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2023

Tuesday,
October 24

Wednesday,
October 25

Thursday,
October 26

Friday,
October 27

Integrated Safety
Investigation
Methodology (ISIM)

Integrated Safety
Investigation
Methodology (ISIM)

Integrated Safety
Investigation
Methodology (ISIM)
** until noon only

Human Factors in
ISIM

Dates: Tuesday, October 24 to Friday, October 27

Time: 0800-1600 Eastern time (until noon only on the 26t
Location: EY Centre, 4899 Uplands Dr, Ottawa, ON K1V 2N6




ISIM Agenda October 2023

TIME DAY 1 TIME 2 TIME DAY 3
g00ta | Morning Brief &00ta | Moming Brief & 8:00 fo Morming Brief
8:30 830 8:30

Competency Tree

: i 8:30 t i —

830tc | Module 1 —Occurrence ?g:g&o Module.il c.onhnued ) ”:000 Review — Jeopardy Game -
9:30 Assessment Safety Significant Event Analysis Meodule 8 - Safety Communicafions

XYZ Mining Exercise: Part lll

BREAK 103010 | BREAK BREAK
11:00
930t0 | Medule 2 — Data Collection 11200t | Medule 5 — Defense Analysis ”gg to | XYZ Mining Exercise: Part V
1020 | %¥I Mining Exercise: Part | neen ;
1130 to .
10:30to | Module 3 - Sequence of Events noon Closing Remarks
noon & Feedback
Noonto | LUNCH Noonto | LUNCH Noon to LUNCH
1:00 pm 1:00 pm 1:00 pm
100t | XYZ Mining Exercise: Part || 100t | Medule 6 — Risk A nent
230 Review 200 XYZ Mining Exercise: Part IV
230tc | BREAK 200tc | BREAK
80 Module 4 Safety Significant =80 Module 7 — Risk Confrol Options
Event Analysis

330to | AHA & Feedback 330to | AHA & Feedback
4:00 4:00

—a
D
ey}
a

= HF in ISIM Agenda

Human Factors in Integrated Safety Investigation Methodology

AGENDA: Estimated Duration 8amto4pm
Facilitator
Welcome and Introduction 15 minutes 8:00to0 8:15
6 slides
Fac: LPS
01 Human Factors at the TSB 0:30 hours 8:15to 8:30
4 Slides
Fac: Heather
02 Integrating Human Factors in TSB 0:45 hours 8:30 to 9:00
Investigations 5 slides
Fac: Heather
03 TSB’s Human Factors Team 0:15 hour 9:00 to 9:15
3 slides
Fac: Sarah
Break 15 minutes 9:15 t0 9:30
04 Core Human Factors Investigation 1:15 hour 9:30 to 10:45
Subjects 10 slides
Fac: Colin
| Break 15 minutes 10:45 to 11:00
05 Integrating Human Factors in ISIM 0:45 hours 11:00 to 12:00
' 9 Slides
Fac: Heather
| LUNCH 1 hour 12:00 to 1:00
06 Case Study Participant-led 2:00 hours 1:00 to 3:15
Break as group requires TBD Slides
Fac: All
Plenary of Case Study . 0:30 hours 3:15t0 3:45
TBD Slides )
Fac: Colin
Conclusion and Feedback 15 minutes 3:45 to 4:00
3 slides
Fac: LPS
TOTAL TIME 8 hours




i;ﬁ TSB Investigative Interviewing Techniques

Dates: Monday, October 30 to Wednesday, Novemnber 1
Time: 0800-1600 Eastern time
Location: EY Centre, 4899 Uplands Dr, Ottawa, ON K1V 2N6
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3.1 TSB f&if}:

TSB 141~ 1990 H-¢# Canadian Transportation Accident Investigation and Safety Board
Act (CTAISB VA% ) Fa%IL 2 J@IIHERE » BENIEARZMZE ~ 7KEE ~ Bk S 1E 5
T B TAE - BEAR - B ZE > #EENURR - BEEIRE P 2%
RPN O - LM A S -

TSBZE&H 5 [uZ 84N > Hih— ABEEEEZRE - BTAREEIR 240 A - 8
PLERi&E o A& - TSB #E ARt Ibvd & hisess i (Gatineaw) - BLEHVERHEHT—
20 ERZEEHE AN B BN I EARS A E > DUERE IR 4 2 i
S F RS HE -

