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-~ We Humans Have Been‘Making .
Human. Errors For a~\le[y long Time

H-.

"That No Apple i:"mlic:}r doesn't
apply to us"”

- And Sadly, Will Continue To Do So
~~~-~ Fora Very Long Time

'



‘;‘mhen These Errorsrd-ccurre‘,d_




.

We know:

il e

—_—

Over 80% (plus).of our acci dentsare dueto
Human'Error

These Human Erfors arenot made on purpose

Many of theseerrors are made Dy some of the
best and most conscious employees

Thus something must have interfered with
- that“person's™per formance ana/or
judgment in"order-for-theerror tooccur
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c}-errors
ar e not the cause ef ‘accidents.

T he causes areto befound tn“whatever
It was that interfered with the

}latacritical
puc moment ‘
the outcome-(r esult) of whichsisa
| nagice]eerr ok
Jerome L ederer

Flight Safety-Foeundation
Adapted by G. Dupont -




-—Where Was Their Common Sense?

e

4 =———
“ If you check the manual,
it says something about letting the air out first"”

“Common SenseisNot That Common

< And Has Nothing To Do With
-~~~ Human Factors Training




A-l-B c N

A. The Human is responsmle for
2 most-of our accidents

B. He[sliq__ had no intention of _

making the error, then -

- il .

C. It makes economlc (and

common) sense to train that

_ person-in how to avoid the error
}hey never intend to make




-—56'Why Don’t We Train . _
Everyone-in Human Factors"

‘“They” don’t wan,t it? “We” can’t afford it”

~Besides an;ne_"ﬁgit's mandated it yet

Bull Pucky




| CAO (Internatlonal C|V|I Aviation

Organization) has dictated .that

ALL contracting states M-WJST
provide human factorsStraining to all
maintenance:personne ‘with signing-authority in
an AMQ (A pproved-Maintenance Organi zation)

It hasheen a requirement in Canada
since-1999

-1t will be atequirement inthe USA
' one day .

. But it makes Economic Sense to train-today




They Don’t. Want It

" 'What we don’ t under stand ‘we avoid

But they will want 1t if: -
¥“a)-The material’is deemed to be useful
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They Don’t Want It

" 'What we don’ t under stand "we avoid

But they will want itiif; _
v, 3)-The material i deemed t0 be useful

4 b) The mater ial has examples that
relatetothelr work

v’ ) Théfacilitator believes and-is’
passionate about the material-=

v/7d) The matesialts interesting U
\/ €) The.material has some Fun.ina\"—

” For Example
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They Will Accept And
Use The Trammg IF

) 1145 based on PBL (Problem Based Learnlng) to the
maximuam extent possible

v'’g) It-has foltow Gpto help maintainawareness that
the training wilkpr evide

Follow up can bethefollowmg

1. Year Iy ongoing wor kshopsthat bund on the
previous material-aswell asreview

, 27A sx'month letter ofSafety stepsto bétaken
- 3. Weekly H Fnewé%hgfr_t stories are useful
4. A company hewsléttey devoted toHF*
S-Pally/weekly toolbox sessions




6. Follow-up “ Dirty Dozen

-r'

They Will Accept And .

Use The ;Tf'aip!ﬁg

[

r i

—

e

IF

- ;

—

* Saféty postersare

put up-one at-atime and changed monthly

Maintenance Dirty Dozen

§ Communication 7. Lack of Resources
8. Pressure
9, Lack of Assertiveness

1. Lack o
2. Complacency

3. Lack of Knowledge
4. Distraction

5, Lack of Teamwork

6. Fatigue
The failure to ensure

11. Lack of Awareness

12. Norms
that the “Mental Pictures” match

“f guess day shift can finish
screwing on the panel’” P

ation Safety Nets

mance in Maintenance Wo P
ver intend to make

O
jow up to Human Perfon ]
actors training on how 10 avoid the error you e

hese posters were designed in 1934 to be a foll
The BEST Safety Net for all of the Dirty Dozen s Human F:
L Verbal V- Written
Discuss work done and c“z‘e’}‘ |°9e‘:‘°i‘:ks for snags
~ whathastobe completed " erred items
Lgr L7 Write to insure the person
Paraphrase to ensure the reading will understand
«Mental Pictures” match what to do
assume anything concise language

F g

6. Fatigue

A loss of alertness and a feefing of tiredness that oventu:

1 s VNG RO
Doeas i Hurmae Tacairs kaing or bow b aveid the o s ey e o make

“Thest pasiers
The .:ﬂ&h;hunm""""“"“lhmu

e
A

Maintenance Dirty Dozen

1. Lack of Communication
2 Complacency

3. Lack of Knowledge

4. Distraction

5. Lack of Teamwork

6. Fatigue

7. Lack of Resources

9. Lack of Assertiveness
10. Stress
11. Lack of Awareness

The BEST Safety W for o 2

" Know where the
actually comi
it 18 not self induced

L~ '
&that  Stop & ook at the situation

rationally before acting

" Clearly state your case un- <“’”’M& for extra help

- til there is a Safe
= .
Saying NO y
for Safety is

 Remember who will

cXbauic? you IF you

. Lack of Communi
municat|
2 comicrey
. Lack of Knowled
;. Distraction 9
- Lack of Team:
W
6. Fatigue ork

4 Maintenance Dirt Dozen

7. Lack of Resources
8. Pressure

9. Lack of .
10, Stragy. " rorivenoss

11. Lack of Awareness

Identify th, .
rorms ey e o o
