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Purpose
This plan records information that enables us to manage service delivery and communicate with our customers and stakeholders during a major adverse event. 

Summary
Due to challenges in accessing information quickly during a critical event, it is expected that the following delegated staff will access this plan in a variety of formats, including keeping a copy at their home address. A new plan is to be completed for each critical event identified.

	
	Format
	Contact number

	Managing Director
Rae-Anne Holloway
	Paper copy
Phone copy
Electronic copy
	0408 333 831 or
0493 166 441

	Delegated Managers:
Amy Myers
Office Administrator
	Paper copy
Phone copy
Electronic copy
	0407 880 012

	Amanda-Lee Appleton 
Administration Assistant
	Paper copy
Phone copy
Electronic copy
	0403 576 434

	Shanton Sinka
Team Leader
	Paper copy
Phone copy
Electronic copy
	0450 220 557
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[bookmark: _Toc92974108]Risk assessment and management plan
An assessment of risk will be made in accordance with the Risk Management Policy and Procedure, using the risk matrix shown below: 
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	SCENARIO 1: Natural disasters such as fire, flood, or other major weather event, or industrial disasters such as explosions or gas leaks may:
· necessitate a need to evacuate from service locations 
· lead to potential safety risks to participants and workers
· cause service disruptions, including travel, communications and rostering of shifts

	LIKELIHOOD: POSSIBLE
	CONSEQUENCE: EXTREME
	RISK RATING: CRITICAL

	Mitigation strategy
	Service continuity plan/actions

	· Each service location will undergo a risk assessment for fire, flood, storm risks
· Each service location will include fire equipment and first aid kits
· All service locations will have a documented emergency plan
· Staff will be trained in emergency management and evacuation procedures
· Participants, their families and carers will be consulted on the emergency plan 
· The emergency plan will be tested (evacuation drills) and reviewed quarterly  
· Personal emergency plans for each participant will be documented on individual support plans
· Participant emergency plans must document the participant’s preferred alternative support arrangements in the event of an emergency
· Participants will be encouraged to develop a personal emergency evacuation plan (PEEP) where services are delivered in their homes
· Staff will be trained in following the participant’s agreed emergency and support plan
· The emergency plans will be reviewed as part of the support plan review cycle.
	Frontline staff
· Implement the emergency plan and follow the advice of emergency services if ordered to evacuate 
· Follow each participant’s personal evacuation plan as detailed in their support plan
· If the designated evacuation meeting point is also subject to evacuation orders, staff are to contact senior managers and follow the direction of emergency services when evacuating to another safe evacuation point.
· If safe to do so, contact participant representatives and advise them of the situation.
Managing Director
· Maintain regular contact with staff and participant representatives
· Immediately advise all staff, participants, or visitors due to arrive at the site of the emergency and advise them not to attend until further notice. 
· Arrange alternative support locations if the evacuation meeting point or alternative service delivery site is also subject to evacuation orders
· If a participant’s home is affected, arrange alternative temporary accommodation arrangements in collaboration with the participant and their representative (this could include a motel, short term rental etc. or the participant supported by a family member)
· Liaise with and notify other providers as required.
· Activate the staff contingency plan if resourcing issues emerge e.g., rostered staff unable to attend shift to due being personally affected by the disaster.
· Authorise and communicate return to the site only when advised that it is safe to do so by emergency services.

	[bookmark: _Toc300919340][bookmark: _Toc358019157]SCENARIO 2: Threats of violence, including bomb threats may:
· necessitate a need to evacuate from service locations 
· lead to potential safety risks to participants and workers
· cause service disruptions, including travel, communications and rostering of shifts

	LIKELIHOOD: POSSIBLE
	CONSEQUENCE: EXTREME
	RISK RATING: CRITICAL

	Mitigation strategy
	Service continuity plan/actions

	· Each service location and participant/participant networks will undergo a risk assessment for threats of violence 
· Each service location will include an evacuation plan, fire equipment and first aid kits
· Staff will be trained in emergency management and evacuation procedures
· Staff will be trained in basic de-escalation communication strategies (such as PART training) where there is an identified risk
· All threats of violence will be referred to the police for investigation
· Staff will be trained in following the participant’s agreed emergency and support plan
· The emergency plans will be reviewed as part of the support plan review cycle.
	Frontline staff
· Call 000 and attempt to de-escalate the situation (only if authorised and trained to do so)
· Implement the emergency plan and evacuate if safe to do so – contact the manager immediately
· Ensure the safety of participants and other affected staff and arrange medical treatment if it is required
· Contact participant representatives and advise them of the situation
· Implement the participant’s personal emergency plan, including arranging transport to the participant’s home or alternative support location.
Managing Director
· Notify all staff, participants, and visitors due to arrive at site of an emergency (without breaching confidentiality) and advise them not to attend until they are informed that it is safe to do so.
· Follow the emergency staff contingency plan and arrange back-up staff if required (in the event a staff member is injured or traumatised and unable to complete their shift).
· Maintain contact with the police and other emergency services as required
· Ensure any injured staff or participants receive immediate medical treatment as required
· Arrange post-incident counselling and de-briefing for participants and staff as required.

