.

5.2 Preparing for future scenarios

The employees all share a view of the energy sector in transition. They describe the energy
industry at a turning point, due to rising public interest, electrification, decentralization and
climate change. Therefore, this theme explores how utilities relearn and unlearn due to
current and anticipated changes from social, technical and environmental perspectives.

5.2.1 Adapting to changing expectations and new communication needs. Employees
discuss two key challenges in interacting with households: meeting changing expectations
and managing communication across diverse household types. A crucial aspect was to better
understand and differentiate between households, i.e. relearn how to communicate
accordingly. Employees noted that households vary in aspects such as skills, resources,
location and engagement. This diversity made one-size-fits-all communication insufficient.
Targeted information was identified as essential, especially as households increasingly
expected personalized guidance. Josefin reflected on the organization’s limited ability to
tailor messages, as illustrated by: “[...] We’re not so good at segmenting and communicating
based on target audience, and I think that is a real shame because a lot of our customers are
asking for more personal guidance.” Similarly, employees stated that their knowledge of
households’ user profiles “behind the meters” is limited. Yet, employees like Karin suggested
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that understanding household differences in electricity use would soon be crucial, and John Journal of
suggested a new system; “To utilize this potential [target specific households and shift their Workplace
electricity use] we would need to sharpen our analytical ability. To draw conclusions from

all the data the grid generates, I mean it is an enormous amount.” It reflects an idea of Learning
relearning both how to live up to the public’s expectations and a desire to be more effective in
their outreach.

Moreover, tailoring information was identified as fruitful to promote energy efficiency. 27

However, the household variations in finances, values and knowledge posed challenges.
Employees testify that while a large part of the households take electricity for granted, another
is increasingly “technology-savvy” and energy literate. That is, knowledgeable about contracts
related to certain types of electricity practices, such as using smart charging schemas.
Employees like Julia and Karoline felt that households’ learning curves necessitated them to
keep their own knowledge up to date. One challenging example was how to communicate the
cost of the infrastructure, i.e. explaining and motivating the cost of the grid. Learning how to
explain the value of electrical infrastructures reflects a relearning of communication practices
at the utility, but also a need for unlearning at the part of the household. Thus, in a country
where low prices and reliable electricity have been the norm, the ongoing changes, such as
electrification and security threats, require households to unlearn that the grid is “just there.” It
also includes relearning that investments and adaptations need to be made to make sure that the
grid will function properly.

Higher expectations around communication were also noted during disruptions like power
outages. Employees noted that many households demanded faster and more specific information.
Julia described how people would immediately call and complain when power was cut, showing
low tolerance to disturbances. Employees reflected that while expectations have risen, adaptability
declined, especially in urban areas, promoting a need to relearn how to manage growing
differences between households. Communicative challenges involved balancing education on
complex issues with maintaining households’ trust. For some utilities, efforts to address these
challenges were already underway. For example, GridWay Electric launched a YouTube channel
to educate households about electricity and the energy system.

Historically, the relationship between households and supplier has been straightforward,
i.e. suppliers distribute electricity, and households use and pay for electricity. However,
employees describe ongoing changes in the field of technological innovation, indicating that
they are amid a significant technological transition, which has potential consequences for the
operation of the grid.

