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BUSINESS CONTINUITY PLAN 
MAIN RECEPTION SERVICES 
                       ST. JOHN’S THERAPY CENTRE

	NAME OF SERVICE DEPARTMENT

OLDER PEOPLE AND NEUROLOGICAL REHABILITATION SERVICES

ST. JOHN’S THERAPY CENTRE

RECEPTION AND ADMIN SERVICE


	STATE WHETHER SERVICE IS ESSENTIAL OR SUPPORTING
SUPPORTING SERVICE


	NAME OF BUSINESS CONTINUITY LEAD AND DEPUTY

BC Lead:  …  SHARON WALTERS
……………………………………………………………………..

Deputy          SHELBY  MOORE             MICK CLIFFORD 
 BC Lead:   ……………………………………………………………………



Main responsibilities 

Please state the main responsibilities or roles of your service (to allow a duty manager to understand)

	THE MAIN ROLE OF THIS SERVICE IS TO PROVIDE SUPPORT  TO AN OUTPATIENT AND COMMUNITY INTER PROFESSIONAL REHABILITATION SERVICE
 TEAMS BASED ON THIS SITE:

· PRIMARY CARE THERAPY TEAM

· WANDSWORTH COMMUNITY NEURO TEAM

· PAEDIATRIC SPEECH AND LANGUAGE THERAPY

· SAFEGUARDING CHILDREN

· PODIATRY

· INTEGRATED FALLS SERVICE

· TISSUE VIABILITY /LEG ULCER SERVICE

· CHILDREN AND FAMILY SERVICE

· SPECIAL NEEDS

· WANDSWORTH CHILDREN CONTINUING CARE 

· ST GEORGES – MUSCULSKELETAL PHYSIOTHERAPY

· DIETICIIANS

· SOUTH WEST LONDON AND ST. GEORGES – WANDSWORTH COMMUNITY  DRUG

· BOLINGBROKE DAY HOSPITAL

· BLOOD TEST

· OUTPATIENT (ST. GEORGES ACUTE)

· XRAY DEPT  (ST. GEORGES)

· DR HAIDER’S PRACTICE

· DR BEGG’S PRACTICE

TEAMS BASED OFF SITE

· FOUNDATION FOR PAEDIATRIC OSTEOPATHY

· BATTERSEA JUNCTION COMMUNITY MENTAL HEALTH TEAM




Amendments   

Any amendments made to the plan should be forwarded to Ed Checkley EPLO
	Number
	Date
	Author
	Next review date

	Version 1.0
	5 December 2005
	E Checkley
	

	Version 2.0
	18 October 2007
	E Checkley
	

	Version 3.0
	27 April 2009
	E Checkley
	

	
	
	
	

	
	
	
	

	
	
	
	


INTRODUCTION

A business continuity crisis is a problem which has not overwhelmed our capability to deliver services to our clients, and is therefore not an emergency, but does need action to ensure that our essential services continue, and if the problem continues over time, to take actions to continue normal business.   

In the event of a crisis or emergency some functions may need to be enhanced, reduced or suspended, depending on the nature of the function and the emergency that is taking place.  BC leads, or if they are not available, their deputies, will be responsible for taking actions to continue business depending on circumstances at the time based on the information contained in the BC plan.  The responsibility for completing the business continuity plan is with the department head designated as the business continuity lead. 

This plan should be read in conjunction with: 

The over-arching business continuity plan

The associated business continuity Plan for the building or facility from where services are delivered

The PCT Emergency Plan
PURPOSE OF THE PLAN

The purpose of this business continuity plan is to provide clear guidance to staff delivering the service when dealing with a crisis or incident that affects part or all of day-to-day operations.  The aim is to ensure that essential services are identified and maintained in the face of a crisis.   

BUSINESS CONTINUITY PRINCIPLES

Business continuity planning is based on four principles:

1. Immediate action must be taken in the event of a problem or crisis

2. Actions must first focus on keeping defined essential services going

3. Business continuity at the functional level is the responsibility of the designated business continuity leads

4. There should be no single point of dependence.

BUSINESS CONTINUITY PLANNING STRUCTURE

Business continuity planning needs to cover both physical buildings and services provided from those buildings.  Furthermore business continuity needs to be considered from the perspective of the officers identified as being responsible for delivering services or responsible for buildings.  These officers are responsible for producing their own business continuity plans based on a planning template.   

The relationship and interdependence between business continuity planning for services and buildings or facilities is shown in the diagram below:
[image: image2.png]Wandsworth




DEFINITION OF ESSENTIAL AND SUPPORTING SERVICES

The services having most impact on the business of the PCT are defined as essential services, which include any services directly affecting patient care for whom services must be continued in the event of a crisis or lives may be at risk.  Other services defined as supporting although key to running the business, could be deferred for periods of time if our capacity is diminished. 