	SCENARIO 3: Major adverse health events such as pandemic may:
· cause service disruptions to due loss or reduction of workforce
· result in serious health impacts to participants and workers 

	LIKELIHOOD: LIKELY
	CONSEQUENCE: EXTREME
	RISK RATING: CRITICAL

	Mitigation strategy
	Service continuity plan/actions

	· Participant support plans will document personal health emergency responses and protocols
· The Pandemic Management Plan outlines our response to an infectious disease outbreak
· Staff are trained in infection control procedures and good hygiene
· PPE will be supplied as necessary and/or as required by public health orders.
	Frontline staff:
· Refer to individual participant support plans and follow emergency response protocols for each person if it is a participant-related urgent medical issue.
· Refer to the Pandemic Management Plan and follow public health guidelines, including social distancing, hand washing and cleaning protocols
· Notify the manager immediately and complete an incident report
· Isolate as required under public health orders.
Managing Director
· Participant tests positive: Notify the participant and their family that services would be withheld until they test negative to the disease. Request testing of staff who had worked with the participant. Notify the Department of Health and NDIA. Consider contingency services that could be provided participant if they are well enough, e.g.: online activities.
· Staff member tests positive: Request staff and participants to have a test. They may need to redo this in a week or two. Staff and participants will need to isolate at this point. Notify Dept. Health and NDIA.
· Notify other services or participants where there is a risk of cross-infection from the affected participant or staff. 
· Activate the staff contingency plan if resourcing issues emerge.

	SCENARIO 4: Failure of IT systems, telephony, and software (including hacks and ransomware) may:
· result in loss of access to critical business, participant, and staff information 
· cause service disruptions, including travel, communications, and rostering of shifts
· result in privacy breaches 

	LIKELIHOOD: POSSIBLE
	CONSEQUENCE: MAJOR
	RISK RATING: HIGH

	Mitigation strategy
	Service continuity plan/actions

	· Implementation of the Information Management Policy
· Staff training in avoiding ransomware and scams
· IT subscriptions including client information systems, accounting software, and HR systems will only be made with reputable providers that have strong firewall protections
· Hard copies of critical operating information including staff and participant contact details, insurances and other supplier contact details will be kept in a lockable cabinet at the head office and at the Managing Director’s home.
	Frontline staff
· Follow the instructions of the Managing Director
· Attend work as rostered unless otherwise advised – discuss any impacts or changes to service delivery with the participant/participant’s representative
· Complete paper -based progress notes and other reports until the outage is resolved.
Managing Director
· In the event of internet outage and unable to access to the CRM or HR databases, the Managing Director will text all staff and participants to advise of the outage and confirm support and reporting arrangements
· In the event of a telephony outage, the Managing Director will email all staff and participants scheduled for service to advise them of the outage. Participants and staff will be encouraged to access their emails to receive situation updates.
· The Managing Director will maintain regular communications with IT and telephony providers to obtain updates and share information.


[bookmark: _Toc92974109][bookmark: _Toc247949640]Staff contingency plan
If staffing availability is disrupted due to illness, personally affected by the disaster or unable to attend a shift due to travel restrictions etc. managers must: 
1. Contact the available internal staffing pool to offer additional hours
2. Offer overtime (where required under the relevant Award, and it is safe to do so without working excessive hours)
3. Contact our contingent workforce partners as per the table below:
	Organisation name
	Contact details

	To be determined (as at 18 June) in discussions
	

	
	

	
	


[bookmark: _Toc92974110]Business continuity strategies
Other strategies to help maintain business as usual:
	Strategy
	Responsible

	
	

	
	

	
	


[bookmark: _Toc92974111][bookmark: _Toc300919346][bookmark: _Toc358019163]Communication Strategies
Emergency situations are time limited. They have impacts on participants and staff that require ongoing management throughout the duration of the emergency. The following table outlines the typical emergency communications required.
[bookmark: _Toc92974112]Emergency contacts
	Organisation Name
	Phone number

	Emergency services: Police, Fire, Ambulance
	000

	NDIA
	1800 800 110

	NDIS Commission
	1800 035 544
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	Stakeholder
	Mode of communication
	What we will communicate
	Frequency

	Staff
	e-mail
mobile phones
	· Contact with emergency services.
· Actions to take.
· Communications to maintain.
· Changes to rosters and work conditions.
	Twice daily at first, particularly staff on shift, then daily after a week, then weekly if the situation normalises.

	Participants
	Face to face
	· Status of situation.
· Impact on service delivery.
· Impact on each individual.
· How services will be maintained.
	Daily by frontline staff after initial meeting with management.

	Family
	Phone
	· Status of situation.
· Impact on service delivery.
· Impact on each individual.
· How services will be maintained.
	Daily by frontline staff after initial call by management.

