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Aimhigher UniFest: Managing Responses to Critical Incidents

Contextual Statement

Aimhigher works in partnership with Higher Education Institutions (HEls). It
commissions a programme of activities designed to extend access to Higher
Education, and targets disadvantaged young people in the 11-19 phase of their
education (schools, colleges and academies). The safety and well being of the
learners taking part in the summer schools programme is paramount and must be a
key priority for summer school providers and administrators.

All organisations have a statutory duty to ensure the safety and well being of their
workforce, service users and members of the public. Aimhigher will ensure that all
partners will have in place Safeguarding Arrangements that are consistent with best
practice. We regard the organisation’s capacity to effectively manage a critical
incident that affects those attending Summer Schools and their families as an
essential component of such arrangements and that roles and responsibilities are
clearly defined and understood by the Aimhigher partnership that administer the
Summer School programme.

This guidance document is designed to provide delivery partners with a checklist
against which to test their organisation’s policies and guidelines for the management
of critical incidents and disaster recovery.

1.0 Introduction and Background

a. Universities often deal with crises. Some incidents, however, will be of a
more critical and overwhelming character in which staff, students and
parents and carers may experience acute and prolonged, distress. An
incident becomes a ‘critical incident” when it constitutes a serious
disruption arising with little or no warning, on a scale beyond the coping
capacity of an organisation or activity operating under normal conditions
and requires the assistance of the Emergency services and other agencies
including Social services and/or the Local Children’s Safeguarding Board
(LCSB). A list of examples of incidents that are viewed as “Critical” can be
seen on Page 14.

b. Itis stressed here that all organisations should be able to demonstrate
evidence of when their duty of care commences and ends and in doing so
define the period in which they would be expected to instigate a Critical
Incident Management Plan

¢. An organisation which has anticipated a major critical incident and laid
plans for managing a response is likely to deal with a critical incident
effectively and confidently. We should therefore

d. know who will assume key roles

e. have checklists and procedures in place



f. have atested framework for communications including accurate and up-
to-date contact lists of:

vi.

vii.

viii.

Parents and Carers

Nominated staff contact details from partnership Schools,
Colleges and Academies

Contact details of domicile LCSBs

Contact details of local LCSBs

Contact details within domicile Local Authorities
The nominated staff contact for the delivery partner

The press-office of the HEI delivering the UniFest 2016
programme

Aimhigher Coordinators and their deputies

g. acquire some practised skills to draw on

2.0Where the above is in place, our response to a crisis will be more assured than
even the most intelligent and well meant improvisation. This document’ is
designed to encourage and support such pre-planning. It is not intended to be
prescriptive or to attempt to cover all possible events and outcomes. Our
contingency plan needs to remain flexible. For example, a major fire at a
weekend, the abduction of a student or serious accident on a field trip will
require different types and scales of response. We should also consider a direct
and well-informed relationship between Risk Assessments (Generic and Specific)
and Critical Incident Management Guidelines

a. Each critical incident is unique; the range and complexity of those we may
encounter is enormous and we cannot plan for every eventuality

b. We would be mistaken if we planned on the basis of the most recent or
most publicised experiences. By their very nature and definition, critical
incidents tend to disorientate and overwhelm those involved and
although navigating our way throughout an incident will always be
difficult, planning ahead is a necessary precaution and can be crucial.

3.0 What should be done to prepare?

a. HEls

Each H.E.l should have agreed internal processes that identify a
Critical Incident Management Team. This would be
Strategy/Executive Team (Critical Incident Management Teamz)
who would then identify key roles at local levels and develop a
Critical Incident Action Plans.

It is assumed that in the event of any emergency, the HEI's CIMT
would take overall charge within its policy remit

! Interim Guidance
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A member of the HEI's executive CIMT should be identified as a
single contact point

A further member of the CIMT should be nominated should the
person identified in c above be unavailable

Consider carrying out a simulation exercise to explore how a
critical incident might unravel

b. Aimhigher

Ensure basic information, contact lists, communication,
procedures etc. are in place, known to all key staff and kept up-to-
date.

