BSM 2306:
EMERGENCY MANAGEMENT

INTRODUCTION TO EMERGENCY MANAGEMENT 

Introduction
All communities are vulnerable to disasters, both natural and man-made. This course aims at reducing this vulnerability and improving disaster responsiveness.
Disaster Management is more than just response and relief (i.e., it assumes a more proactive approach)
Is a systematic process (i.e., is based on the key management principles of planning, organising, and leading which includes coordinating and controlling)
Aims to reduce the negative impact or consequences of adverse events (i.e., disasters cannot always be prevented, but the adverse effects can be minimised)

Is a system with many components (these components will be discussed in the other units)

The emergency planning process has evolved significantly and taken on more importance in the last decade as a result of emergencies and disasters having a greater impact on government and industry. Today, organizations have an abundance of emergency planning resources and training options available to them. Cooperation between government and industry in the planning process is also high. Consequently, there presently exists an excellent opportunity for organizations to increase their level of preparedness.

Most experts today advocate a comprehensive “all hazards” approach to emergency preparedness. A comprehensive emergency response plan that takes into account potential natural, technological, and man-made threats and involves key personnel in the planning process can assist an organization to systematically manage emergencies in an effective and efficient manner. The planning process is a key element that forces managers and their staff to explore viable options that can be employed in the event of an emergency or disaster. These contingencies can ultimately help to save lives, reduce property loss, as well as lessen an organization’s potential liability.

All aspects of disaster management deal with the processes used to protect populations or organizations from the consequences of disasters, wars and acts of terrorism. This can be seen through government publications such as the National Strategy for Homeland Security which detail how individuals and varying levels of government respond during the different phases of a disaster.
Definition of Concepts

An ‘emergency’ is ‘an unplanned event that can cause deaths or significant injuries to  employees, customers or the public; or that can shut down your business, disrupt operations, cause physical or environmental damage, or threaten the facility’s financial standing or public image’ (FEMA, 1993).

An emergency is a situation in which the community is capable of coping. It is a situation generated by the real or imminent (forthcoming) occurrence of an event that requires immediate attention of urgent situation resources.

Emergency:  is any occasion or instance for which, in the determination of the President, Federal assistance is needed to supplement State and local efforts and capabilities to save lives and to protect property and public health and safety, or lessen or avert the threat of a catastrophe in any part of the United States. A variety of incidents may qualify as emergencies.  The Federal assistance available for emergencies is more limited than that which is available for a major disaster.
A Presidential declaration of an emergency provides assistance that:

· Is beyond State and local capabilities

· Serves as supplementary emergency assistance.
· Does not exceed $5 million of Federal assistance.

The Governor of an affected State must request a Presidential Declaration for an emergency within 5 days of the incident.
Hazard:
“Is the potential for a natural or human-caused event to occur with negative consequences” (key words)

A hazard can become an emergency; when the emergency moves beyond the control of the population, it becomes a disaster.

Emergency:
“Is a situation generated by the real or imminent occurrence of an event that requires immediate attention” (key words)

Paying immediate attention to an event or situation as described above is important as the event/situation can generate negative consequences and escalate into an emergency. The purpose of planning is to minimize those consequences.

Disaster:
“Is a natural or human-caused event which causes intensive negative impacts on people, goods, services and/or the environment, exceeding the affected community’s capability to respond” (key words)

Risk:
“Is the probability that loss will occur as the result of an adverse event, given the hazard and the vulnerability” (key words)

Risk (R) can be determined as a product of hazard 

(H) and vulnerability (V). i.e. R = H x V

Vulnerability:
“Is the extent to which a community’s structure, services or environment is likely to be damaged or disrupted by the impact of a hazard” (key words)
A disaster is a situation in which the community is incapable of coping. It is a natural or human-caused event which causes intense negative impacts on people, goods, services and/or the environment, exceeding the affected community’s capability to respond; therefore the community seeks the assistance of government and international agencies.

Management is the process of reaching organizational goals by working with and through people and other organizational resources. 

Management has the following 3 characteristics:

1. It is a process or series of continuing and related activities.

2. It involves and concentrates on reaching organizational goals.

3. It reaches these goals by working with and through people and other organizational resources.

Emergency events can include terrorist attacks, industrial sabotage, fire, natural disasters (such as earthquakes, severe weather, etc.), public disorder, industrial accident, communications failure and loss, or corruption of critical information. Some examples of catastrophic incidents are:

1. The 1995 Kobe, Japan, earthquake, which killed more than 6000 people and left another 30,000 injured.

2. The 1994 Northridge, California, earthquake, which resulted in approximately $33 billion in damages.

Major disaster:  Major disasters may be caused by such natural events as floods, hurricanes, and earthquakes.  Disasters may include fires, floods, or explosions that the President feels are of sufficient magnitude to warrant Federal assistance. Although the types of incidents that may qualify as a major disaster are limited, the Federal assistance available for major disasters is broader than that available for emergencies.

A major disaster is any natural catastrophe (including any hurricane, tornado, storm, high water, wind driven water, tidal wave, tsunami, earthquake, volcanic eruption, landslide, mudslide, snowstorm, or drought),  or, regardless of cause, any fire, flood, or explosion, in any part of the United States, which in the determination of the President causes damage of sufficient severity and magnitude to warrant major disaster assistance under this chapter to supplement the efforts and available resources of States, local governments, and disaster relief organizations in alleviating the damage, loss, hardship, or suffering caused thereby.
A Presidential disaster declaration provides assistance that:

· Supplements available resources of State and local governments, disaster relief organizations, and insurance
· Is beyond State and local capabilities

The Governor of an affected State must request a Presidential declaration for a major disaster within 30 days of the incident. Additional information on the request process is presented later in this section.

Emergency preparedness: These are actions taken before the onset of a disaster so that a government can successfully discharge its emergency management responsibilities, such as establishing authorities and responsibilities for emergency actions and garnering the resources to support them.
Distinguishing between an emergency and a disaster situation
An emergency and a disaster are two different situations:

  An emergency is a situation in which the community is capable of coping. It is a situation generated by the real or imminent occurrence of an event that requires immediate attention and that requires immediate attention of emergency resources.

A disaster is a situation in which the community is incapable of coping. It is a natural or human-caused event which causes intense negative impacts on people, goods, services and/or the environment, exceeding the affected community’s capability to respond; therefore the community seeks the assistance of government and international agencies.

What is Emergency Management?
Emergency management is a discipline that involves the avoidance of risks, while simultaneously putting plans in place to deal with disasters and emergency situations if and when they do occur with a view to re-build and restore society to a functional level in as short a time as possible after a disaster. Emergency management is therefore a shared responsibility between government and citizens of a country towards building a sustainable, disaster-resilient society.

Emergency management can be further defined as “the discipline and profession of applying science, technology, planning and management to deal with extreme events that can injure or kill large numbers of people, do extensive damage to property, and disrupt community life.

Vision

Emergency management seeks to promote safer, less vulnerable communities with the capacity to cope with hazards and disasters.

Mission

Emergency Management protects communities by coordinating and integrating all activities necessary to build, sustain, and improve the capability to mitigate against, prepare for, respond to, and recover from threatened or actual natural disasters, acts of terrorism, or other man-made disasters.

Principles of Emergency management

Emergency Management must be:

1.  Comprehensive— emergency managers consider and take into account all hazards, all phases, all stakeholders and all impacts relevant to disasters.

2.   Progressive— emergency managers anticipate future disasters and take preventive and preparatory measures to build disaster-resistant and disaster-resilient communities.

3.   Risk-Driven— emergency managers use sound risk management principles (hazard identification, risk analysis, and impact analysis) in assigning priorities and resources.

4. Integrated— emergency managers ensure unity of effort among all levels of government and all elements of a community.

5.   Collaborative— emergency managers create and sustain broad and sincere relationships among individuals and organizations to encourage trust, advocate a team atmosphere, build consensus, and facilitate communication.

6.   Coordinated— emergency managers synchronize the activities of all relevant stakeholders to achieve a common purpose.

7.  Flexible— emergency managers use creative and innovative approaches in solving disaster challenges.

8.   Professional— emergency managers value a science and knowledge-based approach based on education, training, experience, ethical practice, public stewardship and continuous improvement

The ultimate purpose of emergency management is to:

ƒ   save lives

ƒ   preserve the environment

ƒ   protect property

ƒ   protect the economy
Disaster Management Cycle
Disaster management is a cyclical process; the end of one phase is the beginning of another although one phase of the cycle does not necessarily have to be completed in order for the next to take place. Often several phases are taking place concurrently. Timely decision making during each phase results in greater preparedness, better warnings, reduced vulnerability and/or the prevention of future disasters. The complete disaster management cycle includes the shaping of public policies and plans that either addresses the causes of disasters or mitigates their effects on people, property, and infrastructure.

The mitigation and preparedness phases occur as improvements are made in anticipation of an event. By embracing development, a community’s ability to mitigate against and prepare for a disaster is improved. As the event unfolds, disaster managers become involved in the immediate response and long-term recovery phases.

The diagram below shows the Disaster Management Cycle.
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Mitigation: Measures put in place to minimize the results from a disaster. Examples: building codes and zoning; vulnerability analyses; public education.

Preparedness: Planning how to respond. Examples: preparedness plans; emergency exercises/training; warning systems.

Response: Initial actions taken as the event takes place. It involves efforts to minimize the hazards created by a disaster. Examples: evacuation; search and rescue; emergency relief.

Recovery: Returning the community to normal. Ideally, the affected area should be put in a condition equal to or better than it was before the disaster took place. Examples: temporary housing; grants; medical care.

PHASES OF EMERGENCY MANAGEMENT

Mitigation

These are activities providing a critical foundation in the effort to reduce the loss of life and property from natural and/or manmade disasters by avoiding or lessening the impact of a disaster and providing value to the public by creating safer communities. Mitigation seeks to fix the cycle of disaster damage, reconstruction, and repeated damage. These activities or actions, in most cases, will have a long-term sustained effect.
“Mitigation” is any sustained activity that schools take to reduce the loss of life and damage related to events that cannot be prevented.  These activities may occur before, during, or after an incident.

“Prevention” is any step that schools can take to decrease the likelihood that an incident will occur.
Preparedness

A continuous cycle of planning, organizing, training, equipping, exercising, evaluating, and taking corrective action in an effort to ensure effective coordination during incident response. Within the National Incident Management System, preparedness focuses on the following elements: planning; procedures and protocols; training and exercises; personnel qualification and certification; and equipment certification.
The Preparedness phase readies schools/institutions to respond in a rapid, coordinated and effective manner to an emergency.  Because it is not possible to completely mitigate against every hazard that poses a risk, preparedness measures can help to reduce the impact of the remaining hazards by taking specific actions before an emergency event occurs.
The following preparedness activities and measures are incorporated into the FCPS Facility Crisis Management Security Plan
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Establishment and institutionalization of an Incident Command System Lists identifying CMT members and their respective roles, school staff not assigned students and/or not assigned specific duties, and the staff contact list;
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   Identification of on-site and off-site command posts, media staging areas, parent reunion areas and evacuation areas;
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   Standardization of school-based emergency response and protective procedures for evacuations, lock downs, secure the building, stay put, stay tuned, and shelter

in place;
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   Integration of students with disabilities and special needs into emergency response and crisis management planning, i.e. FESA (Fire Evacuation Staging Area) room and name & room number of students requiring special assistance;
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   Drill, exercise and training schedules, requirements and documentation procedures;
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    Detailed floor plans, site maps, location of utility cutoffs, and exterior door numbering system are provided to all schools.  Maps depicting hazardous

material site buffer zones and flood inundation zones distributed to affected

schools;
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    Identification of communications protocol and redundant systems to warn and communicate with occupants in school buildings, the community, and local response agencies during an emergency. Typical methods of communication

are bell and fire alarm systems, portable radio, public safety radio, telephone, cell phone, callback/intercom system, email, bullhorn, Message Alert System (MAS),

Keep in Touch (KIT), electronic mass media outlets and the FCPS webpage.

After-school and athletic programs will contact local emergency response agencies directly in case of emergency;
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   Locations of Automated External Defibrillators (AED), Go-Kit, public safety radio on-site;
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   Crisis intervention services (FCPS Crisis Response Teams, local and state victim services agencies) for students and staff members affected by a crisis;
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   Identification of school-based staff trained to render emergency medical aid i.e. cardiopulmonary resuscitation (CPR), AED, first aid, glucagon and epinephrine

administration.
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   Conduct debriefing to help analyze how school personnel and first responders function during an exercise or actual emergency. The lessons learned can be used to proactively develop and enhance plans and procedures that will ensure the safety of the entire school community.

The following security activities and measures are incorporated into the Facility

Crisis Management Security Plan template (FCPS):
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   Identifies exterior doors, classrooms and department workrooms, storage and mechanical rooms and utility closets that are locked during the school day;

[image: image13.png]


   Visitor control and access control measures i.e. signs posted on all exterior doors directing visitors to report to the office, all visitors check-in at main office, school issued ID and employee badges displayed while on FCPS property, all visitors’ check-out and exit via the main entrance, and empowering employees to challenge visitors without an ID badge.

