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NHS 24 
 
AREA HEALTH and SAFETY COMMITTEE    APPROVED 
   

Minutes of the meeting held on 10th September 2020 
At 2pm via Teams 

 
The Area Health and Safety Committee are asked to approve the Minutes of the 
Meeting held on 3rd March 2020 as an accurate record of discussions. 
 
1.  STANDING ITEMS  
 
1.1 Attendance and Apologies 
 
Members 
Gill McInnes   (GMc)  Head of HR Business Services (Co- 
      chair) 
John Gallagher  (JG)  H&S Representative East Unison  
Fay McNicol   (FMcN) SAS National Safety Officer 
Derek Barron   (DB)  NSS Fire Officer 
Kenny Woods   (KW)   UNISON Representative – Cardonald  
Colin Keys   (CK)  UNISON Representative (Co-chair) 
Janice Houston  (JH)  Associate Director of Nursing 
Elaine Ferguson  (EF)  H&S Lead Clyde 
Graham Teven   (GT)  H&S Lead North  
Diane Scotland  (DS)  H&S Lead East 
Lynne Kane    (LK)  Facilities Manager 
Jacqueline Adam  (JA)   Estates and Facilities Officer 
Julie Marshall  (JM)  Service Support Team Leader (on 
      behalf of KL) 
        
In Attendance 
Lynne Munge   (LM)  Minute taker 
Elaine Whitelaw  (EW)  Service Support Coordinator Cardonald 
 
 
Apologies 
Graham Revie             (GR)  Employee Director 
Fred McCosh  (FMc)  UNISON Representative - Clyde  
Martin MacGregor   (MMac)  RCN Representative (dial in) 
Kenny Lewis   (KL)  H&S Lead HQ/Cardonald 
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1.2 Minutes of the previous meeting 
 

The minutes of the previous meeting held on 3rd March 2020 were approved as 
an accurate record of the meeting.  
 
1.3 Health and Safety Risk Register 

 
There are five open risks on the register.  
 
The first risk is that there is a risk that contact centre infection control will be a 
challenge during the COVID-19 response due to call centre configuration and the 
two metre social distancing recommendation for non-health care settings. The 
score for this risk is sitting at twelve with a target score of eight with the 
mitigation. This risk is sitting with the Director of Nursing and Care. 
 
GMc asked for comments from the Committee and whether it was felt that the 
mitigating action reflects what NHS 24 is doing.  
 
LK confirmed that she was working with GT, JA and the Associate Director of 
Operations looking at the revised guidance that has come out. There is a pre-
assessment checklist that NHS 24 needs to go through. Discovered that NHS 24 
are performing very well but there are definitely areas of improvement that have 
been identified. LK’s personal opinion is that she thinks that the risk should stay 
until the assessment have been concluded for each of the centres. LK and JA will 
be carrying site inspection type things to correlate against the assessment as 
well.  
GMc asked if this should be added into the mitigation. There are a lot of risks 
assessments and guidance and NHS 24 need to make sure that they are 
consistent.  
 
FMcN suggested setting up a sub group to look specifically at the COVID 
guidance. JH suggested rather than set up a new group that FMcN join the 
existing one. This is being managed through the IMT group which meets every 
day and the group LK mentioned is commissioned from there. The group 
assesses the new guidance when it comes in.  
 
It was agreed that FMcN would join the working from IMT and LK will send invite 
to FMcN to next meeting next week.  

Action: LK 
 

JG asked about the wording in mitigation for this risk around utilising a remote 
clinical supervision model for COVID-19 pods and asked if this should be for all 
pods as the risk is to all staff. JH advised that was because there was a different 
training programme though of course it is for all staff and the words can be 
changed. JH will read over and advise.  
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JG raised the point that the mitigation states operating a 1:3 supervision ratio 
rather than 1:5 whereas it is all running on 1:5 ratio. JH to look at the mitigating 
action.  

