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Why am | here today?
Gidi thiéu giang vién
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Bdng Tién sTvé An toan hang khéng
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Gido sw vé An toan va Diéu tra Tai nan

Accountable Manager, University Flying Operations
Gidm déc diéu hanh, Vdn hanh khai thdc bay tai trwong dai hoc
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Cé van déc lap, Hbi déng ddnh gid an toan, Héng hang khéng TUI UK

Independent Safety Adviser, British Airways
C6 vén an toan déc lGp, British Airways
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Cranfield University’s SAAB 340B+ Flying Laboratory
Phong thi nghiém bay SAAB 340B+ cua Pai hoc Cranfield

Complex engineering modification.
Occurred during pandemic.
UK left European Union during the project

Limited resource in Civil Aviation Authority following
separation from European Aviation Safety Agency.

Immovable deadline caused by retirement of previous
aircraft type.

Strong desire to deliver within timescales and budget.

Cai tién ky thuat phire tap.
Xay ra trong thoi ky dai dich.
Anh roi khoi EU trong qua trinh thyc hién dy an.

Ngudn lwc han ché tai CQ Hang khéng Dan dung sau khi
tach khoi CQ An toan Hang khdng Chau Au.

Thoi han khong thé thay déi do loai may bay trudc d6
da nglrng hoat dong.

Can hoan thanh ddng thoi han va ngan sach.
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Boeing 737MAX Grounding 2019
Boeing 737MAX ngtrng hoat dong nam 2019

* Boeing 737MAX grounded in March 2019.
* TUI was major customer for the type.
* Aircraft grounded around Europe and in Seattle.

* Would passengers and crew be comfortable to fly when
aircraft was released to service?

* By 2020, the global pandemic resulted in the grounding of
most of TUI’s aircraft.

e UK was scheduled to leave EASA on 31 December 2020...
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Boeing 737MAX bi ngirng hoat dong vao thang 3/20109.
TUI la khach hang |&n cta loai may bay nay.
M4y bay ngirng hoat dong & khap Chau Au va Seattle.

Liéu hanh khach va phi hanh doan cé thoai mai khi bay khi
may bay dwoc dua vao hoat dong khong?

Pén ndm 2020, dai dich toan cdu d3 khién hau hét cdc may
bay cta TUI phai ngirng hoat déng.

Vuwong quéc Anh d3 c6 ké hoach roi EASA vao 31/12/2020...

737 Max crash




COVID 19 Pandemic Mass Grounding
Pai dich COVID 19 khién nhiéu mdy bay khéng duoc bay

* Mass groundings occurred on an unprecedented level .
across the world.

* Disruption was severe and sustained. .

* Established risk mitigations soon became ineffective or .
impractical — for example maintaining crew recency.

* Many safety management tools which were based on .
trend analysis became ineffective.

* There was a massive cultural shift as people left the .
industry in large numbers.

* Tools such as reporting and investigation became even .
more important.

Viéc ngirng bay hang loat d3 xay ra & quy mo chua tirng co trén
toan thé gidi.

Su gian doan dién ra nghiém trong va kéo dai.

Céc bién phap giam thiéu rdi ro d3 sdm trd nén khéng hiéu qua
hodc khé thuc hién — vi du nhu viéc duy tri ndng dinh to bay.
Nhiéu cong cu quan ly an toan dua trén phan tich xu hwéng trd
nén khong hiéu qua.

D3 cé mdt sy thay d6i I&n vé van hda khi mét s6 lwgng 1én
nhan vién roi khoi nganh.

Cac cong cu nhu bao cdo va diéu tra trd nén quan trong hon
nira.



Emerging Threats — Case Study ,
Cac moi de doa madi ndi — Nghién ctru tinh hudng

ils GOV.UK
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News story

AAIB Report: Various aircraft,
Blockage of pitot probes byinsects,
Heathrow Airport

Between 9 June 2021 and 19 July 2021, several aircraft
suffered from abnormal pitot/static system events, two of
which resulted in rejected takeoffs.

From: Air Accidents Investigation Branch
Published 27 January 2022

=

Although not an entirely new issue,
the circumstances of the emerging
threat were very different.

Traditional SMS data alone may not
have identified the problem quickly
enough

Bdo cdo cua AAIB: Nhiéu may
bay c6 dau do pitot bj con trung
lam tac, San bay Heathrow

Trong khoang thoi gian tir ngay 9
thdng 6 ndm 2021 dén ngay 19
thdng 7 ndm 2021, mot s6 may
bay d3 gdp phdi sy cd bat
thuong vé hé théng pitot/tinh,
trong d6 cé hai truong hop dan
dén viéc hudy cat canh.

