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1. OVERVIEW 

The Business Continuity Plan is an essential part of any organisation's response planning. It sets out 

how the business will operate following an incident and how it expects to return to 'business as 

usual' in the quickest possible time afterwards. 

2. METHODOLOGY  
 

 Understanding the business by deciding which parts of the business are crucial in keeping it 

going. This doesn’t mean that the other elements are unnecessary; it just means that in a 

period of disruption when resources might be limited that they need to be concentrated in 

the areas where they have the greatest impact. 

 Assess the risks by deciding how likely an event is to occur and what the impact might be to 

the business. This exercise will often identify actions that can be taken to reduce the risk 

happening in the first place. 

 Develop a strategy and plan based on your knowledge of the company and the risks 

involved. You might be willing to accept some risks but for others you need to make 

contingency plans. Use the templates in the accompanying document to develop a plan. 

 Test and review the plan. All staff must understand their role in the plan. Make sure the plan 

is tested and updated regularly. It is pointless having an out of date plan gathering dust on a 

shelf.  

 

3. GENERAL ASSUMPTIONS  

Certain assumptions need to be made about the type of business interruption that might be 

experienced.  For example: 

 In the event of a minor disruption we need to assume existing accommodation would be out 

of use for 24 hours. For a more significant disruption, access would more than likely be 

denied for more than 7 days. 

 Consideration needs to be made with how robust IT systems are? Is the business able to 

cope without access to information stored on computers / network? Is there a maintenance 

contract in place? An assumption needs to be made that the business will not have access 

for at least a day. 

 Consideration needs to be given to the reliability of the telephone network.  In the event of 

a communications failure, is there a contract with a third party maintenance company? Is 

there an ability to get by with mobile phones if there was a fault with the landline? An 

assumption needs to be made that the business could be without landline phones for at 

least 5 hours. 

 In a pandemic 15% - 30% of staff could be off work at any one time. Rates could be even 

higher in a small business. The absence rate will include those who are sick, those caring for 

others and the ‘worried well’ who are simply too scared to come to work. On average people 

will be absent for 5-8 days, but there is the potential that some may never return.  

 Loss of electricity supply across a region could last 24 hours, although in areas exposed to 

significant weather effects 3 days might be a more realistic assumption.  
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 Assume that loss of water and or disruption to the sewerage services could last for 3 days. 

 In a fuel crisis staff might struggle to get to work and deliveries might take longer than usual. 

Consideration needs to be given to long the business could reasonably expect to cope in this 

situation? The disruption to the transport network from a fuel crisis could potentially last up 

to 10 days.  

 

4. INSTRUCTIONS 

Before completing the plan template it is essential to fully understand the processes and to collate 

sufficient background information to justify how the decisions and actions contained in the plan 

were arrived at.  

 Firstly a decision needs to be made to outline the essential processes or functions 

undertaken. Where is the organisation most vulnerable?  Deciding if a process or facility is 

essential may depend on whether it has a direct impact on service users.  A Service Impact 

Analysis will help to determine the priority processes. Those scoring highest will need to be 

included in the plan.  

 

 Use a Risk Assessment form to identify the risks that have the potential to disrupt normal 

operations and where it might be possible to take preventative measures to significantly 

reduce their likelihood and/or impact. 

 

 It will be necessary to fully understand how the business critical processes are currently 

structured to identify their strengths and weaknesses and to determine alternatives to cope 

with the loss of a buildings; staff shortages; the loss of IT or telecommunications; vital 

records; the failure of utilities such as power or water . This is a good opportunity to involve 

other members of staff in the discussion.  

The completed plan must provide the information needed to maintain or restore normal business 

following an incident but will also act as a useful reference document for dealing with day-to-day 

problems. 
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4.1 Service Impact Analysis  

List each process / function / facility or service identified in the left hand column. Complete the 

other columns according to the instructions below.  

Impact:  

Consider: -  

 Does the process, when considered overall, have a direct impact on the service users or 

business as a whole? Or 

 Is there a significant financial impact? 

 Are the duties statutory? 

 How necessary is the service in an emergency? 

5 – Vital 4 – High 3 – Medium 2 – Low 1 – Non-Vital 

 
Restoration Priority: Estimate the length of time you could operate before the process must be 

operating again 

5 – Within 24hrs 4 – 3 days 3 – 7 days 2 – 28 days 1 – Longer 

 

Alternative Delivery: Could part or all of the work of that process be provided by alternative means? 

Perhaps by another agency, organisation or using temporary staff for a short period of time? 

Estimate how much of the service could be delivered in this way. 

5 – None 4 – 25% 3 – 50% 2 – 75% 1 – 100% 
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Analysis (Form A) 

Process / Function Impact X Priority X Alternative = Score 

Fire destroying office premises 5 X 5 X 3 = 75 

Loss of Staff (Pandemic) 5 X 5 X 3 = 75 

Loss of Staff (Serious Incident / Accident) 5 X 5 X 4 = 100 

Loss of Electricity 4 X 5 X 2 = 40 

Loss of Gas 4 X 5 X 2 = 40 

Loss of Water 4 X 5 X 2 = 40 

Loss or Corruption of IT Data 4 X 5 X 3 = 60 

Loss of Telecommunications 4 X 5 X 1 = 20 

Theft of Computer or Office Equipment 4 X 5 X 3 = 60 

Flooding 4 X 5 X 2 = 40 

Storm Damage 4 X 5 X 2 = 40 

Fuel Shortage 5 X 5 X 4 = 100 

Vandalism 3 X 3 X 2 = 18 

External factors preventing access to 
premises i.e. fire, police incident, traffic 
accident, terrorist incident 

