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Truyén théng vé An toan trong Té chirc
Organisation Communications on Safety

Truyén théng vé& co ban la 'thong diép' cé thé dwoc viét, bang Idi néi hodc khong
bang I&i néi. TAt ca tin nhan can phai dwoc tao, givi va sau d6 nhan. Cac van dé vé
con ngwdi hodc ky thuat & bat ky giai doan nao cé thé cé nghia la ngwdi nhan tin
nhén dw kién khong thuwe hién dwoc hanh dong ding dén. Chat lwong truyén thong
anh hwdng va phan anh van hoa an toan ctia cong ty.

Communications are basically ‘messages’ which can be written, verbal or non-verbal. All
messages need to be created, sent and then received. Human or technical problems at any
of these stages may mean that the intended receiver of the message fails to take the right
action. The quality of communications influences and reflects the company’s safety culture.

Céc cong ty st dung nhiéu loai truyén théng khac nhau cho nhiéu muc dich khac
nhau, mét s6 vi du dwoc liét ké dwdi day. Céac théng diép quan trong thueng dwoc
truy&n dat theo nhiéu cach dé cting ¢ va nhéc nhé vé ndi dung.

Companies use many different types of communications for a variety of purposes, some examples are listed below. Important
messages are often communicated in several ways to re-enforce and remind of the content.

Truyén théng chung vé an toan, vi du: Théng bao, bién canh bao, ap phich, ban ghi nhé&, ct chi, tin hiéu bang
tay, nguwoi quan ly hodc ngwoi giam sat thwe hién néi chuyén an toan tai noi lam viéc, quan sat viéc tuan tha cac
quy t&c an toan (Ianh dao rd rang);

General safety communications, e.g.: Notices, warning signs, posters, memos, gestures, hand signals, manager or
supervisor leading structured safety talks in the workplace, observed compliance with safety rules (visible leadership);

Truyén théng an toan cu thé: truyén va nhan théng tin nhw bai hoc kinh nghiém; truyén dat vé cac hanh dong
dwoc thye hién sau tai nan, kiém tra va danh gia rui ro; trach nhiém trong ban mé ta cong viéc; bién bao va tin
hiéu an toan. Bao gdbm cac huéng dan/dao tao an toan quan trong va cac ké hoach khan cap trong do viéc xac
nhan sy hiéu biét 1a bat budc.

Specific safety communications: to pass on and to receive information such as lessons learned; communication of actions
taken after accidents, audits and risk assessments; responsibilities in job descriptions; safety signage and signals. Includes
important safety instructions/training and emergency plans where confirmation of understanding is mandatory.

Cac cudc hop vé an toan, hd so clia cac cudc hop dé va cach ching dwoc phan phbi
Safety meetings, the records of those meetings and how they are distributed.

Truyén théng danh riéng cho céng viéc: vi du bao gdm céc cudc hop giao ban cong viéc, 'néi chuyén toolbox'
va cac huéng dan hodc quy trinh bang van ban véi théng tin tap trung vao cac médi nguy trong cdng viéc va cac
bién phap phong ngtra an toan can thiét. Cac thao luan trong nhém va gira cac nhém (vi du: gitra cac thanh vién
trong nhém lam cung mét céng viéc; gitba cac nhdm van hanh va bao tri, khi ban giao cong viéc tlr ca nay sang
ca khéac). Cac cudc hop giao ban trudc khi thuwe hién cdng viéc c6 tinh chat khdng thwdng xuyén, 1a mét phan cla
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viéc cap gidy phép lam viéc an toan hoac gidy phép vao khdng gian han ché.

Job-specific communications: examples include job briefings, toolbox talks’ and written instructions or procedures with
information focussed on job hazards and safety precautions needed. Discussions within teams and between teams (e.g.
between team members working on the same job; between operations and maintenance teams, when handing over work from
one shift to another). Job briefings before non-routine work is carried out, as part of the issue of safe work permits or confined
space entry permits.

