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1. [bookmark: _Toc460340192]EXECUTIVE SUMMARY

Telnet Services is a contact centre business that provides services to a range of clients across New Zealand. Telnet have offices in 131 Queen Street, Auckland CBD, Northwest Shopping Centre in Auckland and CCP Offices in Auckland CBD. The business has approximately 330 staff, including 30 homeworkers.
In September 2016, a Risk Assessment was conducted to determine the Health and Safety risk levels of the Company’s operations. The Assessment was conducted by the Company’s Health and Safety Advisor, with input from the Chief Operations Officer, Chief Technology Officer and Health and Safety Administrator. 
The assessment was conducted using a thorough technique, consistent with international risk management standards. 
At the time of reporting:
· 43 hazards were considered applicable and evaluated.
· There were no high risk hazards identified.
· 17 Hazards were considered medium risk. The re-risk levels were determined as low. 
· 26 hazards were deemed to be low risk. 
Four actions were considered low priority, including written information to be given to the IT Team (safe tool use), investigate possible improvements to the workstation ergonomic assessment process, establish a written policy on employee isolation during illness, and establishing a procedure for investigating any complaints received about work related stress.
Two actions were considered higher priority; including
1. Issue Contractor Health and Safety Agreements 
2. Include the following in the Induction 
· Specific Fire/Evacuation Safety Instructions
· Basic Ladder Safety information (specifically for IT Team) and instructions for only certain persons within the office to use ladders.
· Basic Driving for work Safety information 
· Manual Handling requirements
· Hot Drink Cup cover requirement
· Medical Incident Procedure (what to do in a medical emergency)
Although the Health and Safety Risks for Telnet Services at the time of this assessment have been determined to be low, some improvements are required to the Health and Safety documentation. 
Management are making a considerable effort to manage and improve Health and Safety. However the current documentation is only partial and the system needs improvement. Partial documentation would be detrimental to the Company in the event of a serious incident.
To correct this, it is highly recommended to complete the actions raised from this assessment and continue with the current health, safety and improvement activities.

The details of the risk assessment are described in this report and in the attached Risk Register (TS-RR-01).



2. [bookmark: _Toc460340193]Introduction

Telnet Services is a contact centre business that provides services to a range of clients across New Zealand.
Telnet have offices in 131 Queen Street, CCP Offices in Auckland CBD, and Northwest Shopping Centre in Auckland. The business has approximately 330 staff, which includes 30 homeworkers.
Management are committed to maintaining high standards of Health and Safety for everyone at Telnet Services Ltd.
Recent legislative changes in New Zealand, in the form of the Health and Safety at Work Act 2015, have emphasised the need for workplaces to manage critical risk and reduce harm. 
To ensure that Health and Safety is managed in a risk based manner, a Risk Assessment was conducted to determine the Health and Safety risk levels of the Company’s operations. 

3. [bookmark: _Toc460340194]Scope

This report describes the risk assessment conducted for the operations of Telnet Services Limited.
This assessment only includes the operations, employees, temporary staff and contractors of Telnet Services Ltd. 

4. [bookmark: _Toc460340195]Risk Assessment Team

The Risk Assessment was conducted throughout September 2016 by Katherine Connor, Health and Safety Advisor, Connor Health and Safety Ltd (lead), with participation from:
· Penny Calder, Chief Operations Officer; and 
· Steve Hennerley, Chief Technology Officer
· Peter Harding, Health and Safety Administrator
The Risk Assessment participation sheet is attached.
5. [bookmark: _Toc460340196]Purpose

The purpose of the assessment was to identify hazards, determine their likelihood of occurring, identify controls, and determine if the controls in place currently were sufficient.  
The assessment also determines actions required to reduce risks and prioritises these actions.  


6. [bookmark: _Toc460340197]Method


The assessment was conducted using a structured approach, using consistent methods for the assessment of risk, and evaluation of the controls. The assessment was conducted in accordance with the principles of AS/NZ Standard ISO 31 000: 2009 Risk Management – Principles and Guidelines.
The Hazards and Effects Management Process (HEMP) was used as the preferred management tool as part of the assessment process. 
The Risk Calculation tables, including a Risk Assessment Matrix were used to make the risk calculations (refer Appendix A).
A standard and comprehensive list of hazards was used for the risk process.
7. [bookmark: _Toc460340198]Results and Actions raised

The results were recorded in the Risk Register (TS-RR-01).
80 hazards were deemed not applicable to the activities of Telnet Services (listed in Appendix B).
43 hazards were considered applicable and evaluated. 
There were no high risk hazards identified.

