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A message from the author Important legal notice 

Welcome to the third edition of NaviMinds’ Crew Resource Management Trainer Manual! 

With each edition, we strive to bring you the most current, thought-provoking, and authoritative 
insights into the fascinating world of CRM and Human Factors. This edition is no exception. 

We’d like to extend a heartfelt thank you to you — and to the hundreds of other CRM and Human 
Factors trainers who have used our materials over the years. Your feedback, curiosity, and dedication 
continue to inspire us. Every training session and participant has been a learning opportunity for us 
as well, deepening our understanding of human factors in safety-critical environments. 

The core goal of any CRM course is to help people better understand how human capabilities — 
both their own and those of others — can enhance or compromise operational safety. It’s only 
natural, then, that our goal for this new edition is to support you in gaining deeper insight into these 
capabilities, and in turn, help you pass that understanding on to your students. 

What’s new in this edition? 

This third edition builds on innovative and thought-provoking research from a wide range of experts 
in the key CRM domains as defined by EASA. Over the course of my 30-year career in aviation — 
from cabin crew to airline captain — I’ve gathered countless reflections and learning moments. 
Many of these personal insights and real-world experiences have been integrated into this edition, 
helping to ground theoretical models in the reality of operational life. 

Beyond presenting updated CRM concepts, we’ve also focused on making this manual a more 
practical teaching tool. To that end, each chapter now concludes with a dedicated Training Tips 
section. These are designed to make learning and teaching CRM easier, more engaging, and more 
adaptable. These tips can be tailored to your unique operation and training context, giving you the 
flexibility to shape the material to fit your needs. 

We truly believe this is our best edition yet — and we hope it brings value to your work, your training 
sessions, and your learners. 

With sincere gratitude, 

Anne Sølvsteen 
CEO & Founder

This Crew Resource Management Trainer 
Manual is produced and published by NaviMinds 
ApS. All rights, including intellectual property 
rights related to the lesson plans, handouts, 
and exercises contained in this manual, are 
reserved by NaviMinds. 

No part of this publication may be reproduced, 
stored in a retrieval system, or transmitted 
in any form or by any means — including but 
not limited to photocopying, recording, or 
distribution via the internet — without prior 
written permission from NaviMinds.

License terms

This manual is licensed exclusively for use 
by the licensee for the purpose of training 
employees of the licensee and its subsidiaries. 
The licensee may reproduce copies as 
necessary for internal training use only 

However: This manual or any part thereof may 
not be used for professional, commercial, or 
occupational training purposes outside the 
licensee’s organisation. Ownership of the 
lesson plans, exercises, and all other content 
remains fully with NaviMinds. 

The license agreement does not transfer 
any title or intellectual property rights to 
the licensee. The licensee may not resell, 
distribute, share, lend, or transfer this manual 

(in either printed or electronic form), or any of 
its contents, to any third party without written 
consent from NaviMinds.

File access and usage 

This manual is delivered as a PDF file. The 
file is secured (“locked”) and considered the 
sole property of NaviMinds ApS. Use of the 
NaviMinds logo is permitted for in-house 
training purposes as part of the licensed use.

Disclaimer of liability 

NaviMinds has exercised reasonable care in 
the preparation of this publication. The topics 
are aligned with the EASA syllabus for Crew 
Resource Management training in aviation 
organisations. 

However, NaviMinds makes no representations 
or warranties regarding the accuracy, 
completeness, or suitability of the content for 
any particular purpose. All content is provided 
“as is,” without any implied warranties, including 
but not limited to merchantability or fitness for a 
specific purpose. In no event shall NaviMinds be 
liable for any direct, indirect, incidental, special, 
or consequential damages — including, without 
limitation, loss of profits, commercial loss, or 
damages arising out of the use or inability to 
use the contents of this manual.
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EASA Part-ORO: Flight Crew CRM training EASA Part-ORO: Flight Crew CRM training

