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	 YOU SHOULD ENSURE THAT:-
· You read, understand and, where appropriate, act on this information

· All people in your workplace who need to know see this procedure

· This document is properly filed in a place to which all staff members in your workplace have access


PURPOSE
This document is the Department's Policy on preparedness for and response to a Major Incident or Civil Emergency

SCOPE

Contains guidance on staff roles and tasks in partnership with other agencies.

POLICY

The Social Services Department will provide a combined and co-ordinated response at operational, tactical and strategic levels to a Major Incident, through arrangements made between the local authority and other agencies co-ordinated by the Emergency Planning Unit.

REFERENCES TO LEGAL, CENTRAL GOVERNMENT AND OTHER EXTERNAL DOCUMENTS

None.

HAMPSHIRE COUNTY COUNCIL AND SOCIAL SERVICES DEPARTMENT REFERENCES
Hampshire County & District Council Civil Emergency Plan

District Council Emergency Plans

DEFINITIONS

Assembly Points - A place or places where people have been told to assemble to be collected by specially arranged transport to be taken to rest centre(s).

Area Social Services Incident Support Teams (ASSIST) - Teams of Social Services Department volunteers who have the skills and training to provide the response required in the event of a major emergency

Casualty Bureau - A system operated by the police to gather information on persons involved in a Major Incident, to process it, and provide accurate information to relatives and friends and to the investigating officer and Coroner.  The phone line is usually set up within 1-2 hours of the incident. 

District Council Emergency Control Centre - District Councils will set up their own Emergency Control Centres to direct and co-ordinate their actions.  Located in the District/Borough offices, the ECC is staffed by District personnel with representatives from Emergency Services and those County Council Departments involved in the response.

Major Incident or Civil Emergency – Any event (happening with or without warning) causing, or threatening to cause, death or injury, damage to property or the environment, or disruption to the community, which, because of the scale of its effects cannot be dealt with by the Emergency Services and Local Authorities as part of their normal day to day activities.

Family Support Service  - A multi-agency  support team which provides a service to survivors, friends and relatives of the bereaved, support workers, and to others traumatised by a Major Incident/Civil Emergency.

Prepared Rest Centre - A pre-designated building or group of buildings for which plans are in place to receive, document and care for people evacuated from a major incident (survivors) or the surrounding area (evacuees).

RAYNET- Radio Amateur Network. - A voluntary group who will provide a radio communication network in the event of a Major Incident or Emergency.

Temporary Mortuary - This is a site identified for the handling of a large number of bodies in the aftermath of a disaster.  It will be established when the number of fatalities exceeds the capacity of local hospitals.  The Coroner will decide when to activate this.  The Hampshire site is located at Eastleigh Fire and Rescue Training Headquarters.

ROLES

The Assistant Director (Adults) will be the lead officer for the Social Services Department in ensuring a preparedness to respond in the event of a major civil incident. Lead Service managers and the Service Manager responsible for the Social Services Direct out of hours service will maintain a local capacity to respond and will ensure liaison with local statutory and voluntary agencies.

AUTHORITY TO VARY THE PROCEDURE

Jill Stannard Assistant Director

PROCEDURE
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SECTION 1 - RESPONSIBILITIES OF SOCIAL SERVICES

1.1
The Social Services Department is part of the Local Authority response to a Major Incident and may be requested to provide any or all of the following:  


a)
Police Casualty Bureau


If a major incident results in the death or injury of a number of persons the police will open a casualty bureau. The telephone number of this facility will be given to the press and the public invited to call in for further information. The role of the casualty bureau is to gather information.  Depending upon the circumstances under which the bureau was opened its role is to either discover the identity of those killed, injured and missing, or their next of kin. Initial contact will be made with the lead service manager who will deploy  staff as necessary. The casualty bureau “ General Message Unit” will arrange to notify next of kin of deceased or seriously injured victims of the incident. In those circumstances they may appoint Family liaison Officers to the families concerned. The Social Services staff at the bureau will need to consider what support they can provide to the FLO either in Hampshire or from Social services in the home area of the family