Action: JH 
LK to add in pre-assessment checklist in the mitigating action. 

Action: LK 
 

The second risk relates to the risk that NHS 24 are not prepared to fully support 
all health and wellbeing needs of staff during a protracted response to COVID-
19. This risk is sitting with the Director of Workforce with staff wellbeing work 
stream in place, IMT framework in place. The score is twelve with a target score 
of four. JH suggested adding into the mitigation the risk assessments completed 
for people returning to work from the shielded group etc.   
 
JG suggested adding in that there is a dedicated line via the Mental Health Hub 
for support and wellbeing. Also access to the territorial boards support 
mechanisms. FMcN suggested adding in about Promise, the NHS website.  
 
The third risk is that there is insufficient estates seating capacity to support 
frontline and HQ staff due to physical distancing measures. LK - the risk still 
remains, NHS 24 are working through that. The lease has been signed off for 
Lumina which will certainly help and also have Lightyear. JH suggested that in 
the mitigation it is included the amount of effort that has gone into seating people. 
JH to provide wording.  

Action: JH 
 

The fourth risk is that NHS 24 will not have appropriate access to staff COVID-19 
testing. The score for this risk is eight with a target score of four. JH – is not 
aware of any member of staff who has been put forward for testing and has not 
been tested. HR have been incredibly responsive to people who have had issues 
with websites and got everyone tested. GMc asked the Committee if they thought 
that score was reflective as the score was quite high, GMc suggested a score of 
two, two. The Committee agreed as there is evidence that everyone is getting 
tested though if it was to deteriorate then the score can be changed.  
 
The final risk is that there is a risk to the health and safety of staff, visitors and 
contractors at the Golden Jubilee National Hospital due to the building work 
being undertaken. The target score for this risk is three with a current score of 
six. EF advised the Committee that there was no big change, phase one of the 
work is almost complete but phase two has started. The building works outside 
have moved from the left-hand side of the building to the right-hand side. The 
same risks and mitigation remain. One accident occurred a few months ago 
which was a slip on uneven ground. Another occurred around two or three weeks 
ago there was a slip on the new ground which is currently with the Golden 
Jubilee to look at the covering that they have on the ground. However there is no 
evidence that the risks have increased.  
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2.  REGULAR UPDATES 
 
2.1 Local Site Updates 
 
East Contact Centre 
 
DS provided the update for the East Contact Centre: 
 

 20th August had a fire evacuation. A smell of smoke in the contact centre. 
The main concern that came out of the evacuation was the lack of social 
distancing. This is something that needs to be discussed further. As well 
as there being no social distancing leaving the building there was also no 
social distancing out with the building in the car park. From a Health and 
Safety perspective there is a need to evacuate the building as quickly as 
possible, it is weighing up the social distancing aspect whilst using 
common sense at the same time. It also came to light that there is a need 
to remind Fire Wardens what they role is in an event of a fire as they have 
been a lot of new staff. This was all fed back. There has been a 
changeover in staff and need to get fire warden training back up and 
running again.  

 Fire extinguisher service has been carried out. Fire tours have 
recommenced within the building with social distancing taken into 
consideration.  

 DSE assessor training carried out last week with DS and two members of 
the East Service Support Team.  

 Seven abusive calls reported since March.  

 Four accidents reported since March – four slip and trips. Two of which 
were by the same member of staff, they took personal responsibility, and 
there were no hazards.  

 Thirty COVID cleans carried out over the past 4 months.  
 
JG – raised concern about the fire evacuation, it wasn’t so much when 
evacuating the building as they need to be out as soon as possible but it was the 
distancing once they were out with the building and then regressing back into the 
building. DS was going to discuss with DB around what his thoughts were on this 
concern. DB suggested that should use the Fire Wardens to enforce the social 
distancing.  
 
