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Atthe end of this module, the trainee will be able to:

1. Comprehend various delivery models used in the |T/software products development industry
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At the end of this unit, the trainee will be able to:

1. Discuss the relevance of the IT-1TeS sector
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At the end of this unit, the trainee will be able to:

1. Identify the career path of a Technical Support Executive- Voice
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At the end of this unit, the trainee will be able to:

1. Identifythe various segments in voice technical customer service, tools, and techniques

2. ldentify the nature and range of queries related to technical aspects including
networking/connectivity, operating system/ software, installation/configuration, etc
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Atthe end of this module, the trainee will be able to:

1. Categorize queries accurately using a guery management tool

2. Design methods of proper query resolution within their area of competence or authority in line with
standard guidelines and service level agreements (SLAs)
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Atthe end of this unit, the trainee will be able to:
1. Identify different software needed for query management and tracking
2. Refertoexperts/trainers for solutions to queries, where available

3. Discuss with supervisor or quality assurance team, where necessary to find solution for a specific
query
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Atthe end of this module, the trainee will be able to:
1.

Identify the correct alternative salution from customer relationship management (CRM) tools and
systems

2. Examine the purpose of different questioning techniques for understanding customer queries
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At the end of this module, the trainee will be able to:

1. Define the scope of work

2. Demonstrate effective wark planning principles

3. Recognize the impaortance of using time and resources effectively
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Atthe end of this unit, the trainee will be able to:
1. Discusstherole, responsibilities, and limits of the responsibilities
. Discuss theimportance of gathering detailed work requirements and prioritizing work areas

2
3. Identify commonly made mistakes in the prioritized work areas
4

. Explaintheimportance of completing work accurately
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Methods Adopted to Gather Requirements and Analyse

While working as Web Developer oran entry level employee:

= QOrganize, planand prioritize the work order and jobs received

= Conductand organize technical assignments in optimal manner

s Plantoutilize ime and equipment efficiently

= Concentrate on tasks and finish them within time limits

= Assistinrecord keeping and proper documentation

= Workonthe completed project based on the feedback received

= Askforhelpfrom domain experts and seniorsifissues arise during work

= QOrganize and plan own work in a way that all the tasks are completed on time and as per
specifications

= Organize work as per job specifications

= QOrganize and plan maintenance and cleaning activities

Requirements of Decision Making

Decisions at workplace must be taken swiftly, based on the best researches, prior experience and data
gathered from relevant field experiences. Such data provide 'Evidence’ and help a person in making
suitable decisions.

The requirements of efficient decision making process are given below:

One must have adequate yet controlled access to accurate and consistent data.

One must stick to appropriate processes in analysing data. For example, data analysis based on the
set parameters of the organization. Ensure the reliability of the source of the data.

One must take decisions swiftly, based on the analysis of collected data.

Apart from analysing the researched data, one must rely on practical experiences while taking
decisions

The role and responsibilities of Web Developer include the following:

Ability to troubleshoot everyday issues

Analyse critical points in daily tasks through observation and experience and identify control
measures to solve the issue. For example, if you are working on a particular domain on a regular
basis, know the weaknesses and strengths of the point. Thorough knowledge helps to solve issues
quickly.

Find smart waysto finisha job

Decide whether to accept or reject particular process flow (technical aspects) based on quality
parameters. For example, if process A s fit to achieve a specific goal, it does not mean that process A
should be followed in every case. Consider varied processes to accomplish different goals.

Take decisions of one's own roles and responsibilities
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Keepimmediate work area clean and tidy

Keeping one's work area tidy and clean carries the following benefits:

= Avoiding accidents at the work area and the corresponding injuries and damages
* Lesseningan employee’s exposure to Occupational Hazards

*  Permitting easy flow of materials

* Enhancing productivity at work

* Enhancing the employee’s control on the various tools and equipment

The work area can be kept tidy and clean in the following manner:

Keepwork area in a tidy and organized state

Clear Clutter and Spills: Clearing clutter and spills helps prevent Slips, Trips and Falls
Control Dustand Debris: Getrid of the debris every day to avoid untidy workstation.

Store tools and equipment appropriately in their designated storage locations: CD/DVDs
should be kept in the correct place. Similarly, for any other device like pen drive, which is used
daily totest/ stare works, the same step should be taken.

Abide By A Written Set Of Guidelines: Keeping one's workstation/desk clean, tidy and
organised, one must follow the SOPs (Standard Operating Procedures)

Store and maintain Personal Protective Equipment appropriately: Anti-glare spectacles,
earmuffs are important for Web Developer . Anti-glare goggles help reduce the stress of looking
at the screen for along time. Ear muffs negate the noise.

Keepwork area safe

Promoting the practice of looking out for signs like “Wet Floor” or "Cleaning under Progress”
Promoting the practice of reading Directions of Use and M5DS sheet before using any chemical

Reporting each incident of spill {oil, grease, chemical, etc.) to the housekeeping staff with
immediate effect

Avoiding Fire and Electrical Hazards

Avoiding storage of heavy objects at high and elevated areas

Treat confidential information correctly

As a Web Developer , one works in projects with confidential information. Even in the SLAs, upholding
confidentiality is a major clause and the violation of the same leads to termination.

Every client wants to see that certain information is kept confidential. Information leaks can cause a
huge loss and thus, Web Developer must be cautious while working. To prevent information leaks which
may be implied as security breach, one must install anti-spam, anti-spyware and anti-phishing tools.

