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COMPLIANCE STRATEGIES AND SOLUTIONS FOR SUPERVISORY PERSONNEL

Yet another
‘silent killer’ in
the workplace
he term silent killer has numerous
applications, from the toxic gases carbon
monoxide and hydrogen sulfide to health
problems such as high blood pressure,
diabetes and cancer (the C word).
Many workplace safety experts often apply it to
another C word: Complacency.
The Merriam-Webster dictionary defines
complacency as “self-satisfaction, especially when
accompanied by
unawareness of actual
dangers or deficiencies.
When it comes to safety,
complacency can be
dangerous.”
Despite that danger, it
is human nature to
become complacent. We
get so used to things
being done the same
way that we do not
always look at the
hazards in our surroundings.
Most job-related incidents are caused by unsafe
acts, not unsafe conditions. Often these acts stem
from complacency. This is because complacency
causes us to not recognize changes in the work
environment and makes us overconfident.
Complacent workers will then begin to take shortcuts
and risks. Their attention begins to falter. They
basically perform routine tasks on autopilot. Some are
complacent to the point of being smug about it.
Well-known safety consultant Gary Higbee refers to
something called the At-Risk Behaviour Model, which
consists of six parts:
• Types of at-risk behaviour.
• Sources of unexpected events.
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• Critical errors leading to injury.
• States of being contributing to errors.
• Hazard awareness.
• Critical error-reduction techniques.
The model lists complacency among the
four states of being (the others are rushing,
frustration and fatigue).
It is also the most difficult state to deal
with, Higbee says.
An unsafe act is more likely to occur
when someone makes one of the critical
errors:
• Eyes not on task.
• Mind not on task.
• Being in or moving into the ‘line of fire’.
• Losing balance, traction or grip.
“When you make one of the four errors
you do not actually get hurt every time, but
you do increase the likelihood of an injury
and the potential severity of that injury every
time,” Higbee says.
He calls the state of being and critical
errors relationship the “state-to-error
pattern.”
“Recognizing the patterns that cause
injury, like how rushing causes eyes not on
task or mind not on task, will help you to
spot situations with increased risk for
yourself and others. If you practice it
enough, it will help you become more aware
of these patterns for yourself.”
Higbee offers several error-reduction

Continued on page 2
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Encourage workers to think about what they are doing, what
they are working with and what can go wrong.
techniques to deal with complacency, including
analyzing close calls (near-misses) and small
injuries, and observing others.
“It takes time and practice to improve safety
skills. So while working on improving we do not
want to miss the opportunity to learn from our
mistakes.
“Often when we make a mistake we are just
hoping no one we know saw us make the
mistake. We need to analyze those errors and
close calls to see what states were involved and
if it wasn’t a state maybe it was a habit we need
to work on.”
As for the observation component, Higbee
says: “You will also see the state-to-error pattern
in your co-workers before they will. It is always
easier to see the pattern in others than ourselves
and this gives us a great opportunity to intervene
before they get hurt and give them a hand. This
not only helps the co-worker but it also helps us
to avoid complacency.”
In a similar vein, other safety experts say
putting the problem front-and-centre can help
workers to guard against it. Encourage them to
think about what they are doing, what they are
working with and what can go wrong.
That can be done not just through observation
of individuals but also through effective safety
training, awareness programs and oversight.
In fact, from a managerial perspective,
constant vigilance might be the only effective fix.
In some cases, oversight can be the
responsibility of managers and supervisors; in
others it is a safety professional who has the
issue at the forefront of his or her attention.
Another strategy is to work harder at
developing safety habits, even if that means
choosing to perform a procedure properly over
and over again until it overrides any unsafe
behaviour.
If possible and practical, you might consider
changing work routines regularly so employees
don’t get so comfortable in their job that they