Mac du khéng phai la mot van dé
hoan toan md&i, nhung béi cdnh cla
ma&i de doa mdi ndi nay rat khac biét.

D&t liéu SMS truyén théng cd thé
khéng xac dinh duwgc van dé du
nhanh




Emerging Threats — Case Study

Céac méi de doa méi ndi — Nghién ctru tinh hubng

AIRBUS Home FlightOps CabinOps GroundOps  Maintenance  Magazine  Archive

* Download PDF

OPERATIONS

Unreliable airspeed at takeoff

Since the beginning of 2020, Airbus has received an increasing number of reports of unreliable airspeed
events at takeoff due to Pitot probe obstruction. Despite the existing prevention means and the preflight
exterior walkaround, takeoffs with obstructed air data probes may happen. This article highlights why it is so
important for pilots to actively monitor the airspeed during the entire takeoff roll, to detect an airspeed
discrepancy as early as possible, and safely reject the takeoff, if required to do so.

Toc d6 khdng khi khéng ddm bao dé cat canh

Events were low in absolute
terms, but relatively high as a
rate.

Where unreliable airspeed
occurred, it was likely to affect
a crew that was:

o Low on recency
High on workload
Surprised
Anxious

Glad to be employed

o O O O O

Both similarly affected

The crew was then likely to be
handled by an air traffic
controller experiencing similar
things.

K& tir dau nam 2020, Airbus d3 nhan duwoc ngay cang nhiéu bdo cdo vé cac van dé téc do khong dam bao
khi cat cdnh do dau do Pitot can trd. Bat chap cac bién phdp phong ngira hién cé va thuc hién walkaround
trwdc chuyén bay, viéc cat canh véi dau do dit lieu khong khi bi can trd van cé thé xay ra. Bai viét nay néu
bat ly do tai sao viéc phi cdng can chi dong theo ddi toc d& khéng khi trong toan bé qua trinh cat cénh,
phét hién sy khac biét vé téc dd khong khi cang sém cang tét va tir chdi cat cdnh theo nguyén tic théng

thudng, néu can thiét.

MOt sy kién xay ra cé thé thap
vé mat sé luong nhung tuong
doi cao vé mat ti 1é

Toéc do khéng khi khong dam
bdo c6 thé dnh hudng dén phi
hanh doan ma cé:

Lich bay thua thot

Khoi lvong viéc cao

Bi bat ngo

Lo ldng

Vui mirng chi vi viéc lam

o O O O O O

Ca 2 phi cong déu chuwa cé
kinh nghiém vé van dé nay
Sau dd, phi hanh doan da x& ly
dwoc van dé nhd mot kiém
soat vién khong lwu da tung
trdi qua van dé tuwong tu.
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Safety Digital Transformation
Safety Communication
Safety Culture Training

SMS Assessment & Analysis

Continuous Learning Culture

Safety Culture Survey

Reporting Culture

Just Culture

Knowledge Management




Reporting as a foundation for safety management
B&o cdo - nén téng cho quén ly an toan

“Without data, you are just another person with an opinion.”
“Néu khéng cé dit liéu, ban chi dang dwa ra y kién cé nhén”
William Deeming

* Reporting is essential to providing insight about our threats,
risks, performance and compliance.

Viéc bdo cdo la cdn thiét dé cung cdp nhitng théng tin chi tiét vé cdc
mdéi de doa,rdi ro, hiéu sudt va sy tuén tha

Bdo cdo nén la viéc thu thép di liéu mét cdch cé phwrong phdp dé hiéu ré hon
vé bdn chét cua vén dé. . Vi du: Cuc HK Anh dé& thu thép di liéu chim va va
duwra dit liéu vao chwrong trinh bdo cdo MOR. Rolls-Royce khuyén khich cdc nha
khai thdc gtti xdc chim cho ho dé phén tich. Gén ddy Cuc HK Anh dd md& réng
danh muc chtrong trinh nay thanh Va cham vdi dong vat hoang da vi dé co
trirong hop phat hién nhitng déng vat khdc va cham vai tau bay.

Néu mét héng hang khéng chi dwa vao dit liéu thu thép cia riéng ho, ho c6
thé chi nhin thdy mét phdn cua birc tranh.

