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SMS Good Practice Submission 

State whether this is a Best or Good Practice:  

ANSP Airservices Date of submission July 2024 

SoE Study Area SA1.3 Safety Culture 

BP/GP title Our Just Culture 

In use since 2018 

ANSPs using this practice 
(for BP specifically) 

In 2022 it was assessed that NAV Canda and Industry more broadly 
have largely caught up with this practice. 

Key Words  
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Context: Airservices has had a Just Culture Policy in place for over a decade, however our 
SMS in that time has lacked sufficient supporting artefacts to support its communication, 
understanding and application. 

Airservices has adopted the three tiered Just Culture approach in responding to and 
managing behaviour (Figure 1), based on the Outcome Engenuity model and has put in 
place several supporting tools to enable its application. 

 

 
Figure 1 – Airservices Just Culture Model 

 

Scope of Just Culture:  In looking to put in place additional components supporting 
Airservices’ Just Culture Policy, Airservices has adopted the position that Just Culture 
principles apply to all functions we perform, both operational and non-operational and 
whether safety related or otherwise. 

 

Our Just Culture Program:  To enable this balanced approach, a cross-functional and 
cross-organisational team (a safety system specialist, two people and leadership 
specialists and a communications specialist) led the design and implementation of the ‘Our 
Just Culture’ program throughout 2018-19.  The aim of the program was to establish the 
system components and also promote the principles and organisational commitment. 

 

Learning from the failures of previous “theory-heavy” attempts, our strategy focussed more 
on engagement and ‘getting the conversation started’.  Including: 

 Executive promotional videos, produced in a tongue-in-cheek manner, in order to 
show leadership commitment while also highlighting key principles 

 Just Culture coasters (Appendix A) provided the ability to introduce printed material 
into the operational areas, which we had been unable to achieve with previous 
attempts (booklets, brochures, etc.). 

 A leader-led activity for a Just Culture conversation within individual teams was 
developed and supporting material provided to all leaders, including a presentation, 
facilitator guide and quick reference card for staff including the principles, approach 
and some tangible everyday actions (Appendix A). 
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Current state 

We have now fully integrated the principles of Just Culture within the Airservices Code of 
Conduct.  The revised Code of Conduct Standard explicitly references the application of 
these principles within code of conduct related investigations and also references the need 
to work to improve the resilience and robustness of our systems and systems and 
processes. 

The executive videos have now been embedded within our Corporate Induction program, 
which is delivered to all new staff upon commencement. 

We have a training regime in place for all staff with responsibilities for conducting or 
accepting the outcomes of investigations into occurrences related to safety (operational 
and workplace), security, environment, ethics and fraud, and code of conduct. The training 
focusses on a more in-depth understanding of the Just Culture principles, including 
application to a number of detailed case studies and introduces the use of the Just Culture 
Decision Support Tool (discussed further below) as a mechanism to drive and document 
repeatable consistent results when making decisions regarding Just Culture related 
matters. 

In order to provide consistency in investigation outcomes with respect to our Just Culture 
principles, we have a Just Culture Decision Support Tool (Appendix B).  In the event of a 
deviation from expectations or service levels (e.g. an incident) the tool is designed to tease 
out factors relating to individuals’ intent, risk awareness and behaviour as well as the 
organisation’s systems and responses.  The interaction of each of these considerations will 
then indicate a potentially appropriate1 action that is consistent with Airservices Just 
Culture Model. 

The combination of these elements facilitate the application of our organisational Just 
Culture principles in domains other than just safety. 
 

By submitting this document, your organisation is willing for the proposed Best or Good 
Practice to be shared with other ANSPs. 

For Best Practices, this document should be sent together with the SoE in SMS questionnaire, to: 
soe_2024@eurocontrol.int by 30th June 2024 at the latest. 

Submissions for consideration as Good Practices may be sent by the above date. They may also be 
identified during the survey interview sessions with the assessment team, following which a Good 
Practice submission document will be requested. 

                                                           
1 The indicated action is a guide and must only be considered based on the individual situation’s context and circumstances 
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Just Culture Coasters 
(Front and Back) 

 

Quick Reference Guide 
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