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Introduction

Section One
December 2007
In February of 2007, the Board of Directors of the Boy’s and Girl’s Club of the Greater Chippewa Valley in Eau Claire, Wisconsin discussed the need for a crisis response plan for the organization.  As a new board member, I listened with interest, and I realized that non-profit organizations were not likely to have the time or financial resources to develop a comprehensive crisis response plan for their organization.  

This was a familiar topic for me.  I had previously participated in crisis planning in business and industry and had been in charge of crisis response planning for the Eau Claire Area School District. When Dr. Lee Hansen assumed the position of superintendent, he had the foresight prior to the Columbine tragedy to understand the need for a crisis plan for the district.  Because Dr. Hansen and I had both been influenced by the work or Edwards Deming and William Glaser, it was decided that instead of a centrally controlled top down response plan which was the typical model of that era, we would develop a site based plan with the decisions made closest to the incident and with options and choices rather than directives.  Dr. Hansen asked me to find the right people, locate grant funding to cover the development costs and create the plan. The Department of Public Instruction approved the use of Alcohol, Tobacco and Other Drug (ATOD) prevention funds for the project as long as the resulting plan was made available at no cost except for the cost of duplication and on the condition that anyone who used all or part of the plan would assume all liability for its adoption, revision, and/or use.  

As I drove home from the Boy’s and Girl’s Club meeting, I realized that the school district plan could be adapted for non-profit agencies.  The next morning I called Dr. William Klaus who became the superintendent of the district upon Dr. Hansen’s retirement.   I asked him if I could have a digital copy of the plan so that I could revise it and add to it to make it user friendly and appropriate for non-profits.   Dr. Klaus was kind enough to provide the digital form of the plan. It was understood that the non-profit plan would continue to be free to anyone who wanted to adopt all or parts of the model provided they assumed all liability for its adoption, revision and/or use.  Hard copies would be available at the cost of printing.  Over the next weeks and months, I updated the 1992 version of the plan and adapted the updated version for non-profit agencies.   Clerical support was secured to make revisions and ensure consistent formatting.  The result of those efforts is the following document.

We hope that the plan will provide a base from which you can work to develop a product that fits your agency.  We invite you to down load the document.  We encourage you to meet with members of your agency and with local fire, police and emergency government personnel to adapt the plan to your specific needs and situation.  Finally, we invite you to send any suggestions for additions/improvements to Holly@hollyhartconsulting.com.
Sincerely,

 Holly Hart, PhD

December 2007

Dear Friends and Colleagues,

The world has always been a hostile place for children, but no more so than right now.  When children are grouped together in schools, churches, and community-based organizations for purposes of education, training or recreation, the risk to their health and safety can be magnified.  Fifty years ago we worried mainly about such emergencies as fire, tornado, earthquake, nuclear attack, lost children, physical handicaps like epilepsy and childhood disease epidemics.  Today that list has grown dramatically to include such risks as sexual predators, random abductions, domestic strife, life threatening allergies, terrorism, both domestic and foreign, and rapidly developing  epidemics and pandemics, to name but a few.

How we as responsible and caring adults react and respond to such emergencies directly and inevitably correlates with how safely the children in our care will come through any given emergency.  That in turn is directly correlated with how well prepared we are.  The key is planning, training and rehearsal, both mental and behavioral.  And planning starts with a detailed written plan.  While emergencies cannot always be handled mechanically by the numbers, written plans force us to rehearse, at least mentally, how we would handle any given emergency.  They may also help us work through an emergency when we feel consumed by helpless panic.

In 1991 the Eau Claire Area School District determined that it was not adequately prepared to handle known emergencies and risks.  There was no written handbook in place that an administrator could consult in an emergency; nor was there any systematic, regular training for caregivers.  Training and rehearsal for children and adults was limited to fire drills.  Therefore, we set out to develop a written handbook.

This document is a revision of that handbook redesigned specifically for non-profit organizations and updated to reflect subsequent years of experience and several newly emerging risks.  It is offered digitally at no cost to any non-profit organization, church, community group or school.  Obviously, it is offered as a model; no organization should attempt to use it verbatim.  It will need to be modified to fit your situation and your profile of risks.  But it will be a useful place to start your deliberations and save you much critical time and expense.

It is offered to the world of children in an attempt to make that world just a little bit safer.

Sincerely,

Lee H. Hansen, Ph.D.



 

Retired Superintendent

Eau Claire Area School District

History and Philosophy of the Manual

A safe environment is an expectation of clients, parents, staff and the community.  In order to maintain a safe environment, administration and staff must be prepared to respond to a crisis situation in an orderly and timely manner.  In times of crisis, the responsibility of agency administration and staff is to ensure the safety of the clients, volunteers and staff.

Since a crisis frequently happens suddenly and without warning, the result can often be ambiguity, confusion and stress.  Therefore, the best preparation for dealing with a crisis is to have a plan in place to guide administration and staff through the crisis and help them take a calm, coordinated approach.  Comprehensive crisis planning includes prevention, preparedness, response and recovery.  This plan attempts to provide assistance in the last three of these areas.  It was updated and adapted by Dr. Holly Hart from a plan originally developed by the Eau Claire Area School District.  The plan was first developed in 1992 and since that time the documents making up the plan have been free to anyone who wanted to adapt and/or use all or any part of the plan.  If any part or the entire plan was or is used, the agency using the plan assumes full liability and responsibility for its revision, adoption and/or use.  
It is strongly recommended that each item of the plan utilized be reviewed and, if needed, revised to fit the specific organization.  It is essential that local police, fire, and emergency government personnel have input into any revisions and/or use of the plan.  Finally, any plan is only as good as the training provided for administration and staff.  Although each situation will be different, a basic structure and organization can be provided and should be practiced.  
It is hoped that most parts of this plan will never be used; it is designed to provide a framework and source of ideas for administration and staff should a crisis occur.  Its purpose is to provide suggestions that will serve as reminders during times when decisions must be made quickly.  These lists are designed to ensure that important considerations are not overlooked in the heat of the moment.  The lists are generic and designed to apply to most situations.  However, each incident will be unique; and, as a result, it is left to the discretion of the Head of the Crisis Response Team to decide if certain items on the list can be skipped or modified and if additional items need to be added to handle the current situation.

The Eau Claire Area School District’s crisis response plan was originally funded with Wisconsin Department of Public Instruction Alcohol, Tobacco and Other Drug Prevention grant funding.  The project was through a joint effort by District personnel, the Eau Claire Police Department, Eau Claire Fire Department and an emergency government coordinator.  To create the plan in 1992, the contents of various model plans were summarized into a "working document."  A team was convened to develop a comprehensive plan from the “working document”.  In the summer of 2000, the plan was revised and updated.  Revisions were made by a committee made up of representatives from the same stakeholder groups that had designed the original plan.

The plan requires that a Crisis Response Team Form be completed annually at each site and that a copy of the form and this manual be readily available in specified areas of the agency.  
Also, each year, every staff member and volunteer should receive a copy of the crisis response flow charts. 

The handbook should be accessible to anyone who will need to respond to an emergency situation.  One copy of the manual should be available in each of three locations in different parts of the building.  They should be easily visible.  Suggested locations include:
The Administrator’s Office

The Custodian's Office (if the agency has a custodian or in another easily accessible location)
The Information Desk (with the Go Pack)
As you utilize this document, the following things should be considered:

The Head of the Crisis Response Team is responsible for determining if an event is a crisis or has the potential of becoming a crisis.

Utilize the threat assessment process (in the Appendix section) when appropriate.

Remember, it is better to be safe than sorry - when in doubt, start the process.

Always call the Director or Board Chairperson to notify him/her of the situation as soon as the situation is stabilized sufficiently to make the call.
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Site Specific Pages 

To Update Yearly

Section Two
CRISIS TEAM AND LOCATIONS

____________________

(YEAR) 

                  




(FACILITY) 

	CRISIS RESPONSE 

TEAM*
	Names
	Work Phone
	Cell

Phone
	Home

Phone

	Head of Team
	
	
	
	

	Supervisor of Clients
	
	
	
	

	Supervisor of Staff or Volunteers
	
	
	
	

	Supervisor of Public
	
	
	
	

	Additional Team 

Members:


	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


*In the event one or more team members are not available - each person moves up one on the   

  list and additional members are added to team as needed.

	ROOM ASSIGNMENTS
	Primary

Site(s)
	Alternate

Site(s)

	Crisis Response/Information Center
	 
	

	Telephone Center
	
	

	Waiting Room/Public
	
	

	Counseling Rooms/Clients
	
	

	Counseling Rooms/Staff
	
	

	Location of Power Failure Phones
	
	

	On-Site Evacuation Location
	
	

	Off-Site Evacuation Location
	
	

	Off-Site Telephone Number
	
	


Telephone Tree Attached:     Yes/No

LOCATION OF

EMERGENCY MANUALS AND SUPPLIES
Phones that work during a power failure

First Aid Kits and Emergency Supplies
Blood Borne Pathogens Exposure Control Plan Manual

Blood Borne Pathogens Response Kits
Material Safety Data Sheet (MSDS) Books
COMMUNITY EMERGENCY TELEPHONE NUMBERS*

Abuse and Neglect


Human Services 


____________

Police




911

Asbestos/Hazardous 




  Materials 



Fire Dept.



911

Bomb/Threat



Fire Dept



911

Bus (City)



City Transit



____________

Bus (Agency)



Client Transit



____________

Chlorine or Chemical


Fire Dept.



911

  Leak or Spill





Gas




Fire Dept.



911

Local Energy Company


____________

Health Issues



City/County Health


____________

Hospitals



[Name]




____________

Injury/Medical Emergency

Rescue Squad



911

Poisoning



Poison Center



____________
Power Failure



Local Energy Company


_____________

Disorderly Client/Staff/Visitor

Police




911

Suicide Attempt/Threat


Police (if appropriate)


911

Telephone Failure


Telephone Company


___________
Tornado/Severe Weather

Weather Alert Radio


____________

Emergency Government Coord.             


Violent Behavior


Police




911

Water Failure



Utilities (Days)



____________

(After Hours)



____________

*Add local telephone numbers yearly
SITE STAFF AND VOLUNTEER TELEPHONE TREE


[image: image1]
AGENCY ADMINISTRATION TELEPHONE NUMBERS

	ADMINISTRATION NUMBERS
	Work Phone
	Cell Phone
	Home

Phone

	Director
	
	
	

	Main Secretary/Receptionist
	
	
	

	Other
	
	
	

	
	
	
	

	Additional Team Members:


	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


Add a Floor Plan For Each AGENCY SITE
(Include location of rooms and room names/numbers, outside doors, chemical storage areas, electrical/mechanical areas, fire extinguishers and other pertinent information.)
Site Crisis Response Team

Yearly Duties

Section Three
YEARLY DUTIES OF THE SITE DIRECTOR

1.
Complete  

a.  
Crisis Response Team page of this manual

b.
Telephone Tree (and update as changes occur)

c.    Update agency’s website and list serve capabilities

d.
Create email, text messaging, Face Book, reverse 911 or other methods of communication to clients, parents, volunteers and staff

2.
Develop plan for special populations (i.e., Non English Speaking, Health Impaired, Cognitively Disabled, Hearing Impaired, Physically Disabled, etc.)

3.
Check that the “Go Pack” is ready

4.
Establish a means of communication if all power is out

5.
Distribute Quick Reference Sheet to all staff.  Remind staff to keep it with an up-to-date client list 

6.
Check that fire evacuation routes and tornado shelter sites are posted in each room

7.
Establish a process for locking down the agency in an emergency

8.
Maintain an accurate bus/van list in the director’s office for return of clients to their homes and for all field or team trips

9.
Maintain up-to-date client and staff health emergency contact/insurance information forms and medical release forms that meet HIPAA requirements

10.
Convene Crisis Response Team, review plans, and run training sessions with team

11.
Run drills for EVACUATE, HOLD, SECURE, fire, and tornado 
 YEARLY DUTIES OF THE SITE SECRETARY 

 1.
Prepare “Go Pack” with following items:

a.
Copy of Crisis Response Plan 

b.
First-Aid Kit

c.
Red evacuation flag

d.
Client roster and/or emergency information including HIPAA release forms

e.
Bus/transportation lists

f.
Field trip list


g.
Master key set

h.
Bull horn

i.
Flashlight/batteries

j.
Medication supply (check for expiration dates) for client(s) who cannot survive without their medication

k.
Ten packs of candy Lifesavers

 2.
Check that the weather radio is working properly

3.
Check that three crisis binders are in proper location (Director’s Office, Information Desk with the Go Pack and Custodian’s Office) and clearly visible

 4.
Check First-Aid Kit and re-supply if necessary

Staff Guidelines

And

Training Instructions

Section Four
STAFF GUIDELINES

EVACUATE
EVACUATE

TAKE CLIENT LIST, VISITOR LIST, PEN

TAKE PERSONAL BELONGINGS WITHIN REACH

TURN OUT LIGHTS

FOLLOW LAST PERSON OUT

CLOSE DOOR

REPORT TO DESIGNATED AREA 

RAISE RED EVACUATION FLAG

TAKE ATTENDANCE

   -LIST CLIENTS NOT                  

    ACCOUNTED FOR AND                

    THEIR POSSIBLE LOCATION

   -LIST PERSONS PRESENT   

    BUT NOT ASSIGNED TO   

    YOUR AREA

UNASSIGNED STAFF REPORT TO COMMAND CENTER

ALL OTHER STAFF AND CLIENTS REMAIN IN ASSIGNED AREA UNTIL ADVISED BY PROPER AUTHORITY

REDIRECT TRAFFIC 

RETURN TO ROOM OR DISBURSE WHEN DIRECTED BY PROPER AUTHORITY 

                     OR
SET-UP CLIENT CHECK OUT 

PROCESS, IF NEEDED  

SECURE
FROM DOORWAY - CHECK 

IMMEDIATE AREA

SECURE DOORS, PULL SHADES, LOCK AND HOLD

GET ON FLOOR - AWAY FROM DOOR/WINDOWS

FOLLOW INSTRUCTIONS

RELEASE NO ONE EXCEPT BY DIRECTION OF PROPER AUTHORITY 

NO REST ROOM BREAKS

IGNORE CLOSING TIMES
MAINTAIN SILENCE

NO USE OF RADIOS, TELEVISIONS, COMPUTERS, ELECTRONIC DEVICES BY CLIENTS
CALL ONLY VITAL INFORMATION TO HEAD OF CRISIS RESPONSE TEAM
TAKE ATTENDANCE