Response

These are activities that address the short-term, direct effects of an incident. Response includes immediate actions to save lives, protect property, and meet basic human needs. Response also includes the execution of emergency operations plans and of mitigation activities designed to limit the loss of life, personal injury, property damage, and other unfavorable outcomes. As indicated by the situation, response activities include applying intelligence and other information to lessen the effects or consequences of an incident; increased security operations; continuing investigations into nature and source of the threat; ongoing public health and agricultural surveillance and testing processes; immunizations, isolation, or quarantine; and specific law enforcement operations aimed at preempting, interdicting, or disrupting illegal activity, and apprehending actual perpetrators and bringing them to justice.
When emergencies arise, schools must quickly implement the policies and procedures developed in the prevention-mitigation and preparedness phases to effectively manage the crisis and protect the school community. Throughout the response phase, efforts focus on de-escalating the emergency and taking accelerated steps toward recovery.

Examples of response activities include:
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   Activating the CMT, delegating responsibilities and establishing an incident command post;
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   Deploying resources;
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   Activating the communication, accountability, decision making, and primary response procedures;
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   Documenting all actions, decisions and events e.g., what happened, what worked and what did not work;
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   Account for all students, staff and resources during and immediately following the emergency.

During an emergency, there are five universal responses:

Lockdown is used to describe enhanced security measures taken to protect against potentially violent intruders that may be inside the building or on the school site.  The response secures students and staff, usually in classrooms, to prevent access or harm to the occupants of the lockdown locations. This may also involve quickly moving students and staff from unsecured locations i.e., cafeteria or gymnasium, to secure locations.  School staff will advise the Public Safety Communications Center (911) and public safety workers on-scene if lockdowns procedures are enacted.

Secure the building is used to prevent unauthorized entry if the threat is outside the building i.e., a robbery in proximity to the school. Outside activities are cancelled; all exterior doors are secured while staff and students are free to move about inside their building.

Shelter-in-place procedures are used to temporarily separate people from a hazardous outdoor atmosphere, such as in a hazmat or WMD incident i.e., chemical, biological, or radiological agent releases; the building is placed in a secure the building status and measures are taken to shut down the intake of outside air. No one is allowed to enter the school until public safety officials give the “all clear.”  School staff will advise the Public Safety Communications Center (911) and public safety workers on-scene if shelter-in- place procedures are enacted.

Stay Put, Stay Tuned is implemented at the request of public safety officials to limit the impact on the transportation infrastructure i.e., a staged or phased evacuation of residents from an affected area, large-scale incident that impacts the roadway system or a tornado warning issued by the National Weather Service.  Normal end-of-day release will not occur until authorized by competent authority.  Parents are allowed to “check out” their student from school.

Evacuation is used when locations outside of the school building are safer than inside the school.  It involves the controlled movement of students from the building to a pre- specified safe location, either to an area on the school grounds or to an off-site location. An off-site evacuation requires authorization from the Division Superintendent, the deputy superintendent, the chief operating officer, or their designee (See regulation

8613.) to facilitate the coordination and mobilization of resources required for such movement.
Recovery

The development, coordination, and execution of service- and site-restoration plans; the reconstitution of government operations and services; individual, private-sector, nongovernmental, and public assistance programs to provide housing and to promote restoration; long-term care and treatment of affected persons; additional measures for social, political, environmental, and economic restoration; evaluation of the incident to identify lessons learned; post incident reporting; and development of initiatives to mitigate the effects of future incidents.
Proper preparation and effective response to incidents can minimize the time required

for recovery. The Recovery phase is designed to assist students, staff, and their families in the healing process and to restore educational operations in schools.  Recovery is an

ongoing process that includes not only the mental, emotional and physical healing process of students, faculty and staff, but a school’s physical (buildings and grounds),

fiscal (daily business operations) and academic (a return to classroom learning)

recuperation.  Strong partnerships with public safety and mental health communities are essential for effective recovery efforts. The type and extent of activities will vary in

relation to the size and scope of the crisis.

There are four components of recovery:
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   Physical/structural
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   Business Continuity
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   Restoration of academic learning
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   Psychological/emotional

Physical/structural recovery begins with the assessment and evaluation of physical and structural damage to buildings and infrastructure, availability of transportation, food services, and assessing the functionality of educational capabilities and office equipment e.g., computers, lab equipment.  Damage assessment teams from the Department of Facilities and Transportation Services and the Department of Information Technology would be responsible for these assessments.  Data from the assessment will facilitate decision-making about repairs and timelines to resume normal activities.

Business recovery is the restoration of administrative and business functionality and services by activating the continuity of operations plan (COOP). The Leadership Crisis Management Team (LCMT) will decide what components of the COOP to implement, whether to cancel or postpone classes or to use alternative locations. The FCPS System wide Emergency Operations Plan, section VIII Direction and Control, delineates the Leadership Team’s chain-of-command and lines of succession.  Additionally, lines of succession and continuity of operations plans for individual departments and offices can be found in the FCPS Pandemic Influenza Response Plan.

Restoring the academic learning environment may involve conducting classes in offsite locations, implementing online learning or other continuity of learning activities as outlined in the FCPS Pandemic Influenza Response Plan.  FCPS and the School Board will confer with the Virginia Department of Education about changes to class schedules, academic calendars and graduation requirements, if needed. The Department of Communications and Community Outreach will ensure that the media, faculty, staff, students, and families have accurate and timely information concerning the progress of the restoration and recovery phase.

Psychological/emotional recovery involves the assessment of the emotional needs of all students, faculty, staff, and their families, and identifies those who need intervention by a school counselor, social worker, school psychologist (FCPS Crisis Response Team), or other mental health professional.   Additional community mental health resources are available from the Fairfax-Falls Church Community Services Board, the Virginia Department of Criminal Justice Services, and the Virginia Criminal Injury Compensation Fund.  Through this community collaboration, students, faculty, and staff will have the opportunity to receive short and long-term mental health services, or obtain referrals for long-term counseling. In addition to providing mental health services for students, it is important to offer such services to workers who were involved in the recovery efforts or who experienced adverse effects from the incident.

DESIGNING AN EMERGENCY MANAGMENT SYSTEM

What are Emergency Management Systems (EMS)?
Emergency management systems are technological aids that facilitate the effective management of disasters. EMS technology can assist in several areas that are critical to effective disaster management, such as:

ƒ   Drafting and testing of evacuation and general disaster plans (Evacuation Plans).
ƒ   Establishment of shelters as well as informing the public of shelter locations, items that should be taken to the shelter and general “shelter behaviour”.

ƒ   Training personnel in effective shelter management, basic first aid and other “response” skills (Manpower).

ƒ   Establish a national warehouse and ensure that it is stocked with items for national survival in the immediate aftermath of the disaster, before the arrival of overseas help (Materials).

ƒ   Setting-up reliable communication systems, such as, the traditional two-way CB-type radios (Communication).

ƒ   Putting transportation plans in place, which should include air
transportation to facilitate air-lifts and rescues, delivery of food supplies to severely affected areas cut-off from vehicular traffic and comprehensive damage assessment activity (Transportation).

Diagram showing several disaster-related areas impacted by EMS
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How useful is EMS?
EMS can also add tremendous value to disaster management in the following generic areas:

ƒ   Hazardous Materials Management

ƒ   Emergency Medical Services

ƒ   Response and Recovery

Hazardous Materials Management (HAZMAT):
EMS can be used to provide safe and secure transportation of hazardous material by air, sea and land. More specifically, devices can be used to track HAZMAT shipments and notify management centres when a shipment deviates from its intended route.
Emergency Medical Services:
Automated collision notification systems can be used to detect vehicle collisions or other incidents requiring emergency responders. The system notifies emergency personnel and provides them with valuable information on the incident.
Response and Recovery:
Sensors are used to help provide an early warning system to detect large-scale emergencies such as natural disasters. Systems also exist that facilitate the sharing of emergency information across multiple response agencies to facilitate greater cooperation and coordination among them.

Diagram giving specific examples of EMS at work


EMS
Hazardous Materials Management (HAZMAT):

EMS can be used to provide safe and secure transportation of hazardous material by air, sea and land. More specifically, devices can be used to track HAZMAT shipments and notify management centres when a shipment deviates from its intended route.

Emergency Medical Services:
Automated collision notification systems can be used to detect vehicle collisions or other incidents requiring emergency responders. The system notifies emergency personnel and provides them with valuable information on the incident.

Response and Recovery:
Sensors are used to help provide an early warning system to detect large-scale emergencies such as natural disasters. Systems also exist that facilitate the sharing of emergency information across multiple response agencies to facilitate greater cooperation and coordination among them.
EMS and the Disaster Management Cycle:
It is important to note that the proper usage of technology can improve the effectiveness of disaster management systems to aid the process of prevention, mitigation, preparedness, response and recovery.

Prevention and Mitigation
Effective disaster management seeks to prevent hazards from developing into “full-blown” disasters and further reduce the impact of disasters if and when they occur. Inventory systems, Tracking, Detection, Driver authentication and Route planning software are technological tools that can be used to aid in the process of disaster prevention and mitigation.

i
Inventory systems:
Databases exist to help monitor inventory levels of critical supplies and equipment on a continuous basis to ensure that adequate supplies are available to cover the upward surge in demand that generally accompany disaster and emergency situations.

ii
Tracking systems:
Vehicle-mounted hardware provide the capability to track Hazard Management (HAZMAT) cargo and support the notification of management centres when a shipment deviates from its intended route.

iii   Detection:
Roadside detectors can monitor for the presence of hazardous cargo in sensitive areas and confirm that the cargo is on the expected route.

iv   Driver Authentication:
Driver authentication technology can confirm that the individual operating a HAZMAT vehicle is authorized to do so and report operation by unexpected drivers to public safety entities.

v    Route Planning:
EMS can provide assistance to commercial vehicle operators via electronic route planning services, ensuring compliance with HAZMAT shipment restrictions along planned travel routes.

Preparedness
The Preparedness component emphasizes the development of plans well in advance of the disastrous situation (or event), to reduce confusion and restore order in as short a time as possible when the disaster does

happen. EMS can aid the preparedness process via technological systems such as Advanced Automated Collision notification systems (Advanced ACN) and Telemedicine.

ƒ   Advanced ACN: Advanced automated collision notification systems use vehicle-mounted sensors and wireless communication to notify emergency personnel and provide them with valuable information on incidents such as crashes or collisions, including the exact location and characteristics of the incident and possibly relevant medical

information regarding the vehicle occupants in the case of a vehicular collision.

ƒ   Telemedicine: Telemedicine systems provide a link between responding ambulances and nearby emergency medical facilities, enabling doctors to advise emergency medical personnel regarding the treatment of patients en route to the hospital.

Response and Recovery
The Response Phase of the Disaster Management Cycle involves mobilization of emergency services to provide immediate assistance to people affected by disasters. Recovery, by extension, is concerned with issues and decisions that must be made after the initial needs resulting from the disaster are addressed. EMS technology can aid the response and recovery effort through the installation and utilization of Scheduling and Coordination software, Early Warning Systems, Evacuation and Re-entry Management, Response Management and Emergency Traveller Information systems.

ƒ   Scheduling and Coordination software: Intricate scheduling systems can simultaneously monitor and coordinate various response activities (such as search and rescue operations, emergency medical assistance, evacuation and emergency public communication) to make the response process more efficient structured and organized.

ƒ   Early Warning Systems: The variety of sensors deployed on the transportation infrastructure can help provide an early warning system to detect large-scale emergencies including natural disasters (hurricanes, earthquakes, floods, winter storms, tsunamis, etc.) and technological and man-made disasters (HAZMAT incidents, nuclear power plant accidents, and acts of terrorism including nuclear, chemical, biological, and radiological weapons attacks). Early warning systems monitor alerting and advisory systems, ITS sensors and surveillance systems, field reports, and emergency call-taking systems to identify emergencies and notify all responding agencies of detected emergencies.

ƒ   Response Management: Response management may include the tracking of emergency vehicle fleets using automated vehicle location (AVL) technology and two-way communications between emergency vehicles and dispatchers. Integration with traffic and transit management systems enables emergency information to be shared between public and private agencies and the travelling public.

ƒ   Evacuation and Re-entry Management: Evacuation operations often require a coordinated emergency response involving multiple agencies, various emergency centres, and numerous response plans. Various communication technologies can support the management of evacuations, which may also include a variety of traffic and transit management activities.

ƒ   Emergency Traveller Information: Integration with traffic and transit management systems enables emergency information to be shared between public and private agencies and the travelling public. This communication and cooperation also enables the use of the variety of ITS information dissemination capabilities to provide emergency traveller information.
Who is responsible for EMS?
Emergency Management is a shared responsibility between government and citizens of a country towards building a sustainable, disaster-resilient society.

The Government usually exercises leadership at the national level. However, in an emergency, the first response is almost always by the municipalities or the local-governing authorities for the simple reason that disasters usually involve specific localized areas. However, should the local government require additional resources in an emergency or disaster response, then the federal government would respond quickly to any request for assistance from the local governing bodies.

The importance of partnerships
All levels of society should be involved in emergency management. Individual citizens, communities, municipalities, federal governments, emergency response personnel such as fire prevention and health workers, the private sector, volunteers, academia and international allies should all be involved in emergency management. Good partnerships based on effective collaboration, coordination and communication are a key component of emergency management systems.

Of tremendous importance, Emergency Management requires collaboration, coordination and integration to facilitate complementary action by all partners to facilitate timely and effective prevention and mitigation, preparedness, response and recovery measures to effectively deal with disasters.

