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Purpose of Human Performanm‘
Improvement (HPI) M

To proactively minimize the
frequency & severity of
events (I.e., occurrences)
triggered by human error
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NUREG/CR6753 ’ﬂp

C ldaho National Energy & Environment Laboratory
(INEEL) study commissioned in 2002 to look at Human
Error contribution to risk in operating events

e Expectation was that contribution of Latent Errors
would decrease over time relative to Active Errors
(l.e. 70%)

C The study found:
e 81% of contribution of Human Error was latent
e Engineering contributed to 81% of Latent Errors
e Maintenance contributed to 76% of Latent Errors

e Management/Supervision actually contributed to only
30% of Latent Errors
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NUREG/CR6753 T

C Much of the work of the nuclear industry post TMI was
directed to improved operation, equipment reliability, and
Human Performance including management and
supervision

¢ This was the area where needed improvements were
noted

C Emphasis on management/supervision contribution to
Latent Organizational Weaknesses masked engineerifg
significant contribution to Human Error (and to a lesser
extent, the role of maintenance in Latent Errors)

C The realization that engineers contributed differently to
Latent Errors led INPO to develop separate tools for
engineers




Why Personality Profiles Are T’t'
Important i

C Engineers typically work in Knowledge Based or Rule Based
Performance Mode

C Mistakes that engineers make are more subtle, often require
special knowledge (or an event) to uncover, and can take
years to discover

C Because of their personalities, engineers tend to be critical of
others, but not self critical(nor do they accept criticism well)

C Understanding the personality of engineers is a key to
Human Performance implementation

C Self awareness by engineers of the strengths and weaknesses
of their own personality profiles allows them to be more
comfortable with accepting constructive criticism




Why the DISC Profile?

C Easy to administer
C Results are intuitive to employees as well as managemen

C Useful for teambuilding, mentoring, employee
development, etc.

C Natural follow-on to MeyersBriggs profiles
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The Four Quadrants %'
|

¢ D1 Dominance, Control
e How you respond to problems and challenges
e This profile describes many managers and project managers

C |71 Influence, Contacts
e How you influence others to your point of view

e This profile describes many trainers, and Human Performance
practioners

C Si Steadiness, Consistency
e How you respond to the pace of the environment

e This profile describes many Human Resources and Administrative
professionals

C C1 Conscientiousness, Compliance
e How you respond to rules/procedures set by others
e This profile captures over 70% of all engineers at WSRC
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Conscientiousness

Perfectionist
Courteous
Mature
Accurate
Conscientious
Evasive

Fact-finder
Restrained
Precise
Diplomatic
High Standards
Patient

Systematic
Analytical
Methodical
Conventional
Sensitive
Exacting




Value of theC to the Team rﬂ.l‘

C Objective thinker

C Maintains high standards

C Defines, clarifies, gets information, criticizes and tests
C Task-oriented

C Asks the right questions

C Diplomatic

C Pays attention to small details
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ldeal Environment for theC rrﬂ‘

C Where critical thinking is needed and rewarded

C Assignments can be followed through to completion
C Technical, taskoriented work, specialized area

C Noise and people are at a minimum

C Close relationship with small group of people

C Where quality and/or standards are important
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Communicating with theC TR

DO:

DO NOT:

Prepare your case in advance

Be disorganized

Approach them in a straightforward, direct manner

Be casual, informal or personal

Use a thoughtful approach; build credibility by looking
at all sides of the issue

Force a quick decision

Present specifics and do what you say you can do

Be vague about expectations or fail to follovthrough

Dr aft Aaction plano wi

milestones

an
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Take your time, but be persistent

Be abrupt and rapid

Support disagreements with facts or testimonials from
respected people

Appeal to opinion or feelings as evidence

Allow them their space

Touch them
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Purpose Of This Course

x Provide you with the principles, concepts,
& benefits of human performance for
engineers and knowledge workers

x Provide you with human performance tools
to enable you to identify & prevent/ mitigate

error-rich situations / environments

x Discuss how human performance tools can
be used & why this is important
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m Terminal Objective || ’ﬁp

At the completion of this course
participants will be able to demonstrate

human performance concepts & tools
related to:

x Basic Fundamentals

x Job Site & The Individual

14




i

V Understand what Is an event/ occurrence

\/' Understand why the focus on human
performance

V Recognize the role an individual plays in an
event

V Recognize how to use human performance
tools to prevent/ mitigate an event
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\/ Explain how individual behavior affects the
frequency & severity of an event

\/ Use error prevention tools to anticipate /
prevent / mitigate error likely situations
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There Are Four Parts We Wil
Cover In This Training Sessio

=

1. Fundamentals -

(&

2. The Individual

3. Prevention/Mitigation
Tools
4. Case Studies
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What Constitutes an
Event / Occurrence?

A condition that adversely effects,
or may adversely affect, DOE
or contractor personnel, the public,

property, environment, or the DOE
mission.
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Due Date for
New Charges

Total
Amount Due

Balance
Forward

May 16, 2001

Account Summary

W Previous Balance

Charges 118.57

Payment Thank you #or your payment 118.57%
Balance Forward $.00

‘i Ww New Charges For questions, call:
Qwest Billing 1-800-339-3929 79.42
Sales and Service 1-800-244-1111

ATE&T 1-800-222-0300 283.17

Touch 1 Communications 1-800-286-8241 426

VarTec 1-800-583-6767 1.60
Total New Charges $3638.45
TOTAL AMOUNT DUE $368.45

Best Service Resulis in Five Years!

e 98% of 18 million installs were met on time.

e S5% of total repairs were met on time.

e Qwest added 1,100 technicians and five Customer Care Centers.

Qwest won't stop until you get great service.
g I Qwest, Salt Lake City, UT 847135-0007
Visit us 24 hours a day at www.qwest.com.
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| Is 98% Good Enough ? ’ﬁp

360,000 QWEST installations were not met on time

1 hour of unsafe drinking water per month

2 unsafe landings per day in Atlanta, GA.

116,000 lost pieces of mail per hour
20,000 incorrect drug prescriptions per year

22,000 checks deposited in wrong accounts per hour
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