Introduction to the Courier Services
Safety Playbook (Ground Operations)

REPORT

Whether your team is navigating urban streets on bicycles, mopeds, or vans — or
managing warehouse sorting and loading — ground courier services face a unique
tapestry of hazards: traffic collisions, manual handling injuries, slip-and-fall
risks, vehicle ergonomics strains, and exposure to extreme weather. Every delivery
counts — not just for customer satisfaction but for your crew’s safety and your
company’s bottom line.

This Courier Services Safety Playbook is built for OHS managers, safety directors,
and operations supervisors responsible for ground-based delivery networks. Inside,
you'll find nine deep-dive modules — each blending strategic context, real-world
cases, practical templates, and three conversational 2,000-word Safety Talks — so you
can:

1. Align Safety with Business Goals: Understand the true costs of delivery-related
incidents and turn safety into a competitive advantage.

2. Map Hazards & Assess Risks: Deconstruct every task — from parcel loading to road
driving and doorstep handoffs — using JTAs, risk scoring, and Bow-Tie/FMEA
analyses.

3. Implement Layered Controls: Apply the Hierarchy of Controls — route planning
(eliminate), safer vehicle selection (substitute), in-vehicle telematics
(engineer), SOPs (admin), and PPE.

4. Build a Safety Culture: Drive visible leadership, engage couriers through peer
programs, and reinforce safe driving and handling behaviors.

5. Deliver Targeted Training: Role-based curricula for drivers, warehouse handlers,
and dispatchers — blended e-learning, field labs, and competency sign-offs.

6. Manage Incidents & Learn: Capture near misses (close-calls, hard brakes), run 5-
Whys and structured RCAs, and embed lessons into SOPs and training.

7. Measure & Improve: Track leading indicators like on-time safe-driving scores and
lagging indicators like collision rates; leverage dashboards and PDCA cycles.

8. Anticipate Emerging Risks: Address e-bike battery fires, distracted driving due
to mobile dispatch apps, psychosocial fatigue from rapid-tempo routes, and
climate extremes.

9. Safety Talks: Three scripted toolbox talks — “Urban Driving Close-Calls,” “Safe
Package Handling,” and “Weather-Driven Delivery Risks” — ready for supervisors
to read aloud.

Use this Playbook to turn your courier operations into a zero-injury, high-
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reliability system that protects your people, your reputation, and your bottom line -
one delivery at a time.
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Module One

Module 1: Introduction & Strategic Context for Ground Courier Safety

Picture a crisp autumn morning in Vancouver’s downtown core. Bicycle couriers weave
between traffic lanes, vans pull up curbside to make quick drop-offs, and package
handlers in the depot race to load tomorrow’s deliveries. Behind the efficiency and
customer convenience, each step — from sorting parcels in a dimly lit warehouse to
navigating slick city streets — carries real risk. A single miscalculation can lead
to a shoulder injury hauling a heavy crate, a collision at a busy intersection, or a
slip on an icy sidewalk. These incidents don’t just hurt people; they drive up
insurance premiums, disrupt service promises, and tarnish your reputation.

Welcome to the Courier Services Safety Playbook — your conversational, action-
oriented guide to transforming ground courier operations into a zero-injury, high-
performance network. Over nine modules, we’ll blend strategic insight, real-world
anecdotes, regulatory touchpoints, and practical templates so you can:

e Make the business case for safety investments
e Map and prioritize hazards in every task

e Layer controls from elimination to PPE

e Cultivate a proactive safety culture

e Train, assess, and certify every role



Capture lessons from near-misses and incidents

Measure progress with meaningful metrics

Anticipate tomorrow’s risks — from e-bike fires to extreme weather
Deliver three safety talks ready for your next team huddle

1.1 The True Cost of Courier Incidents

It’'s easy to dismiss a fender-bender or a strained back as “part of the job.” But
let’s look at the numbers:

Vehicle Collisions: In one 12-month period, a mid-sized courier fleet in Toronto
averaged five at-fault collisions. Each repair, lost-time claim, and surcharge
on insurance added up to over $350,000 in direct costs.

e Manual Handling Injuries: A BC depot worker suffered a rotator-cuff tear lifting
a pallet — resulting in six weeks off, $40,000 in WSIB costs, and overtime to
cover missed shifts.

e Slips, Trips & Falls: Last winter, a courier in Montreal slipped on black ice
delivering to a hotel loading dock, fracturing her wrist. Including surgery,
rehab, and reduced earning capacity, the total exceeded $25,000.

e Reputational Damage & Client Penalties: Late or damaged shipments trigger

service-level penalties. In one case, recurring safety incidents caused a major

e-commerce client to shift 20% of volume to a competitor — impacting six-figure
annual revenue.

When you factor in indirect costs — crew morale dips, turnover spikes, and lost bids
due to an elevated Experience Modification Rate (EMR) — the financial imperative for
safety becomes clear. Preventing just two collisions or one major injury can offset
the entire annual budget for proactive safety programs.

1.2 Safety as a Competitive Differentiator

Safety isn’t just compliance — it’'s a strategic asset that customers and partners
value:

1. RFP Requirements: More shippers now require carriers to demonstrate low incident
rates, regular driver training, and formal safety-management systems as part of
their procurement criteria.

2. Brand Promise: A courier known for reliable, incident-free performance builds
strong customer loyalty. Social media posts about “courier strikes pedestrian”
go viral fast — but so do stories of “driver rescues stranded traveler” — and
you want to be the latter.

3. Driver Recruitment & Retention: Experienced riders and drivers choose companies
that invest in their wellbeing — offering quality PPE, safe-route planning
tools, and respectful workloads.

4. Insurance & Bonding Advantages: Fleets with proactive safety records secure
lower premiums and higher surety bonds — freeing up capital for expansion rather
than claims.

Case in Point: A Vancouver courier service instituted a “Safe-Mile Bonus” — a per-
shift payout for drivers with no harsh-braking events or near-miss reports. Within
six months, harsh-braking incidents dropped 60%, insurance surcharges stabilized, and
the company won a lucrative municipal contract based on its safety scorecard.

1.3 Aligning Safety with Delivery Metrics
Integrating safety into your operational KPIs ensures it remains front and center:

e Safe-Mile Score: Combine telematics data — harsh braking, rapid acceleration,



speed violations — into a daily driver safety rating. Tie this score to
performance reviews and incentive pay.

e On-Time-No-Incident Rate: Measure the percentage of deliveries completed on
schedule with zero safety events. Use this composite metric in dispatch-planning
dashboards.

e Warehouse Handling Compliance: Track adherence to manual-handling SOPs via
randomized audits — metrics like “% of pallet lifts using team-1ift” and “back-
belt usage rate.”

e Near-Miss Reporting Rate: A leading indicator of safety culture: aim for at
least two near-miss reports per driver per month, signaling crew engagement and
hazard awareness.

By publishing these metrics alongside delivery performance in your daily operations
meeting, safety discussions become as routine as route efficiency and customer
satisfaction.

1.4 Key Trends & Challenges in Ground Courier Services
Concrete delivery operations are evolving — and so are their hazards:

1. E-Bikes and E-Scooters:
o Rapid Adoption: Delivery riders on e-bikes gain speed and range — but
lithium-ion battery fires and high-speed falls are new risks.
o Ergonomic Strains: Battery weight affects handling, shifting
musculoskeletal loads.
2. Mobile Dispatch & Distracted Operations:
o Real-Time Updates: Drivers juggling navigation apps, order notifications,
and traffic alerts face distraction overload.
o Cognitive Load: Under time pressure, minute-by-minute route changes can
lead to risky maneuvers.
3. Weather Extremes & Seasonal Hazards:
o Winter Icing: Sidewalk and loading-dock slickness demands robust slip-
resistant footwear and winter route protocols.
o Summer Heat: In-vehicle and warehouse warming can exceed safe thresholds —
necessitating hydration plans and shaded staging areas.
4. Urban Congestion & Vulnerable Road Users:
o Bike-Lane Interactions: Riders sharing narrow lanes with cars and buses
face collision risks at intersections.
o Pedestrian Density: Frequent door-to-door deliveries in busy downtown cores
increase slip and trip exposures.
5. Workforce Evolution & Gig Models:
o Independent Contractors: Less control over PPE and training for gig drivers
requires innovative engagement and digital training solutions.
o Multilingual, Multicultural Crews: Clear, accessible safety communications
must span language barriers and varied literacy levels.

1.5 Module 1 Summary

Ground courier safety isn’t an afterthought — it’s the foundation for reliable
service, satisfied customers, and a thriving workforce. By understanding the true
costs of incidents, positioning safety as a market advantage, embedding safety
metrics into your delivery KPIs, and anticipating the unique challenges of e-bikes,
mobile dispatch, weather, and urban congestion, you set the stage for a robust,
proactive safety program.

Up Next: Module 2 — Hazard Identification & Risk Assessment, where we’ll break down
every courier task from warehouse loading to route navigation into detailed Job-Task



Analyses, score each hazard, and apply Bow-Tie and FMEA techniques to prioritize your
controls. Let'’s get granular — because knowing every risk is the first step to
eliminating them.