Truyén théng khéng chinh thire: vi du bao gdm cac cudc thao luan va tuong tac chung gitka nhan vién, nguoi
giam sat va ngwoi quan ly, trong dé bao gom cac van de an toan, thao luan vé cac quy tac va hanh vi ciru ho,
hanh vi Ianh dao, thai do nhan thirc clia ngwoi giam sat va lanh dao.
Informal communications: examples include general discussions and interactions
between employees, supervisors and managers, where these include safety issues,
discussions about life saving rules and behaviours, leadership behaviours, perceived
attitudes of supervisors and leaders.

Théng tin khan cép: vi du bao gdm canh bao vé& khi hodc héa hoan, tin
nhan t&r Pia chi Céng cong (PA), cudc hop giao ban cia nhédm, tuyén b cla
truyén thong.

Emergency information: examples include gas or fire alarms, Public Address (PA)
messages, team briefings, media statements.

Hwong dan quan trong vé an toan: hudng dan khan cép la can thiét khi
ngwoi glri can sw xac nhan rang hanh déng da dwgc hoan thanh hoac dwoc
nhan biét vé b4t ky van dé nao. Vi du bao gom lién lac vé&i cac dich vu khan
cép, lién lac gitra ngwoi lai cAu va ngudi giam sat ciu (xem hinh).
Safety-critical Instructions: urgent instructions where it is essential that sender
needs confirmation that action has been completed or is made aware of any issue.
Examples includes communication with emergency services, communication
between crane driver and banksman (see picture).

Sw thanh céng hay hiéu qua cta bat ky hoat déng truyén théng nao
déu phu thudc vao viéc liéu ngwei nhan dw kién cé thwe hién hanh
déong mong muédn hay khéng.

The success or effectiveness of any communication depends on whether the
intended recipient undertakes the desired action.

Tim hiéu thém vé truyén thong vé an toan

Learning more about communications on safety.

Néu cau tra I&i cho bat ky cau héi nao dwéi day la ‘khéng’ thi ban can hanh déng

If the answer to any of the questions below is ‘no’, then you need to take action

Nguwoi lao déng c6 tich cwe tham gia vao cac hoat déng truyén théng nhw déi thoai va tham
vén thay vi chi la nguei tiép nhan théng tin thu dong khong?

Is the workforce actively involved in communications such as by dialogue and consultation rather than
being just passive receivers of information?

Céc kénh théng tin ma moi ngudi nén néu lén mdi quan ngai vé an toan véi ban quan Iy cé

dworc hiéu rd, st dung va cé nhan dwoc phan hdi phu hop khong? 0
Are the communication channels by which people should raise safety concerns with management clearly

understood, used, and is appropriate feedback received?

C6 co céu xac dinh cho viéc sap xép ban giao ca khéng?
Is there a defined structure for shift handover arrangements?

Nhan vién va nha thau cé biét khi ndo va bang cach nao ho nén bao cao nhitng lo ngai vé an
4.  toan khong? [l
Do employees and contractors know when and how they should report safety concerns?

5. Nhan vién cé hiéu ho c6 thé 14y théng tin an toan quan trong & dau khéng? ]
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Do employees understand where they can obtain key safety information?

Viéc trao dbi thong tin thanh cong vé cac khia canh quan trong ctia cac quy trinh quan trong
6. co dwoc dam bao khong? [l
Is the successful communication of key aspects of critical procedures assured?

C6 hé thdng quan ly nao dé truyén dat nhirng thay dbi trong thwc tién va bai hoc sau sw cd
7. khong? Ll
Is there a management system to communicate changes in practice and lessons following an incident?

C6 bang chirng nao cho thdy cac nhan vién va nha thau bi &nh hwéng hiéu dwoc nhirng thay
déi trong thuc tién do sw cb gay ra khéng? O
Is there evidence that changes to practices, as a result of an incident, are understood by affected
employees and contractors?

Cong ty da trién khai cac cach dé truyén dat thoéng tin vé mdi nguy hiém chinh cé lién quan téi
nhan vién c6 dinh va tam thdi, nha thau, khach va hang xém va giam sat hiéu qua cta nhirng

9. théng tin d6 chwa? n
Has the company implemented ways to communicate relevant major hazard information to permanent
and temporary employees, contractors, visitors and neighbours and to monitor the effectiveness of those
communications?

