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Why Learn from Excellence...? 
 

• Prevailing approach to safety 
• Negativity bias 
• ‘2nd victim’ 
• Availability heuristic 
• Language/behaviour : incivility/defensiveness 
• Complexity, conditions, WAI : WAD 

 
 

 



 
 
Twin aims: 
  

To learn from what goes well in healthcare  
To boost morale through positive feedback 

 
@adrianplunkett 2014  

 
 



Source:  Eurocontrol.  
From Safety 1 to Safety 2.  A white paper 
www.eurocontrol.int 

E.Hollnagel 



Safety - I 

Where as few things as possible go 
wrong 

 

Safety - II 

Where as many things as possible go 
right 



1+1 = 2 

2+2 = 4 

3+3 = 7 

4+4 = 8 

5+5=10 

Theirs nothing worse than misplaced 

apostrophe’s 



‘I hate to lose more than I love to win’  
Jimmy Connors  





The Psychology of Choice:  
availability heuristic 

the tendency to estimate the probability of an 
event by the ease with which it comes to mind 

Tversky & Kahneman 
 



 
 
 

https://www.youtube.com/watch?v=QCnfAzAIhVw 
 

Reticular Activating System (RAS) 
 

https://www.youtube.com/watch?v=QCnfAzAIhVw
https://www.youtube.com/watch?v=QCnfAzAIhVw




Negative and ‘high-jacked’ language 
 

adverse events, error, risk, harm 

 

morale, engagement, resilience, 

workforce, compassion, leadership 

 

safety 







Human Error → Human Factors 
World War II: US lost hundreds of planes due to 

‘pilot error’ esp. Flying Fortress aircraft 

Levers for landing gear and wing flaps identical AND side 
by side 

1942 Alphonse Chapanis (psychologist) changed the 
shape of the levers and this ‘pilot error’ all but 
disappeared 

 

 



It is an ‘obvious fact’ that human performance 
cannot be separated from the design of tasks, 

equipment and the working environment 
 

Work as imagined (WAI) 
work as should be done (guidelines, SOPs) 
 
Work as done (WAD) 
work as can be managed within our complex 
sociotechnical environment 

 
Embrace the complexity; focus on simplicity 

People are the solution not the problem 







‘… praise is rewarding but there is a lot more potential 

in appreciation with enquiry’ @researchforreal 





Step 5: seek, report 
& enquire 

Step 6: measure 

Step 7: improve 

Step 8: feedback  

Step 4: enable 

Step 2: collaborate 

Step 3: design 

Step 1: define 

Improvement Cycle 

START 



www.learningfromexcellence.com 

* https://learningfromexcellence.com/communityofpractice/ 

https://learningfromexcellence.com/communityofpractice/
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