Business Continuity Plan
Through a series of key questions, this document will focus your 
attention on the delivery of essential services and provide the basis
for the development of a comprehensive Business Continuity Plan.
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	Introduction

	Scope of the Plan

	Section 1.  Know Your Business 

	What are the essential/ legal/ contracted elements of our business that MUST be maintained in the event of an incident? (please refer to Checklist Stage 1)
**Unless you are notified otherwise you have to work within the CQC regulations, insurance cover and any relevant legislation e.g. CRB, Data Protection, Health and Safety etc

In the event of an incident what can reasonably be ‘put on hold’?


	What risks are you able to identify? (please refer to Checklist Stage 1)
Be aware of any major risks associated with your business, e.g. if your accommodation is located in a flood risk area.

· Pandemic Flu Staff shortages

· Supplies Disruption

· Accommodation Loss

· Catering disruption

· Cleaning disruption

· Telecommunications Disruption

· Water Supplies Disruption

· Fuel Disruption

· Fire

· Gas/Electricity Supply Disruption

· Severe Weather Conditions (Flood, Storms, Heat Wave, Snow & Ice)

· Information Loss – I.T.

· Information Loss – Paper Records

· Disappearance of Resident/ Client

· Bomb threat

· Chemical Spills

· Evacuation

· Lift Failure

· Laundry Disruption



	What will the impact of an incident be on your business?
Possible impact of epidemic, loss of accommodation, loss of communications, loss of supplies/suppliers etc 



	Who will be responsible? (please refer to Checklist Stage 3 and 4)
· Clearly identify who can make decisions regarding invoking the plan 

· What the trigger points will be
· Nominate members of the Business Recovery Team
Business Recovery Team Leader:
Business Recovery Team:
- service provision
- human resources
- communications (clients, partners, media)
- Finance
- Resources and Supplies (Accommodation, Utilities, IT including telephones, etc.)


	What is your recovery plan? (please refer to Checklist Stage 2 and 5)
Clearly identify roles and responsibilities for both internal and external contributors 

Establish a detailed plan identifying the impact of the incident and the action to be taken. Establish agreements now with partners who can provide mutual assistance.
See Recovery Plan Template



	Section 2.  Know Your Staff 

	What is the minimum number of staff you need to deliver the essential elements of your service and what skills do they require? (please refer to Checklist Stage 1)
Minimum Requirements

Key Process or Service

No
Total minimum staff requirement:
Is training necessary? Ensure you have up to date contact information for employee and next of kin? Do staff have the ability to work additional or more flexible hours? Investigate opportunities to re-deploy staff - to ensure continuity of essential services


	Alternative sources of personnel (please refer to Checklist Stage 2 and 3)
Identify availability of staff via agency or partner organisations etc. Recently retired staff – are they available, are skills up to date?




	Section 3. Know Your Customers 

	What are your customer’s minimum requirements? Can your service level be changed temporarily – what risks might this cause? (please refer to Checklist Stage 2 and 3)
1. Clients
· Contact Lists
· Essential Information (e.g. health conditions, medication regime, nutrition, etc.)

2. Staffordshire County Council, Social Care & Health Local Delivery Framework



	Section 4. Know Your Suppliers 

	Are you guaranteed a service, are alternatives available? (please refer to Checklist Stage 2 and 3)

How long could you cope without supply? 
Type
(Utilities, Food, Laundry, Telephones, etc)
Supplier Details 
(Contact Name, Telephone Number, Out of Hours Service etc)
Alternative Supplier Details



	Section 5. Know Your Accommodation Needs 

	What are your minimum accommodation requirements? Consider what the impact might be if you were unable to use/access essential pieces of equipment. (please refer to Checklist Stage 1, 2 and 3)
Examples: 
· Lift breakdown – alternative way of moving between floors? 
· Specialist equipment required – hoists, raised toilet seats, chairs etc? 
· Access routes to alternative property? 
· Transport to alternative property – staff and customers? 
· Food preparation? 
· Informing suppliers and partner organisations re change of accommodation?




	Section 6. Know Your IT Requirements 

	Clarify dependency on IT (please refer to Checklist Stage 1)
Software – records, communication via email etc, Hardware – specialist equipment requirements

Paper records – where are they kept?
Data Protection Act – where else can paper records be kept?



	- Back up systems (please refer to Checklist Stage 2 and 3)
Identify and implement systems



	- Repair
Do you need a contract – minimum response times etc?



