asking for help early in a challenging situation is not only ok, but
encouraged! Ramp safety briefings are an important part of
communicating that message and these briefings give our
leaders a chance to demonstrate that we must have a “safety is
our top priority” attitude from all at American Airlines.

While ramp safety briefings are a critical part of ground
handling aircraft, we must remember that safety is a multi-
faceted subject and it requires engagement and commitment
from every level of an organization.

Are you Learning from Bad Outcomes?

Regardless of your role supporting the operation, we all play
a critical role in meeting our company objectives (safety,
reliability, quality, customer service, security, branding,
marketing, etc.). Systems are in place to provide a framework
for us to operate within so that we meet these objectives.
These systems include processes and procedures we are
expected to follow, and equipment, tools, and training we are
expected to utilize and apply. If the system is designed well,
then we (employees) only need to be a reliable part of that
system. In other words, we need to choose to be compliant to
the system controls and, whatever you do, don't make a
mistake. Needless to say, systems are never 100% reliable
(i.e. faulty procedure, failing equipment, inadequate training)
and neither are we as human beings. We all want to see
American Airlines succeed and for each other to return home in
one piece to our families each day, but systems and humans
are very complex and we don’t always achieve the outcomes
we are looking for. So how can we “be smarter” after a bad
outcome? We have a Safety Management System (SMS) in
place to understand and manage “safety” risks, but the
principles can be applied to any value set (i.e. quality,
reliability, customer service, etc.). By using the risk
management principles within the SMS, we can “be smarter” in
our attempts to better manage risk moving forward. Follow the
guidelines below to better understand why a failure occurred
and what may need to be done to be sure we reduce the
likelihood of a similar outcome occurring again.

First understand the risk we are trying to manage

After a bad outcome (i.e. injury, damage, operational
disruption, customer complaint), try to understand what risk it
is we are trying to manage. For example, in the case of an
injury, obviously we are interested in managing the risk of the
potential injury of an employee in performance of that task.

Is the system currently desighed in a way to adequately
manage that risk?

Analyze the system in place today. What processes,
procedures, tools, equipment, training, resources are in place
today for the purpose of managing that risk? Are they
effective? Are there situations when they are less effective?

Did you Know?

More than 5,500 employees in the U.S. die from
workplace injuries (OSHA)

11,802 injuries were reported at AA in 2019

1 in every 5 AA employees will be injured on the
job this year

74% - the percentage of injuries at AA resulting in
claims in 2019

$250 million in annual workers compensation
costs at AAin 2018

e 275+ mainline aircraft were damaged in 2019

These are preventable! Engage your Corporate
Safety team to find out how we can improve these
numbers, together.
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Is our success completely reliant on a employee being
compliant or not making a mistake? If so, look for ways to
strengthen the system to be less reliant on, or more resilient
to, the fallible humans that make up the operation.

Do our team members and leaders have the adequate
personal and professional support necessary to be
effective?

Professional support includes training, proficiency, skill and
experience.  Encourage recurrent training, coaching and
mentoring, and frequent positive feedback sessions. Personal
support includes proactive engagement with your team to
provide avenues for addressing issues we all bring to work with
us each day that can cause stress, fatigue, or distraction.

Are there errors or choices occuring in day-to-day operations
that need addressing?

Remember, we are all susceptible to mistakes/errors. Look
for ways to strengthen the system to either prevent the error or
to catch it and correct it before we see a bad outcome.
Remember, we are all also susceptible to drift when we get
comfortable with a task over time. Correct drift when you see
it, don’t ignore it or passively condone it!

By following these steps, retrospectively after a bad
outcome, you should be able to easily identify several
opportunities to implement meaningful and effective solutions
to prevent a recurrence. The key is to be analytical and holistic
about your review. Overly focusing on the individuals involved
rarely provide meaningful change. This analytical approach will
allow you to better manage risk and produce more reliable
outcomes as a team. Let’'s be smarter together!

WARNING: The information in this document is protected from disclosure under 49 U.S.C., section 44735.

See SPPM for more information on the American SMS.

Newsletter feedback? Contact candra.schatz@aa.com.