¢ Module Two

Module 2: Hazard Identification & Risk Assessment in Courier Services

Effective safety starts with a crystal-clear understanding of where and how your
couriers face risk — whether in the warehouse stacking parcels, hopping on an e-bike
for a downtown run, or making doorstep deliveries in winter conditions. This module
walks you step by step through:

1. Job-Task Analysis (JTA): Breaking each courier activity into its component steps
to uncover hidden exposures.

2. Qualitative & Quantitative Risk Scoring: Assigning consistent Severity x
Likelihood ratings to prioritize which hazards demand immediate controls.

3. Bow-Tie Analysis for Top Events: Mapping out the threats and consequences around
critical incidents like vehicle collisions or manual-handling injuries — then
plotting preventive and mitigative barriers.

4. Failure Mode & Effects Analysis (FMEA): Delving into equipment-level failures —
cargo-strap snaps, e-bike battery malfunctions, trainer-device glitches — to
guide maintenance and design improvements.

5. Real-World Case Studies: Learning from actual courier incidents to sharpen your
hazard assessments.

6. Actionable Templates & Next Steps: Ready-to-use JTA forms, risk registers, Bow-
Tie and FMEA worksheets tailored to courier operations.

2.1 Job-Task Analysis: Mapping Every Delivery Step

A Job-Task Analysis (JTA) forces us to slow down and itemize every discrete action —
no matter how routine — so no hazard slips through the cracks. Let’s illustrate with
three core courier tasks: Warehouse Loading, Route Driving/Cycling, and Doorstep
Delivery.

1. JTA for Warehouse Loading
Step 1: Receive & Sort Parcels

e Hazards: Poor lighting - mis-stack/foot trip; repetitive lifting - fatigue.
e Controls: Adequate overhead lighting; height-adjustable conveyor; rotation among
duties.

Step 2: Stage Parcels on Pallet or Vehicle

e Hazards: Lifting heavy cartons - low-back strain; awkward postures reaching high
shelves.

e Controls: Use pallet jacks; team lifts for >25 kg; step stools for elevated
shelves.

Step 3: Secure Loads

e Hazards: Snap-back from tensioning cargo straps; pinch points in ratchet
mechanisms.
e Controls: Training on strap-tension limits; gloves rated for cut resistance;
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Step

Step

Step

Step

inspect straps daily.

. JTA for Route Driving/Cycling

1: Pre-Shift Equipment Inspection

Hazards: Undetected brake or tire failures - collisions; battery overheating -
fire risk.

Controls: Daily Vehicle-Use Report (DVIR) checklist; e-bike battery-temperature
sensor alerts.

2: Navigating Traffic

Hazards: Sudden stops - rear-end collisions; distracted routing - lane-
straddling accidents.

Controls: Certified advanced-driver training; hands-free dispatch apps;
mandatory breaks every 2 hours.

3: Weather & Road Conditions

Hazards: Wet or icy surfaces - skids and falls; poor visibility at dawn/dusk.
Controls: Real-time weather alerts; winter-grade tires or studded bike tires;
high-visibility apparel with reflective trim.

. JTA for Doorstep Delivery

1: Approaching the Property

Hazards: Slip & trip on uneven walkways; exposure to loose dogs or aggressive
animals.

Controls: Route-specific hazard maps; slip-resistant footwear; dog-alert system
in dispatch notes.

2: Handling and Handoff

Hazards: Manual handling of bulky packages - shoulder or wrist strain; sudden
customer engagement - startle reaction.

Controls: Use of hand trucks for >10 kg parcels; two-person carries for odd
shapes; establish clear handoff protocols.

3: Return to Vehicle

Hazards: Carrying empty returns - imbalance during egress; door-closing pinch
injuries.

Controls: Secure storage for returns; check behind before closing doors; use of
loading ramps where available.

2.2 Risk Scoring: Prioritizing Controls

After mapping hazards, assign each a Severity (1 — 5) and Likelihood (1 — 5) score:

Severity 1 / Rare Unlikely Possible Likely Almost
Likelihood - (1) (2) (3) (4) Certain (5)
5 Catastrophic 5 10 15 20 25

4 Major 4 8 12 16 20




Severity ¢ / Rare Unlikely Possible Likely Almost
Likelihood - (1) (2) (3) (4) Certain (5)
3 Moderate 3 6 9 12 15

2 Minor 2 4 6 8 10

1 Negligible 1 2 3 4 5

Action Zones:

e Scores = 15 (Red): Immediate mitigation required.
e Scores 9-14 (Yellow): Plan corrective actions within 30 days.
e Scores = 8 (Green): Monitor existing controls.

Example Applications:

e E-Bike Battery Fire (Severity 5 / Likelihood 2 - 10): Yellow zone — requires
battery-management improvements.

e Slip on Icy Sidewalk (Severity 3 / Likelihood 4 - 12): Yellow — implement de-
icing route adjustments.

e Pinch Point in Cargo-Strap Ratchet (Severity 2 / Likelihood 5 - 10): Yellow —
reinforce glove use and strap checks.

Document your scores in a risk register that leadership reviews monthly.
2.3 Bow-Tie Analysis: Visualizing Top Events

Bow-Tie diagrams help teams see at a glance how failures flow into top events and
consequences, then map barriers:

Top Event: Vehicle Collision
Threats:

e Brake failure; distracted driving; adverse weather; aggressive traffic
maneuvers.

Preventive Barriers:

e Daily brake inspection; hands-free dispatch; weather-route adjustments;
defensive-driving training.

Consequences:
e Injuries; vehicle damage; cargo loss; reputational harm.
Mitigative Barriers:

e Automatic collision notification; rider first-aid kits; emergency dispatch
protocol; insurance claim fast-track.

2.4 FMEA: Deep-Dive into Component Risks

For mission-critical equipment — vans, e-bikes, warehouse conveyors — use FMEA:
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Address items with RPN > 125 first — either redesign, add inspection points, or
substitute higher-durability parts.

2.5 Real-World Case Studies

Case A: Distracted Delivery Crash

A GPS update popped mid-route, causing a courier to glance down and rear-end a parked
car. Injury: whiplash and $25K in repair costs. Corrective action: mandate voice-only
navigation and disable visual pop-ups while mobile.

Case B: Warehouse Back Injury

A new hire lifted a 30 kg appliance box without assistance and strained his back.
Injury cost $30K in WSIB claims. Solution: revised JTA to require team lifts above 20
kg and installed height-adjustable lifts at packing stations.

2.6 Actionable Tools & Next Steps

1. Courier JTA Form: Downloadable template — customize steps, hazards, and controls
for your workflows.

2. Risk Register Spreadsheet: Preloaded with common courier risks — score and
review monthly.

3. Bow-Tie & FMEA Worksheets: Simple diagrams to frame your top events and
component failures.

Next Steps:

e Workshop JTAs with warehouse and driving crews this week.

e Populate risk register with top 15 hazards and assign owners.

e Run a Bow-Tie session on “Vehicle Collision” with leadership and field reps.

e Launch an FMEA pilot on your top 3 equipment types (e-bikes, vans, conveyors).

Module 2 Summary

By dissecting courier tasks into JTAs, applying a consistent risk scoring matrix, and
leveraging Bow-Tie and FMEA techniques, you gain clear insight into where incidents
originate and which controls deserve your immediate focus. Armed with real-world
cases and precise templates, your team can prioritize interventions that keep
drivers, riders, and warehouse staff safe — delivering both packages and peace of



mind.

In Module 3, we’ll translate these risk insights into layered controls — from routing
and vehicle selection to SOPs and PPE — following the Hierarchy of Controls
framework. Let’'s lay the groundwork for preventing hazards before they hit the road.

e Module Three

Module 3: Control Strategies & Hierarchy of Controls for Courier Services

Having mapped and scored your courier-service hazards in Module 2, it’'s time to
translate those insights into real-world protections. We’'ll lean on the Hierarchy of
Controls — from most to least effective — to layer defenses that keep parcels — and
people — moving safely.

3.1 Elimination: Removing Hazards Entirely
Route Planning to Avoid High-Risk Zones

e Congested Intersections & Construction Sites: Use historical GPS incident data
to flag hotspots. Where possible, reroute around downtown work sites or narrow
lanes that force cyclists into traffic.

e Night Deliveries in High-Crime Areas: If a zone has a pattern of muggings or
assaults, consider daylight-only windows or switch to van delivery with multiple
couriers.

Automated Sorting to Reduce Manual Handling

e Conveyor Systems & Robot Arms: In the warehouse, use gravity-fed chutes, belt
conveyors, and robotic pick-and-place units to minimize human lifting of heavy
parcels — eliminating dozens of strain incidents annually.

Action: Audit your entire network — can any task be removed or off-loaded to
machinery or software? If so, elimination is your most powerful safety lever.

3.2 Substitution: Safer Tools and Processes
E-Bike Models with Safer Battery Tech

e Non-Thermal Runaway Batteries: Swap older lithium-ion packs for newer polymer
chemistries with integrated Battery Management Systems (BMS) that cut power
before overheating.

e Electric Van Conversions: Replace aging diesel vans with electric models that
reduce vibration, noise, and chemical-fume exposures.

Hands-Free Dispatch Apps

e Voice-Activated Controls: Swap screen-based apps for voice interfaces that allow
drivers and riders to navigate, confirm deliveries, and handle exceptions
without looking down at their phones.

Action: Review your fleet and hardware annually — flag any equipment due for
replacement with a safer alternative.

