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Supported by: Communications Workers Union (CWU), 

Institute of Acoustics (IOA), and the BMI Health Services.

NEWS ANNOUNCEMENT

‘Call Centre noise hazards – over 1 million call centre operators in the UK at risk’

Employers “unaware” of the Acoustic Shock hazard despite up to 300,000 potential victims and £10 million out-of-court settlements paid worldwide to date
Release date: LONDON: Friday 5th November 2004:  Acoustic Shock is a sudden spike of noise; a hazard faced by 1 million call centre operators. Research by the Health and Safety Executive (HSE) showed 30% interviewed claimed symptoms of Acoustic Shock. Potentially this suggests that 300,000 UK operators may be acoustic shock victims.
Keith Broughton, former Principal Specialist Inspector (Noise & Vibration) HSE, has said, “Call Centre Operators are becoming the modern victims of noise at work. In a study we conducted 39% of Operators were concerned that their hearing was damaged as a result of noise exposure at work, 30% said that work tasks left them with Tinnitus. They have said that little information about noise at work was available to them, let alone Acoustic Shock.” Typical symptoms are, tinnitus, burning sensation and hypersensitivity to loud sounds. It can also lead to anxiety, phone phobia, tiredness or depression.

In Autumn 2000 a 34 yr old woman, exposed to Acoustic Shock in Spring 2000, complained of tinnitus, sleep disturbance, and an increase in her pre-existing migraine. In summer 2001 she was absent from work with persistent tinnitus, and anxiety relating to working on-line. By Spring 2002 her anxiety had reduced with medication and she had returned to off-line work, but still had persistent, intrusive tinnitus. In early summer 2004 she continued to have tinnitus, disrupting sleep, and ongoing problems with migraine. Litigation against employer is now in progress.
Marcus Quilter, Chairman of the Call Centre Management Association (CCMA) said, “The health of operators has been at risk for far too long and there is a great misunderstanding between what constitutes Acoustic Shock as opposed to Trauma, and to what extent employer’s are required by law to mitigate against this risk.”
The CCMA has launched a series of Workshops in Glasgow, Manchester, Bristol and London this December for the Acoustic Shock Programme, which endorses the HSE Acoustic Shock Guidelines and is supported by the Communications Workers Union, Institute of Acoustics, BMI Health Services, leading Research Laboratories and Manufacturers.

“Yet again the Call Centre environment is proving a health hazard for its core asset, the operators. Addressing this is the next significant challenge for managers and employers.” Said Quilter.
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