CRM training elements
Initial                        
operator’s 
CRM training

Operator 
conversion 
course when 
changing 
aircraft type

Operator 
conversion 
course when 
joining an 
operator

Annual 
recurrent 
training

Command 
course

General principles

Human factors in aviation

General instruction on CRM 

principles and objectives

Human performance and 

limitations

Threat and error management

In-depth Not required Required Required Required

Relevant to the individual flight crew member

Personality awareness, 

human error and reliability, 

attitudes and behaviours, 

self-assesment and self 

critique

Stress and stress manage-

ment

Fatigue and vigilance

Assertiveness, situation 

awareness, information ac-

quisition and processing

In-depth Not required Required Required In-depth

Relevant to the flight crew

Automation and philosophy 
on the use of automation

Required In-depth In-depth In-depth In-depth

Specific type-related differ-
ences

Required In-depth Not required Required Required

Monitoring and intervention Required In-depth In-depth Required Required

CRM training elements
Initial                        
operator’s 
CRM training

Operator 
conversion 
course when 
changing 
aircraft type

Operator 
conversion 
course when 
joining an 
operator

Annual 
recurrent 
training

Command 
course

Relevant to the entire aircraft crew

Shared situation awareness, 

shared information acquisition 

and processing

Workload management

Effective communication 

and coordination inside and 

outside the flight crew com-

partment

Leadership, cooperation, 

synergy, delegation, deci-

sion-making, actions

Resilience development

Surprise and startle effect

Cultural differences

In-depth Required Required Required In-depth

Relevant to the operator and the organisation

Operator’s safety culture and 

company culture, standard 

operating procedures (SOPs), 
organisational factors, factors 

linked to the type of opera-

tions

Effective communication and 

coordination with other oper-

ational personnel and ground 

services

In-depth Required In-depth Required In-depth

Case studies In-depth In-depth In-depth In-depth In-depth
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EASA Part-ORO: Cabin Crew CRM training EASA Part-ORO: Cabin Crew CRM training

CRM training elements
Operator’s 
CRM training

Operator 
aircraft type 
conversion 
training

Annual 
recurrent training

Senior cabin 
crew member 
(SCC) course

General principles

Human factors in aviation

General instruction on CRM princi-

ples and objectives

Human performance and limitations

Threat and error management

Required Not required Required Required

Relevant to the individual cabin crew member

Personality awareness, human 

error and reliability, attitudes and 

behaviours, self-assesment and 

self critique

Stress and stress management

Fatigue and vigilance

Assertiveness, situation aware-

ness, information acquisition and 

processing

Required Required
Required

(3-year cycle) Required

Relevant to the entire aircraft crew

Shared situation awareness, shared 

information acquisition and pro-

cessing

Workload management

Effective communication and coor-

dination between all crew members 

including the flight crew as well as 

inexperienced cabin crew members

In-depth
Required when 
relevant to the 

type(s)

Required
(3-year cycle) In-depth

CRM training elements
Operator’s 
CRM training

Operator 
aircraft type 
conversion 
training

Annual 
recurrent training

Senior cabin 
crew member 
(SCC) course

Leadership, cooperation, syner-

gy, delegation, decision-making, 

actions

Resilience development

Surprise and startle effect

Cultural differences

Identification and management 

of the passenger human factors, 

crowd control, passenger stress, 

conflict management, medical 

factors

In-depth
Required when 
relevant to the 

type(s)

Required
(3-year cycle) In-depth

Specifics related to aircraft types 

(narrow-/wide-bodied, single-/

multi-deck), flight crew and cabin 

crew composition and number of 

passengers

Required In-depth
Required

(3-year cycle) In-depth

Relevant to the operator and the organisation

Operator’s safety culture and com-

pany culture, standard operating 

procedures (SOPs), organisational 
factors, factors linked to the type of 

operations

Effective communication and 

coordination with other operational 

personnel and ground services

Participation in cabin safety inci-

dent and accident reporting

In-depth
Required when 
relevant to the 

type(s)

Required
(3-year cycle) In-depth

Case studies In-depth
Required when 
relevant to the 

type(s)
In-depth In-depth
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Facilitation vs. InstructionChapter 01

Instruction vs facilitation

As a CRM trainer, you must understand your 
role, how to get the most out of it, and most 
importantly, how to get your students to learn 
the most possible. The term “CRM trainer” 
can seem somewhat misleading. It may have 
made more sense to call ourselves “facilitators” 
because facilitation is the instructional technique 
that makes human factors training effective. 

The following section is intended for trainer use only. It is designed to help trainers understand or 

refresh their skills and knowledge in delivering sessions. 

Instruction’s primary purpose is 
to transfer knowledge and skills 
effectively. 

It is the activity of telling, showing, 
and testing students.