3.3 Engineering Controls: Physical Barriers and Automation



Vehicle Telematics with Real-Time Alerts

e Collision-Avoidance Systems: Install forward-collision warning and automatic
emergency braking on vans to stop potential rear-end or pedestrian collisions.

e Speed Governors: Cap the top speed of delivery vehicles — especially in school
zones or residential neighborhoods — to enforce safe limits.

Ergonomic Cargo-Handling Stations

e Height-Adjustable Loading Docks: Dock levellers and powered lift tables
eliminate stooping and overreach.

e Automated Roller Conveyors: Extendable sections that push parcels directly into
vans at waist height, reducing bending and twisting.

Slip-Resistant Flooring

e Heated Outdoor Mats & Grates: At loading docks and bin areas, prevent ice build-
up.

e Anti-Slip Tape: In walkways inside depots, provide high-traction lanes to parcel
stacks.

Case Study: A national carrier installed powered dock plates with integrated rollers
at its busiest depots — reducing manual parcel lifts by 75% and cutting back injuries
by 60% in one year.

3.4 Administrative Controls: Policies, Procedures & Training
Standard Operating Procedures (SOPs)

e Daily Equipment Inspections: Formalize a Courier Equipment Checklist — drivers
and riders must confirm brake, light, tire, battery, and GPS-mount checks before
each shift.

¢ Manual-Handling Guidelines: Define weight limits (e.g., no single l1ift over 15
kg), two-person carries for bulkier packages, and safe-lift techniques
reinforced in every training session.

Shift Scheduling & Fatigue Management

e Maximum Shift Lengths: Cap courier shifts at 10 hours with mandatory 45-minute
rest breaks — as fatigue contributes to up to 30% of traffic collisions.

e Rotation of High-Stress Routes: Swap afternoon rush-hour downtown runs among
multiple couriers to distribute cognitive load.

Dispatch Protocols to Minimize Distraction
e Batch Notifications Off: Group delivery alerts into small batches, delivered
every 10-15 minutes, rather than real-time pings — reducing cognitive task
switching.
e Emergency Override Only: Disable non-urgent notifications while the vehicle is

in motion — drivers tap “arrived” once parked to receive details.

Tip: Embed these controls in your LMS and reinforce through monthly refresher quizzes
and mystery-shop audits.

3.5 Personal Protective Equipment (PPE): Last-Line Defense
High-Visibility Apparel

e ANSI Class 2/3 Vests: Mandatory for all riders and drivers working curbside or



in low-light conditions.
e Reflective Helmets & Overshoes: For cyclists in dawn/dusk or wintertime
deliveries.

Foot Protection

e Slip-Resistant, Waterproof Shoes: Essential for warehouse and doorstep work in
rain or snow.
e Steel-Toe Options: For heavy parcel handling in sorting areas.

Hand Protection

e Cut-Resistant Gloves: When unpacking or handling sharp-edged shipping materials.
e Thermal Gloves: For cold-weather deliveries — preventing frostbite and ensuring
dexterity for mobile-device use.

Reminder: PPE must be properly fitted and maintained. Conduct quarterly PPE audits -
remove and replace worn or ill-fitting items immediately.

3.6 Integrating Controls into Procurement & Planning
Vehicle and Equipment Specs

e Include safety features — telematics, collision-avoidance, height-adjustable
lifts — in purchase orders.

e Vet vendors on safety performance — demand data on failure rates, recall
histories, and ergonomics certifications.

Route and Depot Design

e Plan loading docks and pick-up zones to separate pedestrian, bike, and vehicle
traffic — engineer one-way flows and dedicated staging areas.

e Use GIS analytics to optimize depot locations, minimizing high-risk route
exposures and travel through hazardous zones.

Action: Revise your procurement checklist and RFP templates to require these
engineered safety features from now on.

3.7 Layered Controls in Action: A Case Study
Scenario: Urban E-Bike & Van Hybrid Network

A large metropolitan courier service faced rising collision and strain injury rates
across its mixed fleet. Their layered-control overhaul included:

1. Route Elimination: Excluded two notorious intersections during peak hours —
redirecting those deliveries via nearby secondary streets.

2. Substitution: Phased out old e-bikes for newer models with BMS and integrated
LED brake lights.

3. Engineering: Installed collision-avoidance cameras on vans; retrofitted depots
with powered lift tables and anti-slip mats.

4. Administrative: Launched a “Safe Batch” dispatch protocol — grouping deliveries
to minimize constant phone notifications in motion. Introduced 8-hour maximum
shift and mandatory 30-minute rest periods.

5. PPE: Rolled out ANSI 3 high-vis kits, waterproof thermal gloves, and slip-
resistant boots.

Outcomes Over 12 Months:



Collisions dropped 45%

Strain-related WCB claims fell 60%

Near-miss reporting increased 300%, fueling further improvements

Customer satisfaction rose 8% due to on-time, incident-free delivery reputation

3.8 Module 3 Summary & Next Steps

The Hierarchy of Controls — eliminate, substitute, engineer, administer, and protect
— provides a clear roadmap for safeguarding your courier operations:

With

Elimination: Reroute and automate to remove hazards.

Substitution: Adopt safer vehicles and dispatch tools.

Engineering: Leverage telematics, ergonomic docks, and slip-resistant surfaces.
Administrative: Enforce SOPs, fatigue-managed scheduling, and distraction-free
dispatch.

PPE: Standardize high-vis, thermal, cut- and slip-resistant gear.

Steps:

. Conduct a Control Audit within two weeks — assess your current practices against

each control level.

. Update Procurement Specs to require safety features for new vehicles and

equipment.

. Roll out the Courier Equipment Checklist and Safe Batch Dispatch Protocol,

tracking compliance via mobile audits.

. Schedule the Safety Talks from Module 9 in your next toolbox huddles to

reinforce these controls in the field.

these layered defenses in place, you’ll drastically reduce collisions, injuries,

and service disruptions — delivering safety as reliably as you deliver parcels.

Up Next: Module 4 — Safety Leadership & Culture, where we’ll explore how visible
leadership, crew engagement, and behavior-based programs anchor these controls in
your everyday operations. Let’s keep building a culture of safe delivery.

Module Four

Module 4: Safety Leadership & Culture in Courier Services

Safety in ground courier operations hinges not only on controls and procedures but on
a living, breathing culture — one in which every member of the team, from the CEO to
the newest rider, sees safety as integral to success. In this module, we’ll explore
how visible leadership, meaningful engagement, behavior-based safety, and tailored
recognition programs weave safety into your organization’s DNA.

4.1 Leading from the Front: Visible Management Commitment

Nothing signals “safety matters” more than leaders who make time for it.

Join

the Morning Briefings:

Rather than sending a safety manager alone, ask operations supervisors, dispatch
leads, and even regional managers to attend at least one daily shift-start huddle.

When

a director stands beside a rider reviewing that day’s high-risk intersections,

it conveys that safety isn’t an afterthought.



Walk the Warehouse and Streets:

Schedule weekly “ride-alongs” and depot walkthroughs. Observe how parcels are loaded,
watch riders mount their bikes, ask questions about route choices. Your presence
uncovers unreported hazards — perhaps a slick spot by the loading dock or a GPS mount
that rattles loose on bumpy roads.

Share Personal Stories:

When leaders recount a moment they narrowly avoided a collision or learned a hard
lesson about improper lifting, it humanizes safety. It breaks down the “us vs. them”
barrier and reminds everyone that behind every policy is a person who cares.

Example: A national courier chain’s C00 began each quarterly town-hall with a “Safety
Snapshot” — reviewing top near misses, praising individuals, and recounting a
personal anecdote about a close call. That ritual lifted near-miss reporting by 50%
in six months.

4.2 Engaging the Workforce: From Riders to Dispatchers

A top-down approach only goes so far. True safety culture thrives when every courier
and handler feels ownership.

Safety Ambassadors Program:

Invite each depot or shift to nominate a “Safety Ambassador” — a trusted peer who
receives extra training in hazard spotting, mobile-app reporting, and delivering
brief “Safety Snacks.” These ambassadors become on-the-ground champions, encouraging
colleagues to use proper lifting techniques or report potholes on delivery routes.

Courier Safety Committee:

Form a cross-functional committee with riders, van drivers, warehouse handlers, and
dispatchers. Meet monthly — rotate membership quarterly. Review incident data,
brainstorm solutions (like an alternate parking zone to avoid double-parking
tickets), and pilot new ideas — such as color-coded route maps highlighting slick
sidewalks in winter.

Two-Way Communication Channels:

e Mobile Suggestion Box: An in-app feature where couriers can submit safety ideas
or concerns in three taps.

e Rapid Response: Commit to acknowledging feedback within 24 hours and providing
an action plan within one week. When a rider reports a malfunctioning
streetlight on a dark alley, dispatch crews should address or reroute quickly —
and communicate back.

Tip: Highlight each week’s top suggestion in a “You Spoke, We Acted” bulletin —
showing frontline voices lead to real change.

4.3 Behavior-Based Safety (BBS): Reinforcing Safe Practices

Even the best controls depend on human behavior. BBS focuses on observing, coaching,
and reinforcing the precise actions that keep people safe.

Structured Observations:

e Create a short checklist of 5-7 critical behaviors — e.g., performing the pre-
shift equipment inspection, maintaining three-point contact when mounting a van,
using voice-only navigation.

e Pair couriers in brief “peer-observation” sessions: one rides or drives while
the other notes safe and at-risk behaviors, then they swap roles.