Cac phwong phap truyén théng da dwoc xem xét khi xac dinh co' ciu lanh dao trong trwdng
hop khan cép va kinh doanh théng thwéng chwa? 0

10.
Have communication methods been considered in defining the leadership structure during emergencies
and normal business?
C6 quy trinh nao dé& dam béo rang nhirng stra dbi, thay déi vé quy trinh, tha tuc, hé thdng va
11 t6 chirc dwoc truyén dat téi tAt ca nhan vién va nha thau c6 lién quan khéng? 0

Is there a process to ensure that modifications, changes to processes, procedures, systems and
organisation are communicated to all relevant employees and contractors?

Nhan vién c6 thé mé ta nhivng tac dong an toan lién quan dén vai trd cta ho, vé bat ky thay
12.  d6i nao gan day dbi véi nha may khong? O
Can employees describe the safety implications relevant to their role, of any recent changes to the plant?

C6 quy trinh nao dé xem xét cac 16 trinh lién lac sau khi thay ddi nha may/té chirc khong? O
Is there a process to review the communications routes following plant /organisational change?

13.

Cai gi c6 thé sai s6t? / What can go wrong?

Truyén théng khong hiéu qua hoac khong dang tin cay co thé xuat phat tir nhiéu van dé
khac nhau, bao gom:
Ineffective or unreliable communications can result from a variety of problems including:

e Thiéu théng tin
Missing information;
e Thong tin khdéng can thiét
Unnecessary information;
e Thong tin khdng chinh xac
Inaccurate information;
e Chét lwong théng tin kém hodc khoéng 6n dinh;
Poor or variable quality of information;
e Hiéulam
Misunderstandings;




Chung ta c6 thé lam gi? / What can we do about it?

Hiéu vé
truyén thong
Understanding
communication

Ngw&i quan ly
c6 thé lam gi?
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e Léidich thuat, va
Translation errors, and

e khong thé chuyén tiép thong tin qua cac ca lién tiép.
Failing to carry forward information over successive shifts.

Phan I&n yéu t6 con nguwdi 1a vé truyén thong. Ré rang rang viéc truyén théng chinh xac
va kip thoi 1a rat quan trong dé ddm bao an toan va hiéu qua trong cong viéc. Dé thuc
hién ding mét nhiém vu, bat ky ai ciing can c6 dwoc kién thirc, dao tao va hiéu biét ding
dan.

Much of human factors is about communication. It is clear that accurate and timely communications
are important for safety and efficiency in work. In order to perform a task properly anyone needs
to have acquired the correct knowledge, training and understanding.

Mét phan ctia qua trinh lwa chon nhan sy la cudc phéng van trong d6 cac ky nang va
kinh nghiém hién c6 sé duoc thao luén. Bay la mot qua trinh giao tiép kham pha nhirng
ky nang va kién thi’c ma nhéan vién va nha thau tiém nang da cé.

Part of the process of selecting personnel is an interview in which existing skills and experience
will be discussed. This is a communication process exploring the skills and knowledge that
potential employees and contractors already have.

Dao tao 1a mét hinh thirc truyén théng. DAu tién, né lién quan dén viéc tim hiéu nhirng
gi can dao tao, sau d6 chuyén théng tin méi dén nhan vién dé cai thién ky nang va kién
thirc cla ho.

Training is a form of communication. First, it involves finding out what training is required, then
passing new information to personnel to improve their skills and knowledge.

Khi cong viéc bat dau, cac van dé cu thé vé tirng cong viéc phai dwoc mé ta trong cac
cudc thao luan toolbox va trong cac quy trinh dwoc s& dung. Ca hai déu nén nhan manh
dén van dé strc khde va an toan.

When work starts, specific issues about each job should be described in tool-box talks and in the
procedures used. Both should emphasise health and safety issues.

Cac cudc thdo luan trudc khi lam viéc xac dinh cac hoat déng chéng chéo va tac dong
an toan cé thé xay ra dbi véi nhirng nguwdi khac & gan dé déc biét quan trong trén cac
cong treong xay dwng. Tai noi lam viéc, man hinh, bang hiéu va nhan truyén dat théng
tin thwc té va an toan.