The key is for people to understand 
how their behaviour impacts 
teamwork and communication and 
the consequences/advantages of 
continuing the way they are.

Main differences between instruction 
and facilitation:

Purpose

Instruction Facilitation

01

Facilitation means that students 
are allowed to discover what they 
are doing and the effects it has on 
others and the task so they can 
decide to alter their behaviour 
or even reinforce any positive 
behaviour.

It is the process where knowledge 
and skills are developed in students 
through either direct communication 
or demonstration.Process02

01  
Facilitation vs. Instruction

The trainer possesses the 
knowledge and the skills, and 
the job, in this case, is to ensure 
that the successful transfer 
of information is achieved by 
testing students. 

The trainer’s attitude should 
be non-judgmental. In other 
words, they must be willing to 
accept that the student’s opinion 
is valid and not necessarily 
wrong, though the trainer’s own 
experience dictates otherwise.

With facilitation, the timescale is 
indefinite. This does not mean it 
takes forever, but the facilitation 
process must be given sufficient 
time to achieve its aim.

The focus must solely be on 
the student, their attitude and 
behaviour, and whether they are 
learning and comfortable with the 
process.

The time taken to cover a subject 
when instructing tends to be finite 
and consistent.

The relationship when instructing 
can be perceived as top-down in 
that the trainer knows more than 
the student.

Timespan

Focal 
person

Trainer’s 
authority

Instruction Facilitation

03

04

05

Learning areas: Knowledge, 
skills, and attitudes
To be competent in any job, a person 
requires a certain amount of knowledge, an 
adequate level of skills, and the right attitude 
(or behaviour). The role of a trainer in any 
discipline is to help people develop their 
knowledge, skills and attitudes so that they 
can do their jobs well and safely. 

If we are to describe the difference between 
knowledge and skills, we can compare it to 
taking our driver’s licence: our knowledge 
would be how well we know the traffic rules, 
road signs and speed limits. Our skills are our 
ability to manoeuvre the car, watch out for 
pedestrians, and operate the clutch and gear.

Contrary to knowledge – once learned - skills 
occur outside of the conscious mind and are 
most often an automated physical reaction.

In  many cases, we  measure competence 
almost exclusively concerned with testing 
knowledge and skills against a set of standards. 
In aviation, it is no different. The vast majority of 
training resources and all formal examinations 

Why facilitation is effective in 
CRM training
Even the most knowledgeable facilitator 
sometimes fails as we become victims of our 
automated search for right and wrong. Our 
culture, educational system, and even science 
focus on providing the correct answers.

Facilitation is different in that it allows for 
different viewpoints and opinions on aspects 
that are far from factual.

An essential key to facilitation is curiosity.

Why?

have been aimed at ensuring people have the 
appropriate knowledge and skills rather than 
the desired attitudes. 

Human factors training has attempted, with 
variable success, to try and redress the 
imbalance. Most experts agree that the 
variability in the effectiveness of human factors 
training is largely linked to the quality of the 
delivery and not the content. In other words, 
how well the trainer facilitates.
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Facilitation vs. InstructionChapter 01

Because pure curiosity is always neutral, it is 
not infected with hidden agendas, impatience, 
goals and scopes. Instead, it is an impartial 
examination of the viewpoints, behaviours and 
group dynamics that arise during a training 
session. However counterproductive they 
might seem. 

As trainers, our job tends to move toward 
wanting people to change their behaviour, 
wanting them to speak up, and demanding that 
they pay attention. What we often overlook is 
that behaviour is a direct result of our feelings. 

Essentially, telling someone to change their 
behaviour would be equivalent to demanding 
they change their feelings. 

That would be a dangers route to take as 
it impairs the aim of human factors training 
because it can trigger defence mechanisms in 
our students. 

And when humans become defensive, learning 
and curiosity go out the window.

What is learning?
Simply put, learning means acquiring new 
knowledge and modifying or reinforcing 
existing knowledge, skills, and attitudes.  The 
question is: When can we truly say we have 
learned something new?

If I give you a newspaper and myself the same 
newspaper, and we both agree to read every 
single word in detail, how likely is it that we will 
learn the same thing when we’re both done 
reading? I argue that it is not very likely. 

People are different, and how we learn and how 
much information we can retain varies. That is 
why you and I will learn something different 
from reading the newspaper.