	NDIS Commission
	Phone and email
	· Status of situation.
· Impact on service delivery.
· Impact on each individual.
· How services will be maintained.
	Initial notice

	Other providers
	Phone and email
	· Status of situation
· How it will impact on their service
	Initial notice by management then weekly updates until the situation has normalised

	Suppliers and other contractors if needed
	Phone and email
	· Status of situation
· Alternative arrangement
	Initial notice and updates as needed


[bookmark: _Toc300919354][bookmark: _Toc358019171][bookmark: _Toc92974114]Emergency team roles & responsibilities
	Role
	Details of responsibilities

	Staff members
	Follow the emergency and evacuation plan
Respond to the direction of their managers or Managing Director
Ensure the immediate safety of participants and other workers

	Managers
	Follow the emergency and evacuation plan
Respond to the Managing Director’s requests for information and updates
Advise the Managing Director of emerging risks or issues
Provide support and guidance to workers when responding to critical situations
Arrange contingent or back-up staffing where required
Provide the primary point of contact for family members and carers

	Managing Director


	Oversight activation of the plan and monitor emerging risks throughout the event
Adjust the plan according to the changing situation and communicates to all stakeholders
Report to and maintains communication updates to regulatory authorities
Is the primary media contact


[bookmark: _Toc300919355][bookmark: _Toc358019172][bookmark: _Toc92974115]Recovery
How do we get services back to business as usual?
	Priority Rank
	Damage – what has been the damage?
	Recovery actions
	Responsibility 
	Estimated date of completion

	1
	
	
	
	

	2
	
	
	
	

	3
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	Contact Type
	Organisation / company name
	Contact
	Title
	Phone/mobile number

	Insurance
	
	
	
	

	Supplier  
	
	
	
	

	Supplier  
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Management, staff, participants, and families will meet after the service has recovered to discuss how the emergency unfolded and how the service responded using the table below. The details should be frankly discussed, and successes and failings related so the plan can be updated to better manage the next event. People involved in the incident should be thanked for their efforts and the participants for their patience and cooperation.  
	Responsibility
	What worked
	What didn’t work
	Actions required

	Immediate response to make participants and staff safe
	
	
	

	Contact with emergency services
	
	
	

	Response to emergency services directions
	
	
	

	Reference to the Emergency and Business Continuity Plan
	
	
	

	Communication with staff
	
	
	

	Communication with participants
	
	
	

	Communication with families
	
	
	

	Communication with management
	
	
	

	[bookmark: _Hlk57877470]Evacuation if needed
	
	
	

	Business continuity
	
	
	

	Medical treatment
	
	
	

	Loss of services
	
	
	

	Financial impact
	
	
	


[bookmark: _Toc92974118][bookmark: Part2]Testing of the plans
Plans: this Emergency Management Plan (including testing how we respond to the four risk areas identified), and the Pandemic Management Plan will be tested on an annual basis. Results of the tests will be documented and presented to the Senior Leadership Team for review. 
Emergency and evacuation procedures will be tested on a three-monthly basis for each service location (not including participant’s homes). Participants may request as part of the support planning process to participate in an emergency evacuation procedure in their home. A fire drill/evacuation evaluation form will be completed following each testing drill and submitted to the Managing Director for review. The findings of the evacuation drill will be discussed at the Senior Leadership Team meeting. The Senior Leadership Team is responsible for identifying actions to address any areas of weakness identified in the testing procedures and allocating responsibilities to address issues. 
[bookmark: _Toc92974119]Consultation
The following process will be undertaken to ensure staff and participants, and their representatives can provide feedback on the plan:
This Emergency Management Plan, the Pandemic Management Plan, and the Emergency and Evacuation Procedure and Kit will be provided to all staff and participants as part of onboarding and intake processes. 
The plans will be discussed as part of support planning meetings and participants provided the opportunity of providing feedback to improve the plans.
Participants will be consulted on their personal emergency evacuation protocols and plans as part of their support planning meetings.
The plans will be included as part of the Participant Advisory Committee agenda at least twice per annum.
Updated plans will be circulated to all participants and staff within seven days of the approved revision version.   
[bookmark: _Toc92974120]Attachments
List all attachments here: These may include copies of floor plans, detailed emergency procedures, impact and evacuation plans, participant and staff contact details
1
2
3
4


image1.png




image3.emf
Risk Category Table

CONSEQUENCE
Insignificant Minor Moderate Major Extreme

Almost Certain Medium Medium High ‘__
Likely oW vedium High High Critical

Q
8 Possible _Medium Medium High High
T
S unicey WS S vccium Medum  High
X
= Rare L [ e









Insignificant Minor  Moderate Major Extreme

Almost Certain

Medium Medium High Critical Critical

Likely

Low Medium High High Critical

Possible

Low Medium Medium High High

Unlikely

Low Low Medium Medium High

Rare

Low Low Low Medium High

L

I

K

E

L

I

H

O

O

D

CONSEQUENCE

Risk Category Table


image2.png




