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HUMANITARIAN ASSISTANCE IN EMERGENCIES

A v a i la b le  o n  w w w . u k r e s i l i e n c e . in f o
• A detailed guide to  roles and responsibilities in humanitarian assistance

• HAC Template (ACPO/EPC)

• Literature and best practice review -  identifying people's needs in major emergencies and 
best practice in humanitarian response (Dr Anne Eyre for DCMS, August 2006)

How to use this guidance
The guidance should be used by emergency planners to develop scaleable and flexible plans that enable a :

: cb-ordinated multi-agency response’in a crisis, Itfshbuld be applied in conjunction with the noh-statutory 
Emergency Response and Recovery.and statutory Emergency Preparedness guidance. These documerits are, 
all available on the One-Stop,website for emergency planning practitioners-wvwv.Ukresilience.info, This 
guidance is designed to; , : ,

• give advice about how to structure the humanitarian response to an emergency with major consequences;

• outline key issues planners should consider when preparing for humanitarian response;

• provide greater context about where Humanitarian Assistance Centres (HACs) fit into the wider
humanitarian response. ;

If you have any comments about the guidance, or any further ideas about how we might improve

or add to it, please provide feedback via the form on the UK Resilience website, or contact the 
DepartmentforCultureMediaandSportviahau@culture.gsi.gov.uk.
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Foreword

T h e d eath  o f  a relative o r friend , or serious personal injury will in a lm ost every c a se  c h a n g e  lives forever. W e 

kn o w  th a t th e  sensitivity and e ffectiv en ess o f  su p p ort p eo p le  g e t in th e  first hours and days a fte r  such a trau m a 

have a p rofou n d  e f fe c t  on  h o w  and w h e th e r  th ey  eventually  co m e  to  te rm s w ith w h at h ap p en ed . T he w ork  o f  

H um anitarian A ssistan ce C en tres  is th ere fo re  abso lu tely  fu n d am en tal to  g e ttin g  th is right.

S in ce th e  terrorist a tta ck s  o f  July 2 0 0 5 ,  my D ep artm en t has played a leading role in m akin g sure th e  UK is ready 

to  h and le th e  h um anitarian  co n se q u e n ce s  o f  any fu tu re  em ergen cy. Building on  th e  interim  g u id an ce  published 

in S e p te m b e r 2 0 0 5 ,  th is d o cu m e n t will help  local resp o n d ers e n h a n ce  th eir p lanning and th eir readiness to  

provide a hum anitarian  resp on se.

Local A u th orities and e m erg en cy  services will n eed  to  co -o rd in ate  practical and em otion al su p p ort to  th o se  

a ffe c te d  by an y  em ergen cy , and th ey  n eed  to  w ork  to g e th e r  to  p rod u ce plans th a t en su re it is im m ediately 

available and clearly s ig n -p o sted .

In particular, local resp o n d ers should have plans in p lace to  se t up a H um anitarian A ssistance C en tre  (HAC) in any 

part o f  th e  cou n try  a t sh ort n otice . This gu id an ce sets  o u t w h a t local respond ers need  to  consid er as th ey  put th o se  

plans in p lace. And I w e lco m e  all th e  g o o d  w ork  th a t ACPO has d o n e  w ith  o th er ag e n c ies  over th e  last th re e  years 

to  d evelop  gu idelin es on  h o w  a HAC, w h e th e r  in 'ph ysical' o r 'virtual' fo rm , should b e  planned and o p erated .

A HAC can  provide a sin gle fo ca l point fo r  h um anitarian  assistan ce  to  survivors, fam ily and friend s and all th o se  

a ffe c te d  by an  em ergen cy . A HAC's s ta ff can  a c t  as th eir a d v o cates -  providing basic inform ation , advice and 

practical help  as w ell as em o tio n al sup port. I u rge you to  consid er th e  detailed  points raised by th is g u id an ce , b u t 

alw ays b e a r  in m ind th is gu id ing principle; th e  d etailed  fo rm a t o f  a HAC is ultim ately less im p ortan t th a n  th e  fa c t  

th a t  it o ffe rs  th e  righ t services and th a t a ffe c te d  co m m u n ities are aw are  o f  th e se  and are  o ffered  th e  opportunity  

to  m a k e  ap p ro p riate  use o f  th em .

O th er a sp e cts  o f  th e  im m ed ia te  resp on se to  a d isaster are o ften  equally  im p ortan t in guiding p eo p le  th ro u g h  to  

poin ts o f  ass istan ce  an d  advice -  th rou gh  recep tio n  cen tres, o n -s ite  in form ation  and a co -o rd in ated  public 

in form ation  strategy. T h e  first part o f  th is g u id an ce  th e re fo re  explains w h ere  a HAC jo in s th e  w id er hum anitarian  

e ffo rt th a t  should fo llo w  an y  em ergen cy, in fo llow in g  up th is d o cu m e n t m y D ep artm en t will w ork  w ith o th er 

p arts o f  cen tra l an d  local g o v ern m en t to  find fu rth er w ays to  im prove th a t w id er effort.

I h o p e  you a re  proud o f th e  w o rk  th a t you do. W e  reco g n ise  th e  im p o rtan ce  o f  th e  responsibility th a t you carry 

and I h o p e  th is g u id an ce  helps you in your planning.

* T t l U l -  v J | r v s / V V l  ,

R t H on  T e s s a  J o w e l l  M P

Secretary  o f  S ta te  fo r  C u lture, M ed ia and Sp ort 

M inister fo r  H um anitarian  A ssistan ce
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Planning fo r  h um anitarian  a ssista n ce  n eed s to  b e  ap p ro ach ed  in a m u lti-agen cy  fash io n . U nless a g e n c ie s  plan, 

train  and exercise  to g eth er , th e r e  will alw ays b e  a risk o f inconsistency, duplication o f  e ffo rt and con fu sion  

b e tw e e n  th o s e  involved in o fferin g  h um anitarian  assista n ce  in e m erg en c ie s . T hese guidelines provide a flexible 

fram e w o rk  to  assist th e  d ev e lo p m en t o f  efficien t, effectiv e  and in teg ra ted  plans a t  th e  local level.

W e  have co -o rd in ated  th e  revision o f th is g u id an ce  o n  b eh a lf o f  th e  C a b in e t O ffice  and th e  D ep artm en t for 

C u lture, M ed ia and Sp ort an d  believ e it co n tin u es to  d evelop o u r ability to  provide a carin g and sensitive 

ap p ro ach  to  all th o s e  a ffe c te d  by em erg en c ie s . How ever, th is  asp iration  will only b e  achiev ed  if all local partn ers 

en su re  th a t an  ag reed  m u lti-agen cy  plan can  b e  p u t in p lace an d  resp ond ers are prim ed to  deliver th e  stand ards 

th e s e  guidelines set. And as D un can  M cGarry, o n e  o f  my o fficers w h o  has helped develop  th is  gu id an ce , says:

'At the very worst time o f their lives, the very least we can do is our very best'

T h ese  are  sen tim en ts  th a t should  b e  a t  th e  h eart o f  any plan and m u st b e  reflected  in th e  professional 

co m m itm e n t a cro ss all levels o f  th e  resp on se to  an  em ergen cy.

C o m m a n d e r  J o  K a y e

A ssociation  o f  C h ief Police O fficers
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O ver th e  p a st f ifte e n  years w e  have see n  a sig n ifican t sh ift in th e  ap p roach  to  e m erg en cy  m a n a g e m e n t from  o n e  

in w hich th e  bereav ed  an d  survivors had to  a c ce p t w h a t o th ers  exp ected  us to  w a n t, to  o n e  m ore fu nd am entally  

g rou n d ed  in u n d erstan d in g  and m eetin g  th e  actu al n eed s o f  th o se  directly a ffe c te d . This d o cu m e n t fo cu se s  on 

th e  im p o rtan ce  o f  a g e n c ie s  w orking collaboratively  in b o th  planning and resp on se to  add ress th e  diverse, 

individual n eed s o f  all th o s e  a ffe c te d  by m ass traged y. It should  b e  see n  as a living d o cu m e n t th a t evolves to  tak e  

in to  a c co u n t th e  n e w  and u n ique co n cern s crea ted  by e m erg en c ie s  y e t to  ta k e  p lace.

Our involvem en t in th is initiative reflects an  e ffec tiv e  partn ersh ip  ap p ro ach  b e tw e e n  th e  A ssociation  o f  C h ief 

Police O fficers, local and cen tra l G ov ern m en t, and th e  voluntary sector. W e  call upon all th o se  involved in 

e m erg en cy  m a n a g e m e n t to  co m m it to  th e se  principles an d  to  w ork proactively w ith th e s e  guidelines in fulfilling 

th eir roles and responsibilities.

M a u r ic e  d e  R o h a n  A O  O B E *

D isaster A ction

•Maurice de Rohan AO OBE, founder of Disaster Action, died shortly after offering this foreword. His personal experience was the foundation 
for an organisation that has given voice to survivors and the bereaved from over 20 disasters, and his commitment to that cause is reflected in 
this guidance.
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Local A u th orities play an  increasingly im p o rtan t role in identifying and m eetin g  th e  n eed s o f  individuals an d  

co m m u n ities a ffe c te d  by e m erg en c ie s . By learning from  p ast incid ents w e  know  th a t  th e  tre a tm e n t received in 

th e  first fe w  days an d  w e e k s  fo llow in g a m ajor incid ent can  m ak e  a sign ifican t d ifferen ce  in m itigating long-term  

e ffe c ts  and restoring norm ality.

This g u id an ce  d o cu m e n t en co u ra g e s  a m u lti-agen cy  ap p ro ach  to  en su re  th a t  effectiv e  arran g em en ts  are 

estab lish ed  and t h a t  th o s e  involved in e m erg en cy  resp on se a re  tra in ed  and ad eq u ate ly  prepared to  fulfil th eir 

roles and responsibilities. T he effec tiv en e ss  o f su ch  a resp on se is d e p e n d a n t on  th e  co m m itm en t o f  all ag e n cies  

an d  th e  sharing o f g o o d  p ractice.

P a u l C o e n

C h ief Executive

Local G o v ern m en t A ssociation
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Summary
This in trod uction  explains; . . :

• W h o  th is  g u id a n ce  is fo r  (p aragrap h s 1 .1 -1 .5 )  )  ̂  ̂ ^  ^

• H ow  it is structu red  (p aragrap h s 1 .6 -1 .7 )  ; ^

• W h ich  o th e r  d o cu m e n ts  should b e  read a lo n g sid e  th is g u id an ce  (paragrap h  1 .8 )

• T h e fo c u s  it p laces o n  H um anitarian A ssistan ce C en tres and w h y th e  n am e o f such cen tre s  has been 
ch a n g e d  fro m 'F a m ily  A ssistan ce C e n tre s '(p a ra g ra p h s  1 .9 -1 .1 1 )

• T h e c o n te r t  fo r  H um anitarian A ssistan ce C en tres  -  th e  w ider h u m anitarian  resp on se to  em erg en cie s

(p arag rap h s 1 .1 2 - 1 .2 4 )  . _

• W h a t th e  key m essa g e s  are  fo r  local resp on d ers (paragrap h  1 .2 5 )

• Tw o key principles to guide On-the-ground decision-making (paragraph 1 .2 6 )

• S o m e  historical exam p les o f  HAC-like stru ctu res
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W ho is this Guidance for?
1 .1  This is a stra te g ic  d o cu m e n t th a t aim s to  assist 

L o ca l R e s i l ie n c e  F o r u m s  (L R Fs)' to  develop  an 

im proved co -ord in ated  resp o n se  to  th e  hum anitarian  

a sp e cts  o f  an  Em ergency^, This g u id an ce  has b een  

d evelop ed  sin ce its first interim  pu blication  in 

S e p te m b e r 2 0 0 5 .

1 .2  This G u id an ce should b e  read by all th o se  w h o  will 

b e  involved in LRF planning. T h o se  w ith  key leadership  

roles will include: Local A u th orities; police ; health  

(from  a ran g e o f  services); and  Fire and R escu e services 

(w h ere  appropriate). T h e  d ecision  a b o u t w h e th e r  to  

s e t up a FIAC will b e  ta k e n  by th e  S t r a t e g ic  C o 

o r d in a t in g  G r o u p  (SC G  -  s o m e t im e s  k n o w n  a s  

G o ld  C o m m a n d )^ . But L o ca l A u th o r i t ie s  have lead 

responsibility fo r  estab lish in g  and co -ord in atin g  th e  

fu n ctio n s o f a FIAC, and should  have plans and 

co n tra c ts  in p lace th a t a llow  th e m  to  confirm  and 

furnish  a site  very quickly -  a llow ing it to  b e  up and 

running w ithin th e  first 4 8  h ou rs o f an  em ergen cy.

1 .3  T h e d o cu m e n t should also  b e  read by o th e r  

o rg an isa tio n s th a t m igh t b e  involved in a hum anitarian  

resp o n se  -  including th e  volu ntary  sector. Regional 

R esilience Forum s, cen tral G o v ern m en t D ep artm ents, 

C o ro n ers  and tran sp o rt o p era to rs .

1 .4  Su m m ary inform ation  o n  th o s e  o rg an isa tio n s likely 

to  b e  involved is in C h a p te r 1 0 . M ore detailed  

inform ation  will b e  k ep t up to  d a te  a t 

w w w .u k resilien ce .in fo , w h ere  o th e r  d o cu m e n ts  

referred  to  b e lo w  can  a lso  b e  a ccessed .

Geographical Scope
1 .5  T h e  principles co n ta in e d  in th is  g u id an ce  are 

re levan t t o  e m erg en cy  resp o n d ers in th e  United 

K in gd om , including England, S co tlan d , W ales and 

N orthern  Ireland. Flow ever, th e  n a tu re  o f th e  

d evolu tion  se ttle m e n t fo r  e a ch  devolved 

ad m in istration  m ean s th a t  th e re  will b e  certain  

v ariation s in th e  w ay th is  g u id a n ce  will b e  ap p lied .'’

The focus and structure o f this 
Guidance
1 .6  This g u id an ce  fo cu se s  on  h o w  to  plan fo r  and 

o p e ra te  a FIAC. But it a lso  d escribes h o w  a FIAC 

co m p le m e n ts  o th e r  related b u t se p a ra te  w elfare 

facilities, such  as Survivor R ecep tion  C en tres, Family 

and Friends R ecep tion  C en tres, and Rest C en tres, and 

ou tlin es a m u lti-agen cy  fram e w o rk  fo r  tak in g  this 

w o rk  forw ard .

1 .7  This g u id an ce  is structured to  exp lain , in particular:

• Flow  FIACs fit in to  th e  w id er h um anitarian  response 

(this In tr o d u c tio n )

• T h e particu lar p u rposes o f  FIACs (C h a p te r  4 )

• W h a t planning should b e  d o n e  n o w  (C h a p te r  5 )

• Flow  planning should b e  tu rn ed  into response 

(C h a p te r  6 )

• S o m e  principles fo r m edia handling (C h a p te r  8 )

• G u id elines on  d ata  sh arin g (C h a p te r  9 )

' See Emergency Preparedness guidance, Chapter 2, for further information on LRFs,
 ̂The definition of an emergency is included in Chapter 2 of this document

’ See Emergency Response and Recovery, Chapter 4, for further information on Strategic Co-ordinating Group,
'Although, because of differences in structure and legislation, it is not possible to apply the detail of this guidance directly to Northern Ireland, 
organisations should note the principles which are applicable to their functions and ensure that they have made appropriate provision in their 
plans. Some key differences are:
•  Social Services in Northern Ireland are delivered by Health and Personal Social Services (HPSS) Trusts on behalf of the Department of Health, 

Social Services and Public Safety (DHSSPS). District councils have no responsibility for the delivery of welfare services.
•  Duties under Part 1 of the Civil Contingencies Act 2004 do not apply to organisations delivering transferred functions in Northern Ireland 

(devolved organisations). Consequently, neither HPSS Trusts nor district councils in Northern Ireland are Category 1 responders under the Act 
and are not subject to the statutory duties outlined in the guidance,

•  Northern Ireland regional and local structures for civil contingencies are different from those referred to in this document for England and Wales, 
The publications 'The Northern Ireland Civil Contingencies Framework', 'A Guide to Emergency Planning Arrangements in Northern Ireland' and 
'A Guide to Evacuation in Northern Ireland' set out civil contingencies arrangements for Northern Ireland and include information on the delivery 
of welfare services in emergencies. These can be accessed through the Central Emergency Planning Unit, Nl website, http://cepu.nics.gov.uk.
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1 .8  It should b e  read alon g sid e five o th e r  docum ents^:

Emergency Preparedness: S ta tu tory  g u id an ce  

sup portin g th e  Civil C o n tin g en c ie s  A ct 2 0 0 4  and 

sup portin g regu lation s. This explains local resp ond ers' 

s ta tu to ry  d u ties in th e  civil p ro tection  are a , and 

explains overarch ing em erg en cy  p rep ared n ess 

disciplines and fram ew ork s.

Emergency Response and Recovery: C a b in e t O ffice  

n o n -sta tu to ry  g u id an ce  fo r e m erg en cy  respond ers, 

w h ich  se ts  o u t th e  overarch ing g e n e ric  em erg en cy  

resp on se an d  recovery fram ew o rk  th a t hum anitarian  

a ssistan ce  issues fall w ithin; th e  ran g e o f groups th a t 

can  b e  a ffe c te d  by em e rg e n c ie s  and th eir n eed s; 

facilities th a t local resp ond ers can  pu t in p lace to  m e e t 

th e  h u m anitarian  n eed s o f  th o se  a ffe c te d ; and g ood  

p ractice  fo r  local resp ond ers in dealin g w ith  p eop le  

a ffe c te d  by em erg en c ie s .

Literature and Best Practice Review and  
Assessment: Identifying People's N eeds in M ajor 

E m ergen cies and B est Practice In H um anitarian 

R esp on se: an  in d ep en d en t review  by Dr A n n e Eyre 

(com m ission ed  by D C M S) w hich  includes a m ore 

detailed a sse ssm e n t o f  p eop le 's beh aviours and n eed s 

during and a fte r  em erg en c ie s .

Humanitarian Assistance Centre Template: a

te m p la te  pu t to g e th e r  by th e  A ssociation  o f  C hief 

Police O fficers (ACPO) and th e  Em ergen cy Planning 

C ollege , w h ich  provides add itional su p p ort by w ay  o f 

a te m p la te/ch eck lis t to  assist th o s e  responsib le for 

d eveloping local plans.

A detailed guide to  roles and responsibilities in 
humanitarian assistance: a sh o rt p ap er outlining key 

roles and responsibilities o f  respond ing ag e n c ies .

Why has the name changed?

1 .9  T h e c o n c e p t o f  HACs w a s originally given th e  

n a m e 'Fam ily A ssistan ce  C e n tres ' (a fte r  th e  FAC s e t up 

in N ew  York fo llow in g th e  1 1th  S e p te m b e r attacks). 

How ever, o n e  lesson  from  em e rg e n c ie s  has b e e n  th a t 

th is  title  can  lead so m e  o f th o s e  a ffe c te d  w h o  are n o t 

bereaved  fam ilies (particularly survivors), to  believe 

th a t  a HAC is n o t o p en  to  th e m . W e  have th ere fo re

re-defined  th e  c o n c e p t to  b e  th a t o f th e  'H um anitarian 

A ssistance C en tre ' (HAC).

1 .1 0  In p ractice , any specific HAC will probably b e  

n am ed  a fte r  th e  sp ecific  em erg en cy  th a t it is se t up to  

address. T he term  'A ssistan ce C en tre ' should alw ays 

fo llo w  th e  e m erg en cy  n am e (i.e. '[Em ergency] 

A ssistance C en tre '); th is will en su re th a t th e  facility is 

readily identifiable by th e  com m unity.

1 .1 1  T h e S trateg ic  C o-ord in atin g G roup (SCG ) and, 

o n ce  th e  SC G  has b een  stood  dow n, th e  

H um anitarian A ssistan ce C en tre  M a n a g em en t G roup 

(H A CM G), will b e  responsible fo r  prioritizing a cce ss  to  

th e  HAC. This will b e  particularly im portan t in a high 

im pact e m erg en cy  w h ere  resources m ay b eco m e 

ov erw h elm ed . A flexib le ap p roach  should b e  tak en  

and should reflect th e  n eed  fo r  d ifferent services 

during th e  d ifferen t s ta g e s  o f an  em erg en cy  and 

recovery process.

Context -  the w ider humanitarian 
response

1 .1 2  T h e co n se q u e n ce s  o f an  em erg en cy  can  be 

d evastatin g  and far-reach in g  fo r  all th o se  a ffec ted  -  

particularly w orried and bereaved fam ilies and friend s 

and survivors, b u t a lso  th e  e m erg en cy  services and th e  

w id er com m unity . From  th e  o u tse t th e  relationship 

b e tw ee n  th e  p eo p le  a ffec ted  and th e  responding 

a g e n c ie s  is crucial. To provide an  effectiv e  

h u m anitarian  resp on se, local resp ond ers n eed  to  

u n d erstand  th e  n eed s o f  th eir com m u n ities a t  this 

difficult tim e, and to  draw  on  jo in t p lanning, 

exercising and trainin g to  m e e t th e se  n eed s in a jo in ed  

up, p eop le  fo cu se d  way.

1 .1 3  O f co u rse  early on  in any e m erg en cy  response 

th e  priority will b e  to  save lives and to  m e e t th e  

im m ed iate n eed s o f  survivors. However, m echan ism s 

n eed  to  b e  estab lish ed  to  effectively  provide 

inform ation  an d  su p p ort to  ev ery one adversely 

a ffec ted  by th e  e m erg en cy  a t  th e  earliest practical 

s ta g e . Local resp ond ers n eed  to  also  e n g a g e  as early 

as possible w ith th e  m edium  and longer-term  n eed s o f 

all o f th o s e  a ffe c te d , bo th  directly and indirectly.

5 All documents are available at www.ukresilience.info
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1 .1 4  T he h um anitarian  resp on se to  any e m erg en cy  will 

b e  a p a ck a g e  o f  care , w ith  a ran ge o f  a g e n c ie s  

w orkin g to g eth er . T he e x a c t fo cu s an d  n atu re o f  

provision will d ep en d  o n  th e  ty p e o f  em ergen cy , th e  

im p act it h as had on  th e  com m unity , and p eop le 's 

n eed s. Bu t it is likely to  include:

• basic  sh elter

• inform ation  a b o u t w h a t has h ap p en ed

• financial and legal su p p o rt

• em o tio n al su p p ort

• advice an d  d irection on  h ow  to  g e t fu rth er help  and 

a ssistan ce

• co m m u n icatio n  facilita tion  -  a llow ing p eo p le  to  

m e e t each  o th er

• w h e re  relevant, a link to  any o n g o in g  police 

investigation

• a poin t o f  c o n ta c t fo r  longer-term  su p p o rt and 

advice

1 .1 5  R egardless o f  w h e re  th e  ev en t ta k e s  p lace th o se  

a ffe c te d  n eed  to  kn o w  th a t th e re  is so m ew h ere  th a t 

th ey  can  a cce ss  tim ely and a ccu ra te  in form ation , 

advice an d  sup port. They m ay b e  in a s ta te  o f  d eep  

sh o ck  so  it is vital th a t in form ation  is w ell c o 

o rd in ated , co n sisten t, an d  provided in a sa fe  

en v iron m en t. T he role o f  a HAC is to  provide a focal 

p o in t fo r  th is co -o rd in ated  in form ation , su p p ort and 

assistan ce . Bu t w h ile  it h as a cen tral role, it will form  

only o n e  p art o f  th e  resp onse.