CK – useful to put a communication out to staff to remind them that even in the 
case of an evacuation it is expected that they would social distance once outside. 
GMc – where best to communicate this? EF suggested putting it out locally to the 
Fire Wardens, DS displayed guidelines in centre. GMc – can someone draft 
something that would go out to the Fire Wardens which can all be used across 
the piece? EF will pick that up and link in with DS.  

 
FMcN suggested increasing the number of assembly points. DB agreed that this 
could be done, utilise the space that is there though staff have to know where 
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they are and they have to be controlled. JH it has to be local because every site 
is different and every site has a different number of assembly points and asked 
for a line to be included about personal responsibility. Site specific – agreed. 

Action: DS/EF 
JG – a live wire left exposed in the switch room. This was reported directly to DS 
and signage put up to warn staff. DS dealt with it very swiftly. DS completed a 
fuller inspection of the area. LK asked for DS to send her the details so that can 
find out how that arrived.  

Action: DS 
 

 
Clyde Contact Centre 
 
EF provided the update for the Clyde Contact Centre and local sites:  
 

 Thirty-nine facilities related hazards reported since March. All were 
repaired and caused no incidence.  

 In spring there were roughly five reports of insect bites which all attributed 
to warmer weather but no evidence of anything within the actual centre. 

 Two reported accidents – one was a slip at the new eye unit and the 
second a scald to the hand. 

 Thirty-one COVID decontamination cleans carried out. All work stations 
are wiped down regularly, before and after shifts. Antibacterial wipes, 
hand gel are located through the centre, toilets and meeting rooms.  

 Cleaning supplies – currently looking at stock just to make sure that there 
is plenty. Normal suppliers have started to say that not giving as much as 
they normally would. Stocks are however acceptable.  

 Deep cleaning company continues to occur every second week  

 Social distancing is in place throughout the whole site, the appropriate 
signage is up. Currently looking at how to implement a one-way system in 
the contact centre.  

 Breathing Space moved out to another site in April, back due to security 
risk and have been located into the training rooms.  

 DSE mostly from home working, don’t have any internal or local DSEs – 
have thirty-seven. Office furniture and technical equipment has been 
collected from site and sent out to home addresses. There was a longer 
delay in monitors and fourteen outstanding waiting to collect.  

 Fire Assessment has fallen behind, training for Fire Wardens. Trying to 
keeping with Fire tours  

 PAT testing is all up to date 

 Workplace inspections are up to date for Clyde, D&G and Lanarkshire. 
Behind for A&A – have asked for one of the local SCNs to see if they can 
do that for us as struggling to get people out to local sites  

 Healthy working lives and wellbeing – no current planned events, healthy 
breakfasts etc. cancelled due to the pandemic. EF met with PD to see 
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what we can do at this particular time. PD agreed that need to go back to 
HWL people to review the criteria, this needs to be reviewed. 

 Need new occupancy audit, fire risk assessment, fire evacuation process 
and training, equipment still to be looked at. Site not ready for these things 
at the moment. Quick turnaround for new occupancy audit  

 LK – once furniture is in FMcN to come out.  
DB – no drills taken place – Fire Safety action group are recommending that we 
don’t do drills due to COVID-19, records of Fire Risk Assessment satisfied that 
staff are trained. 
 
CK – EF and her team are doing a fantastic job as always and we have re-
introduced local partnership meetings so will be getting regular updates around 
Health & safety.   
 