While you might leave a training session feeling 
discouraged that your students only seemed 
to pick up one or two concepts, it’s important 
to remember that learning is a remarkable 
process. 

The brain is a powerful machine, constantly 
working behind the scenes to take in and 
process new information.

The adult brain in learning

Let’s take the game of backgammon as an 
example — one of the oldest board games in the 
world. While the rules of backgammon haven’t 
changed much since ancient Mesopotamia, the 
players certainly have. Today, one of the world’s 
top backgammon players isn’t human — it’s a 
software program.

In the early 1990s programmer Gerald Tesauro 
began developing a new type of articial 
intelligence (AI). At that time, most AI programs 
relied on brute computational power. This was 
the method used by Deep Blue, the machine that 
famously defeated chess grandmaster Garry 
Kasparov in 1997. Deep Blue could analyse over 
two hundred million chess moves per second, 
which allowed it to select the best strategy.

Kasparov’s brain, in comparison, processed only 
about five moves per second. Despite Deep 
Blue’s immense power, it consumed a lot of 
energy — so much that the computer required 
specialised heat-dissipating equipment to 
prevent overheating during matches. Kasparov, 
on the other hand, barely broke a sweat. 

As the press celebrated Deep Blue’s 
achievement, Tesauro saw its limitations. Here 
was a machine capable of thinking millions of 
times faster than its human opponent, yet it had 
barely won the match. Tesauro realised that the 
issue with conventional AI was its rigidity.

Most of Deep Blue’s intelligence came 
from chess masters whose strategies were 
painstakingly programmed into the machine. 
IBM’s engineers had even studied Kasparov’s 
previous games to find patterns in his strategic 
errors. However, Deep Blue itself couldn’t learn 
— it simply calculated the best moves based on 
probability. For the machine, chess was nothing 
more than solving endless math problems.

Tesauro’s key insight was that Kasparov’s brain 
was powerful because it had trained itself over 
decades, refining the ability to detect subtle 
patterns on the chessboard. 

Unlike Deep Blue, which examined every 
possible move, Kasparov could quickly narrow 
his options and focus his mental energy on 
evaluating only the most promising strategies.
Inspired by this, Tesauro set out to create an 
AI that could learn like Kasparov. He chose 
backgammon as his focus and developed a 
program called TD-Gammon. 

Unlike Deep Blue, TD-Gammon didn’t start with 
any knowledge. In the beginning, its moves 
were entirely random — it lost every match and 
made many mistakes. However, the software 
was designed to learn from its experience. 

Over time, as it played backgammon against 
itself day and night, it began to recognise 
which moves worked best. After a few hundred 
thousand games, TD-Gammon became good 
enough to defeat the best human backgammon 
players in the world.

How did the machine turn itself into an expert?

Although the mathematical details behind 
Tesauro’s software are complex, the core 
concept is simple: TD-Gammon generated 
predictions about how a game would unfold. 
Unlike Deep Blue, it didn’t analyse every 
possibility. Instead, it relied on its past 
experiences to make educated guesses. The 
program then compared these predictions to 
each game’s actual outcomes, and its accuracy 
improved over time. With each improvement, its 
strategic decisions became smarter and more 
effective. 

This programming method closely mirrors 
the activity of dopamine neurons in the brain. 
These neurons also track the gap between 
expectations and outcomes. They use their 
inevitable mistakes to adjust and improve 
performance.
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The subject was instructed to turn over a card from one of the four 
decks and to make as much money as possible.

However, the cards were not randomly distributed.

 
Two decks were high-risk: 
they were offering larger rewards ($100) but severe penalties ($1,250).

 
The other two decks were lower-risk:
they were giving smaller rewards ($50) but fewer penalties. 

The trick to winning is to consistently choose from the lower-risk decks.

Initially, the card selection process was random 
as players explored each deck. On average, it 
took around fifty cards before they realised 
which decks were profitable and around eighty 
cards before they could explain their reasoning. 
Logic, it turns out, is slow.

But Damasio wasn’t studying logic — he was 
studying emotion. While players made their 
decisions, their skin conductance levels were 
monitored. Higher conductance typically 
indicates nervousness or anxiety.