EMS and Community Resilience
EMS aims to strengthen the resiliency of communities and nations by helping them to minimize the occurrence of disasters, reduce the impact and recover relatively quickly if and when disasters do occur. Resiliency minimizes susceptibility to damage from disasters by strengthening the capacity of the country to cope with, adapt to, respond, recover and learn from disasters.

Continuous Improvement
After emergencies or disasters occur, it is very important to take time to identify and document the lessons learnt from the experience. Doing so will increase future effectiveness and improve emergency management practises and processes. Recovery from any major disaster should be completed by documenting and internalizing the lessons learnt. If this is done, continuous improvement and a reduction in the recurrence of problems should result.

INCIDENT COMMAND SYSTEM                                                            

ICS is the model tool for command, control, and coordination of a response and provides a means to coordinate the efforts of individual agencies as they work toward the common goal of stabilizing the incident and protecting life, property, and the environment. ICS uses principles that have been proven to improve efficiency and effectiveness in a business setting and applies the principles to emergency response.

The Incident Command System (ICS) is "a systematic tool used for the command, control, and coordination of emergency response" according to the United States Federal Highway Administration. A more detailed definition of an ICS according to the United States Center for Excellence in Disaster Management & Humanitarian Assistance is "a set of personnel, policies, procedures, facilities, and equipment, integrated into a common organizational structure designed to improve emergency response operations of all types and complexities. ICS is a subcomponent of the National Incident Management System (NIMS), as released by the U.S. Department of Homeland Security in 2004."

 An ICS is based upon a changeable, scalable response organization providing a common hierarchy within which people can work together effectively. These people may be drawn from multiple agencies that do not routinely work together, and ICS is designed to give standard response and operation procedures to reduce the problems and potential for miscommunication on such incidents. ICS has been summarized as a "first-on-scene" structure, where the first responder of a scene has charge of the scene until the incident has been declared resolved, a more qualified responder arrives on scene and receives command, or the Incident Commander appoints another individual Incident Commander.

An Incident is  An occurrence that requires action by emergency service personnel

Incident Command System (ICS)-A standardized, on-scene, all-hazard incident management concept. It is a standardized on-site management system designed to enable effective, efficient incident management by integrating a combination of facilities, equipment, personnel, procedures, and communications operating within a common organizational structure.

ICS is a standardized on-scene incident management concept designed specifically to allow responders to adopt an integrated organizational structure equal to the complexity and demands of any single incident or multiple incidents without being hindered by jurisdictional boundaries. 

We live in a complex world in which responding to emergencies, from single-car accidents to large-scale disasters, often requires cooperation among several agencies. In an emergency, you and other personnel from your agency may be called upon to help with the response. Given the current movement toward using an ICS structure for emergency response, it is likely, therefore, that you will function in an ICS environment.

In an emergency, you may not be working for your day-to-day supervisor, or you may be working in a different location. Thus, emergency response operations are not "business as usual." This unit will provide you with information that you will need to work in an ICS environment, including the rationale for using ICS and how ICS can be used to manage all types of incidents. It also will describe the basic ICS organization, how ICS can form the basis for an effective emergency management system, and how ICS can enhance EOC operations.

When Is ICS Used?
The Incident Command System can address a variety of threats, such as floods, dam failures, fires, spills, incidents of various sizes (small to large) and various levels of agency participation (single or multiple). It is often referred to as an "all risk system".

ICS has been proven effective for responding to all types of incidents, including:

•
Hazardous materials (HAZMAT) incidents

•
Planned events (celebrations, parades, concerts, official visits, etc.)

•
Response to natural hazards
•
Single and multiagency law enforcement incidents
•
Lack of comprehensive resource management strategy

•
Fires
•
Incidents involving multiple casualties

•
Multijurisdictional and multiagency incidents
•
Air, rail, water, or ground transportation accidents
•
Wide-area search and rescue missions

•
Private sector emergency management program
The ICS is used to manage an incident or a non-emergency event, and can be used equally well for both small and large situations. 

ICS helps to ensure

· The safety of responders and others

· The achievement of response objectives

· The efficient use of resources

As an instructor, you should inform the group that incidents are either natural or man-made, and require emergency service personnel in order to prevent or minimize loss of life or damage to property and/or the environment.  Incident examples include:

•Fires

•Hazardous material (HAZMAT) incidents

•Search and Rescue Missions

•Oil spills

•Natural disasters

•Terrorist/WMD events

•Planned events such as parades

ICS History
ICS was developed in the 1970s in response to a series of major wildland fires in southern California. At that time, municipal, county, State, and Federal fire authorities collaborated to form the Firefighting Resources of California

Organized for Potential Emergencies (FIRESCOPE). FIRESCOPE identified several recurring problems involving multiagency responses, such as:

•
Nonstandard terminology among responding agencies.

•
Lack of capability to expand and contract as required by the situation.
•
Nonstandard and nonintegrated communications.

•
Lack of consolidated action plans.
•
Lack of designated facilities.
Efforts to address these difficulties resulted in the development of the original ICS model for effective incident management. Although originally developed in response to wildfires, ICS has evolved into an all-risk system that is appropriate for all types of fire and non-fire emergencies. Much of the success of ICS has resulted directly from applying:

•
A common organizational structure

•
Key management principles in a standardized way

Many incidents--whether major accidents (such as HazMat spills), minor incidents (such as house fires and utility outages), or emergencies and major disasters (such as tornadoes, hurricanes, and earthquakes)--require a response from a number of different agencies. Regardless of the size of the incident or the

number of agencies involved in the response, all incidents require a coordinated effort to ensure an effective response and the efficient, safe use of resources.

No single agency or department can handle an emergency situation of any scale alone. Everyone must work together to manage the emergency. To coordinate the effective use of all of the available resources, agencies need a formalized management structure that lends consistency, fosters efficiency, and provides direction during a response. The ICS organization is built around five major components:

•
Command

•
Planning

•
Operations
•
Logistics
•
Finance/Administration

These five major components are the foundation upon which the ICS organization develops. They apply during a routine emergency, when preparing for a major event, or when managing a response to a major disaster. In small- scale incidents, all of the components may be managed by one person, the Incident Commander. Large-scale incidents usually require that each component, or section, is set up separately. As you will see later in this unit, each of the primary ICS sections may be divided into smaller functions as needed.

The ICS organization has the capability to expand or contract to meet the needs of the incident, but all incidents, regardless of size or complexity, will have an Incident Commander. A basic ICS operating guideline is that the Incident Commander is responsible for on-scene management until command authority is transferred to another person, who then becomes the Incident Commander.

Incident Command
The command function is directed by the Incident Commander, who is the person in charge at the incident, and who must be fully qualified to manage the response. Major responsibilities for the Incident Commander include:

•
Performing command activities, such as establishing command and establishing the ICP

•
Protecting life and property
•
Controlling personnel and equipment resources

•
Maintaining accountability for responder and public safety, as well as for task accomplishment

•
Establishing and maintaining an effective liaison with outside agencies and organizations, including the EOC, when it is activated

•
Establishing command
•
Ensuring responder safety
•
Assessing incident priorities
•
Determining operational objectives

•
Developing and implementing the Incident Action Plan (Incident Action
Plan)

•
Developing an appropriate organizational structure
•
Maintaining a manageable span of control

•
Managing incident resources
•
Coordinating overall emergency activities

•
Coordinating the activities of outside agencies
•
Authorizing the release of information to the media

•
Keeping track of costs
An effective Incident Commander must be assertive, decisive, objective, calm, and a quick thinker. To handle all of the responsibilities of this role, the Incident Commander also needs to be adaptable, flexible, and realistic about his or her limitations. The Incident Commander also needs to have the capability to delegate positions appropriately as needed for an incident. Initially, the Incident

Commander will be the senior first-responder to arrive at the scene. As additional responders arrive, command will transfer on the basis of who has primary authority for overall control of the incident. As incidents grow in size or become more complex, the responsible jurisdiction or agency may assign a more highly qualified Incident Commander. At transfer of command, the outgoing Incident Commander must give the incoming Incident Commander a full briefing and

notify all staff of the change in command.
As incidents grow, the Incident Commander may delegate authority for performing certain activities to others, as required. When expansion is required, the Incident Commander will establish other Command Staff positions: Information Officer, Safety Officer, Liaison Officer.

•
The Information Officer handles all media inquiries and coordinates the release of information to the media with the Public Affairs Officer at the EOC

•
The Safety Officer monitors safety conditions and develops measures for ensuring the safety of all assigned personnel

•
The Liaison Officer is the on-scene contact for other agencies assigned to the incident

The Incident Commander will base the decision to expand (or contract) the ICS

organization on three major incident priorities:

•
Life safety. The Incident Commander's first priority is always the life safety of the emergency responders and the public.

•
Incident stability. The Incident Commander is responsible for determining the strategy that will:

Minimize the effect that the incident may have on the surrounding area.

Maximize the response effort while using resources efficiently. The size and complexity of the command system that the Incident Commander develops should be in keeping with the complexity (i.e., level of difficulty in the response) of the incident, not the size (which is based on geographic area or number of resources).

•
Property conservation. The Incident Commander is responsible for minimizing damage to property while achieving the incident objectives. As incidents become more involved, the Incident Commander can activate additional General Staff sections (that is, Planning, Operations, Logistics, and/or Finance/Administration), as necessary.

Planning Section
In smaller events, the Incident Commander is responsible for planning, but when the incident is of larger scale, the Incident Commander establishes the Planning Section. The Planning Section's function includes the collection, evaluation, dissemination, and use of information about the development of the incident and status of resources. This section's responsibilities can also include creation of the Incident Action Plan (Incident Action Plan), which defines the response activities and resource utilization for a specified time period.

An ICS enables integrated communication and planning by establishing a manageable span of control. An ICS divides an emergency response into five manageable functions essential for emergency response operations: Command, Operations, Planning, Logistics, and Finance and Administration. Figure 1 shows a typical ICS structure.
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Incident Command System Structure

The ICS organization is comprised of five functional sections: Command, Operations, Planning, Logistics and Finance. The "basic" structure is as follows:
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The Command Section has an Incident Commander (the boss) and command staff (the helpers). Each of the other four sections is managed by a Section Chief (the general staff) and supported by other functional units. The Sections have specific functions, as follows:

· COMMAND - Setting Response Objectives and Undertaking Coordination 

· OPERATIONS - Undertaking Tactical Response Actions 

· PLANNING - Investigating and Establishing Technical Basis for Action Plans 

· LOGISTICS - Providing Equipment and Services 

FINANCE - Managing Finances and Administration 

Operations Section
The Operations Section Incident Command Finance/ Administration Section Logistics Section Operations Section Planning Section The Operations Section is responsible for carrying out the response activities described in the Incident Action Plan. The Operations Section Chief coordinates Operations Section activities and has primary responsibility for receiving and implementing the Incident Action Plan. The Operations Section Chief reports to the Incident Commander and determines the required resources and organizational structure within the Operations Section. The Operations Section Chief's main responsibilities are to:

•
Direct and coordinate all operations, ensuring the safety of Operations

Section personnel

•
Assist the Incident Commander in developing response goals and objectives for the incident

•
Implement the Incident Action Plan
•
Request (or release) resources through the Incident Commander
•
Keep the Incident Commander informed of situation and resource status within operations

Logistics Section
The Logistics Section is responsible for providing facilities, services, and materials, including personnel to operate the requested equipment for the incident. This section takes on great significance in long-term or extended operations. It is important to note that the Logistics Section functions are geared to support the incident responders. For example, the Medical Unit in the Logistics Section provides care for the incident responders not civilian victims.

Finance Section
Though sometimes overlooked, the Finance/ Administration Section is critical for tracking incident costs and reimbursement accounting. Unless costs and financial operations are carefully recorded and justified, reimbursement of costs is difficult, if not impossible. The Finance/Administration Section is especially important when the incident is of a magnitude that may result in a Presidential Declaration. Each of these functional areas can be expanded into additional organizational units with further delegation of authority. They also may be contracted as the incident deescalates.

ICS CONCEPTS AND PRINCIPLES
The adaptable ICS structure is composed of major components to ensure quick and effective resource commitment and to minimize disruption to the normal operating policies and procedures of responding organizations. Remember that ICS concepts and principles have been tested and proven over time-in business and industry and by response agencies at all governmental levels. ICS training is required to ensure that all who may become involved in an incident are familiar with ICS principles. In this section you will find how the application of these concepts and principles makes ICS work. An ICS structure should include:

•
Common terminology (plain-English radio codes, area-wide standards for unit IDs)

•
A modular organization
•
Integrated communications (800 MHz radio?, common frequencies, radio patch capability)

•
Unity of command
•
A unified command structure
•
Consolidated Incident Action Plans
•
A manageable span of control

•
Designated incident facilities (alternate, mobile or consolidated comm centers)

•
Comprehensive resource management
Common terminology is essential in any emergency management system, especially when diverse or other than first-response agencies are involved in the response. When agencies have slightly different meanings for terms, confusion and inefficiency can result. Do you know what a Staging Area is? Will all responders understand what a Staging Area is? In ICS, major organizational functions, facilities, and units are predesignated and given titles. ICS terminology is standard and consistent among all of the agencies involved. To prevent confusion when multiple incidents occur at the same time within the same For example, an incident that occurs at 14th and Flower might be called "Flower Street Command." One that occurs at 14th and Penn could be called "Penn Street Command." Other guidelines for establishing common terminology include:

•
Response personnel should use common names for all personnel and equipment resources, as well as for all facilities in and around the incident area

•
Radio transmissions should use clear text (that is, plain English, without
"ten" codes or agency-specific codes)

All common terminology applies to all organizational elements, position titles, and resources. A modular organization develops from the top-down organizational structure at any incident. "Top-down" means that, at the very least, the Command function is established by the first-arriving officer who becomes the Incident Commander. As the incident warrants, the Incident Commander activates other functional areas (i.e., sections).

