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KCIL CONTINUITY PLAN

This Business Continuity Plan is for:
Company: 	KCIL
Address:	River Reach
31-35 High Street
Kingston upon Thames
Surrey
KT1 1LF

Telephone:	020 8546 9603

Website: www.kcil.org.uk

Social media: 
Facebook - @KingstonCentreForIndependentLiving	
Instagram - @TeamKCIL

The person with overall responsibility for the Business Continuity Plan is the Chairperson but the CEO is responsible for its day to day implementation.

1.   Executive Summary.
The purpose of a continuity plan is to ensure that the critical functions of the charity can continue after a serious incident, e.g. fire, flood or loss of IT. The idea is to assess the likelihood of the risks and to address those that are most likely and most serious.  Minor risks and those least likely should not form part of the plan. Deciding where to focus attention is a role of the CEO, with guidance from the Board of Trustees. 
Issues addressed include the duration of contingencies, identifying the critical functions of KCIL, what to do in the immediate aftermath of an incident, what to do to restore the critical functions and the resources required to do so.
It is important that the plan should be kept up to date to reflect changing risks and be exercised regularly to see that it still works efficiently.
2.   Potential Incidents
a.   The following potential incidents could impact our business
· Loss of staff, volunteers or visitors through death or injury.
· Damage to buildings.
· Loss of IT systems, records, communications and similar facilities e.g. damage to physical computer systems, cybersecurity breach.
· Disease Outbreak
· Unavailability of staff or volunteers due to transport, weather or sickness, e.g.  coronavirus or meningitis.
· Adverse psychological effects on staff or service users, including stress and demoralisation.
· Disruption at other organisations on which we depend, e.g. fire etc at RBK.
· Damage to reputation, e.g. through failure to respond adequately.
· Changes in the demands placed on KCIL, e.g. other charities under pressure.
· Unexpected changes in regulations.
b.   Duration of contingencies.
The duration will have a significant effect on the response required, e.g. the COVID pandemic required intermittent periods where the majority/all of KCIL staff worked from home.
The response to the incident is dependent on the type of incident. If an incident occurs, such as a pandemic or other situation where in-person meetings would be unsafe, the KCIL team have the capacity to work from home indefinitely. 
If the incident does not prohibit in-person meetings -
· One week or less. Can be dealt with by KCIL alone, e.g. by holiday / work at home / e-mail.
· Eight days to three months. Requires relocation of functions, e.g. alternative sites for some functions such as meetings with service users who may be unable to meet by video call, and in-person staff meetings.
· More than three months. Requires significant alternative provision, e.g. alternative office.
3.   Critical Functions.
· Health and safety of staff and service users.
· Provision of contracted services.
· Provision of advice.
· Food, water, accessible toilets, heating and similar services.
· Staff support – tea point, accessible toilets, blue badge parking, payment, staff wellbeing and so on.

4.   Priorities 
a.   In the immediate aftermath.
· Evacuating the office & notifying the other tenants. 
· Calling and dealing with the emergency services.
· Out-of-hours: Calling out appropriate KCIL staff – cascade list and group messaging facilities 
· Informing service users and local authority staff – via automatic signatures, banner headline post on website, social media posts, group text facility for members, contact with local CEO network which comprises 60+ local organisations, to spread messaging.
· Deciding whether to close part or all of the services provided and for how long.
· Making alternative provision for those facilities lost.
b.   In the restoration of critical functions.
· Safe accommodation.
· Light, heat, land-line telephones, IT. It is assumed mobile phones will be available. Torches & spare batteries are kept in accessible locations. A first aid kit is available in the kitchen.
· DP and SEND support.
· Provision of advice.
· Staff support – as at 3 above.
5.   Resources required for recovery.
· Sufficient people with the necessary expertise and motivation to lead and manage the organisation.
· Access to key records and IT systems.
· Reliable means of communication, especially with staff and service users.
· The ability to ensure the safety of staff, volunteers and visitors and to provide them with appropriate welfare and accommodation.
· The ability to carry on paying staff and service users.
· The ability to procure goods and services.
· The ability to respond to demands from the media.
6.    Assessment of risks.
· Fire – in severe fires there may be structural damage. Water damage is also likely. Even in less severe fires, there may be water damage to IT systems and paper records.
· Floods – water main burst, flooding from Thames or Hogsmill (increasing risk with climate change), sewage leak, leak within building
· Power loss – Unlikely for a full working day, except in association with other risks, possibility of planned shortages due to energy crisis e.g. Blackouts between 4 - 7pm
· Telephone / IT loss – has happened several times, but not for a full working day. Off-site backup/cloud storage necessary as on-site storage may be flooded or inaccessible, or building declared unsafe. Cybersecurity breach.
· Train or bus strikes 
· Severe sickness – recruiting & training support staff difficult in the short term.
· Long term absence of staff – increased risk for small organisation with specialist staff. Reduce risk by cross-training staff and recruiting volunteers.
· Major equipment failure – e.g. heating / air cooling.
· Major safeguarding protection issue.
· Damage to reputation – e.g. from inappropriate staff behaviour, confidential information entering public domain.
6.   Methods of reducing risk in advance.
· Health & safety inspections up-to-date.
· Electronic data backed-up to off-site secure storage. Key documents in hard copy scanned-in to electronic system.
· Emergency plan & contacts list held off-site e.g. by CEO & Admin Officer. Keys already held by individuals.
· Staff cross-trained to cover absences.
· Cybersecurity compliance.
· All staff and volunteers DBS checked.