	- Replacement

Is equipment widely available or do you need an arrangement with specialist suppliers?



	Telephone systems (please refer to Checklist Stage 2 and 3)
Back up or alternative systems




	Section 7. Understand Financial Implications

	(please refer to Checklist Stage 1, 2 and 3)

Assess impact on:

· Revenue, cash flow 
· Capital funds 


	Do you need a contingency fund? (please refer to Checklist Stage 4)


	Have you got adequate insurance cover? (please refer to Checklist Stage 2)



	Section 8. Keep Communicating

	(please refer to Checklist Stage 3 and 4)
· Identify who can provide information / guidance and how it is available, e.g. NHS, Local Authority

· Identify with whom you need to communicate

· Identify method to communicate with staff, customers and partners

· Review if processes / policies need to change and communicate/train staff accordingly, e.g. reporting and recording sickness absence, accessing building etc

· Communicate facts and re-assure staff (gossip and speculation can be disruptive)

Please ensure that you continue communicating with Staffordshire County Council Social Care & Health Directorate throughout the incident.



MEDIA GOLDEN RULES

This short guide is to assist Spokespersons of the organisation where:

· They may find themselves caught in circumstances where failure to respond to immediate media demands may in itself have a negative impact; or

· They have been nominated to speak to the media and needs to refresh their media handling skills

	Buy Time/Be Prepared

	Never speak to the media without having prepared/gathered yourself

	Agree appropriate time slots for press to receive statements/interviews

	If an impromptu interview is requested seek advice from organisation’s owner prior to interview

	Establish the type of issues the media want answered ahead of time so you can prepare suitably

	Speak with as much preparation completed as possible

	Prepare the key points you want to say and if the first question does not give you the opportunity to give that message, start with “before I answer that question, may I say …”

	Remember

	Facts are key – assume nothing

	Avoid “no comment” responses – it suggests the worst

	Deception is fatal

	Doubts destroy confidence and fuel conjecture about dishonesty.  Where appropriate a firm denial should be made

	Someone else may be telling the story without correct information and their version sets the mood

	People will feel privileged if told early enough and are trusted with the facts; they will feel disillusioned if they ‘discover’ the truth; they will become disaffected if their story differs from yours

	Answer everything

	Manage the control and flow of information

	Media priorities are people, environment, property and money – in that order

	Show

	Concern – you care about what has happened

	Commitment – to find out what happened and put it right

	Control – of situation at most senior level

	DO

	Be positive and truthful

	If you do know – tell them

	If you don’t know – tell them you don’t know

	Do not speculate – instead defer to the inquiry to follow

	Remember – you want the answers more than anyone else

	DON’T

	Admit liability – refer to the need for the matter to be fully investigated


	Section 9. Additional Information & Useful Templates


Planning for Specific Disruptions 
· Pandemic Flu Staff shortages

· Supplies Disruption
· Accommodation Loss

· Catering disruption

· Cleaning disruption

· Telecommunications Disruption

· Water Supplies Disruption

· Fuel Disruption

· Fire

· Gas/Electricity Supply Disruption

· Severe Weather Conditions (Flood, Storms, Heat Wave, Snow & Ice)
· Information Loss – I.T.

· Information Loss – Paper Records

· Disappearance of Resident/ Client
· Bomb threat

· Chemical Spills

· Evacuation

· Lift Failure
· Laundry Disruption

	KEY RISKS ACTIONS CARD


	Service Area/ Risk:  

	Action
	Supporting Information/Document
	Actioned
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KEY CONTACT SHEET

	 Name/Designation:
	Office Number:
	Mobile Number:
	Other Contact Details:

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


RECORDING the Incident

Start a log as soon as the incident has started by completing the below sheet.  Use further sheets if the need arises.


	Log Ref
	Time
	Information/Decisions/Actions
	Items Outstanding

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Impact Analysis OF INCIDENT / SITUATION

	DATE OF DISRUPTION:
	
	
	TIME:
	


	DATE OF REPORT:
	
	
	TIME:
	


	NAME AND JOB TITLE OF PERSON MAKING REPORT:


	SERVICE AREA:

	DISRUPTION DESCRIPTION:
(What, why, where, how)


	CASUALTIES AND PHYSICAL DAMAGE:

	ESTIMATED IMPACT ON SERVICE:

First 24 hours:

First 3 days:


	ESTIMATED IMPACT ON SERVICE:

First 7 days:

Over 7 days:


BUSINESS INTERRUPTION LOG SHEET





DATE:
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