Pre-job discussions identifying overlapping activities and the possible safety effect on others
nearby are especially important on construction sites.In the workplace, displays, signs and labels
communicate factual and safety information.

Ngay nay, hiu hét moi nguoi sé can st dung mot sb6 nén tang cong nghé, vi du dién
thoai (thdbng minh), lién lac thoai/video qua internet, cac cuéc hop qua mang, e-mail,
radio ho&c hé thdng lién lac ndi bo, dé lién lac véi ngudi khac. Mbi cai déu cé nhivng wu
diém va van dé cu thé.

Nowadays most people will need to use several technology platforms, i.e. (smart-) phones, internet
voice/video communications, net-meetings, e-mail, radios or intercoms, to contact others. Each
have specific advantages and issues.

Nhirng lo ngai vé an toan phat sinh tai noi lam viéc sé can phai dwoc truyén dat théng
qua hé thong bao cao.
Safety concerns arising in the workplace will need to be communicated via a reporting system.

Tat ca déu la van dé truyén théng: ching ciing 1a van dé yéu té con nquoi.
All of these are communication issues: they are also human factors issues.

Ban quan ly cAn cung cp dd ngudn lwc dé tat ca cac loai truyén thong vé an toan cé thé
duwoc thwe hién mét cach hiéu qua.

Management should provide adequate resources to that all kinds of safety communications can be
delivered effectively.

Khi cé bang chirng cho thay cac théng diép chinh khéng dwoc tiép nhan, hiéu hodc hanh
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What can dong theo thi cong ty nén diéu tra va giai quyét moi rao can da dwoc xac dinh déi voi
Managers do vi?c truyén thong hiéu qua. Hay nhé rang thong diép can ehéi duwoc tao tot, giri — dén
doi twong muc tiéu, théng qua phwong phap phu hop, truyén tai chinh xac — va sau dé
duwoc nhan chinh xac vao dung thoi diém.
Where there is evidence that key messages are not being received, understood or acted upon,
then the company should investigate and address any identified barriers to effective
communication. Remember that messages need to be created well, sent — to the target audience,
via appropriate method, transmitted accurately - and then received correctly at the right time.

about it?

DPé lam dwoc diéu nay, ban quan ly phai thwong xuyén xem xét cac chién lwoc truyén
thong va thwe hién cac phwong phap danh gia hiéu qua ciia cac hoat ddng truyén thong
quan trong vé an toan.

To do this management must regularly review communication strategies and implement methods
to evaluate effectiveness of key safety communications

Ngu®i quén ly phai dam bao rang:
Managers should ensure that:

e Nguwoiquan ly va ngwdi giam sat thuwdng xuyén thao luan truc tiép vé van dé an
toan v&i nhan vién
Managers and supervisors regularly discuss safety with employees face to face

e Théng tin chinh thirc vé an toan: ap phich, bai néi chuyén va thuyét trinh, ban
tin, ban ghi nh¢, e-mail, v.v. la:
Formal safety information: posters, talks and presentations, newsletters, memos, e-mails,
etc are:

o Rérang va dé hiéu
clear and easy to understand
o ngan gon va dung trong tam
short and to-the-point
o dwogc cap nhat thwong xuyén
regularly updated.
e Cac nhiém vu duoc 1én ké hoach dé co du thoi gian cho viéc trao dbi thong tin
vé cong viéc cu thé.
Tasks are scheduled so that there is adequate time for job-specific communications.

e Cac chuyén gia truy&n théng tham gia vao cac hoat déng truyén théng an toan
c6 tinh quan trong hodac rong rai
Communications specialists are engaged for widespread or important safety
communications

e Thiét bj lién lac — chang han nhu radio, hé théng lién lac néi bg, PA, dién thoai
(théng minh), email va nén tdng hop mang — phu hgp véi muc dich str dung.
Communications equipment — such as radios, intercoms, PA, (smart-)phones, email &
net-meeting platforms — are fit for purpose.

e Hé théng lién lac hiéu qua luén san sang dé st dung trong nhirng tinh huéng
bt thweng nhuw didu kién thoi tiét x4u hodc trong trwérng hop khan cép.
Systems of effective communication are available for use in unusual situations such as
bad weather conditions or during emergencies.