PHRASES INCREASINGLY GOOGLED WITH “TRUMP”

S FSING SEARCH TERMSTEDTO TRUN. 'ATING PETS“ExTAG 006" CN

x
*

*
*
— %
—

2:59 AM ET




Reporting and Safety Maturity

Béo céo va murc dé truéng thanh vé an toan

Professors Patrick Hudson and Gido sw Patrick Hudson va James

GENERATIVE
Safety is how we do James Reason worked with high-risk Reason d3 lam viéc v&i cac nganh
business round here. industries to explore how the right ¢sno nghigp c6 rdi ro cao dé kham
PnuAcTIVE{ culture couId' take thgm from ‘not- oha céch thirc ma mét vin héa phi
We work on the problems good-enough” to being successful hop cé thé dua ho tw "khéng dua

that we still find. because they were safe.

7

CALCULATIVE

We have systems in place to
manage all hazards.

4
REACTIVE

Safety is important, we do a lot
everytime we have an accident.

4

PATHOLOGICAL

Who cares as long as
we're not caught

tot" dén thanh céng nhd dam bao
an toan.

Generative is very hard to reach. R5t khé dé dat duoc mac dd an
toan “Tién Tién”.

To be increasingly informed DE caithién mic do duoc thong tin
requires an increased level of trust.  doi hdi mirc do tin twéd'ng ngay cang
cao hon
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The Importance of a Just Culture as the Foundation
Tam quan trong cua nén tang van hoa chinh truc

Acceptable behaviour is:
 Communicated
* Enabled
e Supported

Unacceptable behaviour is:
e Communicated
* Disciplined

Violations tend to be the
result of  motivational
factors — only by
understanding them can we
deal with systemic issues.

Requires support of the
whole aviation system

Hanh vi dwgc chap nhan:
e Puogc truyén théng
* Duwoc cho phép
* DPuwgcung hd

Hanh vi khong duoc chdp nhén:
e Puogc truyén théng
e Bjky luat

Vi pham thuong |a két qua clha cac
yéu t6 dong co — chi khi hiéu duoc
ching, chiing ta mdi cé thé giadi quyét
dwoc cac van dé mang tinh hé thong.

Poi héi sw hd trg tir bo hé théng
hang khong



Foundations of aviation safety
Nén tang cua an toan hang khéng

Need to build public trust Not-for-blame investigation Open sharing of safety roadsn;:lj:‘ci)cc:::gel:clude Strong regulatory standards
and confidence of accidents lessons y : — ‘prove it is safe’
Can xdy duwng 1dong tin va sy Diéu tra tai ngn mét cdch Chia sé c&i mé cdc bai hoc Mo rong trong tam d:e baAO Tiéu chu@n qudn ly chét ché
. ) A . o - \ gom cdc nguyén nhdn hé L ’ \
tin twdng cla céng chung khéng dé I16i vé an todn — ‘chirng minh sy an toan

théng

Multiple redundant
Quantitative Risk systems — ‘defence in User-Centred Design
Assessment depth’

Standard Operating

Quality management Procedures

Thiét ké Iy nguoi dung lam Quy trinh vén hanh tiéu
Ddnh gid rdi ro dinh luvong Nhiéu hé théng dw phong — trung tém y o

s > - chuan

phong thu theo chiéu sGu

Quan ly chat luong

Data-driven approach / Phuong
Use of advanced training phdp tiép cdn dwa trén dit liéu
methods

: . “Whole industry’ approach Established culture of safety
e Trusted reporting systems - Hé ) e . !
St dung cdc phuwong phdp théng bdo cdo ddng tin cdy Cdch tiép can ‘toan nganh’
dao tao tién tién e On-condition monitoring - Gidm
sdt theo diéu kién

Vdan hda an toan dd duoc
thiét lap




Next Steps
Burée tiép theo

Need for continuous

Complex systems rely on many factors to

improvement The reduction in learning opportunities from e cetzen smdl e darabre hem
comprehend or predict.

investigating accidents — good safety means
fewer accidents to learn from. : . ’
Cdc hé théng phtre tap phu thuéc vao nhiéu yéu

AV ? om . > n: 2 4N en o .
Viéc giam co hoi hoc hoi twr viéc diéu tra tai nan o e : \ A . P
Tam quan trong Cua —an toan tét nghia la it tai nan dé hoc héi hon. ;O ude mgng /q:lsu' an toan va do do kho hiéu
2¢ , 0 n e A odc kho du doan.
cai tién lién tuc

