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Safety as bureaucratic accountability 
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The Woolworths experiment 

Michelle Oberg 
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Measure success: Net promoter score 



Safety as ethical responsibility 





Safety currently 

�  People are problem to control 
�  Intervene in behavior 
� Measure success by absence of negatives 
�  Safety as bureaucratic accountability 
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Safety differently 

�  People are resource to harness 
�  Intervene in conditions of work 
� Measure success by presence of positives 
�  Safety as ethical responsibility 
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People as problem to control 
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People as resource to harness 
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People are the solution 



Intervene in behavior 
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Measure absence of negatives 
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Resilience 

� Capacity to recognize, adapt to and 
absorb situations  

� …that push you outside of what is 
designed, proceduralized or trained 
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Implications for procedures 

Guido Carim 
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Implications for incidents 

� Reactions to failure 
� Understand why it made sense 
�  Just response 
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Reactions to failure 

� Retrospective 
� Proximal 
�  Judgmental and counterfactual 

sidneydekker.com 











“Learning Review” 















Just response to failure 



Retributive justice 

�  “Front line operators or others are not 
punished for actions, omissions or 
decisions taken by them that are 
commensurate with their experience and 
training, but where gross negligence, 
willful violations and destructive acts are 
not tolerated.” 



Who draws the line? 

�  Independent judge 
�  Jury of peers 
� Right of appeal 



Restorative justice  

� Who got hurt 
� What are their needs? 
� Whose obligation is it to meet those 

needs? 