4 X 5 X 3 = 60 

Loss of a key partner or supplier 3 X 2 X 1 = 6 

Brexit – Availability of Staff 2 X 2 X 2 = 8 

Brexit – Changes in Labour Market 2 X 2 X 2 = 8 

Brexit – Increase in Costs 4 X 2 X 5 = 40 

Brexit – Shortage of Key Commodities  5 X 5 X 5 = 125 

Brexit – Availability of Equipment 4 X 3 X 3 = 36 

Brexit – Getting Medication 5 X 5 X 5 = 125 

Loss of Staff - Coronavirus (Covid-19) 5 X 5 X 3 = 75 
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4.2 Risk Assessment 

The risk assessment should identify the standard control measures plus any additional actions that 

could be taken to reduce the likelihood and the impact of the risk. Where appropriate these actions 

should be incorporated in normal day-to-day operational procedures. 

Examples of control measures include:  

 Standard policies and guidelines 

 Additional staff training and procedure notes so that cover is available if key staff are absent. 

 Security measures to prevent fire or theft. 

 Reminding staff on good office practice such as not storing information on drives which are 
not automatically backed-up. 

 Ensuring that essential paper records are securely stored in fire resistant cabinets or that 
electronic copies are available. 

 Checking that key partners or suppliers have business continuity plans.  If a key supplier was 
unable to deliver supplies you would need to make alternative arrangements to continue to 
provide a service. 

 
Staff should be involved in identifying general control measures and further actions that can be 
taken to mitigate the risks. There may be other risks to consider such as a syndicate win on the 
lottery suddenly removing a whole team of people.  
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ASSESSING THE RISKS (Form B) 
 
The following table is used to provide an assessment of the current risks. To reduce the risks all employees will need to be familiar with any policies 
designed to improve health and safety at the home.  
 

Likelihood 
Negligible 

Low 

Medium 

High 

Variable 

    

Risk Likelihood Impact General Control Measures Possible Further Action 

Fire destroying office premises Low High Fire alarms in place & tested regularly, annual PAT testing 
of electrical equipment, staff training, fire extinguishers in 

place and tested regularly, health and safety checks carried 
out regularly, specific risk assessment in place, business 

interruption insurance in place 

N/A 

Loss of Staff (Pandemic) 
 

See Coronavirus Information (page 17-20) 

Low High Infection control training provided to staff, policies and 
procedures in place, risk management plans outline staff 

procedure for infection control, staff members are 
contracted part time hours and there is a bank of casual 

workers, management team are able to cover shifts, 
agency would be used at a last resort and if agreed by 

funding authority, profiles in place which support new staff 
to be able to understand essential information about each 

service user 

N/A 

Loss of Staff (Serious Incident / Accident) Low High As above N/A 

Loss of Electricity Low Medium Alternative accommodation can be sourced, business 
interruption insurance in place, each staff member has 
own laptop to work from and form of communication, 

server is backed up daily and can be transferred to another 
location, local business park can be accessed with ‘easy in / 

out terms’, supplier to be contacted in event of loss of 
electricity 

N/A 

Impact 
Insignificant 

Low 

Medium 

High 
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Loss of Gas Low Medium Alternative accommodation can be sourced, business 
interruption insurance in place, each staff member has 
own laptop to work from and form of communication, 

server can be accessed remotely, local business park can 
be accessed with ‘easy in / out terms’, supplier to be 

contacted in event of loss of gas 

N/A 

Loss of Water Low Medium Bottled water can be bought, alternative accommodation 
can be sourced if required, business interruption insurance 
in place, each staff member has own laptop to work from 

and form of communication, server can be accessed 
remotely, city business park can be accessed with ‘easy in / 

out terms’, supplier to be contacted in event of loss of 
water 

N/A 

Loss or Corruption of IT Data Low Medium Server is backed up daily, all staff encouraged to save 
documents to server rather than on standalone computers, 

IT technician on standby for emergency situations 

N/A 

Loss of Telecommunications Low Medium On-call mobile phone in place, Registered Manager & 
Senior Service Manager also hold company phones, 

redirection of phone calls from landline to these numbers 
available, supplier to be contacted in event of loss of 

telecommunications 

N/A 

Theft of Computer or Office Equipment Low Medium Building has an alarm system which alerts call centre, 
business interruption insurance in place, doors and 

windows secured when premises are empty, computers 
are password protected, server is encrypted data, filing 
cabinets locked, management (on-call or Senior Service 

Manager) would be notified if alarm sounded 

N/A 

Flooding Low Medium Alternative accommodation can be sourced, business 
interruption insurance in place, each staff member has 
own laptop to work from and form of communication, 

server can be accessed remotely or transferred to another 
location, city business park can be accessed with ‘easy in / 

out terms’ 
 
 

N/A 
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Storm Damage Low Medium Alternative accommodation can be sourced, business 
interruption insurance in place, each staff member has 
own laptop to work from and form of communication, 

server can be accessed remotely or transferred to another 
location, city business park can be accessed with ‘easy in / 

out terms’ 

N/A 

Fuel Shortage Low High Public transport available, large proportion of staff teams 
are non-drivers, management team can support with 

ensuring staff arrive for shift, majority of service users have 
overnight support and would not be left unsupported 

N/A 

Vandalism Low Medium Building has an alarm system which alerts call centre, 
business interruption insurance in place, doors and 

windows secured when premises are empty, computers 
are password protected, server is encrypted data, filing 

cabinets locked, office is based in a well used area, 
management (on-call & Senior Service Manager) and Police 

would be notified if alarm sounded 

N/A 

External factors preventing access to 
premises i.e. fire, police incident, traffic 

accident, terrorist incident 

Low Medium Alternative accommodation can be sourced, business 
interruption insurance in place, each staff member has 
own laptop to work from and form of communication, 

server can be accessed remotely or transferred to another 
location, city business park can be accessed with ‘easy in / 

out terms’ 

N/A 

Loss of a key partner or supplier Low Medium Wide variety of suppliers in place, can also access local 
stores for anything required 

 

N/A 

Brexit – Availability of Staff  
Brexit – Changes in Labour Market 

 

Medium Low It is the case (nationally) that there is a shortage of workers 
in the health and social care sector and there is the 
potential that Brexit is compounding this, however, at 
present changes in the labour market and availability of 
staff have not impacted in a sizeable way on operations. 
 