Tounderstand how to treat confidential information,




*  Maintainthatall the new employees accept and sign the Confidentiality Agreement

. Recognising the relevant organisational confidential information and details must be taken into
consideration. These may beinthe form of:

= Verbally disclosed information
= Written information
= Slidesand Handouts
= Visual information
= E-mail and file documents
= Carefully reviewing the NDAs from 3rd Parties
Work in line with organization's policies and procedures and Work within the limits of job role

Abiding by compliance is a must. Additionally, the company or brand image also gets affected due to
work accuracy. A meticulous work helps in the development of company image as well as the ethical
views in front of the professional community.

The new joinees will never understand the importance of submitting precise work if they are unaware
what the expected benchmarks are. 5o, itis important that trainers of the particular company lay down
the objectives to the Web Developer. One of the best ways to do so is to take the help of “SMART”

S — Specific
M — Measurable
A — Achievable
R — Relevant
T-Timely

1.  S-Specific. It stresses on specifying a specific goal rather than a general one. A specific goal will
usually answer the "Why", "What", "Who", "Which" and "Where" questions. While carrying on
with the daily responsibilities, the Attendant must take care and abide by these 5 questions, to
remain clear about his/her goals and if, they are aligned towards the interests of the organisation.
The operator should not only waork to achieve success for oneself, but also for the betterment of
the organization asawhole.

2. M - Measurable. It stresses on measuring the progress towards the attainment of goal. A
measurable goal usually answers the "How many?" and "How much?" questions. Whatever
activities the operator should perform daily, his/her achievements must be expressed in volume,
workload or quantity. This should be reported to the immediate supervisor or the Line Manager,
who would be appraising the Attendant at the end of the year. A Daily Work Report (DWR) should
be maintained and emailed to the supervisor daily.

3. A - Accurate & Attainable. Achieving all predefined metrics and abiding by the Service Level
Agreements (SLAs). Every task should be error-free.

4. R -Relevant and Reporting Real-time. All activities and achievements, relevant to the job role,
should be reported to the Line Manager, as and when accomplished.




5. T-Timely & Target-oriented. Activities should be prioritized according to long term and short
term goals. Short term goals should be divided into small, achievable, measurable and time-
bound steps. This, in turn, would induce a sense of urgency, promptness and ownership towards
one's duties.
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State whether the following statements are CORRECT or INCORRECT:

1.  Aprojectoratask which is both important and urgent is basically deadline driven.  []
2. Theenddateorthe deadline of a project is designed on the basis of certain rough calculations. []

3.  Properengagement and open communication amongst employees make the working processina
company more effective. []

4. Sharing of information or updating the section which you are working with your team members
will helpthem geta betteridea of your progress,  []

Answer the following questions:

1. Howshould one obtain guidance from seniors or supervisors?

2. Whatare the benefits of time management?

3. Write ashort note onthe “Triple Constraint Triangle”.
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At the end of this module, the trainee will be able to:
1. Explain the methods and mechanisms for effective communication

2. Explain the importance of effective collaboration in the workplace
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At the end of this unit, the trainee will be able to:

1. Explainthe principles of clear communication
2. Outline the importance of being a good listener and adhering to the commitments
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At the end of this unit, the trainee will be able to:
1. ldentify challenges and pain points related to working distribution while workinginateam

2. Explainthe importance of distributing and sharing workloads
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Fillinthe blanks
1

2
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4,
5
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Communication allows us to understand the problems that our colleagues are

facing.

In case of IT companies, plays instrumental role in generating revenue.
Seeking and following up for is another way to improve the quality of work.
A Problem can be defined as a difficult or situation.

The employees can share the information through secure

Answerthe following questions:

1. Whyisitimportant to know the process of communication with clients?

2. HowcanaWeb Developer improve his/ her performance based on review?
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At the end of this module, the trainee will be able to:

1. Describe how to maintain a healthy, safe, and secure environment at the workplace
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Atthe end of this unit, the trainee will be able to:

1. Discuss the importance of complying with organizational health, safety, and security policies and
procedures

2. Discuss possible roles and responsibilities that an employee can take up concerning workplace safety
management

3. Evaluate sample organizational emergency procedures
4. Identify mechanisms to improve workplace health, safety, and security

5. Label appropriate personal protective equipment needed for a job role

™~ 10.1.1 &A1 3RIY 0T YRI&IT AT &l

Some important points in the operations related to reporting and response related to safety breach
are:

= Safety breaches in the designated premises are “Incidents” that need to be reported and duly
responded to.

* Reporting a safety breach is done by providing an Incident Report.
* Anlncident Report must comprise the following aspects:

= The person/sinvolved (details of the offender/s)

= Whatexactly happened

= Numberofcasualties

= Whereithappened (location of the incident)

= Whendidithappen (Exact time, when the incident took place)

= Why it happened (factors that caused the incident; the holes and gaps in the existing security
system)

= Description, features, peculiar features and condition of the affected people, vehicles, properties,
and goods

A
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INCIDENT REPORT
Day/Night: Date: Time:
Report Writer (Print) Name:
Co No:
Company: Section:
Telephone no: Extension:

INCIDENT: (Summary: (Who, what, where, when, why, how, etc.)

