
1. I look after aircraft maintenance engineers at London 
Heathrow airport. Most of our staff have worked 
throughout the lockdown period with little change to their 
day-to-day routine. Social distancing is difficult to achieve 
whilst carrying out aircraft maintenance, although 
measures have been taken to ensure this happens, where 
possible. Staff are accustomed to working in close 
proximity, therefore implementing behavioural changes in 
communal areas such as canteens and changing rooms 
has proved to be difficult. What advice would you give to 
workplaces that have been open and operating 
throughout lockdown? 

It’s never to late to start again and reset expectations. Every and 
of shift/ start of shift is a break point, a potential intervention 
space.  
One of the biggest mistakes we make is to allow things to go on 
for too long, and, although rest gets harder with every passing 
day, that’s not a reason to not do it, in fact it should be a reason 
to start.  
But, start the reset with the buy-in of those you are asking to do 
the new behaviour. Use your best persuasion techniques to get 
them to agree to doing something different.  
Ask open questions – how could we improve? What else could 
we do? How else could we ensure we are at least risk from 
COVID? Give me examples of what we could do to improve… 

  

2. We are seeing almost a regression in people with their 
confidence to act with common sense, knowledge and 
experience. What can we do to encourage that 
confidence? 

It really depends on what you are talking about regarding 
confidence in what? In what people used to do in a job, or in 
peoples confidence to not catch COVID?  
I think potentially both will have been rocked. A lot of us will be 
potentially less fluent in what we used to do because of the 
break we have had from doing it.  
Common sense is different for everyone, because we all have 
such a wide range of past experiences. There really isn’t such a 
thing.  
Empathy and compassion are needed for everyone returning to 
work. Oh, and patience!  

  

3. how would you suggest using recognised behaviour 
change models, such as COM B, Theory of Planned 
Behaviour etc, in getting people to get things done 
correctly and for the right reason? 

The problem with a lot of models out there is that they have 
been developed by academics – and, most academics agree that 
they have difficulty in making things applicable to the real world, 
until they have experienced the real world. 



Personally, I think they are overcomplicated but also over 
genralising. The change wheel is also aimed at policy level, this is 
not company policy but governmental policy.  
You’ve got to watch that you don’t use things like these in order 
to sound clever in front of your directors and peers.  
I wouldn’t recommend their use in managing employees. 
I would recommend learning behavioural science, like learning 
maths and then using what you’ve learned to create 
environments that get you more of what you want. There’s no 
real shortcut. You can’t just plonk a model on the table and use it 
without understanding where it came from.  
We should be teaching managers and parents, the basics of 
behavioural science.  
 

  

4. do you think going forword the co called sheep mentality 
will effect behavoir 

Sheep dipping will always be an attractive option for companies 
as it’s quick and ticks a box. But, no, it will not be effective at 
changing the behaviour you are hoping it will change.  

  

5. How do you deal with resistance to changes i.e. I've been 
doing it like this for years? 

Find someone they will listen too, who will listen to you. 
For effective change, the light bulb has to want to change.  
You can try and force change, but as soon as you stop forcing, 
the behaviour will revert back to what it was. Also, concentrate 
on those who are up for change and eventually those who won’t 
will be left behind.  

  

6. How do we deal with those who have been influenced by 
conspiracy theories who believe that the pandemic is 
fake? Their behaviour may influence others which 

Yes, this is difficult. Sometimes they are looking for attention, so, 
if possible, ignore them, or at least their rhetoric. It’s more 
difficult to ignore behaviours though.  



contradicts the messages and behaviours we would like to 
see. Thank you. 

It would be great if you could persuade them that it’s real, but 
concentrate on the rule your company has put in place rather 
than getting into an argument of what is real and not.  
“I’m sorry, but in order to continue to work here, you have to 
comply with these rules”. – try and enrol someone they will 
listen too in your discussions around what’s expected.  
Be empathic and don’t be dismissive, it’s their belief. But these 
are the company rules.  

  

7. regarding the influence chain is this more of a line 
managment model or are we talking about those 
personalites that have a large influence over behaviour 
whether positive or negative? 

Both, a company organogram is rarely completely accurate in 
terms of influence. 
It’s a good exercise to sit down every so often and name the 
influencers and ring leaders.  

  

8. Hi.  What is your view on face masks and face coverings.  
Regardless of how effective they may be, do you think 
they're a good idea because they make the environment 
look different and possibly 'remind' people of the risks.  
Thanks 

That’s a good question. It would certainly make it look different, 
yes. This would in theory make an impact on peoples behaviours, 
but the true impact although partially predictable is unknown 
until you do this and observe. There maybe unintended negative 
consequences of compulsory mask wearing that are only 
apparent once it’s implemented. I’ve experienced people come 
very close to me because they are wearing a mask… but that was 
my assumption, maybe they would have come close even if they 
weren’t. Experiment and observe. It would also depend on what 
you then expected the other behaviours to be, that they were 
reminded of…  

  

9. any top tips for changing the mindset, when people are 
returning to work and NOTHING of worth in place yet ??? 

Mindset and attitude follows behaviour – as in, get them doing 
the behaviours and their mindsets will follow.  



We think it’s the other way round, which is why we spend a lot 
on trying to get people to think differently, but research shows 
that it works best the other way.  

  

10. Great Bob thank you. What part do you believe (if any) a 
just culture approach has in terms of enforcement-
violation versus reverting to type through habit? 

Thanks! – With unlimited time and resources you can change 
anyone’s behaviour. But you don’t have that, so at some point 
it’s time to say good bye.  
We tend to discipline to easily though. Without really 
understanding the situational factors around a behaviour, many 
of which were caused and perpetuated by the same company 
that’s dishing out the discipline.  
There’s a reason for every behaviour, find out what that is. If the 
act was malicious, even that tells you something about the 
environment you’ve created.  
But, at the same time it’s very helpful to spell out where the line 
is, what you won’t accept and what you will. Even then, it’s 
never black and white. 

11. How do we support managers to discuss incorrect 
behaviours with staff 

Define incorrect? That’s the first point. We’re not good at being 
pinpointed. We’re not good at describing in behavioural terms 
what it is that we want.  
Even better, get the employees to describe the pinpointed 
behaviours, both ‘correct’ and ‘incorrect’. Then get the manager 
and the team to discuss all of them, not just the incorrect ones. 
This is a great opportunity as we’re all in the same boat of having 
to new behaviours so we can ask each other for feedback.  

12. Q) if we give behavioural nudges do we need to also give 
reward? What does that look like? 

Well, reward is different from reinforcement. We often think we 
should ‘reward’ behaviours whereas what will work even better 
is simple acknowledgment of the behaviour.  
If you want the behaviour to happen again, you should look to 
reinforce it.  



The other thing is that Reinforcement/reward has to happen as 
close to the behaviour as possible for it to be effective and every 
time, or as near to it, as the behaviour happens.  

13. Q ) what language do we need to avoid? Shaming, belittling, scare tactics, coercive anything derogatory.  

14. You quite rightly say the "some people might have 
genuine difficulty exhibiting the new desired behaviour..." 
what are your thoughts on staff etc., who have for 
example specific learning difficulties such as ADHD, 
Autism or dyslexia, particularly where new instructions / 
rules are required? 

That is potentially difficult, my nephew has ADHD and yep, it’s a 
problem for him to keep his distance and adhere to rules, but 
you’re just starting form a different point. Behavioural Science is 
massively successful with helping Autistic children and adults 
with their behaviours.  
But, there literally is a spectrum, and not all people are the 
same, regardless of label. So each should be treated as 
individuals within a system. They may need a bit of extra 
support, but may not.  

 
 