North Contact Centre 
 
GT provided the update for North Contact Centre and local sites: 
 

• One abusive call reported in May.  
• One accident reported which was a staff member tripping over their own 

feet in the main foyer.  
• In terms of COVID - Three incidents reported in Dundee one of which 

required a deep clean, two in Inverness and three in Aberdeen.  
• Concern raised in Inverness by a member of staff who is concerned about 

the two metre social distancing not being adhered to onsite. This member 
of staff had been shielding and has some concerns about their health. It 
has been raised to local management and health and safety in Inverness. 
At the moment the member of staff has been told to sit elsewhere in the 
area to try and minimise the impact. SAS are advising that they can put in 
a Perspex screen, asked them to try and find a solution. MMcG involved 
from an union perspective happy enough that they can move seats  

• Remote site inspection not been done since late last year. Partly due to 
COVID and partly due to the auditor being on long-term absence. FMcN 
mentioned might try to get SAS involved and do some inspections for in 
the island sites. FMcN debating with infection control colleagues to see if 
can go out to some of the outlying areas hoping to try and combine Health 
& Safety, infection control and NHS 24 audits all at the same time. So just 
sending up one person to do everything. This is still being debated to see 
if this will be allowed.      

 
 
Cardonald Contact Centre 
 
JM provided the update on behalf of KL for the HQ/Cardonald Contact Centre: 

• Thirteen abusive calls reported  
• Two incidents – one was a member of SAS who got hit by the automatic 

doors coming into the contact centre and it ended up being a RIDDOR. It 
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is the second time that this member of staff has been hit by the door. We 
have had ongoing issues with these doors and now we are waiting on a 
new motor because one of the doors is not working. It is constantly getting 
reset – waiting on a new part for it. The second incident someone using an 
unsuitable container in the microwave and it caused it to melt and smoke 
starting to come out of it. Microwave removed. 

• Unplanned Fire evacuation last month. No issue with social distancing, 
happened about 8am so relatively low numbers of staff on site. First floor 
toilet area but nothing was found. Don’t know what’s triggered it.   

• COVID cleans – eight in total in Cardonald for the last quarter.  
• Couple other issues, the usual a couple of broken floor vents. Wasps nest 

at the entrance to the building which had to get dealt with 
• One issue with temperature in the centre during the night it went really 

quite high some work getting down on the controls but seems to have 
resolved itself. 
 
GMc – follow up with potholes. Two members of staff tripped supply 
issues with tarmac, temporary fix was put in that area but have chased it 
up again as there are other areas within the car park that need filled.  

 
   
2.2 H&S (TU) Representatives Updates 
 
Everyone is dealing with ever-changing scenario as things progress and we are 
doing as well as we can. Content that all is being done that can be.  
 
 
2.3 Fire Consultant Update  
 
Not been able to carry out any Fire Risk Assessments and not allowed to do any 
training. Pushing to get out especially from a Fire Risk Assessment point of view 
as think we can get around that a lot easier than we can with training. Happy to 
come out to the sites and will abide by the rules and regulations. 
 
Aware that there is an issue with unwanted fire signals with the NHS across all of 
the boards. Scottish Fire and Rescue looking to make cuts and unless it is a 
confirmed fire then they may not attend. This part of an ongoing consultation and 
will provide an update.  
 
  
2.4 H&S Consultant Update 
 
FMcN updated the Committee on her recent activities during the period: 
 

 Been approving COSHH items/PPE items for use during COVID (Lots of) 

 Been representing NHS 24 and SAS working with the Deputy HR 
Director’s group on writing principles which would ensure that all Health 
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Boards had a common approach to some of the workforce issues arising 
from the pandemic and the current remobilisation of services. Draft sent 
out for approval to HR Directors’  

 Been on conference calls/emails for King Duncan House – issues with 
COVID/social distancing etc. The problem that there is not much space 
between the desk and filing cabinet. Talk of putting a Perspex screen, not 
space to do anything else so that might the last resort.  

 Been on conference calls regarding the cleaning protocols with NSS, LK. 
To make sure that all correct protocols are in place for the COVID cleans.  

 Reviewing guidance on COVID from various sources and giving advice 

 Writing a Draft Risk Assessment 

 Advising on appropriate control measures for new buildings 

 Trying to keep up to date with monthly reports  

 Preparing papers for Area Committee.  

 HR connect – on hold. Met with NSS and HR Business Support around 
suggestions what NHS 24 would like to go on it and will see some 
improvements.  

