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US $4 billion cost of doing business (IATA 2010)

92% of ramp damage is human error (IATA)

Ramp Lost Work Cases 10.1 per 100

Ramp Lost Work Cases 10.1 per 100

US Industry Ave 2.8

US Industry Ave 2.8 (Dept. Labor Statistics)

(Dept. Labor Statistics)

Ramp damageRamp damage –– 1 in 1,000 departures
1 in 1,000 departures

Ramp InjuriesRamp Injuries –– 1 in 100 departures
1 in 100 departures

Flight International Magazine Nov. 2005
Flight International Magazine Nov. 2005

X
13.613.6 (Dupont 2005)

(Dupont 2005)

HeathrowHeathrow –– 2 damaged aircraft2 damaged aircraft

-- 15 persons injured15 persons injured

PER DAYPER DAY (FIM)(FIM)

Cost $12 B if death & injury includedCost $12 B if death & injury included (IATA(IATA -- Flight Bag April 2010)Flight Bag April 2010)
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This also happensThis also happens all too oftenall too often
Not in WB



To Reduce These Costs

We must train the person on how to avoidWe must train the person on how to avoid
the error they never intend to makethe error they never intend to make

WithWith HUMAN FACTORSHUMAN FACTORS trainingtraining

Not in WB



We Humans Have Been Making
Human Errors For a VeryVery long Time

And, Sadly, Will Continue To Do So
For a VeryVery Long Time

Not
in WB



And When These Errors Occur
We Say They Were:

DumbDumb LazyLazy

Not in WB



Over 80% (plus) of our accidents are due toOver 80% (plus) of our accidents are due to
Human ErrorHuman Error

These Human Errors areThese Human Errors are notnot made on purposemade on purpose

Many of these errors are made by some of theMany of these errors are made by some of the
best and most conscious employeesbest and most conscious employees

We know:

ThusThus somethingsomething must have interfered withmust have interfered with
thatthat ““personperson’’ss”” performance and/orperformance and/or

judgment in order for the error to occurjudgment in order for the error to occur

Not in WB



[Ground Crew] errors
are not the cause of accidents.

Jerome Lederer
Flight Safety Foundation
Adapted by G. Dupont

The causes are to be found in whatever
it was that interferedinterfered with the

[guilty party’s]
{performance/judgment} at a critical

moment
the outcomeoutcome (result) of which is a

[Ground Crew] error
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Where Was Their Common Sense?

Common Sense is Not That CommonCommon Sense is Not That Common
And Has NothingNothing To Do With

Human Factors Training
Not in WB



A.A. The Human is responsible for
most of our accidents

A + B = CA + B = C

B.B. He/she had no intention of
making the error, then

It makesIt makes economiceconomic (and(and
common) sense to train thatcommon) sense to train that

person in how to avoid that errorperson in how to avoid that error

+

=

C.C.
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So Why Don’t We Train
Everyone in Human Factors?

“TheyThey” don’t want it”

AND

“WeWe” can’t afford it”

BullBull PuckyPucky
No one has mandated it yetTheThe Real

Real Reason
Reason
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They Don’t Want It

But theyBut they willwill want it if:want it if:

 a) The material is deemed to be useful

What we donWhat we don’’t understand, we avoidt understand, we avoid

WB 3



JAA ATPL Training
Requirements

Diarrhoea???

None of this will reduce

Human error
1. Separate Health & Safety

from Human Factors

2. Train ONLY What They
Can Use in Their Work to
Avoid Making a Human

Error

Useful?

Not in WB



They Don’t Want It

 b)b) The material has examples that
relate to their work

 c) The facilitator believes and is
passionate about the material

 d) The material is interesting

 e) The material has some Fun in it

For Example

What we donWhat we don’’t understand, we avoidt understand, we avoid

But theyBut they willwill want it if:want it if:

a) The material is deemed to be useful

WB 3



 f)f) It is based on PBL (Problem Based Learning) to the
maximum extent possible

 g)g) It has follow up to help maintain awareness that
the training will provide

Follow up can be the following

1.1. Yearly ongoing workshops that build on the
previous material as well as review

2.2. Weekly HF news short stories are useful

3.3. A company newsletter devoted to HF

4.4. Daily/weekly tailgate sessions

They Will Accept And
Use The Training IF

WB 3



We CanWe Can’’t Afford Itt Afford It

•• You canYou can’’t afford NOT to do everythingt afford NOT to do everything
you can to avoid an error that couldyou can to avoid an error that could
result in the end of your companyresult in the end of your company