   -LIST CLIENTS NOT

    ACCOUNTED FOR AND                

    THEIR POSSIBLE LOCATION   

   -LIST PERSONS PRESENT              

    BUT NOT ASSIGNED TO              

    YOUR AREA

EXIT TO SAFETY IF POSSIBLE

BE PREPARED TO STAY FOR AN EXTENDED TIME

MOVE AS DIRECTED BY PROPER AUTHORITY - TAKE CLIENT LIST

HOLD
KEEP ALL CLIENTS AND STAFF IN THEIR PRESENT LOCATION

CONTINUE ACTIVITIES AS USUAL

TAKE ATTENDANCE

                 -LIST CLIENTS NOT           

                  ACCOUNTED FOR AND

    THEIR POSSIBLE LOCATION 

   -LIST PERSONS PRESENT               

    BUT NOT ASSIGNED TO            

    YOUR AREA

FOLLOW DIRECTIONS FROM PROPER AUTHORITY

RELEASE NO ONE

DO NOT ALLOW REST ROOM BREAKS

IGNORE CLOSING TIMES
CALL ONLY VITAL

INFORMATION TO HEAD OF CRISIS RESPONSE TEAM

LISTEN FOR ALL CLEAR, SECURE OR EVACUATE SIGNAL

FIRST RESPONDER

1.
Secure area and/or evacuate if appropriate

2.
Call 911 or tell someone to do so

3.
Report VITAL information to Head of Crisis Response Team
4.  
Assume that all weapons are real and loaded

5.  
Comply with demands if an intruder(s) is (are) involved and avoid escalating the confrontation

6.  
Discourage independent actions

7.  
Stay calm

8.  
Provide reassurance to clients and staff
9.  
Do not speculate

10. 
Use professional judgment

11. 
Document the incident by providing a brief written summary to the Head of the Crisis Response Team
12. 
Complete accident report(s)
STAFF/VOLUNTEER INSTRUCTIONS
1.
Keep a current roster and copy of Crisis Response Guidelines readily accessible

2.
Supervise clients, visitors, guests, volunteers, etc. who are in your area

3.
Do not leave clients, visitors or volunteers unattended

4.
Do not allow anyone to use phones, radios, televisions, computers, pagers, and cell 


phones, etc. unless under your supervision/direction
5.  
Remain in the room and respond as directed or move to assigned areas if directed

6.
Take attendance:

a.
Make list of clients/adults not in room and possible location where they can be


found

b.  
List clients/adults present in your area but not assigned to you

c.
Turn list in to police/fire personnel or Head of the Crisis Response Team when asked or before leaving 

7.
Supervise clients:

a.  
Instruct people not to act independently

b. Release no one except at the direction of the Head of the Crisis Response Team or Police/Fire Department or escape, if possible, if an armed intruder is suspected
c.
Remain calm and reassure clients/adults
8.
Use professional judgment

9.  
Wait for instructions

10. 
Do not call Head of the Crisis Response Team unless you have vital information that cannot wait

11.
Supervise evacuation or dismissal when directed

12. 
Make a list of clients to refer to counseling center

13. 
Facilitate appropriate follow up discussions concerning the incident 


 Person Who Receives the Call



--Internal Small Spill/Release--
        ▪  Provide assistance to persons

· Keep caller talking as long as possible


Small Amount of Material That 
           contaminated by the spill/release until
· Do not hang up





Is Not Highly Toxic

           Fire Department personnel arrive
· Pass note to someone to call 911 and 


▪  Cordon off spill area



   ►Prevent contact with non-affected
   notify Director




▪  Remove all clients and staff to a position
       persons as much as possible
· Complete “Bomb Threat Report Form”

    of safety




   ►Maintain all affected persons in 
· Remain with Head of the Crisis Response 

▪  Administer first-aid, if needed


       one safe area
   Team until police arrive to interview you

▪  Decontaminate (wash), as required

   ►Administer first-aid, if appropriate
         Head of the Crisis Response Team

▪  Notify custodian and/or Head of 

   ►Assist Fire Department personnel as 
· Call 911 if not previously done


   Building Crisis Response Team.  He/she
       directed
· Determine level of threat and if evacuation 

   will handle in accordance with cleanup         ▪  Notify Head of the Crisis Response
   is appropriate





   plan.




            Team who will:
· If evacuation





▪  Notify Head of Building Crisis 

   ►Notify Administration
· Notify staff




    Response Team.  He/she will notify

   ►Secure personal and medical 
· Remind staff to scan room and mark  

    Administration.



       information on injured and provide
    
door with masking tape if room is 


▪  Provide assistance with cleanup as

       to Fire Department and/or hospital
          clear





    needed




       personnel
· Remind staff & clients to take  


▪  Complete required reports and claims

   ►Cooperate fully with cleanup
  
personal belongings within reach








        personnel
· Evacuate at least 300 feet from 


--Internal Major Spill/Release--

   ►Provide assistance, as needed, to
Building











       ensure appropriate cleanup and 
· Raise red flag





▪  Cordon off spill area



       normalization of operations
· Establish traffic control



▪  Call 911




   ►Complete all required reports and 
· Notify Administration




▪  Vacate immediate area, if necessary

        forms
· Determine appropriate search & reentry process
▪  Do not pull fire alarm unless such an
· Implement client release process if reentry 

   evacuation can be accomplished without
       
   is not possible





   entering affected area.








▪  Notify custodian
                      ▪  Have custodian and/or Head of the
       
                         Building Crisis Response Team meet with      
  
                         Fire Department to brief them and 
          
Pull  nearest alarm                                                                 coordinate actions



    



· Evacuate following procedures on  


▪  Shut down ventilation system to affected
        
      instruction card                                                                area(s), if appropriate

--External Spill/Release—



If First-Aid Is Not Sufficient


▪  Call 911, if possible













▪  Notify Head of Crisis Response Team,
(Outside of Building)




▪  Do not move the person


   if possible
▪  Call 911


▪  Call 911




▪  Assist with injured and non-injured
▪  Call Head of Building Crisis Response


►Give location that emergency

▪  Take direction from law enforcement
    who will:






    vehicle should enter

▪  If dismissed, stay available by phone
    ►Have custodian or head of team meet with


►Give nature of problem

    and keep telephone lines open
        Fire Department to brief them and 


▪  Send a staff person to street to direct
        Coordinate actions




    in emergency vehicle and handle traffic
    ►Determine with assistance of Fire Department 
▪  Notify parent/guardian/responsible party
        whether to evacuate or hold depending on 

▪  Tag each client with name tag if multiples

Warning
        product, magnitude and nature of spill/release
▪  Transport by ambulance not agency

▪  Go to designated shelter area
· If hold is implemented:



    or personal vehicle




If Building Hit
· Follow normal hold procedures


▪  Send 2 adults with victim(s) to hospital
▪  Secure clients in safest area after
· Seal off building as much as possible

    (one at least in a separate vehicle)

    storm passes
· Close/seal doors and windows


▪  Remain with victim(s) until responsible
▪  Consider shutting off gas and/or
· Turn off outside air intakes, if appropriate

    adult arrives at hospital


    electricity
· If evacuation is appropriate:



▪  Notify Administration



▪  Call 911
· Follow evacuation procedures per Fire 

▪  Complete accident report


▪  Notify Administration
         Department instructions and agency policy

▪  Attend to injured
· Use PA system, if available rather than fire 
▪  Account for all clients and staff
Alarm







If Unarmed


▪  Release clients and staff when it is 
· Notify Administration




▪  Ask person to report to office to check-in
    determined their destination is safe
· Follow direction of and assist Fire Department 
   or to leave




    and supervised
   personnel as appropriate



▪  Offer to accompany them to office or door
▪  Assist with clean up
· Complete all reports and claims


▪  Do not confront person who refuses
      ▪  Report to office if they do not agree to

          check-in or leave

     

 If Obviously Armed

       ▪  Assume all weapons are real and all
If First-Aid Is Sufficient



   





    guns are loaded
· Have trained first-aid person check out 

▪  Move staff and clients to safe area

▪  Secure the weapon if it is safe to do so
      the injured person




▪  Escape if possible or:



▪  Clear the area if weapon is not safe
· Notify parent/guardian and ask them if they 

      ►Secure area



    to handle or cannot be secured
      want to pick up client



      ►Take cover



▪  Call Head of Crisis Response Team
· Complete accident form and give to Head of 
      ►Stay out of halls and traffic area

   and if appropriate 911 to remove the 
    Crisis Response Team









    object
Duties of the

Site Crisis Response Team

During a Crisis at Their Site 

Section Five 
HEAD OF CRISIS RESPONSE TEAM DUTIES
Immediately When Crisis Occurs

 1.  
Gather information (if possible who, what, when, where, how)

 2.  
Determine if the event is a crisis or could become one

 3.   
Call 911 - If necessary

a.  
Remember: Better safe than sorry

b.   In the event of an emergency, the Head of the Crisis Response Team makes all decisions concerning clients and staff that do not directly impact the emergency

c.
It usually takes at least 30-45 minutes to assemble a full tactical team

 4.
Notify staff


a.  
Identify yourself as Head of the Crisis Response Team  


b. 
Instruct staff to EVACUATE, SECURE, or HOLD as appropriate

c. 
Repeat alert

d.  
Notify those using outside areas or other sites

5.  
Secure agency or parts of agency, as needed

a.  
Control exits and entrances and secure outside areas
b.  
Contact and consult Police/Fire Incident Commander

c. Incident Command Vehicle is: [Describe type and color of vehicle]
d. Follow Police/Fire instructions (They make the final decisions in safety related matters)

e. Request that air traffic be restricted over the site if appropriate

 6.  
Remember: All communication on two-way devices is public information (i.e. cellular phones and walkie-talkies)


 7.  
Control bells and public address system if available
 8. 
Lock and secure confidential records

 9. 
Notify Director:

_________________________________
_______________________________

(Home phone number)


(Cell phone number)
10.
Establish crisis response/information center and notify staff of location, if appropriate

11.
Appoint a staff person to serve as a liaison to the Police/Fire Incident Commander (Include a custodian, if possible)
a. The Incident Commander is in charge of the crisis

b.  
The Head of the Crisis Response Team is in charge of clients and staff when the decisions no longer impact handling the crisis

c.
Fire personnel and ambulances possibly will not enter an area until police have secured the area if violence is involved

12.
Designate a minimum of 2 people to accompany injured client(s) or staff member(s) to each hospital
a.  
Do not use agency or personal vehicles to transport injured

b.  
At least one staff person should follow the emergency vehicle in a separate vehicle

c.  
Tape name on all injured persons, if multiple injured
13. 
Give an all-clear signal at the direction of Police/Fire Incident Commander

14. 
Do not allow media to enter the agency while a crisis is occurring.  (Speak to them off-site)
a.  
Explain why

b. 
Direct them to Head of the Crisis Response Team or area set up by Incident Commander

c. 
Head of the Crisis Response Team is responsible for all media 
d.  
Head of the Crisis Response Team will coordinate the media response with the Police/Fire Incident Command Center

15.
Call Crisis Response Team and schedule meeting

16.
Meet with Crisis Response Team:

a.  
Share verified facts

b.  
Assess potential impact of situation

c.  
Plan course of action to contain the situation

d.  
Revise response plan as necessary

e.  
Communicate plan, assign duties, and set time lines

f.  
Set a time for the next meeting

g   
Establish media area when needed

17.
Determine if outside agencies should be called (who and when)

18.
Plan how to inform clients and/or staff

19.
Notify parent(s), guardian(s), or families of involved clients and/or staff

20.
Stay at agency until all clients and staff are accounted for and all clients are signed out to parents, sent home by regularly scheduled transportation, or released

21.
Help clients, parents, and staff understand the grieving process

22.
Make referrals to appropriate outside agencies

23.
Assign staff to follow up with seriously distraught clients and/or staff

Aftermath

1.
Prepare written summary of events and actions 

2.  
Call all staff meeting as soon as practical:

a.  
Thank staff for cooperation and extra effort

b.  
Review facts of incident

c.  
Allow staff to ask questions, share concerns, and make suggestions

d.  
Share pertinent information (i.e., hospital information, etc.)

3.
Request that staff members refer all media questions to the Head of the Crisis Response Team
4.
Debrief the Crisis Response Team

5.
Collect all written summaries of events

6.
Send accident reports to the Director 

7.
Be visible - Show presence, support, and that the situation is under control

8.
Hold a follow-up meeting to provide further information to clients and/or staff 

9.
Send letter explaining event and actions taken to parents and/or clients (if appropriate)

10.
Establish a rumor control process

11. Arrange for follow-up support services for staff, clients, and Crisis Response Team

12. Plan for the first day that staff return and the first day clients return to the facility

SITE CRISIS TEAM DUTIES

1.
Prior to arrival of clients at start of the year

a. Review all plans

b. Revise or develop a plan for all handicapped clients and staff

c. Train team - run simulations

d. Assign person to put sign on main door “Do Not Enter” and/or raise red flag
2.
On-going duties (Throughout the agency year)

a. Meet at least one time each quarter

b. Review plan

c. Run simulations and/or drills

3.
Immediately when crisis occurs

a.
Meet with Head of the Crisis Response Team

b.
Assess impact of incident

c.
Revise plan as needed

d.
Assist with implementation of plan as directed by Head of the Crisis Response Team

e.
Develop a rumor control strategy

f.
Provide follow-up support services to staff and clients
4.
Aftermath

a.
Debrief and summarize events and actions 

b. Make list of how to improve the process and send to the director
c. Determine follow-up plans:

· Agency management during next few days

· Identification of clients and staff in need of support

· Identification of outside agencies that would provide assistance and type of 

assistance they would provide

5.
Set time for next meeting

SUPERVISOR OF CLIENTS
1.
Supervise clients
2.
Remove clients, visitors, and volunteers from main office and/or command area

3.
Limit access to telephones and other communication devices to the Crisis Response Team members

4.
Confirm a bus or car pick up plan and area

5.
Establish client counseling center

6.
Provide only first hand, confirmed information - Dispel rumors

7.
Supervise client counseling center

8.
Assist Head of the Crisis Response Team

9.
Remember all communication on 2-way devices is public information (i.e. cellular phones and walkie-talkies)

10.
Prepare written summary of actions

SUPERVISOR OF STAFF AND VOLUNTEERS
1.
Supervise staff and volunteers
2.
Limit access to telephones and other communication devices to Head of the Crisis Response Team members

3.
Notify after hours and/or before hours clients and/or service providers
4.
Coordinate office staff activities

5.
Assign a staff person to take charge of the main incoming phone line throughout the crisis (Use Calling Log Form)
6.
Implement and supervise phone bank when appropriate:

a.   
Screen incoming calls

b.   The director, board chair, or Head of Crisis Response Team is responsible for all media 

c.   
Call additional personnel at direction of Head of the Crisis Response Team

7. 
Verify all information - Provide only verified information to others - Dispel rumors

8.
Arrange escorts to move clients to and from counseling (if needed)

9.
Assist Head of the Crisis Response Team

10.
Remember all communication on 2-way devices is public information (i.e. cellular phones and walkie-talkies)

11.
Prepare written summary of actions

SUPERVISOR OF PUBLIC, VISITORS AND PARENTS

1.
Manage parent, staff, and public access to agency
2.
Establish a staff/parent/visitor area (if necessary)

3.
Supervise designated parent/visitor area

4.
Verify all information - Share only verified information - Dispel rumors

5.
Establish staff/parent/visitor counseling/debriefing center (using outside providers)

6.
Supervise staff/parent/visitor counseling center

7.
Assist Head of the Crisis Response Team

8.
Prepare written summary of actions

SECRETARY

 1.   Notify Head of the Crisis Response Team of emergency situation

2. Take “Go Pack” to Head of the Crisis Response Team at command post or to the evacuation site.
3. Assist Head of Crisis Response Team or serve on telephone bank.