become lax.
Similarly, if employees have an overly repetitive
role, think about having rotations through this
role so the person never spends too much time
on the same task.
Everyone in the organization can benefit from
regular reminders. Here are two ways to do that:
Meetings — Safety awareness can be the
topic of regular morning meetings, whether they
are daily or weekly, getting it to your team’s
attention first thing. Complacency also can be
the topic of scheduled safety talks.
Signs and Posters — Good eye-catching
signs and posters can be effective against
complacency. Even if they make just one person
think more about safety, they could be preventing
a deadly incident. Changing them regularly helps
beat complacency about signs and posters.
Complacency is very hard for individuals to
overcome.
The following tips might be helpful for yourself
and those for whom you are responsible.
• Perform a simple risk assessment prior to
beginning a task, asking these questions:
Why is this task being performed? What could
go wrong? What is the chance of that
happening? What effects can this have on
personnel in the area? What can be done to
prevent something from going wrong?
• Follow all policies and procedures
• Take training seriously and as often as you
can.
• Create mental challenges to help yourself
remain attentive to the task.
• Maintain a questioning attitude.
• Maintain awareness of your surroundings and
the task at hand
• Avoid making assumptions about the status of
the task or the system
• Avoid feeling that your years of experience
mean that you can perform the job without
errors.
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The material contained in this document has been prepared from sources believed to be accurate and reliable. Application of this information
to a specific worksite should be reviewed by a safety professional. Anyone making use of the information set forth herein does so at their
own risk and assumes any and all liability arising therefrom. Specific medical advice should be obtained through consultation with a
physician or other trained health care practitioner.
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The most frequent causes of workplace brain injuries overall
are falls, being struck by or against an object and motor
vehicle collisions.