We recognise that we need to plan ahead for future 
workforce needs (Skills for Care, 2015) and so a workforce 
strategy plan is currently being worked towards. 

N/A 
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The organisation invests heavily in recruitment via Indeed, 
Find a Job and Facebook.  NMDS report reflects a steady 
growth from 2017 – 2020. 
 
NMDS report reflects that non-British workers currently 
accounts for less than 5% of the Premier Care workforce so 
while there could be an impact if they were unable to 
continue working due to Brexit, this would be a 
manageable situation although the domiciliary care 
department may require more support for an interim 
period.   
 
The government EU Operational Readiness Guidance states 
that there will not be a significant degree of health and 
social care staff leaving on exit day (Department of Health 
& Social Care., 2018)   
 
Workers who are EU citizens are being supported by the 
organisation with applying for the EU Settlement Scheme 
and information pertaining to this has been e-mailed, 
uploaded to the Premier Care website and shared on the 
Premier Care Facebook page. 
 
There have been no changes in workforce (in relation to EU 
citizens) but in the unlikely event that it does, then Premier 
Care will liaise with the local authority and Livewell / NHS 
to create a contingency plan. 
 
This business continuity plan will also be updated to reflect 
any changes. 
 

Brexit – Increase in Costs Medium High It has been the case for a number of years that additional 
costs incurred by providers have not been accounted for 
within the funding being received (for services provided).   
 

N/A 
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Some examples include (but are not limited to): 
 

 NMW (in relation to sleep ins) 

 Annual increases in NMW / NLW 

 Pension scheme 

 Increase in CQC fees 
 

The organisation has adhered to legislation while also 
ensuring the most cost effective route (where able) and 
has also ensured that there are contingency funds to 
manage a situation in the short term where increase in 
costs is not adequately covered by the funding provided. 
 
It’s recognised that there is a rising demand for support 
services and chronic underinvestment within funding for 
care services which has the ability to have an impact on the 
availability and quality of care (Cory et al, 2017), however, 
the organisation has ensured that unnecessary costs are 
minimised without impacting on the quality of care, 
receiving a ‘Good’ rating from the Care Quality Commission 
(CQC) in December 2018.  Some examples include (but 
aren’t limited to): 
 

1. All staff work towards completion of the Care 
Certificate (and other mandatory training) from 
the point of induction within a robust framework 

2. NMW still applies to sleep ins despite a change in 
court ruling 

3. Clear progression routes for workers 
4. Planned / gradual growth of business 
5. Applications for work force development funding 

to support effective training 
6. Mileage is already paid at an above average rate 
7. Service Improvement Plan being worked towards 

and reviewed at regular intervals 
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In the event that there is a shortfall in funding likely to 
impact on business operations, the organisation will report 
to the local authority commissioning team who account for 
the majority of the contracts held by Premier Care. 
 
In the event that there is a shortfall in funding likely to 
impact on business operations, the organisation will 
conduct a thorough review of non essential equipment, 
services and personnel, taking action where it is felt there 
is no other alternative and that it will not have an impact 
on the quality of care being provided. 
 

Brexit – Shortage of Key Commodities  
 
 
 
 

Medium High Please refer to the following sections of assessing risks 
section of this continuity plan: 
 

 Loss of Electricity (Page 9) 

 Loss of Gas (Page 10) 

 Loss of Water (Page 10) 

 Fuel Shortage (Page 11) 
 
There will be an ‘implementation’ period following 31st 
January 2020 and so the UK will follow EU laws and the 
trading relationship will stay the same until 31st December 
2020. 
 
If for any reason a trade deal is not agreed on take place 
on a ‘Most Favoured Nation’ (MFN) basis (also known as 
World Trade Organisation’ WTO) which means that same 
rate of duty on a good must be charged to all WTO 
members equally (Department for International Trade & 
Foreign & Commonwealth Office, 2018). 
 
At present (putting aside tabloid and political sensationalist 
media) there is not enough evidence to fully assess the 
impact on key commodities within the UK post-Brexit, 

N/A 
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however, our own research highlights that suppliers and 
agencies have produced their own strategy plans and 
guidance to minimise disruption of service i.e. stockpiling, 
working towards new trade agreements over the course of 
the last two years. 
 
While alternative strategies can be implemented with 
regards to workers within the supported living service (i.e. 
public transport, walking, car sharing), the domiciliary care 
service is heavily reliant on workers being able to drive.  
 
In the event of fuel shortage (which would be out of our 
control and impact on all businesses / organisations and 
the general public), we would report to the local authority 
commissioning team who hold the majority of our 
contracts to identify contingency plans i.e. prioritising 
visits. 
 
The people we support will be supported to ensure they 
have a sensible adequate stock of supplies in preparation 
for exit day.   
 
