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Business Continuity Policy 
 

 
Statement and Purpose of the Policy 

 
Purpose 

This plan outlines the following. 

- How risks to business continuity are identified and assessed  

- How risks will be managed in terms of both preventive measures and emergency 
responses 

- How all staff will be made aware of the risks and the measures needed in the event 
of significant unplanned events causing a surge in demand or an inability to maintain 
planned delivery. 

- How business continuity planning is embedded in the organisation, including testing, 
and reviewing the plan.  

- Assignment of staff roles in managing threats to business continuity 

In terms of business continuity and recovery, this plan sets out. 
 

- the critical activities to be recovered. 
- the timescales in which they are to be recovered and the recovery levels needed.  
- the resources available at different points in time to deliver our critical activities.  
- the process for mobilising these resources.  
- the detailed actions and tasks needed to ensure the continuity and recovery of our 

critical activities. 
 

Introduction  

Serenta Homecare is designed to meet the needs of our clients, as agreed in their Care 
Plans. The total demand thus created is kept under review and managed daily. Shifts in the 
balance of the supply of and demand for care provided require constant attention (this 
includes new referrals).  

It is possible that events beyond our control may render some or all of our infrastructure 
unusable. In such cases it will be necessary to take action to maintain essential levels of 
care. 

The key areas are; 

- Significant and sudden increase in care needs 

- Significant loss of staffing capacity 

- Internal infrastructure failure (e.g., IT) 

- Environmental factors such as extreme weather 
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- External infrastructure issues (e.g., fuel shortage)  

 
Actions to be taken in each case are summarised below.  

 
Staff awareness and Cascade 
 
All appropriate staff (Managers, Coordinators and Administration) have the log in details to 
protocols and policies, including this one, to ensure ease of access. 
 

- The Registered Manager will agree cascade processes on initial identification of the need 
to activate this plan. 

- The Registered Manager will keep a paper and electronic copy of the Plan at home. 
 

1. Significant and sudden increases in levels of urgent care needs 

1.1 Changes in the needs of Clients may result from illness or injury to self or Care 
Worker, a life event or premises-related incidents (eg loss of power). These are 
identified either by contact with the Serenta Homecare Office, or by the Care Worker 
during a visit. In all cases, Serenta Homecare will agree with the Client how to 
respond to the changes in needs. Where other services are indicated or requested, 
Serenta Homecare will assist in the referral process as agreed with the Client.  

 

2.   Significant drops in staffing levels 

2.1  Planned staff absences, such as holidays and training, are managed in accordance 
with the Serenta Homecare minimum staffing levels. If necessary, planned training will be 
re-scheduled to create additional capacity and on duty management will provide care.  

The following measures are in place: 

• Staff to arrange swaps of duty with another member of staff, if possible.  

• Advise line manager of intention to be absent with as much notice as possible.  

• Agree with Registered Manager that agency cover should be sought.  
 

 
2.2  Unplanned staff absences, such as illness or life event, are managed by the Care 
Coordinator team 
 
The following measures are in place: 
 

• Advise line manager that you will be absent.  

• Re-allocate visits where possible, or re-schedule by agreement with the Client. Advise the 
Client that another care worker will see them.  

• Assess staffing capacity and seek additional staff if necessary. To include agency/ local 
authority staff if no Serenta Homecare staff available.   
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2.3 Seasonal variations in demand, e.g., carers holidays, viral illness, are managed by monthly 
capacity reviews and planning and linked to recruitment. The following measures are in place: 
 

• Management team to be aware of trends reported from elsewhere.  

• Consult Registered Manager if demand has risen consistently over a few days.  

• Consider whether changes to rotas and/or staffing levels are necessary and agree actions. 

• Arrange additional capacity from current staff (including management team) or agency.    

• If staffing resources cannot be secured to meet all demand, prioritise need and re-
schedule visits where possible.  
 

2.4 Public health event, e.g., flu pandemic. It is predicted that 4% of those who are ill would 
be hospitalised and that up to 30% of staff could be absent throughout a pandemic. Key 
actions would include:  
- a focus on infection control to minimise the spread of the virus (early identification 
of symptoms in staff, re-circulate good hygiene guidance).  