Identify and pursue additional needs for future planning, training,
skills development and awareness raising and make
recommendations to delivery partners

Ensure the Directors, Coordinators, key staff and other significant
nominees are aware of our plans and policy.

Identify timescales for review and updating based on the
experience of the 2016 UniFest Summer School. This might
include:

. The make up of the CIMT (executive)
. Development points for CIMTs (local)
. The development and communication of an enhanced

CIMP based on 2016 that informs the training and
development of the Summer School Staff Cohort
(2017)



4.0 Critical Incidents

a.

The following Critical Incident Action Plan is an example of a serious

incident involving a number of students taking part in an activity away
from the premises. It is flexible and adapts to other situations. The plan is
underpinned by the sensitive handling of feelings of people in a non
intrusive and sensitive manner

b. Action Within Hours

HEI
Coordinator

to Contact

1 1 1 1
Ghe N ( Domicile ) /Families of\ 4 Local ) Nominated
Aimhigher Local Students Authority* Person in
Coordinator Authorities* Involved where the Domicile
or his/her of students incident has School
Deputy involved occurred
\ L N\l 2N 2N J

Domicile Local

Authority cascades

as appropriate

e.g. to Local Authority of

students’ school / academy

/ college if different

*See Annex 1 for full contact listings

HEI

Coordinator
Next Actions

Inform all workforce
associated with the
activity

Inform all students

Encourage students
involved to talk

Prepare and be
ready for the media

Consider contacting
the delivery
partner’s solicitors

Consider issuing
information to the

parent of students
not directly involved

Anticipate
prolonged and

intrusive interest.




5.0 Next Steps

a. Consider preparing and issuing information to parents of students who
are not directly involved

b. Contact the Delivery Partner’s (HEI’s) solicitors

6.0 Essential Information
a. What has happened
b. Where and when
c. Name and contact number of a responsible person at the incident site
d. Names of injured, extent of injuries, names and numbers

e. Location of injured students-name and contact number of a responsible
person present

f. Location of uninjured students-name and contact number of a
responsible person present

g. Assistance required from the University

Is it practical and appropriated for a member of the CIMT to attend the
incident

i. Emergency services involved-who from the emergency services is
coordinating action

7.0 Critical Incident Management Team

a. The Nominated Person * will contact the critical incident management
team

b. Once convened (9.C ) the CIMT will need to know
i. Who has been informed
ii. What has been said

c. CIMT should, as a matter of preparation, be in a position to re-designate
roles in order to free team-members from routine responsibilities without
reducing the supervision and safety of other students

d. The CIMT will, as a matter of preparation, identify team member who will
deal with enquires and communications and liaise with the Press Office of
the partnership HEI

* Or his/her deputy



8.0

Communications

The CIMT at the delivery partner (HEI) should act as a communications hub and
the primary contact for all enquiries.

a.

g.

The person(s) dealing with incoming calls should work from an agreed
factual statement

The person(s) dealing with incoming calls should avoid speculation

The person(s) dealing with the incident should avoid commenting on
developments until the source(s) of information have been checked for
accuracy.

CIMT members taking or making telephone calls should keep factual,
accurate notes.

The Regional Coordinator, Participating Universities and Schools and
Local Authorities, must be informed of proposed changes in
communications

Support should be offered to the person(s) making and taking telephone
calls

The police may require an incident room.

The agreed factual statement produced by the Delivery Partner should be shared
with Aimhigher coordinators, other participating Universities, Schools,
Academies, Colleges and Local Authorities, who should use it in the event that
they are contacted by third parties and refer the enquirer to the CIMT.

9.0

Telephoning and Meeting Parents/Carers.

This and all subsequent guidance applies primarily to CIMTs at the Delivery Partner
concerned.

a.

Telephoning and meeting Parents/Carers must be the priority; it has to be
done quickly and with sensitivity.

Consistency of information is vital so it is best to avoid using a chain of
communication.

If a parent cannot be contacted by telephone it may be necessary to use
either a reliable neighbour or other nominated emergency contact.

It may be appropriate to consider a written communication through the
door asking them to telephone a given number.

Any message should relay known information and assurances of
appropriate action being taken and should indicate if further information
will be made available.