It’s important that this is not to be considered as ‘stock-
piling’ which is something we won’t be actively working 
towards because: 
 

a) the organisation does not have the resources or 
facilities to stockpile supplies 

b) many of the people we support do not have the 
finances to be able to stockpile  

c) if there is no significant change (which is likely) 
then there will be a waste of valuable resources  

d) stock-piling will drain resources having a significant 
negative impact on the general public 
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Brexit – Availability of Equipment  
 

Medium Medium As with previous sections (regarding Brexit) there is 
currently little evidence from which to assess the impact of 
Brexit on availability of equipment.  Many organisations 
are working on a ‘worst case’ scenario. 
 
Plymouth City Council (who hold the majority of our 
contracts) have a generalised continuity plan (not specific 
to childrens or adult social care), however, other councils 
(Bristol & Birmingham for instance) have made these 
available online and these have been reviewed and taken 
into account as much as possible for the purpose of this 
continuity plan. 
 
There will be an implementation period following 31st 
January 2020 and under no deal circumstances in 
December 2020, trade will take place under a MFN / WTO 
basis.   
 
Having free trade (when it eventually happens) may allow 
opportunities, in the long term, to reduce costs. 
 
The organisation utilises services, equipment and supplies 
through UK based companies.  Post-Brexit there may be an 
increase in the overall cost of goods and services but this 
will not create immediate disruption to service provision. 

 

N/A 

Brexit – Getting Medication Medium High As with previous sections (regarding Brexit) there is 
currently little evidence from which to assess the impact of 
Brexit on availability of medication.  Many organisations 
are working on a ‘worst case’ scenario. 
 
The government have been working alongside 
pharmaceutical companies, suppliers and the NHS to make 
sure medication will still be received by patients.   
 

N/A 
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Plans have been made to minimise disruption (as 75% of 
medication and over 50% of medical products are supplied 
from the EU).  This includes having adequate stock and 
having alternative treatment if there is a temporary 
shortage of a specific medicine (Department of Health & 
Social Care, 2018.   
 
We will ensure to support people to liaise with their GP 
and pharmacy if there are any issues presented with 
medication or medical supplies. 
 
In the event of increased difficulty regarding medication, 
the organisation will report to the local authority 
commissioning team who account for the majority of the 
contracts held by Premier Care. 
 

Coronavirus 
 

 Loss of Staff 

 Infection of vulnerable service 
users with health conditions 

 
 
 

Medium High Pandemic’s have already been written into the business 
continuity plan so please refer to this first, this section has 
been added in light of concerns about Coronavirus and the 
impact it may have 
 
There are 115 confirmed cases in the UK (as of 
05/03/2020) 
 
Coronavirus causes more severe symptoms in those with 
weakened immune systems, elderly, and those with long 
term health conditions i.e. diabetes, cancer and chronic 
lung disease 
 
The government have issued a Coronavirus action plan 
which is based on the following principles: 
 

 Contain i.e. detect early cases 

 Delay i.e. slowing the spread 

 Research i.e. develop understanding of virus 

Review continuity plan if 
situation escalates 
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 Mitigate i.e. provide high quality care for those 
infected 

 
The role of organisations such as ours is to support the 
UK’s response by: 
 

 Following advice and guidance i.e. hand washing 

 Preventing misinformation by only using 
information from trusted sources i.e. NHS, 
Government site 

 If someone we support becomes unwell and has 
symptoms of Coronavirus, calling NHS Direct (111) 
and not visiting GP surgery or hospital 

 
To expand on this, it’s expected that all employees of 
Premier Care are responsible for: 
 

 Washing hands with soap and water often (for at 
least 20 seconds) 

 Washing hands when getting home or coming into 
work (hand sanitiser has been provided at office) 

 Using hand sanitiser if soap and water aren’t 
available 

 Covering mouth and nose with tissue or sleeve 
(not hands) when coughing or sneezing 

 Putting used tissues in bins straight away and 
washing hands 

 Avoiding close contact with people who are unwell 
 

 Not touching eyes, nose or mouth if hands aren’t 
clean 

 
This information has been provided through Premier Care’s 
Facebook page, Website and has been e-mailed to all 
employees 
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Employees have a duty of care to inform us if they have 
visited any of the following places in the last 14 days: 
 

 Cambodia 

 China 

 Hong Kong 

 Iran 

 Italy 

 Japan 

 Laos 

 Macau 

 Malaysia 

 Myanmar (Burma) 

 Singapore 

 South Korea 

 Taiwan 

 Tenerife – only the H10 Costa Adeje Palace Hotel 

 Thailand 

 Vietnam 
 
If there’s a chance that anyone connected to Premier Care 
(Plymouth) Ltd might have coronavirus, they may be asked 
to self-isolate for up to 14 days which will involve: 
 

 Staying at home 

 Not going to work, school or public places 

 Not using public transport or taxis 

 Asking friends, family members or delivery services 
to run errands 

 Avoiding visitors coming into their home 
 
It’s recognised there is currently no treatment for 
Coronavirus and that we (as an organisation) are in the 
same position as the rest of the population of the UK and 
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will need to ensure that all preventative measures are 
followed. 
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5. OUTLINE RECOVERY STRATEGIES 
 
This section of the guide will explain what background information needs to be collected and some of the 
options that could be considered. It will be worthwhile undertaking trying to identify some of the 
strengths, weaknesses and possible breaking points.  
 
5.1 Loss of Building / Accommodation  
 
If the building has been damaged, utilities have been severely disrupted or access has been prevented for 
some other reason then alternative accommodation may need to be found.  
 