In approximately 95 percent of all incidents, the organizational structure for operations consists of command and single resources (e.g., one fire truck, an ambulance, or a tow truck). If needed, however, the ICS structure can consist of several layers. Integrated communications is a system that uses a common communications plan, standard operating procedures, clear text, common frequencies, and common terminology. Several communication networks may be established, depending on the size and complexity of the incident.

Unity of command is the concept by which each person within an organization reports to only one designated person. A unified command allows all agencies with responsibility for the incident, either geographic or functional, to manage an incident by establishing a common set of incident objectives and strategies. Unified command does not mean losing or giving up agency authority, responsibility, or accountability. The concept of unified command means that all involved agencies contribute to the command process by:

•
Determining overall objectives

•
Planning jointly for operational activities while conducting integrated operations

•
Maximizing the use of all assigned resources
Under unified command, the following always apply:

•
The incident functions under a single, coordinated Incident Action Plan

•
One Operations Section Chief has responsibility for implementing the

Incident Action Plan
•
One ICP is established

Some examples of how unified command is applied are shown in the visual below. Consolidated Incident Action Plans describe response goals, operational objectives, and support activities. The decision to have a written Incident Action Plan is made by the Incident Commander. ICS requires written plans whenever:

•
Resources from multiple agencies are used

•
Several jurisdictions are involved

•
The incident is complex (e.g., changes in shifts of personnel or equipment are required)

Incident Action Plans should cover all objectives and support activities that are needed during the entire operational period. A written plan is preferable to an oral plan because it clearly demonstrates responsibility, helps protect the community from liability suits, and provides documentation when requesting State and Federal assistance. Incident Action Plans that include the measurable goals and objectives to be achieved are always prepared around a timeframe called an operational period. Operational periods can be of various lengths, but should be no longer than 24 hours. Twelve-hour operational periods are common for large-scale incidents. The Incident Commander determines the length of the operational period based on the complexity and size of the incident. A manageable span of control is defined as the number of individuals one supervisor can manage effectively. In ICS, the span of control for any supervisor falls within a range of three to seven resources, with five being the optimum. If those numbers increase or decrease, the Incident Commander should re-examine the organizational structure.
Designated incident facilities include:

•
An ICP at which the Incident Commander, the Command Staff, and the

General Staff oversee all incident operations.

•
Staging Areas at which resources are kept while awaiting incident assignment. Other incident facilities may be designated for incidents that are geographically dispersed, require large numbers of resources, or require highly specialized resources.

Comprehensive resource management:

•
Maximizes resource use

•
Consolidates control of single resources
•
Reduces the communications load

•
Provides accountability
•
Reduces freelancing

•
Ensures personnel safety
All resources are assigned to a status condition.

•
Assigned resources are performing active functions.

•
Available resources are ready for assignment.

Out-of-service resources are not ready for assigned or available status. Any changes in resource location and status must be reported promptly to the Resource Unit by the person making the change. Personnel accountability is provided throughout all of ICS. All personnel must check in as soon as they arrive at an incident. Resource units, assignment lists, and unit logs are all ways for personnel to be accounted for. When personnel are no longer required for the response, they must check out so that they can be removed from the resource lists. The ICS principles can and should be used for all types of incidents, both small and large-from a warrant execution to a hostage situation or a search for a missing child. Because ICS can be used at virtually any type of incident of any size, it is important that all responders use the ICS approach.

Incident Commander/Unified Command

The Incident Commander (IC) or the Unified Command (UC) is responsible for all aspects of the response, including developing incident objectives and managing all incident operations. 

The IC is faced with many responsibilities when he/she arrives on scene. Unless specifically assigned to another member of the Command or General Staffs, these responsibilities remain with the IC. Some of the more complex responsibilities include:

· Establish immediate priorities especially the safety of responders, other emergency workers, bystanders, and people involved in the incident.

· Stabilize the incident by ensuring life safety and managing resources efficiently and cost effectively.

· Determine incident objectives and strategy to achieve the objectives.

· Establish and monitor incident organization.

· Approve the implementation of the written or oral Incident Action Plan.

· Ensure adequate health and safety measures are in place.

Command Staff

The Command Staff is responsible for public affairs, health and safety, and liaison activities within the incident command structure. The IC/UC remains responsible for these activities or may assign individuals to carry out these responsibilities and report directly to the IC/UC.

· The Information Officer's role is to develop and release information about the incident to the news media, incident personnel, and other appropriate agencies and organizations.

· The Liaison Officer's role is to serve as the point of contact for assisting and coordinating activities between the IC/UC and various agencies and groups. This may include Congressional personnel, local government officials, and criminal investigating organizations and investigators arriving on the scene.

The Safety Officer's role is to develop and recommend measures to the IC/UC for assuring personnel health and safety and to assess and/or anticipate hazardous and unsafe situations. The Safety Officer also develops the Site Safety Plan, reviews the Incident Action Plan for safety implications, and provides timely, complete, specific, and accurate assessment of hazards and required controls.
General Staff

The General Staff includes Operations, Planning, Logistics, and Finance/Administrative responsibilities. These responsibilities remain with the IC until they are assigned to another individual. When the Operations, Planning, Logistics or Finance/Administrative responsibilities are established as separate functions under the IC, they are managed by a section chief and can be supported by other functional units.

· The Operations Staff is responsible for all operations directly applicable to the primary mission of the response.

· The Planning Staff is responsible for collecting, evaluating, and disseminating the tactical information related to the incident, and for preparing and documenting Incident Action Plans (IAP's).

· The Logistics Staff is responsible for providing facilities, services, and materials for the incident response. 

The Finance and Administrative Staff is responsible for all financial, administrative, and cost analysis aspects of the incident.

The following is a list of Command Staff and General Staff responsibilities that either the IC or UC of any response should perform or assign to appropriate members of the Command or General Staffs:

· Provide response direction;

· Coordinate effective communication;

· Coordinate resources;

· Establish incident priorities;

· Develop mutually agreed-upon incident objectives and approve response strategies;

· Assign objectives to the response structure;

· Review and approve IAP's;

· Ensure integration of response organizations into the ICS/UC;

· Establish protocols;

· Ensure worker and public health and safety; and

· Inform the media.

Incident Action Plan - Where to Start

Emergency response must be guided by an action plan. For small incidents of short duration or for very initial response, the plan needn't be written. An action plan should be written when resources from other supporting agencies and contractors are being used; several jurisdictions involved; or an incident requires changes in shifts of personnel or equipment.

The Commander, in consultation with the Section Chiefs and Command Staff, will establish response objectives and strategy and schedule regular meetings to up-date the action plan. The action plan for the incident should cover all tactical and support requirement for the operational period (e.g. one-shift rotation). Where other jurisdictions, such as local and federal governments, and industry are involved, the action plan should be jointly prepared (see Unified Command).

Other "operational" plans can include:

· Safety Plan - Identifies incident specific hazards, safety practices and procedures.

· Medical Plan - Provides medical emergency procedures, transportation, methods, medical facilities, etc. 

· Radio Communication Plan - Establish electronic communication protocols and procedures.

Unified Command - Joining Forces

Most environmental emergencies disregard jurisdictional boundaries - international, government, local authorities, etc. As such, it is important to develop a unified command structure whereby organizations who have jurisdictional responsibility, such as a local government, federal government, and provincial government, can contribute in:

· determining response strategy and objectives; 

· planning and tactical activities; and 

· sharing of resources.

For incidents that involve industrial spills, the company must also contribute to these important decisions as the onus rests with the company (i.e. responsible party) to cleanup the spill and mitigate damages.

Conclusion

The Incident Command System is a proven organizational structure to manage all scales of emergency response. The ICS is rapidly being adopted by industry and governments.

The ICS is a "function" oriented approach to an emergency. This organization fosters clear recognition of a responder's purpose, duties and line-of-communications. Also by being function oriented, the ICS enables a rapid "modular" expansion of the response team to manage an escalating incident.

The primary function of an emergency response plan is to develop the incident specific details of the five functional components of the ICS - Command, Operations, Planning, Logistics and Finance/Administration. A response plan is not a "rigid" document, but provides only the framework for managing an emergency - common-sense still prevails.

The primary asset of an Incident Management Team (often referred to as an Emergency Response Team) is its members. Team members must harbour a healthy commitment and team attitude. Personnel attributes that members can contribute to the team should be recognized, including: general life-skills (e.g. out-door experience, vehicle handling ability), technical knowledge (e.g. wildlife, waste, water) and interests (e.g. coordination, hands-on).

PATIENT ROUTING AND TRIAGE 

Brief history 

Triage refers to the evaluation and categorization of the sick or wounded when there are insufficient resources for medical care of everyone at once. Historically, triage is believed to have arisen from systems developed for categorization and transport of wounded soldiers on the battlefield. Triage is used in a number of situations in modern medicine, including:

· In mass casualty situations, triage is used to decide who is most urgently in need of transportation to a hospital for care (generally, those who have a chance of survival but who would die without immediate treatment) and whose injuries are less severe and must wait for medical care.

· Triage is also commonly used in crowded emergency rooms and walk-in clinics to determine which patients should be seen and treated immediately. 

· Triage may be used to prioritize the use of space or equipment, such as operating rooms, in a crowded medical facility.

. The triage system is a “physiological system” which relies on changes in vital signs as a result of an injury or illness rather than an “anatomical system” that relies on decisions being made on what injuries can be seen. Where an experienced clinician is using the triage system, knowledge of the clinical condition that is based on an anatomical injury may be used to upgrade a triage category.

Triage sieve

This triage sieve quickly sorts out casualties into priority groups. Using card the emergency service will systematically work through the patients’ triaging and labelling them. They will not get involved in substantive patient treatment during a triage sieve; this will include looking for any signs of life.
Triage sort

On the arrival of further resources patients are moved to a place of safety, usually the Casualty Clearing Station. At this location they can be re-triaged using a triage sort process. This process is a more thorough clinical triage than the sieve.

The same triage card is used throughout the sieve and sort process updating patients triage category by refolding the card as necessary.

Paediatric Triage

During most major incidents the emergency services triage paediatrics using the adult triage sieve – this over-prioritises but is a safe option. During a multiple casualty incident involving mainly paediatric patients the emergency services will instigate the use of the paediatric triage process. The system uses similar method to that of the adult triage tape.

Expectant Category

The expectant category is only used with the authority of Gold Medic and Gold Doctor with advice from the Emergency Planning Advisor. This situation would arise when there are such large numbers of patients the ability of the ambulance services to respond to the clinical needs of every individual and potentially unsurvivable injuries would be to the detriment of other patients. Expectant patients must be triaged labelled as “priority 1” which is red in colour though with a blue flash corner folded back from the rear of the priority 1 card. If they die then they red is removed and they are marked with black color.

The care and identification of casualties is a primary responsibility of the emergency services at a major incident.

Categories of Victims:
Victims are grouped into four categories, depending on the urgency of their need for evacuation. If necessary, simple triage assessment can be implemented by persons without a high level of training. These categories are:- Triage separates the injured into four groups:
· The expectant who are beyond help

· The injured who can be helped by immediate transportation

· The injured whose transport can be delayed
· Those with minor injuries, who need help less urgently

Triage also sets priorities for evacuation and transport as follows:

· Immediate or Priority 1 ( Red tags ) evacuation by MEDEVAC if available or ambulance as they need advanced medical care at once or within 1 hour. These people are in critical condition and would die without immediate assistance.

· Delayed or Priority 2 (Yellow tags ) can have their medical evacuation delayed until all immediate persons have been transported. These people are in stable condition but require medical assistance.

· Minor or Priority 3 (Green tags) are not evacuated until all immediate and delayed persons have been evacuated. These will not need advanced medical care for at least several hours. Continue to re-triage in case their condition worsens. These people are able to walk, and may only require bandages and antiseptic. These victims will still need hospital care and would be treated immediately under normal circumstances. 

· Deceased or priority 4 (Black tags) is left where they fell. These people are not breathing and an effort to reposition their airway has been unsuccessful

· Non injury or priority 5(White tags)-  are given to those with minor injuries for whom a doctor's care is not required. No hospitalization needed. most are affected psychologically. 

Advantages of Using Triage Tags

· Alerts providers to priorities

· Prevents re-triage

· Tracking system

Uninjured

 The uninjured will have been involved in the incident, but will not necessarily want or require medical attention. They will normally be removed from the hazard or hazard zone by emergency service personnel. Once these people have been removed from any hazards, processed through a triage sieve by the ambulance services  they must be handed over to the Police for collation of details and witness statements.

They will all be potential witnesses; Police will need to collate their details for the benefit of the casualty bureau as well as the investigation. This can be done at suitable premises nearby, called the Survivor Reception Centre. 

 Injured

The injured need to be rescued from the scene and cared for as quickly and safely as possible by the rescuers who must be mindful of the requirement of the ambulance and medical teams on site. Ambulance paramedics and technicians then need to be able to administer the appropriate pre-hospital treatment before the patients are taken to the receiving hospitals. As the ambulance teams go forward they will take equipment for use by emergency responders at the incident site.

