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Herding Cats…





What is Human Performance?



Five Principles of Human Performance

1. People are fallible, and even the best make mistakes.

2. Error-likely situations are predictable, manageable, and 
preventable.

3. Individual behavior is influenced by organizational 
processes and values.

4. People achieve high levels of performance based largely on 
the encouragement and reinforcement received from 
leaders, peers, and subordinates.

5. Events can be avoided by understanding the reasons 
mistakes occur and applying the lessons learned from past 
events.



What can be concluded from 

these examples?

• Erasers 

• Spot removers 

• Delete buttons



Is an Error About to Happen?



Operationally, Human Performance 

could be described as:

• Protecting our Plant

• Protecting Others

• Protecting Ourselves

From Ourselves

What is Human Performance?



• No events, no HU problem

• Errors cause significant events

• Errors are bad

Misunderstandings about Human 

Performance



Where We are Going 

Focus on Behaviors, Defenses, Accountability

• Behaviors - How you and I perform on 

each task

• Defenses - barriers to an injury or error

• Accountability - holding ourselves and our 

co-workers responsible for achieving high 

standards



What are We Doing to Get There

Leadership and worker behaviors:

• Aligned fundamental behaviors

• Pre outage HU/IS challenges to contractors

• First week outage fleet manager team 

assists

• Error/Event challenge meetings.

• Eliminating field hazards

• Implementation of the Task Safety Analysis 

(TSA) process

• Work/weather curtailment process



Mastery of Fundamentals



Leadership Fundamentals



Common Fundamentals



Departmental Fundamentals



What are We Doing to Get There

Procedures - Evaluating, simplifying, 

clarifying, aligning. 

Some examples include:

• EN-HU-101 “Human Performance Program”

• EN-HU-103 “Human Performance Error Reviews”

• EN-HU-105 “Human Performance Defenses”

• EN-IS-111 “General Industrial Safety Requirements”

• EN-IS-102 “Confined Space Program”

• EN-IS-108 “Working in Hot Environments”

• EN-IS-114 “Fall Protection”

• ADM-0099 “Performance Improvement Using Fundamentals”



What are We Doing to Get There

Communications

Timely fleet messages to supervision and 

workers such as:

• Fleet errors, events, injuries

• Weather related issues 

• Procedure change management

• Know when to stop



What are We Doing to Get There

•Union Hall Distance Learning initiative

•New to nuclear process

•Fleet aligned supplemental worker HU training



What are We Doing to Get There

More to come….
• We are champions at using HU Tools.

• Focus on coaching, behaviors, defenses and 

accountability.

• Do not accept anything less than the best 

from yourself or your peers.

• It is expected that we challenge each other



What are We Doing to Get There

Personal challenges:

Do I know when to stop 

and do I STOP?

If I see it –

Do I own it?



How do you identify which mode you 

are in?



Skill-based Behavior

Behavior is associated with highly 

practiced actions in a familiar 

situation usually executed from 

memory without significant 

conscious thought.



Examples of Skill-based activities

• Opening or closing your front door

• Sports (golfing, biking, skiing, bowling)

• Driving a vehicle

• Typing

Skill-based Behavior



Rule-based Behavior

Behavior based on selection of stored 

rules in an IF (symptom X) THEN

(Situation Y) logic recognition



Rule-based Behavior

Examples of Rule-based activities

• Deciding whether to change your car’s oil

• Responding to a smoke alarm

• Choosing answers for an exam

• Stopping for gasoline



Knowledge-based behavior

Behavior in response to a totally

unfamiliar situation (no skill, rule or 

pattern recognizable to the individual)



Examples of Knowledge-based activities 

• Taking a pop quiz

• Being downtown at night in a part of town you 

have not visited before

Knowledge-based behavior

http://www.google.com/imgres?imgurl=http://www.babble.com/CS/blogs/strollerderby/2008/06/23-End/100398_pop_quiz.gif&imgrefurl=http://www.babble.com/CS/blogs/strollerderby/archive/tags/quiz/default.aspx&usg=__K7ZevozZcKkB8XH1oOeeoTUC0Fk=&h=181&w=250&sz=5&hl=en&start=4&itbs=1&tbnid=ZKamf8ME7w7v0M:&tbnh=80&tbnw=111&prev=/images%3Fq%3Dpop%2Bquiz%26hl%3Den%26sa%3DN%26gbv%3D2%26ndsp%3D18%26tbs%3Disch:1


What type occurs here?