CUSTODIANS AND/OR PARKING LOT ATTENDANTS

During a crisis

1.
When SECURE or HOLD is lifted:

a. Head custodian - report to police/fire personnel at Incident Command Center

b.
Other custodians - report to the Crisis Response Center

2.
Assist police/fire personnel in getting around agency if asked

3.
Remember all communication on 2-way devices is public information (i.e. cellular phones and walkie-talkies)

Aftermath

1.
Check for damage and/or shut down motorized equipment as directed

2.
Notify Incident Command Center and/or Director of emergency repair needs

3.
Make emergency repairs when approved or as practical

4.
Complete damage report

5.
Report problems to Incident Command Center and/or Director 
NURSE OR CERTIFIED FIRST AID RESPONDERS

1.
When SECURE or HOLD is lifted, report to Crisis Response Center or Incident Command Center

2.
Administer first aid, if necessary

3.
Advise Crisis Response Team of extent of injuries of victims

4.
Complete documentation of first aid administered

FOOD SERVICE PERSONNEL

1. Secure the area or evacuate if directed to do so (Lock down your area as you exit) 
2. Lock or take the cash box with you if you must leave your area

3. Shut off gas, electricity, dish washer, stove, etc. if time permits and appropriate

4. Ensure that only food service staff have access to the food supply

5. Prevent contamination whenever possible

6. Save as much food as possible by refrigerating and/or freezing

7. Report only vital information to the Crisis Response Team

8. When you return to the area, check temperatures of all foods to determine what must be thrown out

Instructions 

For 

Specific Events

Section Six
ABUSE - NEGLECT - SEXUAL ASSUALT OF A CHILD 

The following apply only to the state of Wisconsin.  Revise this section based on your state and agency policies.

It is the policy of this agency to report all reasonable suspicions of abuse, neglect or sexual assault of a child.

1. Make a report if abuse, neglect or sexual assault of a child is suspected.  (Make the call with your supervisor or another employee, if possible.) 

2. Call 911 immediately if you believe the minor is in imminent danger

3. Call the county Department of Human Services (Social Services) ______________, if there is no immediate danger

4. Call the Intake number _______________________ or 911 if the report is being made after regular business hours

5. Do not conduct your own investigation.

6. Notify the director of your report (unless he/she is suspected of being involved)

7. Do not notify the parent(s) /guardian(s) of your report

· Notification is the responsibility of Human Services of the police

· Prior to parent /guardian notification Human Services or the police must determine if the parent(s)/guardian(s) could be perpetrators  

8. Law enforcement and/or Human Services have the right to exclude agency personnel from interviews related to abuse, neglect and sexual assault of a child regardless of the age of the client

9. The identity of the reporter shall not be disclosed to the subject of the report  (WI ss. 48.981)

10. Any person reporting and acting in good faith is immune from civil or criminal liability 

Mandatory Reporters – (Source www.childwelfare.gov) WI .ss. 48.981 requires the following persons to make a report if they have suspicion to believe that abuse or neglect of a child might have occurred:

Under Wisconsin state statute 48.981 the following professionals are required to report abuse or neglect of a child:

· Physicians, coroners, medical examiners, nurses, dentists, chiropractors, optometrists, acupuncturists, other medical or mental health professionals, physical therapists, dietitians, occupational therapists, speech-language pathologists, audiologists, or emergency technicians

· School teachers, administrators or counselors, childcare workers in daycare centers, group homes, or residential care centers, or day care providers

· Alcohol or other drug abuse counselors, marriage and family therapists, or professional counselors
· Social workers, public assistance workers, first responders, police or law enforcement officers, mediators or court appointed special advocates

· Members of the clergy or a religious order, including brothers, ministers, monks, nuns, priests, rabbis, or sisters

Reporting by Other Persons

Any person, including an attorney, who has reason to suspect that a child has been abused or neglected or who has reason to believe that a child has been threatened with abuse or neglect and that abuse or neglect of the child will occur may report

Inclusion of the Reporter’s Name is not specifically required in the statute

The identity of the reporter shall not be disclosed to the subject of the report

Definitions (WI ss. 48.981)

Child – any person under the age of 18
Abuse of a child or person who is not mentally competent
· Physical Abuse - physical injury inflicted on a person by other than accidental means (e.g. lacerations, fractured bones, burns, internal injuries, severe or frequent bruising)
· Sexual Abuse – sexual intercourse or contact, sexual exploitation, forced viewing of sexual activity, or permitting, allowing, or encouraging a minor to engage in prostitution
· Emotional Abuse – Harm to a minor’s psychological or intellectual functioning which is exhibited by severe anxiety, depression, withdrawal or outward aggressive behavior and is caused by the child’s parent or other person exercising legal control over the child and for which the legal guardian has failed to obtain the treatment necessary to remedy the harm
Neglect of a child

· The failure of the parent or legal guardian, for reasons other than poverty, to provide necessary care, food, clothing, medical or dental care, or shelter so as to seriously endanger the physical health of a child
Legal Sanctions – A mandatory reporter who fails to make a report may be fined not more than $1,000, imprisoned for not more than six months or both.

Wisconsin Laws Related to Sexual Activity
Clients under the age of 16:

· Mandatory reporters must report all sexual activity, intercourse or pregnancy to Human Services

· Birth control can be discussed with a mandatory reporter without making a report – clients must be warned that any discussion of sexual activity that occurs during a conversation about birth control must be reported.  (It is assumed that a client under the age of 16 can request birth control information for other reasons than current sexual activity)

Clients 16 and 17 years of age

· There is no statutory requirement for mandatory reporters to report sexual activity , intercourse or pregnancy of a person over the age of sixteen unless:

1. The incident involves incest (sexual activity or intercourse with anyone related by blood including mothers, fathers, brothers, sisters, grandparents, aunts, uncles and first cousins)

2. The activity is forced

3. The activity occurred without the person’s consent (i.e. if the person was unconscious during sexual contact)

Clients 18 years of age are adults and have a right to privacy.  If they are mentally competent, they may choose to report or not to report.

Animal Disturbance

1. Institute SECURE, HOLD, or EVACUATE

2. Keep the animal outside or move the clients, volunteers and staff to a safe area away from the animal
3. Contact animal control

4. If anyone is injured by the animal, try to contain the animal or monitor its movements (It may be needed to check for disease such as rabies)  
5. Administer fist aid to injured and follow injury procedures

BOMB THREAT

Person Taking the Call

1.
Keep caller talking as long a possible

2.
Do not hang up phone - even if caller hangs up

3.
Pass note to someone to call 911 and to notify Head of the Crisis Response Team

4.
Complete “Bomb Threat Check List” and give to Head of the Crisis Response Team and/or police (Keep a copy)

5.
Remain with Head of the Crisis Response Team until police arrive to interview you

Head of the Crisis Response Team

1.
Call 911 if not previously done

2.
Determine level of threat and decide whether to evacuate (if possible, in consultation with Fire/Police Incident Commander)

3.
Notify staff using alarm, evacuate code, or hold message on public address system in consultation with Fire/Police Incident Commander

a.
Remind staff to scan room and mark door with masking tape when exiting if o.k.

b.
Remind clients and staff to take belongings, if within reach

4.
Identify key security people and location they will cover

5.
Activate the plan

6.
Notify the director (what, when, where, who, how, why)

7.
Determine when it is safe to search the agency and the appropriate level of search to be conducted if Fire Department is unable to assist clearing/searching the agency
8.
Establish a traffic control plan

9.
Implement client/staff sign out or release process

10.
Notify the director when all clients and staff are safely sent home

11. Establish a reentry time frame and process

BOMB THREAT REPORT FORM
QUESTIONS TO ASK:

 1.
When is the bomb going to explode?



 2.
Where is it right now?

 3.
What does it look like?

 4.
What kind of bomb is it?

 5.
What will cause it to explode?

 6.
Did you place the bomb?

 7.
Why?

 8.
What is your address?

 9.
What is your name?

EXACT WORDING OF THE THREAT:

____________________________________________________________________________________________________________

________________________________________________________________________

Sex of caller: __________ Race: _______

Age: ________ Length of call: __________

Number at which call was received_______

CALLER’S VOICE:

_____ Calm         

_____ Nasal

_____ Angry       

_____ Stutter

_____ Excited      

_____ Lisp

_____ Slow


_____ Raspy

_____ Rapid


_____ Deep

_____ Soft


_____ Ragged

_____ Deep Breathing
_____ Loud

_____Clearing Throat

_____ Laughter

_____Cracking Voice

_____ Crying

_____ Normal


_____ Disguised

_____ Distinct


_____ Accent

_____ Slurred


_____ Familiar

If voice is familiar, who did it sound like?

____________________________________

____________________________________

BACKGROUND SOUNDS:

____ Factory Machinery
____ Music

____ Animal Noises

____ Clear

____ Voices


____ Static

____ PA System

____ Local

____ Street Noises

____ Motor

____ House Noises

____ Crying
____ Long Distance

____ Crockery 

____ Office Machinery
____ Other 

____________________________________

THREAT LANGUAGE:

_____ Well spoken (educated)

_____ Incoherent

_____Taped

_____ Irrational 

_____ Foul _____ Message read by

REMARKS: __________________________________________________________________________________________________________​__

BOMB THREAT

EVACUATION DECISION CONSIDERATIONS
The first consideration when responding to a bomb threat or any other crisis situation is the safety of clients and staff.  It is understood that each incident will be unique.  It has been determined from past experience across the country that more clients and staff are injured during evacuations when no actual device is present than from explosive devices detonating.  On the other hand, all bomb threats must be taken seriously.  Therefore, the decision whether or not to evacuate is a difficult one and is always a judgment call.

When a bomb threat is received at the agency, the Head of the Crisis Response Team, Fire Department and Police Department will be notified immediately and will meet as soon as practical.  

Whenever practical, the Head of the Crisis Response Team and appropriate fire and police personnel should provide guidance in the decision to evacuate.

Issues to consider when determining the level of threat: 

Level of Threat
0





5





   10

|_______________________________________|_________________________________________|

No imminent danger

                   Unknown

                               Imminent danger

0





5



 
                10


|_______________________________________|_________________________________________|

No recent event or      
                       Similar to past events

        Recent state or national

similarity to past events






        violent event                                             

Specificity of Information
0





5      





10

|_______________________________________|_________________________________________|

Vague threat



      Unknown



         Specific threat

0





5





   10

|_______________________________________|_________________________________________|


No details 



Some information

          Detailed information-











          Time, place, & device

0





5





   10

|_______________________________________|_________________________________________|

Perpetrator’s plan not feasible 
                   Unknown

          Perpetrator has a feasible plan     

0





5   




                10

|_______________________________________|_________________________________________|

Inconsistent information

             Mixed information

        Consistent information

0         





5





   10

|_______________________________________|_________________________________________|


No illusion to 



      Unknown


Alludes to other violent acts 

other violent acts

0





5





   10

|_______________________________________|_________________________________________|


No reference to victims               Vague reference to possible victims                Specific victim named

0





5





   10

|_______________________________________|_________________________________________|


No reference to specific cause                       Unknown                               Reference to specific cause
        

0 





5





   10

|_______________________________________|_________________________________________|


No preparation described                Vague preparation described
                       Details of preparation

         
 







          described

0





5





   10

|_______________________________________|_________________________________________|


No specific actions detailed        
      
       Unknown

                      States specific actions

            






                                    he/she has done                

Caller
0





5 





   10

|_______________________________________|_________________________________________|

Adolescent


                   Unknown



                       Adult

0





5




                10

|_______________________________________|_________________________________________|

Clean/Sober    



      Unknown


   Not sober/obviously using         

0





5




                10

|_______________________________________|_________________________________________|

Calm


                                Unknown
                                      

     Agitated         

	RISK ASSESSMENT MATRIX


	Perceived Risk Level:
	Average Score of:

	Low
	0 - 42

	Moderate
	43 - 84

	High
	85- 112

	Extreme
	113 - 140


Other factors to consider if the threshold is reached:

Time of Day


0





5





   10

|_______________________________________|_________________________________________|

Close to Dismissal
                               Mid Day



            Early in day

Availability of Buses/Transportation
0





5





   10

|_______________________________________|_________________________________________|

Available


                   Unknown


                      Not Available 

Availability of Evacuation Site

0





5





   10

|_______________________________________|_________________________________________|

Available



       Unknown



           Not available

Weather
0





5





   10

|_______________________________________|_________________________________________|

Good

                               Possibly will turn inclement

                             Inclement                                   

        

Lunch, High Profile Activities Affected

0





5





   10

|_______________________________________|_________________________________________|

No impact 


                 Some impact


               Significant Impact
SEARCH INSTRUCTIONS
Search Considerations

1.
All decisions to search the agency will be communicated between Head of the Crisis Response Team and the Fire/Police Incident Commander

2.
Clients may not assist in searching the agency
3.
Staff members and volunteers can volunteer but should not be required to assist in a search

4.
The decision to evacuate and/or re-enter shall be made by the Fire/Police Incident Commander in consultation with the Head of the Crisis Response Team - The Head of the Crisis Response Team will make the decision if no Incident Commander is on site or he/she declines to make the decision
5.
The Head of the Crisis Response Team may move clients to the off-site evacuation location and shall move them upon request of the Incident Commander

6.
The decision to send clients home will be made by the Head of the Crisis Response Team in consultation with the Incident Commander


 The Head of the Crisis Response Team

1. Secure/lock doors

2. Determine the standards/level of search with the incident commander, if possible 
3. Assemble a team of volunteers to search the agency
4. Provide master keys to each search team

5. Share the following instructions with search team members:

a.
Search in 2 person teams

b.
Conduct search with all teams within voice communication of each other

c.
Do not use electronic communication devices during the search - They can detonate an explosive device

d.
Mark searched areas as completed

6.   In the event of simultaneous incidents at multiple sites, the Head of the Crisis Response        Team may secure a group of volunteers to “clear” the agency for reentry

Directions for Conducting a Search
 1.
From doorway prior to entry, listen for noises

 2.
Do a visual sweep from doorway prior to entering room

a.
Divide room into sections by height

b.
Sweep from floor to hip

c.
Sweep from hip to chin

d.
Sweep from chin to ceiling

e.
Scan ceiling

 3.
Enter room and repeat the sweep process

4.
Mark door of room with tape to indicate that a cursory visual search is complete in that area

5. Search roof, tunnels and other infrequently used areas
6. Do not touch suspicious objects

7. Clear a minimum of 300 feet from any suspicious object
NOTE:
A complete search to ensure the absence of explosives would be extremely time consuming and labor intensive - It would require a search of lockers, bags, purses, packages, closets, containers, ceiling panels, tunnels, etc. 