Medium – low risk hazards and higher priority actions
17 Hazards were considered medium risk. For these medium risk hazards, the controls were and evaluated and deemed to be sufficient. These hazards were re-risked and as each has sufficient controls, the re-risk levels were determined as low (at the time the assessment). 
To further reduce the risks for these hazards, the following is recommended but of a higher priority (in no order):
1. Develop Contractor Health and Safety Agreements and issue them to Contractors
2. Include the following in the Telnet Health and Safety Induction 
· Specific Fire/Evacuation Safety Instructions
· Basic Ladder Safety information (specifically for IT Team) and instructions for only certain persons within the office to use ladders.
· Basic Driving for work Safety information 
· Manual handling guidance 
· Hot Drink Cup cover requirement
· Medical Incident Procedure (what to do in a medical emergency)

Low Risk hazards and lower priority actions
Out of the 43 Hazards, 26 hazards were deemed to be low risk at the time of the assessment. To further reduce the risks for these hazards, the following is recommended but of a lower priority (in no order):
1. Information on hazards of tool use to be provided to staff in writing (IT Team)
2. Possible improvement to the workstation/display screen assessment process (requires further investigation)
3. Include a written policy on sickness isolation   - in Employment Agreement or Induction (i.e. provide written instructions to Managers and Employees about staying at home whilst unwell to reduce the spread of illnesses within the office)
4. Establish a Policy / Procedure for investigating any complaints received about work related stress 

These actions resulting from the assessment will be recorded in the Hazard/Action Tracking Register (TS-ATR-01).
8. [bookmark: _Toc460340199]Conclusion

The Risk Register demonstrates that hazards have been identified, the risks from the hazards have been evaluated and understood. Controls and recovery measures to manage these were identified and their effectiveness evaluated. 
Although the Health and Safety Risks for Telnet Services at the time of this assessment have been determined to be low, some improvements are required to the Health and Safety documentation. 
Management are making a considerable effort to manage and improve Health and Safety. However the current documentation is only partial and the system needs improvement. Partial documentation would be detrimental to the Company in the event of a serious incident.
To correct this, improve the current Health and Safety system and further prevent harm or illness, it is highly recommended to:
· Complete the actions raised as part of this assessment as soon as possible; and
· Continue with the current health, safety and maintenance activities (and associated documentation).
· Continue with the Health and Safety improvements, including:
· Establishment of a Health and Safety Policy (in progress)
· Implementation of Health and Safety Plan (in progress)
· Improvements to the efficiency and organisation of the Health and Safety Committee (already in place)
· Improvements to the Health and Safety inspection form and process (in progress)
· Streamlined reporting to the Board (completed)
· Re-writing of the Health and Safety Induction to include the items listed in Section 7 above
· Improve the Incident Reporting Form to prove that investigations are being completed  (in progress)
· Track the Health and Safety Actions (to demonstrate that hazards are being controlled)
· Establish a procedure to ensure homeworkers Health and Safety is effectively controlled
· Improved communication with staff (issue of Health and Safety Bulletins)
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	Severity
	Consequence
	Increasing Probability

	
	
	A
	B
	C
	D
	E

	
	P
	A
	E
	R
	Never heard of in the industry
	Has occurred in the industry
	Incident has occurred in the Company
	Happens several times per year the industry
	Happens several times per year in the Company

	0
	No health effect/injury
	No damage
	No effect
	No Impact
	
	
	
	
	

	1
	Slight health effect/Injury
	Slight Damage
	Slight Effect
	Slight Impact
	
	
	
	
	

	2
	Minor health effect/Injury
	Minor damage
	Minor Effect
	Limited Impact
	
	
	
	
	

	3
	Major health effect/Injury
	Localized damage
	Localized effect
	Considerable Impact
	Low 
	Risk
	
	
	

	4
	PTD* or 1 – 3 Fatalities
	Major Damage
	Major Effect
	National Impact
	
	Medium 
	Risk
	
	

	5
	Multiple Fatalities
	Extensive damage
	Massive effect 
	International Impact
	
	
	High 
	Risk
	



* PTD = Permanent Total Disability

A scale of consequence from “0” to “5” is used to indicate increasing severity.  The consequences are those of credible scenarios (taking the prevailing circumstances into consideration) that can develop from the release of a hazard.  The potential consequences, rather than the actual ones, are used.  These can be thought of as the consequences that could have resulted from the released hazard if the circumstances had been less favourable.  