1 .1 6  This sh o rt in trod uctory  section  aim s to  provide a 

sum m ary o f  th e  o th e r  a sp e cts  o f  hum anitarian  

a ssista n ce  -  to  clarify w h e re  a HAC fits  in. T h ere are 

th re e  id entifiable stag es :

• th e  first 2 4  hours a fte r  an  e m erg en cy

• th e  first 4 8  hours

• th e  days and w e e k s  th a t  fo llow

The firs t 24 hours

1 .1 7  Im m ed iate  hum anitarian  c o n ce rn s  will include:

• To d irect th o se  p eo p le  a ffe c te d  to  p laces w h ere  th ey  

can  sh elter and recover;

• To en su re  n am e s and ad d resses o f  all th o s e  a ffec ted  

are  record ed  an d  fed  into  o n e  cen tra l p oin t (a 

fu n ctio n  th a t m ig h t b e  ta k e n  by th e  police w h ere  

relevant);

• For b o th  survivors an d  w orried  fam ily and friend s -  

to  o ffe r  a single p o in t o f  in form ation  a b o u t w h at's  

h ap p en in g  and a single p oin t o f  a cce ss  to  local 

resp on d ers, as th e  em e rg e n cy  unfolds.

1 .1 8  T h e se  co n ce rn s  are  b e st m e t by th e  settin g  up o f  

im m ed iate , basic r e s t  a n d  r e c e p t io n  c e n tr e s ,  w ith 

links into th e  p olice C asualty Bureau and investigation 

p ro cess  (if required). T he n ext ch a p te r  co n ta in s a sh o rt 

sum m ary o f  th e  role o f  each  o f  th e s e  cen tres, and 

w h o  h as responsibility fo r  settin g  th e m  up.

1 .1 9  A c lear publicity stra teg y  will b e  n eed ed  to  

en su re th a t th o se  a ffe c te d  are  inform ed w h ere  th e  rest 

and recep tion  cen tre s  have b e e n  se t up and w h a t 

su p p ort th ey  can  g e t from  th e m . To en su re th e  

m e ssa g e  reach es th o se  w h o  m ay have dispersed from  

th e  sc e n e  b e fo re  registering th eir details, th is should 

include a m edia o u treach  strategy. It is also  w orth  

leafleting  all th o s e  w h o  arrive a t or return to  th e  

scen e , or w h o  g o  to  local hospitals o r police stations. 

A n n e x  A  co n ta in s  a te m p la te  fo r  such  a leaflet th a t 

can  b e  co m p le ted  printed, p h o to co p ied  and 

d istributed  w ithin hours o f  an  e m erg en cy  -  it is 

available from  w w w .u kresilien ce .in fo  or on  requ est 

from  D CM S.

The firs t 48 hours

1 .2 0  It is over th is  slightly lo n g er period th a t a HAC 

should  b e  se t up, if it is decid ed  th a t it should be, to  

provide a w id er ran g e o f  practical and em otion al 

su p p ort services th an  recep tion  ce n tre s  can  o ffe r  -  if 

th a t  is possib le and w h ere  th e  S tra te g ic  C o-ordinating 

G roup (SC G ) consid ers it necessary.

1 .2 1  D ifferen t e m e rg e n c ie s  will requ ire d ifferen t types 

o f  HACs. In so m e  ca ses , d ep en d in g  o n  th e  facilities 

available, it m ay b e  p ossib le  to  d evelop  initial rest and 

re ce p tio n  cen tre s  into a fu lly -fu n ction in g  HAC by 

add ing in a g re a te r  ran ge o f  services o n  th e  sam e 

site . In o th e r  ca se s , th e  m o st ap p ro p ria te  resp on se 

m ig h t b e  th e  provision o f  a help line and w e b site  -  

an d  n o t a physical HAC. D ecision s o n  w h a t is required 

will n eed  to  b e  ta k e n  by th e  SC G  o n  a c a se  by ca se  

basis. It is th e re fo re  im p o rtan t th a t p lan nin g is flexible 

an d  sca lab le .

1 .2 2  T he o th e r  key con sid eration  in th e  first 4 8  hours 

is th e  provision o f  financial sup port. In m any 

e m erg en c ie s , ch aritab le  a ssistan ce  can  provide 

essentia l financial sup port to  victim s in th e  im m ediate 

a fterm a th  o f  an  em ergen cy , b e fo re  an y  statutory  

co m p en sa tio n  o r insuran ce sch e m e  is ab le  to  pay ou t. 

Local A u th orities and LRFs should con sid er h ow  b est 

to  plan fo r  th is eventuality  as p art o f  th eir recovery

3 1 9
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planning. T he C harity C om m ission  m ak es advice a b o u t 

estab lish in g  d isaster relief fu n d s available via its 

w ebsite.®  T he British Red Cross^ can  provide an  'o ff  

th e  s h e l f  D isaster A ppeal S c h e m e ' and can  provide 

advice an d  h elp  w ith  fu nd  raising and h o w  b e st to  g e t  

a sch e m e  up and running quickly.

national level (se e  C h ap ter 9  fo r  advice o n  h ow  such 

d ata  ca n  b e  shared  legally). Local A uthorities m ust 

con sid er w h a t resources th ey  can  m ak e available in 

th is  longer-term  recovery period to  fac ilita te  additional 

fo llow -u p  su p p ort (help  lines, su p p ort n etw orks e tc) 

an d  to  co n trib u te  to  m em orials and anniversaries.

The days and weeks th a t fo llo w
1 .2 3  If a HAC has b e e n  estab lish ed  (w h eth er in 

physical or virtual form ), it m ay b e  ex p ected  to  run fo r 

a n u m b er o f  w e e k s  -  up to  a fe w  m o n th s and 

potentially  lo n g er -  a fte r  th e  ev en t. During th a t  tim e, 

it will b e  im p o rtan t to :

• m aintain  a c o n sta n t publicity cam p aig n  to  try to  

reach  ev ery on e w h o  m igh t find th e  HAC helpful and 

m ak e th e m  aw are  o f  its e x isten ce  and location ;

• develop  te le p h o n e  and w e b site  services to  b a ck  up 

w h a t is provided by th e  physical HAC (if o n e  has 

b e e n  estab lish ed );

• m ak e sure th e  HAC brings in additional su p p ort 

services as th ey  are  d evelop ed  or th e  n eed  is realised 

(e .g . particu lar b en efits  p ack ag e s, o r p ro -b o n o  legal/ 

fin ancial help);

• p u t to g e th e r  a plan fo r th e  closure o f  th e  HAC and 

th e  m a in te n a n ce  o f  its co re  services, b ased  up on an 

a ssessm e n t o f  its e ffec tiv en e ss  th rou gh  a lesson s 

identified exercise.

1 .2 4  As th e  HAC closes, it is likely th a t th e  personal 

details o f  th e  p eo p le  a ffe c te d  will n eed  to  b e  passed  

to  a su ccesso r su p p ort service a t local, regional or

Key messages fo r local responders

1 .2 5  Two key messages about planning:
• Put to g e th e r  flexib le m u lti-agen cy plans fo r a 

hum anitarian  resp onse, including detailed plans for 

h ow  a HAC w ou ld  b e  se t up, if n eed ed , w ithin 4 8  

hours.

• Include in th a t plan a co -ord in ated  publicity and 

m edia-han dlin g strategy, to  b e  led by Local 

A uthorities, w ork in g  w ith  partners.

1 .2 6  Two key principles to guide on-the-ground
decision-making
• Focus o n  m eetin g  th e  particular n eed s g en era ted  by 

th e  sp ecific  e m erg en cy  and stru ctu re th e  HAC 

accordingly -  n o t every em erg en cy  will require th e  

sam e form  o f  resp on se; th e  prim ary aim  is to  find 

th e  b e s t w ay  to  help  p eop le  recover in th e  m ost 

ap p rop riate  surrou nd ings available.

• Ensure th a t in form ation  is flow in g properly -  bo th  so 

th a t details o f  te le p h o n e  lines, w e b sites  and cen tres 

reach all w h o  n eed  th em , and so  th a t th e re  is a 

properly co -o rd in ated  p rocess fo r  co llecting d ata  

from  th o s e  w h o  visit such cen tres, in ord er to  o ffer 

th em  fo llow -u p  sup port.

HISTORICAL EXAMPLES OF HACs
T here have b e e n  a n u m b er o f  o cca sio n s w h ere  HAC stru ctu res have b e e n  estab lish ed  follow ing 

em erg en c ie s . W h ilst th e s e  have varied in form  accord in g  to  c ircu m stan ce , th ey  have all included m ulti

a g e n cy  w orkin g  and delivery, and provided services tailored  to  suit th e  n eed s o f  th o se  a ffe c te d  on  each  

o cca sio n . Exam ples include:

• A b erfan , 1 9 6 6  • D unblane, 1 9 9 6

• Z eeb ru g g e, 1 9 8 7  • 9 /1 1 , 2 0 0 1

• H illsborough, 1 9 8 9  • Indian O cea n  Tsunam i, 2 0 0 4

• O k lah om a City, 1 9 9 5

A o n e -p a g e  s h e e t w ith  details a b o u t th e  provisions m ad e available in e a ch  c a se  is co n ta in ed  as p art o f  

Literature and Best Practice Review and Assessment: Identifying People's Needs in Major Emergencies and 
Best Practice In Humanitarian Response, an  in d ep e n d en t review  by Dr A n n e Eyre, available via 

w w w .u kresilien ce .in fo

® For information about setting up disasters relief funds, including considerations about legal and charitable status, see
www.charitycommission.gov.uk/library/publications/pdfs/cc40text.pdf
’ See Emergency Preparedness, Chapter 14, on the role of the voluntary sector.
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Chapter 2

Definitions

Summary:
T h ro u g h o u t th is  g u id an ce  w e  have used so m e  key term s. This ch a p te r  explains w h a t w e  m ean  by; 

• 'e m e rg e n c y '(p a ra g ra p h s  2 .1 -2 .3 )  .

• 'fa m ily '(p a ra g ra p h  2 .4 )

• 'survivors' (p aragrap h  2 .5 )

• 's ta ff '(p a ra g r a p h  2 .8 )

• 'Local A u thority ' (p aragrap h  2 .9 )

• 'C asu alty  B u reau ', 're s t c e n tre ', 'Sun/ivor recep tion  c e n tre ', 'Fam ily and friend s recep tion  ce n tre '
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2 .1  In th is  gu id an ce , th e  te rm  e m e r g e n c y  is used as 

d efin ed  in th e  Civil C o n tin g en cie s  A ct 2004® :

• An e v e n t or situ ation  w h ich  th re a ten s serious 

d a m a g e  to  hum an  w e lfa re  in a p lace in th e  U nited 

K ingdom ;

• An e v e n t or situ ation  w h ich  th re a ten s serious 

d a m a g e  to  th e  en v iro n m en t o f  a p lace in th e  U nited 

K ingd om ; or

• W ar, o r terrorism , w h ich  th re a te n s  serious d a m a g e  

to  th e  security  o f  th e  U nited Kingdom .

2 .2  Additionally, to  co n stitu te  an  em ergen cy , an  e v en t 

o r situ ation  m u st a lso  p o se  a con sid erab le  te s t  fo r  an 

o rg an isatio n 's  ability to  p erform  its fu n ctio n s. This 

definition  e n co m p a sses  all disruptive ch a llen g e s  th a t  

require th e  use o f  assets  beyon d  th e  sco p e  o f  norm al 

o p era tio n s and require a special d ep loym en t. It refers 

to  th e  sa m e  th reshold  th a t  e m erg en cy  services 

p erson n el w ou ld  call a "m a jo r  in cid en t" and th e se  

te rm s a re  essentially  in terch an g eab le .

2 .3  T he definition  fo cu se s  on  th e  consequences o f  

ev en ts, and th u s includes ev en ts ov erseas w h e re  a 

large n u m b er o f  UK citizen s are  seriously a ffe c te d .

2 . 4  In th e  c o n te x t o f  th e s e  guidelines th e  te rm  fa m ily  

includes; p artn ers, p aren ts, siblings, children, 

gu ard ian s, carers, friend s, an d  o th ers  w h o  m ig h t have 

a direct, c lo se  relationsh ip  w ith  th e  m issing, injured or 

d e ce a se d  p erson . T h e  identification  o f  w h a t m ak es up 

an  individual's fam ily is extrem ely  im p ortan t in th e  

c o n te x t o f  th e s e  gu idelines. It is im p o rtan t to  

re co g n ise  th e  p otentia lly  w id e  variations o f  th e  

'fam ily ', w h ich  can  b e  influenced  by cultu re, lifestyle 

and by p re feren ce . C are  should  b e  tak en  to  establish  

th e  w ish es o f  th e  fam ily a t  all tim es w ith  sensitivity 

and u n d erstan d in g  exercised  arou nd fam ilies w ith  

diverse lifestyles. S o m e p eo p le  in terp ret 'fam ily ' to  ju st 

m ean  th e ir  c lo se  relatives. A s a result, ca re  should b e  

ta k e n  in using th e  te rm  'fam ily' -  'fam ily and frien d s' 

is a useful ph rase.

2 .5  T he sco p e  o f  a MAC is n o t limited to  bereaved  or 

a ffec ted  fam ily and friend s. A MAC will b e  a focal 

point fo r  th e  provision o f  inform ation  and assistance 

to  all th o s e  a ffec ted  by an  em ergen cy , and will also 

provide su p p ort to  s u r v iv o r s  o f  an  em ergen cy . T hese 

will include th o s e  injured -  from  th o se  w ith  critical 

injuries requiring long -term  hospitalisation  to  th e  

w alking w o u n d ed  w h o  m ay b e  ab le  to  se lf-trea t w ith 

basic m ed ication  and eq u ip m en t a t  h o m e -  and th o se  

n o t physically a ffec ted , b u t trau m atised  by th e  

em ergen cy, including th o se  directly involved, as well as 

w itn esses and local responders.

2 .6  A MAC is only o n e  p art o f  th e  em erg en cy  

resp onse. O ther, m o re  im m ed iate  sou rces o f  

inform ation  and help m ay b e  provided in th e  first 2 4  

hours (se e  ta b le  overleaf).

2 .7  T he MAC should n o t in terfere  w ith  th e  fu n ctio n  o f  

th e se  or o th e r  reunion areas. Instead it should have a 

broad er rem it and long er term  role w hilst investigation 

and recovery o p era tio n s are tak ing place.®

2 .8  The term  's t a f f '  has b een  used to  d escribe th o se  

p eo p le  w orkin g, o r providing services, in a MAC. T hese 

p eo p le  m ay b e  from  ca teg o ry  1 o r 2 resp ond er 

org an isation s, o r th e  voluntary sector.'®

2 .9  W h ilst all 'L o c a l A u th o r i t ie s ' have a duty o f  care, 

th e  duties detailed  in th is d o cu m e n t in re sp ect o f  th e  

hum anitarian  a ssistan ce  provided by a MAC w ould b e  

situ ated  w ith  to p  tier or unitary (all-purpose) 

A u thorities, i.e . o n e  w hich  has responsibility fo r  adult 

and children 's services.

*See Emergency Preparedness, Chapter 1,
’ See Chapter 5 of Emergency Response and Recovery for further detail about the purposes of, and interrelationships between these facilities. 
'“See Chapter 1 of the Emergency Preparedness guidance for more information on Category 1 and 2 responders.
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Table showing immediate sources o f in fo rm ation  and help in an emergency

Title Purpose Timescale Lead

C a s u a lty  B u re a u Initial p o in t o f  c o n ta c t  fo r 

receiv ing/assessing inform ation  

a b o u t virtim s, to :

-  inform  th e  investigation 

- t r a c e  and identify p eo p le

-  recon cile  m issing persons

-  co lla te  a ccu ra te  inform ation  

fo r  d issem in ation  to  

ap p ro p riate  parties

Im m ed iate Police

S u r v iv o r  R e c e p t io n  

C e n tr e  (SR C )

A secu re  a re a  in w h ich  sun/ivors 

n o t requiring a c u te  hospital 

tre a tm e n t can  b e  ta k e n  fo r 

sh o rt-term  sh elter and first aid. 

Evidence m ig h t a lso  b e  

g a th ered  h ere.

Im m ed iate A survivor reception  

ce n tre  m ig h t be 

estab lish ed  and run 

initially by th e  em erg en cy  

services -  th o se  first on  

th e  sc e n e  -  until th e  Local 

A uthority  b eco m es 

e n g a g e d  in th e  response, 

and assu m es lead role.

F a m ily  a n d  F r ie n d s  

R e c e p t io n  C e n tr e  

(F F R Q

To help  reun ite fam ily and 

friend s w ith  sun/ivors -  it 

will provide th e  cap acity  to  

register, interview  and provide 

sh elter fo r  fam ily and friends.

First 12  hours A fam ily and friends 

recep tion  cen tre  w ould b e  

estab lish ed  by th e  police 

in consu ltation  w ith th e  

Local Authority, and 

sta ffed  by th e se  

o rg an isa tio n s and suitably 

trained  voluntary 

org anisation s. 

R ep resen tatives o f  faith  

com m u n ities m ig h t b e  

con su lted  and interpreters 

m ay b e  required.

R e s t  C e n tr e A building d e sig n ated  or 

ta k e n  over by th e  local 

authority  fo r  tem p orary  

a cco m m o d a tio n  o f  

ev a cu ees/h o m e less  survivors, 

w ith  o v e rn ig h t facilities.

O vern igh t Lead responsibility sits 

w ith  th e  Local Authority, 

w ith  con tribu tion s from  

police, prim ary care  tru sts 

an d  th e  voluntary sector.
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Chapter 3

The need for local multi-agency 
planning

Summary
This ch a p te r  explains th e  im p o rtan ce  o f: ,

• C om bin in g  t h e  kn o w led g e o f  d ifferen t org an isation s to  build th e  b e s t  possib le resp on se (p aragrap h  3 .1 )

• Establishing a m u lti-agen cy  H um anitarian A ssistan ce su b-grou p  (paragrap h  3 .2 -3 .6 )

• W ork in g  w ith  R egional R esilience Forum s (p aragrap h  3 .7 )
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3 .1  T he ach iev em en t o f  a co -o rd in a ted , m u lti-agen cy  

resp on se to  an  e m erg en cy  is essen tia l an d  requires a 

jo in ed -u p  p lanning p rocess a t  a local level. M an d ated  

by th e  Civil C o n tin g en c ie s  A ct 2 0 0 4 ,  th e  Local 

R esilience Forum  (LRF) is th e  prim ary m ech an ism  for 

m u lti-agen cy  e n g a g e m e n t on  civil p ro tection  issues. 

T h e  LRF -  an d  w h e re  ap p rop riate  sp ecific  su b -g ro u p s -  

is th e  vehicle fo r  developin g w ell co -ord in ated  

arran g em en ts  fo r  h um anitarian  assistan ce .

3 .2  Sta tu tory  g u id an ce  u n d er th e  Civil C o n tin g en cie s  

A c t Emergency Preparedness reco m m en d s establish in g 

a n u m b er o f specialist su b -g ro u p s to  drive forw ard  

w ork  in particu lar a reas o f  e m erg en cy  p lanning. Each 

Local R esilience Forum  sh ould  th e re fo re  con sid er 

estab lish in g  a m u lti-agen cy  Humanitarian Assistance 
s u b - g r o u p  draw ing to g e th e r  re levan t C ateg o ry  1 and 

2  resp ond ers an d  key voluntary b od ies.

3 .3  This group w ou ld  n eed  to  m e e t regularly to  

d evelop  and m aintain  th e  h um anitarian  assistan ce  

asp e cts  o f  th e  planning an d  w ou ld  also  n eed  to  have 

authority  to  d ecid e o n  provision.

3 . 4  T h e grou p  should  b e  ch aired  by an  individual w ith 

th e  ap p ro p ria te  mix o f  seniority , e x p erien ce  and 

responsibility  to  lead th e  g ro u p  w ith  authority. 

G en erally  th e  steerin g  g ro u p  w ou ld  b e  chaired  a t  

d irecto r level by a rep resen tativ e from  th e  Local 

A u th ority  w ith  a co re  m em b ersh ip  com p risin g : Local 

A uth ority ; p o lice ; h ealth  (from  prim ary care , ad u lt 

m en ta l h ealth  services, child and a d o le s ce n t m en ta l 

h ealth  serv ices an d  a cu te  hosp itals); Fire an d  R escu e 

serv ices (if ap p rop riate); o th e r  sta tu to ry  and voluntary 

o rg an isa tio n s.

3 .5  T he Humanitarian Assistance su b -g ro u p  w ou ld  

u n d ertak e  th e  fo llow in g activities:

• Prepare a m u lti-agen cy  em e rg e n cy  resp on se plan 

th a t can  respond to  th e  p sy ch o-social w e lfare  n eed s 

o f  individuals an d /or com m u n ities.

• Pre-identify  th e  te rm s o f  re feren ce  an d  m em b ers  o f 

a H u m a n ita r ia n  A s s is t a n c e  C e n t r e  M a n a g e m e n t  

G r o u p  (H A CM G) -  likely to  b e  chaired by th e  

D irector o f  A dult/Social Services -  th a t  will c o 

ord in ate  th e  delivery o f  all psych o-social su p p o rt in a 

com m u nity , including th e  o p era tio n  o f  a HAG, 

during an d  fo llow in g an  em ergen cy .

• Ensure a system  is pu t in p lace th a t  lays o u t clear 

criteria fo r  th e  n om in ation  and selectio n  o f 

p erson n el fo r  identified roles in th e  hum anitarian  

assistan ce  response.

• Ensure ap p rop riate  m u lti-agen cy training fo r 

p ractition ers and m an ag ers w h o  will co -o rd in ate  th e  

resp on se an d  u n d ertak e su p p o rt in such areas as 

fam ily liaison and a HAC. W h ere  possible, training 

p rog ram m es should  b e  ta k e n  forw ard  in a m ulti

a g e n cy  settin g  to  p rom ote co n sisten cy  and to  aid 

fam iliarisation . Trainers should  n o t lose sig h t o f  th e  

n eed  to  en su re stra teg ic  decision m akers (i.e. th o se  

w h o  w ou ld  a tten d  an SC G ) are aw a re  o f th e  role 

and o p era tio n s o f  a HAC.

• Ensure th a t  a balan ced  p ro g ram m e o f m ulti-agen cy 

exercises is developed an d  th a t  lesson s are  identified 

and learn ed  system atically. This is particularly 

im p o rtan t in re sp ect o f  HACs, w h ich  will involve a 

large n u m b er o f  com p lex  issues.

• Prepare an  op eration al plan fo r  any building/site 

identified as a potentia l physical HAC.

3 .6  As in o th e r  asp e cts  o f  e m erg en cy  planning, an 

ap p rop riate  and effectiv e  m u lti-agen cy  training and 

exercise  reg im e is a t  th e  co re  o f e ffectiv e  hum anitarian  

assistan ce . T he G ov ern m en t's Emergency 
Preparedness gives detailed gu id an ce  on  developing 

plans, co n d u ctin g  exercises and developing training 

regim es in a m an n er co n sisten t w ith  th e  Civil 

C o n tin g en c ie s  A ct 2 0 0 4

Regional Co-ordination

3 .7  In En glan d, th e  R egional R esilience Forum s (RRFs) 

an d  R egion al R esilience Team s (RRTs) will have a role 

to  play in b en ch m ark in g  h u m an itarian  assistan ce  

a rra n g e m e n ts  and identifying and d issem in atin g g ood  

p ractice , o r su p p ortin g  plan nin g fo r  o cca sio n s w h ere  

e m e rg e n c ie s  a re  so  large o r have su ch  a 

g eo g rap h ica lly  w id esp read  im p act as to  b e  ou tsid e 

th e  cap acity  o f  LRFs. They will a lso  have a role in 

assistin g LRFs in developin g e ffec tiv e  and 

co m p le m e n ta ry  cross b o rd er a rra n g em en ts  to  

fa c ilita te  b e tte r  su p p o rt fo r  localised em erg en c ie s .