What type occurs here?



What type occurs here?



Adequate Communications

What if you want great performance?



“Faint Signals” worker

Most mechanics could do this in their sleep..

I know I’m qualified but...

Just give me the work package and I’ll 
let you know when I’m done...

I have not done this 
in several years.. How long will 

this briefing 
take, I have 
lunch to worry 
about!

Maybe if…

I think this is it…



“Faint Signals” supervisor

I trust you’ll do….

Make sure you tell the 
Shift Manager you’re 
working on what puts us 
in a tech spec action 
statement….

Do what it takes to get this done….

With your deep experience this 
shouldn’t take very long……….

I’ll verify your tag out to get this 
going quicker…

You understand this, 
RIGHT?



“Faint Signals” manager and above

This never took this long  when I was 
maintenance  superintendent…

Let’s assign our best guy to get this 
done quickly….

Per the morning call the grid can use all 
we can provide…..

(After a consequential event)
“Who did what to ….?”
“Who caused this …?”
as consistent questions

What do you
call the second
place person
in a NASCAR
Race?  The
First loser!





Inattention Blindness



Assumptions

• Occur more often, when people 
experience uncertainty

• Outfall of unsafe attitudes and 
inaccurate mental models

• Often treated as fact



People judge risk poorly, typically 
underestimating it. 

People frequently overestimate the ease of 
success and their ability to perform …

What feels safe may, in fact, be dangerous.

Assumptions



Coaching for Excellence….
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Coaching is Proactive

The act of:

•Observing

•Engaging 

•Reinforcing

•Correcting

BEHAVIORS
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Coach
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Cares, Observes, Analyzes, Communicates, Helps
• Is on the field with the players
• “Cares” about the success of the team and 

individual

• Recognizes their success or failure 
is dependent upon the behaviors of 
their players

• Continuously models the desired 
behaviors

• Good players win games – not good 
plays

A Coach helps develop good players that will make good plays



Key Attributes of a Good Coach

• Chooses to make a Difference

• Sincerely Cares

• Coaches to be Helpful

• Reinforces Desired Behaviors

• Coaches Undesired Behaviors

• Demonstrates Courage in the face of 

Adversity
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ATTITUDE vs. BEHAVIOR

• What is the difference?

• What can you coach?  

• Can we see or observe attitude? 

– Attitude is perceived

• We can “observe” and impact behaviors

Coaching is all about shaping behaviors. 
Reinforcing desired – coaching 
undesired.
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• Welcome Constructive Coaching

• Choose How To Use The Coaching 

• Accept Coaching At Face Value 

• Don’t Justify Inappropriate Behavior 

• Don’t Sulk/Withdraw

You were coached because 

someone cared

45

Receiving Coaching



In Closing…

In a high performing 

organization, “Everyone is 

your peer when it comes to 

coaching.”

46



Entergy HU Vision

When others want to know 

how to be the best, they must 

visit Entergy as part of 

their strategy to improve.



River Bend Vision

We are The Model of peak 

performance that all other 

plants strive to imitate.



Attitude

“The longer I live, the more I realize the impact of an 
attitude on life.  Attitude, to me is more important than 
education, than money, than circumstances, than 
failures, than success, than what other people think or 
say or do. It is more important than appearance, 
giftedness or skill. It will make or break a company…a 
church…a home. The remarkable thing is we have a 
choice every day regarding the attitude we will embrace 
for that day. We cannot change the inevitable. The only 
thing we can do is play on the string we have, and that 
is our attitude. I am convinced that life is 10% what 
happens to me and 90% how I react to it. And so it is 
with you. We are in charge of our attitudes.” 

A message passed from LSU Strength Coach Tommy Moffit (originally by 
Charles Swindoll) to put attitude in perspective.