Innovations like home battery systems, solar power, electric vehicles and digital control
systems constitute disruptive technologies that could alter the electricity sector in fundamental
ways. Other related changes revolved around emerging forms of social organization around
electricity, such as energy communities, off-grid households and aggregators that could buy
and sell flexibility from households to the utilities. There was uncertainty of how much of a
challenge each innovation would pose in its local context, but also uncertainty around how
fast each innovation would diffuse among inhabitants. Because of this, some employees felt
that the company needed to be more open and humbler toward the change and uncertainty
ahead. As such, this unlearning involved questioning the way the utility company has
operated in the past and to what extent that type of operation would be relevant in the future.
The unlearning process related to uncertainty and need for openness to change was
demonstrated by Marcus: “We will have a role to play in the future, we don’t know what it will
be, but the only way to keep playing is to be on the journey there. I think that’s important, to be
curious about everything. It’s impossible to go against this trend, you can sit and pout, but it
won't help.” Other employees agreed that the technological development required them to
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JWL “be on their toes,” meaning to be attentive, curious and quick to catch up on new trends to
38,9 adapt. For some utilities, this also meant competency shortages, as new technologies on the
user side that would feed power back into the grid could cause problems. It required the
utilities to adopt smart technologies themselves that could deal with quick changes in
production. This was exemplified by Joel: “We need more competency and more people. More
man-hours and someone who has the right skills and focusses on these new technologies.”
28 Discussions around the relearning process, in which the employees reflect on the grid, in
combination with a wide set of challenges, results in several suggested strategies for
developing their work practices. It demonstrated both unlearning and relearning processes
that involve viewing the future as a potential analytical space, instead of relying on analysis of
historical data.

5.3 Envisioning inter- and intra-organizational collaborations

The ongoing and expected challenge of the electricity sector gave employees reasons to look
outside of their organization for ideas and guidance on how to handle changes. It was argued
that utility companies needed to expand their dialogue and collaborate, rather than reinvent
the wheel. For example, Daniel argued that working groups across utilities will be important.
His colleague Stefan agreed and mentioned how he studied experiments with power tariffs at
Eastpoint Energy to gather insights for their model. A strategy for smaller utilities was to
identify how larger companies evolved, as these companies often have access to more
experience and new knowledge. Thus, their decisions can guide smaller utilities in how to
navigate new trends and challenges, as illustrated by Karin: “Even for us as a medium sized
utility company, you sort of wait to see what the bigger dragons like Clearvolt will do, what
are they saying about this, have they found a good solution?” Being able to follow in bigger
companies’ footsteps, rather than figuring it out yourself, was crucial.

These examples show how employees envision and implement collaboration strategies,
focusing on relearning, to address ongoing grid changes and challenges. The collaboration
encompasses formal working groups that promote intra-organizational relearning to find new
solutions, informal personal exchanges between individuals for relearning tied to specific
roles, but also practical help in reactivating and using skills that were lost. Employees
describe relearning processes that are not only centered in social contexts but also include
keeping track of what bigger companies do and learning from their experiences. It functions
as a way of identifying what could have been done to improve and adapt their operations.
Larger companies have more resources for specialization, while smaller ones require
employees to juggle multiple roles, limiting opportunities for relearning.

5.3.1 The unsettled utility role. The way employees described their organizations’
development in response to security threats and increased interconnectedness of different
energy system stakeholders revealed that the role of the utility was becoming unsettled. Yet,
the idea of the utility company taking on a new role came with hesitation and concern. One
such concern was to what extent supporting and guiding households meant compromising
their integrity in terms of gathering, analyzing and using individual households’ electricity
data. Another related concern that was emphasized by employees was the challenge of
distrust in utility companies. The distrust was sometimes understood as closely connected to
some households’ dissatisfaction with what they saw as high grid fees. Some employees
worried that guiding and supporting households came with a risk of being perceived as
having an agenda and pushing it onto households. This topic sparked discussions among
employees around what stakeholders are suitable to guide households on how to use
electricity efficiently. Employees like John reasoned that utilities are not considered an
objective stakeholder. Thus, it might be preferable that an authority like the Swedish Energy
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Market Inspectorate, municipalities or the administrative county board take on a bigger role as Journal of
advisor. Another alternative mentioned was to collaborate with municipalities and authorities Workplace
to, for example, reach out with campaigns regarding crisis preparedness or other important
information on energy-related issues. A perceived lack of public trust in the organization can
thus be seen as an obstacle to relearning how to communicate effectively to households to
ensure preparedness. Even though the perception that households are generally becoming less
and less prepared for power outages was widespread, employees were uncertain of what role 29
they should have in supporting and encouraging blackout preparedness in households. This

