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	General Corporate Risk Assessment – Call Centres



	Employee Name or Team:
	

	Job Title:
	

	Service:
	

	Assessing Manager’s Name:
	

	Assessing Manager’s Job Title:
	

	
	

	Date Assessment Completed:
	

	
	


	Risk Definitions
	Assessment

	L
	Low :  minor injuries requiring first aid – for example, grazes or minor cuts 

	M
	Medium: an injury requiring further medical assistance –  for example cuts needing stiches or broken bones

	H
	High: major injuries, such as paralysis,  or death

	N/A
	Not applicable to current job

	Residual Risk
	Residual risk is the level of risk that remains after suitable control measures are introduced


Assess the risk of each activity between Low, Medium or High.  Following introduction of risk control measures reassess for residual risk.
	Activity
	Person
at risk
	Significant Hazards
	Risk

L      M      H
	Risk Control Measures
	Residual Risk

L         M        H
	N/A

	Working with display screen equipment
	Call Centre staff
	Poor workstation layout and sitting for long periods may lead to postural problems causing back or arm pain
	
	
	
	• Suitably designed workstations with the correct type of seating to be provided and assessed
• Staff to receive training in setting up their workstation
• Work to be planned so that staff can take regular breaks away from screen activity
	  
	
	
	

	As above
	As above
	Excessive glare on display screens may cause headaches and eyestrain
	
	
	
	• Windows to be fitted with blinds to reduce glare where possible 
• Display screens to be positioned to reduce glare
• Suitable lighting to be provided
• Eyesight tests to be given to staff who request it and spectacles suitable for DSE work to be provided
	
	
	
	

	Moving around in general
	As above

	Poor housekeeping may create hazards causing slips, trips and falls leading to injuries

	
	
	
	• The standards of housekeeping to be monitored by supervisors
• All trailing cables to be kept to a minimum and away from walk areas – covered to prevent trips
• All spillages to be cleaned up immediately

• All areas to be well lit.
	
	
	
	

	Working in the call centre
	As above
	Staff may suffer burns, smoke inhalation etc. in the event of a fire
	
	
	
	• A fire risk assessment to be carried out for the building to reduce the risk of fire
• All staff to be trained for action to be taken in the event of a fire
• Fire alarms to be tested weekly and fire drills held at six-monthly intervals
	  
	
	
	

	Manual handling of equipment etc.
	As above
	Incorrect manual handling procedures may lead to physical injuries
	
	
	
	• Only the IT maintenance staff, trained in manual handling, to move electrical equipment such as DSE screens, etc.

• Trolleys to be used to move boxes of paper etc.

• Boxes of paper to be broken down into individual packs to lessen the weight when carried to printers etc.

• Storage of heavy items to be at a lower level in cupboards, shelving etc.
	  
	
	
	

	Call centre work
	As above
	Lack of job control and/or verbal abuse from customers etc. may lead to stress
	
	
	
	• Realistic call targets to be set on an individual basis

• Staff to receive training for their work
• A policy to exist setting out how abusive calls are to be dealt with
• Staff to be encouraged to discuss performance issues with their supervisor
	
	
	
	

	As above
	As above
	Staff may suffer from hearing damage if exposed to long periods of excessive noise or sudden and loud sounds when using telephones
	
	
	
	• All headsets to be fitted with a volume control
• Staff to have a choice of either single or two earpiece headsets

• Staff to be trained to report cases of acoustic shock to their supervisor

	
	
	
	

	Any other comments




	Sign and file for reference

	Employee’s Signature:

	
	Date:
	

	Line Manager’s Signature:
	
	Date:
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 - Ensure review date recorded
    
                                             December 2018
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