The member of staff making the contact will require careful briefing. It is
worth rehearsing the message. The CIMT should consider carefully which
members of staff should speak to parents, carers or their family members.



10.0

11.0

It may be appropriate for Parents/carers to come to a pre-arranged
location for the further information or to wait for updates. Should this be
the case, consideration should be given to

Support for immediate emotional needs
Transport to and from location
How updates will be given and by whom

Accommodation issues

Our Workforce & Student Ambassadors

It is vital that all adults in contact with students are kept well informed
and feel secure in handling questions and comments.

The workforce should be informed as soon as possible via e-mail
conventions.

A schedule for updating may to be arranged, e.g. during lunch breaks, at
the end of the day or first thing next morning. Such meetings ensure that
knowledge is common and questions are answered.

Our workforce should be cautioned about talking to the media or
responding to questions from reporters.

It is important to avoid and discourage speculation. Subsequently,
briefings may be undertaken on a daily basis with a team meeting at the
beginning of each day and being told what is to be communicated to
students in the way of a further briefing

Our Students

For all incidents, it will need to be decided which students are to be
briefed on the incident, when and by whom.

In general, briefings will be carried out by a senior member of staff,
nominated by the CIMT.

If possible, the first briefing should be given on the day of the incident to
quash any rumours/untruths.

Where briefings of students take place, staff should be provided with
written briefing notes -a common statement.

Briefings of students may contain the following statements:

A factual account of the problem -students should be told simply. Staff
should never speculate on the causes of a crisis or its consequences.

Details of any arrangements necessary as a result of the above.
Details of help that is available.

Information on coping with the press. Students should be advised not to
talk to the press unless arrangements have been made for them to do so
by Senior Staff.



12.0

13.0

14.0

o T o

o

The Media

In the event of a critical incident, The CIMT will have to contend with the
attentions of the media. Students, parents, governors, teaching and
support staff may be approached directly by press, radio or TV reporters
in the earliest stages of an incident.

The CIMT will want to reflect carefully before agreeing to be interviewed
or releasing names of students and staff.

The media might learn of an incident before the Team, the University or
partnership schools and may have information at odds with that of the
current level of understanding in the above organisations and groups

National newspapers have ‘local’ representatives and may be at the scene
and/or the University/Coordinating location very rapidly.

In the most difficult circumstances, the police will usually provide some
protection against media intrusion.

The CIMT should take reasonable steps to protect students, parents and
staff from the glare of publicity. The media can inform responsibly but
can be harmful and intrusive at times of grief and stress.

In some instances, media interest might persist over a period of days and
possibly be re-triggered by a funeral, court action or anniversary.

Guidance points

Prepare an agreed text for release to the media and/or as a script from
which anyone confronted by the media can speak. Ensure that a
designated spokesperson briefed and prepared, makes the direct
response for the CIMT.

An established, sympathetic, well-developed link with local press or radio
can be a major asset; but it is not a possibility in all local circumstances
and in a major incident may be insufficient as a line of communication.
The HEl's Press Office is considered as being an essential partner in
enabling supportive links.

A dedicated outgoing phone line/mobile number is important both for
obtaining and communicating essential information. The CIMT may wish
to consider the advantages of Web-based updates to deliver agreed
statements and updates

“Do’s” When working with the media:
Do respond to what and when questions.
Do tell your story quickly, accurately and get your key message(s) across.
Do consider, when possible, the needs of your audience.
Do choose your own time when to report to the media.
Do prepare and rehearse so that everybody has the same story.

Do prepare.



15.0

16.0

17.0

18.0

o 0o T o

o T o

o

“Don’ts” When working with the media:

Don’t reply to why and how questions
Don't speculate.

Don’t bluff or lie.

Don’t make ‘off the record’ comments.
Don’t make promises you cannot keep.
Don’t make excuses or blame others.

Don’t respond to ‘blind quotes’ (e.g. “one of your staff tells me that ...do
you agree?”).

Don’t say “no comment” -explain why you cannot comment.

Don’t allow words to be put in your mouth -e.g. “would you agree
that ...?”

Summary

How you present and respond is as crucial as what you say. This implies
training and practice to ensure confidence and credibility in a natural but
prepared style.