The level of search must be determined by the Head of the Crisis Response Team and/or Incident Commander by considering the amount/level of the perceived threat

RE-ENTRY

1.
The Director and/or Head of the Crisis Response Team determines when reentry of the agency is appropriate

2.
Establish and publish a schedule when clients, parents, and staff can come to pickup personal belongings and/or when services will resume
CLOSING of the Agency

Every effort will be made to follow a normal schedule

Closing Prior to the Arrival of Clients

1.
Notification will be through local media and/or calling tree

2.
If any clients do arrive, staff should remain until all clients have a safe means of transportation home or to emergency destinations

Dismissal After the Arrival of Clients 

1. Every effort will be made to follow the regular end-of-the-day dismissal schedule 

2. Clients will be dismissed according to normal processes

EarthQuake

1. DUCK, COVER, HOLD until the quake ends

2. Avoid glass, flying objects

3. Move away room windows, suspended fixtures, overhead hazards, refrigerators, etc.
4. If possible, get under a table or a doorway
5. Evacuate the building, if appropriate
6. Post guards at the building entrance, if appropriate
7. Warn all to avoid electrical wires/hazards

8. Administer first aid

9. Turn off gas and power and other hazardous technology and notify companies

10. Do not reenter the building until told to do so by the appropriate safety official

FIRE

 1.
Pull nearest fire alarm.

 2.
Follow evacuation procedures on Evacuate/Secure/Hold direction sheets.

 3.
Head Custodian or Head of Team reports to and assists Incident Commander.

Flood

1. Close and/or evacuate (Follow those sections of the plan)

2. Shut down electrical mechanical systems and technology as appropriate

3. Secure essential records in safe place and/or off site them
4. Move equipment, etc. to higher ground, if possible  

5. Follow the directions of emergency government personnel
FOOD BORNE ILLNESS

Food Service Staff

 1.
Close cafeteria

 2.
Secure food, garbage, and items used in food preparation for examination/tests

3.
Remain available for interviews and/or leave name, address, and telephone number where you can be located

Head of the Crisis Response Team

1. Notify Health Department and Director 

2. Check that food service staff have completed tasks listed above

3. Determine severity of illness

4. Cooperate fully with Health Department staff and Director 

5. Provide information to clients, parents, volunteers and staff as appropriate

HAZARDOUS MATERIAL SPILL OR RELEASE

Small Spill/Release Of Small Amount of Material That Is Not Highly Toxic 

1.
Cordon off spill area 

2.
Remove all clients, staff, and volunteers to a position of safety

3.
Administer first-aid, if needed

4.
Decontaminate (wash), as required

5.
Notify custodian or Director if custodian is not available 

6.
Notify Head of the Crisis Response Team 

7.
Provide assistance with cleanup as needed

8.
Complete required reports and claims

Major Spill/Release

1.
Cordon off spill site

2.
Call 911

3.
Vacate immediate area, if necessary - Use PA system, if available - Do not pull fire alarm unless such an evacuation can be accomplished without entering affected area

4.
Notify custodian or Director if custodian is not available

5.
Have custodian or Director meet with Fire Department to brief them and coordinate actions

6.
Shut down ventilation system to affected area(s), if appropriate

7.
Provide assistance to persons contaminated by the spill/release until Fire Department personnel arrive

a. Prevent contact with non-affected persons as much as possible

b. Maintain all affected persons in one safe area

c. Administer first-aid, if appropriate

d. Assist Fire Department personnel as directed

8.        Notify Head of the Crisis Response Team who will:

a. Notify the Director and/or Board Chair
b. Secure personal and medical information on injured persons and provide it to Fire Department and/or hospital personnel

c. Cooperate fully with cleanup personnel

d. Provide assistance, as needed, to ensure appropriate cleanup and normalization of  operations

e. Complete all required reports and forms

External Spill/Release (Outside of Agency)

 1.
Call 911

 2.
Call Head of the Crisis Response Team who will:

a.
Have custodian or Head of the Crisis Response Team meet with Fire Department to brief them and coordinate actions

b.
Determine, with assistance of Fire Department, whether to evacuate or hold depending on product, magnitude, and nature of the spill/release

c.
If HOLD is implemented:

· Follow normal HOLD procedures

· Seal off agency as much as possible

· Close/seal doors and windows

· Turn off outside air intakes, if appropriate

d.
If EVACUATION is appropriate: 

· Follow EVACUATION procedures per Fire Department instructions and agency evacuation process utilizing fire evacuation maps.

· Use PA system, if available, rather than fire alarm

e.
Notify Director 

f.
Follow direction of and assist Fire Department personnel as appropriate

g.
Complete all reports and claims

HOSTAGE SITUATION
Rules

1.
When a person has crossed from anger to rage, do not attempt to control the person or the situations - He/she will not relinquish control

2.
The level of danger increases if the perpetrator(s):

a.
Came in intentionally to set up a hostage situation

b.
Came in for a specific person

c.
Has a prior history of this type of thing

d.
Injures someone upon entry

3.
Frequently, something has triggered this behavior within the last 12-24 hours - Try to determine what it is and talk with him/her about it

4.
The first 15 seconds are the most dangerous

5.
The passage of time increases the chance of a peaceful settlement

6.
The key to getting through the situation is to identify and respond appropriately to the emotions you see

7.
Ask questions and make statements of fact.  Avoid orders or directions

Actions To Take

1.
Get out, if you have the opportunity

2.
Ask all others present not to take action or intervene

3.
Buy time any way possible

4.
Do not try to take control - You aren't in control - They are

5.
Be non-threatening:

a.  
Physically back up

b.  
Do nothing without first asking permission

c.  
Do not challenge or push

d.  
Watch your body language, expressions, etc.

e.  
Have good eye contact

f.  
Listen

g. 
Calm him/her down if you can

h. Speak more and more softly

i. Show sincere interest

j.  
Do not say "no" - say "maybe", "I'll work on it", "perhaps"

k. 
Do not turn your back

l.  
Get the following information if you have the opportunity:

· "Why did you come?"

· "What caused this action today?"

m. 
Do not lie or appear to stall for time

n.  
Let the professionals do their job

o.  
Facilitate communication between the perpetrator and negotiators

6.
Get the person talking and empathize with him/her:

a.  
Allow him/her to vent

b.  
Ask simple questions

c.  
Do not continue to ask questions if the perpetrator becomes more aggravated

7.
Identify and validate his/her emotions

8.
Show understanding of his/her feelings even if you do not agree with them

9.
Mirror his/her emotions:

a.  
"You seem angry - Why?"

b.  
"I am trying to understand."

c.  
"Tell me about it."

d. 
"You sound upset."

10.
Summarize what he/she says:


a.  
"You feel......is that correct?"

b. 
"You feel that...."

c.  
"You are angry because......"

11.
Utilize the "Stockholm Syndrome" -- it is harder to hurt someone you know

a.  
Make yourself known to him/her as a person 

b.  
Get him/her to bond with you and all others in the room

12.
Remember the "Patti Hearst Syndrome" -- Victims often bond with the perpetrator

a. Police will treat all parties as potential perpetrators if police enter the room and if you exit the area
b. All people present may be cuffed by police when they exit

Infections

1. Wash hands with soap and water several times daily

2. Keep surfaces clean (including equipment)

3. Wash athletic and other uniforms frequently

4. Cover cuts and open wounds

5. Suggest that the person see a physician if he/she has a fever or serious symptoms

6. Notify the health department, if appropriate, and follow their instructions

7. Notify clients, parents, volunteers and staff of the situation and provide updates of the situation as appropriate
INJURY OR ILLNESS

If First Aid Is Sufficient

1.
Have trained first aid person check out the injured person (Do not move the injured person unless he/she is imminent danger)
2.
Notify the parent, guardian, or responsible party and ask if he/she would like to pick up the client, volunteer or staff person
3.         Complete a client, volunteer or employee accident report form, if appropriate, and give to Head of the Crisis Response Team
If First Aid Is Not Sufficient

1.
Do not move the injured person(s) 

2.
Call 911

a.  
Give door and/or location that emergency vehicle should come to
b.  
Send person to street to direct the emergency vehicle to the closest entrance and control/direct traffic

3.
Send for your First Aid certified person(s) to assist in determining the most appropriate course of treatment

4.
Notify the parent(s) of injured client(s) or call the emergency contact number listed on agency forms

5.
Write name of each client or injured person on masking tape and apply tape to the person so the hospital can identify each victim

6.
Transport by ambulance or parent(s) to the emergency room (Do NOT transport the victim(s) in an agency or personal vehicle)

7.
Send two agency employees and/or authorized adults to the hospital with the victim(s) if parents are not present for transfer and as situation allows - (At least one person should drive a separate vehicle rather than ride in an emergency vehicle)

8.
Remain with the victim(s) at the hospital until a family member or responsible adult arrives

9.
Complete a client, volunteer or employee accident report and give to Head of the Crisis Response Team

Note:
Consider maintaining a sealed envelope for staff members and volunteers with the name, address, phone number, emergency contact number, and potential medical problems - Send this information to the hospital with the victim(s).

INJURY – SERIOUS OR DEATH FOLLOW UP ACTIVITIES
Head of the Crisis Response Team
1. Verify information

2. Call meeting of the Response Team 

3. Check with a family member or the police to determine accurate information

4. Check with the family to determine

a. Accurate and/or updated information

b. What information they are willing to release

c. An alternate emergency family contact and/or a family spokesperson
5. Meet with the Response Team


Crisis Response Team - Immediate Considerations

1.
Team members will determine impact of the death or injury on the agency and clients and determine an appropriate level of response

2.
Determine appropriate role of agency personnel

3.
Add other people to team as needed

4.
Consider calling all staff via telephone tree 

5.        Develop draft announcement(s) to notify staff and clients of the incident

a.
Notify staff first if possible

b. Notify clients and/or staff in the most appropriate manner (e.g. phone calls, a written note).

6.
Develop a plan for the Director or Board Chair to respond to and/or notify media

Response Team - As Soon As Appropriate

 1.
Meet with agency staff and volunteers before clients arrive (if possible):

a.
Make a straightforward statement of facts

b.
Release only information approved by police and deemed appropriate by the Head of the Crisis Response Team about the cause, circumstances, and/or time of death or injury

c.
Review information

d.
If appropriate, review and modify plan

e.
Develop a list of most affected/high risk clients, volunteers and/or staff members and a plan to support them (use 3X5 cards, a form, and/or individual face-to-face visits to identify them)

f.
Review and modify announcement 

g.
Allow time for questions

2.
Inform clients and volunteers (and staff if a meeting prior to the arrival of clients is not possible):

a.
Make a straightforward announcement of the incident

b.
Make a simple statement of sympathy and/or condolences to the family

c.
Release only information approved by police and deemed appropriate by the Head of the Crisis Response Team about the cause, circumstances, and/or time of death or injury

 3.
Continue agency day with a normal schedule if appropriate:
a. Usually people need normal patterns and support available at the agency
b. Follow normal activity schedule holding after agency, evening, and weekend events.

c. Carefully consider whether or not to schedule a large group meeting (They tend to intensify emotions)

d. Do not put the flag at half staff - only the Governor or President can order the flag at half staff

 4.
Determine which staff and/or activities will need extra support:

a. Assign additional staff and phone lines to handle calls

b. Provide appropriate training and information for person(s) assigned to answer the telephone

c. Arrange for substitutes if needed - consider bringing in a few floating subs to take over where and when needed

d. Consider hiring extra clerical support to catch up and/or keep up

5.
Write a letter to send home with all clients regarding the incident (if appropriate)

6.
Notify parents/relatives of seriously distraught clients (if under the age of 18) - inform them of reactions they might expect and ways they can secure help

7.
Direct a staff member to remove the victim’s name(s) from all lists, mailing lists 

8.
Notify client transportation company, if appropriate

9.
Hold and/or cancel all notices to the victim and his/her family

10.
Have two staff members remove contents from victim's locker and secure in office until turned over to family 

11.
Establish counseling centers for clients, volunteers, and staff if appropriate:

a.
Consider calling in a grief consultant

b.
Ask each staff person if he/she would like to discuss the incident themselves with their clients and offer assistance in this area

c.
Consider assigning a staff member to follow the victim’s schedule to assist with processing of event

d.
Screen for clients/staff/volunteers who were most affected/high-risk 

e.
Develop a plan to support most affected/high risk individuals

f.
Plan support services for the Crisis Response Team
12.
Establish a drop-in counseling center for staff, clients, and/or volunteers, if appropriate
13.
In the event of a suicide, or attempted suicide, plan prevention activities to discourage a "cluster" response:

a.
Emphasize that suicide is never a good choice

b.
Explain where and from whom help is available

c.
Utilize counseling options as appropriate

d.
Inform clients/staff/parents of the suicide hotline resource

e.
Advise suicide hotline staff of the incident

14.       Invite the doctor, medical examiner, or other involved community professionals who provided services during the crisis to present information, answer questions, and give support to staff, volunteers and/or clients
15.
Hold another Crisis Response Team meeting (perhaps mid-day and/or at the end of the agency day) and a staff/volunteer meeting at the end of the day:

a.
Review events

b.
Assess the activities to this point and revise and/or expand plan as necessary

c.
Review status of most affected/high risk clients as appropriate

d.
Answer questions and share feelings


e.
Provide opportunity for discussion

f.   Ask staff to turn in a list of additional clients, volunteers and/or staff who are likely to need support

Crisis Response Team - During the Aftermath

1. Deal with the "empty desk/locker/spot on team" with sensitivity 

2. Redo all seating, transportation and team assignments as soon as possible 
3. Visit family members (when appropriate) and express condolences to the family
4. Follow agency use policies regarding non-religious memorial services, religious services, etc.