- communication and information for staff and people receiving care.  

- planning how to manage prolonged staff shortages, and how to prioritise care.  

- close working with commissioners and health services.  

   
 

3.  Internal infrastructure failure 

3.1 IT failure has 3 key elements: the computer network, People Planner/Access and/or 
software. Both would result in a degree of loss of the following facilities: 

• Entry and extraction of data from Client records.   

• Accessing Any comms to see new referrals 

• Creating/amending staff rotas  

• Internet access to use phones 

• Secretarial facilities. 

In the event of loss of functionality of either People Planner/Access or our computer network, 
seek help from the following: 

• Access People Planner helpline – 0845 345 3300  

• IT support (CTS Solutions) Tel. 01144333223 or Mob. 07988127046  

 

The principal actions to be taken include: 

• New referrals could either be temporarily put on hold, be sent via mobile phone or be 
accessed from another location. 

• Care Coordinators to access data from another source i.e., company laptop’s or iPad 
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• Regular contact with Care Workers ensuring care has been delivered via phone numbers 

• Full Office Team to answer/support Care Workers with giving verbal instructions on 
medication and tasks to be completed  

• Secure emails available to all office staff in the event of full system failure to access via 
GP/Health professional  

•  

3.2 Loss of office electricity supply. In the event of a power failure, the following systems will 
not work: 

• IT 

• Landline telephones 

• Hot water 

• Heating 

• Lighting 

• Printer 

If there has been a loss of power to the entire office system or to specific socket/s, contact the 
building maintenance immediately for assistance. 

If there is no immediate prospect of a restoration of power, the Registered Manager will 
consider steps to maintain essential services and staff safety. Factors to be taken into 
consideration: 

• Telephones can have a message added to ask people to use mobile numbers 

• Relocate to access the computer systems, potential office solutions include Intercare 
Services offices or Darnall Health centre, where PCS have rooms, or work from home 

• Health and safety risk assessment of office environment, ask staff to work from the 
other offices or from home if necessary. 

 

3.3.1 Loss of mobile telephones signal. In the event of network/s fault: 

• Check whether the fault affects all networks. 

• Contact the provider and seek estimate of outage duration. 

• Notify all on duty staff by landline where possible. 

• Notify all Clients due a visit, by landline, and request use of their landline for staff to 
confirm attendance. 

• If outage is during service hours, on call Care Coordinator to give all on duty care 
workers a landline contact number. 
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• All of the above to be managed by the Care Coordinator on call, with support from the 
Registered Manager.   

 

3.4 Loss of Water Supply - this has serious implications because we lose the facilities for 
washing, toilets and drinking water. Therefore, it may be necessary to re-locate unless 
the supply can be quickly restored. Care Coordinator on call to contact building 
maintenance for advice about the extent of the problem and the probable duration of 
the stoppage. During a short-term stoppage (less than 2 to 3 hours): 

• Obtain further supplies of bottled water if necessary  

• Use anti-bacterial hand-wipes or gloves if necessary   

• Seek toilet facilities on local premises 

 

If it is likely that the stoppage is to be extensive (more than 3 hours): 

• Arrange for temporary supplies, e.g., water bowser, bottled water, drinking water 
available from drinks dispensers 

• Arrange for the hire of chemical toilets 

• Or operate essential services from other sites 

• The building landlord will arrange all above if required 

 

3.4 Loss of Client/staff Records 

All historical paper and current paper records are stored on the site, which is secured out of 
hours and access controlled in hours. They are not protected from a fire on the premises.  

 

3.5 Damage to Some or all of Building 

If there is an immediate risk of damage to the building or its occupants, the Evacuation 
procedure must be instigated, as specified in the Fire Procedure.  

Remember that there may be members of the public in the building, including disabled, infirm, 
elderly and very young people. We have a duty to assist them to safety where possible without 
putting ourselves at excessive risk.   