Essential and Supporting services of the PCT are defined as:   

	ESSENTIAL SERVICES
	SUPPORTING SERVICES

	
	


These essential and Supporting services will each require its own business continuity plan to be produced, the contents of which should address how to avoid, reduce and mitigate the likelihood and impact of any crisis.  The structure of business continuity plans and officers responsible (BC leads) are shown in the diagram below:

BUSINESS CONTINUITY PLANNING TEMPLATE

Business continuity leads are required to complete the template below for the staff and functions within their area of responsibility.  BC leads should ensure that a deputy has been identified who should ideally be the next staff member down in seniority.   The individual BC plan should be retained at the department with a copy held by the Director, kept up to date and readily available. 
BUSINESS CONTINUITY SERVICE TO SITE MATRIX

Business continuity planning needs to cover both physical sites and services provided from those sites.  Business continuity needs to be considered from the perspective of the manager responsible for delivering services.   Please consult with the respective business lead for the building or facility from where your services are delivered and complete the following table.  Add more tables if required.

LEVELS OF SERVICE 

	1
	Critical and essential service – cannot be shut down

	2
	Needs to be your priority for service resumption the next day

	3
	Can be deferred for 2 to 4 days

	4
	Can be deferred for up to 1 week

	5
	Can be deferred for more than 1 week


	Name of Service: St. John’s Therapy Centre – RECEPTION AND ADMIN SERVICE


	Business Unit
	Business Function
	Number of staff
	Priority level 1-6

	162 St. John’s Hill, Battersea, SW11 1SW
	
	3
	5

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


	Name of Service: 


	Business Unit
	Business Function
	Number of staff
	Priority level 1-6

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	

	
	
	
	


RISKS AND ACTION PLAN

State what the risks are in a failure under each heading, and the outline plan to reduce this risk.

	Staffing


	· Sharon Walters unable to attend work – Shelby Moore to cover
· Elizabeth Thomas / Peggy Lennox Reception staff unable to attend work for their shift ask the other if they could cover both shifts  – Salima Miah Bank member to cover or Sharon Walters

· Mick Clifford- Facilities Manager – Opening and Closing the building – cover to be arranged by John Welch – SSP  

Contact details:

Elizabeth Thomas Home: 0207 223 5098

                             Mob:   07931 783 784

Peggy Lennox:      Home: 0207 223 5098

                             Mob:    07983 407 664

Salima Miah:          Mob: 07949 183 921

Shelby Moore:       Home: 0207 223 6645

                             Mob:   07950 969 860

Sharon Walters:    Home: 020 8 653 8199

                             Mob:    07944 031 519

                             Work Mob: 07775 406 701

Mick Clifford:        Mob: 07788 423 710

John Welch:          Mob: 07887 653 465

                             Help desk: 0208 687 4650




	Resources (consumables, Equipment etc)

	


	Environmental (power, heat/light, heating, cooling)


	Contact Kier maintenance on 0871 871 8757



	Information technology (computers for client information, email etc)
	Contact I.T on 0208 812 7700



COMPLETING THE BUSINESS CONTINUITY TEMPLATE

The BC plan cannot provide solutions to all problems, but guide the BC lead in how to manage the implications of a crisis.  For example, if electronic records are lost, it is not the job of the BC lead to repair the IT systems, but to know whom to contact to recover the data, and what to do if electronic records cannot be retrieved.  

The following business continuity template is to be completed for your service.    Please review the service issues and requirements and enter your business continuity provisions in the following tables.

Which services and functions in your department would be considered essential?

In the following tables Identify, which work services/functions/activities must be continued if there are staff shortages or absenteeism of 20%, 30% and 40%.  And in each scenario, what services, functions/activities can be cancelled or deferred until next day, 2 to 4 days, up to one week, and over 1 week.

	ASSUME STAFF SHORTAGES

What services will you continue, cancel or defer?



	Staff shortage in %
	Services continued
	Services cancelled
	Deferred up to 12 hours
	Deferred until next day
	Deferred 2 to 4 days
	Deferred up to one week
	Deferred over one week

	20%
	
	
	
	
	
	
	

	30%
	
	
	
	
	
	
	

	40%
	
	
	
	
	
	
	


	Business Continuity Issues
	Requirements
	Enter your business continuity provisions below

	SERVICE ISSUES
	
	

	If you are a defined essential service, how many members of your staff would be required to continue essential services?


	State the number of staff required to maintain essential services. 
	

	At what staff shortage level can you no longer cope?
	Based on the table above on staff shortages, state at what percentage staff absenteeism you could no longer support essential services.


	

	If you had to provide the minimum level of service what would that be?


	Describe the minimum level of service that would be acceptable that you could safely sustain for staff and clients.
	

	If you are not an essential service how many staff could you release to support other services? 