5. Designate a staff member to collect funeral and/or visitation information  (Be sure to consider ethnic differences)
6. Determine the role clients, volunteers and/or staff should play and religious traditions that apply

7. Inform clients/staff/volunteers regarding funeral/visitation arrangements:

a. Advise clients to honor the wishes of the family of the client in relation to attendance at visitations, memorial services, and the funeral.

b. Inform clients/staff/volunteers of cultural issues

8. Set up a schedule of staff volunteers to be present at the visitation and/or funeral, if appropriate:

a. Identify most affected/high risk clients, volunteers and staff at these activities.

b. Encourage appropriate behavior

c. Provide support

9. Inform other buildings and staff of funeral/visitation arrangements via e-mail as appropriate

10. Reconvene the Crisis Response Team after five to ten days and at the end of one month to:

a. Debrief and process

b. Identify past issues that may resurface

c. Make suggestions to improve the process 

d. Provide support to Crisis Response Team members

e. Assess status of clients, staff, volunteers, etc.

f. Determine plans to handle legal or court related activities

g. Decide how to handle upcoming events such as a tournament, program completion, etc.

h. Make plans for long term support where needed

i. Plan activities to provide staff opportunities to support each other and process the events

j. Determine an appropriate memorial(s) with client, volunteer, staff and family input (Such as scholarships, awards, plaques, donated paintings, or books)
k. Establish a plan to slowly and in stages retire memorials
l. Consider a closing event such as a blood drive, tree planting, etc.

m. Double check that client, volunteer or staff member has been removed from all lists, etc.

n. Re-contact family  - give them things not sent previously - Use this as an opportunity to provide support to them



	DEVELOPMENTAL UNDERSTANDING OF DEATH*

	AGES
	LEVEL OF UNDERSTANDING

	0-2
	Separation

	3 - 5
	Reversible

	6 - 9
	Acceptance of death as final

	10-12
	Realize all die - begin to fear death

	12+
	Recognize concept of biological clock

	*Ages may vary depending on individual and cognitive ability

	


INTRUDER

If Unarmed

1. Use the “I CAN” (Intercept, Contact, Ask, Notify)

2. Ask person to report to the office or to leave the premises 

3. Offer to accompany person to the door

4. Do not confront person if they refuse to go to go

5. Report to office if person does not go and call 911, if appropriate

If Obviously Armed

1.
Move all staff, volunteers and clients in the area to safety

a.
Escape if possible

b.
If escape is not possible

· Seek safe shelter

· Secure the area

· Take cover, if necessary and stay close to the ground
· Stay out of hallways and traffic areas

· Barricade the door, if possible

· Remain quiet

2.
Notify 911, if possible

3.
Notify Director, if possible

4.
Assist with injured and/or non-injured people
5.
Take directions from law enforcement

6.
If dismissed to go home, stay available at home and keep telephone lines open

 If In Building
1. Lock down
2. Gather information about intruders location if it safe to do so 
3. Notify staff and clients in outside areas or on field trips
If Exited Building

1. Lock down
2. Secure external doors
3. Notify staff and clients in outside areas or on field trips
MAIL OR PACKAGE SECURITY 

1. Reasons to be suspicious of a letter or package

a. Has no sender’s name

b. Has no return address or excessive postage

c. Has a return address that cannot be verified

d. Is addressed to someone who is no longer employed or to a department or title that no longer exists

e. Is marked “confidential,” “personal,” “open by addressee only”

f. Has postmark and return address that do not match

g. Has odd shape

h. Is lopsided

i. Has dust/powder, grease, etc. outside or inside

j. Has wires sticking out

k. Has unusual weight

l. Is torn, soiled and/or resealed

m. Has excessive security material such as tape, string, etc.

2. Suggested Procedure*

a. Do not open, shake, or taste suspicious contents of mail

b. Put in a plastic bag, if appropriate

c. Isolate the object and cordon off the area, as appropriate

d. Do not try to clean up spilled material

e. Do not allow others near the object

f. Turn off air handling systems, if appropriate

g. Wash hands with soap and water, if appropriate

h. Change/wash clothing, if appropriate

i. Call police 

3. Sending Letters/Packages

a. Clearly mark with your name and return address

b. Package neatly and do not open and repackage

4.
Note – If a high degree of threat is present

a. Have one trained person handle all incoming mail

b. Wear throw away gloves when opening mail

c. Throw out all junk mail

d. Open only mail from known/trusted sources

*Sources:   US Attorney General, US Postal Service, and US Department of Health and Human 

 
      Services

PROTEST, DEMONSTRATION OR SIT-IN
1.
Assess problem

a. Type

· Client demonstration

· Outside group

· Mix of insiders/outsiders

· Legal or not legal

· Non-violent or violent

b. Size

c. Location

d. Potential for violence

· High - Have police ready to intervene immediately

· Moderate - Have police close by and ready to respond to a rapid turn of events

· Low - Stay in constant communication with police, if appropriate
e.
Potential length of incident

2.
Alert police

a.
Explain the type of assistance you need

b.
Establish an open line of communication to share information on progress of situation

c.
Request additional support as needed (Police may or may not see it as their duty to respond.  Sidewalks are public property, and the agency can only ask people to leave its property.)
d.
Continually assess potential for violence

3.
Secure the area - Consider doing the following:


a.
Isolate the group, if possible

b.
Establish a perimeter

c.
Ask the group to move to a more contained area, (i.e., from outside to an indoor location, from hall into a room), if appropriate

d.
Limit access of additional protestors, clients, staff, volunteers, family members, and media

4.
Refer all media to the Director or Board Chair and provide his/her location

a.
Maintain communication with the Director so that he/she can keep the media informed

b.
Set up a media area well outside of the outer most perimeter - off agency property, if possible

c.
Set up a family meeting room, if appropriate
5.
Identify leaders and probable cause of demonstration

6.
LISTEN to concerns of the protesters

7.
Assign a staff person to do each of the following:

a.
Maintain constant police contact - Determine if a show of force will escalate or de-escalate the situation

b.
Notify the Head of the Crisis Response Team

c.
Take charge of the rest of the facility and non-involved clients, volunteers and staff so they can continue to function as normally as possible

d.
Assign a person to assemble a list of names of persons participating, including:

· Name

· Address

· Home and work telephone numbers

e.
Assign a person or team to call family (if clients are involved)

· Inform them of the situation

8.
Call a HOLD if necessary

9.
Meet with protesting group

a.
LISTEN first 


· Express an understanding of their concerns

· Try to convert the situation into a positive learning experience

· Do not allow the situation to become a power struggle

b.
Ask them to disperse 

· If they refuse to disperse - Ask them to move to a more appropriate (controllable) location 

· Maintain existing and/or new perimeter at all times

c.
Try not to negotiate, but:

· Determine if they have a legitimate point

· If they do, acknowledge that they have a valid point

· Explain you will act based on degree of validity of their point, not because they protested



d.
Suggest an appropriate next step to begin the process of addressing their concern

e.
Request again that they disperse and that only the leaders remain to help set a process to resolve their issue

f.
Explain that despite the possible validity or non-validity of their point, the current           action must cease

g.
Suggest an alternate means of addressing issues if legitimate concerns occur again

 10.
Inform of potential consequences - State these as natural consequences, not as a threat

c.
Effect on agency 

d.
Cost of disruption (staff, police, time, equipment, etc.)

h. Civil charges

i. Criminal charges

11.
Suggest again

a.
That they disperse

b.
That only the leaders meet with you

Release of a Client to Parent OR Guardian After a Crisis
1. Greet adult at the pickup staging area

2. Dispatch runner to get child

3. Reunite child with adult

4. Confirm that children know and trust the adult that is picking up the child

5. Have the adult sign for the child

SUICIDE

Introduction
The process presented in this section covers intervention only.  This process does not cover prevention or post-intervention, although both are critical components of a complete plan to deal with these issues.  Post-intervention is covered in the section of the crisis plan titled, “Death of a Client” if the person succeeds at committing suicide.  If the person does not succeed, counseling is required.  Again, prevention plans are important but are not part of this document.
Unfortunately, a number of people will have suicidal thoughts.  Although these thoughts are usually not acted upon, every encounter with suicidal ideation must be evaluated.  On occasion, a person is encountered who is an acute suicidal risk.  

Instructions

1. Potential Risk - Have a staff member bring the person to the office or to a private place to be interviewed by two team members

a. Interviewer is looking for 6 danger signs

1. Suicide threat

2. Statements indicating a desire or intent to die

3. Previous suicide attempt

4. Marked changes in behavior or personality

5. Signs of depression

6. Making final arrangements

b. When assessing the level of a suicide threat these factors should be considered:

1. Specificity of plan

· The more detailed the plan, the higher the risk

2. Availability of method

· If the person has access to a method (i.e., guns, pill, etc), the risk is higher

3. Lethality of method

· Access to a gun is potentially more lethal than access to a few pills

· Access to a large supply of medications is of more concern than availability of aspirin

· Males are more likely to use guns - females, pills

4. Willingness to contact someone if suicidal thoughts persist

      


· If the person will promise to call one of several people if thoughts reoccur, the risk is usually decreased

5. History of prior attempts

· If the person has previously attempted, the risk is higher

2. Acute Risk of Suicide

a. Keep the person with a responsible adult at all times until he/she is released to authorities, another professional, or a family member
· If the client leaves, and/or the risk is thought to be significant, call 911 immediately

b. Notify the Director
c. Notify family
· The family may not follow through with treatment or the person may complete suicide anyway
· A family member may be difficult to locate 

d. Seek input from at least one other professional, if possible

· Two heads are better than one

· Liability is reduced as policy is followed 

e. Communicate information on a need to know basis – Privacy must also be considered
f. Document all actions and events in writing and keep the documentation in a secure location
3. If the Level of Risk is not Acute:
a. Do not leave the person alone

b. Contact the Director
c. Contact a family member, if appropriate
4. If a Suicide Occurs:
a. Talk with other professionals about your feelings and concerns

b. Follow instructions under “Serious Injury or Death of a Client, Volunteer or Staff Person” in this material

TORNADO OR SEVERE WEATHER

Tornado Warning

1.
Monitor weather alert radio at all times

2.
Bring all clients, volunteers and staff indoors

3.
Take cover if conditions warrant, siren sounds, or weather alert is heard

4.
Move to designated area - away from windows and glass - (Internal hall on ground floor NOT parallel to tornados path - NOT under wide free span roof - NOT in southwest corner)

5.
Kneel, covering head with arms (if possible, under a table)

6.
Consider pulling shades or taking other measures to reduce risk of flying glass

7.
Stay in place until all clear

8.
Call Director to give report, if appropriate

If Agency Is Hit by a Tornado

1.
Secure clients, volunteers, and staff in the safest area after storm has passed

2.
Consider whether to shut off gas and/or electricity

3.
Call 911

4.
Notify the Director
5.
Attend to injured

6.
Release clients when it is determined their destination is safe 

7.
Plan and assist with clean up


Utilities - Loss of

1. Determine when service will resume

2. Consider closing

a. Do toilets work?

b. Is drinking water available?

c. Can food service operate?

d. Does the fire suppression system work?

e. Is heat/ventilation/air conditioning adequate?

f. Is lightening sufficient?

g. Do telephones, computers and other vital equipment work sufficiently?