3MTPell 10.1 T SrgaTRATET FHAT BIH (1)
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ACTION TAKEN BY SECURITY:

RECOMMENDATIONS/COMMENTS/REFERENCES:

Copy to Client: Date:

ST 10.1 T SgATSTET TG BiH (2)
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Perform Fire Evacuation Steps

The full form of EHS is Environmental Health and Safety. It is a discipline that studies and deploys the
practical aspects of environmental protection and safety at work. Simply, it is what organizations and
workshops must do to ensure that their actions do not cause harm to anyone.

The EH5 commands that there must be specific escape routes or safety evacuation points. This includes
thorough plans or blueprint of the building which is understandable to anyone.

Each floor of the workshop or building must have the Safety Evacuation Map. These are mainly
applicable for cases of Fire outbreaks or natural calamities like Earthquake, Flood, etc.

The sequence of an Evacuation situation is given below:
Detection
Decision
Alarm

1.

2

3

4. Reaction
5. Themovementtoanareaof refuge oran Assembly station
6

Transportation
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Emergency Evacuation Plan
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For Fire Outbreak:

The emergency and evacuation procedures are given below:
* Aclearpassageway must be present to all escape routes
e Signagelike escape routes should be clearly marked

* Don'tusethe Elevatorduring afire

s Allpeople at the workplace must be given brief instructions about the positions of the escape routes




Enough exits and routes must be there for all people to escape

Emergency lighting (Infrared lights for nightand blurred vision) must be present
Emergency doors, that open easily, must be present

Briefinstructions must also be given regarding the availability and use of fire extinguishers

The workplace must have a safe meeting point or assembly area for the staff

Correctly demonstrate rescue techniques applied during fire hazard:

A

. Responding to Fire

The Fire Alarm System must be initiated and an alert must be raised

The appropriate class of Fire Extinguisher must be chosen

A safe evacuation path must be identified before dealing with the fire

Immediate evacuation must be initiated if the extinguisher is exhausted and the fire still exists
Call the workplace security or the local emergency services

Summonthe fire-fighting services at the earliest

Look out for the nearest emergency exit routes and call out for people, who you can take along with
you

Always use a staircase and not the elevator

While opening a door, first touch the door with the back side of your palm

The P.A5.5technique must be adopted for extinguishing the fire

Always move downstairs and avoid returning to the burning premises, till the fire-fighters arrive
Asyou move out of the building, gather people, whoever you come across

Stay as far as possible from smoke, because smoke may comprise toxic gases

Cover your mouth and nose with a damp cloth to protect yourself. If possible, help your colleagues
(those who are with you) to repeat the same

Keep doors open, after you openthem
Start moving out of the building and ask your colleagues todoso

Do not rush

. Initiate Evacuation

Stop your work and move out safely and without spreading panic
Carry only the mostimportant items like cell phone
Awaitinstructions from the Safety Committee

Leave the workplace from the nearest door bearing an "Exit" sign
Reporttothe designated Assembly Area

Incorporate first aid treatment to anyone in need




For Natural Calamities / Disasters:

A. Flood and Storms

The emergency and evacuation procedures are:

Move to the high grounds and help others move before the flood strikes

Stay alert, avoid panicking and monitor the surroundings with eyes and ears open
Accumulate disaster supplies like:

= Canned, dry, ready-to-eat and packaged food, which do not require refrigeration or cooking
= Liguid cash

= Drinking waterin clean containers

o First Aid Kit

= Adequate batteries

= Flashlights

=  Essential clothing

Instruct people around you not to drive

Shutoff the Mains Supply (electricity) at the circuit breakers

Do not walk or swim through the flooded water

Stay alert for evacuation calls and help people identify alternate routes of getting there

B. Earthquake

The emergency and evacuation procedures are given below:

Infarm others in the area by raising an alarm if they have not heard it while you are evacuating
yourself

Quickly shutdown any hazardous operations or processes
Exitthe room
Take jackets or other relevant clothing material needed for protection from the weather

If possible, close windows and doors as you leave, but avoid locking the doors and emergency exit
routes

Exitthe building and walk to the nearest safe exit route.
Donotrun.

Do not use elevators.,

For Accidents:

The emergency and evacuation procedures are:

Summonemergency medical help by ringing the Safety Committee officials orthe toll-free number
One must inform the immediate supervisor about an injury oriliness

Check and examine the site, to gather as much information as possible, so that the same can be
provided tothe emergency team, once itarrives




* Onemustextend helpand assistancetoothers

s |fpossible, workers maytreatthemselves tofirstaid or ask colleaguesto do so
The general steps involved in carrying out an evacuation are:

* Stopyourworkand move out without spreading panic

* Gatherandcarryonly the mostimportantitems like cell phone

= Reporttothe designated Assembly Area

* |leavetheworkplace throughthe nearestdoor bearing an "Exit" sign
* Awaitinstructions from the Safety Committee

* Incorporate firstaid treatmenttoanyone in need

Evacuation and emergency procedures for the especially abled:

With Impaired Hearing

= Turn lights on/off to gain the person’s attention, or specify directions with gestures, or write a
note with evacuation directions

*  TheVisually Impaired
= Announcethetypeofemergency
= Offeryourarmforhelp
* People with Prosthetic Limbs, Crutches, Canes, Walkers, etc.
= Evacuate theseindividuals alonga route specially designated as injured persons
Accompany and assist to evacuation site if possible
= Notifyemergency crew of their location

