Children’s Mentall Health Ontario

Crisis
Planning



Qualities of a Crisis

[he crisis eccursysuddenly,

AR event that was net predicted

It escalates Ini severnty

The event demands; immediate attention
It Interupts normeal operations

The event creates significant stress; and’ anxiety: el these
Invelved or affected

It thrreatens; the well belng o) the reputatien ofi the
eliganization andiIts directers

[t significantly’ altérs hew the CeEnter operates or Is
PErceved thereafter



Crisisi Vianagement Tream - Rules

the Person In Command (PIC) makes
the decisions

ihe lfeam advises the Person In
Command

The Tfeam fellews threugh en
decisions at the PIC’s direction

=P erart — team tells s whatk It /s aolng.



The Crisis

TThe Centre

Residentiall and nen-residential programs at three
locations

e clienits
s 12 residential at 2 locations, 250 eutpatient clients

Eull range of mentall healthrissues
Beard ol Directors

3 senior managers,

60 Bargaimmg Uniit staifi

A range ofi clinical specialists



The Crisis

DUAg e Previoys anerioor a. stali: meniner,; a Skilled.
PIOIeSS/0/al Wi previous!y. expernencea. the deatfi orf
ClOSefamily Imemners Wiio) SUCCUITIBED 10 e OULIEAK

O SARS rioliced stall:ana - Kias Were SHowirg. SIgrs o a
S/mar 1/Aess:

Later thar ariterioea ana lhater e evennig. ne. Woliea aooul:
Wihat Ae riaa. seen ana. at 3:00a1mi AUIEng e 1moHing,
Preceqing s aay;, the stafi-memper: callea s Uhion
Rep. and- e /ocal 1ospilal io)EXIIESss /115 CO/CENIS:. 1HE

als0. started calling 1iIs Colleaques Wi il Stalied.
callng. el colieagues.




The CrisIs
O0:30 am

e Centre’s crisis manager has calledia
State of crisis and convened: the: Crisis
Management Feam at a previously
determined command! CeERntre.

Stafii-are asking What IS going o/n.

Seme staff are refusing te ceme In te Work



The Crisis

Crisisi Vianagement lream - \What
Do You Do?



10:00am

Fhe Viedical Officer ofi IHealth 1S calling fer
Infiermatien and a Puklic Health doctor 1S
ORI REr Way/ 1o the' centre.



10:45am

he Unien President Is demanding a
MEEtng With' a: Stop) Welik Grdel citing the
Occupational IHealthrand Salety Act



10:50
The Board President: jeins the feam

he Puldlic’ Health doctor arrives at the front
doeor Weanng a mask and pretective
clothing



11:20am

Fhe intermal e-mail systemi crasnes. Seme

IRfiermation: technoelogy: staii are at Work,

UL the I manager refuses) ter come: i o
Worke.



1:00pm

A reperter and cameraman frrom CBRI, the
locall IV statien armves; at the firent deor: 1o
Inguire apeut the “outoreak™



1:50pm
Clientsi inr the adelescent unit are beceming

agitated because seme: stahli have Been
eard talking apout the SARS eutbreak®




Children’s Mentall Health Ontario

THE GUIDELINES



Eebruary tor September 07

CMIHO’s Member Services Committee
Wisdem and practical’ experence
Group of critical readers

Eeedback on a near final edition



A Starting Point

A Center may.
Apply: part or allfoff these guidelines
Managing erisis
Anactuall commitment te a culture off readiness

hree sections to the Guidelines:
10 Crisis, Management: Pre-readiness
2) Crisis Response
3) Post Crisis Analysis.



Desire for Readiness

Depends Uupon:

A centre’s pregrams; andi clients
A centrers location
ITST rESOUNCES

Bldget
The centre’s previous; experience With Crises

Persenal experiences of the decision-makers



Guidelines

Complement
Profiessional judgment
raining

Demoecratic, Participaton/ Decisien-Vaking
ShIfits to
Centralized, Hierarchicall Command-and-Control



Preplanning

Reseurces tor he kept current:

Directory for: CrSIS, FeSPoNSe PErsons With
EMErgency contact infermation

IRVentonry: contact Persons party’ to: community,
PreLeCEIS

ldentity of persons needing assistance durng
EMErgency: evacuations

Accessible hackup of datalkases, soltware;
financial files, ete.

Inventory: ofi physical assets



Preplanning

Stafi- Relations
Engaged in development

A prier agreement on| Crisisi management:
he crisis management progiam
Managements role and expectations
EXtra duiies: for bargaiming unit staii
Cempensation for extra duties
Locking| Infempleyees

Complaints er grievances



Preplanning

Near Viss Pregram

Converting| near miSses; intorlearning
OPPOrUNItIES

Crisis Management lieam
Communications; Plan

Infiormation te the CVI:
Infermation from the CVIT



Preplanning

Meadia Relations
Need torshare pertinent infermation

Media strategy:
I[dentify, Whe communicates wWith the media
Provide media training
Media Kit

Rositive: relations with) therlocal media prior to
Establishing contact with media persennel
Ildentify the “go to™ persen
Provide them with key messages: aboui the' center:



Preplanning

Advisel CMHO
assist with key: messages
help on' location! i pessible
provide advice onia media consultant
finding counsel

Emergency: Plans
Evacuations for fire, bomib threats & environmental fiactors
Communicable disease or illness
Trauma
TThareats from clients or outside; the center



Preplanning

PolICIES and Procedures
Fraiing
Readiness Audiis
CommunRIty Preteco)s

Specialised Resources



CRISIS RESPONSE

Wihen Ready, the Centerr Can llake
Approprate: Action

PIC Overrde



CRISIS RESPONSE

Assessment and! declaration: off Crisis

Crisis Vianagement fiean with' cemmand
decision-making
Person in Commeand (PIC)

a)  Sets priorities

by Ensures immediate action

¢y Ensures activities and events are recordead

d) Assembles the Team

e) Prioritises Assessments



CRISIS RESPONSE

Ffhe Crisisi Vianagement team:

Analyzes the Impact ofi the crisIs, on the
elganizatieon; By, CoNSIdErng

ERSUrEs recurning progress reports
REe-aSSesSes the! ChisIs
Appliesian Intermal Cemmunications Strategy.

Applies a pre-determined external
communications stirategy: to

Declares the crisis over



POST CRISIS ANALYSIS

Prier te closule Initiate measures ter ensure:
Continuation: 6l SErRVICE
Clients and stafifi are stabilized
Closure Is Inveked



POST CRISIS ANALYSIS

AS| CrISIS I[eS|PONSES pass start:

ldentifying these I need off therapeuiic
debriefing

ASSEessIng the merits; and disadvantages, of
tratma counselling

Provididing tratma counselingpif
approprate



POST CRISIS ANALYSIS

©Once: the crisis, Is declared: over, the Crisis
Vianagement heam:

Clarrfies, the: facts of the crisis
Inferms the key stakeholders

Analyzes gaps; andishoertialls ter prevent future
@CCUIENces

Repullds the werk Unit 6 organization

IHEelps the erganizatien and stakehelders achieve
closure on the events
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