Immediate Positive Feedback:

When you see a colleague stop to clear a slick spot near a customer’s doorstep, call
it out: “Great eyes, Maria — thanks for spotting that hazard before someone slipped.”
Reinforcement builds momentum far faster than reprimands.

Micro “Safety Snacks”:

In break rooms and depot huddles, deliver two-minute mini-talks. One day might focus
on proper strap-tension techniques; another on how to adjust mirrors for blind-spot
reduction. Keep them tight, focused, and tied to that week’s top hazard trend.

4.4 Recognition & Reward Programs

People repeat behaviors that are noticed and appreciated. Recognition programs anchor
safe practices into everyday work.

“Safe Route” Awards:

Each month, identify the courier with the highest “Safe-Mile Score” (based on
telematics data) and zero near-misses. Feature them in your newsletter, give a gift
card, or reserve a premium parking spot.

Team Challenges:
Run friendly competitions — “Depot A vs. Depot B” on near-miss reporting or pre-shift
checklist compliance. The winning team earns a catered lunch or company-branded gear.

Peer Nominations:

Allow couriers to nominate colleagues who went above and beyond — perhaps a rider who
helped a fellow courier with a broken chain or a handler who reorganized the staging
area to eliminate trip hazards. Celebrate winners quarterly at a company gathering.

Best Practice: Publicize recognition widely — on social-media channels, internal
dashboards, and at all-hands meetings — to reinforce that safety achievements matter.

4.5 Leadership Development & Succession Planning
Safety culture grows stronger when you cultivate new leaders who can sustain it.

Supervisor Safety Academy:
Offer a multi-day program for team leads and dispatch managers covering:

Facilitating engaging safety huddles
Conducting effective BBS observations
Interpreting telematics and near-miss data
Coaching for behavior change

Mentorship Pairings:

New or prospective safety ambassadors shadow veteran couriers and supervisors. These
pairings foster knowledge transfer — from safe-route tactics to best practices in
equipment checks.

Continuous Learning:
Encourage attendance at industry conferences, webinars on emerging delivery risks
(like e-bike battery fires), and share takeaways company-wide to spread innovation.

4.6 Embedding Safety into Daily Routines
To prevent safety from slipping off the daily agenda, build simple rituals:

Safety Start & Safety Close:



e Start: A five-minute huddle each morning — preview the day’s route challenges,
highlight any depot hazards (slick spots, broken pallets), assign safety
ambassadors, and review any overnight incident logs.

e Close: A brief end-of-day debrief — capture near misses, surface any unresolved
issues, and share quick tips for the next shift.

Integration with Performance Meetings:

Include a “Safety Moment” — a two-minute discussion of a recent incident or positive
behavior — in every weekly operations briefing, ensuring safety conversations reach
leadership forums.

4.7 Module 4 Summary

True safety culture in courier services emerges when leadership shows up, all staff
have a voice, safe actions are observed and reinforced, and achievements are
celebrated. By embedding BBS, leadership development, and daily safety rituals, you
transform policies and controls into lived behaviors — so every delivery is made with
confidence and care.

Next Up: Module 5: Training, Competency & Communication, where we’ll tailor role-
based training programs — from e-bike operation to warehouse ergonomics — and
leverage blended learning and competency sign-offs to ensure every courier is ready
for the road. Let’s keep this momentum going.
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Module 5: Training, Competency & Communication for Courier Services

Delivering parcels on tight schedules — through busy streets, variable weather, and
diverse customer environments — demands more than a good map and a dependable
vehicle. Your couriers and warehouse handlers must also be safety-competent,
confident, and continually learning. In this module, we’ll build a layered training
and communication strategy that ensures:

e Role-Based Expertise: Every team member — from depot sorter to pedal-powered
rider — masters the specific hazards of their duties.

e Blended Learning: A mix of e-learning, hands-on practice, and micro-learning
snacks keeps knowledge fresh and engaging.

e Competency Verification: Rigorous assessments and on-the-job sign-offs guarantee
safe performance, not just completed modules.

e Real-Time Communication: Clear, two-way channels keep crews informed of policy
changes, emerging hazards, and commendations.

5.1 Designing Role-Based Curricula

1. Warehouse Handlers & Sorters

e Core Classroom Module (2 hours): Cover proper manual-handling techniques,
forklift-safe-zone protocols, slip-resistant footwear requirements, and cargo-
strap inspection.

e Practical Lab (1 hour): Under trainer supervision, practice team lifts for
parcels over 15 kg, safe pallet stacking to prevent toppling, and rapid-response
drills for spill cleanup.

e E-Learning Prework: A short interactive module on identifying pinch-points in
conveyor systems, with embedded quizzes to reinforce key points.



1. Van Drivers

e Defensive Driving Course (4 hours): Instructors cover urban collision avoidance,
safe following distances — even in congested routes — plus hands-on skid-control
exercises on a closed course.

e Telematics Training (1 hour): Walk through the in-vehicle display, understand
harsh-braking alerts, and practice resetting alerts during a mock route
simulation.

e Pre-Shift Equipment Inspection Drill: Drivers demonstrate the daily Vehicle-Use
Report (DVIR), including lights, mirrors, tires, brakes, and GPS-mount checks,
under supervisor observation.

1. Bicycle & E-Bike Couriers

e On-Bike Safety Workshop (3 hours): Helmet-fit checks, high-visibility layering
strategies, lane-positioning tactics, and hand-signal protocol rehearsals on a
mock urban circuit.

e Battery Management E-Module: Understand lithium-ion BMS features, spot early
signs of thermal runaway, and learn emergency-shutdown steps.

e Microlearning Nugget: A 10-minute video on “Safe Cornering Techniques” with
slow-motion replays, followed by a brief on-bike practice.

1. Dispatchers & Supervisors

e Hazard Communication Module (2 hours): Reading the logistics of a route through
a safety lens, adjusting assignments based on weather alerts, and managing real-
time near-miss feedback loops.

e Leadership & Coaching Workshop (3 hours): Using Behavior-Based Safety (BBS)
observation techniques, delivering “Safety Snack” micro-talks, and providing
positive reinforcement and debriefs after incidents.

5.2 Blended Learning & Reinforcement

E-Learning Platform:
Host all core modules online, accessible via mobile devices. Embed short quizzes —
with a 90% pass requirement — to unlock subsequent content.

Safety Snacks & Toolbox Talks:

e Daily Safety Snack (2 minutes): A quick bulletin delivered via app push
notification — today’s topic might be “Checking Strap Tension” or “Defensive
Riding in Rain.”

e Weekly Toolbox Talk (10 minutes): Supervisors read a script — such as the “Urban
Driving Close-Calls” Safety Talk from Module 9 — encouraging group discussion
and shared experiences.

Hands-0On Refresher Labs:

Quarterly, rotate crews through condensed versions of their core labs — especially
before high-risk seasons like winter — to keep muscle memory sharp and policies top
of mind.

5.3 Competency Verification & Coaching

Practical Sign-0ffs:

Completion of a training module isn’t enough. Each courier must demonstrate key tasks
— like properly tensioning cargo straps or executing an emergency e-bike battery
shutdown — to a qualified assessor. Successful sign-off yields a digital badge valid
for six months.



Field Audits & On-The-Road Observations:

Supervisors conduct randomized “ride-along” checks, using a short observation
checklist (e.g., helmet fit, hands-only dispatch compliance, correct mirror
adjustments). Immediate feedback — praise for correct behaviors and coaching for gaps
— reinforces standards in real time.

Mentorship & Buddy System:

Pair new or at-risk couriers with seasoned mentors for the first 30 days. Mentors
guide safe-route planning, assist with equipment checks, and model best practices,
fostering a supportive learning environment.

5.4 Clear & Continuous Communication

Digital Safety Hub:
Maintain a centralized portal — accessible via desktop or mobile — hosting:

e Latest SOPs and video demos

e Incident and near-miss summaries

e Training schedules and enrollment links

e “You Spoke, We Acted” updates on reported hazards

Real-Time Alerts:

Configure the dispatch app to push urgent safety notifications — such as a route
closure due to flooding, or a recall on a batch of gloves — directly to devices in
use, requiring confirmation before proceeding.

Crew Feedback Surveys:

Monthly, solicit short anonymous surveys on training effectiveness, policy clarity,
and emerging concerns. Use results to refine the curriculum and address on-the-ground
needs.

5.5 Module 5 Summary

A robust training and communication framework — anchored in role-based curricula,
blended learning, hands-on sign-offs, and digital reinforcement — ensures every
member of your courier operation is competent, confident, and connected. By verifying
real-world skills, providing immediate coaching, and maintaining open two-way
channels, you build a workforce that sees safety not as a hurdle, but as a shared
path to excellence.
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Module 6: Incident Management & Learning Systems for Courier Services

Even with the best controls and training, near misses and incidents will occur in
courier operations — whether a van “fender bender,” a rider’s skid on wet pavement,
or a handler’s strained back. What separates top performers is a systematic approach
to capturing those events, investigating root causes, and embedding lessons learned
so mistakes aren’t repeated. In this module, you’ll build a proactive Incident
Management & Learning System that:

1. Captures Near Misses & Incidents — making reporting easy and stigma-free

2. Triages & Classifies Events — prioritizing serious cases for rapid response

3. Conducts Root-Cause Analysis (RCA) — using 5-Whys for quick fixes and structured
methods for complex failures



4. Develops & Tracks SMART Corrective Actions — ensuring accountability and closure
5. Embeds Lessons Learned — updating SOPs, training, and audits
6. Monitors Performance & Feeds PDCA Loops — driving continuous improvement

6.1 Capturing Near Misses & Incidents
Why Report Near Misses?

e Near misses outnumber actual collisions or injuries and reveal hidden hazards
before they cause harm.

e A robust reporting culture signals safety engagement and prevents the “silence”
that leads to repeated events.