In W ales, th is role will fall to  th e  W ales  R esilience 

Forum  an d  th e  W elsh  A ssem bly G o v ern m en t
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Chapter 4

The purpose of a Humanitarian 
Assistance Centre

Summary
t h i s  ch a p te r  looks a t  th e  p u rp ose and role o f  a HAC an d  explains: : - ^

• W h o  should find a HAC helpful an d  w h a t services should b e  provided (paragrap h  4 .1 )  \

• T h e im p o rtan ce  o f  g o o d  inform ation  flbvv b e tw e e n  a HAC and any o th e r  ceritres (paragrap h 4 .2 )

• T h at th ere  is n o  se t scale, sh ap e or fo rm at fo r a  HAC; this will d epen d on  people's need s (paragraphs 4 .3 -4 .7 )

• T h a t HACs can  help  link to g e th e r  th e  resp o n se  o f  a ran g e  o f  d ifferen t Local A u thorities, w h e re  fam ilies 

an d  survivors a re  resid en t in d ifferen t parts o f th e  UK (paragrap h  4 .8 )

• A historical exam p le o f  a 'v ir tu a l'H A C
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4 .1  T he p u rp ose o f  a HAC is to :

• A ct as a fo ca l poin t fo r inform ation and assistan ce to  

bereaved fam ilies and friends o f th o se  m issing, injured 

or killed, survivors, and to  all th o se  directly affected  

by, and involved in, th e  em ergency. This group is likely 

to  include th e  friends and fam ilies o f th o se  missing 

and killed, survivors, and th e  w ider com m unity.

• Enable th o s e  a ffe c te d  to  b e n e fit  from  ap p rop riate 

in form ation  an d  a ssista n ce  in a timely, co -ord in ated  

m anner.

• W h ere  n ecessary , fa c ilita te  th e  g a th erin g  o f  foren sic  

sam p les in a tim ely m ann er, in ord er to  assist th e  

id entification  process.

• O ffer a cce ss  to  -  and g u id an ce  o n  -  a ran g e o f  

a g e n c ie s  and services -  allow ing p eo p le  to  m ake 

inform ed  ch o ice s  accord in g  to  th eir  n eed s.

• Ensure a seam less  m u lti-agen cy  ap p ro ach  to  

h u m anitarian  assistan ce  in em e rg e n c ie s  th a t  should 

m inim ise duplication an d  avoid gaps.

4 .2  A HAC is d istinct from  o th e r  cen tre s  th a t  m ay be 

part o f  a h um anitarian  resp o n se , particularly in th e  

early sta g e s . How ever, rest and recep tion  cen tre s  will 

ch an n el individuals to  a HAC fo r  su p p ort and 

in form ation . It is vital th a t  p eo p le  are  n o t  p assed  from  

rest or recep tion  cen tre s  to  a HAC w ith o u t th eir n eed s 

b ein g  fully u n d erstood , so  ap p rop riate  links n eed  to  be 

m ad e in th e  planning p ro cess to  a llow  th e  n ecessary  

flo w s o f  in form ation  b e tw e e n  th e  various types o f 

ce n tre  w hich  m ig h t b e  s e t up in resp on se to  any given 

em ergen cy . Initial ce n tre s  m ig h t a lso  d evelop  into  

m o re  com p reh en siv e HACs as tim e progresses.

4 .3  Establishing a HAC should b e  consid ered  as part o f 

th e  resp onse to  a w id e ran g e o f  em erg en c ie s , including 

terrorist incidents, m ajor tran sp o rt incid ents and natural 

d isasters, such as severe flood in g. There is likely to  b e  a 

strong ca se  fo r  establish in g such a HAC in th e se  

circu m stan ces b e ca u se  it en a b les  th e  ap p rop riate 

au th orities and org an isation s to  fo cu s resources on 

providing fo r th e  n eed s o f  th o s e  a ffe c te d . In ord er th a t 

a HAC can  b e  estab lish ed  rapidly it is essentia l th a t 

ad v an ced  m u lti-agen cy planning is carried ou t.

4 . 4  T he c o n c e p t o f  a HAC has b e e n  d eveloped to  deal 

w ith  an  e m erg en cy  occu rrin g in th e  United Kingdom . 

How ever, th e re  is n o  reason w hy -  if it is appropriate 

an d  th e  circu m stan ces are su itab le  -  so m e form  o f 

HAC c a n n o t b e  m obilised in th e  UK w h en  th e re  are  a 

sig n ifican t n u m b er o f UK casu alties fo llow in g an  

o v erseas em ergen cy . Local resp on d ers' plans should 

ta k e  a c co u n t o f  th e  possibility th a t  so m e form  o f 

H um anitarian A ssistance C en tre  -  w h e th e r  in physical 

or virtual form  -  m igh t b e  a practical w ay o f 

ch an n ellin g  help to  large groups o f  p eo p le  a ffec ted  by 

o v erseas em erg en cie s .

4 .5  T h e p u rp ose o f  any HAC m u st b e  to  m e e t th e  

sp ecific  n eed s o f  p eo p le  w h o  have b e e n  a ffe c te d  by 

any em ergen cy . D isasters such  as th e  Indian O cean  

Tsunam i in 2 0 0 4  and m a jo r m u lti-agen cy  exercises 

have sh ow n  th a t  d ifferent em erg en c ie s  will require 

d ifferen t resp on ses. The first con sid eration  should be 

h o w  to  g e t  th e  sup port to  th e  p eop le , rather th an  

n ecessarily  exp ectin g  p eo p le  to  travel to  th e  support.

4 .6  This is particularly p ertin en t w h ere  em erg en cies 

o ccu r ab ro ad , o r w h ere  th ey  involve n ational transp ort 

links, w h e re  th e  p eo p le  involved could  b e  from  all 

across th e  UK, and from  fu rth er afield . D epending on  

th e  em ergen cy , a small HAC, linked to  a te lep h o n e  

line and a w e b site  m igh t b e  th e  b e s t  option .

4 .7  Alternatively, it m ay b e  m ore su itab le  to  se t  up a 

n u m b er o f  sm aller HACs to  en su re accessibility. 

W h ich ev er m odel is ad o p ted , e ffectiv e  com m u n ication  

links b e tw e e n  all th e  d ifferen t e le m e n ts  -  HAC(s), help 

lines, w e b sites , e tc  -  w ould b e  o f  vital Im p ortan ce.

4 . 8  W h e n  p eo p le  return to  th eir  h om es, or if th ey  are 

returning from  ab road , it will b e  im p o rtan t to  en sure 

th ey  receive su p p ort from  th eir h o m e Local A uthority 

and G P /health  authority. A HAC can  help to  pu t 

p eo p le  in to u ch  w ith  th a t authority  in th e  days 

im m ed iately  follow ing an  e m erg en cy  and to  jo in  up 

th e  resp on se provided by d ifferen t an d /or 

n eig h b o u rin g  au thorities. Planning should in corp orate  

th a t  n eed  to  jo in  up th e  resp onse.

HISTORICAL EXAMPLE: The Tsunami Support Network -  a virtual HAC

A fe w  m o n th s a fte r  th e  Indian O cean  Tsunam i, th e  British Red C ross, w ith  G o v ern m en t sup port, ex ten d ed  

th e  Tsunam i Su p p ort Line to  b e c o m e  th e  Tsunami Su p p ort N etw ork (TSN). This included a helpline; w e b site  

{w w w .tsu n am isu p p o rtn etw o rk .o rg .u k ); facilita ted  local su p p ort grou p s; n ew sle tters; and  n ation al m eetin g s. 

Police Family Liaison O fficers (FLOs) a c te d  as points o f  c o n ta c t  fo r  bereaved  fam ilies and survivors. Over 

tim e , m em b ers o f  th e  TSN have estab lish ed  th e  Tsunam i Su p p o rt G roup UK -  a self-help  grou p  w ith o u t 

extern al facilitators.
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Chapter 5

The planning phase -  what can 
be done now

Summary
This ch a p ter covers: . ; .

• R esponsibilities fo r  p lanning (p aragrap h s 5 .1 -5 .3 )

• S o m e g en era l principles to  gu id e plan nin g (p aragrap h  5 .4 )

• T h e n eed  to  identify p oten tia l v en u es in ad v an ce  (p aragrap h s 5 .5 -5 .9 )

• W h a t services/facilities an d  o ffice  sp a ce  n e e d  to  b e  planned for, an d  h o w  to  sep a ra te  th e  tw o  

(p aragrap h s 5 . TO -5.12)

• Planning fo r  helpline an d  w e b site  su p p ort (p aragrap h s 5 .1 3 -5 .2 0 )

• H ow  fu nd ing w o rk s and w h a t a g re e m e n ts  m igh t b e  put in p la ce  n o w  to  sh are so m e  costs 

(p aragrap h s 5 .2 1 -5 .2 6 )

• Identifying an d  trainin g sta ff, and  th e  im p o rtan ce  o f  s ta ff w e lfare  (p aragrap h s 5 .2 7 -5 .3 5 )

• Legal co n sid era tion s to  ta k e  a c co u n t o f  in p lanning (p aragrap h s 5 .3 6 - 5 .3 9 )

• H ow  to  m a k e  th e  m o st o f  w id er com m u n ity  su p p ort (p aragrap h s 5 .4 0 - 5 .4 1 )

• T h e im p o rtan ce  o f  Business C on tin uity  planning (p aragrap h  5 .4 2 )
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Lead responsibility fo r planning
5 .1  Top tie r and unitary Local A u th orities are 

resp on sib le  fo r  co -o rd in atin g  w elfare  su p p ort to  

a ffe c te d  com m u n ities in th e  e v en t o f  an  em ergen cy , 

and will play a lead ing ro le in planning fo r  and 

delivering a HAC. In En glan d, m o st social services 

d ep artm e n ts  have b e e n  su cceed ed  by d ep artm en ts 

w ith responsibilities fo r  A dult Social Services, and fo r 

C hildren's Social C are Services and Ed ucation . T h ese 

d ep artm e n ts  a re  b e s t p laced  to  fulfil th e  h u m anitarian  

assista n ce  fu n ctio n , tak in g  into a c co u n t th e  provisions 

o f  th e  Local G o v ern m en t A ct 2 0 0 0 ,  Children's A ct 

2 0 0 4 ”  and th e  Civil C o n tin g en c ie s  A ct 2 0 0 4 .  The 

ap p rop riate  lead social services d e p a rtm e n t should 

w ork closely w ith th e  various h ealth  a g e n c ie s  -  

including m en ta l h ealth  tru sts, prim ary ca re  tru sts and 

a c u te  hospitals -  and  low er tier Local A u th orities 

(w h ere relevant), in all a sp e cts  o f  p lanning and 

resp on se.

5 .2  H um anitarian A ssistan ce C en tre  planning should 

also  in co rp o ra te  p roced u res to  co m m u n ica te  w ith 

o th e r  local resilien ce foru m  areas, ensuring th a t  any 

cross bord er plans and resp o n ses  are  linked and 

co m p le m e n tary  to  th e  lead h u m anitarian  a ssistan ce  

resp o n se .

5 .3  It is a s ta tu to ry  duty un der th e  Civil C o n tin g en cies 

A ct 2 0 0 4  fo r  C ateg o ry  1 and 2  resp on d ers to  c o 

o p e ra te  w ith o th e r  C a teg o ry  1 an d  2  resp o n d ers and 

o th e r  o rg an isa tio n s e n g a g e d  in th e  resp o n se  in th e  

sa m e local resilien ce a re a .'^  T he principal m ech an ism  

fo r  th is  m u lti-agen cy  co -o p e ra tio n  is th e  LRF. C o 

o p era tio n  and inform ation  sharing b e tw e e n  LRFs can  

b e  facilita ted  by R egional R esilience Forum s, to  

c a sca d e  inform ation  th ro u g h  existing bod ies. 

G u id an ce on  LRFs, w arn in g  an d  inform ing , and 

sharing in form ation , is available in Emergency 
Preparedness.

General principles fo r planning
5 . 4  H um anitarian A ssistan ce  C en tre  plan nin g should 

b e :

• Risk-based and scalable -  Risk a sse ssm e n t w ork 

required un der th e  Civil C o n tin g en c ie s  A ct 2 0 0 4

should b e  used to  inform  prep aration s.'^

Fu rth erm ore, p lanning should b e  flexible and 

sca lab le  to  allow  th e  delivery o f  a facility (physical or 

virtual) th a t is p rop ortion ate  to  th e  circum stan ces.

• Realistic -  establish in g a HAC is a com p lex  

u n d ertak ing and requires th e  co -ord in ation  o f 

p erson n el and resou rces provided by a w id e ran g e o f 

org an isation s. It will ta k e  tim e to  establish  and will 

n eed  to  ta k e  a cco u n t o f  o th e r  su p p o rt m echan ism s 

alread y in p lace (including rest and reception  

cen tres). This should b e  re flected  in planning 

fram ew ork s.

• / r r te g r a te d -  m u lti-agen cy  planning, training and 

exercising is crucial to  effectiv e  preparation  fo r 

estab lish in g  a HAC. This g u id an ce  recom m en d s 

estab lish in g  a H um anitarian A ssistan ce su b-grou p  to  

o v e rsee  th is w ork in th e  p reparation  ph ase. 

P reparations fo r  delivering a HAC should n o t be 

carried o u t in isolation from  planning fo r  o th e r  

w e lfare  facilities, o th erw ise fra g m en ta tio n , confu sion  

or d o u b le-co u n tin g  could result.

Location
5 .5  In m o st circu m stan ces, a HAC will n eed  a physical 

site , a t  w hich th e  ap p rop riate su p p ort and inform ation  

services can  b e  located . T he responsibility for 

identifying and securing th e  use o f  su itab le prem ises 

rests w ith  Local A u thorities. It m ay n o t b e  appropriate 

o r d esirab le  to  lo ca te  a HAC a t o r n ear th e  location  o f 

th e  actu al em ergen cy . T h e  em p h asis  is on  creatin g  an 

en v iro n m en t th a t is sa fe , secu re, an d  private w ith easy 

a c ce ss  to  public tran sp ort, a cco m m o d atio n  and o th er 

facilities, including m obile p h o n e  recep tion . A n u m ber 

o f  a ltern ative sites should b e  identified in ad v an ce.

5 .6  T h e num ber, capacity  an d  geograp h ica l location  o f 

HAC(s) should b e  pre-identified in e a ch  LRF area  and 

b e  inform ed  by com m u nity  and site -sp ecific  risk 

a ssessm e n ts  developed un der th e  Civil C on tin g en cies 

A ct 2 0 0 4 ' ' '  an d  o th er s ta tu to ry  reg im es, such as 

C on trol o f M a jo r A ccid en t H azards (COMAH).

5 .7  T h e ch o ice  o f  prem ises to  b e  used should b e  m ad e 

w ith  g re a t ca re  and special a tten tio n  paid to  w h eth e r 

it will b e  f it  fo r  th e  pu rpose. Issues to  b e  consid ered  in 

se lec tin g  a su itab le  venu e include:

"  Guidance on the Children's Act is available via www.dfes.gov.uk/publications/childrenactreport. 
'^See Emergency Preparedness, Chapter 2.

See Chapter 4 of Emergency Preparedness on the local risk assessment duty.
See Chapter 4 of Emergency Preparedness.
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• Size, w hich  should  b e  su ffic ien t to  a cco m m o d a te  

fu n ctio n s

• M eetin g  h ealth  and sa fe ty  requ irem en ts

• Security

• Public tran sp o rt links

• C o m m u n icatio n  o r p otentia l co m m u n ication  links

• Im p act o n  its norm al use and im p act o n  th e  local 

com m u nity

• B eing  a b le  to  m e e t th e  add itional re q u irem en ts  o f 

p eo p le  w ith d isabilities (including th e  sen sory 

im paired)

• T h e provision o f g o o d  natural light

• Su stainability  -  a HAC is likely to  b e  a long er-term  

facility and o n g o in g  availability and affordability  are 

likely to  b e  an  issue

• P otential fo r  th e  site  to  itself b e  su b je c t to  th e  

em ergen cy . HACs should n o t, fo r exam p le , b e  

lo cated  in high-risk flo o d  z o n es given a HAC is likely 

to  b e  required as p art o f th e  resp o n se  to  m ajor 

flo o d in g ’  ̂ o r lo ca ted  n ext to  a m a jo r COM AH site 

(given th e  area  m ay b e  ev acu ated )

5 .8  It should b e  k ep t in mind th a t m ore th an  o n e  cen tre  

a t  d ifferen t lo ca tio n s m ay b e  required -  d ep en d in g  on 

th e  g e o g ra p h ic  location , sca le  and n atu re o f  th e  

em ergen cy . Factors to  b e  consid ered  include:

• R esid ent and tra n s ie n t popu lations

• Tran sport in frastructu re

• N um ber o f  pre-id entified  h azardou s sites

• Secu rity  risks

• C o st

Security

5 .9  D ep en d in g on  th e  n atu re o f  th e  em ergen cy , it m ay 

b e  essen tia l th a t  th e  HAC has a g o o d  level o f  security. 

A full risk a sse s sm e n t should b e  co n d u cte d  a t  th e  

o u tse t  an d  review ed on  a regular basis. T h e  police, 

particularly th e  C ounter-Terrorism  Secu rity  Advisors in 

ea ch  fo rce , can  provide advice to  local em erg en cy  

p lan ners o n  particu lar sites th a t m ay b e  a t  risk .’® T here 

will b e  issues fo r  th o s e  using th e  HAC surrounding 

th eir privacy an d  th e  security  o f inform ation  a b o u t 

th e m . A dditionally th ey  will n eed  to  fee l sa fe  and 

secu re  -  and a ra n g e  o f  issues could im p act o n  th a t, 

including th e  physical location  o f  th e  HAC. Locations 

high up in tall buildings, or in isolated parts o f  to w n , 

are  unlikely to  b e  appropriate .

Facilities
5 .1 0  A HAC should  b e  design ed  to  b e  a co m fo rtab le  

facility w h ere  p eo p le  can  a cce ss  m ultiple areas o f 

exp ertise and a ssistan ce  easily and in a m an n er th a t 

suits th eir n eed s a t  th a t  tim e. It should also  b e  

environm entally  su itab le  fo r  th e  p u rp ose (as fa r as is 

possible). A ccess to  in terpreters, p eo p le  w ith special 

lan g u ag e skills an d  an  inform ed aw aren ess o f  cultural 

sensitivities will a lso  facilita te  an  in tegrated  and 

inclusive resp onse.

5 .1 1  P lanning sh ould  b e  d o n e  in ad v an ce  to  allow  a 

HAC to  b e  o p e n e d  as soon  as is p racticab le  a fte r  th e  

e v en t (a lth o u g h  it should n o t o p en  so  so o n  th a t its 

fu n ctio n  w ou ld  b e  underm ined by lack o f  p reparation  

o r resou rces). It should  b e  co -o rd in ated  w ith  any 

o th e r  ce n tre s  th a t  have already b e e n  estab lish ed . 

Experience su g g e s ts  th a t  rest and recep tio n  areas, 

w hich should  b e  s e t  up im m ediately, can  deal with 

th e  im m ed iate  n eed s o f  individuals ca u g h t up in an 

em ergen cy . W ith in  4 8  hours, th e  n eed s o f  th o se  

a ffe c te d  b eg in  t o  g e t  m ore co m p lex  and th e  m ore 

so p h istica ted  an d  in teg rated  su p p ort w hich  a HAC 

provides m ay b e c o m e  necessary.

5 .1 2  C on sid eration  should b e  given t o  locating so m e 

or all o f  th e  fo llow in g  facilities w ithin a HAC. N o t a ll 

o f  t h e s e  f a c i l i t ie s  w ill n e e d  t o  b e  d e liv e r e d  (a n d  

s o m e  m a y  b e  d e liv e r e d  s e p a r a te ly ) .  L o cal 

r e s p o n d e r s  w ill n e e d  t o  d r a w  f r o m  t h i s  lis t  t o  

m e e t  t h e  p re v a il in g  c ir c u m s ta n c e s . How ever, in th e  

planning p h ase , local respond ers should identify h ow  

th ey  w ould m e e t th e s e  potential requ irem en ts:

P o t e n t ia l  S e r v ic e s  /  S e r v ic e  A re a s

• Registration and reception area -  w h ere  p olice or 

o th e r  ap p rop riate  ag en cy  e .g . Local Authority, 

voluntary a g e n cy  or co n tracted  security  com pany, 

can  ch e ck  th e  validity and record details o f  all th o se  

a tten d in g  a HAC. This area could also  b e  responsib le 

fo r issuing daily bulletins w ith u p -to -d ate  

in form ation . It should  provide practical resou rces 

such as p en s, paper, plans o f  th e  HAC, th e  location  

o f  local am en ities e .g . ban king facilities, p laces o f 

w orship , p h o n e  cards, and tran sp o rt rou tes e tc .

See the Environment Agency/DEFRA website for more information on identifying high risk flood areas.
’®The National Counter-Terrorism Security Office (NaCTSO) works to ACPO and provides a co-ordinating role for the police service in regard to 
counter-terrorism and protective security.

330

MODI 0 0 0 4 2 9 2 9



For Distribution to CPs

2 2  HUMANITARIAN ASSISTANCE IN EMERGENCIES

An interview area w h e re  th o s e  a ffe c te d  by th e  

e m erg en cy  can  b e  ta k e n  in ord er th a t  th eir  en quiries 

are d ealt w ith in a private and co m p a ssio n a te  

m an n er w ith th e  m inim um  o f disruption.

Telephone and internet areas -  p eo p le  m ay w ish to  

relay m essa g e s  to  c o n ce rn e d  o th ers  all over th e  

w orld ; th e  in tern et m ay b e  th e  m o st e ffic ien t w ay to  

d o  this.

Welfare area -  suitably trained  and prepared staff 

from  Adult and Children's Social C are, voluntary 

sec to r or o th e r  org an isation s should b e  available to  

assist and o ffe r  em otion al su p p ort in th e  W elfare 

area , w h eth e r this is in a listening role, o r to  discuss, 

identify and respond to  th e  n eed s o f  p eop le  a ffec ted . 

Quiet areas -  p eo p le  m ay w a n t a q u iet area , w ith o u t 

disruption, fo r  private tim e a lo n e  o r w ith th eir fam ily 

and friend s w h o  m ay have acco m p an ied  th em  to  th e  

HAC.

' Adequate toilet facilities to  c a te r  fo r  p ersonn el and 

users o f  th e  HAC.

■ Food and refreshments -  w ith particu lar effo rts  

m a d e  to  c a te r  fo r  varied d ietary requ irem en ts.

■ Childcare facilities -  many fam ilies will find it difficult 

to  a tten d  w ith o u t such  facilities b ein g  m ad e 

available to  th em . This will n eed  to  include provision 

fo r  suitably qualified p erson n el, se p a ra te  crech e , toy s 

fo r  various a g e s  and baby ch an g in g  facilities.

■ Basic first aid provisions should b e  m ad e available.

■ Animals -  fo r  health  and sa fe ty  reaso n s, p ets should 

n o t b e  a llow ed fre e  a cce ss  to  a HAC. A sep a ra te  p e t 

hold ing area should b e  identified.

' Desks (with telephone/electrical socket) th a t can  

a c co m m o d a te  required p erso n n el, w hich  m ay 

include:

-  C a s u a lty  B u r e a u  lia is o n  sta tion .

-  P o lic e  fa m ily  a n d  s u r v iv o r  l ia is o n  -  a te a m  

available to  provide up to  d a te  in form ation  a b o u t 

an y  investigation  or victim  recovery process. 

Provision o f  in form ation  and su p p o rt to  fam ilies 

prior to  and during view ing o f  d e ce a sed  a t  

m ortu aries. A rran g em en ts fo r  site  visits, if 

ap p rop riate . Survivors m ig h t a lso  have q u estion s 

relating to  th e  e v e n t w h ich  th e  police m ay b e  ab le  

to  assist w ith .