Ry T 2400 H et 2 EimEidiE > TSB flEt—BaXZaflETECLT
T ISIM) > EHITZE ~ /K ~ SiE B E e -

ISIM B EGGAEEEE] ) BIRE (Field Phase ) ~ #EREL5> M ( Examination and
Analysis Phase ) PASZ#fie5 (Report Phase ) 5% 3 ([ F S ET - & F PSR W n] F &5 f—
Z2HEYEANERFE > 41lE 3.1 Fios e



Occurrence
Assessment

Data Collection

Field Phase

Sequence of
Events

Safety Significant
Event Analysis

Defence Analysis

Risk Assessment
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Risk Control
Option Analysis

Integrated Safety Investigation Methodology (ISIM)

3.1 ISIM At 8811 - S0 2 o B Bty S

IRIEPEEE (Field Phase)

F=iEHE (Occurrence Assessment )

BERFHHZ FIARE > FERARGEHS TSB FESTUPEE i e FFa A - DU S A dii [ B AR
& o bR EHE ZHIETER] > (hF SRR G AR E T e ZEEEE - 1
TSB Z&REAFRTS - sABIHVEIFRERS  ARAmBLE - SR FENNERE L — - S
B AE R A - MHEE P ERIE SRR P 5Eh -

Bkl A (Data Collection )

BERFEIZ B > FERS e ~ BEH RS B B 2 EORt » DRI RR i SRt |
BEZENER o ML R R E S EER A S —/ N R - B2V
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E/‘:VFE% 4 o

ISIM covers 3 phases of varying time spans

Exam. &
Analysis
Fhase In this brief field phase
(in terms of time compared to the

entire investigation),
it is essential to get it right.

An investigation pivots on
the data collection

c
.0
g
74
¢
£
£
5
iy
=3
3
s
@
£
)
@
%
g during the Field Phase
< _/
R BRECEHHE &R

3.0 GRS
EHPS

T B E R i BT Le B} A 5 22568 (Perishable Data) » % 2o 25 di B B £
B BUBEER BETE  (RIBESIEFBUSHE &R - 0 EERTE JH & EBR K & 3t
FEHEREE Ty ~ H o Jha]2ZH SHELL Model 0005 E - 7B (& E R &R

R SE RN > A8l 3.3 A

Use frameworks and tools to help in the collection of data

worvas/nours
Traming records &
X Company
Pertormance assessment ntervew | Famiy
Chuet pilots
Witnesses

lght merrcsor
Sk leave hrtory
Previous occurences TS3 database
Sheep
Quatey
Type Hstory Fatgve
on
At hon Human performance | gonomes =
rescriptions
Experenc
[ Substance use
og book T
Assessment
Crew
AAAAA eence
slan
Fre-fight documents Mechcal
siance ramport Canads
Fuel Traming records
Log
~-Mene socuments <
axs
Researcn et
sea
)

SeRME

3.3 #H SHELL Model 602 & AR B HECRE R R 2

EBITEFE (Sequence of Events )
PERFHAZ HEE » FTENFIA BT EER 2 &R - DU 7 U g —(EE R E

10



SORHVEFY > WLAEGALRY T2 > FEDLAE)  soik s R EAY T RS -

B IEZF IR R EZ AP - SESE TR E A &% E A 2 RS H I
A ESLUE CRTIHERE - #EMZ SRR DU SRR T KR Bimisg - 208 3.4 Ao -

Describe the building blocks of each event

Identify: primary events/actions directly related to the accident: Time, Date, 1 Actor, 1 Action, Location
Elaborate on: Qualifier, Description and Source of Information

Plain language works well here and use present tense!

Pre-Occurrence Events Post-Occurrence Events

g § ey (e § e e A 1 € m it
Q "
Event - 2 mmp Event - 1 > e ACcTdert . Event +1 mp Event +2

40 W

3. Event
1 Actor, 1 Action, Location

4. Qualifier
5. Description
6. Source of Information

3.4 BT 0

REREE S fTPEEE ( Examination and Analysis Phase )

FHiR L 2 FH 1T (Safety Significant Events Analysis )

LA HEE » EN ST RS o ir 288 - 3SR S4B R
B2 22 (Safety Significant Events ) » A #E— 3 HE BAIAZ 21T (Unsafe
Acts ) ~ N2 F (Unsafe Conditions ) K /B2 814 (Underlying Factors ) » #0[&E] 3.5
A~ ©