The Social Services role at the casualty bureau is to act as the local authority/social services link between the bureau and other areas of local authority work which may include some or all of the following: telephone helpline; rest centre; reception centre; friends and family centre; mortuary; the scene of the incident; etc. This role may require management experience.


b)

Telephone Help-line

The County Council has a purpose built telephone helpline facility located in the emergency centre beneath Ashburton Court West, at the Castle complex in Winchester.  The helpline is designed to be used in an emergency situation as the primary interface between the County Council and the public affected directly or indirectly by an incident.  It augments the role of the police casualty bureau and normally the telephone numbers for both will be issued together.  The principal difference being the helpline will give out information.


Social Services input into the helpline facility may be:

· Providing staff to take calls from the public.  Any staff who are used to dealing with the public, especially over the telephone may be suitable for this role.  (Other County Council Departments also support this function).

· If the situation is one where many people have been killed, injured or are missing it may be appropriate to have people staffing the helpline who have counselling skills as they may be dealing with the bereaved or the next of kin of those injured or missing.

· As with the police casualty bureau there may also be a need for welfare support to be provided to those staffing the helpline.

c)
Rest (& associated) Centres
In the event of an incident the emergency services or the local authority may open premises to receive people for periods of time for various reasons.  People evacuated from their homes because of a local problem will be temporarily housed in a rest centre.  Uninjured victims of an incident may be moved into a survivor reception centre.  Friends and family of those killed, injured or missing after an incident may be required to report to a friends and family reception centre.  These and other similar facilities may be opened for a wide variety of reasons, and may operate for a short time or possibly for up to 48 hours, (beyond that more permanent accommodation will have been sought).


In the majority of district authorities within Hampshire, Social Services have taken on the responsibility for managing rest centres (including other types of reception centres).  For this role a number of social services personnel have received training and taken part in exercises and this is ongoing.  


In addition to providing the management there is also a need for welfare and possibly counselling for those involved in, affected by, or the bereaved as the result of an incident.

d)
Family Support Teams

This is a national police/social services initiative which has been adopted in Hampshire 

In the event of a major disaster causing the deaths of a number of people a police officer and a social worker are assigned together to a bereaved family and provide that family group with all the help and support which that family needs in the immediate aftermath.  This can include general support but also includes helping the family through difficult issues such as identification of the body, funeral arrangements, dealing with the coroner, identifying personal effects, arranging to view the scene of the incident, meeting other bereaved families etc.

This support can continue for a long time after the event, e.g. Liverpool City Council Social Services are still involved in providing support to a number of families bereaved by the Hilsborough tragedy in 1987. This commitment as well as being potentially long term may also have severe staff resourcing implications.

SECTION 2 - PREPARATION AND PLANNING

2.1
Organisation. The Social Services Department will provide the required capability to respond to Major Incidents through the following structure. Lead service managers will be responsible for co-ordinating local staff to ensure an appropriate response in the event of a civil emergency. Lead service managers will nominate, and inform SSD Direct, of alternative managers in their absence or unavailability.



2.2
Training. Members of ASSIST will be selected for their particular emergency roles in accordance with their skills and experience so that any tasks they might be given in an emergency will be well within their competence.  Training for their emergency roles will be provided by a series of courses organised by the Emergency Planning Unit.

a)
County level responsibilities (Director, Deputy Director, Assistant Directors and County  Managers (operational and strategic), Partnership Managers


Be familiar with the County Civil Emergency Plan, including the Media Plan. 

Liaise with the Chief Executive and County Emergency Planning Officer as required in relation to corporate preparation and planning.

Ensure that the Social Services Major Incident Plan is implemented in relation to planning requirements.


Support attendance at Major Incident training events for relevant personnel.


Support and encourage staff participation in Major Incident exercises in order to test the plan.