-  L o ca l A u th o r i ty  r e p r e s e n t a t iv e s  (A dult and 

Children's Social C are) -  available to  assess th e  

social and psych ological n eed s o f  individuals; 

d iscuss th e  o p tio n s available to  th e m  and 

m eet/fa c ilita te  n eed s. This m ay include helping 

p eo p le  to  co m p le te  fo rm s an d  o th e r  practical 

fo rm s o f  assistan ce .

-  A  s t a f f e d  a c c o m m o d a t io n  d e s k . People m ay 

n eed  tem p orary  a cco m m o d atio n  or re-h ousin g.

-  A  s t a f f e d  t r a n s p o r t  d e s k . People m ay n eed  

travel advice an d / or tran sp o rt to  and from  th e  

HAC, and to  relevan t v en u es such  as hospitals.

-  A  s t a f f e d  f in a n c e  d e s k  -  p eo p le  m ay require 

e m erg en cy  financial ass istan ce  /  v ou chers to  pay 

fo r  c lo th e s , ch ildcare, to iletries, fo o d , travel, and 

a cco m m o d a tio n  if th ey  live a t  a d istan ce o r d o  n o t 

have a cce ss  to  fund s. If th e  e m erg en cy  is 

c o n n e c te d  to  a com pany, e .g . tran sp o rt o p era to r -  

th ey  m ay provide financial sup port. O therw ise, th e  

D ep artm en t fo r  W ork and Pensions or Jo b C e n tre  

Plus can  arran g e e m erg en cy  fu n d s e .g . th rou gh  

social crisis loans, and can  also  advise on  ben efits .

-  R epresen tative(s) from  th e  C o r o n e r s  S e r v ic e  

(if appropriate).

-  V o lu n ta r y  s e c t o r  s e r v ic e s .

-  I n t e r p r e t e r s  and sign ers, if necessary .

-  A ssistan ce in re sp ect o f  individual and diverse 

requ irem en ts -  including m u lt i- fa ith  a n d  c u ltu ra l 

s u p p o r t .

Where applicable

• Victim  Su p p o rt Services

• Crim inal Injuries C o m p en satio n  A uthority 

rep resen tatives

• R ep resen tatives o f th e  Foreign an d  C om m on w ealth  

O ffice  -  th ro u g h  G o v ern m en t O ffices or central 

G o v ern m en t -  and officials from  foreign  

g o v ern m en ts  w h ere required

• R ep resen tatives o f a irlin e /tra in / sea  travel o p era to r 

care  te a m s

• Legal Advisors'^ and Insuran ce com p an y 

rep resen tatives (th e  la tter possibly th ro u g h  th e  

um brella org an isation  th e  /Association o f British 

Insurers or ABI) -  p eo p le  m ay b e  unfam iliar w ith 

legal p roced u res and m ay require advice on  

co m p en sa tio n  claim s, b en efits  p aym en ts, and 

in su ran ce related  issues

Office Space fo r s ta ff should be kep t separate from

pub lic  areas, comprising:

• M a n a g e m e n t and adm in istration  offices

• B riefin g/d e-briefin g room s

• Toilets

• Private areas w ith te lep h o n es . M u lti-agen cy Press 

O fficers, w h o se  role will involve m aintain in g p eop le 's 

privacy'®, m an ag in g  m edia in terest, and  handling 

publicity fo r th e  HAC, should b e  located  aw ay from  

th e  public area

• Secu re  sto ra g e  sp a ce  (e .g . lock ab le  filing cab in ets)

'The Association of Personal Injury Laviyers (APIL) can assist in ensuring that people get the best possible advice. 
“The Press Complaints Commission produces a range of useful guidance, available at www.pcc.org.uk.
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To support a physical Humanitarian 
Assistance Centre
5 .1 3  To provide m ulti-agen cy , seam less hum anitarian  

assistan ce , a HAC will o fte n  n eed  to  b e  su p p orted  in 

th e  w e e k s  a fte r  an  e m erg en cy  by a te le p h o n e  helpline 

(possibly 2 4  h ours a day), a w e b site  and so m e  basic  

leafletin g . In so m e  circu m stan ces, th e  SC G  m ay 

co n sid er estab lish in g  an  entirely virtual HAC, w ith n o  

physical prem ises.

5 .1 4  T h e se  co n sid era tion s should  b e  built into  

planning. V oluntary o rg an isa tio n s such as th e  Red 

C ross can  provide particu lar advice a b o u t running such 

se rv ice s '^  b u t th e  p olice sh ou ld  also  b e  co n su lted  to  

m a k e  sure n o  te le p h o n e  line is s e t up b e fo re  th e  initial 

C asu alty Bureau h as d o n e  its jo b  -  it is vital to  avoid 

co n fu sio n  a b o u t w h ere  to  g o  to  rep ort any 

inform ation  re levan t to  a police investigation .

5 .1 5  W e b site s  and te le p h o n e  lines should  form  p art o f 

a co -o rd in ated  co m m u n ica tio n s stra tegy  -  to  m ake 

sure ev ery on e w h o  m ig h t w a n t to  use th e  HAC is 

a w are  o f  its ex isten ce  an d  has a m ean s o f  a cce ssin g  its 

services. C h a p te r  8  provides d etailed  g u id an ce  on  

h o w  to  d evelop  a co m m u n ica tio n s stra teg y  and th e  

key e le m e n ts  it should co n ta in .

Telephone lines

5 .1 6  T he p u rp ose o f  a su p p ort line is to  o ffer 

in form ation , advice and practical and em o tio n al 

su p p o rt t o  th o se  a ffe c te d  by th e  em ergen cy . T h e  line 

should n ever b e  diverted to  an  an sw ering  m ach in e. 

T h ere m u st alw ays b e  th e  facility to  sp eak  to  

so m eb o d y  in p erson . Any te le p h o n e  lines m u st have 

su ffic ien t cap acity  to  deal w ith potentially  large 

n u m b ers o f  calls. C are should b e  ta k en  in finding a 

location  fo r  s ta ff on  a su p p ort line -  it is im p o rtan t to  

avoid crea tin g  a call ce n tre  righ t in th e  m iddle o f  a 

HAC, w h ere  co n s ta n t te le p h o n e  noise could 

p otentia lly  b e  intrusive fo r  th o s e  using th e  HAC.

5 .1 7  S ta ff o n  any helpline m u st b e  properly briefed  on 

th e  role an d  facilities available a t  th e  HAC and b e  ab le  

to  o ffe r  th e  ap p rop riate  advice and su p p ort to  callers 

co m m e n su ra te  w ith th e  d em an d s o f  th e  em ergen cy . 

For ex am p le , if th e  e m erg en cy  is su b je c t to  a police 

investigation  it is re co m m en d ed  th a t p olice FLOs are 

p art o f  any helpline te a m s .

Websites
5 .1 8  M any Local A uthorities have resilience e lem en ts  

to  th eir o w n  w eb sites, and th e s e  could b e  exp and ed 

in th e  im m ed iate  a fterm ath  o f an  em erg en cy  to  carry 

inform ation  on  th e  p u rp ose and location  o f th e  HAC, 

facilities available, and details o f  th e  te lep h o n e  

helpline.

5 .1 9  Alternatively, a specific site  could b e  created . If 

so , ad v an ce  planning is im portan t, to  allow  a prom pt 

resp on se, and a sk e leton  te m p la te  should b e  prepared. 

C are should  also  b e  ta k e n  to  m ak e sure any w e b  

p resen ce  is co -o rd in ated  and linked w ith all th o se  

o th ers  w h o  m igh t b e  putting inform ation  on lin e in 

various fo rm s -  including cen tral G ov ern m en t 

(including devolved adm inistrations). Regional 

Resilience Team s, Local R esilience Forum s, local police. 

D isaster A ction , th e  British Red C ross and o th er 

sta tu tory  and voluntary bodies.

5 .2 0  S o m e  p eo p le  in n eed  o f  su p p ort m ig h t n o t know  

th e  n a m e o f th e  re levan t Local Authority.

C on sid eration  should b e  given to  w h ere p eo p le  m ay 

a tte m p t to  o b ta in  inform ation , and effo rts  m ad e to  

en su re th a t  inform ation  a b o u t a HAC is available 

th rou gh  such  avenu es. C ross-p rom otion  is vital to  

en su re ev ery on e w h o  is in n eed  is reach ed .

R espon din g p artn ers should a g re e  phrasing w hich can  

b e  p osted  on  all w eb sites.

Funding
5 .2 1  Local A u thorities will b e  ultim ately responsible fo r 

m eetin g  th e  co sts  o f  securing th e  use o f prem ises in 

th e  p lanning p h ase , and fo r providing th e  HAC itself

in th e  e v e n t o f an  em ergen cy . How ever, it is im portan t 

to  a d o p t a m u lti-agen cy  ap p roach  to  this task  in both  

th e  plan nin g and resp on se p h ases. It is a lso  im p ortan t 

to  en su re Local A uthority P rocu rem ent and Finance 

D ep artm en ts a re  involved a t  th e  planning stag e .

5 .2 2  D uring th e  planning p h ase Local A uthorities 

should con sid er en terin g  into ag reem en ts  with 

voluntary a g e n c ies  to  provide certain  asp ects o f 

assistan ce in th e  ev en t th a t a HAC is established .

W h ere  such  a g reem en ts  are en tered  into, th e se  should 

b e  built o n  shared exp ecta tio n s as to  w h at, if any, costs  

will b e  reim bursed . C onsideration  should b e  given to  

involving local busin esses in plans, as th ey  m ay b e  well

i9www.redcross.org.uk.

332

MODI 0 0 0 4 2 9 3 1

http://www.redcross.org.uk


For Distribution to CPs

2 4  HUMANITARIAN ASSISTANCE IN EMERGENCIES

placed to  d o n a te  fu nd ing an d /or resources (particularly 

fu rn itu re  and equ ip m en t). W h erever possible, standing 

co n trac ts  should b e  en tered  into, since th e se  can 

significantly red u ce co sts . Planning o n  a regional basis 

can  also  e n a b le  co sts  to  b e  pooled .

5 .2 3  T h e use o f  special requ isition/p u rchase order 

fo rm s (and th e  settin g  up o f  d ed icated  co d e s  w ithin 

org an isation s) during an  e m erg en cy  should b e  

p lan ned for, so  th e  c o s t  recovery from  insurance 

co m p an ies  and o th e r  e m erg en cy  g ra n t sch e m e s has a 

c lear au d it trail.

Bellw in Scheme
5 .2 4  T he Bellwin Sch em e o p era tes under Section  1 5 5 (2 ) 

o f th e  Local G o v ern m en t and Housing A ct 1 9 8 9 , 

allow ing M inisters to  m ake additional revenue support 

to  local authorities to  assist w ith certain  im m ediate and 

un foreseen  co sts  in dealing w ith th e  afterm ath  o f 

em erg en cy  incidents. T he Bellwin Sch em e in W ales is 

devolved to  th e  W elsh  A ssem bly G overnm ent.

5 .2 5  It is a d iscretionary  sch e m e , w hich  exists to  give 

special financial a ss ista n ce  to  local au th o rities w h o  

w ould o th erw ise  b e  fa ce d  w ith  an  u n d u e financial 

burden as a result o f  tak in g  im m ed iate  actio n  to  

safeg u ard  life or p rop erty or to  preven t severe 

in co n v en ien ce to  th e  in h ab itan ts o f  th e  Local 

A uthority  area . Local A u th orities are ex p ected , 

how ever, to  have in p lace fu n d s to  deal w ith 

em erg en c ie s . A ccordingly, g ran ts  a re  paid only a fte r  

th e  authority  h as sp e n t 0 .2 %  o f its rev en u e b u d g e t on  

eligible w orks in th e  fin ancial year. O n ce  th is th reshold  

has b e e n  m et, g ran ts will only cover 8 5 %  o f eligible 

exp end itu re. T here is n o  a u to m a tic  e n title m e n t to  

assistan ce  -  M inisters are  em p o w ered  to  d ecid e 

w h eth e r  or n o t to  activ ate  a sch e m e  a fte r  consid erin g 

th e  c ircu m stan ces o f e a c h  individual case .

5 .2 6  E xperien ce in th e  p ast in d icates th a t  Bellwin is 

unlikely to  b e  su itab le  in th e  c a se  o f  terrorist incidents. 

In th e  p ast M inisters have rep eated ly  tak en  th e  line 

th a t c o sts  arising o u t o f  incidents in a policy area 

w h ere  th e  g o v ern m en t m ak es sep a ra te  p rog ram m e 

provision will n o t m erit th e  settin g  up o f  Bellwin 

sch e m e s . So , fo r  exam p le , th e  co sts  o f  tem p orary  

h ousing w h ere  fla ts  w e re  in d an g er o f  co llap se failed  

th e  te s t, a s  did th e  c o sts  o f  clearin g up a fte r  th e  1 9 9 6  

D ocklan d s and M a n ch e ste r  B o m b s and several 

incidents arising o u t o f  law  and ord er b reach es.

Staffing
s ta ff  Resources and Welfare

5 .2 7  It is im p ortan t to  identify and train  in ad v an ce 

th o se  sta ff and volu nteers th a t  will b e  responsib le fo r 

providing th e  ran g e  o f p otentia l services a t  a HAC. As 

fa r  as is p racticab le , this training should b e  d o n e  on  a 

m u lti-agen cy  basis.

5 .2 8  W h ile th ere  will b e  a ran g e  o f  sp ecific  services 

o ffered  a t  th e  HAC, by a g e n c ie s  w h o  are  likely to  

supply th eir o w n  staff, th ere  will b e  a requ irem en t fo r 

a co re  cen tra l te a m  o f s ta ff  to  a c t as guides fo r  th o se  

a ffec ted  and as a cen tral p o in t o f  c o n ta c t on an 

o n g o in g  basis. It is likely th a t th e s e  sta ff will co m e 

from  th e  social services d e p artm en ts o f  Local 

A u th orities -  a lth ou g h  th ey  will probably  b e  sup ported  

in th e  m a n a g e m e n t o f th e  HAC by th eir co lleag u es in 

em erg en cy  planning and com m u n icatio n s.

5 .2 9  C ore sta ff should w ork in close co n ta ct with th e  

police Family Liaison O fficers (FLOs) w h en  th ey  are 

deployed -  to  avoid confusion  and en sure a c o 

ordinated approach . T he police will ten d  to  b e  th e  initial 

point o f c o n ta c t a t  th e  HAC, and in so m e cases FLOs 

will b e  on  site to  guide fam ilies and survivors around.

5 .3 0  C ore sta ff should b e  given train in g, bo th  on  how  

HACs should  w ork (available from  th e  E m ergency 

Planning College^^) an d , w h ere  possib le, on  h o w  to  

respond to  th e  n eed s o f  p eo p le  w h o  are  likely to  be 

trau m atised  an d /or bereaved .

5 .3 1  'B u rn -o u t' is a risk th a t  should b e  fac to red  into 

planning, especially  sin ce  th e  HAC m ay n eed  to  b e  up 

and running fo r  a n u m b er o f  w e e k s  o r even m onths.

It is th e re fo re  im p ortan t in th e  planning p h ase to  

identify;

• H ow  th e  additional d em an d s o n  sta ff will be  

hand led  -  fo r  in stan ce by w orking in sh ifts or 

pu tting in p lace a n etw ork  o f  trained  volu nteers 

from  d ifferen t parts o f  th e  org an isation  (a Duty 

O fficer should b e  responsib le fo r  ensuring th a t 

p eo p le  d o  g o  h om e w h en  th eir h ours are up).

• How  hand over procedures will o p era te  b etw een  shifts 

to  en su re seam less continuity o f  care  to  HAC users.

• H ow  to  plan th e  involvem ent o f  ou tsid e a g e n c ie s  a t  

th e  ap p rop riate  s ta g e  in th e  resp o n se  -  w hilst th e  

te n d e n cy  m ay b e  to  launch 'all h and s on  d eck ' 

im m ediately, so m e  m ay have ex p erien ce  and skills

“ www/.epcollege.gov.uk.
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b e tte r  su ited  to  m eetin g  th e  n eed s o f  p eo p le  a 

co u p le  o f  w e ek s, o r m o n th s , o n . O rgan isation s 

should  b e  built into  th e  plan accord in g  to  th eir 

s tren g th s and capabilities.

5 .3 2  Planning fo r  a HAC should  include arran g em en ts  

to  look a fte r  th e  sh o rt and long term  n e e d s  o f s ta ff. 

Su p p o rt m ech an ism s should b e  in p lace fo r  individuals 

w orkin g in a HAC during and a fte r  th eir  involvem ent. 

Individuals should b e  trained  and prepared to  perform  

th eir  role an d /or deliver a service, and briefed  regularly 

during th eir  involvem ent. G u id an ce a b o u t train in g  is 

co n ta in e d  in C a b in e t O ffice  (2 0 0 5 )  Em ergen cy 

P reparedn ess.

M odels o f  S ta ff Training and Deployment

5 .3 3  N um erous rep orts -  including Lord Ju stice  

C larke's Report into the identification o f victims 
following major transport accidents Lord Ju stice  C larke 

(2 0 0 1  )2’ ; th e  H om e O ffice 's Disasters: Planning fora  
Caring Response (Allen R eport 1991)^^; an d  C a b in et 

O ffice  g u id an ce  Emergency Response and Recovery 
{lOOSy^ -  identify th e  im p o rtan ce  o f m u lti-agen cy  

w orkin g in providing ap p rop riate  im m ed iate  su p p ort 

to  p eo p le  In th e  a fterm a th  o f  an  em ergen cy .

5 .3 4  W ork  is tak in g  p lace a cro ss th e  cou n try  to  help 

p rep are o rg an isa tio n s and sta ff fo r th eir role in 

providing h um anitarian  assistan ce . S o m e Local 

A u th orities have developed m u lti-agen cy  te a m s  to  

respond  to  p eop le 's im m ed iate  n eed s in em e rg e n c ie s . 

W h ilst stru ctu res, services and titles vary, te a m s  are 

usually led by A dult and Children's Social C are services 

in liaison w ith E m ergen cy  Planning Units an d  o th e r  

re levan t sen /ices and a g en cies.

5 .3 5  Tw o exam p les o f  h ow  org an isation s can  plan to  

resp on d  to  h um anitarian  n eed s in e m erg en c ie s  are 

co n ta in e d  in th e  te x t  bo x  o verleaf.

Legal Implications
Crim inal Record Bureau (CRB) Checks

5 .3 6  W h en  planning re st and recep tion  ce n tre s  and 

HACs, th e re  is a n eed  to  en su re th a t  children  and 

vu lnerab le adu lts a re  sa feg u ard ed  from  harm . Policies 

should b e  in p lace fo r  h o w  th is will b e  achiev ed , 

w h ich  should co v er w h o  will ca re  fo r  children  if th eir

parents a re  n o t p resen t. Plans fo r children and 

vulnerable adu lts should avoid, w h ere  possible, th ese  

groups b ein g  cared  fo r  by so m e o n e  w h o  has n o t been  

su b je c t t o  a Criminal Record Bureau (CRB) ch eck  

w orking w ith o u t supervision.^'’ C arers w h o  have been  

CRB ch eck ed  an d  ju d g ed  su itab le  to  w ork with 

children m ig h t b e  fo u n d , fo r exam p le, from  teach ers , 

o th er sch o o l s ta ff, childcare and social w orkers.

Health and Safety
5 .3 7  H ealth and safety  a t  w ork legislation^^ requires 

em ployers an d  o th ers  to  en su re so  fa r as reasonably  

p racticab le a sa fe  p lace o f  w ork  and w orking 

practices. T h e  legislation  is th ere fo re  flexible -  w h a t Is 

'reason ably  p racticab le ' in th e  challen gin g 

circu m stan ces o f an  em erg en cy  will clearly b e  d ifferent 

to  w h a t is reason ably  p racticab le on  a day-to-day 

basis. R esponding ag e n cies  should apply th eir training, 

k n ow led g e an d  skills in assessin g th e  circu m stan ces 

th ey  fa c e  and to  ta k e  appropriate precau tions.

Working Time

5 .3 8 .  Similarly, legislation on  'w orking tim e ' is n o t a 

bar to  th e  em erg en cy  services or o th ers responding to  

an  em erg en cy  effectively. Given th e  w ay in w hich 

w orking tim e  is calcu lated  (e .g . th e  4 8  h our limit is 

calcu lated  by averaging tim e  w orked over 17  w eeks) 

relatively long periods o f long hours can  be 

acco m m o d ated . T here are also  a n u m ber o f excep tions 

w hich will apply depending on th e  circum stan ces. 

However, given th e  challenging n atu re o f  em erg en cy  

response w ork, respond ing ag e n c ies  should en su re th a t 

sh ift ro tas are in p lace to  en sure th e  continu ing health , 

sa fety  an d  effectiv en ess o f personnel.^®

Liability fo r advice

5 .3 9  In fo rm atio n  a b o u t th e  em e rg e n cy  will o fte n  b e  

fra g m e n te d  o r co n flic tin g , esp ecially  in th e  early 

sta g e s . A d e sig n a ted  p erson  should  b e  resp o n sib le  

fo r  all th e  in fo rm atio n  given to  h elp line o r HAC sta ff. 

It is a lso  th e  responsib ility  o f  e a ch  individual s ta ff 

m e m b e r a n d /o r v o lu n teer an d  th e ir  o rg an isa tio n  to  

see k  th e  c o rre c t fa c ts . It is vital th e  pu blic a re  n o t 

m isin form ed . O rg an isa tio n s providing su p p o rt a t  th e  

HAC sh ou ld  co n sid er th e  n eed  fo r  p rofession al 

liability in su ra n ce  cover.

Clarke, Lord Justice, 2001, Public Inquiry into the Identification of Victims following Major Transport Accidents, HMSO Norwich 
Disasters Working Party (1991) Disasters: Planning for a Caring Response HMSO London 
Emergency Response and Recovery is available at www.ukresilience.info.

“̂Further information on CRB checks can be found at: http://www.ab.gov.uk/.
Health and Safety Law is outlined at www.hse.gov.uk.
'The Working Time Regulations 1998' are outlined at www.opsi.gov.uk.
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Planning for Humanitarian Assistance -  response teams

1 . H u m a n ita r ia n  R e s p o n d e r s  -  'S u p p o r t  T e a m s '

A round th e  UK, m any local au th o rities a re  developing th eir reso u rces fo r th e  provision o f hum anitarian 

a ssistan ce  in an  em ergen cy . S o m e, including Essex C ou nty C o u n c il* , Lancashire C o u n ty  C ouncil, North 

Lanarkshire C ou ncil, and  C ered ig ion  C ou nty C ouncil, a re  d evelop in g resp on se te a m s  -  so m e  know n as 

'Crisis Su p p ort T eam s', fo r exam p le -  w hich con sist o f skilled, vetted , trained and prepared volu nteers from  a 

variety o f b ack g ro u n d s, such  as social care, h ealth  or th e  voluntary sector. Team s stan d  ready to  b e  called 

to g e th e r  in th e  e v e n t o f  an  em ergen cy . In so m e  cases, th ey  train  regularly w ith police and o th e r  responders.

A responder m ig h t help provide inform ation, practical assistance and em otional support as follows:

• Explaining p roced u res and p ro cesses, keep in g  p eo p le  in form ed , and letting th e m  kn ow  th e  roles o f  th e  

a g e n c ie s  involved

• Explaining co m m o n  reactio n s to  crisis and stress an d  helping identify w h ere  sp ecialist help  is required

• 'S ig n p o stin g ' to  o th e r  su p p ort and services available in th e  com m u nity ; helping p eo p le  a cce ss  th ese ; 

assisting w ith form -filling

• Fulfilling a listening role

A t a num ber o f stages and locations:

• During body id entification  and inv estigation s, in partn ersh ip  w ith Police Family Liaison O fficers

• In a Survivor/Family and Friends R ecep tion  C en tre , and a HAC

• Via a te le p h o n e  su p p o rt line, if se t-u p

• Via leaflets, w e b sites , o r n ew sle tters

* s e e  w w w .crisissu p p ortessex .org  fo r  m o re  inform ation .