11



Cafaty

Event Event

‘ Unsafe act
Condition

Underlying Underlying
Factor Factor
Underlying
Factor

3.5 BRI B T Z RAR L 2R ~ ALETR - N LRI R E L 261

FredfitZ 250 A5 - BRERRASEEE DI TINESE N L2TR
&is © EARLREIETEET > #4855 (Brror, AJE&5> B Slip, Lapse, 2X Mistake ) BGHE
IREEHRIERR P - BEEEEE - AL RRAE © FTRE5 (58 - TIBISAEA T =0e ik
A BZFEM (Undesirable Event) #$ERVIEHREGIRRS » BG4/ (Unsafe Act) °

s BR SR 2 ST > RIRE R DU T FIRE R

® ZEEHAAE (Undesirable) 4y 2

® EAoHEERA BEMAFAVATA (Antecedent) ?

® EOLATTAETEA (Non-Standard) ?

® & RAFAVERITEIE S (Alternative Actions or Options ) Z— ?

s —(ER R 2B AFFEAET M - DlE H RN > HomEalE 3.6
B -

12



Unsafe
Condition Analysns\

Basic Error
Types
Slip Skill-based
N Unintention Anegﬂon ) Inattention
al Action M Overattention
lemory
Lapse Failures
Unsafe Act/
Decision
RUI&:'.’ ved Misapplication
of Good Rules
Kng;ﬂ;ﬂge- i Application of
Intentional Mictak Bad Rules
P Action
—»
Knowledge-
based
& Biases
Adap ! Adaptations 1 e ristics
Routine &
Exceptional

DC = Decision Criteria; RA = Risk Assessment Adapted from Reason 1990

3.6 BHif 2 B iiE

[ 5381 (Defence Analysis )

I A E PR 2 HEY - (R A dn ~ W KRS > B 2 A 4e
INHIR B > R A BB A 2R > WD HE R R - i BEE - 1£
T el AR 2 0/ AR AR SRR BGIRRE

[ R T &y Ry B BEME (Physical Defences ) &2 ( Administrative Defences )
RV 5 B RS S T 2 A AR Ry RS E R B > BIA0{E A\ (R8T - RAEfEss
P2 PP P S 1 2 E A R Ry PRI S A e > BN Ze A3 - BUR - BRHSE -

IR > SR M OEE > BEHEH - BUEE AT BhR%
% IR RR 2 B R B AT -

13
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DEFENCE WORKSHEET

Defence Analysis Worksheet

(1) Physical Defences

Types Not Did not Failed | Did not More Providers/
provided | use fail/Not defences Remarks
found needed
inadequate

On the source (of risk)

On the target (human or object)

Between hazard and the target

System design & manufacturing

Repair & overhaul

(2) Administrative Barriers/Defences

Types Not Did not Failed | Did not More Providers/
provided | use fail/Not defences Remarks
found needed
inadequate

Operational readiness (Risk assessment,
system support services, fitness organization
for mission)

Personal readiness (Qualification,
knowledge, experience fitness for duty)

Team readiness (Qualification, knowledge,
experience fitness for duty)

Information system (Technical information
for operation, information on safe operating
procedures, and practices)

Training and awareness

Inspection and preventative maintenance

Supervision, performance monitoring, and
corrective actions

Company procedures

Company manning policies

Company management philosophy

Regulatory policies

Legislation

Regulations

Regulatory implementation

Regulatory surveillance, inspection, and audit

Regulatory enforcement

Codes, standards, guidelines

Incentives (positive incentives, negative
incentives, etc.)

Emergency preparedness

14




EFEEEE (Risk Assessment )

PR B - TR BRAE R L 2 (Unsafe Conditions ) J& V& 1T % 4 G [&
(Underlying Factors) 2 EBSAZENE - sEAL&ERABINTEE N SR AEIEESLRE 2 F4:
DUIFI 1% 2857% S E > B\ b 422385 TE (Risk Control Option ) » B et /E2E B & /i 3 5
W2 AT BIRSR (Adverse Consequences ) Z #A=i5 (Probability ) S % B2

(Severity ) °

& B VAR B AR LA iy - B (A A RSB RRVSE AR > Bif RIRR
AUER AR > FEINREN - BRMECIZE] ~ PFEREH] - 2 KAV A B Kb 5%
g F o AN REANBINVAFEARRRAEN AR ~ WE - MNP EES
B BUHETEE AN REF R R R ERRE -