= Useasturdychair, or awheeled one, to move the personto an enclosed stairwel|
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How to Respond to an Emergency Situation

An Emergency can be defined as “a serious, unexpected, and often dangerous situation requiring
immediate action.” Responding to an Emergency situation while working at the site involves the given
steps:

Undertake first aid activities in case of any accident, if required and asked to do so

* First Aidisan emergency care or treatmentgiven to an ill or injured person before regular medical aid
can be acquired

* Before administering First Aid to a victim, one must check the category and degree of emergency and
then apply the technigues accordingly

* Stopandtake alook atthe scene, and the person before reacting




Ask yourself the following questions:
= Whatisthe casualty?
s What happened exactly?
= Whatisthe category and nature of the emergency?
= Isthe accidentdangerous for the victim?
= |sanyone else available atthe place to assist?
Do the following if the victim is conscious and injury is not dangerous:
= Askforthe victim's consent before providing first aid.
= Useappropriate PPE, if possible.

= Interview the victim to ask basic medical questions, so that accurate infarmation may be provided
tothe Emergency Medical Team, once it arrives.

= Conductathorough check for unnoticed injuries.
= Ensure appropriate care and technique.

If the victim is unconscious, try reviving the person by addressing him / her, rubbing shoulders, hands
orthe sole of feet

Use the AED and useit, along with Artificial Respiration

Report hazards that you are not competent enough to deal with to the relevant personin line with the
organizational procedures and alarm others who may get affected

As an important part of the emergency management procedure, any workplace must designate a
Safety Committee, which comprises liable and senior people from all departments and teams

This committee would act as the legislative body, the authority and the first point of contact for
reporting any hazard, potential risks / threats and emergency situations in the workplace

This committee would also be liable to conduct training sessions, safety audits, and drills, to help all
employees prepare themselves for emergency and unprecedented situations

The list of the committee members, their designations and job titles, as well as contact numbers,
must be listed and circulated among the employees

The Safety Committee must comprise important members from the following departments:
= Supervisor/Manager/Team Lead from each project
¢ Security Services
= Building Operations and Maintenance team
= Counselling and Psychological Servicesteam
= Emergency Medical Services
= Reception/Front Desk

This list must be put up for easy display at popular parts of the workplace, in the form of an
Emergency Escalation Matrix and must be updated daily




Furthermore, this list must be mandatorily included in every First Aid kit in the workplace premises,
sothat a person treating a victim with first aid techniques may call for additional help and report the
accident

Practice no Loss for Company Due to Safety Negligence

Safety negligence at the workplace or even at home can prove to be lethal to the individual. So to
ensure that there no chances of safety carelessness, companies should follow these aspects:

The companies should ensure that the wiring in the workplace is insulated

No malfunctioned machinery should be kept with the new or spare ones

No sharp objects or equipment are kept on the walkway

Firstaid kit should be kept either at the reception or in a separate medical supply area

There are no open ordamaged sockets

Practice regular safety drills for being prepared in the event of a fire or natural calamity

The first step in this process is to raise the alarm as all companies and workshops do have push-glass
fire alarm system, Breaking the glass and pushing the alarm button should be the first step to let the
people know that the building is on fire,

On hearing the emergency evacuation alarm, the foremost thing that a person must do is cease and
wind up all activities and look for an exit path.

The nextshould be to find out the place where the fire started.
Itshould be followed by tackling the fire with an appropriate fire extinguisher.

Meanwhile, a person fram that workshop or building should call for emergency help services like
ambulance and fire brigade officers.

People should take the stairs to get out of the office building instead of using the lift.

Every company should keep folding wheelchairs so that company employee or even visitors can
transport individuals with severe mobility impairments or health.

Itisimportant that allindividuals emptying the building should be calm and composed

The method of using a fire extinguisher is to follow the method: P.A.S.S.

PASSisthe acronym for:
Pin (P)

Aim (A)

Squeeze(S)

Sweep (S)

1.
2.

Touse an extinguisherin a proper way, the first stepis to pull the handle’s pin

The nextstep is to aim the extinguisher’s nozzle. The direction should be toward the fire's base. This
is because the sprayed foam at the top will diminish or extinguish only the fire at the top. This will
not serve the purpose for which the extinguisher is used and the burned down flame may spring up
to life ifit gets enough oxygen or any combustible material.




Then in an extremely controlled manner, you need to release the agent. This is done by squeezing
the trigger.

You already know that you should direct the nozzle at the fire’s base. You must sweep the
extinguisher's nozzle from left to right. Continue with this process until you put out the fire as you
need to act fast as most extinguishers’ discharge time is nearly 10-20 seconds.
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Participate in emergency procedures

Raising Alarm: Fire Alarms may either have a “Break Glass” or a "Pull / Push” mechanism. In case of
the break glass system, the glass sheet must be forcefully hit with a clenched fist. One must cantinue
repeating the process until the glass breaks. In case of the “Pull / Push” systems, one must break the
glassfirst and then either pull down or push up the lever to raise the alarm.

Correct Assembly Point: Proper instructions must be given to the workers about the site of and the
directions to the correct assembly point in the workplace. Information about this must be given
during mock evacuation drills and training sessions as well,

Safe and efficient evacuation: Suitable evacuation procedures must be adopted for the commen
public and for especially abled persons. Specially-abled persons must be helped to evacuate the
place by giving them access to Wheelchairs and other aids.