Provide a named Social Services Major Incident Planning Officer at Departmental Management level 


Provide Debriefing structure for staff.


Consider arrangements to support local service continuity

b) Local Responsibilities (Lead Service Managers, local Administration Manager and local staff identified to undertake specific roles.

   
 Be familiar with the District Council Emergency Plan.  

Prepare and maintain a local plan.  This will include details of Prepared Rest Centres, the call  out procedure and how to obtain resources. These details should be agreed with the Divisional Emergency Planning Officer, who can also advise and assist in the preparation of the plan.

Liase with the Divisional Emergency Planning Officer as required in relation to District preparation and planning. 


Nominate specified managers to attend the District Emergency Control Centre.


Manage the Area Centre response.


Recruit and arrange training for volunteers to carry out the roles and tasks listed at para 1.1


Provide management of the Prepared Rest Centres.

Maintain Major Incident resource information and ensure access by all relevant managers 24 hours per day.


Nominate personnel to attend the Police Casualty Bureau.


Nominate relevant personnel to attend Emergency Planning training events. 


Conduct exercises to test the local Social Services Area Plan. 

Support and encourage staff participation in District exercises in order to test the District Plans.

SECTION 3 – RESPONSE TO A MAJOR INCIDENT

3.1
A Major Incident may require different levels of response within the Local Authority.  This will depend upon the size, severity and complexity of the incident.  For example, a small  localised incident might only require the activation of a Prepared Rest Centre whilst an incident involving a large number of people with wide and varied resource implications, might require the activation of the District Emergency Control Centre, the County Emergency Control Centre and the Family Support Service.

3.2
Headquarters Countywide Responsibilities
Ensure that the Social Services Department response follows the guidelines of the Social Service Major Incident Policy Document. 


Provide attendance at the County Emergency Control centre if activated. 

Provide membership at the Major Incident Strategic Group, if activated, in order to contribute to strategic planning. 


Respond to the media as required, and in accordance with the Major Incident Media Plan. 

Support and enable the lead Service Manager locally to provide necessary resources at the local level. 

Support all staff involved in the incident, and staff providing the day to day normal business of the Department. 

Ensure Debriefing is available to Social Services Staff as required (via the employment support line). 

Participate in strategic planning of the Social Services Department and of the Local Authority as appropriate.


Produce the Social Services Response report.

3.3
Local Responsibilities

Ensure that the local Social Services response follows the guidelines of the Social 
Services Major Incident Policy Document.


Activate the call out procedure  


Provide a senior manager to attend the District Emergency Control Centre. 


Provide a senior manager and other staff to attend the Police Casualty Bureau if required


Ensure continued management of normal business within the Area. 


Ensure restoration of own services, if appropriate, by activating contingency plans. 

If responsible for the management of the Prepared Rest Centre, to activate this, where appropriate and liase with both local government and voluntary organisations in order to staff the Prepared Rest Centre. 

If designated to do so, arrange specialist transport for the infirm to be moved to the Prepared Rest Centre. 


If appropriate, activate the Family Support Service. 


Provide staff to helplines as necessary.

Liase with Health colleagues where required to enable "freeing up" of hospital beds through the Care Management Process. 

Liase with both statutory and Voluntary Organisations to support the local community in the restoration to normal life. 

Provide support to staff, both those involved in the incident and those continuing to manage the normal business of the Social Services Department. 

Participate in strategic planning of the Social Services Department and of the Local Authority as appropriate.


Participate in the production of the Social Services Response report.

SECTION 4 - PREPARED REST CENTRES

4.1
The designation of Prepared Rest Centres and the decision to activate is the responsibility of the local District Council.  The Social Services Department is responsible for staffing the centre with the support of voluntary sector colleagues.  The District Council Emergency Planning Officer will be responsible for maintaining Rest Centre material on site.