3. ITEMS FOR APPROVAL 

3.1 Fire Safety Policy and Management Arrangements Policy  

DM confirmed that there had been minor changes to the policy, more terminology 
changes. Fire Safety Officer was updated to Fire Safety Manager as section 
mentions Fire Safety Manager but there was constant reference to Fire Safety 
Officer throughout the policy. Some sections were out of sync and this has been 
updated. DB he was happy with what NHS 24 has in place, no changes to the 
legalisation which need to be put in at the moment.    

JG asked how are NHS 24 ensuring that all staff are undergone training? DB 
advised that he relies on NHS 24’s records. For the fire drill he receive a monthly 
return form from each of the sites confirming the issues and what training has 
been carried out. This confirms if a physical drill has been carried out or whether 
table top exercises, fire tours of the buildings have been done.  

GMc advised that it is down to individual managers that their staff are trained. 
Monthly report goes out to line managers regarding the elearning. It is up to the 
line manager and the staff member to make sure that they complete this. EF 
stated that there was not enough time for the fire tours. 

JH advised that every member of front line staff have a fifteen minute briefing 
before going online. She suggested that some of these briefings could be re 
diverted for safety tours if there are any concerns, no concerns have been raised 
from Service Delivery. Happy if people are concerned to take it up the Head of 
Clinical Services for the centre and they can divert some of the briefings.  

APPROVED 
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4.  ITEMS FOR INFORMATION/DISCUSSION 
 
4.1 COVID-19 High Level Staff Survey Results 
 
The survey was carried out in May time and since then a lot of work has been 
carried out. It might give an insight to whether people are feeling safe within their 
working environment and also at home. Not going to mention site specific as there 
are a couple of site specific results missing for Norseman and Aberdeen but the 
overall findings were ninety-four percent of respondents said that they were aware 
of the social distancing measures that have been put in place. Seventy-nine per 
cent people agreed or neither agreed or disagreed that they feel safe coming to 
work due to the measures in place. With fifty-nine percent saying that they agreed 
and twenty percent neither disagreeing nor agreeing. Twenty-one percent of 
people disagreed. Only sixty-four percent were aware that they could ask for a risk 
assessment. Most people seem to know that they can be tested and that they 
should not attend the workplace if they or other members of their household are 
symptomatic. 
 
JG – the survey was sent to all of the Head of Clinical Services and each site is 
draw up their own action plan. Meetings have taken place in Norseman, started to 
implement a monthly bulletin to allow any key messages to put out around COVID.  
JH confirmed that it was the same across the piece.  
 
JG asked how has it been communicated back to the members of staff who said 
that they didn’t feel safe coming to work to let them know that a risk assessments 
have been completed, that FMcN is working on a generic risk assessment. JH said 
that she thought NHS 24 have communicated pretty effectively, in each of the 
centres with regular information going out about what the organisation is doing, 
how they are keeping people safe. The briefings have been kept about social 
distancing, hand washing, cleaning surfaces every night. They are being done 
deliberately as people forget.   
 
GMc – in context the survey was only open for ten days and so much has been 
done since then. It would be good to reissue it to see what the results would be 
like now.  
 
4.2 Health and Safety Policies & Procedures Calendar  
 
GMc confirmed all policies were up to date now that the Fire Policy have been 
reviewed. No reviews due until February.  
 
4.3 Accident Update 
 
FMcN confirmed that the main cause of accidents continues to be slip, trip, fall. 
FMcN suggested that consider trying a campaign that will be put out sometime in 
October as the accidents reported started around November/December and 
increased in January. To see if the Committee can try and think of something to 
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put out to each of the different centres. FMcN asked if anyone had any ideas for 
posters or regurgitate the ones used in Scottish Ambulance Service or HSE. Then 
will put forward to the Communications team to try and get it out there.  