Roll call: Once everybody has evacuated the building / workshop and arrived at the Assembly Point,
Roll call or Head Count must be done to ensure that nobody is left behind in the affected area. This
must be done mandatorily to ensure that everybody on the premisesis safe.




* Correct return to work: Evacuation must be conducted in a very streamlined, organized, and
noiseless manner, Likewise, everybody, who had evacuated the workplace, must return to his / her
respective locations / positions / seats, following normal or emergency routes, depending on
whether the situation has been re-established to normal or not. Once everybody is back in place,
another Roll call is taken.

Demonstrate how to free a person from electrocution

Electrocution is injury or death caused due to electric shock, The following steps must be adopted while
freeing a victim from electrocution:

s  Approach
= Thefirststepisto approach the spot to find out if you run the risk of electrocution as well
= Callfor help froma colleague, whais trained in treating electrocution victims
= Inspectthe accident scene to ensure if the source of electrocution is still active

= Inspectif the victim is stillin contact with the source of shock

el 10.5 1. HT. TH. e ST STOT GRI&T SIARTaRE SUaTare! qurgol F1.
Detach the main powersupply ofthe area

o

&

Dodge any electrical conductors in the surroundings

-3

Touch the victim only if all power sources have been deactivated
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In case it is impossible to deactivate the power supply, the victim must be removed from the
location of the live power source.

This should be done by wearing appropriate PPE.

3Tt 10.7 faggayRome fde Hiexudd g IauardTa! Sfared AT,

The victim must not be removed in case of neck or spine injury.
The area must not be crowded so as to allow sufficient breathing air.
The victim's pulses and breathing rate must be checked.

CPR may be provided if required.

3Tl 10.8 AP SGINT I, Ul 3R, 138 B

Never touch the victim or the surroundings without detaching the main power supply.

Wear appropriate insulating gloves and shoes in order to protect yourself from electricshocks.
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Waork safely at all times, complying with health and safety legislation, regulations and other
relevant guidelines

Ensure that all emergency route maps are on display in the accessible places on all floors of the
building

Ensure that appropriate Fire Extinguishers are present on all the floors of the workplace

Learn and abide by company policy and procedures for dealing with security risks in the
establishment

Ask your supervisor how you may retrieve PPE and its maintenance and storage

Stay aware that confined spaces must bear suitable signs, to restrict claustrophobic people from
accessing them

B. Ensurethat health and safety instructions applicable to the workplace are being followed

Lighting should be satisfactoryin all areas and additional bulbs should be kept handy
While using cutting tools, the direction of cutting should always be away from your body
Arrange forfrequent Safety Drills and Trainings for employees to endorse safety awareness

Ensure that all manual cutting tools must be honed in advance because blunt tools may slip and lead
to deep cuts

Have a clear idea of how much authority and accountability you have to deal with security risks,
including your legal rights and duties

Learn and abide by company policies and procedures for maintaining security while you work

C. Check the worksite for any possible health and safety hazards

Employ a Safety Supervisor in the workshop
Have your employer develop a daily checklist for all areas delegated to suitable employees

This Safety Supervisor will stay accountable for checking the worksite for potential health and safety
hazards

Follow manufacturers' instructions and job specifications relating to safe use of materials
specifically chemicals and power equipment

Ensure that all Chemical Selutions used on display shelves or for Housekeeping purposes must be
used only after mentioning to the relevant M5DS (Material Safety Data Sheets) or Instruction
Manuals

Loosely fitted clothes must be totally avoided because the loose ends may get caught in powered
machinery and tools and may be lethal

Ensure that you read the Instruction Manual thoroughly before using powered tools and
equipment.




E. Follow electrical safety measures while working with electrically powered tools & equipment

Powered tools and equipment must be reviewed for any damage, before and after every use.
Damaged switches must be reported to the supervisor and repaired with immediate effect
Plugs must be checked for missing or faulty prongs / pins.

The power cord must be assessed carefully for any fraying, faults, cracks orloss of insulation.

F. Ensure safe handling and disposal of waste and debris

All walkways should be free of clutter and debris, to avoid trips and falls.

Any spill should be cleared off instantly and "Wet Floor' ar "Work in Progress' signs should be used in
suitable places.

Store equipment, Tools and Chemicals should be stored correctly, abiding by all instructions
provided in the Instruction Manual and 'Directions for Use'.

Ensure electrical safety compliances and EMI/EMC hygiene requirements are met as per the
guidelines

The risks associated with the use of electrical equipment are extended to both the user and his / her
surroundings in the workplace. Few of such risks are mentioned below:

Lethal Electrocution accidents
MNon-fatal electric shocks leading to serious burn injuries

MNon-fatal yet severe shocks leading to damages caused to the internal tissues and vital organs like
the brain and the heart

Non-fatal yet painful static electric shocks
Falls from cranes, ladders, and scaffolding and resulting mechanical injuries due to electric shocks
Explosions and fire outbreaks caused by the sudden ignition of flammable materials

Health issues like nausea, muscle spasms, unconsciousness, and palpitations

Identify and modify any hazards that you can deal with competently, safely and within the limits of
your authority

Safety

Operational safety

= Employee safety

= Building and plant safety
s Processsafety

= Accident prevention

= Emergency management

= Riskmanagement




s Safety of chemicals and biological materials
= Handling
= Safetydata, documentation