In most circumstances the Prepared Rest Centres have identified areas/rooms that need to be used for the following purposes - Reception Area, Rest Room for evacuees/survivors, Rest room for staff, office, canteen, temporary area(s) for pets, secure luggage store, first aid room, nursing mothers’ room, clothing and blanket store, registration area/room, information area/room, toilets.  Also separate male/female sleeping areas if the rest Centre is to be open any length of time.

Signs, plans of pre-designated areas, registration documentation and other equipment are held in boxes already located in Prepared Rest Centres..

Roles and tasks of the nominated Prepared Rest Centre Manager are found at paragraph 5.7 and cover preparation and activation in the event of a Major Incident.

4.2
Opening a Prepared Rest centre
4.2.1
The District Council is responsible for nominating, preparing and for the decision to actually open a rest centre.  Although arrangements vary locally the District Council may also arrange transport and Social Services will manage and staff the rest centres.  Local plans will reflect detailed local arrangements.

4.2.2
Consult the County Civil Emergency Plan and local Area Plan.

4.2.3
The Chief Executive of the Local District Council will determine if a Rest Centre should be opened and would arrange for one to be open.

4.2.4
Locally, Social Services (lead Service Managers) will have already nominated a Social Services Manager to manage the Prepared Rest Centre except where it has been previously agreed as the role of the local District Council. This person needs to identify themselves to other organisations at the Prepared Rest Centre.

4.2.5
 The District Council will contact the WRVS to assist with e.g. preparing meals and drinks, registering people and running an information service.

4.2.6
The District council will contact the British Red Cross ad the St John Ambulance service, through the Hampshire Ambulance Trust, to assist with any First Aid needs.

4.2.7
Ambulance Control should be alerted and asked to contact an on-call GP to visit the rest centre to assess medical needs as required. General Practitioners should be available as they are not usually summoned to assist the hospital crash teams.  If a General Practitioner is not available, consider the use of a local Pharmacist.

4.2.8
The District Council will designate feeding arrangements in the Rest Centre. Some have on site catering but the local area plan should contain details of how to obtain food supplies quickly e.g. having established beforehand a link with locally active supply source in conjunction with the WRVS. Hampshire Caterers may be able to assist.

4.2.9
There may be difficulty with parking if many vehicles turn up.  Cars should be parked as far away from the buildings as possible.  There must be space for emergency vehicles and for coach/bus entry, unloading and exit.  A separate holding area might be required. 

4.2.10
Signs should show the route in.  It may be appropriate to have separate pedestrian signs, "way in" for registration.  It will be helpful to have separate routes in and out for vehicles where possible.

4.2.11  All rooms in use should be signed including toilets, medical room/canteen, feeding areas, sleeping areas, baggage and lost property room(s).  Armbands or tabards should be worn by Social Services staff to distinguish them from evacuees/survivors.  Volunteers if not in "uniform" should be easily identified.

4.3        Roles and tasks of the Prepared Rest Centre Manager
a)
Preparation

Meet regularly with other nominated Rest Centre Managers.

Familiarise yourself with all Prepared Rest Centres in your area, their layout and identify usage of room.


Meet the District Emergency Planning officer will facilitate meetings with:-

· Person who manages the building in its normal daytime usage and establish possible roles for them and their workers.

· The WRVS lead organiser within your locality and establish possible roles for them and their team, e.g. registration of evacuees etc.

· Local voluntary groups and their possible capabilities to provide voluntary support services, e.g. RSPCA, Council for Community Service, etc.

· Potential catering agencies to support the needs of the Prepared Rest Centre.

· Potential providers of practical resources, e.g. bedding, clothing etc.


Hold the 24 hour contact call out list to staff the centre, both social workers and admin.

Hold the 24 hour contact numbers for the Family Support Service Co-ordinators and be aware of their role.


Attend Prepared Rest Centre management course.