 “START” System of Triage
Simple Triage and Rapid Treatment (START) The method was developed in 1983 by the staff members of the Newport Beach Fire Department located at Hoag Memorial Hospital in Newport Beach, California. START system of classification is based on 

1. Respiratory Effort

 Not breathing – manually open their airway If they start breathing - tag RED If they don’t start breathing – tag BLACK

2. Pulses/Perfusion

 Check for Radial pulse. Radial pulse absent = tag RED, Radial pulse present = go to next step

3. Mental Status

 Assess whether or not the person can follow a simple command. “Squeeze my hand” Can follow a simple command = tag YELLOW cannot follow a simple command = tag RED

Advantage of Using Triage Tags

· Easy to use

· Focus is on signs/symptoms

· Fast

Patient Routing 

Patient routing is a form of communication between the ambulance service, the hospital front desk and back office staff. The Routing information contains a wealth of valuable summary of information about the patient. It start from the casualty clearing station through to the hospital. 

 Casualty Clearing Station and Ambulance Loading Point

The Casualty Clearing Station is a place of relative safety to which casualties are conveyed from the incident site. Triage sort, assessment, treatment and stabilization is carried out by ambulance services staff together with any mobile medical teams on scene at the station. The Casualty

Clearing Station is co-ordinated by the Bronze Clearing officer and a senior doctor (secondary triage officer), call sign Bronze Doctor. A suitable area or building between the inner and outer cordons near to the site should be identified for use as the Casualty Clearing Station. Once enough resources have arrived on scene it is vital that patient documentation starts within the Casualty Clearing Station.

 Hospital

Once the patient arrives at the hospital the patient will be re-triaged by hospital staff.The ambulance crew must ensure that they report their arrival to Ambulance Liaison Officer (ALO) at the hospital. The ALO has a responsibility to retrieve every patient’s ambulance services triage card and pass details to the police documentation teams.

Labeling and Documentation

Documentation of patients must start as soon as possible. Triage labels must be attached to patients in the initial stages of the incident even if there is no opportunity to collect personal details. Details of each patient should be collected as soon as they enter the Casualty Clearing Station / area.

CONCLUSION

The emergency services aim at any multiple casualty incidents is to produce the largest number of survivors. They will need to deliver the right patient to the right place at the right time so that they receive the optimum treatment. Triage is a dynamic continuous process. The ambulance services have a responsibility to ensure that at every stage of the incident patients are continually assessed to ensure that changes in the condition of the patient are reflected in the patient’s triage category.

DISASTER RESOURCE MANAGEMENT
Disaster: is a progressive or sudden widespread or localized, natural or human caused occurrence which causes or threatens to cause death or injury, damage to property, infrastructure or environment, disruption of life of a community and its magnitude exceeds the ability of those affected to cope using only their own resources.

Disaster management: is a continuous and integrated multi-sectoral and multidisciplinary process of planning and implementation of measures aimed at disaster prevention, mitigation, preparedness, response, recovery and rehabilitation.

Resource management: is the efficient and effective deployment of an organizations resources when they are needed .They may include financial resources, inventory, human skills, products resources or information technology.
Risk: is a probability of a hazard occurring or threatening to occur Prevention means activities to provide outright avoidance of the adverse impact of hazards and means to minimize related environmental, technological and biological disasters.

Mitigation: means structural and non-structural measures undertaken to limit the adverse impact of natural hazards, environmental degradation and technological hazards.

Preparedness : means activities and measures taken in advance to ensure effective response to the impact of hazards, including the issuance of timely and effective early warnings and the temporary evacuation of people and property from threatened locations.

Response: means measures taken during or immediately after an incident or a disaster in order to bring relief to affected communities or individuals

Recovery : means efforts, including development aimed at creating a situation where-

(a) Normality in conditions caused by a disaster is restored;

(b) The effects of a disaster are mitigated; or

(c) Circumstances are created that will reduce the risk of a similar disaster occurring. 

Capacity : is a combination of all the strengths and resources available within a community, society or organization that can reduce the level of risk, or the effects of a disaster.

Hazard : is a potentially damaging physical event, phenomenon or human activity that may cause the loss of life or injury, property damage, social and economic disruption or environmental degradation.
The management of resource is pivotal in disaster/emergency response and other phases of the disaster management process this presntation define   the term disaster/ emergency response management explores determinant of effective resources management resource types, principles of resources management and challenges in resources management .It is the coordination of the effective and efficient use of resources essential during an emergency .

It is effective management control and direction of operational resources integral in any incident or emergency operation center (EOC)

NB – how effectively resources are apportioned and utilized determines the success or failure of any emergency facility/ operation. 

What is disaster management


The United Nations defines a disaster as a serious disruption of the functioning of a community or a society. Disasters involve widespread human, material, economic or environmental impacts, which exceed the ability of the affected community or society to cope using its own resources.

The Red Cross and Red Crescent societies define disaster management as the organisation and management of resources and responsibilities for dealing with all humanitarian aspects of emergencies, in particular preparedness, response and recovery in order to lessen the impact of disasters.
Types of disasters

There is no country that is immune from disaster, though vulnerability to disaster varies. There are four main types of disaster.

Natural disasters: including floods, hurricanes, earthquakes and volcano eruptions that have immediate impacts on human health and secondary impacts causing further death and suffering from (for example) floods, landslides, fires, tsunamis.

Environmental emergencies: including technological or industrial accidents, usually involving the production, use or transportation of hazardous material, and occur where these materials are produced, used or transported, and forest fires caused by humans.

Complex emergencies: involving a break-down of authority, looting and attacks on strategic installations, including conflict situations and war.

Pandemic emergencies: involving a sudden onset of contagious disease that affects health, disrupts services and businesses, and brings economic and social costs.

Any disaster can interrupt essential services, such as health care, electricity, water, sewage/garbage removal, transportation and communications. The interruption can seriously affect the health, social and economic networks of local communities and countries. Disasters have a major and long-lasting impact on people long after the immediate effect has been mitigated. Poorly planned relief activities can have a significant negative impact not only on the disaster victims but also on donors and relief agencies. So it is important that physical therapists join established programmes rather than attempting individual efforts.

Local, regional, national and international organisations are all involved in mounting a humanitarian response to disasters. Each will have a prepared disaster management plan. 
These plans cover prevention, preparedness, relief and recovery.
Disaster prevention

These are activities designed to provide permanent protection from disasters. Not all disasters, particularly natural disasters, can be prevented, but the risk of loss of life and injury can be mitigated with good evacuation plans, environmental planning and design standards. In January 2005, 168 Governments adopted a 10-year global plan for natural disaster risk reduction called the Hyogo Framework. It offers guiding principles, priorities for action, and practical means for achieving disaster resilience for vulnerable communities.

Disaster preparedness

These activities are designed to minimize loss of life and damage – for example by removing people and property from a threatened location and by facilitating timely and effective rescue, relief and rehabilitation. Preparedness is the main way of reducing the impact of disasters. Community-based preparedness and management should be a high priority in physical therapy practice management.

Disaster relief

This is a coordinated multi-agency response to reduce the impact of a disaster and its long-term results. Relief activities include rescue, relocation, providing food and water, preventing disease and disability, repairing vital services such as telecommunications and transport, providing temporary shelter and emergency health care.
Disaster recovery

Once emergency needs have been met and the initial crisis is over, the people affected and the communities that support them are still vulnerable. Recovery activities include rebuilding infrastructure, health care and rehabilitation. These should blend with development activities, such as building human resources for health and developing policies and practices to avoid similar situations in future.

DETERMINATES OF EFFECTIVE RESOURCE MANAGEMENT

Effective emergency resource management is determined by: 

1) Availability of resources 

2) Acquisition and distribution of resources to accomplish tasks

3) Ensuring of resources safety. This depends on the plans activity before the emergency e.g essential of survival items.  

4) Managing of resources inclusive of accounting to ensure cost effectiveness reimbursements

Resource types
Resource for emergency or disaster management includes:

1) Funds –  source and replenishment e.g donation and allocations 

2) Personnel- all manpower at the emergency operations center( EOC )within the period to include volunteers  

3) Communications- this refers to radios, T.vs, phones, walkie-talkie public address system both on site and at EOC

4) Transport​- Ambulances ,Fire Trucks , Cars, Buses, Airlift e.t.c

5) Facilities – Hospitals, Shelters School Etc

6) Utilities – Sanitation and Fuel Resources

This can be divided in two 

· Support and services

· Supplies and equipment’s – food, tools, medicine, office equipment’s.
Example Westgate terrorist attack where a good Samaritan provide food to people involved in the rescue operation. 

Facilities
Facilities for emergency response include defined shelter space for protection eg. From a tornado or interior space when “shelter-in-place” from an exterior airborne hazard is required. Facilities should also include a room that can be equipped to serve as an emergency operations center for supporting response to an incident. 

Other facilities needed include office space or a meeting room with communications equipment to serve as a communications hub.

Facilities for business continuity may include alternate workspace equipped for continuation of business operations. Alternate facilities may be owned or contracted including office space, data center, manufacturing and distribution.

 Materials and Supplies
Materials and supplies are needed to support members of emergency response, business continuity and crisis communications teams. Food and water are basic provisions.

Systems and equipment needed to support the preparedness program require fuel. Emergency generators and diesel engine driven fire pumps should have a fuel supply that meets national standards or local regulatory requirements. 

Funding
Money invested in the preparedness program can pay big dividends if an incident occurs. Consider the benefits of a fire being controlled quickly; immediate medical assistance that saves an injured employee; or a recovery strategy that enables continued customer service. Spending funds prudently on preparedness can pay back multiple times when measured against the potential for damage to equipment, facilities, loss of staff, lost customers and lost revenue.
 Logistical Support
Logistical support is initiated by all levels of government to ensure resources, commodities and supplies are delivered when and where they are needed, in the quantities needed and in a form usable by the requester. 

To deliver life sustaining commodities to the public, an emergency supply chain is established integrating all levels of government and the private sector. To be successful, logistical support must overcome disaster conditions such as damage to the transportation and communications infrastructure, limitations in port and airfield capacity, and shortages of critical supplies such as fuel. 
Resource Tracking and Financial administration 
When a resource is deployed, it should be tracked by the providing agency from the time it is dispatched until it arrives at the incident site or requesting jurisdiction’s designated local.

Information Sharing 
Information sharing, both horizontally and vertically, is vital to effective resource management and logistics. Accurate and timely information minimizes mistakes, inefficiency and duplication of effort. Decision makers, need an all-inclusive perspective in order to determine how to allocate scarce resources and make policy recommendations

NB: critical resources are have a high public demanded during the emergency and the resource manager should plan for more than more than used demands e.g first AID equipment’s , transport and medic personnel 

PRNCIPLES OF RESOURCE MANAGEMENT 
Resource management is a continuous process   determined by the operation period. There are four basic principals in disaster management include:

1) Resource planning 

2) Resource organizing 

3) Resource Directing 

4) Resource Controlling

Resource planning 
Planning for incident is ongoing and is based on operational periods planners must look ahead in any incident.

Evaluate the situation

Immediate Response
Local jurisdictions conduct an initial impact assessment to evaluate the current situation, determine if the incident is growing or spreading in intensity, and verify the extent and scope of damages. During the assessment, information is gathered to determine: Initial Impact Assessment
Evaluating the situation involves need assessment and availability of resources. This should be done by the incident commander and the general staff. It includes:

· Identifying typical hazards of the jurisdiction conditions or situation that has been potential to cause harm to people or property

· What is the incident status 

· Is the incident stable

NB- need assessment has to be an ongoing process that continues throughout the duration of the incidence.

 FACTORS TO BE EVALUATED

· How Large Is The Area To Be Covered 

· Suitable locations for sites good planning ensures that the staging area is easily accessible, distribution points are near, open and safe from hazard.

NB: if resources are not accessible they do not help to fulfill a need

DETERMINE THE GOALS  

This includes determinations of goals for the operational period. It depends on effective need assessment and analysis process in the specific emergency. Example Westgate tourist attacked response
SELECT PROPER STRATEGIC OBJECTIVES

This involves planning and application of contribution of resources to meet the goals eg protecting of responders/ public.

Disbursing information on evaluation use of law reinforcement officers stabilizing the incident if it’s not stable

DETERMINATION OF RESOURCES
It involves identifying resources available and incase of unavailability 

Initial Impact Assessment
· What are the current and projected resource needs?

·  Can the required resources get to where they are needed?

·  Can the existing infrastructure support the required resources?

·  Are the required resources available locally?

· Is a disaster proclamation needed?

· Where they will come from?

· How long they will take to arrive?

· What other agencies need to be involved?

· Whether other or any special consideration are required e.g special resource those that may be called in during the incident crimes, sniffer dogs e.t.c

ORGANISING THE RESOURCE

This is the process of marshalling the resource of an incident and displaying them effectively

IT’S THE BEST ACHIEVEMENT AFTER CONSIDERING

· Personnel with specialized operational skill 

· Who will report to whom establish a chain of command for effective communication and consideration essential for teamwork

· Resource packaging i.e how the resource work together

RESOURCE DIRECTING

This is the process of guiding and supervising the effort s of resources towards attaining a specific objective 

IT’S ACHIEVED BY:

· A signing and delegating  authority for specific activities

· Marinating proper motivation in the personnel throughout disaster period

· Leadership

RESOURCE CONTROLLING 

Establishing control of resource in an incident involves

· Establishing performance standard 

· Comparing actual results with established standard. To identify area that operate below established standard

· Taking corrective actions where necessary i.e upon identification of resource short fall

INCIDENTS RESOURCE MANAGEMENT ACTIVITIES 

This involves:

· Established resource need  

·  ordering resources 

· Checking in resource

· Disbursement and using of resources.