After assessing the potential outcome, the likelihood on the horizontal axis is estimated on the basis of historical evidence or experience that such consequences have materialised within the industry, the company or a smaller unit.  Note that this should not be confused with the likelihood that the hazard is realised: it is the likelihood of the estimated consequences occurring.

Estimation of likelihood and consequences is not an exact science.  The consequence estimates are based on envisaged scenarios of what “might happen” and likelihood estimates are based on historical information that such a scenario has happened under similar conditions, knowing full well that circumstances will never be exactly the same.

Assessing the risk of a particular scenario should be done in the above sequence, i.e., first the potential consequences are estimated and only thereafter the likelihood of such consequences occurring are estimated.


People (P)

	
	Potential Impact
	Definition

	0
	No Injury
	No injury or damage to health

	1
	Slight Injury/ Illness
	Slight injury or health effects:
(Including first aid case and medical treatment or occupational illness); not affecting work performance or causing disability.

	2
	Minor Injury/ Illness
	Minor injury or health effects (Lost Time Injury):
Affecting work performance, such as restriction of activities (restricted work case or occupational illness), or a need to take a few days off to fully recover (Lost Workday Case).
Minor health effects that are reversible (e.g. skin irritation, food poisoning). 

	3
	Major Injury
	Major injury or health effects:
(Including Permanent Partial Disability and Occupational Illness). Affecting work performance in the longer term, such as a prolonged absence from work.
Irreversible Health Damage without loss of life, (e.g. noise induced hearing loss, chronic back injuries, Dust inhalation, sensitization, hand/ arm vibration syndrome, repetitive strain injuries).

	4
	1 to 3 Fatalities
	Permanent Total Disability or one to three fatalities:
From an accident or occupational illness; Vehicle accident causing disability or death, 

	5
	Multiple Fatalities
	Multiple fatalities:
From an accident or occupational illness e.g. Bus crash.  May include four fatalities in close succession due to the incident, or multiple fatalities (four or more) each at different points and/or with different activities



Assets (A) / Business

	
	Potential Impact
	Definition

	0
	No Damage
	No damage to equipment


	1
	Slight Damage
	No disruption.  Minimum cost of repair.


	2
	Minor Damage
	Possible brief disruption to the business, Isolation of equipment for repair.

	3
	Localized Damage
	Business partly down.  

	4
	Major Damage
	Business closed for at most two weeks 

	5
	Extensive Damage
	 Extensive damage.  Estimated cost of repair extensive.
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	H-01.01
	Crude Oil under pressure
	N/A

	H-01.02
	Hydrocarbons in Formation
	N/A

	H-01.03
	LPG cylinders
	N/A None on site

	H-01.04
	LNGs
	N/A

	H-01.05
	Condensate, NGL
	N/A

	H-01.06
	Hydrocarbon Gas
	N/A

	H-01.07
	Crude oil at Low pressure
	N/A

	H-01.08
	Wax
	N/A

	H-01.09
	Coal
	N/A

	H-02.01
	Lube and seal oil
	N/A

	H-02.02
	Hydraulic oil
	Only in car lift mechanism -covered in Building Risk Assessment for 131 Queen Street