•• It only takes ONE human errorIt only takes ONE human error

•• For example:For example:

WB 3



An airline with 16 aircraftAn airline with 16 aircraft

5 Boeing 747s5 Boeing 747s

1,200 employees1,200 employees

Never had a fatal accidentNever had a fatal accident

Until this one fatal accidentUntil this one fatal accident

No one survived their firstNo one survived their first
accidentaccident

Not even the companyNot even the company

WB 3



The Test Run - August 1995

• A two day ““Human Performance for GroundHuman Performance for Ground
Crew Part 1Crew Part 1”” workshop was held

• Based on the maintenance HPIM workshop but
modified for Ground Crew

• Invigilators from five major airlines, the military,
a union, an airport authority and a training school,
participated (24 total)

• Overall final results of all modules were

• 1 2 3 4 5
Poor Fair Good Very Good Excellent

4 49 148 694 49 148 69
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Ground Crew Workshop Contents

Chapter 1 –

Workshop Outline and Objective

 The icebreaker chapter

 This is also the motivator
chapter

 Or why you should stay awake

 The objective is:

To examine the humanhuman role in
ground crew operations that cause
an aviation occurrence and develop
ways to prevent or lessen the
seriousness of the occurrence

4 11 34 11 3

1 2 3 4 51 2 3 4 5 WB 4



Ground Crew Workshop Contents

 Enables the participants to
understand why they make
mistakes

 Uses a simple model based on
transactional analysis (TA)

 Is not psyco-babble

 Can and is often used outside
the work environment

Many say that it has changed
their lives

Have trained over 8,000
persons and no oneno one has yet to
say it was a waste of their
time

Chapter 2 –

What Interferes With Our
Performance/judgment?

3 12 63 12 6

1 2 3 4 51 2 3 4 5 WB 5



Ground Crew Workshop Contents

 A simple 20 question quiz with
questions that relate to their
work environment

 Uses the categories of Caring,
Assertive, Loner and Aggressive

 Many persons find this the most
valued part of the workshop

 They are able to see their
strengths and areas for
improvement

 It also helps them understand
other workers behaviour as well

Chapter 3 –
Behavioural Analysis

1 9 111 9 11

1 2 3 4 51 2 3 4 5 WB 5



Ground Crew Workshop Contents

 Explains the Dirty Dozen
contributing factor, Lack ofLack of
AssertivenessAssertiveness

 Develops Safety Nets to avoidDevelops Safety Nets to avoid
errors due to Lack oferrors due to Lack of
AssertivenessAssertiveness

 Builds on the previous chapter
Behavioural Analysis

 Enables the participants to see
the balance between Passive and
Aggressive

Chapter 4 –
Behavioural Styles - Assertiveness

3 13 63 13 6

1 2 3 4 51 2 3 4 5 WB 6



Ground Crew Workshop Contents

 List developed by a
psychologist familiar with the
industry and industry leaders

 Can promote lively discussion

 Can be removed if time is
short

Chapter 5 –
Characteristics of a Ground Crew

11 9 311 9 3

1 2 3 4 51 2 3 4 5 WB 6



Ground Crew Workshop Contents

 Covers the Dirty Dozen
contributing factors leaving
the big four for the second
day

 All include Safety Nets to
avoid making the error

 Other Safety Nets catch the
error before it results in an
accident

 The end of day one includes
“homeworkhomework”

Chapter 6 –
Human Factor Errors

1 5 14 35 14 3

1 2 3 4 51 2 3 4 5 WB 7



Ground Crew Workshop Contents

 One of the big four

 Is often indicated as having
the most value by a
participant

 Often assists them with their
personal problems

 Ties in with Pressure which
is simply Stress at work

Chapter 7 –
Stress Management

1 4 14 44 14 4
1 2 3 4 51 2 3 4 5 WB 7



Ground Crew Workshop Contents

 The number one contributing
factor to human error

 Has the most time of all the
Dirty Dozen spend on
understanding it and how to
deal with it