	List the number of staff that can be released

a) Clinical

b) Non-clinical
	

	Are you dependent on outside contractors or services?
	List any outside contractors or services that you are responsible for.  


	

	
	Develop alternative arrangements for these contractors and services assuming these services were suspended.  


	

	
	Confirm that these outside contractors and services have their own business continuity plans and that you have lines of communications set up between your section and them.


	

	Do you have copies of all PCT policy documents with respect to likely risks to which you can refer when needed?
	Identify PCT policy documents, such as fire, bomb threat, white powder etc, and ensure they are readily available for use if needed.


	

	If some of your staff are not available are there others ready to deputise on their behalf?
	List the staff who can deputise for others.


	

	
	Identify any unique skills that you feel may be difficult to locate outside of your department.


	

	Are you able to contact your staff in a crisis?  

Needed if decisions have to be made on who should report for work and where.   


	Compile a list of staff in your section, work locations, office numbers, office email, home numbers, mobile numbers, home postcode, and home emails.  Confirm in writing with each staff member that they agree that their confidential details can be kept in a password protected public folder location.


	

	If you needed support from those staff who have cars or who can drive, do you know who they are?  


	Keep a list of staff who own/use cars and who have driving licenses.


	

	If a member of your staff was injured at work or during a crisis would you know how to contact their next of kin?
	Understand that details of next-of-kin for your staff are kept confidentially with HR and what is the correct procedure to contact the next of kin.


	

	If you do have a crisis would your staff know what to do and what was expected of them? 
	Communicate the need for staff in your department to be aware of BC issues and that their details are held at an appropriate confidential level, that in times of crisis they may need to deputise for others and that they may be asked to volunteer their services.
	

	If you do have a crisis do you know the particular needs of your staff?


	Develop an awareness of staff needs such as; special needs, diet, mobility, medication, children at home/school, home carers, etc. which would have to be taken into consideration in a crisis.


	

	LOCATION OF SERVICE DELIVERY
	
	

	Do you know the locations where your staff are working, or where you have responsibilities?


	List locations, addresses and contact details for all the different locations where your staff are working. 
	

	If you cannot get into your normal place of work where would you ask your staff to go?  
	Have an understanding of where staff can report in the event that their normal working location is closed (Alternative locations).
	

	If you use alternate locations can you continue business communications?
	Produce a list of possible telephone and fax numbers at potential alternate locations.  List contact details of all business network contacts.   Arrange alternate email addresses for staff.  Staff to understand the need to advise their network of new contact details in the event that their office is relocated. 


	

	LOCATION OF SERVICE DELIVERY 

Power outage
In the case of a power outage if the whole building is affected, causes telephones not to work, pumps that supply water to fail.  This means we have no hand washing facilities, toilets cannot be flushed and the lifts don’t work.


	Back up generator immediately but, we have been informed this will not be supplied until approx three days without power.
	Depending on the duration of the outage.  If for a few hours, 

· Reception staff will need a mobile phone

· Hand cleansing gel and wipes

· Refreshments for wheelchair patients that cannot be taken home immediately.

· Therapy staff  to assist with patients

	EXTREMELY BAD WEATHER

Securing the building

i.e very heavy snow

In the event of extremely bad weather and security (SSP)/Chubb key holders unable to get to work to secure the building at close of business
	Staff available locally to secure the building.
	· Reception staff to lock up

· Both permanent admin. Staff live locally

· Both admin staff have been trained to lock up and activate the alarm

· Admin staff to practice locking up quarterly



	EQUIPMENT ISSUES
	

	If you have suffered a business continuity failure what equipment, staff or facilities would you need to recover to an acceptable level of service?


	List the equipment, staff, volunteers and facilities you would need to recover to an acceptable level of operations.  
	

	Do you know the location of First Aid kits? 


	Identify location of basic first aid supplies.


	

	Are you dependent on any Specialist equipment?


	Identify any specialist equipment at your location(s) without which you cannot function.  

If so identify equivalent equipment available at alternative location(s).


	

	
	
	· 

	
	
	

	DOCUMENTATION AND RECORD ISSUES
	

	If your IT systems were unavailable or data corrupted do you know who to contact or where to go to recover your electronic records; and what to do if you cannot recover your electronic records?


	Understand where back up electronic records are held, and how to contact the IT help desk team, both in and out of hours.  


	

	
	Make local electronic back up of critical documents which are updated on a regular basis.


	

	
	Recording data:  if there is a failure in the IT system or any stand alone computer, for important data, the staff will change to a paper back-up system to capture that data so this can be recorded on system retrospectively. 


	

	
	Templates for recording information when the system is unavailable can be found (Think of all the data that you input, where there is s need to capture this information while the system is unavailable, produce a template and have these available in a designated place).


	

	
	Protection of servers: during periods of extreme heat ensure that the server is maintained at a temperature that will not cause overheating and subsequent failure.