The importance of ‘resilience’ / Tdm quan trong cua su bén bi

. * Respond to problems as they occur - Phdn t*ng vdi cdc vén dé xay ra;
Most of the time, humans perform well and P P y g y

deal with problems that they may face — this e Learn from experience and share - Hoc hdi ttr kinh nghiém va chia sé;
provides learning opportunities. e Monitor how things are going and respond - Theo d6i moi viéc dang dién ra

Héu hét thoi gian, con ngudi vén hanh tét va gidi nhu thé nao va phan hoi;

quyét duoc cdc van dé ma ho ¢é thé gdp phai — e Anticipate future needs - Dy dodn nhu cdu trong tuong lai
diéu nay mang lai co hdi hoc tép. J




Safety reporting is essential to understanding risk
Bao cdo an toan la diéu céan thiét dé hiéu dworc rdi ro

B WHSTER
WIS |

;
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The better we understand risk, the better decisions we can make.

Chung ta cang hiéu rd rdi ro thi cang c6 thé dwa ra quyét dinh tét hon. -




Hazard identification
Nhan dién moi nguy hiém
Three basic methodologies:
1. Reactive: Analysis of outcomes of past events
e.g. accident and incident investigation
2.  Proactive: Analysis of of existing situations
e.g. safety audits, voluntary reporting, flight data
3. Predictive: Identifying future potential hazards

e.g. predicting new hazards as a result of change

Ba phuwong phap co ban:
1. Phan (rng: Phan tich két qud cla cac sy kién trong qua kh
Vi du: diéu tra tai nan va sy cd
2. Chu ddng: Phan tich cac tinh hudng hién tai
Vi du: danh gid an toan, bao cdo tw nguyén, dit liéu chuyén bay
3. Duw doan: Xac dinh cdc mai nguy tiém an trong tuong lai

Vi du: du dodn cdc mai nguy méi do sy thay doi



A typical risk management approach
Mot cach tiép can quan ly rdi ro dién hinh

What safety event could release the What is the hazard? How do we recover if the event occurs?
hazard?/ Sy k’,e” an tocn:: nao co thé MA,.a 'S h.eA, E;\Zar\? ' Chung ta sé phuc hoi nhu thé ndo néu su kién
gidi phéng méi nguy hiém? ornguy hiemia gi: dé xay ra?

Hazard

Safety event M@&i nguy hiém

Safety event Il

Su kién an toan EE——

Safety event /I (.\e(s

Su kién an toan %’d( )
@

How do we avoid the undesirable event? What happens when How can the accident scenario develop?
How do we control the hazard? hazard control is lost? What are the potential outcomes?

Lam sao dé trdnh duoc sw kién khéng mong biéu gi xdy ra khi mat kiém Kich bén tai nan cé thé phdt trién nhw thé ndo? '
mudén? Lam sao ching ta kiém sodt dwoc moi sodt méi nguy hiém? Nhirng két qué tiém én o gi?

nguy hiém?

Version derived from “Guidance on hazards identification” — ECAST, 2009




Understanding our safety system performance
Hiéu vé hiéu suat hé thong an toan cua minh

We need to understand: Chung ta can hiéu:

 What the hazards are? ¢ Nhitng m&i nguy hiém la gi?

* How are the barriers / controls working? e Cdc rao cadn/kiém soat dang hoat ddng nhuw thé nao?
* Is our estimation of risk accurate? e Udc tinh rui ro cta ching ta cé chinh xac khong?

* Did our mitigations / recovery controls work? * Cac bién phap gidm thiéu/kiém soat phuc hdi cia

’ Vé - N ? n ?
*  Where did we perform better than we may have chung ta co hieu qua khong:

expected e Chuang ta da thwc hién tét hon nhirng gi ching ta
mong doi & dau
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Example — Ground Collision Risk
Vi du — Rui ro va cham mat dat

* Consider the barriers in place to prevent a ground
collision.

* How do we know the risk at each airport?

* How do we know how often we get close to a collision?

* How do we assess the performance of our
subcontractors?

* What is their incentive to tell us about near-misses?

* How do we learn from those who do a good job of
prevention / recovery?

Xem xét cac rao can duoc dat ra khi ngan ngilra va cham
trén mat dat.

Lam thé& nao dé nhan biét rui ro tai madi san bay?