= Storage
= Transport
Security
=  Personnel
* Products

=  Knowledge
* Physical assets
* Information (not covering core IT security like data access control, firewalls, virus Protection etc.)
Health
= Health protection at the workplace
= Industrial hygiene
= QOccupational medicine
= Accident prevention
= Noise
= Occupational toxicology
= Stress, mental health
= Biosafety
= Ergonomics
= Radiation protection
* Health promotion
Environmental Protection
s  Emissions
= Intotheair
= Intothe soil
= Intothe water
=  Waste
= Avoidance
=  Disposal

= Re-use, recycling




= Resources, including energy
= Changetobestalternatives
=  Eco-balance
= Efficientuse
= Remediation of existing contamination

The management of SHE issues should be organized and clearly communicated. For this reason, it is
ideal to encourage the use of a framework that includes each of the basic stepsin a management cycle.
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Identify and recommend opportunities for improving health, safety, security to the designated
person

Hazard and Operability (HAZOP) Study

= This technique involves a structured and methodical examination of an present methed /
procedure, thus, inturn, classifying and assessing the associated hazards.

= These hazards can be easily recognized in the form of Deviations in the process parameters
{physical conditions and elements like flow, temperature, pressure, humidity, etc..

= ADeviationis amanner in which the process conditions stray away from the probable values,

= Theseverity of Deviation can be illustrated with the help of specific and prearranged Guide Words
The steps involved in conducting HAZOP are:

= Segregating the entire system or process into components or sections

+  Selectastudynode or point

+  Define the predictable outcome or consequence

= Choose a process parameter, based on the expected consequence

= Useasuitable Guide Word

= Find out the Cause behind the deviation

= Startwiththe cause that may lead to the worst possible consequence

= Evaluate the deviations thus detected

= Planand prescribe action

= Record and documentinformation

= Repeatthe processfromB

Common examples of process conditions f parameters are given below:

= Temperature
= Pressure
= Flow

+  pHvalue

¢ Signal

= Mixing

= Viscosity
= Time

= Control

¢ Separation

= Addition




= Reduction
= Communication
= Sequence

Creating reports with comprehensive information is a must for every organisation. The main idea behind
thisis to let the management body of the company as well as HSE to know the hazards at the workplace.

With the help of such reports, the company can examine, pinpoint the risks, and carry on the essential
improvements within the organisation. Because of such reports, companies can recognize long-term
risks and short-term risks and achieve remedial actions for those risks.

In case of security-related issues or health-related issues, it is always a better choice to inform your
supervisor or seniors.

A company can function in a systematic, smooth and successful way if it looks after the satisfaction of its
employees. OH & 5 is one of the safety platforms where every corporation has to meet the safety
guidelines.

Three specific articles (as per Indian constitution) ensure occupational safety and health for workers.
Those Articles are:

= 42
= 39(eandf)
= 24

Some government agencies that look into the safety and security of individuals at the workplace are
follows:

= Labour Departments {for both UT and State)

= Ministry of Labour

= Governmentof India

= NSCI{National Safety Council of India)

= Mational APELL (Awareness and Preparedness for Emergencies at Local Level)
Complete Any Health and Safety Records Legibly and Accurately
1. Healthand Safety File

*  These are electronic files that contain all the central safety and health records of the business. The
otherinformation kept in this file are given below:

*  CopiesofRisk assessments which coversthe areas like:
= Lifting operations
=  Lifting equipment
= Manual Handling operations
= Fireriskassessments
= Loneworking
= COSHH (Control of Substances Hazardous to Health} assessments

= General risk assessments




= Riskof violence and aggression

= Display Screen equipment workstation assessments
*  ForOrganisation Health and Safety Risk Assessment, maintenance of risk assessment registers
*  Copiesofsafety and health policies, guidance and procedures {local)
*  Copyofthe organisation's Health and Safety Codes

*  Llistofindividuals (name) who are given the liability of examining the safety and health issues. They
may be like:

= Union Health and Safety Representatives
*  Riskassessors
= Fireevacuation officers
> DSE (Department of Sustainability and Environment) assessors
= First Aiders
2. Log-bookforHealth and Safety
This involves:
*  Riskassessment
L Training to avercome such situations
*  Firedrills
Some other health and safety are:
*  |nformation based on organisational meeting with Area Health and Safety Committee
*  Annualsafety and health audit checklists and applicable action plans
*  Checklists for safety and health induction
*  Copiesof Safety Matters like an official newsletter
. Health and safety training records that have information regarding:
= MName
= Date
= Health and safety training's course title
= Response like Attended or Not Attended
= Date fixed for Web Developer training
*  FireDrill Records
*  Examination and statutory inspectionreports
*  Material Safety Data Sheets
§ Equipment maintenance and their service provision
*  Record of dates forrepeat of test, Portable Electrical Appliance tests and remedial action required

. Details related to emergency procedures
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Choose the correct option from the list of responses to answer the following questions:

1. Findthe odd one outinterms of the given statement:

The supervisor or the manager should see and identify the type of breach. Itis only on the basis of the
severity of the breach the appropriate actions can be taken. The actions can be like:

a. Dismissal
b. Felicitation
c. Warning
2. Anemergencyis—
a. Unexpected
b. Anticipated
c. Predictable
3. OHSCstandsfor—
a. Organizational Health and Safety Committee
b. Occupational Health and Safety Community
¢. Occupational Health and Safety Committee
4. Mostfire extinguishers’ discharge timeis near-
a. 15-20seconds
b. 10-20seconds
c. 30seconds
5. Whichoneofthefollowingsis notaP.A.5.5 component?