B AR FHRIE A AR RS AR F AR - Sf et o o 0 P [ 24 58 7K +F
(Risk Level ) HYEMERFL - 4lE] 3.7 B -

Probability of Adverse Consequences
(Over Time)
Frequent Probable Occasional Unlikely Most
Improbable
Catastrophic High High High Medium Medium-
Low
S
kS £ Major High High High- Medium Low
2 = Medium
3 9
2 £ | Moderate High Medium Medium Medium- Low
b 8 Low
Negligible Low Low Low Low Low
Risk Matrix
3.7 B\ kB e ]

R s e IE ST (Risk Control Option Analysis)

— BT o SHE A BRI FIAGREE L= UGE TR - FE DU SRR 2 HE
B IEEERER A DR RER AR 2 mbe 2 720 o HRHZ HER  FER S0 5

15



ro P B PR BRI 2 i PR T

JE\b B 28 2 TRES LA © DA BARSRAYER AR ~ ECH DB FAVRR ~ THERE
b T B RGN AE TS - HE BIES BRTA Al A > A00E PR R R

FR\FRE PRI ] 07 5y R0 (Regulatory ) JIRZAHIE (Non-Regulatory ) » B Y
st > B EFELI TN ¢

o FHHIRIANRIT ZFIERERS

® EEBRUEEEIEATE LN

® {TEE{TIE CROEEHE « SRR~ HIET)

® BT CEOFETHMBARZEIT)

IR IR IR T =t -
S R OB TR EE R FIE

& AR R FzstHEEE (Stakeholders ) HVFEZE |

AR R
o fbEttEEEENRZE
® UGG AT R SR
5 FEE: (Report Phase)

224 (Safety Communications )

[ FzE AR g R EIRFA RS R - & TSB WEEAT Y — - MBI
B B B B R S s TE I A R o IERRHA Y B R ORASER B > E b B A
R 72

TSB 2274zl > BfE - SECHHER ~ S aahbe - TRt i S AR
AR FERED o M TIEIEAT - MBS R BE T B S A I S R A SR A
BlanBsEEiRREE ~ (IR RSB -

16



TSB [FIFZs HHEHF S 2B ASRE (FIR L et E e - SRAR M FIER ARGE T~ 7
A BRIREBEEESERE - B - ZeriEEE (Safety Recommendation ) ~ 22 RV

( Safety Concern ) ~ Z¢2= #5454 ( Safety Advisory Letter ) ~ Z¢2aR/E B ( Safety Information
Letter) » JRAZFEE &S ~ B3 - GREEFEFFTEE - 2AlHZEE (Board) »
SHE4HE (Director of Investigation, DOI) ¢ F(FFHEE (Investigation in Charge, [IC) 2
JE SR LAIEA BT EA T AR - 40El 3.8 For

High Risk
Safety Recommendation
Board
Board
Formal Safety Advisory Letter
DOI
DOI
Phone
conversation,
meeting,
email 1Ic/DOI
Informal
Low Risk
3.8 TSB ZF4 /i )7 7\
3.3 BRI
ZREZAR

f(%#% Canadian Transportation Accident Investigation and Safety Board Act ( CTAISB j£Z ) »
TSB & B A SEM SR I ER R R Z AR - TSB #iTaiskZ HiY > R
BB RN BHIFT RATE - S i B AR E (IR - AR 2 Z s iE 2 E
s TSB & BRI SEHUE SR DRI BARST i Bt iR et iak -
17



A B EE IR T e B IS i FERY A E] - DLsiBh =2 sl e e n] gE Z 4l -
HEFE PR P SR 05 38 (Cognitive Interviewing)f /7% » BB shE IR AIE S 2 48
R o 3235 AT RE G W EOREA _ERRIE BRI, - DIMIE B H Al - g G R HE
BIETE— 2 - DU R 2 Bt A2 -

B bs (i1 A N = U= M S DI ESY 2 iy e hp =) Uk e
{Ef5eM - #E  §ipEH DARH A28 LIF Bl SR 2 iR 1R - R H B
B VEMHRE < [ - S8 B rRE iR LB NNfTRE - EFEEAF A RERBENRE - DIy
BRREAZ G2 R o R A] e i R B B AR T Y TR > ARG LA ] B S R A A
ZEE

