Learning from things that go rig

Five years of applying FRAM In
Danish Health Care settings
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d_ook at what goes right as well as what goes wrong.

| earn from what succeeds as well as from what fails.

Indeed, do not wait for something bad to happen but
try to understand what actually takes place in situations
where nothing out of  the ordinary seems to happen.

Things do not go well because people simply follow the
procedures. Things go well because people make
sensible adjustments according to the demands of the
situation. 0

Erik Hollnagel, 2013
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The ETTO Principle
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The ETTO rules
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Adjustment T how do they look like?
Work -as-imagined Work -as-done
The GP reads the full text The GP reads only the
of the CT -scan test result headings of the CT -scan

test result, saving time for
other patients

A habit shown to be
effective and giving the
wanted result normally

time
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Adjustments I how do they look like?

Work -as-imagined Work -as-done

The physicians at the Spine The physicians at the Spine
Centre assess the CT -scan Centre normally only
during pre -admission assess the referral of the

GP and the age of the
patient, notthe  CT-scan

ETTO rules?
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Adjustments I how do they look like?
Work -as-imagined Work -as-done
Output from the Output from the preadmission
preadmission evaluation evaluation
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What did we find?

Work-as-imagined versus Work-as-done

A Differences between work as it is imagined to be carried out and

how it is actually done

A Work as imagined is defined WA\ versus WAD

In protocols and instructions

FRAM: e
FUNCTIONAL
or verbally by management Kﬁﬂ?’é‘}‘

METHO
MOI m.}{:_ C

MPLEX

or colleagues (habits)

or by assumptions about how others work

ERIK HOLLNAGEL
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Example WAI
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Example WAD
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What did we find?

Functions that were started from more than one function
and not knowing which one started the function in the
actual situation
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What did we find?

MODELLING COMPLEX
SOCIO-TECHNICAL SYSTEMS
vy .'."

Critical functions o PR
where a number of
functions are

dependent on the o ISl
output from the
actual function

ERIK HOLLNAGEL
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