· Demobilizing the resource: involves returning to the I.C.S process to non-emergency status to get for another incident.
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CHALLENGE /HARDSHIP IN DISASTER RESOURCE MANAGEMENT

The greatest hardship in the human response 

· Communication: This can be pulling/ sharing of information together from different agencies.

· Coordination: Especially where more than one agency are involved , group of people with different policies, language, expectations etc is involves hazard response and recovery process. Example  westgate 

· Facilities: may be affected by disaster, inaccessible to victims/responders staging area may not be adequate. Example Sinai fire tragedy 

· Excess resource: they present processing problems and get in the way of operation.

· Limited resources: it requires prioritization of resources /needs and learning to work with what is existing 

· Poor location of resources distributions points inaccessible resources are not effective in managing the disaster 

· Special need: these includes special  foods due to religion or culture need for translators, bad weather, need for specialized care e.t.c

CONCLUSION
The Resources Section is responsible for disaster resources planning, training, preparedness, response and recovery operations. The section works to enhance state and private vendor response to disasters while improving accountability and transparency. 

The section’s strategy is to enhance overall preparedness by continually developing cooperation with the private sector, public entities and the volunteer community. The section helps maintain the Disaster Logistics & Resources Plan; coordinates actions associated with developing State Logistics. 

The resource supply in any emergency incident determines its effectiveness. The resource must be controlled, coordinated, organized and distributed effectively and efficiently to meet the incidents response goals. Incidents manager should be able to initially make estimated and order the necessary resources. The resource supply should be continuously be checked to ensure they meet their intended goals and objectives. Emergency resource management involves accountability for the supplies.

· If you are alone with an unconscious child, continue your primary assessment; you will call once you have confirmed that the victim is breathing, or after 2 minutes of CPR. 

CRISIS MANAGEMENT

INTRODUCTION
In this inquiry; the following relevant terms have firstly been defined:-

Crisis is defined as an event that threatens the strategic objectives, reputation or existence of an organization according to MacFarlane, R. (2010).
It can also be defined as a critical event or a critical point of decision-making which if not handled in an appropriate and timely manner (or if not handled at all) may turn into a disaster.

For example; crisis can emerge from the recurring incidences of terrorism attacks in Kenya.
Management  means the art of planning, organizing, controlling and directing an organizations resources in order to achieve the organizations goals for example; to save life, prevent further injuries and so forth in case of an emergency.
Crisis Management therefore, is a term often used to describe the way in which an organization handles a crisis.  Crisis Management is the management and coordination of your institution’s responses to an incident that threatens to harm, or has harmed, your institution’s people, structures, ability to operate, valuables and/or reputation. It takes into account your planning and automatic incident response, but must also dynamically deal with situations as they unfold, often in unpredictable ways. 
Incident on the other hand is a low level or localized problem that does not have a serious impact, which can be dealt with by routine procedures and does not require the involvement of senior management of an organization for instance; a power black-out, will procedurally require a substitution by a backup system.

Emergency is a serious, unexpected, and often dangerous situation requiring immediate action (Joint Commission International 2011; Schneid; Collins, 2000). It is used synonymously with the term “Disaster.”
Going forward; this inquiry will unfold by examining the characteristics of a crisis. Thereafter, it will address the three stages of crisis management, essential elements of an effective crisis management team, benefits of fostering crisis management in an organization, challenges facing crisis management and examples of successful and unsuccessful crisis management cases.

Finally it will give an insight into the inquiry.
(1) CHARACTERISTICS OF A CRISIS
People use the word crisis differently across sectors; therefore, a much more productive way of conceptualizing what types of events can be understood as a crisis involves describing its key characteristics.

It is possible to differentiate between crises in the form of “sudden impact”, which happens with little or no warning and “smoldering or rising tide” events, which have a lead in terms of days, weeks, or months. The origins of a crisis can either be external, where the organization is seen as a victim of an event beyond its control (for example,  natural disasters) or internal, where a crisis occurs due to accidents in the workplace (for example technical errors), or due to systemic, preventable errors (for instance, human breakdown accidents, organizational misdeeds causing injury, or the occurrence of a situation that is outside the current capacity and experience of the management team, as a result of, for example, key personnel not being available at a particular point in time).Irrespective of its origin, cause, or manifestations, the term crisis adopted by this inquiry describes any event characterized by the following  key characteristics:-
(i) Unpredictable

Crises are unique or rare events that come as a surprise to an organization; surprise results from a lack of organizational anticipation or planning for the event, or due to the event overwhelming an organization’s plans.
(ii) Dynamic or Volatile Threat
Crises introduce an intense level of dynamic threat and have the potential to impact on an organization’s high priority goals and create negative or undesirable outcomes for organizations, their stakeholders, and their industries.

(iii) Urgency/Pressure

Crises require response within timeframes not defined by the organization, often very short, and where the time to implement decisions and actions in order to mitigate the impacts is limited. Pressure is also imposed by the potential for incorrect decisions with far reaching or life threatening consequences.

(iv) Uncertainty 
Uncertainty results from decisions needing to be made in the face of incomplete, erroneous, or ambiguous information.

(v) Lack of boundaries

Crises can have the potential to disrupt or affect the entire organization, and often even transcend organizational, geographic, and economic, etc. boundaries.

(vi) Media scrutiny

Crises are events that cause significant public and media interest and influence, where information spreads rapidly and facts are not always checked before they are distributed.

(vii) Complexity

Crises are characterized by multiple stakeholder, event‐feedback loops and goals, and decisions result in inter‐dependent impacts or consequences. Complexity is inherent due to the fact that the effects of all other crisis characteristics are compounded by one another. Furthermore, organizational norms may have been removed due to the impacts of the crisis.

This extensive list of characteristics detailing the inherently complex, sensitive, and high risk nature of a crisis event illustrates the need for organizations and people responding to such an event to understand what the term means within their context, and, more importantly, what actions must be carried out and whom they may need to interact with in order to successfully manage the event and minimize its impact. Indeed, for staff, what is key is that, whichever term is used, they understand what it means to them in terms of the required response. This is where the differentiation of strategic, tactical and operational levels of response in crisis management offers an excellent guide.

If the team or individual understands who is involved, the levels at which they are operating, and the interdependencies and mutual expectations set; they will almost inevitably understand their role and the appropriate responses and inter‐actions required, thereby combining their individual responses into a collective effort ,dictionaries, policy documents, and crisis literature.
(2) CRISIS MANAGEMENT: A 3-STAGE PROCESS

Many models of Crisis Management exist in both the public and private sectors.

However, the definition of Crisis Management provided above illustrates that Crisis Management is a process, delivered by integrated capabilities, which focuses not only on preparedness activities and what to do in the heat of a crisis, but also on the identification and forecasting of why crises happen, and how to recover and learn from incidents. This section therefore argues that Crisis Management can best be defined or represented by a three‐stage process model, involving pre‐crisis preparation, crisis response, and post‐crisis recovery.
CRISIS MANAGEMENT MODEL

(a) Pre-Crisis Preparation  (Preparation) Stage
Crises are unpredictable, but do not have to be entirely unexpected. Thus, while not all can be prevented, managers should develop and embed a wide range of resilience‐building processes and activities to enable an organization to both prevent and mitigate the impact or duration of those crises that do occur. Managers should have a wide range of proactive resilience processes or activities in place to enable an organization to both prevent and mitigate the impact or duration of those crises that occur.

These include Business Continuity planning and management systems, Risk Management planning (maybe as part of an Enterprise Risk Management approach), Information Assurance and Security planning and many other complimentary disciplines. Pre‐crisis preparation involves crisis management planning and the creation of structures to deliver a crisis response. The Crisis Management Team must be supported by a crisis management plan or manuals (including a Crisis Management Plan, a Crisis Communications Plan and an Information Management strategy). This should be both a systematic (i.e. they work in accordance with other organizational methods or plans) and a systemic (i.e. they relate to the entire organizational system)

Key to good preparation is not only planning but also the implementation of a program of training and exercising. This is the only way to derive a true “capability” by building up the knowledge and skills of those expected to respond in a crisis. By definition, this applies as much to the Board or senior executives as it does to the managers and people at operational levels of the organization. Staff needs to be made aware of the plans that are in place, who owns them and how they are activated. They need to be familiar with their roles and responsibilities and those of other members of the team. Training can deliver some of this awareness but exercising is the only way to rehearse people in a realistic environment. A company that is well prepared in its Crisis Management is one that has a strong culture of resilience and is prepared to grasp opportunity.
(b) Crisis Response Stage
Incident responses are the processes that you have put into place to ensure that your institution reacts properly and orderly to an incident as it occurs. Examples of incident response includes: (i) evacuation after a called-in bomb threat (ii) denial of entry to suspicious persons (iii) calling for medical help when a child is injured in your school.

All in all, crisis management is more than just crisis response alone. Crises are events that, by their very nature, exceed any planning expectations. Crisis Management response involves a number of steps:

1. The recognition of a crisis

2. Activation of the Crisis Management Team (CMT), and

3. Containment of the incident by that CMT to mitigate damage and risk inflicted on organization.
Crisis Management Team Model
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This may be said to work at three levels, including decision, direction or coordination, and implementation, representing the Gold, Silver and Bronze hierarchy. Indeed, the key element which is incorporated in most Crisis Management models is that of a structured hierarchy based around the need to provide strategic guidance (Gold: the thinkers), tactical planning (Silver: the planners and coordinators) and operational delivery of the plan (Bronze: the doers).
This model however has parallels in the British Armed Forces and the blue light services, where speed and efficiency of response is critical to their successful performance and therefore clear command and control structures must be in place. In the civilian world, the CMT (at the strategic level) is responsible for managing the impact of the event on the organization as a whole. The tactical response planning team and operational implementation teams at the coalface or sharp end – the manufacturing plant, the shop front or customer facing activity, or the police front line‐ are responsible for actively resolving the problem.
(c) Post- Crisis Recovery Stage
While the crisis may end (e.g. in so far as that the building may no longer be burning), the organization may well be left with a major recovery problem. Post‐crisis recovery involves dealing with the long‐term effects or impacts of an event and how to return to “business as usual” or the new “normal”, if major change has taken place, in the days, weeks, and sometimes months following the event, when more details and facts about the event emerge. Crisis Management processes may be handed over from the CMT to a Recovery Team in this final phase; however, it is still an integral part of the overall management process.

Crises can, and do, serve as a major learning point for both individuals and organizations, and recovery includes the revision or evaluation and modification of organizational practice during a crisis in the form of identifying lessons to be learnt. Capturing organizational learning from a crisis occurs by conducting thorough operational debriefs and extensive follow‐up communication with all those individuals, teams and stakeholders involved in the actual incident. This also serves to identify and mitigate any effects the event will have had on those individuals, personally.
(3) ESSENTIAL ELEMENTS OF AN EFFECTIVE CRISIS MANAGEMENT TEAM

Whether organizational leaders are preparing for a potential event or responding to a crisis, an effective Crisis Management Team is an invaluable resource for effective crisis management if they possess the following elements and competencies:

(i) Leadership & authority

(ii) Strategic thinking & decision making

(iii) Clear team structure

(iv) Information management

(v) Crisis Communications & media management

(vi) Future planning & “what if?” thinking

(i) Leadership and Authority
Although every individual within the CMT must display leadership qualities, as they are the ones who must mobilize those parts of the organization for which they are responsible in a crisis, every CMT must have a single identified leader with formal and recognized decision making authority. This requires a particular skill set; the position of crisis leader should therefore sit comfortably upon those selected. Not everyone is cut out to be a leader in a crisis and often those who lead or manage at a senior level during “business‐as‐usual” find it difficult to transfer their skills to the Crisis Management arena, where decisions are required quickly despite a lack of time and limited information. The need to prepare leaders for this role and validate their capabilities reinforces the importance of holding realistic rehearsals and simulations of crisis situations (discussed below) to ensure that the right staff, trained in the right processes, occupy the right roles. It is too late to discover that someone struggles to make strategic decisions under pressure when the organization’s survival depends upon it. 

Crisis Management must be owned by those responsible for delivering the success of the business or organization. In some cases this is the CEO, but often authority may be delegated to the COO or CFO, which may be a very suitable place for Crisis Management responsibility to lie. Often the CEO is the person responsible for dealing with the media and shareholders, and therefore the on‐going decision‐making and management of the organization rests with the COO/CFO in a crisis.
(ii) Strategic Thinking and Decision-making
Crisis Management has been said to involve a need for making “wise and rapid decisions “and is a function of collating information, developing strategy, and delivering direction in a timely manner; any team required to make decisions must therefore be empowered to apply this process. Crisis decision making occurs within events that are characterized by uncertainty, time pressure and complexity and scarce, incomplete, or unavailable information, where the decisions made must find a balance between timeliness and certainty.

The CMT must develop skills to form a coherent understanding or awareness of the situation and engage in clear and strategic thinking under extraordinary conditions. These decisions, and the rationales supporting those choices, must be recorded, thereby providing an auditable trail for potential post‐incident review or investigation processes. Decision making skills may therefore be harnessed and reinforced through i) the use of decision support tools, including the Crisis Management Plan, aide memoires, and other common tools, supported by frequent training and exercising of these required skills.