2 .  F o r e ig n  a n d  C o m m o n w e a lth  O f f ic e  (F C O ) R a p id  D e p lo y m e n t  T e a m s

In 2 0 0 2  th e  FCO estab lish ed  Rapid D ep loym en t Team s (RDTs), w hich  deploy ov erseas a t  sh o rt n o tice  to  

deliver consu lar assistan ce  to  British victim s/survivors o f  crises and th eir  fam ilies.

T h e  RDTs co n ta in  specially se lec ted  and trained  FCO staff, th e  m ajority  o f  w h o m  are  consu lar o fficers. 

Team s will a lso  includ e a press officer, te ch n ica l o fficer an d , as a result o f partn ersh ips n o w  estab lish ed , 

psych ological su p p o rt o fficers from  th e  British Red C ross Society , an d  Intern ation al SO S m edical assessors. 

W h en  requ ired , th e  FCO w orks w ith th e  p olice w h o  can  a lso  deploy d isaster victim  identification  specialists. 

On o ccasio n , im m igration  o fficers or an ti terrorism  p olice a lso  form  p art o f  th e  RDT.
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Making the most of wider 
community support
5 .4 0  E xperien ce sh ow s th a t in th e  im m ed iate 

a fterm a th  o f  an  e m erg en cy  m em b ers  o f th e  local 

co m m u n ity  will o ffe r  su p p lem en tary  assistan ce , in 

d ifferen t w ays, to  th e  official resp o n se  -  individuals 

will v o lu n teer to  help  a t  rest/recep tion  ce n tre s  and 

HACs; h o te ls  m ay tu rn  th em selv es into su p p lem en tary  

tr iag e  o r recep tion  cen tre s ; first aiders will a p p e a r on  

site ; b u sin esses will o ffe r  services and d on atio n s,

5 .4 1  S o m e  o f  th e se  o ffe rs  o f  assistan ce  will b e  helpful 

and ap p ro p riate  -  o th ers  m ay n o t. Bu t ev id en ce sh ow s 

th a t  th e  m o re  a com m u n ity  is a llow ed to  help  itself, 

th e  b e tte r  it recovers.^^ Local p lan ners should  th ere fo re  

consid er:

• h ow  th ey  can  ad ap t th eir  plans and identify th e  b est 

w ays to  use o ffers  o f  v olu nteerin g and assistan ce  in 

th e  im m ed iate  a fterm a th  o f  an  em ergen cy,

• w h e th e r  th ey  can  d o  m o re  to  build com m u n ity  

resilien ce in ad v an ce, to  su p p ort th e  official resp on se 

(for in stan ce  th ro u g h  first aid and basic tr ia g e  

train in g  fo r  local bu sin esses).

• h o w  to  ch an n el th e  goodw ill o f  co m m u n ities w hilst 

en suring only ap p rop riate  con trib u tion s are  so licited , 

o ffered  an d  received.

Business Continuity

5 .4 2  Bu siness C ontin uity  planning is im p o rtan t to  

en su re  th a t  o rg an isa tio n s p ro te c t th eir critical 

fu n ctio n s in an  em ergen cy . Planners should  b e  aw are 

th a t th e  HAC m ay itself b e  su b je c t to  th e  initial or 

su b se q u e n t em ergen cy . It is im p ortan t th a t  e ffectiv e  

and te s te d  b u sin ess continu ity  p lanning is in p lace fo r 

th e  HAC and th a t  th e  plan is resilient an d  a d a p ta b le  to  

ch an g in g  c ircu m stan ces and pressures.

” The benefits and implications of community involvement in emergency response are explored in Literature and Best Practice Review and 
Assessment: Identifying People's Needs in Major Emergencies and Best Practice in Humanitarian Response, Dr Anne Eyre -  available at 
www.ukresilience.info.
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Chapter 6

The resp onse phase

Summary
This ch a p te r  covers: .

• T h e role o f  th e  S tra te g ic  C oord in atin g  G roup (SC G ) in initiating th e  resp on se (p aragrap h s 6 .1 -6 .3 )

• T he role o f  a HAC M a n a g e m e n t G roup (H A CM G) in o verseein g  th e  resp on se (p aragrap h s 6 .4 -6 .7 )

• T h e n eed  fo r  a C o m m u n ica tio n s S tra teg y  (p aragrap h  6 .8 )

• Particular roles an d  responsibilities involved in th e  running o f  th e  HAC (p aragrap h s 6 .9 - 6 .1 0 )

• T he n eed  fo r s ta ff briefin gs (p aragrap h  6 .1 1 )

• 'G roun d r u le s 'th a t  m ay b e  n ecessary  (p aragrap h  6 .1 2 )

• T h e n eed  to  plan fo r  th e  closure o f  th e  HAC (p aragrap h s 6 .1 3 - 6 .1 5 )
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Initiating the response
6 .1  In th e  ev en t o f  an  em ergen cy , a SCG will b e  

co n v en ed  a t  th e  earliest opportun ity  in ord er to  

estab lish  th e  stra te g ic  and policy fram ew o rk  fo r  th e  

re sp o n se  an d  recovery e ffo rt. Having con sid ered  th e  

p oten tia l sca le  o f  th e  em ergen cy , th e  SCG will m ak e a 

decision  o n  o p en in g  a HAC (in so m e  circu m stan ces 

th e  SC G  will task  a su b -g ro u p  a t  stra te g ic  level to  

advise it on  h um anitarian  assista n ce  in gen era l). In 

so m e  ca ses , th e  SC G  m ay d ecid e to  o p en  m o re  th an  

o n e  HAC.

6 .2  This d ecision  will d raw  heavily on  th e  view s o f  th e  

Local A uthority  w h ere  th e  HAC w ould b e  sited . W h ere  

a R egional Civil C o n tin g en c ie s  C o m m itte e  (RCCC ) has 

b e e n  established^^ th e  decision will generally  b e  tak en  

in co n su lta tio n  w ith  th a t Com m ittee.^® In e m erg en c ie s  

w ith o u t an  id entifiable sce n e , or w h ere  an  em erg en cy  

has occu rred  o v erseas th a t  has sign ifican t d o m estic  

im plications, local resp on d ers should d raw  selectively 

and pragm atically  o n  th is g u id an ce . O n ce  a decision 

has b e e n  m ad e to  o p en  a HAC th is sh ould  b e  k ep t 

un der regular review.

6 .3  W h e re  rest o r recep tio n  cen tre s  o r o th e r  facilities 

have b e e n  estab lish ed  to  m e e t so m e  o f th e  im m ed iate  

n eed s a fte r  an  em ergen cy , th e  SCG will n eed  to  

co n sid er th e  a rra n g em en ts  to  m ig rate  from  th e se  

tem p o rary  facilities to  th e  long er te rm  HAC so  th a t 

seam less  su p p o rt is provided fo r  th o se  a ffec ted .

6 .6  Using existing local plans, th e  HACM G m ust 

d ecid e on :

• th e  location  and form  o f any HAC

• its gen era l layout

• staffing

• th e  services to  b e  provided, w h o  is to  provide th em  

and h o w  co sts  are  to  b e  m e t

• h ow  to  im p lem en t th e  com m u n ication s strategy

6 .7  The HACM G should only o p en  th e  HAC w h en  it is 

ad eq u ate ly  sta ffed  an d  equ ip p ed  to  fulfil its 

d esig n ated  fu n ctio n s. Effective com m u n ication  w ith all 

th o se  w h o  m igh t w ish to  m ak e use o f  th e  HAC m ust 

b e  part o f  th e  initial stra tegy  to  avoid ch ao s and 

con fu sion  from  th e  o u tset.

Communications strategy
6 .8  A HAC is likely to  b e  o f  in ten se  in terest to  th e  

m edia. T h e  m edia will b e  useful in prom otin g th e  

ex isten ce  o f th e  HAC, especially to  th o s e  th a t m ay n o t 

have received inform ation  from  th e  Casualty Bureau, 

th e  helpline, rest or recep tion  cen tre s  or local 

hospitals. It is p aram o u n t th a t  th e  privacy o f 

individuals using th e  HAC and th e  sensitivities 

surrounding th e m  a re  resp ected . T he HAC 

C om m u n icatio n s Strategy, d eveloped in th e  planning 

p h ase (se e  C h a p te r 8 )  should  cover m edia relations in 

th e  a fterm a th  o f  an  em ergen cy, and should form  an 

integral p art o f  local resp ond ers' m edia and public 

co m m u n ica tio n s stra teg ies.^ '

M anagem ent of the HAC

6 .4  O n ce  th e  S tra te g ic  C o-ord in atin g  G roup has 

au th orised  o p en in g  th e  HAC, a H u m a n ita r ia n  

A s s is t a n c e  C e n t r e  M a n a g e m e n t  G r o u p  (H A CM G) 

will b e  estab lish ed  to  m a n a g e  it. Term s o f  re feren ce , 

including m em b ersh ip  o f  th is group, should  b e  pre

d esig n ated  during th e  planning s ta g e  as should th e  

chairp erson sh ip  o f  th e  group.^“

6 .5  T h e  H ACM G m u st d e term in e  w h ich  o f  th e  

fu n ctio n s an d  services identified  in C h ap te r 5  are 

ap p ro p riate  to  th e  particu lar dim en sion s o f  th e  

em erg en cy , an d  will a lso  b e  resp onsib le  fo r  prioritising 

a c ce ss  to  th e  HAC.

Some specific roles within a 
Humanitarian Assistance Centre

6 .9  T h e C hair o f  th e  HACMG will have overall 

responsibility fo r  adm in istration  o f  th e  HAC. However, 

each  org an isatio n  will have responsibility for 

m an ag in g , resourcing and providing 

adm in istrative/operation al and em otion al su p p ort fo r 

th eir te am s.

6 .1 0  Particular p osts th a t should b e  consid ered  

include:

• In it ia l r e c e p t io n :  norm ally sta ffed  by police and 

Local A uthority  personn el or o th e r  ap p rop riate  and 

trained  sta ff. This will record th e  details o f all th o se  

initially a tten d in g  th e  HAC. Each individual perm itted

®̂in Wales the Welsh Civil Contingency Committee.
“  For further information on RCCCs see Chapter 18, Emergency Preparedness. 
“  See Chapter 3 of this guidance for further information.
’ ’ See also Chapter 7 of Emergency Preparedness.
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a cce ss  will b e  issued w ith  an  identity pass (w hich 

should have b e e n  pre-d evelop ed ) th a t should be 

displayed a t  all tim es. This a lso  applies to  em erg en cy  

services p erson n el.

• Support teams: A fter initial re cep tio n , th o se  

a ffec ted  will n eed  guiding th ro u g h  th e  various 

services o ffered  by th e  HAC and th ey  will n eed  a 

lon g er-term  p oin t o f  c o n ta c t  fo r  fo llow -u p  su p p o rt -  

co re  te a m s  should  b e  se t  up o f  Local A uthority and 

o th e r  ap p ro p riate  s ta ff to  p erform  th is  fu n ctio n .

• S e c u r i ty ;  This will norm ally b e  carried o u t by police 

in th e  first in s tan ce  an d , su b je c t to  risk assessm en t, 

m ay b e  h and ed  over to  private security. T h ere m ust 

b e  clear, e ffectiv e  co m m u n ica tio n  b e tw ee n  security 

p erson n el and th e  initial recep tio n .

• H A C M G  S e c r e t a r ia t ;  This te a m  will b e  responsib le 

fo r  record in g m in u tes o f  m eetin g s, preparing 

briefing p ap ers fo r  th e  HACM G and assisting th e  

C h air in co -o rd in atin g  th e  various org an isation s 

w orkin g a t  th e  HAC. They will a lso  co -o rd in ate  th e  

lesson s identified rep o rt o f  th e  HAC.

• HAC D u ty  O ff ic e r :  It is re co m m en d ed  th e  HACMG 

con sid er ap p oin tin g  an  individual to  a c t  as th e  'D uty 

O ffice r ', during any period th e  HAC is o p en . This 

individual will b e  resp on sib le  fo r  th e  overall 

m a in te n a n ce  o f  security, g o o d  ord er and e ffic ien t 

running o f  th e  HAC, en suring th a t  all p erson n el are 

properly briefed  an d  su p p orted . This individual will 

a lso  b e  resp on sib le  fo r  en suring th a t any 'grou n d  

ru les' a re  ad h ered  to  and a c t  as th e  first p o in t o f 

c o n ta c t  in th e  ev en t o f  an  em ergen cy .

Sta ff Briefing

6 .1 1  It is vital th a t  all p erson n el w orkin g  a t  th e  HAC 

are  properly briefed  an d  trained  in te rm s o f  b o th  th eir 

sp ecific  role, th e  w id er role o f  th e  HAC and th e  

o rg an isa tio n s and facilities w ithin  it. P ersonnel should 

also  b e  briefed  w h en  co m m e n cin g  th eir duty w ith  th e  

la test situ ation  rep ort, u p d ated  inform ation  an d  any 

o th e r  re levan t m atters . This is a ta s k  th a t  m ay b e  

p erform ed  by th e  Duty O fficer (se e  above). 

N otice/p oster b oard s to  provide inform ation  u p d ates 

m ig h t prove useful.

Ground Rules
6 .1 2  Prior to  o p en in g  th e  HAC, th e  HACM G should 

con sid er draw ing up 'grou n d  ru les' in re sp ect o f  th e

use o f  th e  HAC, by sta ff an d  visitors. For exam p le, in 

ord er to  m aintain  th e  dignity and integrity o f  th e  HAC 

and sh o w  th e  n ecessary  re sp ect and privacy to  th o se  

a tten d in g , it m ay b e  n ecessary  to  prohibit s ta ff from  

using m obile p h o n e s th ro u g h o u t th e  HAC and 

m aintain  facilities primarily fo r th e  use o f  visitors e .g . 

ca terin g  and in tern et term inals. In addition, it m ay be 

ap p rop riate  to  a cco m m o d a te  sm okers in a w ay th a t 

d o e sn 't im p act o n  o th e r  users and sta ff and 

co n trav en e  h ealth  and sa fe ty  legislation . It is also  

im p ortan t th a t  s ta ff have th eir ow n  facilities, sep arate  

from  th e  public areas, w h ere  th ey  can  bo th  relax and 

co n d u ct private w o rk  related  business.

Closure of a Humanitarian 
Assistance Centre
6 .1 3  T h e d ecision  to  o p en  and keep  o p en  a HAC m ust 

b e  su b je c t t o  regular review. T he Recovery W orking 

G roup (RWG)^2 should ta k e  th e  d ecision  o n  closure 

and fu tu re service provision based  upon th e  advice o f 

th e  HACM G Chair. If th e  RW G h as already b e e n  stood  

d ow n, th e  HAC M a n a g e m e n t G roup w ould ta k e  th e  

d ecision  con su ltin g  p artn ers th ro u g h  th e  LRF. 

C on sid eration  should  include an  a ssessm e n t o f  its 

e ffectiv en ess ag a in st its original o b je ctiv es  th ro u g h  a 

lesson s identified exercise.

6 .1 4  Local A u th orities m u st con sid er w h a t resources 

th ey  can  m ak e available in th e  longer-term  recovery 

period to  fac ilita te  additional fo llow -u p  su p p ort (help 

lines, su p p ort grou p s e tc) and to  co n trib u te  to  

m em orials an d  anniversaries. T he possibility o f  a 

p h ased  closure o r m oving th e  location  in d u e cou rse 

to  sm aller prem ises should b e  con sid ered . T he n atu re 

and c ircu m stan ces o f  an  individual e m erg en cy  should 

d eterm in e  w h e th e r  th e se  are  ap p rop riate  m easu res.

6 .1 5  It is im p ortan t to  involve all p artn ers in plans fo r 

closu re . A s th e  HAC closes, it is likely th a t  th e  personal 

details o f  th e  p eo p le  a ffec ted  will n eed  to  b e  passed 

to  a su ccesso r su p p ort service a t  local, regional or 

n ation al level (se e  C h ap ter 9  fo r  advice on  h ow  such 

d ata  can  b e  shared  legally). M any o th e r  decisions will 

also  have to  b e  m ad e, such  as ag re e m e n ts  a b o u t 

o n g o in g  service provisions and th e  fu tu re use o f  any 

fu rn itu re -  ideally this should b e  stored , o r p u t to  use 

w ithin  th e  com m unity.

If a RWG is established it should operate as a sub-group of the SCG and may continue to operate once an SCG has been stood down, it will 
form the focus for integrating initiation and planning on recovery, while ensuring the coherence of response and recovery work. See Chapter 4  of 
Emergency Response and Recovery.
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Chapter 7

C onsidering th e  n eed s o f  
d ifferen t com m u nities

Summary
This ch a p te r  covers; . : f '

• T h e n eed  fo r  com m u n ity  im p act assessm e n ts  (p aragrap h s 7 .1 -7 .3 )

• T h e im p o rtan ce  o f  m aintain in g g o o d  com m u n ity  relations and th e  n eed  fo r  sensitivity in th e  services 

provided a t  a HAC (p aragrap h s 7 .4 -7 .9 )

• T h e role o f  Police C om m u n ity  Involvem ent Team s (paragrap h  7 .1 0 )

• S o u rces o f fu rth er g u id an ce  on  com m u n ity  co h esion  (p aragrap h  7 .1 1 )
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7 .1  It m ust b e  recog n ised  from  th e  o u tse t o f  an  

em erg en cy  th a t co m m u n ities m ay b e  a ffe c te d  in 

d ifferen t w ays. For ex am p le , w h ere  th o s e  a ffe c te d  are 

p red om inan tly  from  o n e  com m u n ity  th e re  m ay b e  

h eig h ten ed  fear, a n g e r  and th e  n eed  fo r  ta rg e te d  

sup port.

7 .2  A 'co m m u n ity  im p act a sse ssm e n t' is an  im portan t 

e le m e n t in b o th  en su ring  th e  m o st e ffectiv e  and 

ap p rop riate  resp o n se  to  th o s e  a ffe c te d  by th e  

e m erg en cy  an d  in retain ing th e  tru st and co n fid en ce  

o f  th e  w id er com m u nity .

7 .3  W h ere  th e  c ircu m stan ces are  su b je c t to  a crim inal 

investigation  th e  p o lice  will lead in developin g th e  

a ssessm e n t. For o th e r  ty p es o f  e m erg en c ie s  it m ay be 

m o re  ap p rop riate  fo r  th e  a ssessm e n t to  b e  led by th e  

relevan t Local A u thority  or agency.

7 .4  Any em erg en cy  occu rrin g in th e  United Kingdom  

is likely to  involve a d iverse com m u n ity  w ith  d ifferent 

n eed s b ased  upon a w id e ran ge o f  factors.^^ Local 

resp ond ers will b e  b e s t p laced  to  identify th e  n eed s o f 

th o se  a ffe c te d  tak in g  into  a c co u n t cultural fac to rs , 

such as lan g u ag e , fa ith  and b elief, and  o th e r  n eed s. 

S o m e  sec tio n s o f  th e  fa ith  com m u n ities alread y have 

estab lish ed  em e rg e n cy  plans, and it is im p ortan t th a t 

as fa r  as possib le, th eir  sp ecific  requ irem en ts are 

in teg rated  in to  th e  co n tin g en cy  p lanning infrastructu re 

and a rran g em en ts .

7 .5  H um anitarian A ssistan ce C en tre  planning 

a rra n g em en ts  sh ould  re flect th e  religious and cultural 

n eed s o f  bereav ed  families.^"'

7 .7  O n ce  com m u n ity  im pacts are estab lish ed , this will 

n eed  to  b e  fo llow ed  by identifying o p tio n s fo r 

add ressing ea ch  o f  th e  im pacts (a lth ou gh  th o se  th a t 

a re  ju d g ed  unlikely or m inim al m ay n o t n eed  to  be 

consid ered  in g rea t detail).

7 .8  C o n se q u e n ce s  th a t are ju d g ed  m ore likely and 

have p oten tia l fo r  severe im p act should  b e  carefully 

consid ered . T h o se in overall co m m an d  o f th e  

m a n a g e m e n t o f  th e  em erg en cy  will th en  have to  

d e term in e  th e  stra teg y  fo r m an ag in g  th e se  asp ects.

7 .9  The com m u nity  im pact assessm en t process should 

b e  iterative. The e ffe c t o f  m easu res intended to  reduce 

or rem ove negative com m unity im p act should be 

constantly  m onitored . In addition, o th er ch an g es to  th e  

operatin g environm ent should b e  fe d  into th e  

assessm en t process so th a t op tion s fo r im pact 

m an ag em en t are updated. There will b e  significant 

d ates and ev en ts th a t will also  form  a natural occasion  

fo r revising an  assessm en t, for exam p le th e  return o f 

bodies, funerals, anniversaries, e tc .

7 .1 0  Police com m u n ity  involvem ent b ran ch e s will be 

ab le  to  advise and assist w ith  com piling com m u nity  

im p act a ssessm e n ts . ACPO's N ational C om m unity  

Tension Team  also  has ex p erien ce  o f  com p letin g  

com m u n ity  im p act a ssessm en ts an d  can  provide 

advice an d  g u id an ce .

7 .1 1  Latest g u id an ce  o n  com m u n ity  co h esion  can  b e  

fou n d  in th e  H om e O ffice 's d o cu m e n t C om m unity  

C o h esio n : SEVEN STEPS A P ractitioners Toolkit^^ or th e  

LGA's C om m u n ity  C o h esio n : An A ction  Guide.^^

7 .6  C om m u n ities can  b e  identified in m any w ays -  

geograph y, sh ared  la n g u a g e , sh ared  cultu re, shared  

identity, e tc . It will b e  n ecessary  to  an aly se th e  n atu re 

o f  p ossib le im pacts:

• H ow  m igh t th e  e v en t a ffe c t  particu lar co m m u n ities?

• H ow  sev ere will th a t  im p act b e ?

• H ow  likely is th e  im p act to  h ap p en ?

“  A model of phased provision, detailed assessment of peopled behaviours and needs during and after emergencies, and best practice in 
humanitarian support is contained in Literature and Best Practice Review and Assessment; identifying People's Needs in Major Emergencies and 
Best Practice in Humanitarian Response, Dr Anne Eyre -  available at www.ukresilience.info.

Further guidance on individual religious requirements is available in the Home Office document The Needs of Faith Communities in Major 
Emergencies: Some Guidelines (2005) -  available at www.ukresilience.info.

Community Cohesion: SEVEN STEPS A Practitioner's Toolkit (Home Office, 2005) http://raceandfaith.communities.gov.uk/ 
raceandfaith/reports_pubs/publications/race_faith/comcoh_7steps.pdf
“ Community Cohesion: An Action Guide (LGA, 2004) http://raceandfaith.communities.gov.uk/raceandfaith/reports_pubs/publications/
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Chapter 8

Publicity and C om m unications

Summary
This ch a p te r  lo o k s a t  a n u m b er o f  a sp e cts  to  co m m u n icatio n s arou nd  a HAC, and in particular o ffers 

advice o n : , T   ̂ ^

• T he ro le o f  press o fficers w ithin  a HAC (p aragrap h s 8 .1 -8 ,3 )

• M an ag in g  o n -site  p ress in terest (p aragrap h s 8 .4 - 8 .5 )

• N am ing an d  publicising th e  HAC (paragrap h  8 .6 )

• Key M essa g es  fo r  a HAC (p aragrap h s 8 .7 -8 .8 )

• Types o f  C o m m u n icatio n  Delivery (p aragrap h s 8 .9 - 8 .1 8 )

• Su p p ortin g and p ro tectin g  th o s e  a ffe c te d  (p aragrap h s 8 .1 9 - 8 .2 1 )
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8 .1  A g e n cies  n eed  to  w o rk  w ell to g e th e r  to  co lle ct 

an d  sh are p ersonal d a ta , en ab lin g  a HAC to  b e  

proactiv e in reach in g  o u t to  th o s e  w h o  have b een  

a ffe c te d  by th e  em ergen cy , and fo r  w h o m  services a t  a 

HAC m ig h t b e  h elpfu l. How ever, e m e rg e n cy  situ ation s 

p o se  ch a llen g e s  to  co m m u n ica tio n s, and it is th e re fo re  

vital th a t a ro b u st publicity plan a cco m p a n ies  a HAC.