Easy, Accessible Reporting

e In-App Near-Miss Form: Couriers tap “Report Near Miss,” select a category (e.g.,
“close call at intersection,” “strap snap”), add optional photo or voice note,
and submit.

e Anonymous Option: Enables riders or drivers who fear repercussions to report
hazards without revealing their identity.

o Immediate Acknowledgment: Automated confirmation assures reporters their input
is valued and will be acted upon.

6.2 Triage & Classification
Priority Levels

e Critical: Vehicle collisions, serious injuries, e-bike battery fires -
Investigation within 4 hours.

e Significant: Medical-aid cases, slip-and-fall fractures, cargo-strap failures -
Investigation within 24 hours.

e Routine: Minor bruises, near misses with no injury - Review in weekly safety
committee.

Event Logging & Trend Analysis

e A1l reports funnel into an Incident Log tagged by type, location, equipment, and
severity.

e Monthly dashboards highlight trends — rising “skid on wet pavement” near misses
signal a route or footwear issue.

6.3 Root-Cause Analysis (RCA)
5-Whys for Quick Incidents

e For routine events — like a minor back strain during parcel lifting — ask “Why?”
five times to peel back layers from “improper lift” to “no team-1ift protocol”
to “training gap.”

Structured RCA for Major Events

e For collisions or significant injuries, use a methodology like TapRooT® or
Fishbone diagrams: map equipment failures, human factors, and system gaps in
parallel.

e Involve a cross-functional team — operations, maintenance, HR, and the field
crew — to capture all perspectives.

6.4 SMART Corrective Actions



Hierarchy of Actions

1. Engineering: Retrofit slip-resistant van steps; add anti-whip couplings to e-
bike chargers.

. Procedural: Update the Daily Equipment Checklist to include battery-temp checks.

. Training: Deliver a “Safe Handoff” micro-module to every rider.

. Administrative: Adjust shift lengths to prevent fatigue.

. PPE: Issue new cold-weather gloves after a frostbite near miss.
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Tracking & Accountability

e Use a Corrective-Action Dashboard listing action, owner, due date, and status.
e Review in weekly safety-committee meetings; escalate overdue items to
leadership.

6.5 Embedding Lessons Learned
Safety Bulletins & Toolbox Updates

e Within 48 hours of RCA completion, distribute a concise “Safety Flash”
summarizing the event, causes, and new controls.
e Feature it in the next Safety Snack or morning huddle to reinforce awareness.

Updating Documentation

e Revise JTAs, SOPs, and training materials to reflect new steps — e.g., “Always
disconnect charger and inspect battery before first ride.”
e Incorporate incident scenarios into e-learning quizzes and on-bike simulations.

6.6 Performance Monitoring & PDCA
Key Metrics

e Near-Miss Reporting Rate: Target =2 per courier per month.

e Incident Severity Rate: Monitor LTIR and TRIR for the fleet.

e Corrective Action Closure: Aim for 90% of high-priority actions closed within 14
days.

Plan-Do-Check—Act

Plan: Identify priority hazards from incident trends (e.g., ice-related falls).
Do: Roll out specific controls (e.g., seasonal footwear policy).

Check: Review metric changes weekly; gather crew feedback.

Act: Refine or scale solutions based on results, and then repeat the cycle.

6.7 Module 6 Summary

By making near-miss reporting seamless, triaging events promptly, diving deep into
root causes, and tracking SMART corrective actions, you institutionalize learning.
Embedding lessons into procedures and training — and closing the PDCA loop — ensures
that every hazard flagged becomes an opportunity to strengthen your courier safety
system and protect both people and parcels.

Next Up: Module 7 — Metrics, Monitoring & Continuous Improvement, where we’ll define
the leading and lagging indicators critical for courier operations, leverage real-
time dashboards, and mature your safety program through PDCA cycles. Let’s keep
deliveries — and safety — on track.



¢ Module Seven

Module 7: Metrics, Monitoring & Continuous Improvement for Courier Services

You can’t manage what you don’t measure — and in courier operations, that includes
everything from on-time delivery to battery fires, fatigue complaints, and missed
seatbelt alerts. Without the right metrics, leaders are left guessing. With them, you
build a smarter, safer, and more efficient delivery operation. This module equips you
to:

. Define meaningful leading and lagging safety indicators

. Build and use dashboards to visualize real-time risk

. Embed safety metrics into daily, weekly, and monthly routines

. Apply the Plan-Do—Check—Act (PDCA) cycle to improve continuously
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Let’s turn data into action — and safety into a strategic asset.
7.1 Choosing the Right Metrics for Courier Safety
Why Metrics Matter

Metrics guide decisions, reveal trends, and help you justify investment in safety.
But collecting the wrong data — or drowning in too much of it — can do more harm than
good.

Two Types of Safety Metrics:

e Leading Indicators (Predictive): These track proactive behaviors and conditions
before an incident occurs. They are your early warning system.

e Lagging Indicators (Reactive): These reflect what already happened — collisions,
injuries, fines. Still important, but too late to prevent.

Recommended Leading Indicators for Courier Services:

e Near-miss reports per 100 couriers

Pre-trip checklist completion rate

Safety talk attendance & participation
Telematics alerts (e.g., hard braking, speeding)
Observation-based safety audits

Recommended Lagging Indicators:

Lost-Time Injury Rate (LTIR)
Total Recordable Incident Rate (TRIR)
Vehicle collision rate per 100,000 km
Manual handling injury rate
E-bike battery incident rate

Tip: Pair metrics. For example, if collision rate is up, is near-miss reporting down?
That can tell you something about underreporting — or unaddressed route hazards.

7.2 Creating Dashboards That Drive Action
From Spreadsheet to Strategy

Dashboards shouldn’t be built just for compliance — they should tell a story. With
the right layout, you can spot trends in seconds and make targeted decisions.



Elements of an Effective Courier Safety Dashboard:

e Color-Coding: Green (within target), Yellow (approaching threshold), Red
(exceeds threshold)

e Time Frame Comparisons: Show weekly, monthly, and rolling 90-day data

e Route-Based Filtering: Compare depot-to-depot or zone-to-zone

e Integration with Dispatch & GPS: Overlay incident data on delivery maps

Sample Dashboard Widgets:

Metric Target Current Status || Trend
Near-misses per courier =2/month 1.4

LTIR <1.5 0.8

Package handling injuries || =2/month 5

Corrective actions closed || 290% on time || 86%

Dashboards should be visible to leadership, supervisors, and workers — ideally
through shared monitors, mobile access, or printouts at the start-of-day huddle.

7.3 Operationalizing Safety Metrics
Metrics Are Useless Without Action

Once you have the data, the real work begins: incorporating it into daily operations
and using it to influence behavior.

Daily Uses:

e Dispatch reviews seatbelt and harsh braking data for every driver
e Supervisors include a “Metric of the Day” in morning safety huddles

Weekly Uses:

e Team leads review checklist compliance and near-miss trends
e Assign follow-up actions based on any metrics flashing red

Monthly Uses:

e Safety committee tracks all leading/lagging indicators and prepares a one-pager
for senior leadership

e Highlight outstanding performers — top near-miss reporters or zero-incident
crews

The Rule of Visibility:

“What gets measured gets noticed. What gets noticed gets managed.”

Post it. Share it. Celebrate it. And don’t be afraid to act when something’'s off.
7.4 Using PDCA to Improve Safety Continuously

The Plan-Do—Check—Act Cycle

This isn’t just a business buzzword. PDCA is a proven tool for turning small safety



wins into long-term performance gains.

Step 1: Plan
Identify a focus area using your metrics.
Example: “Sprain injuries up 25% on east depot routes.”

Set an objective:
“Reduce lifting injuries by 40% in 60 days.”

Step 2: Do
Implement changes:

e Deliver micro-training on lift techniques
e Add signage to vans
e Audit high-risk handoff locations

Step 3: Check
Measure impact using your metrics:

e Strain injury frequency
e Courier self-reports
e Supervisor observations

Step 4: Act
Scale what works. Adjust what doesn’t. Update SOPs and training.

Then start again — with a new risk, or deeper iteration.

PDCA doesn’t require huge budgets — it requires discipline and data.
7.5 Building a Culture of Metric Ownership

Involve Couriers in the Metrics

Most couriers won't care about LTIR or TRIR — but they will care if they're
recognized for safe behavior, or if their feedback reduces strain on the route.

Tips to Boost Engagement:

Translate data into personal impact: “These reports helped us get new dollies.”
Create healthy competition: “Top near-miss reporters get coffee gift cards.”
Publish safety wins: “No lifting injuries in April — thanks to everyone who
flagged unsafe drop-offs.”

Let crews see themselves in the data: heatmaps of high-risk areas, GPS routes
with incidents marked

The more people see the value, the more they contribute to your safety intelligence.
7.6 Module 7 Summary

Safety without metrics is wishful thinking. But with the right indicators, clear
dashboards, and a disciplined PDCA approach, you create a living, breathing safety
system that gets better over time. Don’t wait for an accident to learn. Use your data
to listen, adapt, and lead.