(iii) Clear Team Structure:
The Crisis Management Team (CMT) is either formed from the main Board or operates with the authority of the Board, because it is here that individuals have a breadth of strategic vision and the authority to make decisions in crisis situations and enact its leadership function. Individuals with the appropriate level of authority, experience and capabilities should be appointed to the CMT. Within the CMT, care should be taken to explicitly address who is responsible for its different elements, how those roles should be carried out, and what the individual and team‐level aims, objectives and goals are. This reduces the possibility of role confusion, role corruption, duplication of efforts or missed opportunities occurring. Moreover, transparency in role assignment and responsibilities encourages intra‐team trust, coordination and collaboration within the Crisis Management effort, ultimately improving the effectiveness of the team’s crisis response. Potential roles include: Chair, HR, Operations, Legal, Communications, Finance and Log Keeper.
(iv) Information Management
Crises may limit an organization’s information processing capability, either directly (for example, by affecting the IT and communication systems) or indirectly (where chaos and complexity reduce the availability of accurate and timely information on what is occurring). Effective Crisis Management requires the management of information in the face of adverse events or characteristics in order to allow decisions to be made on the most accurate and complete information available. Effective information management involves collecting information from a set of sources and assessing source credibility whenever a new piece of information is received from unknown or unverified sources. It subsequently involves the accurate collation and consideration of that information within a coherent overview, such as in a situation report‐ (SITREP) or “commonly recognized information picture5 (CRIP)” document. Information must be presented in the simplest and most palatable format possible, which allows transfer of the key facts as required. This supports the creation of a shared (team or organizational) situational awareness, as well as providing a transparent, auditable trail of the information that was available to the organization at the time of the crisis.

(v) Crisis Communication and Media Management
Crisis Communications has largely been represented as comprising what is said by an organization in the media during and after a crisis. While Crisis Communication and Media Management are important facets of Crisis Management, they focus almost entirely on outward facing activities. Any organization in crisis also tends to have a range of internal needs that require resolution; therefore an effective and timely crisis response consists of disseminating information at appropriate times both internally as well as externally. Every crisis team has a Communications, PR or media specialist (or several) on the team to manage the delivery of suitable strategies for those areas, at the behest of the team leader.

Internal communications and the sharing of new, critical, or developing information across the organization are particularly important to prevent escalation of a crisis, ill‐informed decision making, and the spreading of rumors among staff members. Gaining an internal understanding of what is happening, why it matters, what is being done about it, to what ends, and why it is being managed in a particular way is critical in shaping coherent activity towards strategic objectives.

External communication management during a crisis is likely to be very different from “business as usual” communications, where communication is much more controlled by the organization dealing with business reporters and editors. In a crisis situation it is likely that there will be difficult questions posed from stakeholders, as well as tabloid and investigative reporters who are seeking an interesting story and have no regard for the sensitivities of the organization. This is particularly true with the modern use of social media, where everyone is a journalist, information is shared at an extremely fast rate6, and fact checking does not occur. Stakeholder and rumor management are therefore an increasingly integral part of effective Crisis Management.

Consistency, the use of non‐contradictory information, and transparency within the messages Communicated publicly during a crisis will enhance organizational legitimacy and accountability; while inconsistency or a failure to communicate can severely damage credibility, or create an image of passivity or concealment of information, which can sour stakeholder relationships and decrease trust. To ensure coherence and uniformity of messages, every organization must have a Crisis Communications plan as well as a Crisis Management plan. All too often, Communications Teams appear to feel that Crisis Communications is merely an extension of their day job (or in some cases the same thing) and subsequently find themselves overwhelmed in any exercise or rehearsal as the pace, scale and complexity rushes over them. It is critical that the Crisis Communications Plan is aligned with the Crisis Management Plan to ensure activities that are mutual or reliant upon one another are developed in concert and not in isolation. The input of up‐to‐date information on the crisis into press releases, the appropriate sign off of statements, etc., all require a joined up and coherent approach that has been built as a part of an overall response.
(vi)  Future Planning and the “What-if Thinking”
Crisis Management involves more than just coping with and controlling acute episodes or events. A core capability of Gold strategists involves the ability to maintain strategic overview and direction in their thought process by always thinking “two steps ahead” and engaging in future planning or war gaming worst case scenarios.

Future planning during Crisis Management refers to the need to proactively consider the potential consequences of that crisis on an organization’s future activities, value, and reputation. This should also involve consideration of what if the worst case scenarios were acted out, in order for potential options and mitigations to be considered at an early stage. Once this future is envisioned, strategic planning involves identifying the key timelines and any critical decision points in order that they may be recognized when they arrive. Strategic future planning is a critical aspect of Crisis Management, the value of which should not be underestimated, and the initiation of which should not be delayed, as it allows an organization to gain control over its future, rather than waiting passively for events to arrive or occur. Any organization can build a Crisis Management capability. In doing so, the majority of the focus should be on the development of people once the basic plans are in place, because a Crisis Management capability is mainly formulated from, and originates in, the organization’s staff.
(4) KEY BENEFITS OF FOSTERING CRISIS MANAGEMENT CAPABILITY

In every recent example of actual Crisis Management, the benefit of training and rehearsal has been borne out for Crisis Management Teams all over the world. Those organizations with CMTs who know what they are doing, how to operate, and who to integrate and coordinate their activities with in any crisis situation are easily identified. These teams are differentiated from the less successful ones due to their use of, and comfort with, clearly defined roles and responsibilities for all staff involved, a general awareness and understanding of the situation they are in, and a clear identification of the decisions needed to progress in the direction they wish to take to maneuver out of the crisis and into calmer waters. Fostering Crisis Management capability through training and exercising is beneficial because it improves crisis readiness by explicitly addressing how an organization’s values will guide crisis response, as well as how and where resources will be allocated in a crisis. This enables better Crisis Management processes; whereby an organization holds a shared understanding of purpose, roles, and responsibilities during Crisis Management, produces more coordinated and faster decisions in response to any actual crisis that besets it, and makes better use of their spokespersons, organizations of press conferences, management of social media, and internal communications.

Ultimately, this also produces greater outputs, including control of the media agenda; unified and coherent messages distributed both internally and externally, and minimized impact upon staff, assets, shareholder value or reputation. Crises may even serve as an opportunity, where, by responding well, the organization may emerge stronger, with their reputation for competence much enhanced, and thereby driving up value and achieving a competitive edge over others who may be suffering the same problems. Indeed, recent reports issues by Oxford Metrica have shown that: “There is clear distinction between Winners and Losers in the aftermath of a crisis. As the market continues to make its judgment the divergence becomes more marked. Whereas the Losers sustain approximately 15% drop in value, Winners transform their crises into value‐creating events (up to 15%) and emerge with enhanced reputations.
CHALLENGES FACING CRISIS MANAGEMENT 
There are various challenges facing crisis management, for example:-

(i) Inadequate funding of the crisis management teams and their activities.
(ii) Poor crisis management policies and plans.
(iii) Communication challenges.

(iv) Uncoordinated personnel in terms of command structure and response to crisis. 
(5) IMPORTANCE/ ADVANTAGES OF CRISIS MANAGEMENT 
(i) Ensures business continuity

Business continuity relates to those steps necessary to restore your institution to normal functioning after a crisis.

(ii) Ensures/Enhances  recovery from disasters
If there is a crisis management system in place; then quick recoveries from disasters can be guaranteed.

An organization can for example, maintain off-site, current backups of critical data, vendor lists, employees, constituent and donor contact lists, and other mission-critical information. 

Do a risk assessment and address your risks accordingly, for instance, insuring the risks such that should they occur then the insurance company can compensate the organization so th\at it can recover quickly from disasters.

(iii) Reduces Loses or further deaths 

Subsequently; a sound crisis management system will also reduce loses or further deaths.
(iv) Evidence Preservation 

There is a powerful temptation after discovering damage or graffiti to clean it up immediately. However, it is always imperative to resist that temptation and leave the entire crime scene untouched until the police arrive. By waiting, you help ensure that valuable evidence is not lost and that the perpetrators are caught. It is also very useful to take photographs or videotape any evidence. Although they may not mean anything to you or even the investigating detectives, make sure to carefully take pictures of any graffiti, including any seemingly random numbers, letters or words. 
(6)  SUCCESSFUL AND UNSUCCESSFUL CRISIS MANAGEMENT CASES

SUCCESSFUL CASES
Tylenol (Johnson and Johnson)

In the fall of 1982, a murderer added 65 milligrams of cyanide to some Tylenol capsules on store shelves, killing seven people, including three in one family. Johnson & Johnson recalled and destroyed 31 million capsules at a cost of $100 million. The affable CEO, James Burke, appeared in television ads and at news conferences informing consumers of the company's actions. Tamper-resistant packaging was rapidly introduced, and Tylenol sales swiftly bounced back to near pre-crisis levels.

When another bottle of tainted Tylenol was discovered in a store, it took only a matter of minutes for the manufacturer to issue a nationwide warning that people should not use the medication in its capsule form.
Pepsi

The Pepsi Corporation faced a crisis in 1993 which started with claims of syringes being found in cans of diet Pepsi. Pepsi urged stores not to remove the product from shelves while it had the cans and the situation investigated. This led to an arrest, which Pepsi made public and then followed with their first video news release, showing the production process to demonstrate that such tampering was impossible within their factories. A second video news release displayed the man arrested. A third video news release showed surveillance from a convenience store where a woman was caught replicating the tampering incident. The company simultaneously publicly worked with the FDA (Food and Drug Administration Agency) during the crisis. The corporation was completely open to the public throughout, and every employee of Pepsi was kept aware of the details. This made public communications effective throughout the crisis. After the crisis had been resolved, the corporation ran a series of special campaigns designed to thank the public for standing by the corporation, along with coupons for further compensation. This case served as a design for how to handle other crisis situations.
UNSUCCESSFUL CASES
Bhopal
The Bhopal disaster in which poor communication before, during, and after the crisis cost thousands of lives, illustrates the importance of incorporating cross-cultural communication in crisis management plans. According to American University’s Trade Environmental Database Case Studies (1997), local residents were not sure how to react to warnings of potential threats from the Union Carbide plant. Operating manuals printed only in English is an extreme example of mismanagement but indicative of systemic barriers to information diffusion. According to Union Carbide’s own chronology of the incident (2006), a day after the crisis Union Carbide’s upper management arrived in India but was unable to assist in the relief efforts because they were placed under house arrest by the Indian government. Symbolic intervention can be counterproductive; a crisis management strategy can help upper management make more calculated decisions in how they should respond to disaster scenarios. The Bhopal incident illustrates the difficulty in consistently applying management standards to multi-national operations and the blame shifting that often results from the lack of a clear management plan. 
Ford and Firestone Tire and Rubber Company

The Ford-Firestone Tire and Rubber Company dispute transpired in August 2000. In response to claims that their 15-inch Wilderness AT, radial ATX and ATX II tire treads were separating from the tire core—leading to grisly, spectacular crashes—Bridgestone/Firestone recalled 6.5 million tires. These tires were mostly used on the Ford Explorer, the world's top-selling sport utility vehicle (SUV). 
The two companies committed three major blunders early on. First, they blamed consumers for not inflating their tires properly. Then they blamed each other for faulty tires and faulty vehicle design. Then they said very little about what they were doing to solve a problem that had caused more than 100 deaths—until they got called to Washington to testify before Congress.

Exxon

On March 24, 1989, a tanker belonging to the Exxon Corporation ran aground in the Prince William Sound in Alaska. The Exxon Valdez spilled millions of gallons of crude oil into the waters off Valdez, killing thousands of fish, fowl, and sea otters. Hundreds of miles of coastline were polluted and salmon spawning runs disrupted; numerous fishermen, especially Native Americans, lost their livelihoods. Exxon, by contrast, did not react quickly in terms of dealing with the media and the public; the CEO, Lawrence Rawl, did not become an active part of the public relations effort and actually shunned public involvement; the company had neither a communication plan nor a communication team in place to handle the event—in fact, the company did not appoint a public relations manager to its management team until 1993, 4 years after the incident; Exxon established its media center in Valdez, a location too small and too remote to handle the onslaught of media attention; and the company acted defensively in its response to its publics, even laying blame, at times, on other groups such as the Coast Guard. These responses also happened within days of the incident. 
CONCLUSION
Without doubt, Crisis Management is a key capability in the armory of an organization’s resilience to disruption. It is the strategic capability in times when fast, effective response is required, when information may be sparse or contradictory, reputation or lives may be at stake, and multi‐faceted leadership is required to provide strategic vision and direction.

Crisis Management is an executive responsibility and capability which is enhanced by structure, plans, procedures, and training, to allow a coherent and effective response to delivered in times of need, and, ultimately, for an organization to transition back to normality in the most efficient way possible. It is delivered by various processes to provide a capability of response at an appropriate level, and allows an organization and its staff to be confident in their ability to react to any eventuality in a coherent manner in order to direct the on‐going delivery of the business or services and management of the impacts of a disruption from a strategic perspective.
COMMUNICATION IN EMERGENCY MANAGEMENT

Introduction

Among various aspects of Disaster Management, "communication" is one of the most critical requirement. The word "communicate" implies conveying of thoughts, ideas, warnings., instructions, orders, command, knowledge and information. In the context of disaster management, fail-safe communication is vital during a wide range of actions, from the significant phase of "preparedness" to impart knowledge and information (mass education and public awareness), warning of impending threat of disaster, calling various resources and intimation to authorities and conducting disaster management in general.

