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Herding Cats...




What IS
Human Performance?
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PERFORMANGE BEHAVIORS RESULTS
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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.

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.




e Erasers

e Spot removers

 Delete buttons
delete




Is an Error About to Happen?




Operationally, Human Performance
could be described as:

* Protecting our Plant
* Protecting Others
* Protecting Ourselves

From Ourselves




* No events, no HU problem

* Errors cause significant events

 Errors are bad




Focus on Behaviors, Defenses, Accountability

* Behaviors - How you and | perform on
each task

* Defenses - barriers to an injury or error
« Accountability - holding ourselves and our

co-workers responsible for achieving high
standards




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
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Muclear Safetw

a. Fecognize and adhere to all repalatory reguirements

. Ensure the plant is qmdsa.ﬁﬂy grving safety and guality
prionny over schedule and

. Idiemtify and report pﬁmpﬂmﬂytﬂmm

d.E‘J:lIeacmdmﬂl when problams or potenizal

pml:llmsaenhnﬂﬂd
. Perform thorough apparent, common and roof canse
evaluations

£ Inplement timely corractive actions
g Determine effecivensss of commective actions

Industaal Safety
2. Be responsible for your omm safety
. Adhere to safety rudes, postings, bamriers and alarms

f_Lsemr_n,ghttunlirﬂJEph

£ Ensure squipment is safe. Do oot bypas: safepuarnds.
k. Wear FPE appropmiate for the job

i Prompdy report all injuries and pear misses

J- Use and store chenmicals properiy

Radwlomical Safety

a. Enow BEWP requirements

. Follow written (B3P & postings) and verbal BP
insmaciions

«. Minimézing dose by applying pracrices of dme, distance, and

i Moniter your expesure and know your cunndatve expose

& Enow work ares dose rates and contamination levels

£ Waork within hmitations agreed to by BP: fask & location
g Properly don, wear and remsows contamination control

EAITNETIS

h Practice conaminytion conmol techmiques by nsing barriers,
appropriate PCs, and avoiding skin contact

i Adhere to radiological boundaries

Perzomal 1bilitv and Accountabily
a. Take respaonsibility for the resules of your actions and
hebaviors
. Take responsibiliny for the success of the job you are
sigmed

s

. Take responsibility to coach unsafs behaviors of coworkers

i Improwe safety, buman performance, and processes throush
thie ECT prosram

& Expect and be recapive to feedback fom Seld obsematons

£ Ensure you recsive routine formal appraisals

£ Immediately resolve isoues umder your control

ProcedureWork Instructions

2. Ensure procedure confaim defemee in depih

b Use the latest revizion of a procedire or work document

. Follow ipsmactions a5 wiiien and
accardance with Level of Use Category

d F procedure can not be followed as writien. stop place wark

i Use Peer Checking when a second person needs to venfy an
action befre it is taken

J- Use Comenrreny Ferjficadon when a second person nesds to
verify uming and after an action is taken

k Use Independens Ferjffeadon whan a second person,
separated by tme and space, needs to confinm the stabos of a
SYEIEM OF COMpONEnT

L Your signature documents that vou have performed the task
conpletely and acoarately

Indiadua] e HIT Tools

2. Perform a Jeb sire Review of the immediate work area each
time the job site is accessed. Take action to reduce / elinnnate
hazards snd emmor traps

b Applya Eum:kw.—imkmd:emtathmﬂmm.ufjr
areas of comfirsion or concern. Ensure questions of CONCEMS
ane resolved before work begms

. el Check when performing atask that has the potengal to
impect the plant o persecmel safery. Practice STAER.
perfmance Stop, Think (3.AFEE). Ac and Feview. If
imtermupted dumng the sequence, start the self check procsss
Over azain

Group Use HU Tools

2. Practice Effective Commumnicarion ensunng information s
clear and understood. Use 3-way comommication when
understanding. Use phonetic alpbaber when commumicating
conponent, rain, chamnel or procedurs steps

b Perform Pre-Job Briglt prior to work actinities, once per
shift, and affer extendad delays. Use a graded approach o

d Parform Peer Coachimg to positively reinforce desired
expecabons.

Tramne and Chiabfic
2 Attend training as schaduled and be on time
. Place pagers on silent and do not answer pages umbess there is

A SIMErgEncy

c. Parricipate with 3 questioning artinade that stimmlaces class
dizoaszions and promotes

im&dhckmﬂppm mining development and
enhancements; Share relevant examples of m-field lessons
leamed

& Cwm and maintain qualifications
£ WVerify qualification prior fo perfoming work:

Teammerk

a. Culnvate ammosphers where questionimgz and participation is
ancoaraged

. Seek and vahwe mpat from stakehal dersteamy memibers

c. Ohjectively consider inps

d. Trear others with respect

& Provide support when others nesd vour mpat

f Professionally challenge positions plans using stndards, OF
and vour experisnce