uncertainty was also related to the allocation of responsibilities between them and the

municipality. While the municipality is formally responsible for the inhabitants in crisis, the

utility is formally responsible for the grid infrastructure. Employees stated uncertainty about

their role in preparing households for changes in power supply, stressing blurred boundaries

between organizational responsibilities. While unlearning has occurred by questioning the

traditional utility role, relearning is underway as employees envision a more interactive,

collaborative approach. However, employees are unsure of their new role due to regulatory

constraints, public mistrust and unclear boundaries with stakeholders, posing an obstacle to

relearning amid the sector’s shift.

Learning

5.4 Summary of results

To summarize, various examples of unlearning, relearning and reactivation, as well as obstacles
to relearning, were observed. Notably, unlearning and relearning were multi-relational and social.
Thus, learning was accelerated, blocked, shaped and facilitated through utility employees’
interactions with each other, households, other utilities and other stakeholders. A summary of
examples is provided in Table 2.

6. Discussion

In this study, we have explored how Swedish electric utility employees relate to ongoing and
anticipated changes in the electricity system, including their experience of the energy crisis
in 2022/2023, through the analytical lens of unlearning and relearning. Our study focused
specifically on changes related to the household customer segment, which represents a
large share of electricity use in Sweden. The results demonstrate several different ways in
which employees of electric utilities are unlearning and relearning, as well as how they are
anticipating future relearning. We find that these results point to interesting insights from a
learning perspective. In line with previous research, we observe that crises, or periods of
rapid change, are pivotal to changing and adjusting practices and provide very important
experiences through which learning can be accelerated (Antonacopoulou and Sheaffer, 2014,
Hogberg and Willermark, 2024). Despite the fact that electricity systems constitute a critical
infrastructure, studies on learning related to the energy sector and crises constitute a scarcely
explored area of research. An exception is a study conducted decades ago by Roux-Dufort
and Metais (1999) who demonstrated more broadly how crisis events fostered different
learning phases in nuclear power plants. They identified technological improvements,
acknowledgment of human factors and creating a culture of safety as formative learning
phases. Still, research on learning processes in the electricity sector, in crisis and beyond,
remains scarce.

Through our exploration, we find that periods of rapid change in society shape the utility
employees’ learning through various relationships between individuals and stakeholders. Based
on our findings, we propose four dimensions for employees’ learning during disruptive or
accelerated change that is characterized by the interaction between individuals and stakeholders
across professions, sectors and roles (see Figure 1). The link between social relationships
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JWL Table 2. Examples of unlearning, relearning and reactivation

38’ 9 Learning process Strongly influenced by interaction with
Unlearning
Questioning previously held beliefs that electricity is viewed Households
as an uninteresting area of expertise

30 Questioning just-in-time mentality and cost-driven routines, Other stakeholders, such as actors in

prioritizing material preparedness

Emphasizing the grid as valuable and important rather than
backgrounded and taken-for-granted

Questioning the traditional role and operations of the utility,
being open to new trajectories for the grid

material supply chains
Households

Households and colleagues

Relearning

Keeping up with latest information and technology trends Households
Assuming a pedagogical and instructional role towards Households
households: supporting households’ learning

Being attentive for emerging crisis situations as an Colleagues

organization
Analyzing and communicating effectively, adapt to different
household categories, their expectations and knowledge

Households and colleagues

Communicating to households the value of infrastructure, Households
balancing complexity and maintaining positive relationships

Looking forward rather than relying on historical data: using Colleagues
the future as an analytical space

Looking to other utilities to exchange ideas and learn from Utilities

their experiences

Reactivation
Rediscovering the importance of exercises and reviewing
routines for crisis preparedness: mobilizing dormant