Lam thé& nao dé biét dwoc tan sult ching ta gan xay ra va
cham?

Lam thé& nao dé danh gid hiéu suat cda cac nha thau phu
clla minh?

Pong lue cda ho khi cho ching ta biét vé cac vu suyt va
cham la gi?

Lam thé& nao dé chung ta hoc hoi tir nhitng ngudi lam tot
cdng tac phong ngira/phuc hoéi?



Reporting culture within British Airways

Véan hoa bao cao trong British Airways

High volume

Around 4,000 per month.
All are triaged for risk.
The majority require no
further action.

Confidential versus anonymous.

Investigations

For “Treat” or “Avoid”
events.

Challenge of volume versus
depth.

Use of HFACS taxonomy.

Khéi lwgng l6n

Khodng 4.000 bio cdo moi
thang.

Tat ca déu duogc phén loai
theo rui ro.

Phan I&n khéng can hanh
doéng gi thém.

Bao mat so v&i an danh.

DPiéu tra

DG véi cac su kién “Xir Iy"
hoac "Tranh".

Théach thirc vé khaoi lugng so
v@di chiéu siu.

St dung phan loai HFACS.

e s
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Essentials for the reporting culture

Nhiing diéu can thiét cho vdn héa béao cao

Trust Niém tin

* Information will be used to improve safety e  Théng tin s& dwoc sir dung dé cai thién sy an toan

 Reporters will be treated in a fair and just way *  Ngudi bdo cdo sé duwoc ddi xir modt cach cong bang va chinh dang
« Safety is always prioritised over accountability * Antoan ludn dugc wu tién hon la trach nhiém giai trinh

Method Phwong phap

 Easytoreport « Dé bdo cédo

* Collects the right information e  Thuthap théng tin dung

* Has a feedback loop e Cbvong lap phan hoi

Meaningful change Thay ddi cé y nghia

* Evidence that the reporting system leads to action *  Can cé bang chirng cho thay hé thdng bdo cdo dan dén nhirng

hanh ddng cai tién cu thé

o Néu khéng cd su tin tudng, ti 1é bdo cdo sé van thép va moi ngurdi cé xu hurdng chi bdo cdo nhitng diéu khéng thé che ddu duorc.
Nhirng hanh ddng sau khi tiép nhdn bdo cdo nhw diéu tra, phdng vén cé thé lam cho CBNV cdm thdy so hdi, lo Idng va khéng sén
sang bdo cdo.

o Hé théng bdo cdo don gian nhanh chdng khéng cé nghia Id cung cdp it théng tin. Ngwrorc lai, cdn ¢d nhitng théng tin chi tiét dé
phuc vu cho viéc phén tich sau dé. CBNV cén duworc dao tao vé viéc bdo cdo théng tin an toan du, ding va ¢é y nghia.

o Phdn héi bdo cdo la hanh ddng can thiét dé thé hién sw coi trong va khuyén khich ngwdi bdo cdo. Tuy nhién, cGn phdi cdn thin vdi
néi dung phan héi téi nhitng bdo cdo dwoc ddnh gid la rdi ro thép, béi vi né cé thé sé khéng khuyén khich CBNV tiép tuc bdo cdo vé ,
nhing rui ro thdp trong khi tén suét ctia nhing rdi ro thdp cd thé la déu hiéu ciia mét xu hwkdng rui ro cao hon.




Trust and the need for psychological safety
Niém tin va nhu cau an toan vé mat tam ly

“Organizational research has identified
psychological safety as a critical factor in
understanding phenomena such as
voice, teamwork, team learning, and
organizational learning.”

Edmondson, A. C., & Lei, Z. (2014)

Team psychological safety is a shared
belief held by members of a team that
it’s OK to take risks, to express their
ideas and concerns, to speak up with
guestions, and to admit mistakes — all
without fear of negative consequences.

(Gallo, Harvard Business Review, 2023)

“Nghién clru t6 chirc d3 xac dinh sw an
toan vé mat tdm ly 1a moét yéu td quan
trong trong viéc hiéu cac hién twgng nhu
giong nadi, lam viéc nhdm, hoc tap nhém
va hoc tap t6 chice.”

Edmondson, A. C., & Lei, Z. (2014)

Sy an toan vé mat tdm ly cia doi nhom
la viéc cac thanh vién trong nhém cé
chung niém tin rang viéc chap nhan rui
ro, bay té y tudng va méi quan tdm, néu
|&n thac mac va thira nhan sai Iam tat ca
déu la binh thuwong —va khéng can phai
so hdu qua tiéu cuc.