Concussion isn't
just a sports risk
n recent years, concussions have been the stuff of
news headlines and movies, especially involving
high-impact sports such as hockey and football.
Concussions can occur anywhere, though. In
the workplace, they can be a significant risk for
those involved in construction, firefighting, police
work, transportation and warehouse/loading dock
work.
A concussion is the most common form of what
is called traumatic brain injury. It is caused by a
bump, blow or jolt to the head and also by
whiplash, rapid rotation, shaking and jerking of
the head or body.
The most frequent causes of workplace brain
injuries overall are falls, being struck by or
against an object and motor vehicle collisions.
A concussion does not always involve a loss of
consciousness, but if it does, the injury is considered
to be critical (life-threatening).
Signs and symptoms of a concussion include one or
more of these:
• Headache or a sensation of pressure in the head.
• Nausea or vomiting.
• Dizziness.
• Drowsiness.
• Seeing stars or lights.
• Blurred or double vision.
• Slurred speech.
• Balance problems.
• Sensitivity to light and/or noise.
• Difficulty concentrating.
• Difficulty remembering.
• Confusion.
Some symptoms might not be present immediately
after the injury, but emerge hours or even days later. It
is therefore important to monitor for symptoms several
days following a head injury.
With proper diagnosis and management, people
with mild concussions usually recover fully. Cognitive
issues (such as memory, judgment and reasoning)
related to mild concussions tend to resolve
themselves within a week, but some symptoms can
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linger for weeks or months. This can make it difficult
for injured workers to go about their normal daily
activities or return to work at full capacity.
The following can help prevent concussions in the
workplace:
• Remove tripping hazards. Make sure walkways
and work spaces are free of clutter, cords, puddles
of water, or anything else that can
cause a slip, trip or fall.
• Use proper signage to alert
employees of wet surfaces.
• Keep shelves and storage
areas and your work space
clean and organized to avoid
falling objects.
• In a warehouse or storage
facility, place the heaviest
objects on the floor or the
lowest possible shelving.
• Wear the proper type of safety
footwear to prevent falls if you
work in slippery, icy or rugged
terrain.
• Do not stand on chairs, desks or tables, but rather
use an appropriate step stool, access platform, or
ladder to avoid falls.
• Use caution when working from heights. Wear and
know how to use fall protection and fall restraint
equipment.
• If a job requires wearing a hard hat, make sure it’s
appropriate to that job, properly fitted and in good
condition.
• Report all unsafe conditions to the nearest
supervisor.
• When you suspect that a co-worker has sustained
a concussion, take action quickly. The person
should not be left alone or be allowed to drive.
Emergency care should be sought for someone who
shows symptoms such as:
• Repeated vomiting.
• A loss of consciousness lasting longer than 30
seconds.
• A headache that gets worse over time.
• Changes in his or her behavior, such as irritability.
• Changes in physical coordination, such as
stumbling or clumsiness.
• Difficulty recognizing people or places.
• Slurred or other changes in speech.
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ManagementTips
Time to break bad
listening habits
here’s a reason why human beings have
two ears and only one mouth. Listening is
twice as hard as talking.
Most people need to work at being better
listeners, especially those who are responsible
for guiding the activities
of others. Many
managers and
supervisors spend
more time using their
listening skills than any
other skill on the job. In
fact, the higher up the
corporate ladder you
climb, the more time
you’re likely to spend
listening than actually
doing.
Good listening is
essential to good communicating – and the best
communicators very often make the best
supervisors.
So, think back to the last conversation you
had with a co-worker, particularly someone
under your supervision.
How much of what you said do you
remember? Now, how much of what the other
person said do you remember? If your words
had the most staying power, you’ve probably
developed some bad listening habits.
Those habits could come back to bite you.
Just as you expect your crew to heed what you
have to say, employees deserve to be heard
properly. Failure to do so can lead to
misunderstandings, mix-ups and mistakes
serious enough to cause production problems
or physical harm.
Being a bad listener is also no way to gain
respect and loyalty.
The first step in being a good listener is to
look like one. It’s been said that good listeners
listen with their faces. Your expression, and
other body language, can give the speaker a
pretty clear impression, good or bad, of how
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intently you’re paying attention.
The best place on your face to listen with is
your eyes. Keep them on the speaker and you’ll
help achieve the contact he or she is trying to
make.
Be careful of body posture and fidgeting;
these too can be strong indicators of your
comfort and interest levels.
More tips for good listening:
• Don’t interrupt. You should resist the
temptation to jump in and finish the
speaker’s sentence or inject
your thoughts.
• Give full attention. In
addition to eye contact,
make sure you’re
demonstrating interest by
responding with
encouraging gestures
and comments. Don’t
become distracted by
people, sounds or
objects that are
unimportant to the
conversation
• Provide a fair hearing. Don’t let the speaker
feel rushed by indicating your time is limited.
Cut the conversation short only if it goes off
course, covers old ground or interferes with
other activity.
• Listen between the lines. Focus not just on
what’s being said but also on the attitudes,
