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Qantas LOSA 

– Speaking the same language throughout the 

airline; aligning LOSA training to enable 

identification of Non-technical behaviours.
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• Qantas LOSA programs

• Training NTBs

• Challenges and ways forward 
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What Qantas LOSA Programs exist?

• LOSA

‐ Short and Long Haul Flight Crew Observation Programs

• CLOSA

‐ Short and Long Haul Cabin Crew Observation Programs 

• GOSA

‐ Domestic and International Ramp Operations 
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LOSA Observation figures

• LOSA

‐ 89 sectors (cross fleet)

• CLOSA

‐ 47 sectors (international fleets)

• GOSA

‐ 93 turns
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The Qantas Group LOSA system

• Uses existing TEM methodology 

• Non technical behaviours (Flight, Cabin, Ramp and Dispatch)

• Common vocabulary – reference cards can provide guidance

• Capability to compare performance against other behaviour systems

• Capturing information – phase of flight or specific operational context 

vs overall 

• Assessment – effective/ineffective vs Rating 1-5
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The Threat and Error Management Framework
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Why collect and analyse HF data?

The drivers for implementing a Human Factors focused LOSA 

program:

• Better determination of the causes and contributing factors to 

events (including individual and systemic issues) 

» “Not just WHAT is happening out there and but also WHY”

• To continuously improve (not just reduce cost arising from human 

limitations/errors but add value to improve human performance)

• Meet regulatory requirements for SMS and HF
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What are the LOSA Non-Technical Behaviours?

TEAMWORK
SITUATIONAL
AWARENESS

LEADERSHIP & 
MANAGERIAL 

SKILLS

DECISION 
MAKING

COMMUNICATION



9
Human Factors

Behaviours tend to be easily 

observable communications 

e.g. Use of support language

Behaviours are used to help us 

understand what is going on in 

their minds

e.g. Panel Scan = Monitoring

Social Social

CognitiveCognitive
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11

How well do you know your Non Technical Behaviours?

Quiz 1 & 2 
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Qualities of an Assessment System

• Validity

Does the system measure what it’s supposed to measure?

• Reliability

Do we rate the same each time?

• Objectivity

Do we rate the same as each other?

• Practicality

Is it easy to use and easy to interpret?
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Validity and Reliability
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Assessment Challenge – Twisties Backstage 

1. Choose a rating system

1 2 3 4 5? Y/N?

2. What is the rating criteria?

3. What does a good Twistie look like? Bad?

4. Do you all agree?

5. Check that your system works!
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Inter Rater Reliability

When do we have good IRR?

• We agree with the "official" rating of a performance

• We agree with each other

• We agree about which performance is better and which is worse
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How will we improve IRR?

Defining the 

markers and 

providing an 

official standard.

Bringing the 

group to a 

common 

understanding.

Ideally, recurrent 

because human 

behaviour is to 

drift from what we 

have been taught.

Training records

LOSA

Identifying 

development 

areas

MonitoringCalibrationTraining

Inter Rater Reliability
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So, how do we train observers in NTB?

• Updates, Changes and Feedback

• Areas of improvements

• TEM

• Writing a Narrative

• Non Technical Skills

• Coding

• Reviewing Narrative

• Refresh on the database

• Wash Process

• Audit Plan

• Wrap Up
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TEM Observations and Human intervention

Description

Detection 

Management 

 Describe the threat/error/UOS

 When did the threat/error/UOS occur

 Error 

- who committed the error

- record any associated threat

 Was the threat/error/UOS detected

 How was the threat / error detected

- Use Non technical behaviours, where 

observed

 Was the threat / error managed

 How was the threat / error  managed / 

mismanaged

- Use Non technical behaviours, where 

observed

 Consequence (no consequence, error, UOS)

 Describe the consequences



20

Observer Practice

Threat / Error Detected? Managed? +/- NTB
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Writing a Narrative - Have you told the whole 

STORY?

Situation

Time

Observations

Review

Yes!
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How do we use the information?

• Trends in NTBs are one of the inputs into RBTNAs

‐ Human Factors training

‐ Evidence Based Training (EBT)
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A Common Trap: Contributing Behaviours v 

Outcome

Loss of 

Situational Awareness / 

Shared Mental Model

Situational 

Awareness

Decision 

Making

Teamwork

Leadership & 

Managerial Skills

Contributing Behaviours / 

Skills Areas
Outcome
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Challenges and ongoing development of training

• Different audiences, backgrounds and experience in 

observations and NTB etc.

• Inter-rater reliability lower in elements than categories

• Biases can induce ‘clusters’ of NTB coding

Ways forward:

• Continued rollout throughout the Qantas Group
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Questions?