Effective, direct communication within the University community can
limit the impact of sensational media coverage. Students, lecturing and
support staff, governors, parents and families need appropriate, accurate,
up-to-date release of information and encouragement not to speculate or
to give currency to rumour.

Additional Notes and Guidelines

Research and the experience of organisations that have faced major
incidents provides a rich vein of useful information regarding the
reactions to and scale of needs presented by a Critical Incident

People react differently. Some will want to give vent to their feelings-
others will find this difficult and require longer expressing their reactions
and responses the incident

How students react will be influenced by their age, maturity and their
relationships with those involved. The specific nature of the incident will
affect their feelings and subsequent responses.

More common reactions may include
denial
guilt
distress
anger

helplessness

10



19.0

There are common needs that should be met

Information about the incident that outlines what has happened
Explicit acknowledgement of the incident)-what is being done?

An opportunity to talk through the incident-based on “best and verified
knowledge”.

Formal and informal recognition of rituals together with recognition of
religious and cultural approaches to and beliefs about the incident
including the appropriation of time where necessary, for students to
absorb the impact of the incident. Rituals may include an early return to
the formal time-table and day-to-day running of the organisation.

Consideration should be given to

vi.

vii.

Arrangements to express sympathies to affected
families/personnel

Visiting injured students/personnel

Sending cards and letters

Attending funerals5/memorials (if welcomed/invited)
Special meetings/gatherings

Anniversaries

Not all staff will feel able to support students, their parents and
carers. Care should be taken not to overburden those who are
providing face to face support for the community. The impact can
be reduced by the early engagement of external agencies and
personnel who are able to offer support

e. Areas need to be organised in order to avoid “milling”. Designated areas
could include provision for the following

i
ii.
iiii.
iv.
V.
Vi.

vii.

20.0

Parents

Students & Friends

The Press

An incident room

A base for Supporting agencies

A room for prayer and contemplation

Refreshments.

Mid to Longer Term Issues.

a. The CIMT is not a counselling team. It is a group of the Workforce drawn
together to manage the immediate actions and responses related to a
Critical Incident

b. The actions taken by the CIMT can do much to retain a sense of purpose
and order at points of high fragility.

®> Recognising that there may be a cultural requirement for a funeral to take place
within 24 hours of death

11



We accept that longer term support may be required in terms of
managing the post traumatic outcomes of a critical incident and that the
specific impacts are likely to present themselves in a manner that is
influenced by:

i. The students’ ability to verbalise and reconcile their emotional
responses

ii. The students’ current psychological state including their present
security needs

iii. The students’ previous exposure to® serious and traumatic
incidents

21.0 The students’ ability to comprehend the event and its consequences.

a.

The possible capacity to deal with an event in a manner that confronts
our understanding of “acceptable” responses, causing anger and distress

With this in mind, the CIMT should, as a matter of preparation and within
its work plan, draw up a list of those professional and voluntary agencies
it may wish to contact to enable students to cope with the post traumatic
elements of a Critical Incident

Consideration should be given to the preparation of a leaflet and use of a
web-site as a means communicating the possible outcomes for those
involved, following a critical incident.

The CIMT, the wider workforce, families and friends may well be affected
by the impacts and outcomes of a critical incident. With this in mind, the
CIMT should, as a matter of preparation and within its work plan, draw up
a list of those professional and voluntary agencies it may wish to contact
to support members of the workforce who require assistance to cope
with the post-traumatic elements of a Critical Incident.