Next Up: Module 8 — Anticipating Emerging Risks, where we’ll unpack evolving hazards
— from e-bike battery fires to app distraction and climate extremes — and show how to
prepare your courier operations for what’s next.
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Module 8: Anticipating Emerging Risks in Courier Services

The courier landscape is changing rapidly. Electric bikes and vans are replacing
combustion engines. Mobile dispatch apps are speeding up operations — but adding
mental load. Heatwaves, blizzards, and air quality alerts are now weekly headlines.
Staying safe requires more than reacting to past incidents — it means looking ahead.

This module gives you the tools to anticipate and address emerging risks in courier
operations by:

1. Scanning for new threats before they escalate

2. Building systems to identify weak signals and outliers

3. Proactively adjusting controls and training for new technology, behaviors, and
environmental conditions

4. Ensuring your safety program evolves with your operations — not behind them

8.1 Identifying Emerging Risks in Courier Work
What Is an Emerging Risk?

An emerging risk is a hazard that is either new to your operation, growing in
frequency or severity, or shifting in how it presents. These are often the result of:

e New technology (e.g., lithium-ion batteries in e-bikes)

* New processes (e.g., live GPS rerouting, gig-style dispatch apps)

e Changing environments (e.g., hotter summers, colder winters, wildfire smoke)

e Evolving human behaviors (e.g., texting between deliveries, fatigue from rapid-
fire shifts)

Examples in Courier Services:

Risk Why It’s Emerging

E-bike battery fires Incre§se in fleet electrification; poor charging/storage
practices

App distraction Drivers/riders receive routing updates mid-drive

Accelerated schedules and pressure to meet rapid delivery

Route fatigue .
windows

More frequent heat domes, ice storms, and poor air quality

Weather extremes
days

Psychosocial stress Isolation, burnout, and performance pressure

These risks can’t be managed with yesterday’s rules — they require fresh thinking.
8.2 Building a Hazard Intelligence System
The Early-Warning Radar

Top-performing safety programs don’t just respond to incidents — they watch the
horizon. Here’s how to build a courier-specific hazard intelligence system:




1. Scan Internal Data:

e Analyze near-miss reports for unusual or recurring new categories (e.g.,
“battery smell” or “app froze mid-route”)

e Monitor telematics for upticks in hard braking, long idle times, or erratic
behavior

e Flag repeat maintenance issues, especially on newer equipment

2. Watch External Signals:

e Review safety bulletins from manufacturers (e.g., e-bike battery recalls)
e Track city alerts (air quality, extreme weather, construction zones)
e Follow OHS and transport authorities for regulatory changes

3. Empower Frontline Observers:

e Train couriers and dispatchers to spot new patterns and report them — even if
they don’'t fit a predefined form

e Use open-text fields in digital checklists to capture unstructured observations

e Introduce “What’s new out there?” as a standing question in weekly debriefs

8.3 Proactive Controls for Top Emerging Risks

Once you've identified the top threats, you need to move fast — before a close call
becomes a crisis.

E-Bike Battery Fires

The Issue: Damaged or improperly charged lithium-ion batteries can ignite violently,
especially in poorly ventilated vans or during charging inside a depot.

Controls:

e Daily inspection checklist: swelling, heat, damage

e Lock-out/tag-out process for questionable batteries

e Battery storage protocols: fire-rated containers, temperature-controlled rooms

e Charging SOPs: no overnight charging, charge under supervision, keep units
separated

e Emergency action plan: fire extinguisher training, battery incident scenario
drills

Include incident flashbacks and global cases (like London and NYC courier fires) in
safety talks to raise awareness.

Mobile App Distraction

The Issue: Couriers receiving real-time pings, changes, or notifications while
operating a vehicle or navigating a bike route.

Controls:

Implement “movement lock” feature in dispatch app (alerts silenced while vehicle
in motion)

Designate pull-over zones for safe message reading

Train on pre-route briefing and contingency handling

Limit mid-route contact unless urgent

Incorporate a distracted-driving checklist item for supervisors conducting ride-
alongs



If a safety-critical message must be sent, it should follow a code system that makes
urgency clear (e.g., red = stop, yellow = update, green = info-only).

Route Fatigue & Psychosocial Stress

The Issue: “Rush mode” delivery pacing increases cognitive load, reduces decision
quality, and increases errors or aggression.

Controls:

e Enforce mandatory mid-shift pauses — even short 5-minute breaks reduce stress

e Introduce “early finish” bonus for high performers to reduce push at end-of-
shift

e Rotate long-haul or high-volume routes every 3-5 days

e Include mental health awareness in training and provide direct access to EAP
(employee assistance programs)

Ask your team: “What’s wearing you down out there?” and treat the answers as safety
data.

Climate Extremes

The Issue: More days of extreme heat, ice, rain, or poor air quality affecting
courier performance and health.

Controls:

e Daily weather briefings integrated into dispatch meetings

e Seasonal SOPs for heat (hydration kits, shaded breaks) and cold (thermal gloves,
traction aids)

e Heat Index and AQI (air quality index) thresholds for modifying delivery
expectations

e Build in flex time or reroute capacity during alert days

e Encourage reporting of “weathered-in” hazards like iced-over stairs or snow-
packed driveways

Remember: climate isn’t just a comfort issue — it’s now a high-frequency risk driver.
8.4 Embedding Agility Into Your Safety Program

To stay ahead, safety programs must become adaptive — not locked in rigid annual
review cycles.

Tactics to Stay Nimble:

e Add “emerging risk review” to quarterly safety meetings

Pilot-test new controls with a small team before scaling

Use short-cycle feedback: weekly courier surveys or “voice memos” about field
conditions

Maintain a living “watch list” of trends and hazards at each depot

Encourage supervisors to bring at least one new observation to each huddle

Agility doesn’t mean chaos — it means responsiveness with intention.
8.5 Communicating New Risks Effectively

If your team doesn’t understand or believe in the risk, they won’t follow the
control.



Communication Tips:

e Use real-world stories: “Remember last August’s battery fire in Montreal? Same
model. Same charging error.”

Don’'t wait for an incident — introduce changes as “proactive safety wins”

Keep language plain: “This isn’t red tape. It’'s what gets you home safe.”
Reinforce changes across platforms — printouts in vans, app pop-ups, QR-linked
videos, toolbox talks

Always invite feedback: “Does this make your job harder? What would help?”

Safety isn’t just compliance. It's conversation.
8.6 Module 8 Summary

From climate to tech to behavior, the risks facing couriers are shifting fast.
Organizations that thrive are those that watch the horizon, listen to their teams,
and respond before the damage is done. With the tools in this module — emerging risk
scanning, field intelligence, flexible controls — you don’t just keep up. You stay
ahead.

Next Up: Module 9 — Safety Talks That Stick, where we’ll help you turn safety from a
rulebook into a daily conversation with three engaging, ready-to-read toolbox talks
your supervisors can use tomorrow.
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Module 9: Three Conversational Safety Talks for Courier Services
Safety Talk #l: “Urban Driving Close Calls - Seconds from Disaster”

“Morning, team. Before we get too deep into the day’'s run sheets, I want to talk
about something we all experience — but probably never report: urban driving close
calls.

You know what I mean. You're in the middle of a delivery loop downtown. Pedestrian
steps off the curb without looking. Cyclist comes flying through a red. Somebody
slams the brakes in front of you on a yellow. You barely miss them. No contact. No
paperwork. You take a breath and keep moving.

But here’s the thing: those moments matter. They’'re not just stressful — they’re
warning signs. And if we ignore them, they become the incidents we can’'t walk away
from.

Let me give you a real example. Last month, over in our East Depot, one of our newer
couriers — Ben — was doing the afternoon loop on his usual route. Same streets, same
stoplights. He's coming up to a busy left turn at King and 14th. He’'s got the green,
but he’s creeping forward because he knows that intersection is dicey. Sure enough,
just as he starts to go, a delivery cyclist cuts the corner, wrong lane, flying
through on a red. Ben hits the brakes — hard.

He stops just short. No crash. No injury. Cyclist keeps going.
But that two seconds? That was the difference between nothing and an ambulance call.

Now, Ben did everything right — slow approach, eyes scanning. But here’s what stuck



with me. He almost didn’t say anything. Said he figured, ‘Well, no harm done.’ And
that’'s where we’ve got to reset our mindset.

Because if Ben hadn’'t said something, we wouldn’t know that the intersection at King
and 14th is a hot spot. We wouldn’'t know that same cyclist has pulled that move three
times before. We wouldn’t know we need to mark that zone for extra caution.

So today I want us to think differently about close calls. Not as near misses. Not as
nothing. But as gifts — tiny second chances that help us prevent the real thing.”

What Counts as a Close Call?

“A close call is any situation where a collision, injury, or serious damage could
have happened, but didn’t — because of timing, luck, or someone’s fast reaction.

Let me throw a few at you. See if these ring any bells:

e You're making a right turn and a scooter darts into your blind spot. You catch
it at the last second.

e You open the rear door to grab a package — and a cyclist zips by close enough to
tug your sleeve.

e You're backing into a customer’s driveway and just miss a low garden wall you
didn’t see.

e You slip on wet pavement stepping out — but catch yourself on the door handle.

No injury. No damage. But the next time, you might not be so lucky.

And if you keep it to yourself, nobody else learns. And that next time might happen
to someone else.”