The first option will usually be a case of “budge-up” to as make the most of any inconvenience and share 
facilities. That may be fine for a few hours, even a few days, but if a significant part of the office or a 
number of service user’s homes are disrupted, there may be a need to find alternative accommodation.  
The organisation supports vulnerable and complex service users so possible options need to be considered 
before an event occurs.  
 
Options may include reciprocal arrangements with other local homes, providers or small hotels. 
Consideration may need to be given to sending staff who take part in less ‘business critical’ tasks home for 
a short period.   
 
Whatever the incident a process for communicating with staff is essential. A staff list with full contact 
details will be required as will a list of next of kin / points of contact for service users.  
 
If the office is not accessible then all office equipment and hard data in that building will probably also be 
unavailable. So consideration needs to be made on how maintain services would be maintained without 
easily accessible information.  
 
Experience has shown that staff will need reassurance that there will be no adverse effect on their welfare 
or continued employment. If an accident has happened it is especially important that people are allowed to 
tell their spouse/partner or next of kin that they are safe.  
 
At the earliest opportunity the staff and service users should be briefed on the following points: 

 

 What has happened 

 What has been done 

 What is planned 

 How will the incident affect them  
 
5.2 Loss of Staff 
 
Unless there was an event such as a fatal fire or explosion any large scale reduction in staffing, and the loss 
of key staff, is unlikely to occur without warning. A greater risk is a pandemic where up to 15 - 30% of the 
workforce could be absent due to sickness at any one time.  
 
There is a need to document any steps that have or could be taken to reduce the impact of staff losses.  
 
Plans need to consider measures to minimise the impact of the temporary or permanent loss of key staff. 
Staff training should ensure that specialist knowledge and skills are transferred so that in the absence of a 
key person somebody can fulfil their role.  
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Staff performing key tasks should be encouraged to write procedure notes so that less experienced staff 
would be able to perform these important duties in their absence.  
 
There is the potential that other staff could be used to supplement those performing front line roles. Or 
perhaps agency staff or in extreme circumstances family members or carers could be used.  All of these 
options should be taken into consideration.  
 
5.3 Loss of Utilities  
 
The temporary loss of power is likely to be the most important consideration in terms of utilities. Staff need 
to be aware of the problems any disruption to utilities might cause and where possible take steps to reduce 
the potential impact.  
 
Even where generators are in place the supply of power may not cover all the usual demands and 
electricity savings would need to be made.  
 
Without power many daily tasks such as laundry, cooking and cleaning would need to be delivered by 
alternative means. 
 
If the water supply or sewerage was disrupted could you make arrangements to use nearby facilities and 
use bottled drinking water.  
 
Failure in the gas supply could disrupt heating and cooking facilities.  
 
5.4 Loss of Telephone Landline Services 
 
Again disruption to telephone services could be in isolation or due to the loss of the building.  
 
Consideration needs to be given to whether the organisation has maintenance contracts in place to provide 
a prompt response to a telecommunications failure?  
 
If the problem was isolated could calls be transferred to alternative numbers or a mobile number?  
 
A list of actions should be created that would outline how to cope without the telephone network. This 
could involve the use of personal mobile phones. The cost of any calls made by staff with personal mobile 
phones would need to be reimbursed.  
 
Arrangements should be made for phone chargers to be available. 
 
5.5 Loss of IT Services  
 
Disruption to your computerised information could be in isolation, due to a power failure, a computer 
crash or because of damage to the building. We tend to take IT access for granted, but consideration needs 
to be given to the actions that could be taken to cope without this information for a period of time. 
 
Are there maintenance contracts in place to provide a prompt response to any computer failure? If the 
organisation relies on computerised information could it also be stored on a back-up hard drive or even as 
a paper copy?  
 
It is worthwhile reminding staff not to store important data on any drive that is not backed up on a daily 
basis. Otherwise all the information could be lost if that standalone computer was damaged.   Daily 
computer back-ups should always be stored at an alternative location.  
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Thought needs to be given around manual processes being used as a short-term measure if IT access was 
unavailable? Is the temporary use of paper records a viable alternative until data can be transferred? A 
decision needs to be made on how records will be kept until they can be transferred onto the system. 
 
5.6 Loss of Hard Data / Paper Records  
 
List any steps taken to preserve important data/records and how they can be retrieved. The loss of vital 
data or records could be a serious setback.  
 
Fireproof storage could help to protect records or electronic copies could be the solution. 
 
5.7 Disruption by Industrial Action 
 
As an organisation we may not have any control over the industrial action.  
 
Consideration needs to be made to what would happen if a fuel crisis stopped us either being able to reach 
individual service users or receiving supplies? Or maybe what the impact would be if there was an 
extended postal strike. 
 
5.8 Loss of a Key Partner or Supplier 
 
Consideration needs to be given to whether the organisation relies on partners or suppliers? 
 
What would happen if a key partner went into administration, or the service was disrupted by industrial 
action?  
 

 Could an alternative supplier be sourced at short notice? 

 Could their loss disrupt the business or is there an alternative? 

 Do key partners and suppliers have their own business continuity plans? Also consideration needs 
to be made with what circumstances key partners or suppliers need to be told about any disruption 
to the organisation.  

 
 5.9 Severe Weather 
 
With more and more extreme weather events it makes sense to think about how the organisation would 
cope if staff cannot get to work, either as a direct result of the weather, or if they need to look after 
children where schools are closed. What if supplies or deliveries are disrupted?  
 
5.10 Brexit 
 
The assessment of risk has made clear that currently we don’t have the ability to fully assess the situation 
because there is little evidence to demonstrate a significant impact on the service after  exit day.  The 
research we have carried out has shown that the government and NHS have been planning / preparing 
(alongside other key organisations) for two years and have taken necessary steps to minimise disruption.   
 
