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HSRs help create safer, easier, and better work for everyone.

Leader quick guide

Why this matters

Better safety
Risks are identified
earlier and controls
work better.

Workers feel heard,
respected and
supported.

Workflows improve.
Waste reduces.
Service improves.

We fix the work
together, not
blame people.

Something in the work
has changed or is
surprising.

The work is harder
or more demanding
than it should be.

Dangerous

The work feels risky,
unsafe, or challenging
for workers.

SPIN turns workers concerns into clear recommendations

Situation

What is happening?

Where? When? Who is

affected?

What is making the work

dumb, dangerous,

difficult, or different?

Impact

What are the impacts on

people, safety, quality,

service and operations?

Need

What needs to change

to make the work safer,

easier and more reliable?

What leaders can do
Support HSRS with time and access to workers.

Listen to their stories of work with an open mind.

Focus on fixing the work, not blaming people.

Act on agreed actions and follow up.

Celebrate improvements and share learnings.

Remember
The problem is in the work design, not the people.

Our job is to sponsor and support the

improvements from the HSRs and the workers.  

Better work is safe, easy, efficient and reliable.

The 4Ds help HSRs listen to real work

Dumb

The work doesn't
make sense or is
frustrating workers.

Problem

Listen first. Understand the work. Act on change that matters.

Supporting your HSRs
to use the 4Ds and SPIN
to improve real work

Better people Better work Better culture

Difficult Different