(Gallo, Harvard Business Review, 2023)




Practical application/ U'ng dung thuwc ti

Safety leadership in Thomson Airways
and British Airways is characterised
by a culture of openness, curiosity, no
blame and humility.

Safety issues are seen  as
opportunities for learning.

The CEO / Accountable Manager play
a fundamental role is ensuring the
culture is reinforced through words
and actions.

High volumes of reporting allow a
greater understanding of safety
performance.

én

Diém dac biét trong Ianh dao an toan
tai Thomson Airways va British
Airways la van hda cdi ma, ham hoc
hoi, khong d6 16i va khiém tén.

Nhitng van dé an toan duwogc xem la co
hdi d€ hoc hdi.

Nhitng nha lanh dao, quan ly déng vai
tro nén tang trong viéc dam bdo van
héa duoc clng c6 théng qua 107 ndi va
hanh dong.

S6 luong bado cdo 16n cho phép ching
ta hiéu rd hon vé hiéu suat an toan.




Where are you?
Ban dang ¢ dau?

« Safety is compliance driven, based on rules and * Antoan la sy tuén thd, dya trén cac quy tac va quy
regulations. Safety is seen as a technical issue. dinh. An toan duoc coi la van dé kj thuat.
* Good safety is an organisational goal and is * Antoan tét Ia muc dich cda té chirc va dugc giai
dealt with in terms of targets and goals. quyét theo cac muc tiéu va chi tiéu nho hon .
* Safety is seen as a continuing process of « Antoan dugec coi la qua trinh cai tién lién tuc - moi
improvement - everyone can contribute. ngudi déu c6 thé déng gbp vao dé cai thién.
IAEA, 2002 IAEA, 2002

L!\‘LVietnamAiri_ines % @

o Khian toan dwgc thic day bdi su tuan thd, cic bdo cdo s& cé xu hwéng
tap trung vao cdc triedng hop khéng tuan thd va cd thé vi han ché vé
pham vi.

o Céac chi sé an toan (SPI) can dwoc lya chon dé thu thap dir liéu thuc sy
cd y nghia thay vi dw liéu sé thu thap. Néu muc tiéu clia bdo cdo la lién
két v&i cac SPI, diéu dé cé thé dan dén nhitng bdo cao sai. Vi du: Mot
hang hang khéng yéu cdu quan ly khoang khach ndp it nhat 1 bdo cdo
hang thang, s& lwong bdo cdo dau thang hodc cudi thang cé thé ting
dot bién vi ho dang c6 gdng hoan thanh chi tiéu. Five Star

Global Airlines .

#CherishEveryMile



Encouraging reporting as the ‘norm’
Khuyén khich béo céo nhw la mét ‘chuédn muc’

% Journal of Safety Research

e v 003

Waiting for safety: Responses by young Canadian workers to unsafe work

Sean Tucker **, Nick Turner *

“Studies show that young
workers are most vulnerable to
injury when they first start at a
job (Breslin & Smith, 2006). We
found that this is the period
during which they are most
reluctant to speak up about
safety concerns and have
underdeveloped relationships
with their co-workers.”

Tucker and Turner, 2013

“Cac nghién clru cho thay rang
nhi*ng ngudi lao déng tré dé bi
tobn thuwong nhat khi ho mai
bat dau lam viéc (Breslin &
Smith, 2006). Chung toi thay
rang day 1a giai doan ma ho
ngai ngung nhat khi bay to
nhitng moi quan ngai vé an
toan va c6 mdi quan hé chua
phat trién vai déng nghiép cla
ho.”

Tucker and Turner, 2013



Socialization of new employees
Giao Iwu v&i nhan vién moi

The “fresh eyes” of new workers is valued as a good
thing.

As the years pass by, the newly employed will become
“blind to flaws,” just as the others in the organization
have.

Experienced workers do not make use of the newly
arrived fresh pair of eyes, because there are norms
that say that newly employed persons should not
point out anything or come up with suggestions for
improvement, and if they do, they are reprimanded
by experienced colleagues.

See Nord|of et al. (2015)

G4c nhin mdi mé ctia nhan vién mdi duoc coi la mot
diéu tich cuyc.