RERFERCRNYE - HE BRIk T Bt 2 e Eieaist - BERMHER
BUTAEZEIBNBEEND » {38 CTAISB JAZK » 3Bl B R AZaiE 2 51t
2 {Ra& (Privileged) » & TSB AR B HETECH, > & MHREFE A B MG E -
PR BT R - TSB AR SRt EmECK T - et ks iERElA -

RfEZ i EAEATRS  SisNBRZ EI0RE - BRIFZEEFEE - BRI g
HET TSB DIShZ 1M - FRIE CTAISB JAZESTARUE » sHsk AN G H IO
R AR 2 Z AR ERAREZHEERERT T FIESS ZZ A
A TSB AR Zai# EE MEBLMFRNE - A0 > HAGECA R 8 e
SIKNE Z BEESPREED > 7A PTAEZK TSB feff -

SR AN ENTE S T #ETT > HELU N AB# TSN -

® TSBiH&ER:;

® ERMGHIEMER (WETHEE - OFEAR)

® ZEiEAN DK

® ZiEPkEL —UREEAR -

fEE AR AMGERBLE AR EEZS I GE TSB BB SR A - [FIRZH
AT AR LD - AT SRR H S > BEABAMEARRTER -
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= R EEOK ELAfERA -

TSB 5

AT Ry 3 PR R 6 208
BRI o

A0 3.9 AR o 2R S0 B B R S S I

Six Steps of the Interview Process

Pre- Planning and
Interview Preparing

Y

Opening

—

R
. Account of the
Interview B

!

-

"

Closing

Y

Interview

Assessment
Post-

Interview I

%
Information
Management

g

& 3.9 TSB & 55 m Az Bt B

22 B (Planning and Preparing)

1. REFBHELE > Fe B MR ¢

® B AR B LRI

19



® HhERELEE - T - A2 THE > DEERSZEIE N RO T REREIE R B L
® BRI EIRE] - DARECRS ARSI IE 0 T
o HEMEELL A

2. e > FHHEITNE ¢

o [RIBTHIEAE « BRI ;
o EREFAMIAERY SRR AR
o AR
SETHER - BIRSIEN - RS R - LRSI AR (W
SIS 2 ) FE -
4. B TR

® ftiAE  HEEEINE

® HEIEIREHE

® HEEISUNG

® IRz AN BRI E AT

® ERLZIEERAR

o SiYREECESE M E ME

® ESEIMRAZ AT (LEE - ipkE) o
5. BEMENATRY)ML - B

® Uik EIEE (2{E) -~ FEESEM

® ;- -F-HH:

® IRIAMIZARA |

® filE - dgE R

20



FREBSZK R -

5835 (Opening)

1. PRSI LIRAZEhE Ron e -

EF8E - Rt R - BIrRESUE - R
SRR

SHES SRR RS -

2. [AAZEh#EER I TSB ZanstFAl > WEEELITAE |

TSB HYA CL8 (i
Sk PRE AL
BTN BB E R
RN E 2 PR R BIIMEE -
ZEE AR RAS SRR Z A
ZaE Atk EE A
FEE A B AT

TSB RFAFRNSAET T3k 5 2k

HEAER S Bk e (i LA Sk i B

3. [AIZahER SR

RS S &= Y R

sl 258 K E A SRR & A (T EER -

4. BRtaETRE -

BREnsk St o WESER > HER - FEREEIES

FORFTAES & B R a2 (R 5=
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® IURZEE KEFE A SRR CR Rk
o IURZHiAE MR CEAR SRR TN
® HMZIEEOT RS EEZEIA -

it (Account of the Event)

L BRS¢

o MEAMUE AT RE (40 - FIk ~ TIRERE) -
o MBI Bl (40 0 HEE - 28 - BHE)
® DH R g A A

2. SRR ELE

® HEfRZEIE AT TG EEMAL - REV T EEHREE B EL

® EZEE AR EMAE - RES R ERE R

o IE - fRimHCTE - EIRE TS Z B AR

® [FRZEERERME - AIRCEEL S SUE o WORRF TP ILRRE

® FEISGETHIRERE R ZIEFESE - LR EZ THARE -
&& 9 (Closing)

AR T EE AR ATHE -

® CRGGRAMEEER

® HZIiEEOAMINEREMT

® NEING » WERE—EIBAY AT

® ERZHIEN RN - sEEFIRE A A
® [ERERERER

® [EZEE M ER AN B RERGH

22



K5 E (Interview Assessment)

STBREE IR © A ENE

® FEWFTALH - BLRHE S IHBER L B S R A

o BLHMEENAC X EEYS

WHEFEE BB ETEIGHE

BRI Z IEHEM:

°
HEFLSERIL - EHais

& & B (Information Management)

A B AR BRI -

FHHBIE R T LUEE a4

RSP S P B R R HIHBUE M d R K EiE R (AlE

A.