The scientists found that after a player had 
drawn only ten cards, his hand got “nervous” 
when it reached for the negative decks; even 
though he hadn’t consciously figured out 
which deck of cards were the most lucrative, 
his emotions had developed an accurate sense 

Players are given four decks of cards — two black and two red — and 

$2,000 of play money. Each card either awards or deducts money. 

The goal is to make as much money as possible by 

selecting cards from the decks. 

Consider an experiment known as the Iowa 
Gambling Task, designed by neuroscientists 
Antonio Damasio and Antoine Bechara:

of fear.   The emotions knew which decks were 
dangerous. The subject’s feelings figured out 
the game first. 

This phenomenon became even clearer with 
patients who couldn’t feel emotions due to 
damage to their orbitofrontal cortex. These 
players were unable to avoid the bad decks. 
While most players made substantial amounts 
of money during the experiment, these purely 
rational players often went bankrupt and had 
to take out “loans” from the experimenter. 

Because these patients were unable to 
associate the bad decks with negative feelings 
— their hands never developed the symptoms 
of nervousness — they continued to draw 
equally from all four decks.

So, how do emotions become so accurate?

The answer lies in dopamine, the molecule that 
drives our feelings.

Making adult learning stick 

Creating an effective CRM training programme 
can seem like a daunting task. To assist you in 
developing an effective programme, it might be 
benecial to consider Malcolm Knowles’ Adult 
Learning Theory, or andragogy, as it provides 
a map to navigate the complex landscape of 
adult training. 

Knowles’ theory highlights that adults learn 
differently than children — nothing new 
there — but applying this understanding 
can transform a forgettable lecture into a 
meaningful, behaviour-changing experience. 

Like Tesauro’s AI, dopamine neurons predict 
outcomes and adjust their ringing based on the 
results. 

If a choice leads to a negative outcome — such 
as choosing from a bad deck — the neurons stop 
ringing, creating a negative emotional response. 
If the outcome is positive, the neurons reward 
the brain, reinforcing that choice. Dopamine 
neurons automatically detect subtle patterns we 
would otherwise fail to notice; they assimilate 
all the data we can’t consciously comprehend.
 
Over time, the brain’s flexible neurons, guided 
by dopamine, become expert decision-makers. 
Experts don’t meticulously weigh all options; 
they rely on their finely tuned emotions born 
from years of experience. Their brains have 
translated countless prediction errors into 
valuable, intuitive insights.
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Knowles’ five assumptions

Adults become more independent as they move 
through life. Rather than being dependent 
personalities like children, we become self-
directed individuals as we grow older. This 
means that we as trainers must be aware that 
adults learn when they can take ownership of 
their learning journey and have a say in what 
they learn and how they learn it.

As a CRM trainer, you should create learning 
experiences that offer maximum autonomy. 
That means your most important role is not 
to tell students the information. Instead, it is 
to provide them with the necessary tools and 
resources to learn on their terms.

Practical training tip: Allow your students 
to explore the various topics from various 
viewpoints – even if they differ from yours. To do 
this, you can use independent study (e.g. pre-
study materials for the students to complete in 
their own time, when and how they want to).

Practical training tip: Even if you are discussing 
new topics and introducing new terms, your 
students will likely have skills and previous 
experiences they can use to enrich the learning
process. Use this actively in your training. 

Facilitate group discussion where students 
can share how the topic resonates with their 
personal or professional experience.

Unlike children who are frequently learning 
things for the first time without previous 
experience, adult learners bring the richness of 
past education, jobs, and life events to learning 
experiences. 

This is particularly prevalent when conducting 
a CRM course, as many participants will have 
previous experience with CRM training.

Assumption #01: 
Self-concept

Assumption #02: 
Learner experience

Unlike children, adult learners are typically 
more selective with what information they take 
in. They care about the ‘why’ or “what’s in it for 
me” behind learning. 

Adults are goal-oriented. They’ll invest time 
and energy if they see the value.

As children, we typically learn because of 
external factors, such as parents and teachers.

When we mature in life, our motivations change. 
Adults want to learn for their reasons.

Practical training tip: Develop activities in your 
courses that mimic real-world job scenarios, 
include interactive elements, and ensure that 
what your students walk away with applies to 
their everyday roles. 

Use case studies from past incidents or 
accidents to illustrate the tangible benefits they 
can get from taking in the knowledge.