Be familiar with the contents of the Prepared Rest Centre equipment and information.

b)
Response

Assess the nature of response required


Manage the Prepared Rest Centre as detailed

Identify the need for resources and request them either from the Resource Manager at the Area Centre or the Emergency Control Centre


Manage the provision of staff, and back up support teams


Debrief staff at the end of a shift.


Maintain records/logs for those who have attended the Prepared Rest Centre


Keep records/receipts of any financial transactions

SECTION 5 – FAMILY SUPPORT SERVICE
5.1
The role of the Service is to generally support members of the community affected by an incident.  This may include support at a rest centre, at temporary mortuaries and helplines.  The lead Service Managers will determine along with the District Council and other services if to deploy the team to assist initially or over longer periods of time.  The County Council Employee Support Line (ESL) service will support all County Council staff as necessary.

5.2
Other organisations such as CRUSE, Rape Crisis, Victim Support, local Faith in the community representatives, Salvation Army, Samaritans etc.,  could offer additional support.  The local Co-ordinators' task will be the provision of appropriate support, co-ordinating and "matching" required responses. 

5.3
It is most important that staff should not be involved in Major Incident response work for more than 4 - 6 hours at a time.  It is the responsibility of the Prepared Rest Centre Manager and service Co-ordinators to ensure staff care at the Prepared Rest Centre and to provide the opportunity for defusing before going home.  It is the responsibility of the Co-ordinator to ensure staff care for the Team wherever they might be involved.

5.4
Some people need help immediately.  Other may come forward later.  It is important that contact is made with all bereaved personally offering immediate support or help later if they so wish.  

5.5
Other people may come forward who are not directly involved with the disaster who need support, e.g. people who may have travelled on that day but didn't, or relatives and friends.

5.6
Some people require support at a later stage, for example, at certain key "anniversaries":  one year after the event, at the time of the inquest, at the time of the inquiry, at the time of the public report of the incident, at the time of any trial that might be associated with the disaster.  This should be considered in the medium or longer term response strategy which may be determined.

5.7
The Lead Service Manager is responsible for ensuring staff care for all those who provide a response service to the major incident.  This may involve offering defusing, debriefing or possibly personal counselling support to some individuals.

5.8
It is the responsibility of the Family Support  Service Co-ordinator to be clear beforehand who would be prepared and suitable to undertake certain tasks e.g. accompanying bereaved relatives to identify a body (whole, mutilated or part) or who would not be prepared, understandably, to cope with such harrowing tasks.

5.9
Roles and tasks of Family Support Service team co-ordinator

a)
Preparation

Convene team meetings

Recruit volunteers to the Support Team and organise ongoing training of volunteers and team building.


Maintain up to date information concerning the team.

b)
Response
Assess the nature of the response required.  How many people to use, when, where, for what tasks.  

Activate the call out system in consultation with Lead Service Managers/Rest Centre Managers.

Manage the support team conveying the tasks, time limiting the work, managing the back up support teams.  


Provide support to the workers and diffusing.


Participate in co-ordination of follow up action.  


Participate in report preparation following the event.

SECTION 6 – PERFORMANCE STANDARDS

6.1 The Assistant Director (Adults) will monitor compliance with the following standards annually.

· Lead Managers will be clearly and readily identifiable, for example, via Hantsweb.

·  Lead managers will have received the appropriate training.

· Contact lists for local staff  will be maintained by lead mangers and will be readily accessible

· The training needs of all named staff  in the Major Incident Policy will be identified (via  Performance Development) and an appropriate training plan put in place.


· Training records will be kept in respect of all courses provided in relation to Major Incident management. The records will include: personnel attending, date, content of the course and data regarding those who ‘did not attend’.

· Staff will be provided to support the Casualty Bureau and telephone help line as required.

· Key personnel will attend multi-agency meetings and desk top exercises as required.


· The Department will ensure that in the event of a major incident there will be a clear and accessible de-briefing procedure and that this policy will be revised in the light of any lessons learnt

· Key personnel will participate as required in any post-incident de-briefing requested by other agencies, for example, the Police.
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