A key area of impact for us as an organisation will be trade, which could have an impact on costs for the 
supplies, equipment and services we utilise; however, this will be the same for other care providers and for 
the general public.  Any difficulties faced will be reported to the local authority.   
 
We are generally unaffected in terms of workers as less than 5% of our workers are non-British and do not 
envisage any impact on staff availability post-Brexit.  We are also ensuring that workers are supported to 
engage in the EU settlement scheme. 
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6. FINANCIAL ISSUES 
 
There may be additional costs involved with the recovery. This could include new equipment, special 
payments etc. The authorising of any additional expenditure in relation to the incident will need to be 
controlled. All expenditure should be monitored and recorded as it may be needed for insurance 
purposes.  
 

7. MEDIA COMMUNICATIONS 
 
A major incident, such as a fire, may attract media or public interest and demand for information. The 
way that media and public information is managed will have a bearing on the public perception of the 
incident and possibly the reputation of the organisation as a whole.  
 

8. RESPONDING TO AN INCIDENT 
 
8.1 Initial Response 
 
The initial response to an incident that threatened the business operations or the safety of the service 
users and / or staff would be to evacuate.  Once the immediate danger has passed a decision will need 
to be made on whether it is feasible to return or whether the business continuity plan needs to be 
activated. 
 
8.2 Invoking the plan 
 
Staff need to be aware under what circumstances the plan would be invoked - by whom and why. 
 
A localised incident might not class as an emergency but still represents a risk to the organisation and 
as such needs a prompt response and assessment. Some incidents will be dealt with as a day-to-day 
issue, but others due to their potential impact will need the business continuity plan to be invoked. 
 
8.3 Action Checklists 
 
The plan includes two checklists: 
 

 Form A – Immediate Actions Checklist 

 Form B – Response Actions Checklist (which suggest the actions that should be taken 
immediately an incident occurs and during the recovery phase). 
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9. COLLECTING THE BASIC INFORMATION 
 
It is important to have all the essential information readily to hand in the plan so it can be used 
immediately an incident occurs, effectively providing a priority list for the restoration of the essential 
processes. 
 

 Form C – Essential Services is a list of the essential processes undertaken by the business that must 
be maintained or quickly restored in the event of a disruptive incident. 

 Form D – Summary of Post Incident Resources & Equipment summarises the minimum levels of 
accommodation and equipment needed to maintain operations. 

 Form E – Staff Details lists all staff, indicating those business critical staff that will be required if an 
incident occurs. 

 Form F – Key Contacts a list of those people that would need to be contacted in the event of an 
incident. This could be customers, key partners or suppliers. 

 Form G – Plan Summary provides a summary of the main recovery options for possible disruptions 
to the home. 

 

10. TESTING AND REVIEWING THE PLAN 
 
Once the plan has been completed staff will need to be trained and tested on their roles and 
responsibilities. Someone will need to be made responsible for deciding how and when staff will receive 
training and making sure it happens.  
 
Consider desktop exercises: 
 

 To simulate a real crisis situation for the benefit of those taking part. 

 To identify errors, omissions and areas of improvement in the plan. 

 The plan should also be reviewed annually or when there are major alterations in the organisation 
or responsibilities. 

 The plan should identify who is responsible for maintaining and reviewing the plan. 

 The plan revision should also include a progress report on actions taken to reduce the threat from 
individual risks e.g. enforcing a smoking ban in certain areas to reduce the risk of a fire. 
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11. FORMS 
 
Form A – Immediate Actions Checklist 
 

Nature of Incident Immediate Action Complete 

Loss of all or a significant 
part of the office premises 

Inform Staff  

Contact Emergency Services (if applicable)  

Nature of Incident Immediate Action Complete 

Loss of the kitchen Inform Staff  

Ensure access to water supply  

Nature of Incident Immediate Action Complete 

Staffing Ensure all service users receive support  

Contact funding authority to inform of disruption to service  

Nature of Incident Immediate Action Complete 

Loss of electricity Contact Supplier  

Nature of Incident Immediate Action Complete 

Loss of Gas Contact Supplier  

Nature of Incident Immediate Action Complete 

Problem with Water / 
Sewerage Supply 

Contact Supplier  

Nature of Incident Immediate Action Complete 

Loss of Heating Contact Supplier  

Nature of Incident Immediate Action Complete 

Loss of Telecommunications Redirect calls to on-call phone  

Contact Supplier  

Nature of Incident Immediate Action Complete 

Loss or corruption of digital 
data / information 

Contact IT Technician  

Nature of Incident Immediate Action Complete 

Loss or paper records Contact Tracey Underwood or Martin Malloch  

Nature of Incident Immediate Action Complete 

Loss or key partner or 
supplier 

Seek alternative supplier  

Nature of Incident Immediate Action Complete 

Loss or key partner or 
supplier 

Seek alternative supplier  

Nature of Incident Immediate Action Complete 

Fuel Shortage Support staff with alternative methods of transport  
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Form B – Response Actions Checklist 
 

Nature of Incident Response Action Complete 

Loss of all or a significant 
part of the office premises 

Arrange temporary alternative place of work   

Ensure methods of communication are available  

Ensure each staff member has their laptop available with 
internet access 

 

Contact IT Technician (if required)  

Transfer server or arrange remote access  

Arrange contact with utility supplier (if required)  

Activate Business Interruption Insurance (if required)  

Inform funding authority of potential disruption to service  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss of the kitchen Bottled water to be purchased  

Contact relevant & qualified professional for repairs / make 
kitchen safe (if required) 

 