needs and motives of the speaker. His or her
voice fluctuations, facial expressions and
other body movements may give clues that
the words being spoken aren’t the whole
message.
• Ask questions. This is not an interrogation,
just a way to make sure you understand
what’s being said, and also to let the speaker
know you really are paying attention.
Listening to other people and acknowledging
what they have to say might seem to be very
simple. Doing it well, however, especially when
disagreements arise, is not something that
comes naturally for most people.
When you listen in a way that shows
understanding and respect, you help develop the
rapport that is essential for managing and
influencing others.
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SuperCompliance
Safety around mobile equipment
t should go without saying that being near
powered mobile equipment can be very
dangerous. You’d think that given the serious
consequences if something goes wrong — injury,
death, property damage, higher insurance
premiums and potential charges — employers
would make darn sure everyone was aware of the
danger and stayed clear of it.
Well, guess what — some don’t.
An Alberta earthmoving company was
fined a total of $175,000 and placed on
16 months of corporate probation as the
result of a fatality.
A worker was using a forklift to move
a bulldozer cab from a painting bay to
an alternate work bay. Two workers
were walking alongside the forklift next
to the unsecured cab. The cab shifted
and one worker tried unsuccessfully to
stop it from falling. The cab fell and
pinned the worker on the ground, killing
him.
The company pleaded guilty to a section of the
province’s Occupational Health and Safety Code,
failure to ensure workers remained out of range of
powered mobile equipment moving a load that
created a danger to the workers.
A metal recycling company in Ontario was fined
$105,000 after a worker was killed by an excavator
operating in reverse.
The victim was in the company yard, adjacent to a
narrow roadway, taking apart the bucket portion of a
front-end loader with a cutting torch. This was not
the normal area for this operation. The bucket had
been moved there by an excavator. After dropping
the bucket off, the operator affixed the rear bumper
of a bus to the shear attachment of the excavator
and proceeded to drive in reverse along the
roadway, pulling the bumper to a location close to
where the worker was cutting the bucket. While
reversing, the right rear track of the excavator struck
and crushed the other worker, causing fatal injuries.
A Ministry of Labour investigation determined that
the metal material was being moved in a manner
that endangered the safety of a worker. The worker
operating the excavator did not have a clear view of
the intended path of travel, nor was there a signaler
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to assist with the task. In addition, the excavator did
not have a working travel alarm. These were all
violations of Ontario’s Industrial Establishments
Regulation.
The company was found to have failed as an
employer to ensure that measures and procedures
prescribed by the regulation were carried out at the
workplace, contrary to the province's Occupational
Health and Safety Act.
The court also
imposed a 25-per-cent
victim fine surcharge as
required by the
Provincial Offences Act.
The surcharge is
credited to a special
provincial government
fund to assist victims of
crime.
Regulations in every
jurisdiction lay out
responsibilities and
requirements for ensuring safety around mobile
equipment.
Responsibilities lie not just with operators, but with
supervisors as well. Here’s a typical example:
“A supervisor must not knowingly operate or
permit a worker to operate mobile equipment which
is, or could create, an undue hazard to the health or
safety of any person, or is in violation of this
regulation.”
This regulation also lists standards that apply to
the design, fabrication, use, inspection and
maintenance of mobile equipment, as well as such
specifics as warning lights, brakes, windows and
mirrors.
Employer responsibility for protection from
hazards involving mobile equipment includes
making sure that workers nearby do the following:
• Before starting work, be aware of all mobile
equipment operating in and around the site.
• Wear high-visibility clothing.
• Do not take short cuts across areas where
mobile equipment is working.
• Keep in eye contact with the equipment operator.
• If using a cell phone, know it can distract you
from hearing or seeing mobile equipment.
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SafetySnippets
Proper use is vital
with work platforms
Boom lifts and scissor lifts are two pieces of aerial
equipment that many workers can't imagine being
without. This equipment, if used correctly, provides
quick and safe access to areas that at one time
could only be reached from scaffolding or a crane's
man-basket.
These lifts, collectively called aerial work
platforms, are important tools, but as with any tool,
there are right and wrong ways to use them safely.
The most important tip to remember before
operating any aerial lift platform is to always read
and follow the manufacturer's safety and operation
manual. This information can usually be found in a
PVC tube attached to the machine's frame or rails.
Here are basic safe operating procedures for
aerial work platforms:
• Set outriggers, brakes, and wheel chocks – even
if you’re working on a level slope.
• If working near traffic, set up work-zone warnings
such as cones and signs.
• Close lift platform chains or doors.
• Stand on the floor of the bucket or lift platform.
Do not climb on or lean over guardrails.
• Never exceed manufacturer’s load-capacity
limits. Always allow for the combined weight of
the worker(s), tools, and materials.
• Never override hydraulic, mechanical, or
electrical safety devices.
• Never use planks, boxes, or other items inside
the basket to extend reach.