Work Manzsement

a. Idemtify deficiencies found in the plard

b, Udlize resources (Eng., Ops. etc) to provide acourate detail in
Wark

Lﬂmmmmﬂfpme. asrequired in T

d&wmmhﬁh due dare
e Chapmion wresolved deficences. Follow through oo

longstanding issmes.

f Exeamie as scheduled Follow the 1030 nile when delays are
enoomtered

2 Prowide documented feedback te improve foture job
performance

4 Eev Platforme
1-Trust, Faimess, Honssty, Inbegricy
Foster trust by inferacting with others honesthy and fairhy
Dremonstrate faimeass by uphelding standards equally and
[
1-Be daliberate (acions under conmol). Follow the mles.
mmmﬁsmmﬂcmmmﬂymm

-1—Duwlm:wu Sy Foul are going to do.
Be rigorous in completing acEons a5 commurted
a3 5000 a3 you koow there are mpacts toa
COmIitT et




L1 Safety

A Safery is our number ons Priomiy

b Acmvely and azsressively promaote muclear, indesmal and
radinlogical safery

€. Address with urzency amy umsafe condifions or conoems
4 Perform risk identification and assessment

& Practice consemvatve decision making

£ Create an environment where problem identification and
resolutan i fesly practiced

12

2. Estatilish a clear vision to excellence and identify zaps to the
wvizion

b Alipn your erganization and yoor peers arvmnd the viskm
and mplementing sraegies
Lﬂmnnmmmfmqlmﬂymimngamﬂnf

iTimlymmmn:mphnmm&hamﬁumajm

aﬁl:ﬂ:aumdlp of improving all aspects of the
orERnAtian; ot just your fmcrional area

f Likewizse, keep the enfire team informed of your effiers and
need for suppant

g Ensure site and flset swategies are alimed

b Maintain pesitive and professional condoct within the
leadarship team

i Creare an emaronment where enmloyess are ffee to openly
disonss ismes with all orsniztonal levels

- Celebrate impartans achisvements 0 malnHD orFnizational
energy, alimment and enzagement

L3 Performance Monitoring
2. Mainfain fous on confinous i

b Maintain a performance improvement proczss which wilizes
2 variefy of methods

€. Engure high quality work products

4 Enqure performance indicators are bensficial and manitored
clozaly

. Utilize assessments and benchmarking to idendify program
e

{ Citain both interral and external obsemations of

g Unlize opemming experience o MIST0gbe sHe
vilnerbilities

b Dievelop realistic and actionable improvement plans
1 Perform formal and frequent action plan reviews

. Correcting perfinmance gaps is essential and reguired
b. Infhience behaviars by (supervisar coaching):
Understanding the behavior standards
Spending tdme in the field on a regolar basis
Locking for behaviars
Providing specific candid fesdback
Documenting the feadback
Anchor zoed behawiors with pesiibve reinfircement
Immediazly comrect behaviars that do nof mest expectations
€. Moniter mdnvidml bebaviar trends o validate behavior

change
4 Add strucrare to adbadk using wiiten documerdation and
regularky scheduled mestings
. Admirister discipline fairly in accordance with MARC
f Acknowledes leadersbip shortfalls and commnamicate
resolutions
g Mest compuimments, ensunng quality responses md complete
nllow thromeh

L5 Operational Focus

2. Understand your role i the safe operation of the plant

. Be aware of the condiion of the plans

. Be responsive i operating needs and conditions

4 Minimize safery system unavailabilicy

. Demonsirate an understanding and swareness of autical
L6 Strategic Planning and Execution

a Esﬂb]ishshuﬂndp]m:ingmimmjmingnfkq'
hEﬂahhshalmgtzmmudﬂmirubmugumﬂm

by closure of idenfified zaps
c. Estatilish claar ownership and due dates for priority

Inprovements

4 Establish critical oversizht

. Challenge plans using ooss-finoional feedback

{ Exeouz the work as plammed. Apzressively challenze
deviations

E Look abead to planned activities ensuring proper readinsss to
enarte

L7 Enployee Interface

2 Understand the challenges employess face

. Actively solicit employes inpur; being respansive to their nesds,
opinions, and feedback

c. Enlist employess in improving plant perfamance

d Fememwe roadblocks to mmrove

e Prowide neressary resoumces o sappan job perfomance

i Be available and apmroachabls

g Vistbly recognize emplovess for excellent behawviors, sucoess,
and confnmos Eovement

L8 Tramine and Dev
2. Own the basc and advanced qualificarien and fraining of your

. Uilize the Systematic Approach to Trinng to prove
performance )

. Idenfify emploves knowledze zaps md actively wark toward
clesing the zaps

d. Provide meaningfal oppertanities for development

& Encourage crogs-fimetional taam panticipation to broaden

SNpEECE
i Caollabarate with emploves to st persanal poals that are
g Dewlop maocession plans commensurate with enployes talents
and ambitions

b Create an envireoment where confimumns teaching leaming is
the norm

L9 Inmovation

2 ‘Create 3 work environment that simulates innovation

. Suppon change miiatives by allowing participation, fime. and
T25OITEs

. Encourape mulfidiscipline tsams to oreate ownership and
Fromode tEammark

d Pecognize teams and individnals for their «fforts




CY1l Sanmle Infesrrv

. Enpsure sample points are parged and recroalaied o obiain
.I'q:lEﬂIIIII!.'Em )
b. Ensme system confimuraton is maniained thooaghoot the sanplins
Procsss