7.   Developing a continuity plan.
· Decide which functions are critical and where vulnerabilities lie. 
· Assess the risks – focus on impacts rather than causes. This will enable an incident to be dealt with whatever the source.
· Develop a strategy. Senior management must agree on the level of risk that  is acceptable, what must be reduced and what must be managed using continuity planning.
· Develop a specific plan. This should cover the areas agreed in the strategy. It should be clear about roles and responsibilities, easy to understand and open for consultation and review.
· Rehearse the plan. This confirms it will be coherent and robust if it is needed. It also helps to train staff. Lessons can be learned and incorporated in the plan. Not least, when an incident happens, staff and the Board know which responses are appropriate.
· A simple action plan should list actions for functions to continue. It should include the following: 
Roles & Responsibilities
Incident Checklist for Key Staff
Recovery Procedures
Communications & Information
Plan Management & Exercising

· Prepare standard media statements now , e.g. to inform service users of action being taken for: fire, injury or death, terrorist action, IT failure etc. These will ensure relevant points are covered succinctly. They will remove an additional task in the stress of the moment. They will also convey the impression of a professional, caring organisation in charge of the situation. Four members of the team are trained to produce media statements in a variety of formats.
8.   Reviewing and updating the plan.
It is essential that the plan be regularly reviewed and updated – exercising the plan will provide one opportunity for this, as will fire drills and similar events. However, the message is it must be kept up-to-date. Plan to be reviewed annually.
9.   Actions.
· Prepare risk assessments for likely events.
· Agree priorities for the immediate aftermath.
· Set priorities for the recovery phase.
· Establish and test KCIL Continuity Plan.
· Prepare media statements for the range of likely events. Important this is done in advance with only minor adjustments required on the day – there will be much else to do at that time. 
· Prepare a list of contact numbers / e-mail addresses for staff, service users, other charities, emergency services (including known personnel), rail, bus and coach companies, electricity, gas and water / sewerage authorities, any other relevant contacts. These should be kept in a consolidated list readily available when required, but secure at other times. It should be available online and in paper form, laminated as protection against the weather (kept secure in safe). See also at “12” below.
· Payment of bills / salaries. Three members of the team can process bills and salaries. 
· [Other suggestions – this should be a working document continuously improved over time].


Appendix I
Action Plan
	Task
	Lead Person
	Completed
(date, time, by)

	
Actions within 24 hours:
	
	

	Start of log of actions and expenses undertaken (see section 8 Action and Expenses Log)
	CEO
	

	Liaise with emergency services (see section 6E Contact List – Emergency Services)

	CEO/OM
	

	Identify and quantify any damage to the organisation, including staff, premises, equipment, data, records, etc

	OM
	

	Identify which critical functions have been disrupted (use section 3 Critical Function Checklist)

	CEO
	

	Convene those responsible for recovering identified critical functions, and decide upon the actions to be taken, and in what time-frames (use section 4 Critical Function Analysis and Recovery Process)
	CEO/OM/Chairperson
	

	Provide information to:
· Staff
· Trustees
· Suppliers and customers
· Insurance company
	CEO/Chairperson
	

	
Daily actions during the recovery process:
	
	

	Convene those responsible for recovery to understand progress made, obstacles encountered, and decide continuing recovery process
	CEO/Chairperson/OM
	

	Provide information to:
· Staff
· Suppliers and customers
· Insurance company
	CEO
	

	Provide public information to maintain the reputation of the organisation and keep relevant authorities informed
Media contacts in contact list
	CEO
	

	
Following the recovery process:
	
	

	Arrange a debrief of all staff and identify any additional staff welfare needs (e.g. counselling) or rewards
	CEO/Chairperson
	

	Use information gained from the debrief to review and update this business continuity management plan
	CEO/OM
	




Appendix II
Staff Contact List
Call out CEO and Chair of Board first, if not available, others in sequence.
a.	Staff & Board
	Name
	Work phone
	Home phone
	Mobile
	E-mail

