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“In the past, any time an employee provided a benefit for a 
customer that was considered unacceptable, the bankers and 
lawyers running Continental would write a rule documenting the 
proper action. Over the years, these rules were accumulated into a 
book about nine inches thick known as the Thou Shalt Not book. 
Employees couldn’t possibly know the entire contents of the book. 
When in doubt, everyone knew it was advised just to let the 
customers fend for themselves.” 



“In early 1995, we took the Thou Shalt Not book to a 
company parking lot. We got a 55-gallon drum, tossed 
the book inside, and poured gasoline all over it. In front 
of a crowd of employees, we lit a match to it.  
 

Our message was this: Continental is your company to 
make great. Go do it—now..” 



Resilience is 
an alternative 

to SOPs 

Resilience is 
the new 

catch-all term 

The more novel 
the solution, the 

more resilient it is 

We can become 
resilient overnight 

It’s all just 
theory 







   Rethinking the                              Briefing 



• Internal Data 
• Pilot Feedback 
• Best Practices 
• Industry Accidents 
• Human Factors 

Primary Drivers for Change… 
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Q. What do you think of our briefings? 

Too long! Relevance 
is lacking 

Equal attention 
shouldn’t be 

given to all items 

Items continually 
being added 



A lot of close calls…. 
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Klein/Orasanu/Calderwood/Zsambok  

How experts  
make decisions 

RPD Model 



Rethinking the Briefing 
Brief like you are building a story,  
establishing goals, relevant cues and expectations… 
 







Will! 



LOSA Data  - Briefings 
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My leg, your leg… 



      Briefing              Better… 

Threat Forward                           Interactive 
 
 
                              Scalable 



“Carrots and sticks are so last century.  For 21st Century work we 
need to upgrade to AUTONOMY, MASTERY AND PURPOSE.” 



Captain Rich Loudon 
richard.loudon@alaskaair.com 

 
 
 
 
 
 

Thank you! 

Captain David Moriarty 
d.j.moriarty@hotmail.com 
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