« Tiéng 6n qua mirc & noi lam viéc khong can tré viéc truyén thong bang giong
noéi cac théng tin quan trong hoac bao déng bang am thanh.
Excessive background noise in the workplace does not interfere with critical voice
communications or audible alarms.

e Co6 hé thdng dé kiém tra xem thong tin quan trong vé an toan da dwoc tiép nhan
va hiéu chua. (vi du: str dung tinh nang Iap lai, xac nhan hoac ghi chu trong nhat
ky ca lam viéc)

Systems are in place to check that safety-critical information has been received and
understood. (e.g. using repeat-back, confirmation or note in shift logbook)




Ban giao ca
Shift handovers
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C6 s tap trung cu thé vao viéc trao ddi thong tin hiéu qua vé cac khia canh an
toan khi ban giao ca.
There is a specific focus on effective communication of safety aspects at shift handover.

Hé thdng lién lac hiéu qua san c6 dé sir dung trong nhirng tinh hudng bt thwong
hoéc trwérng hop khan cép.

Systems of effective communication are available for use in unusual situations or
emergencies.

Céac nhom khac nhau — chéng han nhu hoat ddng va béo tri, nhan vién va nha
thau — truyén thong tét véi nhau. Nguwdi quan Iy nén néi chuyén véi cac nhom
khac nhau nay mét cach thuwéng xuyén dé kiém tra sy hiéu biét cta ho.
Different groups — such as operations and maintenance, employees and contractors, —
communicate well with each other. A manager should talk to these different groups on a
regular basis to check their understanding.

Nhan vién hiéu nhu cau lién lac cla tat cd cac nhiém vu ma ho duoc yéu cau
thwee hién - du la hoat dong binh thwdng, nhiém vu khong thwong xuyén, bao tri,
chan doan I6i hay nhiém vu khan cp.

Employees understand the communication needs of all tasks they are required to perform
- whether normal operations, non-routine tasks, maintenance, fault diagnosis or
emergency tasks.

Nhan vién thuwdng xuyén dugc dao tao va danh gia vé cac khia canh quan trong
cua truyen théng an toan (vi du: thuat nglr dwoc sir dung; tin hiéu tay, cach s
dung thiét bj lién lac va thdng tin trén may tinh)

Employees are regularly trained and assessed in key aspects of safety communications
(e.g. terminology used; hand signals, how to use communication equipment and computer
based information)

Nhan vién c6 thé lién hé véi ngudi glam sat hodc quan ly bat c ltc nao (chinh
sach 'mé clra') va cé phuwong tién dé bao cdo van dé ciing nhw nhan phan hoi

kip thoi
Employees are able to contact supervisors or managers at any time (‘open door’ policy)
and have the means to report problems and receive feedback in good time

Nhan vién thdy nguoi quan ly va gidm sat tai co s& thé hién cam két clia ho vé
chat lwvgng va an toan cong viéc.

Employees see managers and supervisors on site demonstrating their commitment to
work quality and safety.

Ban quan ly phai ddm bao rang:
Management should ensure that:

Néu co thé, cac nhiém vu duoc 1én ké hoach hoan thanh trong mét ca dé khong
can ban giao

Where possible, tasks are scheduled to be completed within a shift so that there is no
need for handover

Co6 cac quy trinh r6 rang hoac hudng da&n béng van ban mo ta cac thong tin
chinh can trao ddi va cach thuc hién viéc nay (vi du: truyén miéng, bang van
ban, st dung hé théng may tinh, v.v.)

Clear procedures or written guidance are in place describing the key information to be
exchanged and how this should be done (e.g. word of mouth, in writing, use of computer
systems etc.)

