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Theoretical Framework

• Cognitive Dissonance

• The Learning Organization



Sample Population

• 15 participants, divided into three embedded units of analysis: leadership, 
managers, and end-users

• Five airlines
• Over 590 destinations

• 53 countries

• 9,100 flights per day

• 147,000 employees

• Total participant experience was over 223 years in aviation





• Expectation Mystification

• Team Learning Abyss





The Cultural Crash (adapted from Reason, 1990)
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Culture

It’s not the people doing the job, it’s the people who lead 
the people doing the job who can make the greater 

difference
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