3. Notify parents/guardians, volunteers, and staff of the closing

4. Establish plan to reopen if you closed

WEAPONS AND AMMUNITION DISPOSAL

1.
Assume all weapons are real and all guns are loaded

2.
Assume there could be additional weapons and/or more ammunition (see search policy)

3.
Separate clients and staff from the weapon if possible

4.
Secure the weapon if it is safe to handle (i.e. closed knife, baseball bat, etc.)
5.
Clear area if weapon is not safe to handle (i.e. bomb, grenade, etc.)
6.
Call 911 if appropriate

7.
Grenades and other explosive devices should not be handled:

a.  
Secure area

b.
Call 911

c.
Notify the Director or Head of the Crisis Response Team
8.
Other weapons or ammunition may be safe to handle.  If it is safe to handle:

a.  Secure weapon or ammunition in a locked place:

· Gun or ammunition:

1) Call the police non-emergency number
   
2) Request that the police pick up the weapon or ammunition and dispose of it

· Knife or similar object:

1) Legal knife - return the device to the client or a family member after hours and state that they are not to bring it again.  Follow agency policies related to suspension of services.
2) Knife that is not a pocketknife or other illegal objects - keep it and check                  with police for disposal

b.  Notify the parent(s)/guardian(s) of the involved minor clients
c.  Notify the Director or Head of the Crisis Response Team
d.  Notify the staff, supervisor or other people on a need to know basis

Duties of the Main Office

Of a Multiple Site Agency

When Assisting another Site

Section Seven
AGENCY CRISIS RESPONSE TEAM

TO ASSIST ANOTHER SITE

	CRISIS RESPONSE 

TEAM*
	Names
	Work 

Phone
	Cell

Phone
	Home

Phone

	Head of Team
	
	
	
	

	Operations
	
	
	
	

	Business Services
	
	
	
	

	Personnel/Human 

Services
	
	
	
	

	Facilities
	
	
	
	

	Other
	
	
	
	

	Additional Team 

Members:


	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


AGENCY YEARLY DUTIES

TO ASSIST ANOTHER SITE
1.
Meet prior to start of year to review plan 

2.
Maintain accurate list of construction crew sites and numbers

3.
Check that simultaneous FAX, e-mail, web site and phone capability to all facilities is updated and operating

4.
Assemble or check Main Office evacuation plan:

a.
“Go Pack”

b.
Crisis binders

c.
First-Aid kit(s)
5.
Convene agency main office “Calling Team” and review process and procedures

6.
Review plan with all agency main office staff

7.
Check each site to ensure that the crisis plan binders are in their proper place, updated and clearly visible.  Binders should be located in the following areas:

a. Director’s Office

b. Custodial Office

c. Registration/Assistance desk (with the Go Pack)
AGENCY FIRST RESPONDER

FOR A CRISIS AT ANOTHER SITE
1.
Collect the facts: 
	Who
	

	What
	

	When
	

	Where
	

	How
	

	Why
	


2.  
Information verified by:  ___________________________________________________
______________________________________________________________________________

3.  
Notify Head of Agency Main Office Crisis Response Team

DIRECTOR OR HEAD OF AGENCY CRISIS RESPONSE TEAM

FOR A CRISIS AT ANOTHER SITE
1.  
Evaluate situation

2.  
Establish communication with Incident Commander and Head of the Site Crisis Response Team (Reminder: Generally, it takes 30-45 minutes to assemble a full tactical team)

3.  
Convene agency Crisis Response Team if necessary:

a.
Meet immediately

b. 
Wear identification badges, if available
c. 
Review events - Notify sites at appropriate time

d.
Determine probable implications

e.
Reassign duties of absent agency team members

f. 
Formulate planned response

g.
Determine site needs and assign tasks

h.
Anticipate questions/problems

i. 
Write press release - and FAX or email to press AFTER notifying sites
j.
Assign a person to arrange press appointments and press conferences

k.
Assign a person to escort media if needed

l.
Assign a person to log all communications and press releases

4.  
Provide direction and/or support to site administrator(s) and staff prior to faxing or emailing media

a.
Notify using a prepared/written statement

b.
Send a Central Agency Administrator/representative to any site where the leader is absent

c.
Notify the appropriate sites using provided form 

5.  
Contact Board of Directors, if appropriate

6.  
Prepare, coordinate and/or approve press releases with Police/Fire Department(s) Incident Commander

7. 
Meet with media

8. 
Provide information and updates to board, press, volunteers, staff and community as appropriate

9.
Meet with staff at affected site(s) if appropriate

DIRECTOR’S EXECUTIVE ASSISTANT

FOR A CRISIS AT ANOTHER SITE
1. Locate Administrator in charge 

2. Convene emergency “Calling Team” in command center for instructions:

	CALLING TEAM MEMBER
	PHONE NUMBER
	EXTENSION

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


3. Distribute calling list 

4. Distribute prepared statement

5. Make calls

6. FAX or email copy of written scripted message to each site
7. Instruct calling team to reconvene to report back any site which does not have a leader present on site.  Send administrative support if appropriate.
8. Turn in calling log

9. Be available to handle calls

10. Notify other agency staff, as appropriate
BUSINESS SERVICES

FOR A CRISIS AT ANOTHER SITE
1. Provide updated floor plan of each agency site for crisis plan on a yearly basis or as needed
2. Notify any construction sites and companies of the crisis and provide direction to them
3. Arrange transportation when necessary

4. Notify insurance company of incident

AGENCY NOTIFICATION SCRIPT FORM
TOPICS

Identify Self and Problem:

Action:

When/Time Frame:

Reason For Action:

Transportation Information:

After Agency Activities:

Check Back:

SCRIPT

My name is _____________________.  I am calling on behalf of _________________.  This is an emergency.  The code word is_________.  Get the Head of the Crisis Response Team.

You are to: 

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

At or by ___________o’clock or immediately

This action is being taken because: ____________________________________________________________________________________________________________________________________________________________________________________________________________

Transportation will: _________________________________________________________________________________________________________________________________________________________

After the regular scheduled day agency activities are/are not canceled until: ______________________________________________________________________________________________________

Call _______________ at ____________as soon as these directions have been followed, all clients, volunteers and staff are safely released and the agency is secure

**THIS MESSAGE WILL BE FAXED TO EACH AGENCY AS CALLS ARE MADE**

COMMUNICATION LOG

	DATE
	TIME
	PERSON SPOKEN TO
	AGENCY REPRESENTED
	TELEPHONE 

NUMBER
	INFORMATION SHARED 

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


APPENDICES
Section Eight
YEARLY TRAINING RECOMMENDATIONS

	TYPE
	MINIMUM TIMES PER YEAR
	PARTICIPANTS
	SPECIAL

INSTRUCTIONS

	Agency wide Crisis Plan Review 


	1


	Agency Administration


	Prior to start of year

	Crisis Plan Review and Planning – Individual Sites


	1


	Head of the Crisis Response Team Members
	Prior to arrival of clients 

Develop plan for clients and staff with special needs

Walk through team plan for 3 events – EVACUATE HOLD & SECURE

	Crisis Plan Review Training - All staff


	1


	All staff
	Prior to start of year with 

Review crisis card

Introduce agency team and review their function

	Shut down of air ventilation, gas, and electric system
	1
	Custodian, agency administrator, and/or volunteer staff person(s)
	Learn process at start of year – review quarterly

	Activation of power failure phones 
	1
	Head of the Crisis Response Team and Team Members
	Prior to start of year

	First-Aid/CPR
	1
	Designated Staff
	Yearly

	Fire Extinguishers
	1
	All Staff
	Yearly


YEARLY DRILL RECOMMENDATIONS

NOTE:
All drills should be planned, scheduled and implemented by the Head of the Crisis Response Team.

	TYPE DRILLS
	MINIMUM TIMES PER YEAR
	PARTICIPANTS
	SPECIAL INSTRUCTIONS

	Fire Drill/Evacuate


	2 per year


	All clients and staff


	1st with advanced notice to staff

2nd unannounced



	Tornado and/or Bomb Threat
	2  (Including  Tornado            Awareness Day)


	All clients and staff


	As appropriate 



	HOLD


	2 per year


	Staff only


	1st with advanced notice to staff

2nd as surprise



	SECURE


	2


	Staff only


	1st with advanced notice to staff

2nd as surprise




YEARLY TRAINING SCHEDULE

Prior to the start of the year:

1.
Administrators

a. Review contents of crisis binders

b.
Review expectations of each site, if multiple sites

c.
Review duties of agency administration

d.   Review evacuation sites

e. Table talk implementation of:

· Day and night/weekend calling processes

· Agency notification process

· Media notification process

2.
Agency wide telephone calling tree committee

a. Meet and review process

b. Table talk one scenario 

3.         Check on placement and contents of crisis binders and on readiness of “Go Pack” at each site

DRILL AND SIMULATION IDEAS

1. A call was just received stating that an enraged former spouse with a history of mental illness and violent behavior has recently threatened to harm one of your employees and may be in the vicinity. 

2. A client told a staff member or volunteer that gang members may show up at the facility to harm someone.

3. A client displays a weapon. 

4. A verbally aggressive person is in the administrator’s office screaming at him/her - The person has a large hunting knife clearly visible in a holder on his belt.

5. Police are negotiating with a sniper across the street from a frequently used entrance to your agency - Dismissal time is in 20 minutes.

6. You received a call from the local TV station stating that a bus accident has occurred 30 miles from your facility involving your clients who are on a field trip. 

7. A client has collapsed on the floor and dies.

8. You hear a report on the radio that rescue workers are searching for the body of one of your clients in the river downtown.

9. A staff member arrives at work obviously drunk or high.

10. As you enter your office, your secretary tells you that she just received a bomb threat - The caller said that detonation will occur in 30 minutes and warned you to clear the building(s).

11. You receive a call from the main office stating that they have evacuated the main office because of a bomb threat. 

12. After clients have been dismissed for the day, a fire is reported near a chemical storage closet in your agency.

13. A 14 year-old client tells a member of your staff that she was raped last night.

14. A client came to the agency with a black eye, swollen face and lacerations on his/her arm and hand - You suspect abuse. 

15. At 11:30 a.m., a gasoline truck has been in an accident and ruptured a half block from your                                          building.

16. The power company calls the agency and informs you that there is a natural gas leak in the area.

17. A tornado has touched down in several areas of town during agency hours - Your agency is undamaged, but there is extensive damage in the community.

18. A client is hit by a car in front of the main entrance to the agency as clients arrive for the day.

19. Twenty clients, all of whom ate food at your facility, become suddenly and violently ill.

20. A parent calls as you are leaving and says his/her son or daughter did not arrive home and cannot be located.

21. A staff person chaperoning a field trip calls and says that a client cannot be located, and it is past time to bring the other clients back to the facility.

22. A client tells a staff member that another staff member has touched him/her inappropriately.

23. A staff member complains that another staff member is making unwanted sexual comments to him/her.

24. A client is not accounted for after the agency has been evacuated.

25. A client has an asthma attack during a tornado drill.

26. A client drowned in the pool during a swimming field trip.

DRILL SCENARIOS


1.
Hold back a client and see if staff can determine who is missing.

2.
Have Head of the Crisis Response Team be the seriously injured person to test team response in his/her absence.

3.
Block an exit during an evacuation drill.

4.
Take staff on a tour of the evacuation site(s).

5.
Plan for two problems simultaneously (i.e. staff member has a heart attack during an evacuation due to a fire)

Threat Assessment PROCESS
Remember: “All threats are not created equal.” (Source FBI)

Consider the following:

1. Facts that drew attention to the person/possible threat

2. Information about the person

a. Background

b. Mental health

c. Past acts/behaviors

d. Current acts/behavior

e. Suicidal thoughts and/or statements
f. Other attack related behaviors

g. Motives

3. Potential targets and evidence of selection of targets
4. Threatening statements, communications, actions or behaviors

a. Spoke about or wrote about a plan

b. Recruitment of accomplices

c. Practice with a weapon

d. Visiting web sites of concern (how to make a bomb, Columbine sites, etc,)

e. Physical evidence of acting on a plan (gun collection, purchase of bomb materials, etc.)
5.  Investigate and remain skeptical

      6.  Focus on behaviors not traits of the person

      7.  Remember: Making a threat and actually posing a threat are not the same
Post Traumatic Shock Syndrome
REFERRAL CHECK LIST

Potential Symptoms that might indicate the need to make a referral to a counselor or other mental health professional.
Flashbacks

Panic attacks

Mood swings

Emotional numbness

Unexplained anger and/or rage

Feelings of isolation

Low moral and/or productivity

Sleep and/or eating disorders

Physical symptoms of stress, stomach pain, headaches, etc.

Poor concentration

Feelings of helplessness

Depression

Guilt feelings

Nightmares

Drug and/or alcohol abuse

Increased irritability

COMMUNICATION WITH THE MEDIA

DURING A CRISIS

1.
The primary goal during a crisis should be to keep the public informed while trying to maintain the privacy of clients and assure as little interruption of the agency’s activities  as possible

a. 
Provide information as soon as possible and as often as necessary to control and dispel rumors

b.
Establish a rumor control number

c.   Keep it simple.  Give three or four main points and then stay on message repeating and refining those points.

d.   Express regret and condolences if appropriate

2.
Identify a single spokesperson (A public information officer will usually be designated by the Police/Fire Incident Commander to work with the Head of the Crisis Response Team to determine what information can be released and that information is accurate)

3.
When possible, all press releases should be joint releases by agency administration and the Police or Fire Department Incident Commander

4.
As soon as possible, prepare basic facts, clearly and concisely

a.
Two or three minutes spent writing down some specific points is valuable  

b.
News people want to know: Who, What, When, Where, Why, and How

5.
Be consistent

a.
Give the same facts to all media  

b.
Avoid acronyms and technical language 

c.   Prepare an official written statement or news release – Cover three points:

1. Explain the situation

2. Describe the steps you have taken to deal with it

3. List ways family members and the community can help

d.
Keep a copy of the statement in your file

6.
Do not release names of victims/suspects until relatives have been notified and the Incident Commander approves the release 

a.
Premature release of names could jeopardize investigations and/or prosecutions

b.
Families should be notified prior to the release of names

7.
Keep a media log

a.
Document who you spoke to, what information you shared, and when you spoke to them

b.
Use the form provided in this manual

8.         Set limits for the media

a.
Limit time, location, topics

b.
Decide to whom and under what circumstances you can/will release information

c.
Weigh the public’s right to know and public interest against the individual’s right to privacy

d.
Consider the obligation to provide a safe and non-disruptive environment

9.
Be proactive for the agency in your communication with staff, parents, volunteers and the media  

a.
They can be most helpful in controlling rumors

b.
Utilize websites and email, text messaging, Face Book, reverse 911 technologies as appropriate.  Establish a rumor control unit and publish the phone number or website link

c.
Verify the media credentials

d.
Ask for identification and call to verify a reporter’s credentials, if appropriate  

10.
Limit media access to the agency, as appropriate, to maintain a safe environment conducive to necessary agency activities

a.
Most media representatives are reasonable when you explain that their presence, under these circumstances, would be disruptive to the agency  

b.
Be accommodating when appropriate

c.
Give a statement on camera outside the agency, if possible

11.
Think before you speak

a.
If you need to buy time, some reasonable responses may be:

· “I’m still finding out exactly what happened - If you give your name and number, 

· I’ll get back to you within _____minutes/hours.” 

· Have your secretary indicate you will respond to the media as soon as possible - And do it!

· “Agency officials are aware of the situation and are investigating the matter.”

b.
Focus on the facts

c. DON’T make judgments or draw conclusions about what happened

d.
Don’t presume to tell a reporter what is or isn’t newsworthy

12.
Never lie to a reporter

a.
Tell the bad news quickly, get it over with.  It may be your only chance to set the record straight 

b.
Establish the agency administrator as the best source for information on the crisis

c.
Protect and enhance the agency’s credibility

d.
If the media think you’re hiding something, they’re likely to dig hard for the information from other sources and play the story more sensationally and perhaps less accurately

13.
Use a conversational tone of voice or you will inadvertently pitch your voice up sound strained

a. If you don’t understand the question, say so

b. Parroting the reporter’s question is very dangerous on radio or videotape because the tape can be edited to sound like you concur whether you do or not - Suppose the reporter asks, “How are you handling this terrible shock?”  Don’t respond, “We are handling this terrible shock by ...”, instead, respond in your own words to the effect that, “We are continuing a usual schedule, following a staff meeting where we discussed the situation.”