Other stakeholders such as
municipalities and the administrative

practices and knowledge county board
Receiving practical help from other utilities in rediscovering Utilities

and using skills and practices that have been lost in the

organization

Obstacles for relearning

Lack of trust in utilities Households

Blurred boundaries between stakeholders’ expertise and
responsibility
Lack of transparency and communication

Other stakeholders such as local and
national authorities
Colleagues

and reflexive practices associated with unlearning and relearning within organizations has
frequently been highlighted in other theoretical frameworks as well. It has been suggested that
“defensive” group dynamics hinder double-loop learning. This is by constraining opportunities
to advocate new ways of solving problems and critically examine the assumptions and
worldviews that underpin existing work practices (Argyris, 1977). Similarly, the 4] model
describes how new knowledge spreads from individual to institution, again emphasizing
social channels for professional practice reconfiguration (Crossan et al., 1999). In this regard, our
study contributes by demonstrating the importance in understanding not only intra-organizational
relationships’ effects on reflexivity and learning, but also relationships with stakeholders outside
of the organization.

Furthermore, we identify “reactivation” of dormant knowledge and practices as an important
part of learning from and for imminent crises and rapid changes. Relearning and unlearning

Downloaded from ftp.nowpublishers.com/jwl/article-pdf/38/9/18/11253642/jwl-06-2025-017 1en.pdf by guest on 18 August 2026



/ \ Journal of
Workplace
Intra-organizational Inter-sectoral Learning
Unlearning and relearning of Relearning and reactivation through
routines and roles benchmarking and adjustment

B -

Relational learning

dimensions
— 1
A e
— ] Hi| — 25
HE
Cross-sectoral Citizen-organizational
Relearning and reactivation of Unlearning, relearning and
knowledge role-reframing

Figure 1. Four dimensions of unlearning, relearning and reactivation

typically emphasizes the need for employees to “let go” and discard outdated routines. However,
we suggest that in some cases, it is also important to “hang on” to knowledge such as emergency
exercises, that may be not so crucial in day-to-day operations, but all the more valuable in a crisis
situation. Thus, the concept of “reactivation” can be used to provide important theoretical nuance,
suggesting that some learning involves reactivating rather than replacing prior knowledge.

The first dimension concerns the intra-organizational and represents unlearning and
relearning of routines between colleagues in the same organization. Changing routines in one
part of the organization or profession can impact how others are assessing and identifying
the need for new knowledge. On the contrary, we observe how a lack of transparency and
information on what is going on in the organization is a barrier to making use of crises
as learning opportunities. As such, for intra-organizational unlearning and relearning, it is
important to consider the ways in which colleagues in different roles and with different
professional knowledge can meet, share experiences and critically reflect on the organization’s
practices together.

The second dimension is inter-sectoral, where employees of one organization look to
their counterparts in the same sector, to exchange ideas, get inspired and relearn. It can also
involve reactivation, as employees receive help and guidance from other organizations
to mobilize skills that were forgotten or lost. Inter-sectoral learning relationships can thus
reduce the perceived uncertainty on what practice reconfigurations are suitable to deal with
an ongoing or anticipated challenge.

The third dimension is cross-sectoral and reflects how interaction between different
professional stakeholders, across sectors, affect each other’s learning processes in times of
crisis or accelerated change. For example, one stakeholder may signal to another that
relearning and reactivation of dormant routines is needed to increase crisis preparedness. At
the same time, uncertainty around boundaries to other stakeholders’ roles, responsibilities
and expertise can hinder relearning and exploration of new practices.
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JWL The fourth dimension is citizen-organizational and points to how employees’ professional
38,9 unlearning and relearning is affected by their interactions with the public or lay people, here
labeled as citizens. This dimension can be likened to Cegarra-Navarro et al. (2011), who
identified physician—patient relationships as an important interaction that shapes health
professionals’ knowledge. Here, we abstract this interaction between professional and the lay
people they service and outline it as an important social dynamic that impacts professional
32 learning. As citizens’ knowledge increase, new expectations are put on organizations that are
responsible for critical infrastructures or essential societal services. Subsequently, employees
need to keep up with changing demands for knowledge, support and guidance from citizens.
As both professionals and lay people learn, their interactions can also lead to updated and
adjusted roles. In our case, this was demonstrated through the emerging prosumer role at the
household level, which created an increased demand for expertise and support from the utility.
Such role reframing thus includes both unlearning and relearning: to question and unpack
traditional roles as well as to create new ones. At the same time, perceived lack of trust from
the public can hinder relearning as employees are careful not to negatively impact their
relationship with households.