Action: GMc/FMcN 
Near misses have remained steady. Hazards have increased however there was 
a misunderstanding with Clyde and their figures were not included.  
 
The second highest cause of accident is exposure to hot objects – i.e. hot water 
or urns. No spikes or trends that the Committee should be aware of.  
 
4.4 Audit Action Tracker 
 

 Shetland remote site inspection out of date due to absence of auditor, 
looking at what can be done. It may or may not happen this side of the 
year. 

 Records of fire alarm tests/equipment checks are documented – landlord 
responsibility, struggling sometimes to get information from NHS 
Grampian. This has now been completed. 

 BTS used for storage so this will stay on. Once that changes it will be 
removed.  

 Risk assessments in old format, this has now been resolved. 

 Action around local health and safety meetings taking place and staff 
being able to access the minutes has been left on.  

 
 4.5 Learning & Development Update  
 
 GMc confirmed that still sitting around seventy to seventy-five percent completion 

rate for each of the health and safety modules. As of August sitting at seventy-
five percent for Fire Safety, seventy-four percent for Health & Safety Awareness 
and seventy-one percent for Officer Ergonomics.  

 
 There is a big push around mandatory learning to be completed to one hundred 

percent by the organisation. Going forward in terms of manager dashboards can 
see where their teams are at in terms of the mandatory learning modules. 

  
 4.6 Health Working Lives Gold Award and Wellbeing Group Update  
 
 Need to make sure that it is reflective of the current climate in the terms of the 

indicators. 
 

 4.6 Action Log 
 
Not a lot of progression of the action log in the past few months, happy to work 
with FMcN around just closing off some of these actions and adding on any news 
actions that have been discussed today unless anyone had any specific ones that 
they wanted to mention.  
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JG – close action 535 around infection control. NHS 24 have stepped up infection 
control procedures and made them very much clear over the last few months with 
some good communication. Think that it can be closed. Issues raised are dealt 
with as part of Once for Scotland.  
 
GMc – a few more that can be closed. Will bring it back with what can be closed 
and what is still open.  
 
5. ANY OTHER BUSINESS 
 

5.1 Generic Risk Assessment for COVID 19 
 
GMc very conscious as an organisation it doesn’t have a generic risk assessment 
for COVID. Draft issued for comment. GMc asked the Committee for everyone to 
have a look at this and feedback and approval will be obtained virtually. This needs 
to be a priority for the Committee to have a signed off, agreed risk assessment for 
COVID. 
 
JH asked for Joan Main to be the main service delivery contact.  
 
The Committee agreed that comments to be sent back to FMcN by 18th 
September. Joan Main to be copied in. 

Action: All 
5.2 Control Measures Document 
 
GMc – need visibility of this document, control measures that each of the sites 
have put in place to mitigate and should be a document that is developed as we 
move along. It is dated the 1st of July 2020, not sure if it has been added to since 
that date it is not clear versions. As a Committee need sight of what the control 
measures are for each centre and need to publish that. 
 
EF confirmed that she had updated on 7th September and suggested that it is 
updated monthly and put on the intranet. DS also confirmed that she had amended 
it but not put the date on it.  
 
The Committee agreed that they were happy for the document to put on the 
intranet and update it on a monthly basis so it is visible for staff and for people to 
make comment on it.  
 
GMc - FMcN alluded that there are a lot of documents that flood in, from HRD’s, 
HSE guidance, need to somehow bring it all in together to decide what each of the 
sites are doing in a more cohesive manner, to make sure using the right risk 
assessments. FMcN will join already existing group to look at all of these 
publications and make sure not missing anything. Will add on public bodies 
information that talks about generic risk assessments specifically for contact 
centres.  
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JH agreed for FMcN to be invited to join this group. 
Action: FMcN/JH 

 
5. DATE, TIME & LOCATION OF NEXT MEETING 
 

The next meeting is 2pm on Tuesday 1st December 2020 via Teams.  