Why Don’t We Report These?
“Let’s be honest — we’'ve all had close calls. But hardly anyone reports them. Why?

e We think it makes us look careless.

e We figure it’s no big deal.

e We’'re too busy.

e We don’t know where or how to report it.

e Or maybe we’'re afraid it’'ll get us in trouble.

Let me be crystal clear on this: reporting a close call will never get you punished.
In fact, it shows that you care about the team.

When you report a near miss, you help:

1. Identify risky locations, habits, or timing issues
2. Get better tools, mirrors, or vehicle setups
3. Prevent someone else from getting hurt

That's leadership. That’s how we build a proactive safety culture.”
Real Case: Intersection Blind Spots

“Last winter, our downtown depot flagged five close calls at the same intersection
over a two-week period. All different drivers. Same pattern: vehicle turning left,
sun glare hitting the windshield, pedestrians in dark clothing stepping out into the
crosswalk late.

What did we do?



e We adjusted route timing to avoid that turn during peak glare.

e We updated pre-shift briefings to call out intersections by time of day.

e We pushed out an alert to the entire city team to extra scan when making left
turns under glare conditions.

It worked. That alert alone probably prevented two or three real incidents.
And all because someone said, ‘Hey, I almost hit someone yesterday.’'”
Your Eyes, Your Voice, Your Data

“You are out there every day. You know the hot spots. You know the places where
someone always parks in the bike lane. The alley where foot traffic comes from both
sides. The curve where delivery drivers whip around too fast.

You are the experts on your route.

We need your observations — your instincts. Not just when something does happen, but
when something almost does.

When you feel your gut tighten? That’s a close call. Tell us.

We've added a shortcut in the app: just tap ‘Near Miss’ on the main screen, voice
record if you don’t want to type, and hit submit. You can even choose anonymous if
you want. We’'ll review it. Add it to our trend maps. And we’'ll follow up.”

Top 5 Close Calls in Courier Operations

“Let me walk you through the five most common close calls we see across our fleet,
and what you can do about them:

1. Left-Turn Pedestrian/Cyclist Near Misses

e Always scan left-right-left again before turning.
e Edge into the intersection slowly — creep is safer than commit.
e Expect someone to do something dumb.

2. Rear Door Open with Passing Traffic

e Before you open any vehicle door, mirror check both sides.
e Use reflective vests in low visibility.
e Angle the vehicle away from foot and bike lanes when possible.

3. Tight Reverse Maneuvers

e Don’'t assume clearance — check it.
e If you're unsure, get out and walk it.
e Use a spotter if available, even if it delays your stop by 30 seconds.

4. Slips While Exiting Vehicle

e Test your footing before stepping out.
e Look for puddles, ice patches, gravel, or sloped curbs.
e Keep three points of contact — especially in rain or snow.

5. Near Misses with Distracted Drivers

e Leave extra space when merging or braking.
e Use lights, signals, and horn when needed — don’t assume you're seen.
e Pull over and let aggressive drivers pass — don’t engage.”



Quick Quiz Time
“Let’s test your instincts. Shout out your answer — or just think it.

Q1l: You're turning left and a pedestrian is 10 feet into the crosswalk. Do you:
A) Speed up to get past

B) Wait and make eye contact

C) Inch forward slowly to block other cars

Answer: B. Always wait and make eye contact.

Q2: You nearly bump a cyclist who swerves into your lane. No contact. Do you:
A) Forget it

B) Yell at them

C) Report it as a near miss

Answer: C. Report it. We track repeat issues and risky zones.

Q3: You slip but don’t fall while exiting your van. You:
A) Move on

B) Tell your buddy

C) Report it and note the exact address

Answer: C. That slip might become someone else’s fall.”

Your Takeaway Today

“Today I'm asking each of you to do one thing:
If you have a close call, say something.

Whether it’'s to me, to dispatch, to the app — it doesn’t matter. Just speak up.
We’ll never give you grief for it. In fact, you might save a life.

And if you want to talk it out privately, I'm always here. Your voice matters. Your
instincts matter. Your story might prevent the next injury.”

Final Thought

“There’s no such thing as a harmless close call. There’'s just the lucky ones who
walked away.

Let’s make close calls our first line of defense — not our last warning. Speak up.
Stay sharp. Watch out for each other.

Let’s make today safe — and every tomorrow safer than the last.”
Safety Talk #2: Safe Package Handling Starts with the First Box

“Alright team — before we jump into today’'s deliveries, I want to talk about
something we all deal with, but maybe don’t think much about anymore: how we lift,
carry, and move packages on the job.

Let’s be honest — handling boxes becomes second nature, right? You grab the parcel,
shift your body, twist through the van door, maybe jog up a few stairs, drop it, and
get back in the seat. You’re probably doing that movement 80 to 120 times in a single
shift. But here’s the thing — repetition is where injuries hide.

Let me tell you a story that really drove this home for me.”

The 18-Pound Box That Took a Courier Off the Road



“Last fall, over at our Central Depot, one of our most reliable guys — Andre — was
about halfway through his shift. It was a moderate day — 22 degrees, no rain, average
load. Nothing seemed out of the ordinary.

Andre pulled over on a routine stop, reached behind the driver seat to grab a medium-
sized package — maybe 18 pounds. He did what we’ve all done: twisted his torso,
leaned across the seat, didn’'t move his feet, just kind of rotated and pulled.

He felt a pop.

Pain shot through his lower back. He tried to power through, but within the hour he
couldn’t stand straight. He ended up off work for almost four weeks with a lumbar
strain.

Now get this: Andre had delivered over 100,000 packages for us. Zero incidents before
this. No missed shifts. But one awkward lift — because he was rushing and used bad
form — put him down for a month.”

The Real Risks of Repetitive Lifting
“What happened to Andre isn’t a freak accident. It’s common — and preventable.

Most of our handling injuries come from:

Twisting while lifting

Reaching and pulling from inside the cab

e Carrying with one hand and no balance point
Ignoring fatigue in the second half of the shift
Taking stairs or curbs too fast while loaded

You don’t need to lift something huge to get hurt. It’'s small loads + bad angles +
repetition that get you.

And let’s be real — no one wants to be ‘that person’ who throws out their back from a
12-pound delivery. So we push through. But pushing through doesn’t make you tough —
it makes you a target for injury.”

3 Common Courier Handling Mistakes

“Let’s go through the top three bad habits I've seen on ride-alongs and camera
reviews:

1. The Van Twist & Snatch
This is when you park, unbuckle, and reach into the back without getting out.
You grab the parcel from behind the seat, twist left, and yank it forward. No
foot movement. All back and shoulders.

Fix: Always stand up and face the load squarely. If it takes an extra 15 seconds, so
be it. Your spine will thank you.

2. The One-Handed Stairs Climb
Carrying a box under one arm, coffee in the other, hustling up a porch or
stairwell. You lose balance, roll an ankle — or drop the load and tweak your
wrist.

Fix: Use two hands when possible. Keep one hand free for railings on multi-step
entries. Secure your footing before moving.

3. The Toss-Grab-Toss Cycle



This one’s common during route sprints. You toss parcels into the van in the
morning, stack them haphazardly, and then fish them out by size or shape later.
Now you’re reaching under heavier items, lifting out of sequence, and
compensating with weird body mechanics.

Fix: Take 3 minutes to organize by stop sequence and weight class. Keep heavy loads
near the door. Use a dolly or bag for grouped light items.”

Setting Up Your Workspace (a.k.a. The Van Interior)

“Before your first delivery, your vehicle is your workspace. How you organize it
directly affects your safety.

Here’'s the ideal setup:

e Heavy parcels at waist height, closest to the back doors

Fragile and odd-shaped items secured against side panels

Top tier only for very light items — don’'t stack weight high

Group multi-stop parcels using labeled bins or color-coded stickers
Keep the dolly and straps accessible — not buried under inventory

You wouldn’t let your desk become a mess if you were in an office. Don’t let your van
become a hazard zone.”

The Golden Rules of Safe Handling

“I know we all hear about ‘lift with your legs, not your back’ — but I want to make
this more practical.

Let’s run through our 5 Golden Rules of Courier Package Handling:

1. Plan Your Path
Before lifting, look where you’'re going. Are there stairs? Ice? A barking dog?
Obstacle avoidance is just as important as lifting mechanics.

2. Square Your Body
Face the load. Feet shoulder-width apart. One foot slightly ahead for balance.
If you're twisting or reaching, stop and reposition.

3. Hug the Load
Hold the parcel close to your body — ideally between your waist and chest. Arms
extended = more strain on your back and shoulders.

4. Move Smoothly
No jerky movements. Lift steadily. Don’'t let momentum do the work — it’s the
fast pulls that strain your joints.

5. Ask for Help or Use Tools
If something feels just at the edge of your strength, don’t risk it. Use a
dolly, a cart, or ask dispatch to send assistance.”

Real Hazards, Real Costs
“Here’s a quick look at the numbers from our past 12 months:

e 26 handling-related injuries reported across 4 depots

e Average time off work: 11.2 days

e Estimated cost to company (claims, reassignments, replacements): over $82,000
e One of those was a shoulder surgery that led to modified duties for 8 months

That'’s not just money. That’'s stress, lost time, lower team morale — and real pain
for the person involved.”



Micro Habits That Make a Macro Difference

“If you want to avoid becoming a statistic, start by changing tiny things. Try these
today:

e Take one extra second to assess a lift.

e Reset your grip at the van door.