	CEO
Jason Lamont
	020 8546 9603
	
	07808 046459
	Jason.lamont@kcil.org.uk
jasonlamont39@yahoo.co.uk


	
	
	
	
	

	Acting chair
Lawrie Lee
	
	
	
	lawrie.trunkwell@gmail.com


	
	
	
	
	

	Treasurer
Lawrie Lee
	
	
	
	
lawrie.trunkwell@gmail.com

	
	
	
	
	

	Jo Stafferton
Operations Manager
	020 8546 9603
	
	07545 618991
	Jstafferton@gmail.com
Joanne.stafferton@kcil.org.uk

	
	
	
	
	





Key Supplier	Comment by Nicola Sakkas: @Joanne Stafferton Would you like me to give this a once over - I've done everything else to best of ability? Happy to help as much as I can :)	Comment by Joanne Stafferton: There's a contractors list on the noticeboard by my desk, it's more up to date than this list, on Friday could you check the up to date contractor list against this list and make the necessary changes? There'll be things you'll need to add, eg our cleaners aren't on there. That would be brilliant thank you.
	Supplier
	Provides
	Telephone
	E-mail

	Cushman Wakefield
	Buildings maintenance
	Help desk
08456 031485
	

	Superhighways
	I.T. Support
	020 8255 8040
	Superhighways Administrator helpdesk@superhighways.org.uk

	Jackson Fire & Security
	Fire detection/fighting equipment
	020 3745 1974
	Martin.Lawton@jacksonfire.co.uk


	IFFS
	Intruder Alarm
	0870 062 4366
	jjinfocus@aol.com

	NatWest	Comment by Nicola Sakkas: Cant find a generic email
	Comment by Joanne Stafferton: I've changed it to the Bankline url
	Banking
	08457 114477
	https://bankline.securebusiness.natwest.com/CWSLogon/logon.do
Kiran Parmar- Customer Relationship Team – kirandeep.parmar@natwest.com

	Cordell Engineering
	Heating/air con
	0800 731 7382
	breakdown@cooling.co.uk

	Essential Copiers
	Photocopier 
	020 8012 8178
	service@essentialcopiers.co.uk

	Lyreco
	Stationery
	
	Liam.curran@lyreco.com

	Total Support
	Cleaning
	07788148717
	Charles Konadu

	Thomas Door Control
	Door
	0800525384
	

	FP Mailing
	Franking machine
	01322 424 890(2)

	Accounts Dep/Technical Support

	Solve
	Website
	Critical/Urgent 07712341234 (WhatsApp best)
	Mia Cuff mia@solve.co.uk or info@solve.co.uk





Appendix IV
Utility Companies
	Utility
	Company
	Telephone
	E-mail

	Electricity
	
	
	

	Gas
	N/A
	
	

	Telecommunications
	Digiquip
	0844 499 4810
	tracy@digiquip.co.uk
Dipak or Martin

	Water
	Thames Water
	020 8311 3711
	Online contact form






Appendix V
Detailed description of the location of:

Main water stop-cock: 
In the basement of the main building reached from the entrance on East Lane


Switches for gas and electricity supply: 
The mains electricity switch is located in the cupboard on back wall in Disabled Access Toilet.

There is no gas supply at this site.


Any hazardous substances:
Cleaning solvents can be found in the cupboard under the sink in the kitchen.


Items that would have priority for salvage:
Security safe – located adjacent to the main entrance.
Server – Located in the area of the stairs adjacent to the accessible toilet
Workstations - PCs and laptops – laptops not currently in use by staff are by the server.


Appendix VI

Emergency / Information Services 

	Service
	Location
	Telephone

	Ambulance
	National emergencies number
	999

	Police
	National emergencies number
All stations across the Kingston Borough
	999
020 8541 1212

	Transport
	TFL Head Office, 9th Floor, 5 Endeavour Square, London, E20 1JN
	UK Telephone 0343 222 2222 
Textphone: 020 7649 9123 (if you have impaired hearing).


	Fire Service
	National emergencies number
All stations across the borough
	999
020 7587 2000

	Floodline
	National information service
	0345 988 1188

	Kingston Hospital NHS Trust
	Galsworthy Road, Kingston upon Thames, Surrey KT2 7QB
	020 8546 7711

	Kingston Clinical Commissioning Group 
	Guildhall 1
Kingston-upon-Thames
KT1 1EU 
	 020 8339 8000

	Health & Safety Executive 

	Caxton House
Tothill Street
LONDON
SW1H 9NA 
Fax: 020 7227 3802 
	0300 003 1747  

	Local Health Protection Team
	KHSA South London Health Protection Team, 3rd floor Nobel House, 17 Smith Square, London, SW1P 3JR	Comment by Nicola Sakkas: This is the new address which corresponds with the Tel no.	Comment by Joanne Stafferton: Thanks I've removed the old address now
	0344 326 052