a. Aim
b. Sweep
c. Shot

6. EHSstandsfor-
a. Environmental Health and Safety
b. EmergencyHealth Security
c. EmergencyHealth and Safety
7. Floodisa-
a. Natural phenomenon
b. Artificial phenomenon

c. Cosmicphenomenon




8. Duringanemergency evacuation, employees should adjourn at—
a. Nearest police station
b. Nearestfirestation

c. Assemblyarea

9. Nobodyshould usethe duringfire.
a. Stair
b. Exitdoor
c. Elevator

10. As an important part of the emergency management procedure, safety com a

Committee.
a. Security
b. Ssafety
c. Health
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At the end of this module, the trainee will be able to:

1. Describe howdata/information can be managed effectively
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Atthe end of this unit, the trainee will be able to:
1. Discussdata privacyin terms of sharing and retrieving data from different sources

2. Discuss the significance of providing accurate and up-to-date information on time

3. Ildentify the database management tools and the importance of a CRM database
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The rule-based study practically involves decision-making process or conditional branching. It is adesign
of methodology production whose basis lies in software factors - analysis of techniques to make
appropriate decisions for anew project,

In this rule, we will find the presence of three or more conditions like pseudo codes or if statement. The
performance requirement is the accommaodation of rule engine solution.

Process of Application
1. Selecttheinputvariables

As there are many variables present in a new project, creation of a matrix is essential between
methodologies and factors. We can see the presence of factors in methodologies.

2. BadSubRules

There are certain types of factors that cannot be connected with other types of factors, If they are
combined, this step cannot lead to the creation of bad sub rules. In this case, two rule categories are
recognised. They are:

*  System ruleswith high requirement stability, low complexity and small size system
*  System ruleswith low requirement stability, medium complexity and size system
3. \ariable Reduction

These factors are identified but their elimination doesn't make any impact. These generally comprise
application domain and project type.

4, CategoryMerge

For methodology identification, formation of many categories takes place and its foundation can be on
projecttype.

5. Hypothetical Examples

We can see the beginning of hypothetical example sets if we look at extreme cases. The rule-based
analysis is based on the acknowledgment of factors like less complexity, high requirement stability, and
small size.

Who to Go To In The Event Of Inaccurate Data/Information and How to Report This

In an arganization, the hierarchy usually involves a singular/group of power at the top with succeeding
levels of power beneath them. This is the leading mode of organization among large organizations; most
corporations, governments, and organized religions are hierarchical organizations with different levels
of management and power or autharity.
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1. Itisimportantto provide the executive with specific procedure.
a. Deadline
b. Implementation
c. Comment
2. Thefullformof OSlis
a. OpenSource Initiative
b. OQOutsourcing Solutions Inc.
c. OpenSwitching Interval
3. Oneofthetemplates used forinformation or datais
a. Software Architecture Design
b. Relative Theory
c. Hardware design

4. method is dependent on group discussions with in-depth topic explaration.

a. Discussion
b. Focusgroup

c. CodingTheory

~ Y, 3R, PIS

Geiferd fgfSsil urgvardt oy, IR, HIS W] Dl

9 Ul TH://4¢./ CPRQVYDYrcA
o1 UR T gSge fa=eyur BRuar TS} 3 UithdT UaTeTR S8Rl BT







~ e R U URumy 159

Atthe end of this module, the trainee will be able to:
1. Illustrate sustainable practicesin the workplace for energy efficiency and waste management

2. Applydifferent approaches to maintain gender equality and increase inclusiveness for PwD
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Atthe end of this unit, the trainee will be able to:
1. Describe different approaches for efficient energy resource utilization and waste management

2. Describe the importance of following diversity policies
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AT fHTol fRresum=ar gata I HarT I I ur WeltauHTo! & ST, dhd:
¢ Liquid Waste

Sludge, dirty water, organic liguids, waste water afterwashing
= Solid Waste
= |ndustrial slag, plastics waste, wood waste, paper waste, metals, and glass
¢ Organic Waste

Biodegradable food waste, animal waste, vegetable waste, garden waste, rotten meat of
animals can be deposited at Landfills or converted into Manure and Biogas
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* Recyclable Waste
= Paper, metals, wood, organic waste etc. can be recycled
= Must be placed in appropriate Recycling Bin and treated according to the nature of the waste
¢ Forexample, organic waste can be converted into manure and Biogas
* Hazardous Waste
= Suchwaste may be flammable, corrosive, radioactive, toxic etc.

= These can potentially harm the environment and must be placed in clearly and legibly labelled
bins for appropriate treatment and disposal

PAPER
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Hazards and potential risks / threats can be identified and then reported to supervisors or other
authorized personsin the following ways:
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Identification of hazard implies the job is half done. In order to take adequate precautionary measures
against hazards, one needs to identify the hazards commonly found in the workplace, The common
methods of hazard identification are:

= JobHazard Analysis (JHA)

= This is a popular technigue to identify the perils associated with specific tasks in a job role, in
ordertolessenthe risk of injuries to employees.

