Psychological Safety Culture Policy 
(Removals & Relocation Industry)
Purpose
This policy sets out our commitment to creating a psychologically safe environment across all removals and relocation activities. Our work involves manual handling, driving, customer interaction, and working in varied environments making psychological safety critical to protecting our people, customers, and property.
Scope
This policy applies to all employees, agency staff, contractors, and leaders including drivers, porters, team leaders, surveyors, warehouse staff, and office teams.
Definition of Psychological Safety
Psychological safety means an environment where individuals feel able to:
· Speak up about risks, unsafe conditions, or concerns
· Admit mistakes (e.g. damage, handling errors) early so they can be addressed
· Ask for help with heavy, awkward, or risky lifts
· Challenge unsafe instructions or time pressures
· Share ideas to improve safety, efficiency, and customer experience
Policy Statement
We are committed to a “just culture” where:
· Honest mistakes are treated fairly and used as learning opportunities
· Individuals are not blamed for raising concerns or reporting issues
· Reckless or deliberate unsafe behaviour is addressed appropriately
We will:
· Encourage open communication across teams and job sites
· Treat everyone with dignity and respect
· Act promptly on safety concerns and incidents
· Eliminate bullying, harassment, and retaliation
Safety-Critical Expectations
All employees have the authority and responsibility to:
· Stop work if they believe a task is unsafe (e.g. lifting risk, unsafe access, poor conditions)
· Refuse to carry out unsafe manual handling tasks
· Report property damage, near misses, and hazards immediately
· Raise concerns about unrealistic schedules or pressures that increase risk
No individual will be penalised for raising a genuine safety concern in good faith.
Leadership Responsibilities
Leaders, supervisors, and team leaders must:
· Model safe, respectful, and supportive behaviour
· Prioritise safety over speed or customer pressure
· Encourage team members to speak up without fear
· Plan jobs realistically (time, staffing, equipment)
· Ensure proper risk assessments (e.g. access, stairs, heavy items)
· Respond constructively to incidents and focus on learning, not blame
· Hold regular briefings and debriefs before and after jobs
Employee Responsibilities
All employees are expected to:
· Follow safe systems of work and manual handling guidance
· Use equipment correctly (e.g. trolleys, straps, protective materials)
· Speak up immediately about risks, injuries, or concerns
· Look out for colleagues and support safe team lifting practices
· Treat customers and colleagues respectfully
Speaking Up and Reporting
Concerns can be raised through:
· Team leaders or supervisors
· Managers or office teams
· Health & Safety or HR
· Incident and near-miss reporting processes
· Anonymous reporting channels (where available)
All concerns will be taken seriously and handled fairly and confidentially where possible.
Physical Strain, Fatigue, and Wellbeing
We recognise that removals work is physically demanding.
Employees are expected and supported to:
· Speak up if they are fatigued, injured, or unable to safely complete tasks
· Ask for assistance with heavy or complex moves
Managers must:
· Ensure adequate staffing and breaks
· Rotate tasks where possible
· Respond supportively to wellbeing concerns


Customer Interaction and Pressure
We recognise that customer expectations can create pressure.
Employees are supported to:
· Raise concerns if customer demands create unsafe conditions
· Pause or escalate work if safety is compromised
Managers will support staff in managing difficult situations without compromising safety.
Non-Retaliation
We strictly prohibit retaliation against anyone who raises a concern in good faith. Any retaliation will be treated as serious misconduct.
Training and Awareness
We will:
· Provide training on psychological safety, manual handling, and safe behaviours
· Equip leaders to manage safety and customer pressures effectively
· Reinforce expectations through inductions, briefings, and ongoing communication
Monitoring and Continuous Improvement
We will monitor culture and safety through:
· Incident, damage, and near-miss reporting
· Employee feedback and team debriefs
· Customer feedback where relevant
· Audits and site/job reviews
Findings will be used to improve safety, service quality, and team wellbeing.
Breach of Policy
Breaches of this policy may result in disciplinary action, up to and including termination of employment.
Review
This policy will be reviewed annually or following significant incidents or operational changes.
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