	Adult Safeguarding (Kingston)
	
	adult.safeguarding@kingston.gov.uk




Appendix VII
Media Contacts
THE ONLY PEOPLE AUTHORISED TO SPEAK TO MEDIA ARE THE CEO, MARKETING MANAGER, CHAIR OF TRUSTEES AND TREASURER.  One of these four should take charge of media and all media enquiries should be referred to them. 
	MAIN RADIO CONTACT Radio Jackie 107.8 FM     
	020-8288-1300
steve.mowbray@radiojackie.com

	BBC London Live 94.9 FM
FOR AMENDMENTS / COMMENT

	020-7765-1064 (BBC London)
020-8743-8000 (BBC switchboard)
locallive@bbc.co.uk (BBC London)

	BBC TV London    FOR AMENDMENTS / COMMENT
	As above

	Surrey Comet   

	020-8722-6317
newsdesk@surreycomet.co.uk

	Kingston Guardian  
	020–8722-6317
newsdesk@kingstonguardian.co.uk


	Others – keep updated
	





Appendix VIII
Social media messaging
Standard office closed message – staff shortages, transport issues, pandemic
The KCIL office is currently closed, but you can still reach us on 020 8546 9603 or email enquiries@kcil.org.uk.
[image: ]
[ALT TEXT] Contact KCIL: phone – 020 8546 9603, email – enquiries@kcil.org.uk
Phone lines down message
Due to technical issues, the KCIL team currently cannot be reached by phone. You can still reach the team by email enquiries@kcil.org.uk or by visiting the KCIL office in central Kingston (31 – 35 High Street, KT1 1LF, between 9 am – 5 pm)
Email down message
Due to technical issues, the KCIL team currently cannot be reached by email. You can still reach the team by phone on 020 8546 9603. 
Core functions interrupted message
Due to [event], the KCIL team will be unable to [core function]. We are working to reinstate [core function] as soon as possible and estimate that the service will resume on [date]. 
In case of [urgent situation as a result of core function being suspended] please contact [office contact details if still functioning/CEO phone number if not]. (do not include if interrupted core function is a membership event)

Appendix IV
Insurance and Finance Companies 
	Service
	Company
	Telephone
	E-mail

	Banking
	Natwest
	08457 114477
	

	Insurance

	Towergate MIA
Policy No. FOKC01XE01
FOKC01CR02
	Claims line
0330 123 5921
	charities@towergate.co.uk
https://www.towergateinsurance.co.uk/care-and-medical/charity-insurance
(phone best)



Appendix X
Local Authority Contact 
Emergency Planning, Royal Borough of Kingston, Guildhall, 

Guildhall 2, High Street, Kingston Upon Thames, KT1 1EU 

Contingency planning Officer:	020-8547-/5400/5402  	
Out-of-hours:				020-8547-5800 
Website:				https://www.kingston.gov.uk/emergency-planning	                                            SMS 07860-035381

Appendix XI
Emergency Pack Contents
As part of the recovery plan for the organisation, key documents, records and equipment are held off-site at in an emergency pack. This pack may be retrieved in an emergency to aid in the recovery process.
The contents of the emergency pack comprise the following:
a.   Documents:
·  A copy of this plan, including key contact details
·  Insurance policy
·  Others – to be agreed

b.   Records:
· Financial records
· Log in details for online accounts

c.   Equipment:
· Spare keys
· Torch and batteries


9.	Actions and Expenses Log
This form should be used to record decisions, actions and expenses incurred in the recovery process. This will provide information for the post-recovery debriefing, and help to provide evidence of costs incurred for any claim under an insurance policy. 
	Date/time
	Decision / action taken
	By whom
	Costs incurred 

	



	
	
	

	



	
	
	

	



	
	
	

	



	
	
	

	



	
	
	












Appendix XII

Charity contacts

	Charity
	Location
	Telephone

	Kingston Voluntary Action
	50 Canbury Park Rd, Kingston upon Thames KT2 6LX
	020 8255 3335

	Mind in Kingston
	50 Canbury Park Rd, Kingston upon Thames KT2 6LX
	020 8255 3939

	Kingston Association for Blind
	Quaker Centre, Fairfield E, Kingston upon Thames KT1 2PT
	020 8605 0060

	Save The World Club
	Unit 5, Chiltern Works, The Circulatory, Station Way, Surbiton KT5 8LS
	07962 231830

	Kingston Eco-Op
	Searchlight Community Centre, Kingston Rd, New Malden KT3 3RX
	07947 574123

	Kingston Mencap
	Searchlight Centre, New Malden KT3 3RX
	020 8546 2837

	Working Well Trust  
	First Floor Office Pritchard's Road Centre, Marian Pl, London E2 9AX
	020 7729 7557
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