= Thestepsinvolved in successfully conducting JHA are:




A. Divide the entire job role into small tasks or steps

Let us understand the concept with the help of an example, where JHA is being conducted on corporate
work such as Customer Care Executive.StepsHazards AssociatedRecommendations

Handling tools and equipment of the trade

Working with commaon electrical appliances of the workspace

Stress factor of the job role

—

1.

Handling tools and
equipment of the trade
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B. Spotout the hazards associated with each step by asking questions like:

C.

m

What can go wrong with this task?

What would be the consequencesifthe task went wrong?
How could the task go wrong?

What are the other contributing factors?

What are the chances that this hazard will take place?

Review and discuss the scope of the hazards with the employees, who would actually do the tasks on
hand

. Find out strategies and ways to mitigate or avoid the hazards

. Review and revise the JHA periodically

Hazard and Operability (HAZOP) Study

= This technique involves a structured and systematic examination of an existing method /
procedure, thus, in turn, identifying and assessing the associated hazards.

= These hazards can be easily identified in the form of Deviations in the process parameters
{physical conditions and elements like flow, pressure, temperature, humidity, etc.

= The severity of Deviation can be illustrated with the help of specific and predetermined Guide
Words.

= ADeviationis amannerin which the process conditions stray away from the expected values,
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s The steps involved in conducting HAZOP are:
= Segregating the entire system or process into sections or components
= Select a study node or point
=  Define the expected outcome or consequence
= Choose a process parameter, based on the expected consequence
= Implement a suitable Guide Word
=  Determine the Cause behind the deviation
= Start with the cause that may lead to the worst possible consequence
= Assess the deviations thus detected
= Devise and prescribe action
= Record and document information

=  Repeat the process from B
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s Landfill

= \Waste, that cannot be recycled, is deposited and a layer of soil is added on top of it
* Incineration

= Involves controlled combustion of waste

= 90% volume of waste gets reduced and converted into incombustible, light-weight materials
like ash, gases and heat

s Gasesarereleased into the environment while the heat is utilized in power generation
* Biogas Generation

= Organic waste are biodegradable and can be converted into Biogas in Biogas Plants, with the
help of certain fungi and bacteria

= Theresidue, after generation of Biogas, is used as Manure
* Manure Generation and Composting
= QOrganic waste are often left buried under soil beds
= Theydecompose into rich manure, full of nutrients and minerals
= \ermicomposting
= Involves the degradation of organic waste into manure, with the help of worms

= Thewormsfeed onthe organic waste and convert them into manure
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At the end of this unit, the trainee will be able to:

1. |dentify stereotypes and prejudices associated with people with disabilities and the negative
consequences of prejudice and stereotypes

2. Discuss the importance of promoting, sharing, and implementing gender equality and PwD
sensitivity guidelines at the organizational level
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Inclusive tools and practices of communication to acknowledge/validate, share and promote the cause
of gender parity at workplace

Women's safety and its issues are discussed and debated all around the globe. Still every year the
number of reports on sexual harassment is increasing at an alarming rate. Therefore, a certain company
must take good care of women employees to ensure their safety.

So, a company must inform women about the various facilities that they are going to provide them.
Some of the basic facilities include the following.

Transportation facilities:

Transportation plays a huge role in ensuring women safety. Ensuring that the women will be
accompanied by trusted drivers will help enhance women's safety. Be transparent about the
security that you may provide during night trips. Every woman must be aware of the various
safeguards that the company may provide.

Reporting Abuse:

The management must be prompt in its decision making whenever there is a mishap. The ways of
reporting abuse must be made clearto the woman to ensure speedy remedy.

Maternity-related grievance:

Employers are required to inform women in writing, electronically about the maternity benefits
available under the Maternity Benefit Act upon their joining the workforce

The law allows women employees to work from home in addition to the maternity benefit period if
the nature of work allows that

CCTV Cameras

Ensure that every station is equipped with CCTV cameras which are nowadays the most vital
component forinvestigating sexual harassment cases.

Security Guards

Ensure that adequate amount of security guards are stationed at strategic places so that any threat
to women's safety can be nullified. Ensure that the women are informed about the various places
where the security guards are present.

Women's Helpline:
Share a leaflet containing the Women's helpline number/s and otherimportant contacts.
Chain locks/latches

Provide women with chain locks and latches so that their luggage can be properly and securely kept
and to avoid any form of theft.

Smoke Detector:
Inform the women about the location of smoke detectors inside the premises.

Providing these basic amenities will ensure that the women enjoy comfortable accommaodation
without any fear.
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Match the followings:

N

T DG 3fciell oHidkdl 1992
AR 3RIY SIal 1999
MR URYed gTda- D013
HT SI-Tdl ¢¥¢ TGl 1987

1.

Choose the correct answer from the responses given:

Which of the following options is incorrect?

a. Greenery absorbs heat and keep the office building cool

b. Greenery is mandatory as per the law enforced by government
c. Greenery enhances productivity

IEA stands for -

a. Indian Energy Agency

b. Indian Energy Authority

c. International Energy Agency

Employers who fail to comply will be punished with a fine of up to -
a. INR 50,000

b. INR 5,00,000

c. Yetto determined

Answer the following questions
1

What are the basic steps of risk management?

2.

Write down the key features of organization's redressal mechanism regarding women safety.




3. What are the common sources of renewable energy?

4. What could be the possible outcomes of violating PWD policies?

5. Write down the steps of saving a person from electrocution.
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