We especially want to highlight the fourth dimension, how learning is affected by interactions
with citizens, as an interesting phenomenon to investigate. We suggest that it would be valuable
for future research to examine how professional learning is facilitated, accelerated or affected by
changes in knowledge of the public in their multifaceted roles as customers, patients, households,
users and citizens. This can provide insights on how organizations effectively can manage future
crises and support inhabitants, regardless of sector. From a theoretical perspective, it is interesting
to further explore how professional knowledge is reshaped when workplace learning processes
intersect with learning that goes beyond professional contexts. For example, it would be valuable
to further investigate how citizens’ learning and knowledge demands on professionals can both
provide both learning opportunities and challenges for organizations to manage. Furthermore, we
introduce the concept of reactivation to bring nuances to the learning that takes place within the
organizations and highlight additional dimensions somewhere in between the relearning and
being reminded of previous knowledge.

6.1 Implications for policy and practice
The results show both opportunities and barriers for learning in electric utilities. Limited
analytical capacity, a lack of future-oriented analysis, uncertainty regarding stakeholders’ roles
and ambiguities in internal processes are examples of barriers that influence how employees
perceive their ability to adjust and improve their work practices.

Based on our analysis, we present the following suggestions for utility management, local
authorities and policymakers to make it easier for employees to learn how to adapt to rapid
changes in the electricity system:

+ Prioritizing analysis of existing electricity use data in electric utilities is one way of
improving conditions for relearning how to know more about households and, in the
longer term, tailoring communication to different household groups, thereby targeting
households more effectively and precisely.

* Local collaborative efforts around communication initiatives between local authorities,
such as the municipality, region and the administrative county board of the same region,
could be a way of navigating uncertain role boundaries in the energy sector concerning
crisis preparedness in households. These collaborations leverage stakeholders’ expertise,
facilitating employee learning without overstepping boundaries, thereby encouraging
new forms of communication and engagement with citizens or households.
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 If policymakers want households to participate in the energy transition and crisis Journal of
preparedness, they should consider who is expected to support households in Workplace
adapting to such parallel rapid changes. Do these stakeholders, such as utilities, have
the right conditions to learn how to support households, or are they constrained by
regulations or praxis on what they can and cannot do?

Learning

* Events like the energy crisis should be understood by utilities’ management as
pivotal moments in which practices can be changed and new ideas can be born. For 33
example, the energy crisis has made energy come to the forefront for the general
public. Not making use of the engagement by educating, learning and increasing
interaction with households would be a missed opportunity.

7. Conclusions

This study explored how employees in Swedish electric utilities manage ongoing and
anticipated rapid changes in the electricity system. The results demonstrate various ways in
which employees unlearn and relearn as changing conditions render some of their existing
work practices insufficient. While previous research has established that periods of crisis or
rapid change can provide important learning opportunities, we observe that such acceleration
of learning is relational and is shaped by interactions between individuals, organizations and
stakeholders. We suggest four relational dimensions of how employees learn during
periods of rapid change: intra-organizational, inter-sectoral, cross-sectoral and citizen-
organizational. We especially highlight the importance of the final dimension as worthy of
further investigation in research. Furthermore, we suggest the concept of “reactivation” as a
complement to the concepts of unlearning and relearning, that highlights the value in
relearning and mobilizing dormant practices, for example in crisis situations. Our results are
relevant for policy and practice, as we point to the need for increased room for analytical
work in utilities, collaborations between stakeholders to reduce uncertainty around role
boundaries and consideration of how regulations may hinder interactions and learning
between households and utilities. Finally, using periods of rapid change, such as the energy
crisis, is important to not miss opportunities to strengthen the electricity system’s ability to
manage changes and threats in the future.
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Appendix 1. Interview guide for focus group with electric utilities