Theo thoi gian, nhitng nguwdi maéi dwoc tuyén dung sé
tr& nén “thd o trudce nhirng khuyét diém”, gibng nhu
nhirng ngudi khac trong té chirc.

Nhirng nhan vién co kinh nghiém khoéng tan dung géc
nhin cda nhitng nguwdi méi dén, vi tin rang nhirng
ngudi madi vao lam khéng duoc chi ra bat c& diéu gi
hodc dua ra nhirng dé xuat cai tién, va néu ho lam
vy, ho s& bi khién trach béi nhitng ddéng nghiép cé
kinh nghiém.

See Nord|o6f et al. (2015)



Social proof theory
Ly thuyét bang chirng xa hoi

According to Robert Cialdini (1993);

“...a person who does not know
what the proper behaviour for a
certain situation is, will look to other
people to imitate what they are
doing and to provide guidance for
his actions.”

Theo Robert Cialdini (1993);
“.. mot nguoi khbng biét
hanh vi dung dan trong mot
tinh huéng nhat dinh s& quan
sat ngudi khac dé bat chudc
nhitng gi nguoi do dang lam
va tim kiém sy huéng dan
cho hanh ddng cia minh.”




Social proof is driven by;
Bang ching xa héi dwoc thuc day boi

Uncertainty Su khong chac chan
* Fuels the need for social e Thic day nhu ciu vé bang
proof chirng xa hoi

Tan suat

* SO lvong ngwdi ma ching ta
people we are looking at quan sat cang nhiéu, kh3
the more likely we are to nang chung ra sé lam theo
follow ho cang cao

Frequency
* The higher the number of

Diém twong dong
* Né&u cé mirc d6 twong dong

Similarity
* |If there is a high degree of

similarity between us and
those we are observing, we
are more likely to conform
to their behaviour

cao gilra chung ta va nhirng
nguwoi khac, ching ta co
nhiéu kha nang lam theo
hanh vi cdia ho




Management by walking around
Quén Iy bdng céch kiém chimng truc tiép

“If I want to know whether my senior managers take
safety seriously, | look at their diary and see how often
they set time aside to walk the shop floor”

Senior Shell Director

How do you know reporting is an accurate
reflection of what is actually happening?

Are people reporting the things they think
you want to know about?

“Néu tdéi muébn biét liéu cdc qudn ly cdp cao ctia minh c6 coi
trong vén dé an todn hay khéng, téi sé xem lich lam viéc
cua ho va xem ho danh thoi gian di kiém tra khu vue lam
viéc nhu thé ndo.”

Gidm déc cao cép - Shell

Lam sao ban biét bdo cdo phan dnh chinh xac nhirng gi thuc
sy dang dién ra?

Moi ngudi cd dang bdo cdo nhirng diéu ho nghi ban mudn
biét khong?




Use of tools to help analyse reports
Str dung céc cong cu dé hé tror phan tich béao céo

“Hey Siri, which of these reports
should | worry about?”

How can technology help us?
* Needs good quality
input
 Can help to triage
 Can help to identify
trends

Importance of human element
to interpret and decide actions.

“Hey Siri, tdi nén lo 1ang vé bdo cdo nao
trong s6 nay?”

Coéng nghé cd thé gilp chung ta nhu thé
nao?
* Can dau vao chat lugng tot
e (o6 thé giup phan loai
e (o6 thé giup xac dinh xu
hudng

Tam quan trong cla yéu td con ngudi
trong viéc dién giai va quyét dinh hanh
dong.




Beware of hindsight in the interpretation of reports
Hay can trong vdi viéc nhin nhan sw viéc sau khi da xay ra trong qua trinh giai thich bao cao.

“There is almost no
action or decision that
cannot be made to look
flawed and less sensible
in the misleading light of
hindsight. It is essential
that the critic should
keep himself constantly
aware of that fact.”

Lord Anthony Hidden who
Chaired the Investigation into
the Clapham Junction Railway
Disaster which killed 35 and
injured nearly 500 people in
1988

“Hau nhuw chang ta chi
nhan ra nhitng khuyét
diém cda mdt hanh déng
hay quyét dinh sau khi né
xay ra. Diéu cot yéu la nha
phé binh phai lubn nhéan
thirc duwoc thuc té dd.”

Ngai Anthony Hidden la nguwoi cha
tri cudc diéu tra vé tham hoa
duwdng sat Clapham Junction khién
35 nguoi thiét mang va gan 500
nguoi bi thuwong vao nam 1988



Thank you