Viéc ban giao dwoc thuc hién truc tiép bét ctv khi nao c6 thé cho phép cac doi
dat cau hai lan nhau
Handovers are face-to-face wherever possible allowing crews to question each other

Sé&p xép thoi gian ban giao dé trwdng ca khong bi phan tam béi &p lwc thdi gian
Time is scheduled for handovers, so that shift leaders are not distracted by time pressure




Cai thién ve
truyén thong
Improving
Communication
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Th tuc ban giao co tinh dén cac giai doan rdi ro cao hon, vi du: khi 6 nhiéu
giay phép lam viéc dwoc cap, trong cac chién dich bao tri kéo dai, sau mét thoi
gian dai nhan sy vang mét.

Handover procedures take into account higher risk periods, e.g. when there are many
work permits issued, during lengthy maintenance campaigns, after long periods of
personnel absence.

Tha tuc ban giao c6 tinh dén cac giai doan ma hé théng an toan c6 thé bj vo hiéu
héa, vi du: Khéi dong nha may hoat dong lién tuc, trong thei gian bao tri dot xuét
Handover procedures take into account periods when safety systems may be overridden,
e.g. start-up of continuously operating plant, during unscheduled maintenance

Nhan vién cé du nang lyc va ty tin trong qua trinh ban giao
Employees are competent and confident in the handover process

Tién hanh giam sat va kiém tra thwéng xuyén va ky luéng vé hiéu qua cla viéc
ban giao ca

Regular and thorough monitoring and auditing of the effectiveness of shift handovers is
conducted

Nhan vién tién hanh ban giao sé tham gia vao viéc xem xét va cai tién quan trong
cac hoat ddng ban giao ca nay

Employees who conduct handovers are engaged in the critical review and improvement
of these shift handover practices

Théng tin vé cac sy ¢b, tai nan do van dé ban giao ca duwoc cac nhan vién trong
cachay.

Information from incidents and accidents due to shift handover problems are brought to
the attention of employees on shift.

Mbét s6 buéc don gidn co thé cai thién kha ndng truyén théng tai noi lam viéc:
A number of simple steps can improve communications in the workplace:

Xac dinh can than nhirng théng tin quan trong nao can dwoc truyén dat;
Carefully specify what key information needs to be communicated,;

Loai bd viéc truyén tai thong tin khong can thiét;
Eliminate the transmission of unnecessary information;

S dung céac cong cu hd trg (chdng han nhw nhat ky, anh chup man hinh, anh
chup, man hinh may tinh) dwa trén nhu ciu théng tin chinh dé giup truyén dat
chinh xac;

Use aids (such as logs, screenshots, photographs, computer displays) based on the key
information needs to help accurate communication;

Hwdng toi viéc 1ap lai thong tin chinh bé‘ng cach str dung cac kénh lién lac khac
nhau, vi dy: truyén dat bang van ban, bang I&i noi va phi ngon ngi¥;

Aim to repeat the key information using different communication channels, e.g. use
written, verbal and non-verbal communication;

Danh du théi gian cho viéc truyén dat, dac biét khi ban giao ca;
Allow sufficient time for communication, particularly at shift handover;

Khuyén khich giao tiép hai chiéu dé ca ngwoi giri va ngwdi nhan théng tin déu
chiu trach nhiém vé viéc lién lac chinh xac;

Encourage two-way communication so that both the sender and recipient of information
taking responsibility for accurate communication;

Khuyén khich cac yéu cau vé viéc xac nhan, l1am rd va I&p lai;
Encourage requests for confirmation, clarification and repetition;

Khuyén khich truyén dat truc tiép bat civ khi nao co thé; Iwu y rang video c6 thé
hiru ich néu khong thé gdp mat truc tlep, truyén dat bang giong ndi qua dién
thoai, radio hodc internet thuwéng hiéu qua hon so véi nhan tin bang van ban.
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Encourage face-to-face communication wherever feasible; recognize that video can help
if in person face to face is not possible; voice communication by phone, radio or internet
is often more effective than written messaging.

e Phat trién k§ ndng truyén thdng clia tat ca nhan vién trén tat ca cac phwong tién
lién quan; Va
Develop the communication skills of all employees in all relevant media; and

e Chia sé cac phwong phap hay nhéat dé giao tiép hiéu qua va an toan.
Share best practices for effective and safe communication.
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