8 .2  In ord er to  raise th e  profile o f  a HAC a m o n g st th e  

g en era l public, w h o  m ay include a ffe c te d  individuals 

w h o  are  n o t  aw are  o f  its e x isten ce , press officers 

should  w o rk  w ith th e  m ed ia , explaining to  th e m  th e  

p u rp ose o f  th e  HAC, o fferin g  in terview s w ith  key 

figu res an d /o r allow in g extern al sh o ts  o f  th e  HAC to  

b e  b ro a d ca st as ap p rop riate . Inviting publicity brings 

w ith  it m an y b en efits , b u t a lso  so m e  risks, an d  local 

resp o n d ers should b ea r in m ind th a t  HAC press 

o fficers have th re e  key roles:

-  to  pu blicise th e  HAC;

-  to  m a n a g e  press in terest o n  site;

-  to  m aintain  security  and confid en tiality  fo r  th o se  

using th e  facility.

8 .3  There is likely to  b e  sign ifican t m edia in terest in a 

HAC -  b o th  on  and o ff-s ite . This in terest will a lm o st 

certain ly  b e  from  n ational an d  local m ed ia , an d  will 

p robab ly  involve fo re ig n  n ew s a g e n c ie s  if th e  

e m e rg e n cy  is o f  su ffic ien t sca le  o r im p act or involves 

n atio n als from  overseas. It is n o t ap p rop riate  to  ex p e ct 

e m e rg e n cy  services s ta ff  m em b ers  o r o th e r  n on -m ed ia  

tra in ed  a g e n cy  p erson n el to  m a n a g e  m edia 

ex p ecta tio n  o n site , a s  w ell as u n d ertak ing th eir ow n  

responsibilities, so  it is sen sib le  to  plan fo r  a 

d e sig n ated  o n site  press o fficer from  th e  lead a g e n cy  

to  b e  p re sen t a t  all tim es, w ith  a rota  o f  su p p ort from  

o th e r  p artn er a g e n cy  press o fficers.

Initial Set-Up and Plan
8 .4  T he o n site  press o fficer m u st en su re  th ey  are 

aw are  o f  th e  follow ing b e fo re  th e  HAC op en s:

• Layout an d  design o f site

• W h a t is available to  visitorsA vhat th e y  m u st bring 

w ith  th em

• Estim ated  tim e o f  com p letion /barriers th a t m ay 

preven t this

• C lea ra n ce  criteria a m o n g st p artn ers fo r  press 

re leases -  su g g ested  p ro cess is an  em ail to  all lead 

press o fficers w ith  clear tu rn arou n d  tim e fram e

• A g en d a inclusion and daily m eetin g  rep resentation

• D esign ated  p artn er press o fficer m eetin g  tim es

• D esign ated  sp ok esp erson /s

• Possible VIPs to  b e  fig u reh ead s

It is a lso  re co m m en d ed  th a t  th e  o n -site  press officer 

en su res th a t:

• Pooled UK m edia facility a rra n g em en ts  a re  in p lace -  

previous ex p erien ce  has sh ow n  th e s e  to  b e  essential

• A m ed ia  pen  is s e t  up fo r  th e  press -  th is m ust be 

close  to  th e  HAC and easily  fac ilita ted  b o th  in te rm s 

o f  security  and p rotection  from  natural e lem en ts  e .g . 

w e a th e r

8 .5  It is re co m m en d ed  th a t 'M ed ia  Issues' is a 

stand ard  ag e n d a  item  a t  HAC M G  m eetin g s and th a t 

th e  o n -site  press o fficer o r a n o m in ated  deputy 

a tte n d s  all m eetin g s. It is a lso  re co m m en d ed  th a t 

d esig n ated  p artn er press o fficers m e e t regularly a t  se t 

m eetin g  tim es.

HISTORICAL EXAMPLE; The 7th July Assistance Centre -  naming a HAC

T h e London A ssistan ce C en tre , estab lish ed  tw o  days a fte r  th e  b o m b in g s in 2 0 0 5 ,  w a s  n am ed  and 

publicised a s  th e  'Fam ily' A ssistan ce  C en tre . U nfortunately , th a t gav e th e  m isleading im pression to  so m e 

survivors th a t  it w a s n o t ap p rop riate  to  m e e t th eir  n eed s.

A lth ou g h  proactiv e publicity w a s em ployed  to  raise its profile, 'Fam ily A ssistance C e n tre ' is n o t a w idely 

re co g n ised  bran d , an d  so  did n o t quickly register w ith  p eo p le  search in g  fo r  sup port and help. Five w e ek s 

later, it w a s re -n am ed  th e  7 th  July A ssistan ce C en tre . It n o w  a c ts  as a sign -p osting  service, and provides 

an d  fac ilita tes a ra n g e  o f  p sy ch o-social su p p ort services. For fu rth er in form ation , g o  to  

w w w .7 Ju ly a ssista n ce .o rg .u k .
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The importance of the Centre's name
8 .6  T he g en eric  te rm  'H A C' should b e  used in th e  

plan nin g p h ase , b u t th e  n a m e fo r  an y  individual cen tre  

will n eed  to  b e  m ad e sp ecific  to  th e  e m erg en cy  in 

qu estio n . T he m u lti-ag en cy  HACMG^’  n eed s to  ta k e  a 

view  o n  w h a t th e  HAC should b e  called  in th e  

a fte rm a th  o f  an  em ergen cy . It n eed s to  b e  clearly 

linked to  th e  em ergen cy , so  th a t  in form ation  a b o u t it 

can  b e  easily fo u n d  by a n y o n e looking on  th e  in tern et, 

using d irectory en qu iries an d  so  o n . It m u st a lso  b e  

inclusive o f  all ta r g e t user grou p s (for in stan ce  

survivors as well as fam ilies).

Key Communications Priorities
8 .7  C o m m u n ica tio n s should  fo cu s on  co re  m essag es  

as fo llow s:

T h e r e  is  h e lp  a v a i la b le  f o r  a ll  t h o s e  a f f e c t e d

-  w h o  are  w e ?

-  w h a t is it fo r?

C o n ta c t  u s : c a ll,  v is i t  t h e  w e b s i t e  o r  c o m e  a n d  

s p e a k  t o  s o m e o n e  -  2 4 h r s .

-  location

-  travel in form ation

-  w h a t services a re  available?

-  w h a t should  visitors bring w ith  th e m ?

8 .8  T he m essag in g  should  n o t b e  only a b o u t a HAC 

b u t a b o u t a relief o p e ra tio n . S o  if te le p h o n e  helplines 

have b e e n  s e t  up th e y  should b e  clearly p ro m o ted  -  

esp ecially  if th e  location  o f  th e  HAC has ch a n g e d  or is 

likely to  ch a n g e .

Communication Delivery
8 .9  T here are  th re e  ty p es o f  co m m u n icatio n  delivery to  

consid er:

A. Basic provision o f  in form ation  a b o u t th e  HAC

B. W ider, proactiv e publicity fo r  th e  HAC

C . Public co n fid en ce  m a n a g e m e n t

8 . 1 0  W h ere  possib le, pre-prepared  e le m e n ts  should  be 

in p lace in ord er to  en su re  m inim um  delays to  th e  

co m m u n ica tio n s delivery. T h ese  m ig h t include:

• a g reem en ts  on  a proced ure to  arran g e g o v ern m en t 

public service broad casts  o n  radio and TV

• a skeleton  w e b site  structu re, ready to  b e  popu lated  

w ith c o n te n t

• a visual identity fo r  th e  o p era tio n , to  b e  carried 

across all co m m u n icatio n s m aterials

• ag re e m e n ts  w ith  m ajor UK m edia advertising 

providers an d  tran sp o rt providers fo r  e ith er fre e  or 

paid -for o u td o o r advertising

• a g reem en t on  a publicity b u d g et to  p rom ote th e  HAC

A. P ro v id in g  b a s ic  in fo rm a tio n

• W h a t th e  HAC and o th e r  provisions (e .g . support 

line) is fo r

• W h ere  it is

• W hy it exists

• How  it will b e  run

• W h o should visit th e  HAC

• W h a t visitors should bring w ith th em

This can  b e  provided in a n u m b er o f  w ays:

• Press re leases

• O n site/o ffsite  interview s

• R egular m edia briefings a t  s e t tim es o f  th e  day - 

essen tia l. C are should b e  tak en  to  avoid 

p rogram m in g th e se  briefings a t  th e  sa m e tim e as 

SC G  and HACM G m eetin g s.

• Tour o f  s ite  prior to  op en in g  (no m edia should b e  

allow ed in w h ile visitors a re  in a tten d a n ce)

• W eb sites

• Included as a sm aller m e ssa g e  as p art o f  a w id er 

com m u n ication

• W ithin th e  publicity co m p o n en t o f  com m u n ication

B. W ider, p ro a ctiv e  p u b lic ity  ca m p a ig n s

8 .1 1  Proactive publicity is cen tral to  th e  HAC's ability 

to  fulfil its role, and th ere fo re  is o n e  o f  th e  m ost 

im p ortan t a sp e cts  o f  e m erg en cy  planning. E xperience 

h as sh ow n  th a t th e  m edia is likely to  fo cu s  on  th e  

m ore d ram atic  a sp e cts  o f  an  assistan ce  o p eratio n  and 

ca n n o t b e  relied upon as th e  so le  m ean s o f  publicising 

th e  HAC and its w ork. T he lead a g e n cy  should fu nd 

publicity fo r  th e  HAC. H ow  th ey  intend to  fu nd this 

essentia l e le m e n t o f  com m u n ication  is an  issue th a t 

m ust b e  ad d ressed  as part o f  th eir e m erg en cy  plan.

^The HACMG is described in Chapter 3.
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8 .1 2  Inform ation  can  b e  provided in a n u m b er o f  

w ays. E lem en ts o f  proactive co m m u n ica tio n , including 

publicity m aterials an d  so m e  Indicative tim ings, are 

outlin ed  below ;

• P h o n e  l in e  (as so o n  as p ossib le -  in con su lta tion  

w ith  police)^®

• A d v e r t is in g  in  k e y  m e d ia  (day o f  HAC o p en in g ) -  

a visual identity fo r  all m aterials (advertorial/ 

ed itorial) should  b e  d eveloped  as p art o f  th is plan.

• O n -S t r e e t  s ig n a g e  (day o f  HAC o p en in g) -  

directing p eo p le  to  th e  site

• W e b s i t e  (day 2 ) -  a sk e leto n  stru ctu re should b e  

prepared  in ad v an ce

• P u b lic  s e r v ic e  a n n o u n c e m e n t s  (day 1 o r 2) -  

d e p e n d e n t on  th e  sca le  an d  reach  o f  th e  d isaster th e  

o p era tio n  m ay w ish to  m ak e public service 

a n n o u n ce m e n ts  o n  TV/ Local and N ational Radio -  

th e s e  m u st b e  p re -n eg o tia ted  by central 

G o v ern m en t.

• W e b  b a n n e r s  (day 3) -  s e n t o u t to  all key a g e n c ie s  

and on lin e m edia to  pu blicise th e  o p eratio n  and link 

into th e  site

• A d v e r t is in g  c a m p a ig n  (w eek  2 , o n e -m o n th , th re e  

m o n th , six m o n th , 1 year anniversaries) -  unless pre

n e g o tia te d  w ith  tran sp o rt/o u td o o r advertising 

co m p an ies, a b u d g e t will n eed  to  b e  available fo r 

p aid -for a m b ie n t advertising

• F ly e rs  -  advertising th e  te le p h o n e  line and w e b site

• L e a f le t s  -  fo r  use a t  th e  HAC and sup portin g th e  

co re  c o n te n t o f  th e  w e b site

• P re s s  r e le a s e s

• In t e r v ie w s  -  o n s ite / o ffsite

• R e g u la r  m e d ia  b r ie f in g s  -  a t  s e t  tim es o f  th e  day 

(essential)

• T o u r o f  s i t e  -  p r io r  to  o p en in g  (n o  m edia should be 

allow ed  in w hile visitors a re  in a tten d a n ce)

8 .1 3  All publicity m aterials should briefly cover th e  

inform ation provision com m u nication  detailed previously. 

W h ere  possible, th e  ty p eface and branding should be 

prepared in ad v an ce o f  an  em ergency, w ith sp ace  for 

th e  inform ation th a t will definitely b e  provided. This will 

save on  lost tim e in design and scope.

8 .1 4  E m erg en cy  p lan ners m u st con sid er w h ere  th ey  

w ou ld  n eed  to  p lace  such  s ig n a g e  an d  th u s th e  

n u m b er o f  item s required , as p art o f  th eir plan.

C. P u b lic  co n fid e n ce  m a n a g e m e n t

8 .1 5  'S u ccess ' o f  th e  lead /p artn er a g e n c ies  should n o t 

b e  included in th e  proactive m essa g es . This w ould b e  

disrespectful to  th o se  w h o  are  exp erien cin g trau m a as 

a result o f  th e  em ergen cy. And a t  th e  first s ta g es  o f  an  

em erg en cy  resp on se, it is difficu lt to  ju d g e  w h a t (if 

any) n eg ativ e  m edia fo cu s m ig h t follow .

8 .1 6  T he HAC is vu lnerable to  various, fou n d ed  and 

u n fou n d ed , n eg ativ e m edia reportin g. It is essential 

th a t an  o n site  press officer, closely  co -ord inatin g  w ith 

o th e r  lead a g e n cy  press o ff ice s  including th e  NCC if 

established,^® is th ere  to  resp on d  to  m edia reporting.

Communication in relation to the 
wider emergency
8 .1 7  All p artn er a g e n c ies  are rem inded to ;

• Clarify w h a t e a ch  agen cy 's role is

• Only c o m m e n t o n  th eir sp ecific  a rea  o f  exp ertise  and 

inform  o th ers  o f  th eir lines

• N ot co m m e n t o n  th e  w id er e m erg en cy  w h ere  th is is 

ou tsid e o f  th eir  rem it

• G ain  approval fo r  th e  re le ase  o f  n ew  inform ation  

w ith  th e  SCG

• Retain  confid entiality  o f  th o s e  w h o  have a tten d ed  

th e  HAC

8 .1 8  T he delivery o f  th e  HAC C om m u n ication s 

S tra te g y  in th e  resp on se an d  recovery p h ase should 

form  an  integral part o f  local resp ond ers' w id er m edia 

an d  public co m m u n icatio n s w ork.

Supporting those affected

8 .1 9  A s outlin ed  ab o v e , o n e  o f  th e  key aim s fo r  press 

o fficers, a s  w ell as security, p olice an d  recep tion  sta ff, 

is to  p ro te c t th o se  w h o  have b e e n  a ffe c te d  by an 

e m erg en cy  from  un w an ted  m edia a tten tio n . W h ilst fo r 

so m e p eo p le  th e  m edia ca n  re p resen t a pow erfu l and 

positive in flu en ce -  helping th e m  to  acce ss  

in form ation , search  fo r a m issing p erson , or 

h eig h ten in g  th eir issue -  fo r  o th ers , handling m edia 

in terest proves a very difficu lt task  in an  already 

stressful situ ation .

Further advice on telephone help lines and websites is contained in Chapter 5 of this document.
® In the event of an emergency, the NCC may be established by the Cabinet Office Communications Group. The NCC supports the Lead 
Government Department in their communications management of the overall incident.
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8 .2 0  It is local resp o n d ers ' role to  su p p ort th o se  

a ffe c te d  in th is resp ect. This is likely to  include 

m an ag in g  m edia 's o n -s ite  p re sen ce ; providing p eo p le  

w ith  th e  inform ation  th ey  n eed  to  m a k e  th eir  ow n 

ch o ices ; an d  sup portin g p eo p le  in resp o n se  to  sp ecific  

m ed ia  en q u iries ."“

8 .2 1  A t A n n ex B is a  te m p la te  lea fle t en titled  'D ealing 

w ith  th e  M ed ia ' -  prod uced by th e  D CM S an d  th e  

Press C om p lain ts C om m ission  (PCC) -  w hich  press 

o fficers an d  o th ers  can  a lter to  fit local resp o n se  plans. 

C o n ta c ts  fo r  th e  PCC, w h o  can  o ffe r  g en era l and 

individual advice a b o u t h o w  to  m a n a g e  m edia 

in terest, a re  co n ta in ed  in th e  leaflet. T he PCC can  also  

sen d  o u t c o n ta c t  cards to  h and o u t o n  site.

“Chaper 7 of 'Emergency Preparedness' contains further advice.
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Chapter 9

D ata co llection  and sharing o f  
co n ta ct d eta ils

Summary
This ch a p ter exp lains: , :

• W h y th e re  is a n eed  fo r  a fo cu s  o n  d ata  (p aragrap h s 9 .1 - 9 .2 )

• H ow  to  m a k e  sure p erson al in form ation  is co llected  and stored  in a co n sisten t fash io n  (paragrap h 9 .3 )

• H ow  local resp o n d ers can  sh are p eop le 's c o n ta c t  details to  en su re  th o s e  a ffe c te d  are m ad e aw are o f  

available su p p o rt services (p aragrap h s 9 .4 - 9 .S )
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9 .1  The co llection  and sharing o f  data a b o u t individuals 

a m o n g  su p p o rt a g e n c ie s  -  in th e  form  o f c o n ta c t 

details -  is vital to  th e  provision o f  com p reh en sive 

su p p o rt fo r  th o se  a ffe c te d . A HAC n eed s to  b e  ab le  to  

c o n ta c t  all th o se  w h o  m ig h t w a n t to  use its services. 

A nd it n eed s to  b e  ab le  to  pass th a t  inform ation  on  to  

o th er , lon g er-term  su p p o rt a g e n c ie s . All a g e n c ie s  

involved in p lan nin g should  estab lish  co n sis te n t 

p ro cesses  to  en su re th a t  th e  disclosure or e x c h a n g e  o f 

p erson al in form ation  is m a n a g ed  effectiv ely  and 

appropriately .

9 . 2  T h ere is ev id en ce o f  m isinterp retation  an d  over

zealous application o f  d ata  protection  legislation in p ast 

em erg en cies and o th er real-w orld ev en ts.'" T he C abin et 

O ffice, to g e th e r  w ith  th e  D ep artm ent fo r C onstitutional 

A ffairs and th e  Inform ation  C om m ission er's O ffice , are 

d evelopin g sp ecific  g u id an ce  fo r  C a teg o ry  1 and 2 

resp on d ers and th e  voluntary se c to r  o n  th e  legal 

fram e w o rk  fo r  e ffec tiv e  d ata  p ro tection  and sh arin g. 

This is d u e fo r  pu blication  in late 2 0 0 6 .  In th e  

m ea n tim e , th is  g u id an ce  sum m arises so m e  points o f 

sp ecific  re levan ce fo r  HAC plan nin g. T hey should b e  

read in co n ju n ctio n  w ith  th e  w ealth  o f  ex ta n t 

g u id an ce  on  d ata  p ro tectio n  legislation.''^

Data Collection
9 .3  C o n ta c t  details o f  th o s e  a ffe c te d  should b e  

co lle cted  in a co n sis te n t fash io n , so  th a t  it can  be 

easily assim ilated in to  a single record. In th e  

im m ed iate  a fterm a th  o f  an  em ergen cy , d ata  co llection  

will o fte n  b e  carried o u t by th e  police, b u t as tim e 

g o e s  o n  o th e r  o rg an isa tio n s are  likely to  co lle ct data 

sep arately . It is reco m m en d ed  th a t:

• T he SC G  fo r  any e m erg en cy  a p p o in t an  overall 

In f o r m a t io n  C o -o r d in a to r  to  en su re a co n sisten t 

ap p roach  and to  advise th e  SC G  on  inform ation  

issues. T h e  n a tu re  o f  th e  e m erg en cy  will in flu en ce 

from  w hich  o rg an isa tio n  th is individual will o rig in ate  

-  in th e  ev en t o f  an y  e m erg en cy  su b je c t to  crim inal 

investigation  it is likely to  b e  a p olice fu n ctio n .

• In add ition , e a ch  org an isatio n  involved in a resp on se 

should  a p p o in t th eir  ow n  In f o r m a t io n  C o n tro lle rs^

to  help  facilita te  d ata  sharing and co llection . The 

Inform ation  C on troller should b e  trained  in d ata  

p ro tection  issues so  th a t p ast m isinterpretations o f 

th e  legislation  a re  m inim ised.

Sharing of personal data
9 .4  T he fo rth co m in g  C ab in et O ffice gu id an ce on  data 

p ro tection  and sharing fo r C ateg o ry  1, 2  and o th er 

resp ond ers provides detailed inform ation  on  w h ere  it 

is ap p rop riate to  sh are personal d ata . T h e  follow ing 

points should b e  n oted :

• T he key law  th a t  gov ern s th e  use o f  personal d ata  is 

th e  D ata P rotection  A ct 1 9 9 8 .  T he A ct itself d oes 

n o t e m p o w er th e  sharing o f  d ata , n or d o es it 

p reven t leg itim ate sharing; it puts in p lace a 

fram ew o rk  w ithin w hich any sharing should tak e  

p lace

• C lear legal p ow er to  sh are inform ation  is fou nd  in 

seco n d ary  legislation m ad e under th e  Civil 

C o n tin g en cie s  A ct 2 0 0 4

• Local and regional respond ers n eed  to  b a la n ce  th e  

p otentia l d a m a g e  to  th e  individual (and w h ere  

ap p rop riate  th e  public in terest) in keep in g  th e  

inform ation  confid en tial ag a in st th e  public in terest in 

sharing th e  inform ation  as p art o f  th e  resp on se to  

an  e m erg en cy  (including th e  hum anitarian  resp on se)

• U nder th e  D ata P rotection  A ct 1 9 9 8 ,  co n se n t o f  th e  

d ata  su b je c t is n o t alw ays a n ecessary  precond ition  

fo r lawful d ata  sharing

• If personal d ata  is co llected  by o n e  org an isation  fo r a 

particular pu rpose, it d o es n o t m ean  th a t it can  only 

b e  used by a n o th e r  org an isation  if th e  p u rp ose is 

th e  sa m e. T he legal requ irem en t is to  en su re th a t 

th e  n e w  p u rp ose is n o t incom p atib le w ith th e  

original p u rp ose

9 .5  C o n ta c t details should b e  shared  w h ere  

ap p rop riate b e tw ee n  a g e n c ies  w h o se  aim  is to  provide 

inform ation , assistan ce  or advice to  th o se  w h o  have 

b e e n  a ffe c te d . Sh arin g c o n ta c t details allow s a g e n c ies  

to  proactively reach  p eo p le  w h o  m ay w e lco m e help, 

and allow s th e  individual to  c h o o se  w h e th e r  or n o t to  

ta k e  up o ffers  o f  assistan ce.

For example, data protection and sharing problems were identified in the National Audit Office (NAO) review of the response to the Indian 
Tsunami 2004, by the Bichard Inquiry into the Soham murders, and into the emergency response to the 7 July 2005 attacks.

See the Department of Constitutional Affairs' website: ww.dca.gov.uk for the key principles of the Data Protection Act 1998 and examples of 
information-sharing protocols and agreements. See also the Information Commissioner^ Office website www.ico.gov.uk.
‘3 The term 'Information Controller' here refers to a person within an organisation who is trained in data protection and can oversee information 
sharing. This term should not be confused with 'Data Controller', a term defined in the Data Protection Act 1998 to describe any person or 
organisation which is responsible for the processing of personal data.
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9 .6  In an  em erg en cy , Local A u th orities an d  local Police 

n eed  to  w o rk  to g e th e r  th ro u g h  th e  HAC and its 

Inform ation  C o -o rd in ato r to  en su re p rom p t m ulti

a g e n cy  in form ation  sh arin g o n  th is  basis.