Practical training tip: Take your time to 
understand what motivates your audience. 
After all, if your students are not motivated to 
complete their training, they won’t engage with 
it. You should ensure variety in your training 
courses, topics and content types

Practical training tip: Use simulation exercises 
or role-playing scenarios that mirror typical 
challenges in the CRM field. This approach 
makes learning more engaging and ensures the
skills are transferable to real-life contexts.

Adult learning is not about abstract theories — 
it’s about practical application.

Assumption #03: 
Readiness to learn

Assumption #05: 
Motivation to learn

Assumption #04: 
Orientation of learning
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If a change of behaviour was as easy as learning 
about the hydraulic system on the Boeing 737, 
then we could quickly cure all the alcoholics 
in the world. You could give the alcoholic the 
perfect cure: Just tell him, “Don’t drink alcohol,” 
and the alcoholic would instantly realise that 

The power of experiential 
learning in CRM training

Experiential learning is the buzzword that’s 
reshaping the landscape of adult education.

At its core, experiential learning is about rolling 
up your sleeves and diving headfirst into the 
learning process. It’s the kind of learning that 
happens when you’re not just observing from 
the sidelines but are right in the thick of things, 
making decisions, solving problems, and 
reflecting on the outcomes. It’s the difference 
between reading about how to ride a bike and 
feeling the wind in your hair as you pedal down 
the street.

Most trainers understand the vital role 
experience plays in the learning process. The 
way we experience things has a signicant 
impact on how well we learn and remember 
new information. Most trainers agree with this, 
but many struggle to incorporate experiential 
learning into their programs, especially in CRM 
courses.

The issue about CRM training is that they 
focus on these so-called “soft areas”, and 
while those “soft areas” are somewhat easy to 
define, they are much harder to train.

For example, how can I teach my students 
to become better communicators? How will I 
teach them to become better team builders, 
to have better situational awareness, or to be 
better decision-makers? Sure, I can pass on 
a lot of theoretical stuff and back it up with 
statements from psychologists and case 
studies showing us what to do and how to do 
it. But will that create any behaviour change?

Highly unlikely.

So, how can I ensure that any learning takes 
place? And that desirable behaviour sticks? I 
can’t very well hand them a test with questions 
like: 

Mark “YES” or “NO”.

Are you a better communicator now?

Learning

Reflection Emotion

?

Learning is not simply about absorbing 
information — it’s about what that information 
does to us. Emotion and reflection are two key 
drivers in the learning process, and they are 
deeply interconnected.

Take the example of reading a newspaper. 
You and I can read the exact same article, yet 
walk away having learned completely different 
things. Why? Because learning isn’t just about 
the content — it’s about our reaction to it. What 
triggers an emotional response or a moment 
of reflection in you may pass unnoticed by me, 
and vice versa.

Our personal experiences, values, and 
perspectives shape what we notice, what 
resonates with us, and what we think about 
afterwards. Emotion can spark reflection — a 
strong feeling might cause us to pause and 
consider why we feel that way. Conversely, 
reflection can also stir emotion — when we slow 
down and engage deeply with information, we 
allow ourselves to feel its significance.

In essence, emotion and reflection work hand 
in hand. If we want to create meaningful 
learning experiences, we must design for both: 
to evoke emotion that leads to reflection, and 
to encourage reflection that awakens emotion. 

Joe Dispenza,  neuroscientist, author, and 
speaker explains that lasting change happens 
when intellectual understanding is combined 
with emotional engagement. In his words, 

not drinking is the solution.

However, it does not quite work like that. 
Behaviour is not only linked to knowledge – it is 
also strongly controlled by our emotions.

When we at NaviMinds design our CRM 
courses, we do it from a concept we call:

So, as you learn, you’re wiring that information 
into your brain’s circuits. And when you 
practice and repeat, those connections stick 
around. Once these neurons begin to fire 
and wire together, they form networks called 
neuro networks. These neuro networks are 
gangs of networks that are fired and wired 
together to create a community of neuro 
synaptic connections. These can be related to 
an idea, a concept, a memory, an experience, 
a skill or behaviour. These networks have an 
electrochemical component. You generate 
more electrical impulses in your brain in one 
day than all the cell phones on the planet put 
together.