TSB & bt
3.10) > DAEFEE EEH -

INTERVIEW REMINDERS

Opening Account of the Event Closing

Positive greeting Open-ended questions Summarize key points
Take a break

consult notes

Long pauses
additional guestions

Explain protocols
advise statement Is privile:

accompanying person Paraphrase
Different Statement
request in writing

starting points

Explain Process
perspectives

i
1
1
1
1
1
1
1
1
1
1
1
1
1
1
- 1
general to specific !

1
Recording | Reminder
capture contact info Use senses for recall ) statement Is privileged

1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1
1

understands process
Explain next steps

Use
33 models
) vy charts a
— — =
S 28 g maps :
= S & Q, & = S 2 -
> IS .5 S >
—~ - Ty ~ o = —
5§ 3 g 5 S g FE = .5 s
= . e ~ & S =) ) = ~
8 X & s £ g g5 £ &
& bns, — = — -~ > = b= : 2
< = o = ; Do ~ - ~ =
o =~ | ~ 3) = 3) g Q - P -
Z s = 2 z =z = 3 S ) z z
5 S = = Z p = o S S -
= = 3 5 ~ <) &= O B> < = X<

& 3.10 TSB sl F sk B BT E B IEEE R
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R Sk

51756 ME R fE BT (Open-Ended) & - 51140 “What happened?” - [fiJEEfPAMEEL
as e > DA R4 AZ 52 Bl 18 R (B B A -

BRI ERGIRERNERS - EEEEEEIR A RS - MR
ZEANMAY - RFORHE » BCE TR i ERZaLEIRIE  EE ZEE S EE o JE
O BLET HAHAS - HECZEERENE NS0 - I e R - Bt
B ElEeskek HAtith 5 - BhEE Al EaR e a P BRI - B SRR e e
e BB H CRIEIERER - E2uE el o islE O LIRIE EA T E > A
JEHNEE 7 5 & fa sk b i < I s &R B - HATEIR $2 5/ SGE N B SR
7o ARESG T e s AR [l AE -

B2 E T I B AR - 3R TES R EL B > MR T RE AR T = -
Blanss BimsgfaE - s A ~ A - FHEER o TR 582858 0 A EE
(sense) ~ F& (visual) ~ HE5& (sound) ~ filg& (feel)- - S5 25 M [A] [B] [ (Varied Retrieval) » BURA
[EINERE ~ J318 ~ KN~ 3f---F 5= o7 Bl e -

B2 EE LR > SSSE AN B SRR WA “continue” ~ “take
your time” B¢ “Anything else?” - ECFFIIBAMVE M RFIEE T ERETELEN - B

FIRHREE AT > FiaEA TRt e - SR 2R -

VAR I Y S (A

Rl G R R B GG o SR R L A - S B IER
> R 2 -

AN R HRE RS > AR AR H Z2(EGEE (Self-Administered Interview )
FE RSty 2 G2 EE HES B SR 2R HE AL - 5
HETE NEAGEE > IR LIS - 2 F TG0 - BB R T

IR °
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RIS ZEHE FRRIEHRE T Z e

TSB RHEFHIESSALFPI#% B o Rrnlet ¥ i APk < =25/ 5 oo fe Bt

JEZ B R - DIt E Bl - BFE - 2EEE KRB (Next of Kin) ~ EMHE

( Surviving Crew ) ~ #Z % ~ fE42 (Reluctant ) ~ RN it & ( Uncooperative ) ~ A #il &
(Hostile ) ~ 15441t (Emotional ) &AR[ESZAE (Diverse cultures ) FE5 77 2 Z5h4 ©

BeAh - BE REHHLE RN > ATREALE B e o B AR A\ B ETTEAEE - ik
TEEEETZRIREE > JTREMECRSTSCR A RUE - TSB IRHAAETBARFITE: D 4
IR RIS RS SRR BHES | - BN EERAESS -

3.4 SEHIES

RIFNGRERIE G0 By - BENL2FHETTACSIM) « N BN E A
R =5 » AG2IIABGIEME RGN S HUSEd RS - 40k 3-11 > 3-12 & 3-13
FR o
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