Damaged or faulty equipment to be replaced i.e. kettle and (if 
required) setup in an alternative room 

 

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Staffing Use of agency staff if funding authority authorises this  

Continuation of recruitment following strict protocols  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss of electricity See loss of all or a significant part of the office premises  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss of Gas See loss of all or a significant part of the office premises  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Problem with Water / 
Sewerage Supply 

See loss of all or a significant part of the office premises  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss of Heating See loss of all or a significant part of the office premises  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss of Telecommunications Continue to monitor and communicate with supplier  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss or corruption of digital 
data / information 

Follow advice / guidance given by IT Technician  

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss or paper records Investigation to take place  

Print scanned copies (saved on the server) of essential 
information 

 

Document barriers / difficulties and review contingency plan  

Nature of Incident Response Action Complete 

Loss or key partner or 
supplier 
 

Document barriers / difficulties and review contingency plan  



Page | 28 
 

Nature of Incident Response Action Complete 

Fuel Shortage Document barriers / difficulties and review contingency plan  
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Form C – Summary of Post Incident Resources & Equipment 
 

Requirement Within 24 Hours Within 7 Days 

People   

Number of Office Staff 13 13 

Number of Team Leaders / 
Support Workers / Home Care 
Assistants  

118 118 

Rooms   

Office 1 5 

Kitchens 1 1 

Bedrooms N/A N/A 

Living Space N/A N/A 

   

Furniture   

Desks 13 13 

Chairs 13 13 

Storage i.e. Filing Cabinets 6 6 

   

Equipment   

Office Phones 1 13 

Mobile Phones 2 2 

Desktop Computer 4 4 

Laptop Computer 9 9 

Printers 1 1 

Fax 1 1 

Scanner 1 1 

Photocopier 1 1 

   

Records   

Paper Records / Files Staff & Service User Files N/A 

Computerised Records Backed Up on Server N/A 

   

Special Provisions   

Wheelchair / Disabled Access 1 1 

Secure area for safe 1 1 

Delivery area 0 0 

Storage space 1 1 

Waiting room 1 1 

Public access 0 0 
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Form E – Staff Details 
 

Name Position / Role Key Address Home Mobile 

All staff details are held on a database accessible via the server 

 
Form F – Key Contacts 
 

Name Position / Role E-mail Address or Business Phone Work Mobile 

Fiona Gordon Commissioner (PCC) XX XX N/A 

Paul Collings IT Technician XX XX N/A 

Martin Malloch Responsible Person (PC) XX XX N/A 

Tracey Underwood Company Director (PC) XX XX N/A 

Tim Bott Service Manager (CCG) XX XX  N/A 

Western Power 
Distribution 

Electricity Supplier N/A 105 N/A 

Wales & West Utilities Gas Supplier N/A XX N/A 

South West Water Water & Sewerage  N/A XX N/A 

Emergency Services Police, Fire Service, Ambulance N/A 999 (or 101 for non 
emergency) 

N/A 

 
 
 
 
 

mailto:Fiona.Gordon@plymouth.gov.uk
mailto:paulc@googlemail.com
mailto:mmalloch@premiercareplymouth.co.uk
mailto:tunderwood@premiercareplymouth.co.uk
http://www.mrsitemail.com/mail/compose?to=tim.bott@nhs.net
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Form G – Plan Summary 
 
The following are all possible disruptions to the business, consideration needs to be given to the preventative measures already in place plus those that 
could be added to reduce the risk. It may be necessary to have differing contingency plans depending on the extent of the incident. 
 
SERVICE TRIGGER & DISRUPTION PREVENTATIVE MEASURES CONTINGENCY PLAN 
 

 Service Trigger & Disruption Preventative Measures Contingency Plan 

1 Loss of all or a 
significant part of the 
office premises 

Could be due to a major fire, 
gas leak, virus outbreak 
(legionnaires disease), storm 
damage, flooding or vandalism 

Fire alarms, smoke detectors, 
annual servicing of all electrical 
and gas appliances, stringent 
cleaning and hygiene standards, 
normal security measures.  
 

If the damage is limited it may be possible to 
continue normal operations.   Alternative 
accommodation can be sourced, business 
interruption insurance in place, each staff member 
has own laptop to work from and form of 
communication, server is backed up daily and can 
be transferred to another location, city business 
park can be accessed with ‘easy in / out terms’, 
suppliers to be contacted in event of loss of utilities 

2 Loss of the kitchen The loss of power source 
(electricity or gas) or 
breakdown of essential 
equipment in the kitchen. 
 
 

Equipment is checked and 
maintained regularly. 

Establish the length of time the kitchen will be out 
of action.  
 
Replacement equipment can be purchased. 
 
Shops close by which are open during office hours. 
 

3 Staffing A number of staff members 
report sick or do not turn up for 
their shift due to an accident. 
 
There may be insufficient staff 
to meet the staffing ratio 
requirements which may put 
service users at risk. It may 
depend on whether the 
member of staff is considered 
vital. 

Off duty staff may be asked to 
provide cover for vacancies at 
short notice if they are 
available.  
 
Must have regard to when they 
were last working and / or when 
they are next on rota to work.  
 
It is essential that all relevant 
employment protection 

Alternatively agencies who supply qualified care 
staff may be used to supplement staff shortages 
with agreement from funding authority. 
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 regulations are complied with 
relating to the number of hours 
worked within a specified 
period and breaks between 
periods of working. 
 
Priority plan has been 
developed to support us with 
rerouting staffing to priority 
care packages 
 

4 Loss of electricity Failure of all electrical 
appliances. 
 
If widespread problem, this  
could leave a number of people 
without supply, including the 
office premises 

Emergency lighting in place. 
 