features additional requirements aimed at
establishing more robust electrical safety
programs.
Safety controls must be developed and
prioritized based on documented risk
assessments. Requirements for maintenance,
periodic inspections and program auditing have
been added and the hierarchy of control is now
mandatory with a new requirement that makes
hazard elimination the first priority in the
implementation of safety-related work practices.
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New edition of CSA Z462
The fourth edition of Canadian Standards
Association Z462 – Workplace Electrical Safety is
now available in a variety of formats.
Based on the latest edition of the National Fire
Protection Association 70E – Standard for
Electrical Safety in the Workplace and built in
conjunction with the 2018 Canadian Electrical
Code, Part I, the new edition of CSA Z462 is
updated to help workers install, operate, and
maintain electrical equipment safely.
The updated standard builds upon previous
editions by including new definitions that are
harmonized with other safety standards and
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Ear muffs to protect hearing

Employees need hearing protection that
drowns out loud noise. However, blocking out too
much sound can create a situation where
workers aren't attuned to their environment.
By selecting the proper ear muffs for hearing
protection, you'll be providing the insurance your
workers need to thrive in a noisy area. Ear muffs
have varying degrees of hearing protection:
Noise blocking – These ear muffs keep out
the noise you don't want. Top-of-the line models
will give maximum attenuation at all frequencies.
An economical version can provide protection for
short-term situations.
Sound management – Sound management
ear muffs use technology to get rid of unwanted
noise while allowing workers to hear normal
conversation. Features such as alarm warnings
add to the safety of these ear muffs.
Radio – These headphones give workers the
protection they need from unwanted noise with
the added bonus of being able to listen to AM
and FM radio on the job if it is safe to do so.

Oil-soaked rags can be risky
The accumulation of oil- or solvent-soaked rags in
the normal daily function of a shop, manufacturing,
or construction environment can be a major safety
issue.
Oil-soaked rags are a spontaneous combustion
hazard because as the oil oxidizes, heat is
released. If the heat is not dissipated, it can build up
and ignite the rags.
Special oily-waste cans should be used to store
oil-soaked rags. These containers allow air to flow
around the rags, thus dissipating the heat. The
waste cans should not have plastic liners, and they
should be emptied daily.
Skilven Publications Inc.

SafetyMeeting
Complacency can be dangerous
hile unsafe conditions often cause
workplace deaths and injuries, a great
many more are the result of unsafe
acts. Such acts might occur because a
person is unaware of safe procedures and
precautions, but in too many cases the person has
fallen victim to complacency.
One dictionary definition of complacency is “a
feeling of quiet pleasure or security, often while
unaware of some potential danger, defect, or the
like; self-satisfaction or smug
satisfaction with an existing
situation, condition, etc.”
Almost all jobs are repetitive
in nature, and the more we
repeat what we are doing,
the greater the chance of
becoming complacent —
without even realizing it.
There is no sure-fire cure
for complacency. Like a
chronic illness, it requires
constant attention to prevent it from ruining your life
or someone else's.
One way to combat complacency is to make safety
a habit; to develop and maintain an attitude that
strives to be constantly aware of what could go
wrong.
This can be easier said than done, of course. But
does a serious incident have to happen before we
give ourselves a reality check and realize our
attitudes need a big adjustment?
Let's hope not. In fact, now is as good a time as
any for a checkup. Ask yourself these questions:
• Are you always focused on the task(s) at hand
when you're on the job?
• Do you follow every step in every job every time?
• Do you manage your time so you don't have to
cut corners?
• Do you know and follow all safety rules?
• Do you know what to do in an emergency?
• Do you always use the required personal
protective equipment?
• Do you report any safety hazards you can’t fix?
• Can you name the safest person at your
workplace? Is it you?
Remember, attitude affects behaviour. A good
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attitude means having the strength to do the right
thing and it means following proper safety
procedures.
If you have a positive attitude, odds are you will
exhibit safe behaviour. A negative attitude toward
safety — and that includes complacency — can
cause conflict, stress and, ultimately, an accident. It
can make people around you feel uneasy and be
dangerously distracted. Think hard about how your
job performance affects your co-workers.
You can combat your own
complacency by watching the actions of
others while they work. This not only
raises your awareness, it might do it for
them if you share the observations you
made.
Here are some more ways to keep
safety top-of-mind:
• Know the hazards. It's impossible to
avoid all hazards, but you can be
smart about your decisions. Don't
take chances with anyone's safety.
• Always use proper tools and equipment for the
job. Don't substitute for speed or convenience.
• Regularly inspect tools/equipment to make sure
they are in good repair.
• Make sure your work laid out to provide safe
completion of the job.
• Make sure the materials being used are safe,
and whether additional personal protective
equipment might be required.
• Keep all necessary equipment guards in place
and follow all lockout/tagout procedures for
repairs, maintenance and emergency shutdown.
• Keep your surroundings clean, orderly and free
from hazards.
• Clean up spills and debris promptly or report
them to the appropriate person.
You might even consider taking your
non-complacent attitude to the next level by
becoming more involved in promoting and
improving safety in your workplace.
This can be done by serving on safety
committees, planning and leading a safety meeting,
and by participating in incident investigations and
facility walk-throughs.
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C o m p l a c e n c y
The Quiz
These questions are meant to help you remember what was
discussed today — not to test your patience or challenge your
intelligence. The answers are at the bottom of the page. Cover
them up, and complete the quiz as quickly as you can.