This interview guide shows a list of questions that guided the focus group discussions, sorted under
different themes. However, it should be noted that the focus group interviews were semi-structured
and explorative. As such, many of the questions we did not need to ask since participants had vivid
discussions and conversations, which covered many of the topics. Additionally, it was important to
focus on challenges and learning processes that the participants themselves deemed important and
relevant; therefore, we let their interest direct what questions got most attention. However, we always
made sure to at least include all the themes in each focus group.

Introduction: Researchers introduces themselves. Information about the study and the purpose of
the focus groups is given verbally. Any questions from participants are addressed. Researchers ask
participants if they consent to the interview being recorded.

Introduction of professional roles: Each participant briefly describe their job and role within the
company.

Theme 1. Households in your electricity network

+ I'would like to start by asking you to tell me a bit about the households in your electricity
network. Who are they? What different types of households are there? Where do they
live, in what types of housing,? etc.

*  Are there any household customers that stand out more than others? How so?

*  How do you communicate with households today?

* How do you work within the organization to understand the needs and conditions of
households?

Theme 2. The energy crisis

* What was your situation during the energy crisis of 2022/2023? How were you affected?

* What were the biggest challenges during the energy crisis? Was there anything that was
difficult?

+ Did the contact with household customers change during the energy crisis? If so, how?
How did you handle it?

+ Is there anything you would do differently if the same situation arose again in a few
years?

* What lessons have you learned from the energy crisis? Has it affected how you organize
your work today?

Theme 3. Electricity limitations and resilience
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Now I thought we would talk a bit about resilience — or resistance and adaptation,
preparedness. How would you describe a resilient electricity grid? (resistant, adaptable,
prepared) [Note: Pause, let everyone have a say and think about resilience. Be ready with
a short/simple description]

What types of disturbances or limitations should the electricity grid be able to handle
today and in the future?

What types of disturbances or limitations do you see as the most difficult/critical?

If we look at your household customers instead, what types of electricity-related disturbances
or limitations do you think households might need to handle? Today vs in the future?

How will households be affected by challenges such as power shortages or electricity
shortages in the future?

How important is it for households to be prepared for electricity to be, for example,
limited or expensive during certain periods in the future?

[You just told us about a resilient electricity grid and what it might mean...] How would
it help your mission if households were prepared or “resilient” to limitations in electricity
supply? What would it mean for you and the electricity system, do you think?

If we imagine a situation where electricity is more expensive during certain periods, there
may be power limitations, etc. What role would you say you have in that situation related
to households? Do you think different households might need different support,
communication or information?

What is challenging about supporting households in this? Communicating about it?

From your perspective: what skills are needed to support households?

If you imagine a dream scenario where you had unlimited resources to work on this —
what would it look like? What would be in place then? How would you work on this?
What other actors are important to support and guide households to be prepared for
energy crises or electricity shortages? How do you collaborate with them today?

Theme 4. Managing households’ efforts during the energy crisis

Have you in any way worked to communicate to households that their efforts during the
energy crisis were valuable/important?

How do you think such communication could look?

How could you explain to households that their reduced electricity consumption actually
helps in such situations? How could you confirm that their effort is important?

How can you and other actors work to maintain households’ engagement for the next
crisis? How can you in your role help them strengthen their preparedness for such a
situation? What other actors can help strengthen households’ preparedness, do you think?
What challenges might exist in such communication? Different households have different
conditions, some have jacuzzis in the yard while others live in old rental apartments, etc.
Can you communicate the same to everyone, or do you think there are different groups
that are important to reach in different ways?