The neuroscientic definition of mind 
is “mind is the brain in action”, “mind is 
the brain at work”. Because we have 
100 billion neurons seamlessly pieced 
together, we can make the brain fire 
in different sequences, patterns, and 
combinations. Whenever we make the 
brain work differently, we’re changing our 
minds. And if you change your actions and 
do something differently, you will have 
a new experience. When you’re in the 
midst of an experience, everything you’re 
seeing and smelling and tasting and 
feeling and hearing, all of your five senses 
are gathering this vital information from 
the environment. As you begin to process 
all of this information, it’s rushing back to 
your brain. The jungles of neurons begin 
to organise themselves into patterns; the 
moment those neurons string into place, 
your brain releases a chemical, and that 
chemical is called a feeling or an emotion.

Joe Dispenza

As trainers, understanding the interplay 
between emotion, reflection, and change gives 
us a powerful framework for fostering impactful 
learning experiences. Training isn’t just about 
transferring knowledge — it’s about creating 
meaningful experiences that ignite emotions, 
inspire reflection, and ultimately drive learning. 
By engaging participants emotionally, we 
tap into the core of what makes learning 
stick. When learners experience something 
meaningful, reflect on it, and embody new 
insights, they move from merely thinking about 
change to truly being changed. As trainers, 
it is our role to guide this journey, equipping 
participants not just with information but with 
the tools, emotional connection, and reflective 
space they need to integrate and sustain these 
changes in their lives. 

The first brain, the neocortex, is the newest 
brain in evolution. This is the thinking brain – 
the walnut-shaped part highly specialised in 
humans.

Right under the neocortex, we have the limbic 
brain, the chemical brain, the emotional brain 
or the mammalian brain. It’s about the size of a 
lemon and is responsible for regulating internal 
chemical order.

Right in the back, we have the brain stem the 
reptilian brain. It’s the oldest part of our brain 
and serves as the hub for the subconscious 
mind. Your brain has around 100 billion 
neurons. If you took 100 billion sheets of 
paper and stacked them on top of each other 
— it’d reach about 5,000 miles high — that’s 
the distance from Los Angeles to London. 
These neurons possess the unique ability to 
store and share information. And every time 
you learn something new, you make a new 
synaptic connection. That’s what learning is — 
building new synaptic connections. And every 
time you learn, your brain physically changes. 
You read a book about riding a bike, becoming 
a better leader, or an effective CRM trainer. As 
you do this, your brain “upgrades its hardware” 
to match this new knowledge.

Neuroscience has a saying: 

Nerve cells that fire together 
wire together. “

“

emotions are the glue that binds experiences 
in our brains. When we emotionally connect 
with an idea or a moment, it leaves a stronger 
mark on our memory and nervous system.

We have three “brains” that take us from 
thinking to doing to being. Each brain works like 
its own mini-computer, with its own anatomy, 
chemistry, and even sense of time and space.
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Quick tips for effective learning

By creating the right environment and using 
methods that can accelerate the learning 
process, we are more likely to succeed with 
the “human factors messages” we wish to bring 
across.

At NaviMinds, we have several fundamental 
principles and approaches. Some of these are:

Tip #01 :
Positive learning environment

People learn much faster in positive 
environments. Make people feel comfortable 
in the training environment. Run it informally 
and allow people to talk, question, and criticise. 
Always praise the learner on their achievements, 
however small. Don’t laugh or ridicule them.

Tip #02:
Active engagement

Learning is participatory; it is not a spectator 
sport. A learner does not absorb the information 
passively. 

Instead, a learner must actively engage with 
the topic to fully understand and remember it.

Tip #04:
Collaboration

Learning tends to be social. 

Encourage group discussions while you teach, 
and expect everyone to participate. Provide 
group exercises to encourage shared problem-
solving and cooperative behaviour. You can 
also use competitive group exercises where 
teams compete against each other.

Tip #03: 
Exercises, activities, and role plays for 
the senses 

Present the content using a variety of methods. 
Different people respond differently based 
on various methods. By employing many 
techniques and delivering them simultaneously, 
you increase the pace of learning. 

Examples of methods may be video clips, group 
work, research and statistics, quizzes, group 
exercises, case studies, illustrations, pictures 
and even music. 

Tip #05:
 Questioning techniques

What sets one human factors trainer apart 
from another? It’s not just their knowledge or 
experience — it’s their ability to ask the right 
questions.

Most of us understand the concept of open 
questions, yet applying them effectively in real-
life training scenarios is a whole different story. 
Becoming a great facilitator means practising 
the art of asking questions until it becomes 
second nature.

