WHY PEOPLE AREN’T SPEAKING UP
What Every Leader Needs to Know About Psychological Safety

Slides, Links, Poll Results & More:

MarkGraban.com/ASQ2025

Scan for Polling:
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“Psychological safety is a belief
that one will not be punished or humiliated
for speaking up with

— 1deas

— questions

— concerns or
— mistakes.”

Amy Edmondson
Harvard Business School
The Fearless Organization
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News Front Page

Last Updated: Tuesday, 27 February 2007, 0O:ooGMT
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The triumph of lean production

By Steve Schifferes
Globalisation reporter, BBC News, Georgetown, Kentucky

On the assembly line at
Toyota's giant plant, Laura
Wilshire is not happy.

There is something wrong with
a seatbelt fitting on the Camry
she is working on.

Laura pulls a cord, stopping the
production line - and
prompting her five fellow

. : Toyota workers talk about their
workers on trim line three to experience on the assembly line

crowd round.
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Speaking up 1sn’t a matter
ot character or
courage...



Speaking up 1sn’t a matter
ot character or
courage... 1t’s a function

of CU LTU RE






Mistakes at Toyota

Isao Yoshino
Japan David Meier
19605 Kentucky

1980s



Mistakes at Toyota

David Meier

Isao Yoshino

Kentucky

Japan

1980s
1960s



“IToyota believes] people must ... FEONL0RF:

teel psychologically and CULTURE
physically safe ... they must THE HEART AND SOUL OF THE

. TOYOTA
believe that any concerns they | WAY
have will be taken very seriously’” | G_—_G—G—GGN__—G_
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MICHAEL HOS l|
AND THE CENTER FOR QUALITY PEOPLE AND ORGANIZATIONS
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MISTAKE:

ASSUMING PEOPLE WILL USE A
HUDDLE BOARD






WHY?
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Choose aslide to present

Welcome!

Questions will appear here when
announced during the presentation.

Thanks, Mark
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Fear Futility Fear AND Futility No Barriers to Speaking Up

What's the Most Likely Reaction to Mistakes in Your Workplace?
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How much do you agree, at work?
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“A problem-solving
culture is far more
effective operationally
than a finger-pointing
culture.”

Larry Culp
CEO of GE Aerospace




HOW DO WE HELP
PEOPLE FEEL
SAFE?



HOW DO WE HELP

PEOPLE FEEL
SAFE?



HOW DO WE HELP

PEOPLE FEEL
SAFE?



You GAN Improve Psychological Safety

Encouraging
Candor

Modeling Y Rewarding
Candor ». 7"\ , J7_» Candor
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LET’ S RUN A
SMALL TEST
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WHAT CONCERNS DO
YOU HAVE?
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“I want to hear thel

bad news. I want
to hear it fast.”

e

| Larry Culp, CEO of GE Aerospace

l




L. |.“The moment of truth: I

.

Do you shoot the

messenger, or do you

listen even it you are

unhappy?)”

-
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| Larry Culp, CEO of GE Aerospace
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You GAN Improve Psychological Safety

Encouraging
Candor

Modeling Y Rewarding
Candor ». 7"\ , J7_» Candor
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What Generally Keeps You From Speaking Up ot Werk?
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How much do you agree, at work?




Can We Be Candid Experimentalists?




s it Safe to Say?
WE COULD BE WRONG

LET'S TEST IT AND SEE...

THAT DIDN'T WORK AS...



World Class Performance
Culture of Improvement

Culture of Learning from Mistakes

Culture of Psychological Safety

Leader Behaviors

Mindsets
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o There were times when | allow

tead of moving forward &

Ins

o | didn’t communicate well §
KaiNexu




“You can’t have a
culture of
continuous
improvement
without learning
from mistakes.”

Greg Jacobson
CEO and co-founder, KaiNexus




Encourage

Reward

Encourage

Reward
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Stephanie Hill, MPH, MBB (She/Her) - 1st

Sr. Lean Strategist at KaiNexus -/- Owner of Light Bulb Mom...

Celebrate - CE® 4 | Reply



Stephanie Hill, MPH, MBB (She/Her) - 1st (e COC
Sr. Lean Strategist at KaiNexus -/- Owner of Light Bulb Mom...

| THOUGHT | had a pretty significant “failure” yesterday at
work. And | told everyone who might want to know. Instead of
pointing fingers at me, my leader, a VP, and an executive all
rallied around me to help “right the ship." At no time did they
imply | had done wrong. All they said was, "WE learned.” In
fact, all complimented me about how | handled the situation. It
encouraged me to continue trusting them with my mistakes.

Celebrate - CE® 4 | Reply



4. CHALLENGER SAFETY

TIMOTHY R. CLARK Can I be candid about change? f

3. CONTRIBUTOR SAFETY

Can I contribute and create Value?f

S A F ETY Can I learn and grow? f

Ul 1. INCLUSION SAFETY

THE 4 STAGES OF

PSYCHOLOGICAL

Can I be my authentic self?



TIMOTHY R. CLARK

THE 4 STAGES OF

PSYCHOLOGICAL

SAFETY

Defining the Path
to Inclusion and Innovation

4. CHALLENGER SAFETY

Invite people to poke holes in a plan

3. CONTRIBUTOR SAFETY

Define guardrails; remove needless approvals

2. LEARNER SAFETY

Praise effort and progress (not just outcomes)

1. INCLUSION SAFETY

Use names, invite them into discussions



3 Reminders for Daily Engagement

State the problem without
blame or assumptions

Frame a mistake as an
opportunity to learn

Fix the system so
it doesn’t happen again










Safety Reports (U.S. Hospital)

— Safety STOP Outcomes Measures - System
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Nov 2018: All critical
access and clinics are live

July 2018: All acute
care hospitals are live
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Jan 2018: First two settings
go live with Safety STOP
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Safety STOPs, RCAs and Serious Safety Events
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Serious Safety Events (Same Hospital)

Systemwide

Rate: Events per 10,000 Patient Days

Jan 2018: First two settings
go live with Safety STOP

3.5 —4— Rate
A Y CL
S R SR e T e B S ---- LCL
- . === UCL
2.5-] 2.8 July 2018: All acute
""""""""""" care hospitals arelive ~ 54 2w 19
2 T 1.7
1.5 Nov 2018: All critical TE
. access and clinics are live :
05 Mar 2019: All settings are live
(incl. all home health)
0

2017- 2017- 2017- 2017- 2017- 2018- 2018- 2018- 2018- 2018- 2018- 2019- 2019-
Mar  May Jul Sep Nov Jan Mar May  Jul Sep Nov Jan Mar

Month shown is final month of rolling 12 month period







1dGLOr




WRITE DOWN PRACTICED OR
OBSERVED BEHAVIORS




Q&A TIME

Slides, Links, Poll Results & More:

MarkGraban.com/GLS2025
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“... shows how to enlist our mistakes as
i f learning, h, and progress.”
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