	H-02.04
	Aviation Fuel
	N/A

	H-02.05
	Hydrocarbons above auto ignition temp
	N/A

	H-02.06
	Asphaltic concrete 
	N/A

	H-02.07
	Bitumen
	N/A

	H-02.07
	Isopropyl Alcohol, acetone
	N/A

	H-02.08
	Petrol
	None on site

	H-03.02
	Pyrophoric material
	N/A

	H-03.03
	Carbon Fibre Reinforced material
	N/A

	H-03.04
	Dry Vegetation
	N/A

	H-03.05
	Hydrogen
	Covered in   H-15.05 batteries

	H-04.01
	Detonators
	N/A

	H-04.02
	Conventional explosives
	N/A

	H-04.03
	Powder actuated tools e.g. ramset
	N/A

	H-04.04
	Explosive gases
	N/A

	H-04.05
	Unexploded ordinance
	N/A

	H-04.06
	Use of Firearms
	N/A

	H-05
	Pressure Hazards
	

	H-05.01
	Hydrocarbons gas under pressure -
	N/A

	H-05.02
	Bottled gases under pressure
	N/A – none on site

	 H-05.03 
	High pressure water
	N/A

	 H-05.04
	NonHC gas under pressure in pipeworks
	N/A

	H-05.05
	Air under pressure
	Not stored on site

	H-05.06
	Hyperbaric operations
	N/A

	H-05.07
	Decompression
	N/A

	H-05.08
	Trapped pressure in equipment
	N/A

	H-05.09
	High pressure equipment
	 N/A

	H-06.04
	Personnel under water
	N/A

	H-06.05
	Personnel below grade
	N/A

	H-06.05
	Falling ice/snow
	N/A

	H-07.01
	Objects under tension
	N/A

	H-07.02
	Objects under compression
	N/A

	H-8.01H
	Working on top of a trailer
	N/A

	H-8.01K
	Inadequate Temporary traffic management
	N/A

	H-8.01L
	Third party vehicle maintenance
	N/A

	H-08.02, 4
	On water transport boating/boat collision hazard
	N/A

	H-08.03
	Flying
	N/A

	H-08.09
	Working over water
	N/A

	H-09.02
	River currents/ocean surf/tides
	N/A

	H-12.01,02
	Process piping /Piping equipment
	N/A

	H-14.01,02, 03
	Open Flames
	N/A

	H-15.01A
	High voltage
	N/A

	H-15-05
	Lightning discharge
	Refer H-09.01

	H-15-05
	Electrostatic energy
	N/A

	H-15.07
	Power Failure
	Generator back up

	H-16.01
	Ultraviolet radiation
	N/A

	H-16.02
	Other Radiation
	N/A

	H-16.04
	Lasers
	N/A

	H-16.03	
	Microwaves
	N/A

	H-16.05
	E/M Radiation
	N/A

	H-19.01, 02, 05
	Insufficient oxygen 
atmospheres /Excessive CO2, N2
	Refer to H-06.05

	H-19.03
	Drowning
	N/A

	H-20.02
	Exhaust fumes (CO etc.)
	N/A

	H-20-01
	H2S Sour Gas
	N/A

	H-20.03
	Nickel Carbonyl
	N/A

	H-20.05
	Ammonia
	N/A

	H-20.06
	Chlorine
	N/A

	H-20.07
	Welding Fumes
	N/A

	H-20.09
	CFCs
	N/A

	H-20.10
	HCFCs
	N/A 

	H-21.03
	Liquid mud additives
	N/A

	H-21.21
	MTBE
	N/A

	H-21.23
	Hexane
	N/A

	H-21.24
	Furfafal
	N/A

	H-21.25
	MEK
	N/A

	H-22.02
	Man  made mineral fibre
	N/A

	H-22.03
	Cement Dust
	N/A

	H-22.05
	Powdered mud additives
	N/A

	H-22.06
	Suplhur/Sulphur dust
	N/A

	H-22.07
	Pig Trash
	N/A

	H-22.11
	Cement slurries, cement and lime
	N/A

	H-22.12
	Heavy metals (incl lead)
	N/A

	H-22.14-16
	Oil based sludges, catalysts
	N/A

	H-24.01
	Poisonous plants
	N/A

	H-24.02
	Large animals, bulls goats, dogs, cats rabbits, pigs, cows
	N/A

	H-24.03
	Small insects/rats, spiders, bees, wasps, birds
	Not exposed to

	H-25.02/ H-25.03
	Damaging noise/ Loud steady noise > 85 dBA
	N/A

	H-25.04
	Heat stress 
	Ambient temperatures not high

	H-25.06
	Vibration
	Refer H 08.06

	H-25.09
	Incompatible hand controls
	No equipment

	H-25.10
	Awkward location of 
workplaces and machinery
	Only computers

	H-25.11
	Mismatch of work to 
physical abilities
	N/A due to nature of work

	H-25.12
	Mismatch of work to 
cognitive abilities
	N/A due to nature of work

	H-25.14
	Poor organization and
 job design
	N/A

	H-25.17
	Working alone/in isolation
	Most not alone, apart from home workers on occasion  who are -All contactable/ able to summon help

	H-26.01
	Living on the job/away from family
	N/A

	H-26.02
	Working and living on live plant
	N/A

	H-26.03
	Post traumatic stress 
	N/A

	H-27.01
	Piracy
	N/A

	H-28
	Use of Natural Resources
	N/A

	H-29.02
	Motion sickness
	N/A

	H-30
	Hazardous Goods - bulk and transport
	See hazardous materials

	H-30-03
	Hazardous Waste
	None
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