 Includes contributors to
Fatigue like dehydration, low
blood sugar, etc

Chapter 8 –
Fatigue

5 14 55 14 5
1 2 3 4 51 2 3 4 5 WB 8



Ground Crew Workshop Contents

 Another of the big four

 Uses a very simple “Mental
Pictures must Match” model

 Provides Safety Nets to
ensure that the message did
get through

Chapter 9 –
Lack of Communication

1 3 15 53 15 5
1 2 3 4 51 2 3 4 5 WB 8



Ground Crew Workshop Contents

 Last of the big four but
vital to reduce errors

 Uses a survival exercise to
illustrate the value of
teamwork

 The participants are
already in teams

 The results surprise a lot of
participants and many label
this as the most value

 It’s a lot of fun also

Chapter 10 –
Lack of Teamwork

The following is an example of GreatThe following is an example of Great
teamwork with a successful outcometeamwork with a successful outcome
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Ground Crew Workshop Contents

 Last of the big four but
vital to reduce errors

 Uses a survival exercise to
illustrate the value of
teamwork

 The participants are
already in teams

 The results surprise a lot of
participants and many label
this as the most value

 It’s a lot of fun also

Chapter 10 –
Lack of Teamwork

9 129 12
1 2 3 4 51 2 3 4 5 WB 9



Ground Crew Workshop Contents

 Reinforce lessons learned

 Are “Problem Based
Learning” (PBL) at its
best

 Are always popular with
the participants

 Are an effective way of
ensuring that the material
presented is understood

Case Studies

1 16 51 16 5

1 2 3 4 51 2 3 4 5 WB 9



The Evaluation

 Tells you if the training was
deemed worthwhile by the
participants

 Question 1 –Scale 1 to 10
rate usefulness of workshop

 Did it meet the objective?

 What was of the most value
to you?

 What was of the least value?

 What should be added?

 What should be deleted?

WB 10



Six month letter to self brings the awareness
back up

Follow Ups –
Maintaining the Awareness

WB 10



Follow up “Dirty DozenDirty Dozen” Safety posters are
put up one at a timeone at a time and changed monthly

Follow Ups –
Maintaining the Awareness

To Be UpdatedTo Be Updated WB 10



WB 10

Use of decals and reminder cards help keep the
awareness level high

Follow Ups –
Maintaining the Awareness



A Case StudyThe AnswerThe Big Picture - SMS

G. Dupont
1995

Not in WB



Ground Crew Are Human Too
• And are expected to have high qualifications

------That’s the person whose bag you are throwing

-------------------Specially when the rain is running down your neck

-----But do it fast before the next aircraft

---While the company insists that you work faster

--------Or your pay will be docked
------Refer back to #2

They forgot to mention just
how much they were willing to
pay for this ““talented linetalented line
service technicianservice technician””

Not in WB



Ground Crew Are Human Too

• For which they are amply rewarded

Not in WB



Ground Crew Are Human Too
• They often work in difficult conditions

Not in WB



Ground Crew Are Human Too
• They work with expensive equipment loading

and unloading very expensive aircraft

Not in WB



• They are expected to never make a mistake

Ground Crew Are Human Too

Not in WB



• But we’ve never trained him/her how to avoid
making an error

Ground Crew Are Human Too

? ??

Its about time we didIts about time we did
Not in WB



Why Experienced Well Trained
Ground Crew Pays Off

George Prill Chairman – Feb. 1999
Ground Support Equipment Today

WB 11



Why Experienced Well Trained
Ground Crew Pays Off

Less than 5 yrs 12%12%

5 to 10 years 13%13%

Over 10 years 1%

3232

50

18

George Prill Chairman – Feb. 1999
Ground Support Equipment Today
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Why Experienced Well Trained
Ground Crew Pays Off

Less than 5 yrs 10%10%

5 to 10 years 13%13%

Over 10 years 3%

3232

50

18

George Prill Chairman – Feb. 1999
Ground Support Equipment Today
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Why Experienced Well Trained
Ground Crew Pays Off

Less than 5 yrs 13%13%

5 to 10 years 23%23%

Over 10 years 36%

3232 50
18

George Prill Chairman – Feb. 1999
Ground Support Equipment Today
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Equipment lasts longer

Less money is spent on hiring and
training new personnel

Productivity is improved with
experienced personnel

LESS HUMAN ERRORS ARE MADELESS HUMAN ERRORS ARE MADE

Why Experienced Well Trained
Ground Crew Pays Off

Not in WB



For Those Who Don’t Know
What the Signal For STOP is

Here It Is

Not in WB



No matter how right you are or hard you work,

sometimes the Human ErrorHuman Error Dragon still wins!

Renee Dupont-Adam
System Safety Services