12



22.0 Critical Incident Management:

24 Hour Contacts at Delivery Partner Organisations

Delivery
Partner

Dates of
Delivery

Name

Designation

Contact#l

Contact#2

Aston University

13" to 15" July
2016

Baljinder Rana

Stephen
Heslegrave

Jessica East

Outreach Manager

Outreach Officer

Assistant Outreach
Officer

07784 607 446
b.ranal@aston.ac.uk

07902 562 475
s.a.heslegrave@asto
n.ac.uk

j.east@aston.ac.uk

0121 204 4776

0121 204 4774

0121 204 4775

Sarah Felton

Schools and Colleges
Liaison Manager

07817521204

Hope Hope.Nightingale@b
Birmingham City 18" to 20th July Nightingale ichoolsoa\;.d Colleges f,i;f;;l -
University 2016 iaison Officer
Sammy Schools and Colleges Sammy.Dedicoat@bc
Dedicoat Liaison Officer u.ac.uk
0121 3315125
Stacey NNCO Project Manager | 07919620001
Staffordshire 1 th let | Worden
University zgleto July NNCO Project Assistant
Lily Randall 07795122255
Livia Lita Schools Liaison Officer | 07807 937 779
University College | ¢th;, gth July
Birmingham
& 2016 Eileen Pryer Head of Marketing 0121 604 1000 (ex. 07778 964 409
2336)
. ) E.H.HILL@bham.
Ester Hill Outreach Officer 07833 200683 " @bham.2

University of
Birmingham

13" to 15" July
2016

George Green

Assistant Outreach
Officer

07990 794 533

University of
Worcester

20" 21% and
22" June 2016
(Non-
residential)

Gail Rothnie Head of Outreach 0121 415 8545 07717 788657
Catherine Outreach Coordinator 07557 863912 01905 542226
Smith catherine.smith@wo

Kerri Audoire

Gian Fazey-
Koven

Graduate Ambassador

Head of Outreach

rc.ac.uk
07557 863863

01905 855430

k.audoire@worc.

ac.uk

g.fazey-
koven@worc.ac.u

k

13
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23.0 Service Users, Next of Kin and Other Agencies/Co Professionals

Audience Type Designation Contact#1 Contact#2
Young people attending N/A

. Data provided to all delivery partners in advance by
Next of Kin for young N/A Aimhigher. If in doubt contact Mike Thompson (see
people below)
School of young people N/A

LCSB of young people
attending inc 24 hour

Safeguarding
Contacts plus office

See Appendix 1

Aimhigher

UniFest coordinator / 07887 821249

contacts

Mike Thompson; 0121 415 8176

m.a.thompson@bham.ac.uk

CRITICAL INCIDENTS

Universities often deal with crises. Some incidents, however, will be of a more critical
and overwhelming character in which staff, students and parents and carers may
experience acute and prolonged, distress. For example:

i
ii.
iiii.
iv.
V.
vi.
Vii.

viii.

Xi.
Xii.
xiii.
Xiv.
XV.
Xvi.
Xvii.
xviii.

XixX.

the murder of a student by a stranger

the murder of a student by a parent or someone known to them
the murder of a student by another student

The murder of a member of the workforce

fatal road traffic accidents

serious injuries field trips

fatalities on field trips

student suicide

the consequence of terrorist or criminal activity

major arson attacks

The onset of sudden and unforeseen illness, e.g meningitis death
explosion

drowning in a swimming pool

death of a student on the games field

death of a student through drugs/drugs overdose

Abduction of a student

An assault7 against a student by

A person known to them

An opportunistic assault perpetrated by a stranger

Please note that the above is neither exhaustive nor prescriptive and is incorporated within the Guidance
to establish the type and subsequent impacts of incidents that are considered “critical”.

"To include indecent assault and rape.
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Appendix 1: Local Authority Safeguarding and Out of Hours Contacts for UniFest 2016*