CY2 Analysrs & Data Evaluabon

A Serremmie Wik arsas i processine mdkpaciive and Don-
madcacive sammles

. mmmmm

c. Ensore laboratory and qoaliy conmel program data is rewviewed,
eraluated. and doormented n a timely maneer

d Perfom daia trending o a tomedy manoer

g Usze muliple and diverse indica@ons to validahe mivrmation.

f Efecively ewalosie anomalies and mdscations of system problems

g. Feport abnormal conditions 10 supeErvision m a rimely ooaness

b Taks action on adverse perfmance mends

CY 3 Coarosion Control
2. Hawve a low threshald for ideniifiins and addressing cheom siry

problems.
b. Maimiain prdance for oorrosion conimol
c. Maintain pusdance for radiation fisld conmol

CY 4 Kecordkesping

a Maiptain af a lewel of detail io allow reconstructon of waork
acirwEizes by persommel thai 4o oot hawe benehi of oe to oe
dizco==ion of the activities
b. Creaie reconds that are legible, acoaraie, conmpilets, amd
mderstandable




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-I1S-108 “Working in Hot Environments”

* EN-1S-114 “Fall Protection”

* ADM-0099 “Performance Improvement Using Fundamentals”




Communications

Timely fleet messages to supervision and
workers such as:

 Fleet errors, events, injuries

« Weather related issues

* Procedure change management

« Know when to stop




Union Hall Distance Learning initiative

‘New to nuclear process

Fleet aligned supplemental worker HU training




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.
| ¢ Itis expected that we challenge each other




Personal challenges:

Do | know when to stop
and do | STOP?

If | see It —
Do | own 1t?




How do you identify which mode you

arein?

* SKILL- BASED

\

 RULE-BASED

J

M - KNOWLEDGE-BASED




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

u « Sports (golfing, biking, skiing, bowling)
|2

 Driving a vehicle

* Typing




Behavior based on selection of stored
rules in an |- (symptom X) THEN
(Situation Y) logic recognition




Examples of Rule-based activities

'+ Deciding whether to change your car’s oil

u * Responding to a smoke alarm

2
jl

-
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* Choosing answers for an exam

« Stopping for gasoline




Behavior in response to a totally
untamiliar 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



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

Ued,Jul 02,2008 PHO3:01:06
J merad’Z




What type occurs here?

-
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“Faint Signals > worker

I know this is in the turbine building but...
I have not done this

in several years.. S 2 How long will
;‘i&\ t”«i& this briefing
g:—:o %,}2 take, I have
Q&Q‘ Maybe if... 6018 . lunch to worry
o % bout!
o ey about!
& %
60& | think this is it... "J»%
&'46 tp@f
Just give me the work package and I'll 6‘91}-/
’ / >
let you know when I'm done... 11;&
Q
I know I'm qualified but... %@%
o

Most mechanics could do this in their sleep.. O/-.,



“Faint Signals o supervisor

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

Make sure you tell the

You understand this, Shift Manager you're

RIGHT? working on what puts us
in a tech spec action
statement....

I'll verify your tag out to get this

going quicker... I trust you'll do....

Do what it takes to get this done....



“Faint Signals o manager and above

Let’s assign our best guy to get this

done quickly....

What do you
call the second
place person

in a NASCAR
Race? The

First loser!

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

This never took this long when I was
maintenance superintendent...

(After a consequential event)
“Who did what to ....?”

“Who caused this ...?"
as consistent questions






Inattention Blindness



* Occur more often, when people
experience uncertainty

o Qutfall of unsate attitudes and
Inaccurate mental models

« (Often treated as fact




oople judge risk poorly, typically
derestimating It.

eople frequently overestimate the case ol
ccess and their ability to perform ...

What feels safe may, in fact, be dangerous.




Coaching for Excellence....



40



The act of:
*Observing
* Engaging
* Reinforcing
* Correcting

BEHAVIORS




-
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Cares, Observes, Analyzes, Communicates, Helps

 |sonthe field with the players

« “Cares” about the success of the team and
Individual

« Recognizes their success or failure

u' | IS dependent upon the behaviors of
y their players

| ¢ Continuously models the desired
behaviors

« Good players win games — not good 4

plays




Chooses to make a Difference
Sincerely Cares

Coaches to be Helpful
Reinforces Desired Behaviors
Coaches Undesired Behaviors

Demonstrates Courage Iin the face of
Adversity




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




In a high performing
organization, “Everyone is

your peer when it comes to
coaching.”




When others want to know
how to be the best, they must
visit Entergy as part of
their strategy to improve.




We are The Model of peak
performance that all other
plants strive to imitate.




Attitude

“The longer | live, the more | 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. | am convinced that life is 10% what
happens to me and 90% how | 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.