Personal/sensitive information

9 .7  W h ile  it can  b e  very im p o rtan t to  sh are basic 

c o n ta c t  d e ta ils  b e tw e e n  respond ing a g e n c ies , th e re  

are  se p a ra te  issues relating to  th e  sh arin g o f  m ore 

p ersonal an d /o r sen sitiv e in form ation  a b o u t particular 

individuals' c ircu m stan ces'” .

9 .8  It is im p ortan t, w h en  dealin g w ith  inform ation  o f 

th a t  so rt, th a t resp o n d ers strike a b a la n ce  b e tw ee n  

en ab lin g  a c ce ss  to  su p p o rt a g e n c ie s  and preventing 

any u n d u e intrusion o r tran sg ressio n  o f  privacy or 

dignity.

“Schedule 3 of the Data Protection Act 1998 details the condition(s) that apply to the collection/sharing of sensitive personal data
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C hapter 10
The organ isa tion s involved  in 
hum anitarian  assistance

Summary
This ch a p te r  exp lains:  ̂  ̂ ^

• W h ich  o rg an isa tio n s are  likely to  b e  involved in providing hum anitarian  assistan ce  and m ay b e  based

a t a  HAC - , -  ^

• W h y A dult and C hild rens' Social C are d e p a rtm e n ts  a re  well p laced  to  lead th e  hum anitarian  resp on se to  

an  em erg en cy

• T h e p oten tia l roles o f  th e  E m ergen cy Services, G ov ern m en t D ep artm en ts, th e  Voluntary Sector, Transport 

O p erato rs and o th e r  com m ercial o rg an isa tio n s in th e  resp on se
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1 0 .1  This ch a p te r  provides sum m ary inform ation  

a b o u t so m e  o f th e  key o rg an isa tio n s th a t  a re  likely to  

b e  involved in providing h um anitarian  a ssistan ce  and 

m ay b e  b ased  a t  a HAC. T he list is n o t definitive b u t is 

in ten d ed  to  provide a startin g p o in t from  w hich  local 

a rra n g e m e n ts  can  b e  developed.'*^

Local Authorities
1 0 .2  U nder th e  Local G o v ern m en t A ct 2 0 0 0 ,  Local 

A u th orities have a responsibility to  en su re th e  

e co n o m ic , social an d  en viron m en tal w ell-b ein g  o f  th e  

com m u n ity  th a t th ey  serv e /^

1 0 .3  In em e rg e n c ie s . Local A u th orities su p p ort th e  

em erg en cy  services in m itigatin g  its e ffe c ts , c o 

o rd in ate  th e  provision o f w e lfare  su p p ort to  th e  

com m u nity ; lead th e  esta b lish m en t o f  key 

hum anitarian  a ssistan ce  facilities; an d  ta k e  on  a 

lead ing role in th e  recovery p h ase  o f  em erg en c ie s .

1 0 .4  Individual Local A u th orities will have to  d ecid e 

up on a rra n g em en ts  to  carry o u t th is fu n ctio n  tak in g  

into  a c co u n t its local g o v ern m en t structu re, its 

a rra n g em en ts  un der th e  Civil C o n tin g en c ie s  A ct 2 0 0 4  

an d  th e  provision o f th e  Children's A ct 2 0 0 4 .  The 

ap p rop riate  C ou ncils and th eir d ep artm e n ts  should  

w o rk  closely w ith  th e  various health  a g e n c ie s  and 

o th e r  re levan t o rg an isa tio n s in all a sp e cts  o f 

e m erg en cy  plan nin g and resp o n se .

1 0 .5  R eports from  re ce n t public inquiries have 

identified a role fo r  su p p ort a g e n c ies  such as A dult and 

C h ild ren^ Social C are  d ep artm en ts. Both  th e  la test 

ed ition o f  th e  C a b in e t O ffice d o cu m e n t Emergency 
Resfronse and Recovery and th e  H om e O ffice 's 

Guidance on Dealing with Fatalities in Emergencies, 
currently in draft, re in force A dult and Children's Social 

C are  role, stating  th a t  th e  Local Authority, particularly 

A dult and Children's Social C are d e p artm en ts will n eed  

to  co -o rd in ate  b o th  th e  statu tory  and voluntary secto r 

w e lfare  resp onse.

1 0 .6  Follow  Up Guidance on Dealing with Fatalities in 
Emergencies se ts  o u t th e  m ech an ics  o f  h o w  Local 

A u th orities e m erg en cy  p lan ners an d  A d ult and 

C h ild ren ^  Social C a re  d e p a rtm e n ts  will n eed  to  w ork  

closely w ith  h ealth  p rofession als and p olice fam ily 

liaison o fficers w h e re  ap p ro p riate  to  en su re th e  n eed s 

o f  fam ilies and th e  com m u n ity  are  properly m et.

Emergency Planning Units
1 0 .7  M o st District C ou ncils have a d ed icated  

Em ergen cy Planning O fficer an d  County, M etropolitan  

and Unitary C ou ncils norm ally have te a m s o f 

E m ergen cy Planning O fficers as ap p rop riate to  th eir 

area and Local Resilience Forum  a rran g em en ts. For 

fu rth er in form ation  a b o u t e m erg en cy  planning 

a rran g em en ts , p lease  refer to  Em ergen cy Preparedness 

and th e  UK Resilience w e b site  w w w .ukresilien ce.in fo

1 0 .8  Em ergen cy Planning O fficers are trained  and 

skilled to  w rite  e m erg en cy  p lans and m ay g e t involved 

in planning, trainin g and exercisin g and establish ing a 

HAC in su p p o rt o f  A dult an d  C h ild ren^ Social C are 

d ep artm en ts.

Adult and Children's Social Care
1 0 .9  Social Services used to  b e  th e  um brella n am e fo r 

th e  d iffere n t ty p es o f  su p p ort th a t  p eo p le  m ay n eed  in 

ord er to  live as independently, safely  and fully as 

possible.

1 0 .1 0  Social care  services, as w ell as bein g  placed 

w ithin Local A u thorities, are  provided in m any settin gs 

including hospitals or h ealth  cen tres , ed u cation al 

settin gs, in com m u n ity  grou p s, residential h om es, 

advice cen tre s , o r peop le 's h o m e s. Local A u thorities 

have a legal responsibility to  find o u t w h a t social care  

services th eir local residents n eed , and t o  provide or 

com m ission  th o s e  services. County, M etropolitan , 

London B orou g h s and Unitary C ou ncils norm ally 

provide social ca re  services (D istrict/Borough in tw o  

tie r system s d o  n o t). This is o fte n  carried o u t in 

co n ju n ctio n  w ith  local NHS providers and 

o rg an isa tio n s including local specialist te a m s , housing 

d e p artm e n ts , in d ep en d en t providers in th e  com m ercial 

and n o t fo r  profit secto rs. Private co m p an ies and 

ch aritab le  o rg an isa tio n s can  also  provide social care 

services.

1 0 .1 1  M o st Local A u th orities in England th a t  provide 

social ca re  services have tw o  sep a ra te  d ep artm en ts. 

C hildren's Services and A dult Social C are, consisting o f 

a n u m b er o f service areas. A d ult and Children's Social 

C are services a re  o fte n  th e  first p o in t o f  c o n ta c t for 

p eo p le  n eed in g  help.

Further details about the agencies covered here are available in 'A detailed guide to roles and responsibilities in humanitarian assistance' at 
www.ukresilience.info. Chapter 3 of Emergency Response and Recovery also contains details of the roles and responsibilities of key local responders. 
«  Further information about Local Authorities can be obtained at the Department of Central and Local Government www.communities.gov.uk, 
and from the Local Government Association www.lga.gov.uk.
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1 0 .1 2  T he lead fo r h u m anitarian  assistan ce  in 

em e rg e n c ie s  (in te rm s o f  bo th  planning and resp on se) 

is b e s t p laced  w ith  A dult and Children's Social C are 

d e p a rtm e n ts  b eca u se  it is th eir norm al responsibility to  

provide social care  fo r  th e  com m u n ity  and b eca u se  

b o th  d e p artm en ts have: a cce ss  to  sp ecialist sen/ices 

and resou rces e .g . tem p orary  acco m m o d a tio n  fo r 

d isplaced p eo p le ; links w ith an  exten sive list o f 

com m u n ity  groups and org an isation s; skilled and 

trained  sta ff w ith  th e  ability to  assess a ran g e  o f  social 

ca re  n eed s, and co -o rd in ate  provision o f social and 

psych ological su p p ort in co n ju n ctio n  w ith  sta tu tory  

and n o n -sta tu to ry  a g en cies.

1 0 .1 3  T he gen era l role o f  A dult and Children's Social 

C are  is to  plan, co -o rd in ate , m a n a g e  and review  

provisions fo r  m eetin g  th e  sh ort, m ediu m  and longer- 

te rm  psych ological, physical and social n eed s arising in 

th eir  co m m u n ities fo llow in g an  em ergen cy . A dult and 

Children's Social C are will b e  a key deliverer in th e  

H A CM G , and are b e s t  p laced  to  C hair it b e ca u se  o f 

th eir  identified lead role in h um anitarian  assistance.''^

1 0 .1 4  As w ith  o th e r  asp e cts  o f  e m erg en cy  resp on se, it 

is im p ortan t th a t  a rra n g em en ts  fo r  any com m u n ity  

psych ological sen /ice provision are in teg ra ted  in to  th e  

p re-p lan n in g , training and exercising p h ases o f 

em erg en cy  planning and form  p art o f  a co -o rd in ated  

response*®. This is im p o rtan t fo r  en su ring  th a t  any 

provision is c o h e re n t and co n sisten t w ith  th e  overall 

s tra te g y  fo r  com m u n ity  social and psychological 

su p p ort. T h e  provision o f A dult and Children's Social 

C are  sen /ices will vary across th e  cou n try  an d , as w ith 

o th e r  a sp e cts  o f  th is g u id an ce , will b e  greatly  assisted 

by m u lti-ag en cy  p lan nin g, trainin g and exercisin g.

Emergency Services

The Police

1 0 .1 5  D epen din g on  th e  ty p e o f  incident, th e  Police 

generally  have a key role to  play in co -o rd in atin g  th e  

activities o f  th e  o th e r  respond ing o rg an isa tio n s a t  b o th  

th e  stra te g ic  (G old) and tactica l (Silver) co m m a n d  and 

con tro l levels (se e  Emergency Response and Recovery). 
This co -ord in atin g  role by th e  police is particularly 

im p o rtan t during th e  'initial re sp o n se ' and 

'co n so lid a tio n ' p h ases o f  th e  em ergen cy . T he police 

will norm ally hand ov er co -o rd in atio n  o f  activities to

th e  Local A uthority  fo r th e  leadership  and 

m a n a g e m e n t o f  th e  recovery p h ase. The Police Gold 

C o m m an d er will C h air th e  S trateg ic  C o-ordinating 

G roup, w h ich  should include ap p rop riate sen ior 

rep resen tation  from  th e  respond ing org anisation s. This 

group will d e term in e  th e  stra teg y  fo r th e  ev en t 

(including th e  decision  as to  w h eth e r to  o p en  a 

H um anitarian A ssistance C en tre) and n o t g e t  involved 

in tactica l decision  making.'*®

Role o f  the Police Family Liaison Officer

1 0 .1 6  Family Liaison O fficers (FLOs) are deployed by 

th e  police to  w ork  w ith fam ilies bereaved th rou gh  

crim e, road accid en ts, and so m etim es w ith  p eop le  

w h o  have b e e n  seriously injured in a crim inal incident. 

Their role is to  fac ilita te  th e  investigation by c lose 

c o n ta c t w ith  relatives o f  th o se  killed, b u t th ey  also, 

inevitably, b e c o m e  a sou rce o f  real su p p ort and 

co m fo rt to  " th e ir "  fam ilies. The d ecision  to  deploy 

FLOs in th e  a fterm a th  o f  an  em erg en cy  will b e  tak en  

by th e  p o lice  Sen io r Identification M an ag er (SIM ), in 

con su lta tion  w ith  th e  Senior Investigating O fficer (SIO) 

and th e  overall in cid en t co m m an d er (G old).

Purpose o f  Casualty Bureau

1 0 .1 7  T h e C asu alty Bureau provides th e  initial p o in t o f 

c o n ta c t  fo r  th e  receiving and assessin g o f  inform ation  

relating to  th o s e  believed to  b e  involved in th e  

em ergen cy . Its prim ary ob jectiv es are to :

• Inform  th e  investigation  p rocess relating to  th e  

em ergen cy .

• Trace and identify p eo p le  involved in th e  em ergen cy.

• R econcile m issing persons.

• C ollate  a ccu ra te  inform ation  in relation to  th e  ab o v e 

fo r  d issem in ation  to  appropriate parties.

1 0 .1 8  This m ay involve:

• Receiving en qu iries from  th e  general public and 

recording m issing person 's reports.

• Recording details o f  sun/ivors, ev acu ees, th e  injured 

and d e ce a se d , including th eir w h ereab o u ts .

• Form ulating a com p reh en sive list o f  m issing persons.

• C ollating d ata  to  assist in th e  id entification  o f  all 

th o se  involved.

• Liaising w ith  th e  police a n te  m ortem  te a m .

• Inform ing en quirers (by th e  m o st appropriate 

m eth o d ) o f th e  cond ition  and location  o f  th e se  

persons.

”  Detailed information on the role of Adult and Children's Social Care is available in 'A detailed guide to roles and responsibilities in humanitarian 
assistance' (www.ukiesilience.info), and via the website of the Association of Directors of Social Services www.adss.org.uk. ^
^  More information about Psychoiogicai Support Services is available in 'A detailed guide to roles and responsibilities in humanitarian assistance 
(www.ukresilience.info).
« normally 'no notice' emergencies that require an immediate response by the emergency services 3 5 2
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Fire and Rescue Services

1 0 .1 9  T h e m ain role o f th e  Fire and R escu e Service will 

b e  a t  th e  sc e n e  o f  an  em e rg e n cy  and is to  save life 

th ro u g h  search  an d  rescu e as w ell as fire fig h tin g  and 

preven tion .

1 0 .2 0  T he Fire and R escue Sen/ice (FRS) in England and 

W ales has a pivotal role to  play in responding to  and 

dealing w ith  a w id e ran ge o f em erg en cie s . T he Fire 

and R escue Sen/ices A ct 2 0 0 4  ex ten d ed  th e  traditional 

sp h ere o f  th e  FRS' fu n ctio n s to  give it th e  p ow er to  

respond to  n on -fire  em erg en cie s . Their exp ertise  and 

eq u ip m en t fo r dealing w ith a w id e ran ge o f 

e m erg en c ie s  gives th em  a key role in m ulti-agen cy 

planning. FRS can  provide th e  follow ing capabilities;

• A t th e  sc e n e  o f  an  em ergen cy , saving life th rou gh  

search  and rescu e  as w ell as fire figh tin g .

• Providing M ass D eco n tam in atio n  facilities

• T he provision o f  specialised search  and rescu e te a m s .

• Search  and rescu e cap abilities fo r  p eo p le  and 

anim als in th e  urban and w a te r  en v ironm en ts

• Using b o a ts  and high pressure pum ps during a flood .

• M aking an area  sa fe  fo r returning p eop le .

• Verifying sh elter plans to  m a k e  sure th a t  th ey  are 

'fire sa fe '

Am bulance Services

1 0 .2 1  T he A m b u lan ce  Sen/ice  is th e  e m erg en cy  

resp on se o f  th e  NFIS to  a m a jo r incident; it m u st 

en su re  th a t  it is ca p a b le  to  respond  to  an y  in cid en t in 

a w ay  th a t  delivers op tim u m  ca re  and assistan ce  to  

victim s. A m b u lan ce  Trusts responsibilities include:

• Saving lives in co n ju n ctio n  w ith  th e  o th e r  e m erg en cy  

services;

• P ro tectin g  th e  h ealth  and sa fe ty  o f  all h ealth  sen /ice 

p erson n el;

• C o-ord in atin g  th e  NFIS resp o n se  a t  th e  sc e n e  o f  an 

incident;

• Instigatin g triag e ;

• Providing clinical d e co n tam in atio n  and d irecting 

m ass d e co n tam in atio n ;

• Establishing stra te g ic  and tactica l co m m an d  from  a 

h ealth  p ersp ectiv e; and,

• Providing an A m b u lan ce  In cid en t O fficer (AlO) and a 

M edical In cid en t O fficer (M IO) a t  th e  sc e n e  o f  a 

m a jo r CBRN incident.

1 0 .2 2  T h e A m b u lan ce  Sen /ice , in co n ju n ctio n  w ith  th e  

M edical in cid en t O fficer (M IO) and m edical te am s, 

en d e av o u rs  to  sustain  life th ro u g h  e ffectiv e  e m erg en cy  

tr e a tm e n t a t  th e  sce n e , to  d e term in e  th e  priority fo r

release o f trap p ed  casu alties and d eco n tam in atio n  in 

co n ju n ctio n  w ith  th e  Fire and R escue Sen/ice , and to  

tran sp o rt th e  injured in ord er o f  priority to  receiving 

hospitals.

1 0 .2 3  T h e p re sen ce  o f o th e r  e m erg en cy  sen/ices a t  a 

FIAC will b e  d icta ted  by th e  n atu re and circu m stan ces 

o f  th e  e m erg en cy  th a t  has occu rred .

Central G overnm ent in the Regions

1 0 .2 4  S in ce April 2 0 0 3 ,  R egional Resilience Team s 

(RRTs) have b e e n  op eration al in ea ch  o f  th e  

G o v ern m en t O ffices in th e  n ine English Regions.

1 0 .2 5  T he RRTs a c t as th e  key in terface  b e tw ee n  

cen tral G o v ern m en t and local respond ers o n  resilience 

issues. In particular, th e  Team s provide th e  co re  o f 

secre taria t su p p ort fo r th e  R egional R esilience Forum s 

(RRFs) and fo r  Regional Civil C o n tin g en cies 

C o m m itte es  (RCCC s) in th e  ev en t o f  regional resp on se 

arran g em en ts  b ein g  called upon (supported by th e  

w id er resources o f th e  G o v ern m en t O ffice). T he te a m s 

also  w ork  w ith  th e  Devolved A dm inistrations to  en sure 

stron g  cross bord er a rran g em en ts  are in p lace.

1 0 .2 6  T h e prim ary role o f  th e  RRTs in any em erg en cy  

will b e  to  co -o rd in ate  th e  resp o n se  o f  th e  w h ole  

G o v ern m en t O ffice  and t o  en su re  effectiv e  

co m m u n ica tio n s b e tw ee n  th e  n ational and local level. 

During an  em ergen cy . G o v ern m en t D ep artm en ts will 

ap p ro ach  th e  RRTs fo r in form ation . T he Team s will 

th e re fo re  p rod u ce regular situ ation  reports w ith  input 

from  local respond ers. Local resp ond ers can  also use 

th e  Team s as a first port o f  call fo r  requ ests fo r  advice 

o r a ssistan ce  from  cen tral G ov ern m en t.

1 0 .2 7  In carrying o u t th is role, it m ay b e  appropriate for 

th e  RRT to  p lace a liaison officer within th e  Strategic 

C o-ordinating G roup (Gold com m an d ). They will b e  c o 

located  w ith th e  Flom e O ffice led G ov ern m en t Liaison 

Team  w h en  p resen t follow ing a terrorist incident.

1 0 .2 8  In W ales, th e  W elsh A ssem by G ov ern m en t 

u n d ertak es a similar role to  th a t  o f  th e  RRTs and 

G o v ern m en t O ffice  representatives.

Transport A cciden t Investigators: A ir  (AAIB), Rail (RAIB) 

and M arine Accident Investigation Branches (MAIB)

1 0 .2 9  T he sta tu to ry  investigators m en tion ed  ab ov e 

will m ak e every e ffo rt t o  en su re th a t sun/ivors and 

bereav ed  fam ilies are  k ep t inform ed o f th e  progress
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throughout the investigation to  a level appropriate to  
the circumstances of the enquiry and in accordance 
with individual wishes. The basic principle is to  treat 
sun/ivors and bereaved families with respect and 
sensitivity throughout the investigation process. They 
will also provide an information leaflet to  families. This 
will normally be delivered through the police FLO. The 
leaflet will facilitate the developm ent of a two-w ay  
communication process betw een the family and the 
statutory investigator.

Health and Safety Executive (HSE)
10.30 The HSE and local authorities enforce health 
and safety law for work related activities. Those w ho  
run businesses and work activities have a legal 
responsibility to ensure safe working practices so far as 
reasonably practicable. Health and Safety law is very 
flexible. W hat is reasonably practicable in an 
em ergency is likely to be less onerous than during a 
normal situation.

10.31 In enforcing the law, health and safety 
inspectors have important statutory powers. They can 
and do enter premises without warning. If they are 
not satisfied by health and safety standards they can 
require immediate improvements. In the event of an 
incident causing death or serious injury HSE would 
normally investigate the circumstances to  establish the  
cause and where necessary take appropriate 
enforcem ent action.

10.32 Where a work-related incident causes a death, 
the police and the HSE or other enforcing authority 
will follow  the principles for effective liaison set in the 
Work-Related Deaths Protocol. In m ost cases a joint 
investigation will take place with the police assuming 
primacy until it becom es apparent that there is 
insufficient evidence that a serious criminal offence, 
such as manslaughter (other than a health and safety 
offence), caused the death. The investigation will then 
be taken over by the HSE or other enforcing authority.

Her Majesty's Coroner
10.33 The role o f HM Coroner is clearly defined by 
statute. Coroners have responsibilities in relation to  
bodies lying within their district w ho have m et a 
violent or unnatural death, or a sudden death of 
unknown cause.

10.34 The coroner has to  determine at an inquest 
w ho has died, how  and when and where the death 
came about. This is regardless of whether or not the 
death occurred within their jurisdiction.

10.35 The coroner in w hose jurisdiction the body is 
lying will:
• In consultation with the relevant Local Authority and 

the police, initiate the establishment of the  
Emergency Mortuary (if one is required).

• Authorise the removal o f bodies of victims.
• Appoint a supen/ising pathologist and authorise the 

examination of bodies to establish cause of death if 
necessary.

•  Usually chair the Identification Commission and take 
reasonable steps to  identify the deceased.

• Liaise and co-operate with other coroners w h o may 
also have bodies of victims arising from the same 
event.

• Authorise the release of those bodies -  after 
appropriate examination and documentation is 
com plete -  to those lawfully entitled.

• At all times liaise with the relevant emergency 
sen/ices and government departments.

Government Departments
The Cabinet Office
10.36 The Cabinet Office, w hose overarching purpose 
is 'to make government work better', works with 
other key resilience stakeholders to improve the UK's 
ability to  prepare for, respond to, and recover from 
emergencies. The department has published a wide 
range of guidance for local and regional responders 
on emergency management, including information 
about the Civil Contingencies Act 20 0 4  which 
provides the fundamental legal framework for 
emergency m anagem ent in the UK.

The Department for Culture, Media and Sport (DCMS)
10.37 The role of the Minister for Humanitarian 
Assistance, and DCMS, is to ensure that the needs of 
British people affected by em ergencies are understood 
and properly considered within Government in 
building preparedness for and responding to 
emergencies, and to  represent the Government and 
explain its policies w hen dealing with victims and their 
families.

“ The role of the Coroner's Officer is contained in 'A detailed guide to roles and responsibilities in humanitarian assistance' at 
wvmv.ukresilience.info.
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10.38 The three key aspects of DC MS work on 
humanitarian assistance are:
• preparedness planning ahead of future emergencies;
• disaster response in the period immediately 

following an emergency;
• co-ordination of aftercare for those affected in the 

months that follow.