Safeguarding

Out of Hours

Local Authority Contact 2 Contact 3 Address Line 1 Address Line2 | Post Code Other means of contacts Web Site URL
Contact 1 Number
. ; On line referral forms etc:
Multi-Agency MASH@bir _ orm
N - 0121 ) Room B54 Council Margret Street, http://www.lscbbirmingham.org.u . .
Birmingham aéaftt)e%'\tﬁ\rgm)g 3031888 mingham.qo | House Extension Birmingham B3 3BU k/index.php/safequarding- 0121 675 4806 http://www.Iscbbirmingham.org.uk/
v.uk referrals-item
Referral and ras@coventr
0247 4th Floor Broadgate Broadgate, You can also text CHILD .
Coventry ngv(eiizment 6788555 yk.gcsx.gov.u House Coventry CV1ING CONCERN to: 60003 024 768 32222 http://www.coventrylscb.org.uk/
_Dudley|
Halesowen and Brierley Sedgley and
Stourbridge Hill Office: | Coseley ) Council House, SafeGuard&Review.CS@dudley http://safequardingchildren.dudley.g
Dudley Office: 01384 01384 Office: Dudley Safeguarding Priory Rd, Dudiey DY1 1HS e 0300 555 8574 ov.uk/
815902 813000 01384
813200
: . Complete a MARS Form (see
Multi-Agency Herefordshire PO box 185 Black : . . ;
Hereford Safeguarding 23332 260 N/A Safeguarding Friar Street, HR4 9ZR \g\?gzlghznriiggsﬁre qdsx.qov.u 01905 768020 E}tp.//www.herefordshlre.qov.uk/hsc
Hub (MASH) Children Board Hereford K * * * -
MuIti-Agency Eﬁgrat%wce Metsec House
Safeguarding escalating 0121 569 Sandwell SCB Main y access_team@sandwell.gcsx.qo .
Sandwell Hub (MASH) Uzma 4770 Unit grlgﬁgxr/;ell Road, B69 4HE v.uk 0121 569 2355 http://www.sandwelllscb.org.uk/
0121 569 3100 Bhatti '
. ) _ Shirehall, Abbey . . http://www.shropshire.gov.uk/childre
Shropshire EP ét;l] Contact 2333021 N/A gﬁ'rfpzr:?:g(é'gﬂhc" gﬁig&t&ry SY2 6ND vcgkmpass.admln@shropsh|re.qo 0345 6789040 nfamilies.nsf/open/76 D9CBA219A13
Shropshire = 2BD80256C7D004229BD
Duty 0121 788 Solihull Local The Bluebell http://www.solihull.gov.uk/staysafe
Solihull Assessment and 4333 N/A Safeguarding Centre, West Mall, | B375TN N/A 0121 605 6060 https://eservices.solihull.gov.uk/Child
Referral team Children Board Chelmsley Wood rensSocialWorkServiceReferral/
. First Response . . Tipping Street, ) : 0345 604 2886 .
Staffordshire Service 0800 1313126 Safeguarding Officer | "t = ST16 2DH FirstR@staffordshire.gov.uk 107815 492613 http://www.staffsscb.org.uk
Stoke Unit On Duty LADO | 01782 235885 380 Chelleheath Chelleeatn Stoke | <o con | Refonal Team | 01782 01782 234234 | DitRullwww.safequardingehildren.stok
oke Unitary vty Road on Trent (Ir? EOSS) ea 235100 e.gov.uk/ccm/portal/
Telford & Family Contact Safeguarding 30 West Road http://www.telfordsafeguardingboard.
Wrekin gk;%ngoa%/;gqFrlday 01952 385 385 Advisory Service Wellington, Telford TF12BB N/A 01952 676500 ora.uk
; ) he Hollies, 10
Multi Agency 0300 555 2866 (select Walsall Safeguarding Thet y
Walsall Screening Team | option 2) Children Board \I;\grgsllld Road, WS4 2DH MASH@walsall.gcsx.gov.uk 0300 555 2922 www.wiscb.org.uk
. . Children’s Social Saltisford Office . http://www.warwickshire.gov.uk/child
Warwickshire Care Dl o Park, Ansell Way Warwick Cvs44uL | N/A 01926 886922 concerns
Duty and 3 Lee Cent Wednsfield http://www.wolverhamptonsafequard
Wolverhampton | Assessment 01902 555392 L(_ann_y ee entre ednsie WV11 3HT N/A 01902 552999 ing.org.uk/index.php/concerned-
ichfield Road Wolverhampton -
Team about-a-child-or-adult
The Pi Bilford http://www.worcestershire.gov.uk/cm
Worcester Access Centre 01905 768054 € Fines, Bilior Worcester WR4 4AD N/A 01905 768020 s/safequarding-our-children/worried-

Road

about-a-child.aspx

Revised and correct at 14 June 2016. Subsequent amendments will be posted on the Aimhigher website: http://www.aimhigherwm.ac.uk/unifest/unifest-programme-wide-safequarding-arrangements
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