Start to evacuate the building via the nearest Fire Exit.  If possible, assist in the evacuation of 
workers and Visitors to the Assembly Point.   

Staff should guide anyone other than the normal office staff who happen to be in the offices to 
a safe exit. 

Administration Staff should be prepared to assist other staff in evacuating visitors if necessary. 
You may be needed to escort a disabled person to safety. 
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Remember To: 

• Act in a calm, decisive manner to avoid panic.  Persuade visitors to move quickly 
without running.  Try to prevent a crush at fire doors, as this can cause injury or 
death far greater than the presenting risk. 

• Never attempt to stop and collect your personal belongings. 

• Close all doors behind you as you leave. If you must open a door, DO NOT grab the 
handle, and open the door, but always touch the door first to see if you can feel 
heat, if not, then touch the metal handle; if it is cool then you will be safe to open 
the door.  If the handle is hot, try and find an alternative route. 

• Report to the Assembly Point  

• Once Clients/Visitors are outside, ensure they stay at the Assembly Point, until the 
Fire Officers have examined their attendance lists, to check if everyone is out of the 
building. 

• If there is any doubt about anyone being left inside the building, you must inform a 
Fire Officer or the Fire Service immediately.  The first duty is to preserve life. 

• Do not re-enter the building until told to do so by a Fire Brigade Officer. 

 

Disabled People 

Disabled people may be wheelchair bound, visually impaired, hearing impaired or have 
other needs which may cause them to need extra help in leaving the building in an 
emergency.  

All staff should support each other and consider the needs of anyone with a disability and 
offer to lead that person to leave the building immediately. 

The Registered Manager is responsible for ensuring that arrangements are in place for the 
provision of assistance to disabled employees.  

 

If the fire alarm sounds 

• Assess the fire, tackle it if this can be done without personal risk, or sound the alarm 

• Contact the emergency services 

• Evacuate the building quickly without panic, assemble employees, patient, and 
visitors at the Assembly Point 

• Check off names and inform the Fire Officers when they arrive of the current 
situation 

 



Page 7 of 8 

 

If you are informed of, or discover a fire: 

• Quickly assess the situation 

• Contact the Fire Brigade by dialling 999. The Fire Brigade must be contacted in all 
cases of fire, however small. 

• If the fire is small, e.g., no larger than a waste bin fire, and you feel you are able 
tackle it, do so but take extreme care 

• If you are unable to tackle the fire and the Fire alarms do not sound, break the glass 
of a fire point 

• Start to evacuate the building.  

• Meet at the assembly point in the car park 

• If anyone is hurt, and they feel it is necessary, call an ambulance 

• When the Fire Brigade inform you that it is safe to do so, help people re-enter the 
building.  

 

Emergency security of Records, Protocols, and Equipment 

Where time allows the following documents should be removed off-site for possible use 
elsewhere: 

• Contingency laptops and phones 

Equipment should be removed once an alternative location has been identified. Locations 
need to be determined at the time, but may include: 

• Other PCS sites 

• Secure storage companies 

• Employee home addresses 

If all or part of the building is rendered unusable by fire, storm, flood, vandalism, or any other 
causes, decide which areas of the building are usable, having taken appropriate expert advice, 
e.g., Fire Service, insurance company, 

Priority for space will be given to: 

• PCS sites 

• Vacant commercial premises 

• Hire of temporary buildings located on site 

Make arrangements for the provision of services, especially computer system and arrange the 
transfer of records. 

All of the above the lead is Registered Manager 
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4. Major Incidents 

These may include road closures, civil disorder, power failure across part of or the entire city, 
adverse weather, fuel shortages, any of which could prevent staff reaching Client as planned. In the 
event of a major incident which results in the loss of facilities to the extent that the service to 
Clients is seriously disrupted, the situation will be managed by the Care Coordinator On call, with 
the active involvement of the senior management team and emergency services. 

 

5. Emergency Contact Numbers  

• On-Call 1- 07422077780 

• On-Call 2- 07422077781 

• Serenta Homecare Office- 0114 2134945  
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