14.
Answer each question, and then be silent 

a.
Stick with the statement 

b.
Don’t embellish and don’t respond to media pressure to chat  

c. You do not have to fill the prolonged silence 

d. Pauses will be removed in the editing process  

15.
Don’t back up, even though a microphone seems to force that

a.
Plant your feet firmly and stand your ground  

b.
Suggest that everyone sit down if you need “space”

16.
 Don’t let the reporter get you off track or tell you when you’ve finished your answer  

a.
A reporter may interrupt you before you’ve finished answering a question

b.
Let the reporter finish and then continue your answer  

17.
DON’T go off the record

a.
The information you give off the record may be easily verified on the record with another source 

b.
Don’t let a reporter’s friendly, sympathetic manner disarm you into giving him/her additional information.

18.
It is best not to answer a query with “No comment” 

a.
It is a red flag to the media and appears evasive  

b.   Say, “I can’t share that information with you right now, but I will call you as soon as I can release it.”  (And do call them)  

c.
Say, “I don’t know the answer, but I should have it in an hour.”

d.
If you can’t reveal the information at all, tell the reporters why (Examples: The client’s family hasn’t been notified yet, revealing identity of a witness could jeopardize an investigation, etc.)

19.
Reporters are under constant deadlines, but no deadline is so important that it’s worth making an inaccurate statement  

a. Ask how long you have to get the information and then try to obtain it within that              amount of time, if possible 

20.
Don’t put reporters off

a.   They will only get more insistent and abrasive if you do so

b.
Conflict is news, and reporters often frame their questions to bring out the conflict or    emotion in a story

21.
Guard your clients and staff against intrusions

a. If the media wants client, staff or community viewpoints, it may be well to arrange for them to talk to specific persons

b. You have the right to exclude the media from meetings with staff, volunteers, clients, and/or their families

GROUP DISCUSSION FORMAT

FOLLOWING A DEATH OR SUICIDE

The following is a group discussion format, which may be used by the Head of the Crisis Response Team or teachers
1.
In a calm matter-of-fact way tell the clients the facts as given to you by the Head of the Crisis Response Team

2.
State that the purposes of discussing this topic are to:

a.
Give you the facts about what happened

b.
Give you an opportunity to ask questions and express your feelings

c.
Suggest how you can secure help to discuss your feelings about this matter

3.
Explain that one can never know exactly why a suicide or death happens.  It can produce many different feelings in different people.  These feelings are all very normal.  Whether you know the victim very well, whether you know him/her just a bit, or whether you did not know him/her at all, you will probably have some reactions to what happened.  Some common reactions to a death are:

a.
Denial

d. “It cannot be true.”

e. “It must be a mistake.”

b.
Anger

· “How could this have been allowed to happen?”

· “This is so unfair.”

· “I am SO angry; why did he/she do this?”

· “No one cared enough; why didn’t somebody stop this?”

· “Why didn’t somebody do something?”

c.
Shock


· “I feel numb.”

· “This just can’t be happening.”

d.
Fear

· “I wonder whom it will strike next?”

· “I wonder what it feels like to die?”

· “What’s my death going to be like?”

· “If you think about suicide, are you powerless to overcome it?”  

e.
Guilt

· “Maybe I could have done something.”

· “He/she did mention something to me, but I didn’t take him/her seriously.”

· “How can I go about living my normal life, having a good time, when somebody             like this just died?”

· “I don’t feel sad enough; maybe I should be feeling worse than I do.”

f.
Rejection

· “My friend left me.”

· “My caring and my friendship weren’t enough.”

g.
Betrayal

· “He promised he wouldn’t do this, or she broke her word.”

· “We were so close; he/she didn’t care enough about our relationship.”

· “He/she never told me

h.
Hopelessness

· “Life is rotten.”

· “What’s the use of going on?”

· “If someone like this felt bad enough to kill himself/herself, maybe my life is                  bad enough too.  Maybe I should kill myself.”

i. 
Grief

· “I’m feeling an aching sense of sadness and loss.”

· “I’m thinking that I’ll never smile or feel happy again.”

4.
After listening to the client describe their feelings, ask if they can identify any of them in themselves?  Ask if there are any emotions or questions or thoughts that clients would like to express at this time?

a.
WAIT, silently for almost a minute, to allow clients to make a decision regarding talking or not (It is ok if clients do not respond)

b.
If clients respond, listen attentively; answer the questions appropriately, but mainly just pay close attention and show concern about what the client says

c.
Do NOT bring up how the client died  

· If asked, answer honestly but briefly  

· Stick to the facts in the prepared statement you received  

· Do not discuss details

· If a particular client presses for details, suggest that you meet with him/her later

5.
After the clients’ responses are over, indicate that if they wish to express any other feelings, questions or thoughts, they can talk with you later. 

a.
Talking about your feelings in a situation like this is better than keeping them inside 

b. Feelings lose some of their power when they are brought out into the open

c. You have a responsibility to yourself to do something when you are feeling bad for an         extended period of time - Feeling bad sometimes is normal, but if it lasts too long, you need to so something about it

6.
Expressing sympathy is difficult for most people - It is most helpful if you are sincere and    
show that you care. Don’t avoid those clients most affected.

Many people do think about suicide sometime in their lives.  This is normal.  But committing suicide is a needless and permanent solution to what are ALWAYS SHORT-TERM problems.  PLEASE, ASK FOR HELP!

GO PACK

SUGGESTED CONTENTS

Copy of Crisis Plan

First aid kit

Red evacuation flag

Client/volunteer/staff roster and emergency contact/release information

Bus/transportation list

Field trip lists

Master key set

Bull horn

Flashlight and batteries

Medications for clients who can not survive without it including EPI pens

Ten packages of candy Lifesavers
FIRST AID KIT

SUGGESTED CONTENTS 

Red Cross Manual





Tweezers






Scissors






Disposable thermometer strips



Pocket pen light





Instant ice packs





Cotton balls






Non-stick gauze




Individually wrapped 1 ½” x 2”


Individually wrapped 3” x 3” 

                                  3”x 4”

Adhesive tape 

½” width





1” width





Kling roll (2” width)





Triangular bandage





Tongue blades





Surgical dressing (5” x 9”)



Butterfly bandages (medium size)



Adhesive bandages 

¾” x 3”





1” X 3” 




2” x 4 ½”





Ace wrap (4” width)





Disposable gloves = non-latex



Medium




Large





X-large





Antiseptic towelettes




Disposable facial tissue

Paper towels

Eyewash - 0.5 oz bottle


Pocket CPR mask 

Solar blankets

Trash bags

Paper lunch bags

Fanny Pack First Aid Supplies (minimum)
Gauze pads (2” x 2”)
                 

Disposable gloves

Antiseptic towelettes

Adhesive bandages (1” x 3 ½”)

Pocket CPR mask

   Ziplock baggie for soiled item

CRISIS TEAM AND LOCATIONS

____________________

(YEAR) 

                  




(FACILITY) 

	CRISIS RESPONSE 

TEAM*
	Names
	Work Phone
	Cell

Phone
	Home

Phone

	Head of Team
	
	
	
	

	Supervisor of Clients
	
	
	
	

	Supervisor of Staff or Volunteers
	
	
	
	

	Supervisor of Public
	
	
	
	

	Additional Team 

Members:


	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


*In the event one or more team members are not available - each person moves up one on the   

  list and additional members are added to team as needed.

	ROOM ASSIGNMENTS
	Primary

Site(s)
	Alternate

Site(s)

	Crisis Response/Information Center
	 
	

	Telephone Center
	
	

	Waiting Room/Public
	
	

	Counseling Rooms/Clients
	
	

	Counseling Rooms/Staff
	
	

	Location of Power Failure Phones
	
	

	On-Site Evacuation Location
	
	

	Off-Site Evacuation Location
	
	

	Off-Site Telephone Number
	
	


Telephone Tree Attached:     Yes/No

LOCATION OF  

EMERGENCY MANUALS AND SUPPLIES
Phones that work during a power failure

First Aid Kits and Emergency Supplies
Blood Borne Pathogens Exposure Control Plan Manual

Blood Borne Pathogens Response Kits
Material Safety Data Sheet (MSDS) Books
COMMUNITY EMERGENCY TELEPHONE NUMBERS*

Abuse and Neglect


Human Services 


____________

Police




911

Asbestos/Hazardous 




  Materials 



Fire Dept.



911

Bomb/Threat



Fire Dept



911

Bus (City)



City Transit



____________

Bus (Agency)



Client Transit



____________

Chlorine or Chemical


Fire Dept.



911

  Leak or Spill





Gas




Fire Dept.



911

Local Energy Company


____________

Health Issues



City/County Health


____________

Hospitals



[Name]




____________

Injury/Medical Emergency

Rescue Squad



911

Poisoning



Poison Center



____________
Power Failure



Local Energy Company


_____________

Disorderly Client/Staff/Visitor

Police




911

Suicide Attempt/Threat


Police (if appropriate)


911

Telephone Failure


Telephone Company


___________
Tornado/Severe Weather

Weather Alert Radio


____________

Emergency Government Coord.             


Violent Behavior


Police




911

Water Failure



Utilities (Days)



____________

(After Hours)



____________

*Add local telephone numbers yearly
AGENCY ADMINISTRATION NUMBERS

	ADMINISTRATION NUMBERS
	Work Phone
	Cell Phone
	Home

Phone

	Director
	
	
	

	Main Secretary/Receptionist
	
	
	

	Other
	
	
	

	
	
	
	

	Additional Team Members:


	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


STAFF GUIDELINES

EVACUATE
EVACUATE

TAKE CLIENT LIST, VISITOR LIST, PEN

TAKE PERSONAL BELONGINGS WITHIN REACH

TURN OUT LIGHTS

FOLLOW LAST PERSON OUT

CLOSE DOOR

REPORT TO DESIGNATED AREA 

RAISE RED EVACUATION FLAG

TAKE ATTENDANCE

   -LIST CLIENTS NOT                  

    ACCOUNTED FOR AND                

    THEIR POSSIBLE LOCATION

   -LIST PERSONS PRESENT   

    BUT NOT ASSIGNED TO   

    YOUR AREA

UNASSIGNED STAFF REPORT TO COMMAND CENTER

ALL OTHER STAFF AND CLIENTS REMAIN IN ASSIGNED AREA UNTIL ADVISED BY PROPER AUTHORITY

REDIRECT TRAFFIC 

RETURN TO ROOM OR DISBURSE WHEN DIRECTED BY PROPER AUTHORITY 

                     OR
SET-UP CLIENT CHECK OUT 

PROCESS, IF NEEDED  

SECURE
FROM DOORWAY - CHECK 

IMMEDIATE AREA

SECURE DOORS, PULL SHADES, LOCK AND HOLD

GET ON FLOOR - AWAY FROM DOOR/WINDOWS

FOLLOW INSTRUCTIONS

RELEASE NO ONE EXCEPT BY DIRECTION OF PROPER AUTHORITY 

NO REST ROOM BREAKS

IGNORE CLOSING TIMES

MAINTAIN SILENCE

NO USE OF RADIOS, TELEVISIONS, COMPUTERS, ELECTRONIC DEVICES BY CLIENTS

CALL ONLY VITAL INFORMATION TO HEAD OF CRISIS RESPONSE TEAM

TAKE ATTENDANCE

   -LIST CLIENTS NOT

    ACCOUNTED FOR AND                

    THEIR POSSIBLE LOCATION   

   -LIST PERSONS PRESENT              

    BUT NOT ASSIGNED TO              

    YOUR AREA

EXIT TO SAFETY IF POSSIBLE

BE PREPARED TO STAY FOR AN EXTENDED TIME

MOVE IS DIRECTED BY PROPER AUTHORITY - TAKE CLIENT LIST

HOLD
KEEP ALL CLIENTS AND STAFF IN THEIR PRESENT LOCATION

CONTINUE ACTIVITIES AS USUAL

TAKE ATTENDANCE

                 -LIST CLIENTS NOT           

                  ACCOUNTED FOR AND

    THEIR POSSIBLE LOCATION 

   -LIST PERSONS PRESENT               

    BUT NOT ASSIGNED TO            

    YOUR AREA

FOLLOW DIRECTIONS FROM PROPER AUTHORITY

RELEASE NO ONE

DO NOT ALLOW REST ROOM BREAKS

IGNORE CLOSING TIMES

CALL ONLY VITAL

INFORMATION TO HEAD OF CRISIS RESPONSE TEAM

LISTEN FOR ALL CLEAR, SECURE OR EVACUATE SIGNAL

FIRST RESPONDER

1.
Secure area and/or evacuate if appropriate

2.
Call 911 or tell someone to do so

3.
Report VITAL information to Head of Crisis Response Team

4.  
Assume that all weapons are real and loaded

5.  
Comply with demands if an intruder(s) is(are) involved and avoid escalating the confrontation

6.  
Discourage independent actions

7.  
Stay calm

8.  
Provide reassurance to clients and staff

9.  
Do not speculate

10. 
Use professional judgment

11. 
Document the incident by providing a brief written summary to the Head of the Crisis Response Team

12. 
Complete accident report(s)

STAFF/VOLUNTEER INSTRUCTIONS

1.
Keep a current roster and copy of Crisis Response Guidelines readily accessible

2.
Supervise clients, visitors, guests, volunteers, etc. who are in your area

3.
Do not leave clients, visitors or volunteers unattended

4.
Do not allow anyone to use phones, radios, televisions, computers, pagers, cell 


phones, etc. unless under your supervision/direction

5.  
Remain in the room and respond as directed or move to assigned areas if directed

6.
Take attendance:

a.
Make list of clients/adults not in room and possible location where they can be


found

b.  
List clients/adults present in your area but not assigned to you

c.
Turn list in to police/fire personnel or Head of the Crisis Response Team when asked or before leaving 

7.
Supervise clients:

a.  
Instruct people not to act independently

f. Release no one except at the direction of the Head of the Crisis Response Team or Police/Fire Department or escape, if possible, if an armed intruder is suspected

c.
Remain calm and reassure clients/adults

8.
Use professional judgment

9.  
Wait for instructions

10. 
Do not call Head of the Crisis Response Team unless you have vital information that cannot wait

11.
Supervise evacuation or dismissal when directed

12. 
Make a list of clients to refer to counseling center

13. 
Facilitate appropriate follow up discussions concerning the incident


Person Who Receives the Call

· Keep caller talking as long as possible

· Do not hang up

· Pass note to someone to call 911 and notify Director
· Complete “Bomb Threat Report Form”

· Remain with Head of the Crisis Response Team until police arrive to interview you

         Head of  the Crisis Response Team

· Call 911 if not previously done

· Determine level of threat and if evacuation is appropriate

· If evacuation

· Notify staff

· Remind staff to scan room and mark  

    
door with masking tape if room is clear

· Remind staff & clients to take  

  
personal belongings within reach

· Evacuate at least 300 feet from building

· Raise red flag

· Establish traffic control

· Notify Administration
· Determine appropriate search & reentry process

· Implement client release process if reentry is not possible

Pull  nearest alarm

· Evacuate following procedures on  instruction card
--Internal Small Spill/Release--

Small Amount of Material That 
Is Not Highly Toxic

· Cordon off spill area

· Remove all clients and staff to a position of safety

· Administer first-aid, if needed

· Decontaminate (wash), as required

· Notify custodian and/or Head of Building Crisis Response Team.  He/she will handle in accordance with cleanup plan.