	

	Do you know what to do in the event of a loss of Medical Records?


	The medical records are stored in (insert measures that are employed to store securely patients’ medical records, any protection against fire/ water damage that you have in place as well as security arrangements).
	

	
	If records are lost or damaged in any way these may be constructed using the data held on the computer system.


	

	
	The stationery required to reconstruct the medical records may be obtained by contacting  …….


	


CONTACT NUMBERS FOR MANAGERS PROVIDING SERVICES FROM ST. JOHNS

WANDSWORTH COMMUNITY DRUG  TEAM :RAJ SEEGOBIN HOME  0208 395 7279

                                                                                                    MOBILE   07956 933 788

                                                                             KEN UMANEE  HOME 0208 715 6185

                                                                                                    MOBILE  07944 095 303

DIETETICS : ARUNA THAKER  - HOME 0208 668 1130

PAED. SALT: LEE HEUGHAN – MOBILE 07769 640 867

                        MARIAN WILLIAMS – MOBILE 07957 589 042

WANDSWORTH CNT: RACHEL SIBSON – HOME 0208 540 8159

SAFE GUARDING CHILDREN: ILEEN ASHITEY – MOBILE 07786027629

                                                    LIZ MATCHETT- MOBILE 0795 222 0757

ST. GEORGES OUTPATIENT PHYSIO’S: SAM ALLEN –MOBILE 07871 324128

                                                                     HELEN GOODFELLOW –MOBILE 077250 35225

                                                                     LISA FERRERO – MOBILE 07817 120628

PODIATRY:  JIM GREENHALGH –MOBILE 07768 021482

                      TIM NIHAT – MOBILE 07768 021617  Work 020 8812 4041

FOUNDATION FOR PAEDIATRIC OSTEOPATHY:  CLAIRE DAWSON –

                                                                                                       HOME 0207 490 1112

                                                                                                       MOBILE 07999 892 882

                                                    CONSULTANT  NAVAL MAIR   WORK 0207 738 9199

                                                                                                       MOBILE 07764 884389

TISSUE VIABILITY/LEG ULCER:  RACHEL SMITHDALE – HOME  020  8878 2872

                                                                                               MOBILE 07534 26 0213

                                                          SUE BANBURY -  HOME  020 8674    8049

                                                                                       MOBILE: 07802 706 555            

WANDSWORTH PRIMARY CARE TEAM : JO MCILMURRAY – MOBILE  

                                                                                MOBILE 07793 553 762

SPECIAL NEEDS – HELEN DUFFAY : MOB: 07841 119 630

                                                  HOME: 0208 395 6719

GILLIAN ROWSON – SISTER OUTPATIENTS DEPT. MOB: 0705 154 966

                                                                     HOME: 0207 987 8757

BERNIE KENNEDY – FALLS SERVICE: MOB : 07717 158 765

MUNA AL- HASHIMI – HAIDER PRACTICE MANAGER HOME: 0208 286 -7610 

WANDSWORTH CHILDREN CONTINUING CARE: MADGE CHANG – MOBILE 07768 146 296  HOME: 8769- 2805

CHAIN OF COMMAND

Briefly describe the chain of command for your department and where you sit in this chain.

	!. Sharon Walters – Operational Manager of the building

2. Shelby Moore -  Deputy to Operational Manager

3. Elizabeth Thomas and Peggy Lennox Main Reception Administrators




BUSINESS CONTINUITY PLAN CONTACT DETAILS AND SIGN OFF

When you have completed the business continuity plan for your service arrange for the approval of your line Director and complete the following section on contact details and sign off.

Business Continuity Lead 

	Name
	Job Title
	Contact Numbers

	Sharon Walters
	Operational Manager
	Work
	020 8812 4001

	
	
	Mobile
	07775 406 701

	
	
	e-mail
	Sharon.walters@wpct.nhs.uk


Deputy Business Continuity Lead 

	Name
	Job Title
	Contact Numbers

	Shelby Moore
	PA Children & Families/ Deputy to Operational Manager
	Work
	020 8812 4169

	
	
	Mobile
	

	
	
	e-mail
	Shelby.moore@wpct.nhs.uk


Alternate Deputy Business Continuity Lead (if required)

	Name/post
	Job Title
	Contact Numbers

	Mick Clifford
	Facilities manger
	Work
	020 8812 4159

	
	
	Mobile
	

	
	
	e-mail
	Mick.clifford@wpct.nhs.uk


SIGN OFF

Business Continuity Lead

	Name
	Position
	Signature
	Date

	Sharon Walters
	Operational Manager

	
	


Approved

Director

	Name
	Position
	Signature
	Date

	
	
	
	


Please send a copy to Ed Checkley EPLO 

-------------  END OF DOCUMENT ----------------
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