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	Managing the Unexpected
Rate as you perceive your organization. 
	Not at all.
	Rarely
	To some extent
	A great deal

	Rate Preoccupation with Failure:

	1. Regard close calls and near misses as a kind of failure that reveals potential danger rather than as evidence of our success and ability to avoid danger.
	
	
	
	

	2. We treat near misses and errors as information about the health of our system and try to learn from them.
	
	
	
	

	Rate Reluctance to Simplify:

	3. People around here take nothing for granted. 
	
	
	
	

	4. People are encouraged to express different points of view. 
	
	
	
	

	Rate Sensitivity to Operations:

	5. During an average day, people come into enough contact with each other to build a clear picture of the situation.
	
	
	
	

	6. People are familiar with operations beyond one’s own job.
	
	
	
	

	Rate Commitment to Resilience:

	7. There is a concern with building people’s competence and response repertoires.
	
	
	
	

	8. People have a number of informal contacts that they sometimes use to solve problems.
	
	
	
	

	Rate Deference to Expertise:

	9. If something out of the ordinary happens, people know who has the expertise to respond
	
	
	
	

	10. People in this organization value expertise and experience over hierarchical rank
	
	
	
	


Taken from:
“Managing the Unexpected”
Michigan – Ross School of Business
February, 2005
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