1. Unsafe acts are the leading cause of workplace injuries and
property damage.
TRUE ____ FALSE ____
2. Can worker complacency lead to unsafe acts?
YES ____ NO ____
3. Overcoming complacency requires:
A. Constant effort.
B. Proper equipment.
C. Safe work procedures.
D. Cooperation by co-workers.
E. None of the above.

Hold These Thoughts

Call it a close call, a near-miss or a
narrow escape, there are compelling
reasons not to ignore an unplanned
event that didn't result in injury,
illness or damage but had the
potential to do so.
Unfortunately, such events often
are ignored. Lessons go unlearned
and another event occurs that does
cause harm. In some instances,
complacency is the reason why.
For example, workers might put up
with clutter even when others
stumble over it without falling. Then
someone does fall, breaking an
ankle in the process.
There can be much more serious
warnings. Dealing with a potentially
hazardous situation or reporting it
immediately might seem to be an
obvious solution, but it can be very
difficult to get everyone to take close
calls seriously.
Aside from complacency, there are
other reasons why people are
reluctant to report them:
• There is no system for doing so.
• Workers believe their supervisors
will hold such reporting against
them.
• Reporting generates additional
work.
• Once reported nothing is done to
address or correct what caused
the close call.
• Close calls are so frequent they
become commonplace and part of
the everyday work life.
• Employees may fear a possible
job loss or be penalized if they are
found to be a contributing factor of
the near miss incident.
• Workers believe being safe in the
workplace includes being lucky.
It is impossible to completely
engineer out all risks. Everyone must
continue to help identify hidden or
unexpected risks and develop ways
to minimize the exposure. Reporting
and investigating close calls is a
critical part of this process.
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4. A serious incident is the best way to correct unsafe situations.
TRUE ____ FALSE ____
5. Which of these are indications of worker complacency:
A. Not always being focused on the task at hand.
B. Following all required safety precautions.
C. Not using all required personal protective equipment.
D. Ignoring close calls.
6. Observing the actions of co-workers can be a good way to
combat complacency.
TRUE ____ FALSE ____

7. Which of these are steps usually taken to maintain a positive
attitude toward safety:
A. Know the hazards of your job and be vigilant for hidden
ones.
B. Do not substitute improper tools.
C. Keep your surroundings free of clutter.
D. All of the above.

8. Does your workplace encourage employees to help promote
and improve safety?
YES ____ NO ____ DON’T KNOW____

ANSWERS: 1. True, 2. Yes, 3. A., 4. False, 5. A. C. and D., 6. True, 7. D.,
8. Your answer
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