blished Salety Sta ndard) an

Always follow
m
turers procedu:':hoc-r

Llfve the Procedures

Work to elimi,
negative norms

Refuse to
artici
in "ESatlve':.o,,':s'pate

A professi
take shortsl;::‘:' doesn’t

Accentuate the po



7Use The Training IF;

7+ They Will Accept And..

7. They are provided decalsand reminder
cardsthat help-keeprthe awarenesslevelhigh

>} Can I change the situation?
>}~ How can I best cope?
LISTEN > To your Rational
Mind.
>} Has this happened before?
=)~ What is the best Rational
plan?
P

&

ACT > NOW!

\ Repeat advise as necessary/

Sor it §
e
>}~ Anyone can make a mistake
but only a fool makes it twice.
>p= Anything worth doing is worth
doing right.

>}~ Remember when you don’t
have time to fix it, you will
when it fails.

>}~ Change what you can for the

\ better and cope with the rcsy

G
DAD’S ADVICE ATTITUDE #' NORMS
STOP >} Assess the situation. >} Think positive and positive HELPERS & .
LOOQOK >} Rationally not things will happen to you.
Emotionally. 7 . . i
- >}~ If you want perfection, die ¥ Know your child -+ Identity pos from neg
25 L'oak BEreclity s and go to heaven but that
>} What's the worse that’ll doesn’t mean you can’t strive
happen? ST

++ Control your child

+ Recognize the child in
others

+ Develop an empathy for

their child sy
S

~+ Accentuate the pos &
eliminate the neg

= Discuss and influence the
group to change

- Maintain your

I can ManaGe RISK

s

/U

A

Yon 're
Eiigivle

TOO

S Look

Listen
O go» Act

MOM’S ADVICE
STOP - Assess the situation.
LOOK -+ Rationally not

Emeotionally.
+ Look at reality.
+ What’s the Risk in what I
am doing?

- How can I lower the Risk?

LISTEN > To your Rational
Mind.

~ Has this happened before?

 What is the best Rational

= Can I change the situation?|

(

to be Aware
2. ASSESS We must

analyze the risk
= Risk Quotient
Mitigate the Risk

4. IMPLEMENT Someone
has to do it

standard as a ACT 5 N 01;:/“:'? @ | |5-REVIEW Monitorand
K . rofessional o e S = improve if necessary
L »Talk to your child ) profe y \Repear advice as nege.ssary) Kg:. S or possible

Risk Management
1. IDENTIFY We first have

Frequency X Severity - Benefit

3. CONTROL Eliminate or

J




We-Cank Aﬁ)rd 1t

» Youean' tarord KOT to rlo @\/Q'r VENIAg

~you-can to aloid-an efofthat could
resultintie entroryolr Lomgany

> |t QrJJy-'teu es ONE hufrzEEEfFor-

s Fopexample : 3
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TheBenefits

- Demonstrates a commltment to SaIety by
being proattive ahead ofa future Safety
requrrement,r _

 Fawer maintenance and human errors -

« | mpgoved morale resultrng N greater
productivity : =

»"Will help therﬁrplernentatron of aSafay
~__Management System-—

:'_- It isthe morally right thrng todo

o







—-"  The Result”

1. $850,000 dollar sweorth of damage

2. Thetwo very experienced AMEs werefired
for their carelessness

3. Onemorevery experienced AME quit In
anger over thefiring

4. Everyone began to “work to rule” resulting in
major delaysin work being done

| 5. Oneweek out of service

g 0. T

- My

he morale was as low as the hangar floor =

R L

g
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~ * Stress - Wc Hut ho hestrike
T - )
~would last and when they would belaid off

Norms - Theaircraft ALWAYS came

ramp with gear pinsinstalle
slacency - They had do
before .
1e - They did the work between O
JOU " '
* Distraction - They went for a coffee break
~Just beforethe gear swing




The BigePAoawer SMS

Company

. Incident

“‘nvestigation

G. Dupont
1995




Notice to Employees

National Transport Canada Audit
A Measure of Success

As many of you know, Transport Canada has just completed a full technical and
operational audit. I am pleased to pass along their thanks to all employees who have
been involved, for your hospitality, openness and positive attitude towards the audit and
the Audit Team. They were impressed with response to questions and

d .
ot ®PHey have never seen morale so high

The Maintenance Audit Team remarked that they have never seen morale so high on a

maintenance floor, and they are very encouraged by Maintenance Resource
Managem’ent Program. = §MS

The Team also commended our airline for the professmnahsm displayed by flight crews
they have met while in the field.

The audit provides us with a great opportunity to improve our processes and to identify
areas of focus for our 1999 Operating Plan.

Thank you, again, for your cooperation and professionalism during the audit. Your
attention to safety, every day, makes an audit a welcome event.

= Less Human Errors and
- Improved Productivity

President and Chief Executive Officer
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Its Just Commqn’Se_l_l_se =

R
[

Trainthe .. -
person how to -
avoid the error

they never
Intendte-make

They will thank >~
-you for it =

-
~ - ¥ _,._ﬂ.-’
— -




- No matter how nght yQu are or hard you work,
_sometimes the Mamtenance‘ Error Dragom still wins!

; Renee Dupont-
System Safety Serwces