Department o f Health
10.39 The Department of Health is accountable to the 
public and the government for the overall performance 
of the NHS. Its work includes setting national standards 
and shaping the direction of the NHS and social care 
services, and promoting healthier living. In the event of 
a major emergency the Department will provide 
strategic co-ordination of the NHS response.

10.40 On a day to day basis responsibilities for providing 
healthcare are devolved to the frontline organisations. 
Health and social care sen/ices are delivered through 
the NHS, local authorities, arm's length bodies and 
other public and private sector organisations. NHS 
input to  plans should be agreed locally.

10.41 The initial elem ent of NHS response to an 
em ergency may include the assessm ent and treatment 
of those affected, decontamination, or prevention of 
spread of disease. The NHS, together with the Health 
Protection Agency (HPA) will take the lead on 
providing information to  the public on any health 
aspects of the response.

10.42 In providing aftercare, the NHS may work with a 
number of organisations including social care and the 
voluntary sector to  provide psychological support. A 
small percentage of people may eventually require 
specialist post trauma mental health support.

10.43 Health is a devolved function, and therefore the 
devolved administrations will assume the role which in 
England is taken by the Department of Health.

The Department for Work and Pensions
10.44 The Department for Work and Pensions (DWP) 
provides support for people seeking em ploym ent and 
administers social security benefits through its 
agencies -  JobCentre Plus, the Pensions Sen/ice and 
the Disability and Carers Sen/ice. The Child Support 
Agency (CSA) deals with child support matters.

10.45 The Department has a national network of 
offices^'. Anyone affected by an em ergency w ho

needs help should contact their local JobCentre Plus 
office for advice.

Foreign and Commonwealth Office
10.46 The Foreign and Commonwealth Office (FCO) is 
a network of people working in the UK and in over 
2 0 0  Embassies and Consulates abroad. Providing high 
quality services to  the public around the world is a top 
priority for the FCO. This includes helping UK citizens 
abroad, issuing passports and giving travel advice.

10.47 When a consular emergency occurs, such as a 
terrorist attack or natural disaster, the FCO's London- 
based Crisis Management Team takes the lead in 
responding to provide fast consular assistance to British 
nationals overseas. This response might include sending
a Rapid Deployment Team to help, opening the Consular 
Emergency Unit, or evacuating British nationals.

Voluntary Sector and Other Support
10.48 The voluntary sector contribution to  -  and 
involvement in -  emergency planning and emergency 
response in the UK is large and diverse, offering a 
range of skills and expertise. E m e rg e n c y  P re p a re d n e s s  

gives advice on the capabilities the voluntary 
organisations can offer, and the means of engaging 
them  in the planning phase.

10.49 The Civil Contingencies Act requires local 
responders to  "have regard" to  the capabilities of the 
voluntary sector when developing em ergency plans. 
Those preparing plans should be aware of the wide 

spectrum of operational and support activities 
provided by the voluntary organisations^ and 
volunteers. These include:
• Established groups such as the British Red Cross, 

WRVS, Salvation Army, St John Ambulance, Victim 
Support Sen/ices and CRUSE Bereavement Care, 
providing a range of sen/ices.

• Individual volunteers with particular skills, not 
necessarily members of an established organisation, 
such as representatives of the faith communities and 
interpreters.

• Organisations that specialise in emotional support, 
such as Samaritans.

Diversity within the Community
10.50 Details o f tw o prominent voluntary 

organisations that represent the needs of those  
affected are given below.

5' Further details of DWP's services and organisation are available on the Department's website (www.dwp.gov.uk).
For further rnformation, go to: www.redcross.org.uk;www.wrvs.org.uk; www1 .salvationarmy.org.uk; www.sja.org.uk;www.victimsupport.org; 

www.cruse.org.uk; www.wctimsupportorg 355
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Disaster Action
10.51 Survivors and bereaved people from UK and 
overseas em ergencies founded the charity Disaster 
Action in October 1991. All members have direct 
personal experience of surviving a major trauma such 
as a disaster and/or being bereaved in such a 
traumatic event. The organisation consists of an 
informal national network.

10.52 Disaster Action acts as an independent advisory 
and advocacy service, representing the interests of 
those directly affected by major emergency, whatever 
its nature and origin. Its members can advise 
responders about the needs of those affected in 
emergencies, and have significantly contributed to  this 
guidance document.

Victim Support Services
10.53 Victim Support Sen/ices has 30  years experience 
of working with victims and has demonstrated the 
value of emotional and practical support to  those  
affected by crime; and at times, em ergencies and 
other large scale emergencies, e .g . the Shipman 
Inquiry, Omagh and the Manchester bombs.

Transport Operators and other 
commercial organisations
10.54 A number of commercial organisations can 
offer humanitarian assistance or ancillary services in 
response to  an emergency. In order to ensure a co
ordinated effort by all responding agencies and to  
minimise duplication of sen/ices, it is important that 
any responding commercial organisation is integrated 
into the HAC at an appropriate level.

Transport Operators
10.55 In the event of a transport em ergency som e  
transport operators are likely to  wish to  contribute to  
the response to families, sun/ivors and affected 
communities in the aftermath. This may take the form 
of financial or practical assistance, including the 
provision of appropriate facilities, lodging, meals, 
transportation, welfare visits and practical support. 
Other potential services offered include provision of 
medical care, interpreting sen/ices and international 
repatriation assistance.

10.56 It is important that those affected are provided 
with advice from the appropriate legal expert and are

made aware of any implications of accepting any 

financial aid.

10.57 In an em ergency where members of a 
transportation agency have themselves been affected, 
it is important that they are treated appropriately 
regardless of any ongoing enquiries.

UK Airlines
10.58 UK airlines and helicopter operators have for 
many years devised, resourced and exercised 
em ergency response plans. Upon notification of an 
accident, the airlines or helicopter operators will 
immediately activate these plans. This will involve the 
assembly of management, logistic and humanitarian 
care team s as well as the establishment of command 
centres. In addition, assistance will be requested from 
partner airlines and external service providers will be 
placed on standby. Airline and helicopter operators in 
the UK make provision for trained caregivers to  
support those affected, to  set up emergency 
telephone lines and to  support the setting up of 

HACs,

National Rail -  Train Operating Companies (TOCs)
10.59 The UK passenger train operators accept a 
primary responsibility for the safety and well-being of 
their passengers and see this as extending into care 
and support for the victims of rail related major 
emergencies.

Legal Advisers
10.60 Any em ergency will have legal implications. 
These can range from issues involving financial 
assistance to  families, sun/ivors and impacted 
communities, to  information about succession rights 
and death certificates.

10.61 It is important that the m ost appropriate 
informed professional advisor deals with enquiries 
from families, survivors and affected communities 
regarding legal issues. Information given must reflect 
the highest levels of consistency and be bound by an 
ethical code. The Law Society has produced guidelines 
to  ensure that in the event of a disaster all solicitors 
w ho are instructed by potential claimants form 
themselves into a coherent group.^^ The Association of 
Personal Injury Lawyers (APIL) can assist in ensuring 
that affected people get the best possible advice.

53 www.lawsociety.org.uk.
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Annex A
Template Emergency Information Leaflet 
(to hand out)

[ I n s e r t  T i t l e  f o r  E m e r g e n c y  h e r e ]

If you are worried about a loved one:
Casualty Bureau: Please call the bureau on [XXXX] to  report som eone missing. Upon calling, you will be given a 
unique reference number, which you should quote each time you call. The number is available 24  hours a day.

For more help and information:
Family and Friends Reception Centre: The centre is at XX and provides an area for those concerned about 
loved ones to  talk to the police and get further information and advice about the incident.

Survivors Reception Centre: The centre is at XX and provides an area for all those directly affected by the 

incident to  talk to  support organisations.

NHS Direct: Health advice is available through the 24  hour helpline on 084S 4647.

Other sources of advice:
British Red Cross -  www.redcross.org.uk -  has trained volunteers on standby to offer practical support and 

comfort to people affected by tragedies. Its UK switchboard is 0870 170 7000.

Disaster Action -  www.disasteraction.org.uk -  All members of Disaster Action have themselves been affected 
by major disasters. The w ebsite provides advice, information and contact details for further help -  Disaster Action 
does not run a 24  hour phone line, but there is always an answering service.

For longer-term help from Government:
The Department for Culture, Media and Sport has responsibility within the Government for co-ordinating 
support to  UK victims of major disasters.

If you are having difficulty over the coming days and w eeks accessing any support services or if you have any 
further questions about the help that may be available, please contact the Department. Write to the 
Humanitarian Assistance Unit, DCMS, 2-4 Cockspur Street, London SW1Y SDH, email hau@culture.gsi.gov.uk 
or ring 020 7211 6200 and ask to  speak to som eone in the Unit.

The Department will need your name and address in order to  offer ongoing information and support. Please let 
them  know if you would prefer them  not to keep these details.
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Longer term care
Counselling is available through the NHS. M ost people w ho have encountered a traumatic event find their 
symptoms subside over time. If symptoms do not improve after 4 - 6  w eeks and continue to  concern you, please 

contact your local GP.

If this disaster has left you needing additional financial support, or you would like to know about local support 
services, your Local Authority social services can provide advice.
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Annex B
Guidance on dealing with the media

Following a major event in which people have lost 
their lives, press interest in survivors and bereaved 
families, though legitimate, can be intense. Everyone 
reacts to  this interest in different ways -  som e find the 
press a valuable way of bringing issues that are 
concerning them  to light; others shun any contact. 
Som e people feel that they ought to speak to  the 
press, particularly local press, as there is a public 
interest in their story.

For many people this is the first time that they have 
had to deal with the press, for others, w ho have 
worked with the media before, it might be a question 
of finding themselves dealing with them  about 
personal issues for the first time.

Whatever your situation, it can be daunting, but the 
key is for you to feel in control of the situation.

Journalists are under an obligation to  respect the 
position of bereaved people and survivors under the 
Press Complaints Commission Code of Practice which 
states that: "In cases involving personal grief and 
shock, enquiries and approaches must be made with 
sympathy and discretion and publication handled 

sensitively."

If you do not want to speak to the 
media...
• You are under no obligation to  do so.
• Tell them you do not w ant to speak to them. You 

might w ant to say something along the lines of: "I do 
not wish to speak to the media about this issue. I will 
not be speaking to  you or any other journalist about 
it. I understand that under the Press Complaints 
Commission Code of Practice you must not persist in 
contacting me if I have asked you to  stop."

This may not be the end of the story if a journalist, 
paper or TV channel has your phone number. They 
may ring back. Be consistent. Don't panic. Get an 
answering machine. And if you still feel that you are 
being harassed, contact the PCC immediately (on 
0 7 6 5 9  152656 or a t www.pcc.org.uk).

If you do want to speak to the 
media...
• Always make a note of the person's name and 

contact phone number at the outset;
• Consider appointing som ebody as a spokesperson 

for you^our family. This could be a relative or friend 
or your solicitor. Som e Support Groups have 
appointed Media liaison people w ho will field 
questions on behalf of the Support Group;

• Don't do anything in a hurry -  whatever the 
journalist says about deadlines. Ask them w hat they 
w ant to  talk to  you about; ask them to write down 
the questions they w ant to  ask you; give yourself 
time to think about w hat you w ant to say; write 
down your answers; ask the journalist to ring you 
back at a specified time;

• Never say anything "off the record" unless both you 
and the journalist have a shared understanding of 
w hat this means;

• Remember that a journalist is entitled to report 
anything you say, so don't mistake them for 

counsellors or friends;
• Bring the conversation to a close if you are 

uncomfortable.
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Pictures
Sometimes journalists will ask for pictures of you, your 
loved one, and your family. You may wish to provide 
one -  or a number -  but remember, you are under no 
obligation to do so, and if you do, ensure that you 
have a copy or the negative.

At home
If the media turn up at your hom e you are under no 
obligation to admit them , and the sam e principles as 
outlined above apply. If you do not wish to answer 
your door, pin a short note to  it saying that you do 
not wish to speak to  journalists and do not want to  be 
disturbed.

You may wish to tell the police if you continue to  

experience problems.

Useful Contacts
Press Complaints Commission Urgent Contact 
Tel: 0 7659  152656  
Website: www.pcc.org.uk

Department for Culture, Media and Sport Press Office
Tel: 020  7211 6276
Out of hours pager: 07699  751153

British Red Cross Press Office
Tel: 020 7877 7042
Out of hours pager: 07659  145 095

This guidance draws upon the PCĈ  advice and has been put 
together with the help of Tom Clarke, who acted as Media 
representative for the UK September 11 Family Support Group.
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Annex C
Existing Guidance, Legislation and 
Recommmendations

This docum ent does not seek to  replace existing work 
already com pleted in this area of emergency response; 
in particular the Cabinet Office's E m e rg e n c y  

P re p a re d n e s s  and E m e r g e n c y  R e s p o n s e  a n d  R e c o v e ry  

and the Home Office's G u id a n c e  o n  D e a lin g  w ith  

F a ta lities  in  E m e rg e n c ie s .

Two other important docum ents to read in 

conjunction:
• T h e n e e d s  o f  fa ith  c o m m u n it ie s  in  m a jo r  

e m e rg e n c ie s :  s o m e  g u id e lin e s  (Home Office, 2005), 
which includes specific advice on responding to the  
needs of various religious faiths following an 
emergency, together with recommendations for 
developing a more integrated approach.

• A C P O  F a m ily  L ia iso n  S tra te g y : The role of the Police 
Family Liaison Officer is clearly outlined In the  
Association of Chief Police Officers' F a m ily  L ia iso n  

S tra te g y  -  their role Is one of an Investigator, 
including assisting with the identification aspects 
following a mass fatality incident.

The Emergency Planning Society published R e s p o n d in g  

to  M a jo r  E m e rg e n c y : th e  H u m a n  A s p e c t s  in 1998. This 
guidance docum ent is a distillation of com m ents and 
observations by delegates from a wide range of 
professional and personal backgrounds that attended  
workshops at the Emergency Planning College, 
Easingwold in 1996 and 1997.

M a jo r  D isa ste rs: P la n n in g  f o r  a  C a rin g  R e s p o n s e  was 
published in 1990. This comprehensive work, chaired 
by Mr A.J. Allen, Chief Executive of Berkshire County 
Council, and sponsored by the Department of Health, 
makes a significant number of specific 
recommendations, identifying actions to  establish 

good practice.

Common threads throughout these documents 

include the:
• Recognition of high trauma and stress that bereaved 

families and survivors will experience.
• Need for a w ide range of organisations to have 

appropriate plans in place to provide an appropriate 

response.
• Requirement to  ensure staff are adequately trained 

and engage in suitable exercises.

Existing Legislation and Guidance 
The Civil Contingencies Act establishes a generic 
legislative framework for em ergency planning in the  
United Kingdom, establishing a clear set of roles and 
responsibilities for local responders. There is currently 
no legislation within the UK that deals exclusively with 
humanitarian assistance following an emergency. 
However, certain legislation facilitates the development 
of robust plans to  respond to this issue, in particular 
the Human Rights Act 1998 and the Health and Safety 

at Work Act 1976.

Public Inquiries
A number of public inquiry reports have also had a 
major Impact on the response by a wide range of 
agencies in respect of the humanitarian aspects of an 
em ergency or other critical incident. These include:
• 1999 report by Sir William MacPherson of Cluny, 

into the murder of Stephen Lawrence.
• 200 0  report into the Ladbroke Grove rail major 

em ergency by Lord Cullen.
• 2001 report into the identification of victims 

following major transport accidents, by Lord Justice 

Clarke.
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Common them es in the reports include the need for 
effective family liaison, recognising the need for 
openness w hen dealing with bereaved families and 
survivors, and the developm ent of joint protocols 
betw een various agencies to  ensure an appropriate, 
effective response.

Royal Liverpool Children's Inquiry (Alder Hey), 
published in 2001, also makes a number of 
recommendations impacting on how  authorities 
should deal with families following unexpected death, 
with much emphasis on suitable plans, including those  
for serious incidents, and for openness and effective 
communication with families. The recommendations 
are specifically targeted at NHS Chief Executives and 
NHS Trusts, clinicians, coroners and pathologists. The 
report also deals specifically with post mortems, 
organ/tissue retention and child death.
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Annex D
Further useful documents 
and websites

Documents
Lord Justice Clarke's P u b lic  In q u ir y  r e p o rt  in t o  th e  

M a rc h io n e s s  D isa ste r  

Recommendations 19, 20, 22 and 28.

E m e rg e n c y  P re p a re d n e s s , Cabinet Office, 2005. This is 
statutory guidance under the Civil Contingencies Act 
2004.

Newburn T. (1993) M a k in g  a  D iffe re n c e ?  S o c ia l W o rk  

a fte r  H ills b o ro u g h  National Institute for Social Work, 
London

Police Research Unit & Occupational Health Unit 
(2000) M a n a g in g  P o s t-In c id e n t R e a c tio n s  in  th e  P o lice  

S e rv ic e  Contract Research Report 290/2000  HMSO 
Norwich

E m e rg e n c y  R e s p o n s e  a n d  R e co v e ry , Cabinet Office, 
2005.

Allen A.J. (1991) D isa ste rs: P la n n in g  f o r a  C a rin g  

R e s p o n s e  -  Report o f  the Disasters Working Party, 
HMSO London

British Psychological Society (2002) P s y c h o lo g ic a l  

D e b r ie f in g  -  Report o f Professional Practice Board 
Working Party BPS, Leicester

Emergency Planning Society (1998) R e s p o n d in g  to  

D isa ste r: T h e  H u m a n  A s p e c t s  Emergency Planning 

Society

Eyre, Anne (2006) Id e n t ify in g  P e o p le 's  N e e d s  in  M a jo r  

E m e rg e n c ie s  a n d  B e s t  P ra ctice  in  H u m a n ita ria n  

R e s p o n s e

Family Support Workers Group -  W h e n  D isa s te r  

S trik e s: S u p p o r t in g  th e  V ictim s  o f  T raum a a n d  Lo ss  

(1998), Stirling Council, Stirling

Institute for Employment Studies (1998) F ro m  

A c c id e n t s  to  A ss a u lts : H o w  o rg a n is a t io n a l re s p o n s e s  

to  tra u m a tic  in c id e n t s  ca n  p r e v e n t  p o s t -tra u m a tic  

s tre s s  d is o r d e r  (PTSD ) in  th e  w o rk p la c e  HSE Contract 
Research Report 195/1998  HMSO Norwich

Websites
Air Accident Investigation Branch 
http://www.dft.gov.uk

Association of Chief Police Officers 
http://www.acpo.police.uk

Ambulance Service Association 
http://www.asa.uk.net

BASICS
http:www.basics.org.uk  

BBC Connecting in a Crisis
http://www.bbc.co.uk/connectinginacrisis/index.shtml

Blake Emergency Services 
http://www.blakeemergency.com

British Association for Counselling and Psychotherapy 
http://www.bacp.co.uk

British Civil Defence 
http://www.britishcivildefence.org

British Red Cross 
http://www.redcross.org.uk
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British Standards Institution 
http :/Awvw.bsi-global.com

British Transport Police 
http://www.btp.police.uk

Cabinet Office
http://www.cabinet-office.gov.uk

Central Office of information 
http://www.coi. gov. u k

Chamber of British Shipping 
http://www.british-shipping.org

Chief and Assistant Chief Fire Officers /Association 
http://www.cacfoa.org.uk

Civil Contingencies Secretariat 
http://www.ukresilience.info

Department for Culture, Media and Sport 
www.culture.gov.uk

Department of Health 
http ://www. d h. go V. u k

Department for Transport 
http://www. dft. gov. u k

Directgov
http ://www. d i rect. gov. u k 

Disaster Action
http://www.disasteraction.org 

Disaster Central
http ://www. d isaste r-centra I. com

Disaster Database (BASICS) 
http://www.basedn.freeserve.co.uk

Disaster & Emergency Management On The Internet 
http://www.keele.ac.uk/depts/por/disaster.htm

Disaster Help (FEMA) 
http://disasterhelp.gov

Disaster Insurance Information 
http://www.disasterinformation.org/stats.htm

Disaster Research Center, Delaware University 
http://www.udel.edu/DRC

Disaster Survivor Support
http://groups.yahoo.com/group/DisasterSurvivorSupport

Disaster Timeline 
http://www.disaster-timeline.com

Emergency Planning College 
http://www.epcollege.gov.uk

Emergency Planning Society 
http://www.emergplansoc.org.uk

Environment Agency
http ://www.en vi ron men t-a gency. gov. u k

European Resources for the Victims of Terrorism 
http://www.eu reste .org

European Commission, Civil Protection
http://http://europa.eu.int/comm/environment/civil/
index.htm

European Crisis Management Academy 
http://www.ecm-academy.nl

Federal Emergency Management Agency (USA) 
http://www.fema.gov

Federal Emergency Management Agency Library 
http://www.lrc.fema.gov

Federation Nationale de Protection Civile (France) 
http://www.protection-civile.org

Fire Service College 
http://www.fireservicecollege.ac.uk

Foreign and Commonwealth Office 
http://www.fco.gov.uk

Gender and Disaster Network 
http://www.gdnonline.org

Government News Network 
http://www.gnn.gov.uk
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Health Protection Agency 
http://www.hpa.org.uk

Health and Safety Commission 
(Consultative Documents) 
http://www.hse.gov.uk/consult

Health & Safety Executive 
http://www.hse.gov.uk

Home Office
http://www. homeoff ice. gov. u k

Home Office (Terrorism) 
http://www.homeoffice.gov.uk/terrorism

House of Commons
http://www.parliament.uk/about_commons/
about_commons.cfm

HSE Books
http://www.hsebooks.co.uk/homepage.html

HSE Local Authority Unit 
http://www.hse.gov.uk/lau

institute of Civil Defence and Disaster Studies 
http://www.icdds.org

International Air Transport Association 
http://www.iata.org

International Disaster Information Centre 
http://www.disaster.net

International Journal of Mass Emergencies and 
Disasters http://www.usc.edu/schools/sppd/ijmed

International Police Association 
http://www.ipa-iac.org

Interpol
http://www.interpol.int

Kenyon International Emergency Services 
http://www.kenyoninternational.com

Legislation
httpy/Www. hmso.gov. uk/legislation/aboutjegislation. htm

Local Authorities Research & Intelligence Association 
http://www.laria.gov.uk

Local Government /Association 
http://www.lga.gov.uk

London Emergency Services Liaison Panel 
http://www.leslp.gov.uk

Maritime and Coastguard Agency 
http://www.mcga.gov.uk

Medecins Sans FrontiSres 
http://www.msf.org

Meteorological Office 
http://www.meto.gov.uk

National Homeland Security Knowledge base 
http://www.twotigersonline.com/resources.html

National Statistics 
h ttp://www. stati sti cs. gov. u k

Northern Ireland, Central Emergency Planning Unit 
http://cepu.nics.gov.uk/

United Kingdom Airlines Emergency Planning Group 
http://www. ukaepg.org

Department for Communities and Local Government 
http ://www. com m u niti es. gov. u k

Police
http://www.police.uk

Public Sector Benchmarking Service 
http://members.benchmarking.gov.uk

Railway Inspectorate 
http://www.hse.gov.uk/railways

Ready Gov (US) 
http ://www. rea dy.gov

RedR
http://www.redr.org

Rowland Brothers International 
http://www.rowlandbrothersinternational.co.uk
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Stationery Office (TSO) 
http://www.tso-online.co.uk

Survive: The Business Continuity Group 
http :/AAaaa/v.s u rvive. com

UN Office for the Co-ordination of Humanitarian 
Affairs
http://vwvw.reliefweb.int

UK Parliament, Assemblies & HMSO 
http://www.hmso.gov.uk

UK Psychotraumatology 
http://www.uktrauma.org.uk

Virtual Library 
http://www.vlib.org.uk

World Institute for Disaster Risk Management 
http://www.drmonline.net
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