· Notify Head of Building Crisis Response Team .  He/she will notify Administration.

· Provide assistance with cleanup as needed

· Complete required reports and claims

--Internal Major Spill/Release--

· Cordon off spill site

· Call 911

· Vacate immediate area, if necessary 

· Use PA system, if available

· Do not pull fire alarm unless such an evacuation can be accomplished without entering affected area.

· Notify custodian  

· Have custodian and/or Head of the Building Crisis Response Team meet with Fire Department to brief them and coordinate actions

· Shut down ventilation system to affected areas(s), if appropriate

· Provide assistance to persons contaminated by the spill/release until Fire Department personnel arrive

· Prevent contact with non-affected persons as much as possible

· Maintain all affected persons in one safe area

· Administer first-aid, if appropriate

· Assist Fire Department personnel as directed

· Notify Head of the Crisis Response Team who will:

· Notify Administration

· Secure personal and medical information on injured and provide 

to Fire Department and/or hospital personnel

· Cooperate fully with cleanup personnel

· Provide assistance, as needed, to ensure appropriate cleanup and normalization of operations

· Complete all required reports and forms

--External Spill/Release--

    (Outside of Building)
· Call 911

· Call Head of Building Crisis Response Team who will:

· Have custodian or head of team meet with Fire Department to brief them and coordinate actions

· Determine with assistance of Fire Department whether to evacuate or hold depending on product, magnitude and nature of the spill/release

· If hold is implemented:

· Follow normal hold procedures

· Seal off building as much as possible

· Close/seal doors and windows

· Turn off outside air intakes, if appropriate

· If evacuation is appropriate:

· Follow evacuation procedures per Fire Department instructions and agency policy

· Use PA system, if available rather than fire alarm

· Notify Administration

· Follow direction of and assist Fire Department personnel as appropriate

· Complete all reports and claims


If First-Aid Is Sufficient

· Have trained first-aid person check out the injured person

· Notify parent/guardian and ask them if they want to pick up client

· Complete accident form and give to Head of Crisis Response Team
           If First-Aid Is Not Sufficient

· Do not move the person

· Call 911

· Give location that emergency vehicle should enter

· Give nature of problem

· Send a staff person to street to direct in emergency vehicle and handle traffic

· Notify parent/guardian/responsible party 

· Tag each client with name tag if multiple victims

· Transport by ambulance not agency or personal vehicle

· Send 2 adults with victim(s) to hospital (one at least in a separate vehicle)

· Remain with victim(s) until responsible adult arrives at hospital 

· Notify Administration

· Complete accident report

If Unarmed

· Ask person to report to office to check-in or to leave

· Offer to accompany them to office or door

· Do not confront person who refuses

· Report to office if they do not agree to check-in or leave

If Obviously Armed

· Move staff and clients to safe area

· Escape if possible or:

· Secure area

· Take cover

· Stay out of halls and traffic area

· Notify 911, if possible

· Notify Head of Crisis Response Team, if possible

· Assist with injured and non-injured clients

· Take direction from law enforcement

· If dismissed, stay available by telephone and keep telephone lines open


Warning

· Go to designated shelter area
                       If Building Hit

· Secure clients in safest area after storm passes

· Consider shutting off gas and/or electricity

· Call 911

· Notify Administration

· Attend to injured 

· Account for all clients and staff

· Release clients and staff when it is determined their destination is safe and supervised

· Assist with clean up

· Assume all weapons are real and all guns are loaded

· Secure the weapon if it is safe to handle

· Clear the area if weapon is not safe to 

handle or cannot be secured

· Call Head of the Crisis Response Team and if appropriate 911 to remove the object

AGENCY CRISIS RESPONSE TEAM

TO ASSIST ANOTHER SITE

	CRISIS RESPONSE 

TEAM*
	Names
	Work 

Phone
	Cell

Phone
	Home

Phone

	Head of Team
	
	
	
	

	Operations
	
	
	
	

	Business Services
	
	
	
	

	Personnel/Human 

Services
	
	
	
	

	Facilities
	
	
	
	

	Other
	
	
	
	

	Additional Team 

Members:


	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	

	
	
	
	
	


DIRECTOR’S EXECUTIVE ASSISTANT

FOR A CRISIS AT ANOTHER SITE
1. Locate Administrator in charge 

2. Convene emergency “Calling Team” in command center for instructions:

	CALLING TEAM MEMBER
	PHONE NUMBER
	EXTENSION

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	

	
	
	


3. Distribute calling list 

4. Distribute prepared statement

5. Make calls

6. FAX or email copy of written scripted message to each site

7. Instruct calling team to reconvene to report back any site which does not have a leader present on site.  Send administrative support if appropriate.

8. Turn in calling log

9. Be available to handle calls

10. Notify other agency staff, as appropriate

BOMB THREAT REPORT FORM

QUESTIONS TO ASK:

 1.
When is the bomb going to explode?



 2.
Where is it right now?

 3.
What does it look like?

 4.
What kind of bomb is it?

 5.
What will cause it to explode?

 6.
Did you place the bomb?

 7.
Why?

 8.
What is your address?

 9.
What is your name?

EXACT WORDING OF THE THREAT:

____________________________________________________________________________________________________________

________________________________________________________________________

Sex of caller: __________ Race: _______

Age: ________ Length of call: _________

Number at which call was received_______

CALLER’S VOICE:

_____ Calm         

_____ Nasal

_____ Angry       

_____ Stutter

_____ Excited      

_____ Lisp

_____ Slow


_____ Raspy

_____ Rapid


_____ Deep

_____ Soft


_____ Ragged

_____ Deep Breathing
_____ Loud

_____Clearing Throat

_____ Laughter

_____Cracking Voice

_____ Crying

_____ Normal


_____ Disguised

_____ Distinct


_____ Accent

_____ Slurred


_____ Familiar

If voice is familiar, who did it sound like?

____________________________________

____________________________________

BACKGROUND SOUNDS:

____ Factory Machinery
____ Music

____ Animal Noises

____ Clear

____ Voices


____ Static

____ PA System

____ Local

____ Street Noises

____ Motor

____ House Noises

____ Crying
____ Long Distance

____ Crockery 

____ Office Machinery
____ Other 

____________________________________

THREAT LANGUAGE:

_____ Well spoken (educated)

_____ Incoherent

_____Taped

_____ Irrational 

_____ Foul _____ Message read by

REMARKS: ____________________________________________________________________________________________________________

BOMB THREAT

EVACUATION DECISION CONSIDERATIONS
The first consideration when responding to a bomb threat or to any other crisis situation is the safety of clients, volunteers and staff.  It is understood that each incident will be unique.  It has been determined from past experience across the country that more clients and staff are injured during evacuations when no actual devise is present than from explosive devices detonating in a agency.  On the other hand, all bomb threats must be taken seriously.  Therefore, the decision whether or not to evacuate is a difficult one and is always a judgment call.

When a bomb threat is received at the agency, the Head of the Crisis Response Team, the ranking officer of the Fire Department and the ranking officer of the Police Department will be notified immediately and will meet as soon as practical.  

Issues to consider when determining the level of threat: 

Level of Threat
0





5





   10

|_______________________________________|_________________________________________|

No imminent danger

                   Unknown

                               Imminent danger

0





5



 
                10


|_______________________________________|_________________________________________|

No recent event or      
                       Similar to past events

       Recent state or national

similarity to past events






       violent event                                                                                                                                           

Specificity of Information
0





5      





10

|_______________________________________|_________________________________________|

Vague threat



      Unknown



         Specific threat

0





5





   10

|_______________________________________|_________________________________________|


No details 



Some information

          Detailed information-











          Time, place, & device

0





5





   10

|_______________________________________|_________________________________________|

Perpetrator’s plan not feasible 
                   Unknown

          Perpetrator has a feasible plan     

0





5   




                10

|_______________________________________|_________________________________________|

Inconsistent information

             Mixed information

        Consistent information

0         





5





   10

|_______________________________________|_________________________________________|


No illusion to 



      Unknown


Alludes to other violent acts 

other violent acts

0





5





   10

|_______________________________________|_________________________________________|


No reference to victims               Vague reference to possible victims                Specific victim named

0





5





   10

|_______________________________________|_________________________________________|


No reference to specific cause                       Unknown                               Reference to specific cause
        

0 





5





   10

|_______________________________________|_________________________________________|


No preparation described                Vague preparation described
                       Details of preparation

         
 







          described

0





5





   10

|_______________________________________|_________________________________________|


No specific actions detailed        
      
       Unknown

                      States specific actions

            






                                    he/she has done                

Caller
0





5 





   10

|_______________________________________|_________________________________________|

Adolescent


                   Unknown



                       Adult

0





5




                10

|_______________________________________|_________________________________________|

Clean/Sober    



      Unknown


   Not sober/obviously using         

0





5




                10

|_______________________________________|_________________________________________|

Calm


                                Unknown
                                      

     Agitated         

	RISK ASSESSMENT MATRIX


	Perceived Risk Level:
	Average Score of:

	Low
	0 - 42

	Moderate
	43 - 84

	High
	85- 112

	Extreme
	113 - 140


Other factors to consider if the threshold is reached:

Time of Day


0





5





   10

|_______________________________________|_________________________________________|

Close to Dismissal
                               Mid Day



            Early in day

Availability of Bus/Transportation

0





5





   10

|_______________________________________|_________________________________________|

Available


                   Unknown


                      Not Available 

Availability of Evacuation Site

0





5





   10

|_______________________________________|_________________________________________|

Available



       Unknown



           Not available

Weather
0





5





   10

|_______________________________________|_________________________________________|

Good

                               Possibly will turn inclement

                             Inclement                                   

        

Lunch, High Profile Activities Affected

0





5





   10

|_______________________________________|_________________________________________|

No impact 


                 Some impact


               Significant Impact

AGENCY NOTIFICATION SCRIPT FORM
TOPICS

Identify Self and Problem:

Action:

When/Time Frame:

Reason for Action:

Transportation Information:

After Agency Activities:

Check Back:

SCRIPT
My name is _____________________.  I am calling on behalf of _________________.  This is an emergency.  The code word is_________.  Get the Head of the Crisis Response Team.

You are to: 

_______________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________________

At or by ___________o’clock or immediately

This action is being taken because: ____________________________________________________________________________________________________________________________________________________________________________________________________________

Transportation will: _________________________________________________________________________________________________________________________________________________________

After the regular scheduled day agency activities are/are not canceled until: ______________________________________________________________________________________________________

Call _______________ at ____________as soon as these directions have been followed, all clients, volunteers and staff are safely released and the agency is secure

COMMUNICATION LOG

	DATE
	TIME
	PERSON SPOKEN TO
	AGENCY REPRESENTED
	TELEPHONE 

NUMBER
	INFORMATION SHARED 

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	

	
	
	
	
	
	


Notes:






Note:	Communication between the Head of the Crisis Response Team and Fire/Police Incident Commander will ensure appropriate handling of the situation.  





A staff member will serve as liaison to the police/fire command post





If no Incident Commander is on site, the Head of the Crisis Response Team will make all necessary decisions and initiate a search procedure appropriate for the level of threat











Notes:	Clients, staff and volunteers need to feel that someone is in charge and has things under control





Agency personnel should stay in charge of agency decisions - Work with the family, but do not give them control over agency decisions





Do not allow parents to come to the agency to grieve





Memorials should be directed to a general fund or specialized  fund that the family suggests and is consistent with the mission of the agency

















Notes:	Remember clients need staff and administration to model the grieving process





Anniversary dates of the event may cause concerns as long as clients, volunteers and/or staff who were present at the original event remain in the agency





People re-grieve at each developmental stage











STAGES OF GRIEF *





Shock/Denial 


Anger


Acceptance


Recovery


Reintegration





*Stages are not discrete/separate entities            


  can recur or occur in any sequence











Person Receiving Call:   





Name: _____________________________


Position: ___________________________


Home Address: ______________________


Home Telephone: ____________________


Work Telephone: ____________________


Cell Telephone: ______________________


Time: ___________ Date: ____/____/____














Notes:	Designated areas for tornado alerts should be posted in each room next to fire evacuation routes


Sirens usually are not designed to be heard indoors 


It is recommended that you hold two tornado drills each year











Person Receiving Call:   


Name: _____________________________


Position: ___________________________


Home Address: ______________________


Home Telephone: ____________________


Work Telephone: ____________________


Cell Telephone: _____________________


Time: ___________ Date: ____/____/____































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































































WEAPONS





WEAPONS





TORNADO/SEVERE WEATHER





INTRUDER





INJURY MEDICAL EMERGENCY





FIRE





BOMB THREAT





HAZARDOUS MATERIALS











Quick Reference Sheet








[Name, Title]


[Phone Number]








[Name, Title]


[Phone Number]








TORNADO/SEVERE WEATHER





INTRUDER





INJURY MEDICAL EMERGENCY





FIRE











Quick Reference Sheet








HAZARDOUS MATERIALS





BOMB THREAT





[Name, Title]


[Phone Number]








 [Name, Title]


[Phone Number]








[Name, Title]


[Phone Number]








[Name, Title]


[Phone Number]








[Name, Director]


[Phone Number








PAGE  
5