In what way have you learned from households’ responses during the energy crisis, and
how have you integrated that knowledge into your work?

What support for learning/skills development is provided within the organization to meet
future challenges related to household customers and energy supply?

Who besides utilities has an important role here?

Theme 5. Current situation and future.
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* What are the biggest challenges you see ahead in your role, related to household Journal of

customers (or otherwise)? Are there any? Workplace
+ Is there anything particularly difficult about the household segment in your industry? Learning
What and why?
Conclusion
* Now I/we have asked the questions we planned to ask, but I wonder if there is anything 37

you would like to add before we finish? Is there anything you think we should know more
about or that you want to tell us?

Thank you very much for taking the time to participate in this interview. If you have any questions
afterward, you are welcome to contact us.
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Table Al. Concepts and coding examples
Concept Identification criteria Example
38 Unlearning  Statements that involve respondents “... but of course there are some products

questioning current practices or the
assumptions and understandings behind
them

Relearning  Statements that emphasize the need for
changing or adjusting outdated work
practices or reactivating dormant practices
anew. These updating of practices can be
either carried out, ongoing or anticipated

Reactivation Statements that demonstrate how
respondents were reminded of, or
rediscovered, dormant or old routines,
seeing them in a new light. Reactivation
could thus involve reviewing, updating and
mobilizing practices and knowledge that
had either been forgotten or taken for
granted

that we don’t have in reserve in the
amount that.... because today it’s a lot of this
‘just-in-time” mentality, and you also saw
that with the hospitals all the time that orders
things but then when there is a shortage, no
one had nothing. I think there has been a bit
of a wakeup call about that. And now as well
with these crisis situations with the wars
going on and insecurity, it makes you wake
up and review these things”
“But we became interesting, I mean out of
nowhere it was...’do you work with
electricity metering? [laughs] That wasn’t
exactly a hit otherwise, being a power grid
analyst. Yeah. Bye”
“To utilize this potential [target specific
households and shift their electricity use] we
would need to sharpen our analytical ability.
To draw conclusions from all the data the
grid generates, I mean it is an enormous
amount”
“... I think that’s what makes it fun—and
that’s also the challenge at the same time.
This part of the energy sector has historically
been quite administrative, really. It hasn'’t
posed any major problems—just a rock-solid
electricity system, power grid—and in many
ways, we still have that. The thing is, the
future challenges are huge, and it’s the ability
to handle them, and the uncertainty that
comes with them, that’s the real challenge.
And somehow preparing for that—it’s not like
before, when the go-to solution was to expand
the grid, reinforce it, that’s what you did.
Now, the interaction with the customer is
different, and there are several alternative
solutions beyond just building more grid
infrastructure. ...”
“...I’d say yes, it definitely became
relevant—that first winter in 2022, people
were genuinely worried about electricity
shortages, as he called it, meaning there
simply wouldn'’t be enough electricity
for everyone. So we really had to test all
those emergency procedures that have
always existed, like disconnecting customers
and similar measures, and suddenly it was
(continued)
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Table Al. Continued Journal of

Workplace
Learning

Concept Identification criteria Example

very real. Very real for our customers—

regional authorities, municipalities, and so

on. All those things that have always been

there and tested—they were now tested for 39
real. It was a huge deal to prepare for that
winter and make sure all procedures and
routines worked. They’re always tested, but
this time it was extra thorough, with
workshops and information meetings with the
public sector—figuring out how it should
work, who does what, what’s Svenska
kraftndt’s role, what’s our role ...”

“I think that’s a challenge—the fewer
disruptions we have, the worse we get at ...
[preparedness]...—no, but really, we
become—yeah, maybe we need to learn to
practice, like actual drills”

“Drills are becoming more important”
“Yeah, they will. Definitely”
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