COMMUNICATION: MEANING AND CONCEPT:

The word "communication" holds a very significant place in all walks of human life. A person is an element of society, nation and the world and cannot live his or her in isolation. He or she has to interact with his or her fellow human beings.

There are two distinct facets of communication; one is the physical one where we use a variety of means using ever progressing technology. Due to modern technology and use of Satellites we broadcast television programmes all over the world. Satellite phones and internet have added new dimensions to global and almost instantaneous communication. Thus there is no lacking of any type of Hi​-Tech. means to communicate. Media (print and electronic) serve as credible and influential agents of communication.

The other aspect which is far more important is the conceptual one. It is necessary to ensure that recipient of communication understands the contents of the message being conveyed and that he responds to it in the desired manner. This apparently simple requirement carries behind it Herculean efforts of thorough knowledge, clarity and conciseness. The originator must realize the capacity and capability of the receiver to appreciate the message and to react correctly. Thus, content and clarity have to be the essential features of the message being communicated. The content has to be specific, to the point, brief and couched in simple, understandable and clear language with no ambiguity. Thus in its modern concept "communication" transcends its traditional meaning of transmission of message but includes the quality of the message itself especially the content, conciseness and comprehensibility.

SIGNIFICANCE OF COMMUNICATION IN DISASTER PREPAREDNESS AND MITIGATION 

Whenever we talk of "Disaster" we invariably imply the following distinct phases:

(a) Preventive and preparedness measures for ensuring minimum adverse effects,

(b) Follow up actions in the event of occurrence of a Disaster, to handle the "Aftermath" and make all efforts to mitigate - i.e.. to minimize to reduce eventual losses/damage to Life and Property.

Unless we have "Communication" at its best in all the required forms we will not be in a position to deal with the above phases to our entire satisfaction. In the aftermath of a disaster, time counts and efficient communication at all levels decides the success of all efforts. It is therefore essential to critically examine the role - and need - of communication. The discussion that follows will critically examine the same in the above mentioned phases.

Communication during the phase of Preventive Measures 

An in-depth study of all probable causes of disasters likely to occur in the area is to be made, identifying all likely sources of disaster.

Preparedness 
This is the most important phase. The state of Preparedness is to be reached to maximum efficiency to be effective. In this phase, all resources -their types and strength - are worked out, identified and are placed "on call" whenever situation so warrants. This phase requires high degree of dedication and cooperation of all resources. Resources imply police, firemen, medical personnel, transporters, volunteers and above all a sound communication system.

Immediately after a Disaster Occurs 
Communication, in all its forms, plays a most vital role in this phase. The prime requirement of this phase is to convey facts without creating any panic. Also, time element is of utmost importance. Even a minor delay caused due to incomplete or incorrect communications will add to the problem. The intimation of the occurrence of a disaster is to be given, in the laid down priority, to government officials, affected population and news media of all types. This becomes effective only when there are "Check Lists" at all levels and personnel are trained to act strictly yet timely according to their respective check lists. In the absence of check lists, chaos will prevail disrupting the smooth responses at required levels.

Aftermath 
Once the laid down actions get under way, the situation is brought to normal, i.e., the cause of disaster is "contained" or has passed away. While this is going on, regular progress of events is intimated to people through proper "media". The next action by concerned authorities, after normal life is restored, should be to carry ruthless audit of all events, critically analyze faults, weaknesses, lapses, and shortcomings together with impediments, if any is experienced, and introduce measures to overcome/remove them.

It is implied in the above that only correct and efficient communication can (a) prevent occurrence of a disaster or reduce its impact, {b) reduce vital delays in aftermath and (c) in general decide the success of disaster management efforts.
In the chaos that follows a disaster, rumors and confusion may run rampant. Disaster victims need clear, timely, consistent and accurate information to find help and resources, avoid hazards and to minimize additional injuries or damage. As the National Incident Management System says, “Effective and accurate communication can save lives and property, as well as help ensure public trust and credibility.”


As an emergency manager, you must be a skilled communicator to achieve your objectives. You are required to convey information to a broad audience that includes public and private sector organizations, the media, disaster victims, and co-responders. Even during non-emergency situations, you will need to rely on strong communication skills to coordinate with staff and to promote safety awareness.

During an emergency, it is especially challenging and important to communicate accurate information clearly to the target audience. Disaster victims generally look for someone who can communicate valuable guidance, provide leadership, and lead them in problem solving. When you successfully fill that role, you act to reassure victims that their government and private organizations are working toward community recovery.

Finely tuned communication skills are also important tools during the emergency planning phase when educating the public about preparedness.
It is easy to take communicating for granted because it is a daily activity. How much thought have you given to communication?  Are you aware that:

· The average worker spends 50 percent of his or her time communicating?

· Business success is 85 percent dependent on effective communication and interpersonal skills?

· Forty-five percent of time spent communicating is listening?

· Writing represents nine percent of communication time?

· One-fourth of all workplace mistakes are the result of poor communication?

· A remarkable 75 percent of communication is nonverbal?
Communication Models
The value of a model is that it simplifies a complex process. Communication is just such a complex process, and using a model will help you send and receive communications—and will help ensure that others respond as required in an emergency.

Immediately before, during, and immediately after an emergency, emergency and response personnel must respond quickly. Time to communicate is limited, and often a specific message that must result in practical action must be relayed to a large group. A very simple model that sends the message efficiently and elicits the desired response will be most useful.

During the recovery phase, when sensitivity to the community’s cultural values and attitudes is perhaps most important, a more complex, culturally based model may be more appropriate. Failure to discern attitudes, beliefs, values, and rules implicit in different groups could disenfranchise some citizens and harm the community’s return to productivity and health. A cultural model is useful because it recognizes community members’ shared interest in the community’s future.

In an emergency, people depend on information for physical and emotional comfort. To be effective, emergency communications must be timely, accurate, and clearly stated.

Characteristics of Emergency Communications
Whenever we communicate, we must consider the differences between emergency and day-to-day communications. These differences are described briefly in the points that follow.

1. Emergency information is important
Studies show that during an emergency, information is as critically important to people as food or water. Not only can accurate information mean the difference between life and death, it can provide reassurance that response and recovery are truly underway.

2. Timeliness is essential
If official answers are not available, rumor and speculation quickly fill the information vacuum. Then, not only must you disseminate correct information, but you also need to counter the misinformation that circulated. To use media in a timely fashion, learn local media news cycles and deadlines. For example, if news occurs at 4:00 p.m., you can most likely get it on the radio immediately, on television in time for the 5:00 p.m. report, and into the next morning’s edition of the local paper.

3. Warnings require response
Emergency warnings differ from other kinds of messages because their purpose is to elicit a specific response from the public—rather than merely raise awareness or provide knowledge.

4. Barriers to communication
It is more difficult for people to hear messages during an emergency. Stress, change of routine, and lack of sleep all can be hurdles to overcome when communicating during emergencies.

5. Partner to ensure that all messages are consistent
There may be many responders participating in the emergency. It is important that information is shared and that information made public “speaks with one voice.”

Make sure your message is clear. When communicating in an emergency, you should always:

· Present the information in sequence; present the reason for the message, the supporting information, and the conclusion.

· Word the message precisely, making every word count.

· Avoid jargon, codes, and acronyms.

· Use common names for all personnel and facilities.

· Omit unnecessary details.

· Speak in sync with other related authorities.

· Keep messages consistent across various media.
Types of communication

Communication media range in complexity from handwritten notices to international satellite broadcasts. The communication tools most frequently used in emergencies and the advantages of each type are listed below.

1. Emergency Alert System (EAS)
The EAS is an established communication method that warns a community quickly of impending dangers. All local partners should be well versed in the use of warning tones, crawl messages (a message that moves across the bottom of a TV screen), cable television override, National Oceanic and Atmospheric Administration (NOAA) weather radio, and other warning technologies linked to EAS.

2. Oral Communication
Types of oral communication include:

· Individual briefings.

· Phone conversations.

· Public speeches.

· On-air interviews.

· Public Service Announcements (radio and/or television).

Oral communication is fluid and dynamic, and is shaped by both the speaker and the audience. Oral communication is enhanced by nonverbal communication such as body language and tone of voice.
3. Print Communication
In many emergency situations, it is best to use written communication. Types of print communication include:

· Fax

· E-mail

· Public notice

· Fact sheet or flier

· Press release

· Feature article

Never underestimate the value of documentation. It allows the information to:

· Be consulted in the future.

· Exist independent of human memory.

· Be reviewed and revised before it is delivered.

· Be passed on intact to a second audience.

Choosing the most effective communication tool
The most effective communication tool is one that:

· Reaches the identified target audience.

· Gets information to the audience when they need it, for as long as they need it.

· Can be expected to deliver the message reliably.

· Enhances comprehension of the message content.

· Can be accessed within resource limitations.

While technology is not a communication solution in itself, the right technology can support and enhance your communication. Most often, you will use a combination of methods to deliver a consistent message. Other times, one communication tool is sufficient. Your selection will depend upon the reach and frequency you want to achieve, as well as the message content and audience.

To realize the national vision and meet these goals, the National Emergency Communication Plan (NECP) the following seven objectives are key to improving emergency communications for the Nation’s Federal, State, local, and tribal emergency responders:

1.   Formal decision-making structures and clearly defined leadership roles to coordinate emergency communications capabilities.

2.   Federal emergency communications programs and initiatives that are collaborative across agencies and aligned to achieve national goals.

3.   Emergency responders who employ common planning and operational protocols to effectively use their resources and personnel.

4.   Emerging technologies are integrated with current emergency communications capabilities through standards implementation, research and development, and testing and evaluation.

5.   Emergency responders must have shared approaches to training and exercises, improved technical expertise, and enhanced response capabilities.

6.   All levels of government drive long-term advancements in emergency communications through integrated strategic planning procedures, appropriate resource allocations, and public-private partnerships.

7.   The Nation has integrated preparedness, mitigation, response, and recovery capabilities to communicate during significant events.

The NECP also provides recommended initiatives and milestones to guide emergency response providers and relevant government officials in making measurable improvements in emergency communications capabilities.  The NECP recommendations help to guide, but do not dictate, the distribution of homeland security funds to improve emergency communications at the Federal, State, and local levels, and to support the NECP implementation.

Communications investments are among the most significant, substantial, and long- lasting capital investments that agencies make; in addition, technological innovations for emergency communications are constantly evolving at a rapid pace.  With these realities in mind, its important to recognize that the emergency response community will realize this national vision in stages, as agencies invest in new communications systems and as new technologies emerge.

Key Gaps and Obstacles Driving Action

• In many cases, emergency response agencies are unaware of (or have yet to adopt and integrate) national-level policies that define roles, responsibilities, and coordinating structures for emergency communications. 

• State Interoperability Executive Committees (SIEC) or their equivalents do not have uniform structures, they typically act in an ad hoc capacity, and they often lack inclusive membership. 

• The Nation does not have an objective, standardized framework to identify and assess emergency communications capabilities nationwide.  Thus, it is difficult for jurisdictions to invest in building and maintaining appropriate levels of operability, interoperability, and continuity of communications. 

• Emergency communications strategic planning efforts vary in scope and often do not address the operability and interoperability concerns of all stakeholders. 

• Many agencies often do not consider communications planning to be a priority and therefore do not allocate resources for participation in planning activities. 

• There is a need for greater Federal department and agency participation in State, regional, and local governance and planning processes.  

• Many States do not have full-time statewide interoperability coordinators, or equivalent positions, to focus on the activities needed to drive change.

v
Communication and information management
There are two aspects to communications in disasters. One is the equipment that is essential for information flow, such as radios, telephones and their supporting systems of repeaters, satellites, and transmission lines. The other is information management: the protocol of knowing who communicates what information to whom, what priority is given to it, and how it is disseminated and interpreted.

Modern methods of disaster response
New technologies can be very useful and powerful tool in disaster response, namely:

1   Cell phones: cell phones as warning devices can be very useful. Short messages can be sent to recipients warning of imminent threat of tropical storms, wind storms or any severe weather likely to cause damage.

2   Spatial information – use of satellite imagery. The emergency management community is keenly aware of the potential of mapping technologies such as geographic information systems (GIS), remote sensing (satellite imagery), and global positioning systems (GPS) in support of emergency response operations.

Increasingly, geographic technologies are being utilized for hazard mitigation as well as response efforts. These range from damage assessments mapping the event and affected areas to search and rescue, risk assessment, risk perception (Hodgson and Palm, 1992), and risk communication (Hodgson and Cutter 2001). There is more information on the role of technology for managing disasters in Unit 8.

3   Social media and social networking – social media and social networking can be used as a tool to emergency response communications. Text messaging such as Twitter and the social networking system such as Face book can be used as a channel of communication in disaster response.

Examples of suggested applications  of  social  media  and  social networking include:

· Use blogs to rapidly publicize the need for assistance grants.

· Create geo-tagged photo groups to document damage.

· Publicize volunteers willing to share recovery-relevant expertise.

· Use map-based mashups (combinations of data in webpages) to display relevant local information.

· Immediately share “lessons learned.”

· Integrate volunteer directories with social networks to simplify information sharing

· Distribute weather information via methods that support geographic targeting.

· Encourage sharing of resource information among corporations that will most likely be involved in recovery work.

· Use the assistance application process as basis for voluntary sharing of information among affected populations.
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