Why is this so powerful? Because when you 
ask rather than tell, you shift the focus. You 
no longer expend energy justifying your 
perspective because the insights come directly 
from your students. They own the thought 
process, and as a result, they internalize the 
learning more deeply.

Tip #06:
Listen effectively

Your students need to feel understood and 
valued — not just for what they know but for 
the thoughts and opinions they share.

Listening doesn’t come as naturally to most of 
us as talking does. It’s ironic when you think 
about it because we all enjoy being listened 
to. Yet, becoming a skilled listener requires 
deliberate effort, attention, and practice. 

So, ask yourself: in your next training session, 
how can you lean into listening? How can you 
show your students that their voices matter, not 
just in the words they say but in the thoughts 
and emotions behind them?
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Training tip section

This section of the manual offers practical, actionable tips you can apply in your training sessions. 
Each chapter in this manual concludes with a dedicated “Training Tips” section, ensuring you gain 
theoretical insights and practical strategies to enhance your training.

Not a single hand went up.

We constantly emphasise the importance of teamwork, delegation, and asking for help. 
Yet, when are put in a situation like this, we instinctively behave as competitors rather than 
collaborators. I’m convinced that if the participants had worked together, they could have answered 
all the questions correctly.

So, why didn’t they?

I never instructed them to work together, but I also never told them they couldn’t. This reaction 
highlights a deeply ingrained cultural mindset: we’re conditioned to compete — to strive for the best 
grades, the most correct answers, and individual achievement. It’s so ingrained that even in a room 
full of professionals, no one thought to collaborate. Give students a similar task, add a few more 
questions, and extend the time limit to three minutes. You’ll likely see the same result: a room full of 
individuals working in isolation. Not only that, but they’ll also avoid looking at their neighbours as if 
doing so might be considered cheating.

This exercise highlights a critical gap: seeking help and leveraging teamwork doesn’t come naturally 
to many of us. These behaviours require intentional training, not just more lectures or instructions. 

01 Why teamwork often fails

In 2012, I gave a presentation at the European Airline Training Symposium (EATS), where I used a 
simple exercise to illustrate an important point:

On my PowerPoint slide, I presented the audience with five questions — questions that didn’t require 
any specialised knowledge, just quick thinking. I told them they had 60 seconds to answer as many 
as possible. When the time was up, I shared the correct answers.

Then I asked:

How many of you turned to the person next to you for help answering the questions? 
Please raise your hands.?

02 Engaging students from the start

Start your training session with a simple but powerful tool: a pre-quiz.

In most literature, it’s referred to as a pre-test. However, I prefer to use the term “quiz” instead, as it 
carries less of a connotation of threat or performance pressure during training sessions.

Hand out a short set of questions related to the day’s material. Don’t expect your students to 
know the answers — and don’t tell them that either. Simply explain that it’s a quick exercise to be 
completed independently, without using external resources like Google, Bing, or ChatGPT. 

Encourage them to take their best shot, even if they’re unsure. Once they’re done, have them set 

How to use pre-quizzes effectively:

• Keep it low-stakes: Ensure the quiz isn’t graded. Its purpose is to engage, not stress, your 
students.

• Focus on core concepts: Tailor questions to the most critical learning objectives of the session.

• Delay the answers: Resist the urge to provide answers immediately. The curiosity and 
anticipation are what makes this method so effective.

By incorporating pre-quizzes into your training, you can create an engaging, curiosity-driven learning 
experience that enhances retention and fosters deeper understanding. It’s a simple yet impactful 
strategy that I encourage you to try — you might be surprised by how well it works!

the quiz aside and proceed with the session. Hold off on explaining the quiz’s purpose for now. 
As the day unfolds, you’ll begin providing the answers through your teaching. Watch as students 
instinctively revisit their pre-quizzes, eager to see how they did. It’s not about scoring points. The 
true magic lies in what happens in their brains.Pre-quizzes can transform engagement and retention 
— even when students start with zero prior knowledge. 

The secret lies in leveraging the brain’s natural curiosity and reward systems. When faced with 
questions they can’t immediately answer, students’ brains shift into a state of curiosity, subconsciously 
“waiting” for the answers.This anticipation primes their minds to absorb and retain the information 
presented throughout the session.
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