 

Alternative accommodation can be sourced, 
business interruption insurance in place, each staff 
member has own laptop to work from and form of 
communication, server is backed up daily and can 
be transferred to another location, city business 
park can be accessed with ‘easy in / out terms’, 
supplier to be contacted in event of loss of 
electricity 
 

5 Loss of Gas supply 
 

A loss of the gas supply within 
the home.  
 
The loss of the gas supply would 
result in the loss of heating and 
hot water and cooking facilities 
 

Give details of the monitoring 
and servicing of the gas supply. 
 
Is there a 24 hour call out 
contract with an agreed 
response time? 

Alternative accommodation can be sourced, 
business interruption insurance in place, each staff 
member has own laptop to work from and form of 
communication, server is backed up daily and can 
be transferred to another location, city business 
park can be accessed with ‘easy in / out terms’, 
supplier to be contacted in event of loss of gas 
 
 

6 Water or sewerage 
supply 

A loss of the water supply 
within the office or in service 
users home or evidence of a 
loss of the sewerage system or 
blocked drain etc.  
 

None Contact South West Water to establish whether 
there is an external or internal failure. 
 
If external, establish the probable duration of the 
loss of water and explain the importance of 
restoring the supply as soon as possible.  
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There would be no water for 
personal hygiene, washing 
clothes, cooking or flushing of 
toilets as a result of which staff 
and service user’s health could 
be put at risk. 
 
Failure of the sewerage system 
would make it impossible to 
dispose of waste from toilets, 
baths, showers, hand basins, 
sinks etc. This would present a 
significant health risk if the 
situation were to continue for 
more than a few hours 
 

 
If the repair is going to take more than four hours 
try and arrange alternative facilities with other 
local businesses. 
 
Alternatively, contact a hire company to arrange 
for portable toilets and locate them outside of the 
building in secure areas. 
 

 If the problem is internal contact a qualified 
plumber 

 If the loss of water is for a prolonged period 
ask South West Water to supply a water 
bowser. 

 Fill up water containers in the kitchen to 
provide easy access to water for drinking and 
cooking. 
 

7 Heating 
 

The temperature within parts of 
the building falls below an 
acceptable level 
 
If the heating fails for any 
reason it may not be possible to 
provide sufficient warmth to 
meet an acceptable 
temperature within the 
property. If this situation occurs 
staff and service users will not 
be warm enough, possibly 
putting them at risk. 
 
Failure could also result in the 
loss of hot water which would 
make it impossible for service 

Give details of the monitoring 
and servicing of the boiler and 
heating system.  
 
Is there a 24 hour call out 
contract with an agreed 
response time? 
 
The possible cause for a total 
failure of the heating could be 
the loss of the electricity supply 
to the boiler which affects the 
water pumps or a loss of the gas 
supply. 

In the event of the loss of heating for a prolonged 
period steps should be taken to keep service users 
warm by: -  
 

 Moving to warmer areas of the property 

 Putting on additional clothing 

 Making regular hot drinks available 

 Providing mobile heaters in common areas  

 Providing additional blankets at night 

 Taking steps to minimise heat loss from the 
building 

 
The extent of the steps to be taken will be 
dependent upon the time of year and the outside 
air temperature. 
 
Hot water to be provided via the use of mobile 
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users to bath, shower or wash. 
 
 
 

boilers/urns 
 
Care must be taken to ensure the safety of staff 
and service users when using such equipment 
 

8 Loss of 
Telecommunications 

Staff and service users not being 
able to contact office staff & 
management. 
 
Inconvenience to the operation 
of the organisation and those 
trying to contact the home. 

On-Call phone 
 
Management personal mobile 
phones 

Establish whether the fault is with the telephone 
network outside of the office or within the office. 
 
If the fault is with the office’s telephone system 
contact the supplier. 
 
Request that all calls be diverted to a nominated 
mobile telephone (on-call phone). 
 

9 Computer System / 
Server 

The corruption or deletion of 
digital information or the failure 
of an office based computer. 
 
The complete loss of a 
computer or netwook access 
could cause disruption to the 
records and information held on 
service users and staff. 
 

Back ups are made on a daily 
basis to a hard drive which is 
held by the on-call manager 
overnight. 
 
Hold paper copies of essential 
information such as medication 
details. 

If a single computer becomes inoperable use 
another computer if available.  
 
If digital information has corrupted refer to back up 
hard drive. 
 
Contact IT technician for support 

10 Loss of paper records 
 
 

Loss of essential paper records. 
 
Personnel and personal 
information relating to staff and 
service users could be lost 
causing potential operational 
difficulties 
 

The files are kept in a secure, 
filing cabinets. 
 
 

Digital / scanned copies of all information are on 
the server which is backed up daily. 

11 Loss of key partner or 
supplier 
 

Failure of a business partner or 
supplier. 
 

Check they have business 
continuity plans in place. 
 

Alternative suppliers to be sourced 
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Vital supplies may not be 
delivered. There could be 
financial losses or implications. 
 
 

 

12 Fuel Shortage 
 
 

National or regional fuel 
shortage. 
 
Staff may not be able to get to 
work, suppliers may not be able 
to make deliveries. 
 

Check suppliers have business 
continuity plans in place to 
cover a fuel shortage. 

Car sharing for staff. 

13 Brexit See Assessed Risks 
 
 
 
 

See Assessed Risk See Outline Recovery Strategies 
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12. ANNEX 
 

Department / Location Date: 
 

Sheet .... of ..... 

Time Event Action 

 Use this to record actions if an emergency occurs  
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