Use a three-point step method on stairs.

Hydrate and stretch mid-shift — yes, even 30 seconds helps.

e Organize your van every lunch break, not just in the morning.”

Quick Crew Activity: The Posture Check
“Okay — let’s do a posture check.
Everyone stand up. Spread your feet shoulder-width apart. Imagine lifting a box.
Now answer out loud or to yourself:
e Are your knees bent?
e Is your spine straight?
Are your elbows tucked?

Are you looking ahead — not down?
Is the weight close to your belly button?

That'’s your power zone. Every lift should aim for that posture.”

Final Challenge: The ‘First Box’ Rule

“Here’'s a simple rule I want you all to try this week:

The way you handle the first box of the day sets the tone for all the rest.

Start with a proper lift. Reset your habits right from the jump. Don’t wait until
you're tired or sore to start thinking about safety.

Today, before you make your first stop, I want you to pause. Square up. Bend your
knees. Grab that first box like a pro.

Because if you can lift that one right, you’ll be more likely to lift the next 60
right too.”

Let’s Recap:

Repetitive lifting is a hidden hazard in courier work

Bad habits creep in when we’'re tired, rushed, or overconfident

Organizing your van = fewer awkward lifts

Using proper form = fewer injuries, better endurance

Reporting aches, strains, and near misses = stronger safety program for all

Wrap-Up

“Look, we're not weightlifters. We’'re not bodybuilders. But we are industrial
athletes. We work in motion, under load, day in and day out.

And if we don’t treat package handling with respect, it’ll bite us. In the back. In
the shoulders. In the knees.

So today, let’s handle every parcel — big or small — like it matters. Let’s move



smart, lift right, and protect the most important cargo we’ve got: ourselves.
Let's keep each other safe.”
Safety Talk #3: “Weather Wins and Weather Warnings”

“Good morning, everyone. Before we grab the keys and gear up for the day, I want to
have a straight-up conversation about weather.

I'm not talking about small talk — the ‘how hot is it out there?’ kind of stuff. I'm
talking about the very real, very physical risks that weather throws at us on the job
— heatwaves, downpours, black ice, high winds, smoke alerts — you name it.

Whether you’re in a van, on an e-bike, or walking a foot route, the weather is always
a factor. And when it gets extreme — and it will — it becomes a safety hazard.

Let’'s start with a story. This one happened right here last summer.”
The Heat Stroke That Didn’t Look Like One

“Last July, during a heat wave, one of our veteran couriers — we’ll call him Jake —
was on a full-foot delivery route. He’'d done it a hundred times. Usually finishes it
early, grabs a smoothie, heads home. No problem.

But that day? The temp hit 34°C with no wind and high humidity. UV index was an 8.

Around 2:30 p.m., after six straight hours on foot, Jake started feeling off. But he
figured, ‘Just three more deliveries.’ He didn’t stop. He didn’t drink water. He
pushed through.

By 3:00 p.m., a homeowner opened their door and found him collapsed on the front
step.

Ambulance came. He had full-blown heat stroke — confusion, elevated heart rate,
dangerously high core temp. He was in the hospital overnight and missed three weeks
of work.

Jake said afterward, “I thought I was just tired. I didn’t feel sick. I just thought,
‘Push through it.’”

Sound familiar?”
When Weather Is the Hidden Hazard

“The thing about weather is that it sneaks up on you. Unlike a sharp object or a
pothole, weather doesn’t give you a clear ‘danger’ sign.

Let’s break down why weather matters so much in courier work:

* You're exposed: You get in and out of vehicles constantly. You walk in every
kind of terrain and temperature.

You’'re solo: No one’s checking in every hour to see how you’'re feeling.

e You're on the clock: You feel pressure to keep going, even when conditions are
rough.

You’'re carrying things: That means reduced balance, vision, and reaction time —
things weather makes worse.

Put all that together, and weather becomes a major multiplier of other risks.”



Heat, Cold, Rain, Ice, Smoke: They All Hurt
Let’s run through what we’'re really up against:
Heat & Sun Exposure

Hazards:

e Dehydration

Heat exhaustion

Heat stroke

Dizziness or fainting mid-delivery
Skin damage from prolonged UV

Signs to watch for:

¢ Nausea

¢ Headache

e Rapid pulse

e Confusion

e Muscle cramps

What to do:

e Hydrate before, during, and after the shift — don’t wait until you’'re thirsty
e Use cool packs or neck towels from your kit

e Plan for a 10-minute shade break every 90 minutes on high heat days

e Report any symptoms immediately — don’t try to “tough it out”

Cold, Snow & Ice
Hazards:

e Slips on black ice or snowy steps

e Frostbite on fingers and ears

e Reduced dexterity with gloves on

e Cold-induced fatigue or slowed thinking

What to do:

e Wear insulated, grippy footwear — if your tread’s worn, replace them

e Use layers, not bulk — thermal base, fleece mid, waterproof outer

e Keep extra gloves, socks, and a scarf in your van or pack

e Salt icy stairs or paths before walking them if the customer hasn’t

e If wind chill dips below safe levels, call dispatch for reroute or shelter
options

Rain, Wind & Poor Visibility
Hazards:

e Slippery stairs and sidewalks

e Low traction on bike tires

e Reduced braking power in wet conditions

e Impaired visibility due to fogged visors or windshields

What to do:

e Slow your movement — no rushing between drops



e Wipe goggles, visors, and mirrors every stop if needed

e Watch for slippery painted curbs or storm drain covers

e Keep extra socks and a dry towel in your gear

e Report flooded streets or downed branches — don’t wade in

Smoke & Air Quality Alerts
Hazards:

e Respiratory irritation
Headaches, dizziness

Asthma triggers
Long-term exposure risks

What to do:

Check AQI (air quality index) before leaving the depot

If it’'s in the red zone, switch to N95 mask or request reassignment

Take indoor rest breaks with ventilation

Limit physical exertion — use your dolly more, take breaks, pace yourself

Don’'t Try to Power Through

“We’ve all been there — you’'re soaked, shivering, or overheating. And your brain
says: ‘Just a few more deliveries. Push through.’

But here’s the deal: you’re not a machine.

Powering through might get you through one day, but it increases your odds of going
down hard — injured, off work, or worse.

Real strength is knowing when to slow down. When to call dispatch. When to say, ‘I
need 10 minutes.’ And when to call out something unsafe.”

Weather Controls We’ve Put In Place

Here’'s what we’ve done — and what you can count on:

Cold kits stocked with hand warmers and extra gloves

Heat kits with electrolyte packs and cooling towels

Slip-and-fall checklists for all depots

Route mapping tools that tag weather-prone problem spots
Emergency action protocols for extreme conditions

Flexible shift times during heatwaves, snowstorms, and AQI alerts
Van shelters and rest stations in high-risk routes

Use them. That’s what they’re there for.
Crew Knowledge: Let’s Hear from You
Let’s make this real. I want to hear from the group:

e What's the worst weather hazard you’ve ever faced on a route?

e What helped? What didn’t?

e Do you have a go-to weather hack — like a glove trick, favorite gear, or route
shortcut?

[Pause for answers. Prompt discussion. Encourage peer tips.]



Today’s Challenge: Weather Check-In
I want you all to do a weather check-in before you head out today:

. What's the forecast?

. What gear do you need for it?

. What's your plan if it worsens?

. Is there a known hazard spot on your route to watch?
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If you don’t know the answer to any of these, come talk to me or dispatch before you
go. Let’s not wing it.

Quick Safety Quiz (Call & Respond)

Ql: You feel light-headed and nauseous during a hot afternoon. What do you do?
Answer: Stop. Find shade. Drink water. Call dispatch if needed.

Q2: You see ice on a front step. The package is light. Do you:
A) Step carefully and hope for the best

B) Place the package at ground level and tag it

Answer: B. Don’t risk a fall.

Q3: AQI is in the red zone. You have mild asthma. Keep going or escalate?
Answer: Escalate. Request reassignment or get an N95. Your lungs are not replaceable.

Final Words: Weather Doesn’t Care

“Look, the weather doesn’t care if we’re behind. It doesn’t care about our route
plan, our timing, or our mood. It will win — unless we prepare, adapt, and respect
it.

But we do have the power to beat it with planning, awareness, and teamwork.

So today, let’s treat the weather like the real hazard it is. Let’s check the
forecast. Layer up. Cool down. Speak up. And above all — don’t rush.

We’ve got the time to do it right. We don’t have time for emergency room visits.
Let’s keep ourselves and each other safe — no matter what the skies throw at us.”
Additional Resources

Courier and Delivery Driver Safety

Delivery Truck Driver

Winter Driving Meeting Kit

Distracted Driving: Make The Correct Choice — (13 min.)

Vehicle Backing Meeting Kit

WHY THIS GUIDE?

Human tone: Written like a chat over coffee, not a courtroom sermon.

Legal clarity: Key legislative references are embedded for quick scanning.


https://ilt.safetynow.com/courier-and-delivery-driver-safety/
https://ilt.safetynow.com/delivery-truck-driver/
https://ilt.safetynow.com/winter-driving-meeting-kit-2/
https://ilt.safetynow.com/distracted-driving-make-the-correct-choice-13-min/
https://ilt.safetynow.com/vehicle-backing-meeting-kit/

Actionable insights: Stories, examples, and clear next steps.



