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Coronavirus (COVID-19)  

Business continuity plan 
 

"Business Continuity Management (BCM) is a holistic management process that identifies potential impacts 
that threaten an organisation and provides a framework for building resilience and the capability for an 

effective response that safeguards the interests of its key stakeholders, reputation, brand and value-creating 

activities." 
Business Continuity Institute: Good Practice Guidelines 

 

The Government recommends that all organisations adopt robust and flexible business continuity 
management arrangements which will help ensure that the impact of disruptions will be minimised.  

 

The purpose of this plan is to: 
 

• Ensure suitable and sufficient structures to manage business interruptions are in place. 

• Ensure adequate arrangements are in place to minimise the impact of business interruptions on the 

organisations' clients. 

• Enable the organisation to instigate sound business recovery following a business interruption. 

 
This plan is an operational document, which is constantly being monitored and updated. The plan outlines 

the general procedures to be taken in the event of a business interruption affecting the organisations' 
activities. 
 

Aims and Objectives 

This plan aims to provide a framework for our organisational response to a disruptive event and to plan to 
maintain critical services to individuals we support, understanding that different disruptive events will have 

varying impacts on the organisation. 

 
The objectives of this plan are to: 

• Ensure critical services continue to be provided to individuals we support. 

• Identify non-critical services which could be suspended temporarily to redeploy resources in other, 
more critical areas. 

• Ensure communication is provided in an accurate and timely manner. 

• Identify changes in working patterns/process to avoid potential risks. 

• Set-up a system for a flexible response to unpredictable events. 
 

INTRODUCTION 

 
COVID-19 is a new illness that can affect your lungs and airways. It is caused by a virus called coronavirus. 
Typical symptoms of coronavirus include fever and a cough that may progress to severe pneumonia 

causing shortness of breath and breathing difficulties. 
 

On 11th March 2020, the World Health Organisation classified COVID-19 as a Pandemic. A pandemic is the 

worldwide spread of a new disease. 
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The Health Protection (Coronavirus) Regulations 2020, have been put in place to reduce the risk of further 
human to human transmission in this country by keeping individuals in isolation where public health 
professionals believe there is a reasonable risk an individual may have the virus. 

 

Generally, coronavirus can cause more severe symptoms in people with weakened immune systems, older 
people, and those with long-term conditions such as diabetes, cancer or chronic lung disease. 
 

From what we know about the coronavirus, the spread of COVID-19 is most likely to happen when there is 
close contact (within 2 metres or less) with an infected person. The risk likely increases the longer someone 
has had close contact with the infected person. 

 
Respiratory secretions are produced when an infected person coughs or sneezes, this is the most likely 
means of transmission. 

 
There are 2 main routes which people can spread COVID-19: 
 

• Infection can be spread to people nearby (within 2 metres) or possibly could be inhaled into the 

lungs. 

• It is possible someone may become infected by touching a surface, object or the hand of an infected 
person. The infected person touches their own mouth, nose eyes etc then touches things like door 

handles, light switches etc. 

• There is currently no vaccine to prevent COVID-19. 

 
What's the risk of coronavirus in the UK? 

 
As of 9 am on 28 September 2020, 382,686 have tested positive in the UK for Covid-19 
 

Health professionals are working to contact anyone who has been in close contact with people who have 

coronavirus. 
 

Current Government Advice 

Public Health England (PHE) recommends that the following general cold and flu precautions are taken to 
help prevent people from catching and spreading COVID-19: 

 

• Cover your mouth and nose with a tissue or use your sleeve if you sneeze or cough (do not use your 
hands). See:  https://www.england.nhs.uk/south/wp-content/uploads/sites/6/2017/09/catch-bin-

kill.pdf 

• Put used tissues in the bin straight away 

• Wash your hands with soap and water often throughout the day. Use hand sanitiser gel if soap and 
water are not available. See handwashing guide: https://www.nhs.uk/live-well/healthy-body/best-

way-to-wash-your-hands/ 

• Try to avoid close contact with unwell people 

• Clean and disinfect frequently touched objects and surfaces 

• Do not touch your eyes, nose or mouth if your hands are not clean 

• Face Coverings must now be worn in most UK enclosed spaces including shops, restaurants and 
public transport. Please find the latest advice here: 
https://www.gov.uk/government/publications/face-coverings-when-to-wear-one-and-how-to-

make-your-own/face-coverings-when-to-wear-one-and-how-to-make-your-own 

• The latest general Government Covid-19 advice can be found here: https://www.gov.uk/coronavirus 

https://www.england.nhs.uk/south/wp-content/uploads/sites/6/2017/09/catch-bin-kill.pdf
https://www.england.nhs.uk/south/wp-content/uploads/sites/6/2017/09/catch-bin-kill.pdf
https://www.nhs.uk/live-well/healthy-body/best-way-to-wash-your-hands/
https://www.nhs.uk/live-well/healthy-body/best-way-to-wash-your-hands/
https://www.gov.uk/coronavirus
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Local Lockdowns 
 

The latest guidance on local lockdowns can be found here: 

https://www.gov.uk/government/collections/local-restrictions-areas-with-an-outbreak-of-coronavirus-
covid-19 
 

If a member of staff or the public with confirmed COVID-19 has recently visited our workplace. 
 
The Responsible Individual (RI) or Registered Manager will likely be contacted by the Health Protection 

Team or the NHS Test and Trace Team. The RI will work with local management teams to identify people 
who may have been in contact with the infected person and will advise them on any actions or precautions 
that need to be taken. 

 
A risk assessment of each setting will be undertaken by the Health Protection Team/ Test and Trace Team 
with the lead responsible person. Advice on the management of staff and members of the public will be 

based on this assessment. 

 

The Health Protection Team or NHS Test and Trace Team will also be in contact with the infected person 
directly to advise on isolation and identifying other contacts and provide them with appropriate advice. 

 
Advice on cleaning communal areas will be given by the Health Protection Team: 

https://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-

settings/covid-19-decontamination-in-non-healthcare-settings 
 
When individuals in the workplace have had contact with a confirmed case of COVID-19 

 
If a confirmed case is identified within our workplace, the local Health Protection Team will provide staff 

with advice. These will include: 
 

• Any employee in close face to face contact or who has touched the infected person 

• Talked with or being coughed on for any length of time while the employee was symptomatic 

• Anyone who has cleaned up any bodily fluids 

• Close friendship groups or work colleagues 

• Any employee living in the same household as a confirmed case. 
 

What is the definition of a contact (someone not living in the same household)? 

 
A ‘contact’ is a person who has been close to someone who has tested positive for COVID-19 anytime from 2 
days before the person was symptomatic up to 10 days from onset of symptoms (this is when they are 

infectious to others). For example, a contact can be: 
 

• people who spend significant time in the same household as a person who has tested positive for 
COVID-19 

• sexual partners 

• a person who has had face-to-face contact (within one metre), with someone who has tested 

positive for COVID-19, including: 

• being coughed on 

https://www.gov.uk/government/collections/local-restrictions-areas-with-an-outbreak-of-coronavirus-covid-19
https://www.gov.uk/government/collections/local-restrictions-areas-with-an-outbreak-of-coronavirus-covid-19
https://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-settings/covid-19-decontamination-in-non-healthcare-settings
https://www.gov.uk/government/publications/covid-19-decontamination-in-non-healthcare-settings/covid-19-decontamination-in-non-healthcare-settings


 

Vision: To be the best and most trusted care and support provider in the UK 
Values: Passion I Empowerment I Respect I Collaboration 

 

 
 

• having a face-to-face conversation within one metre 

• having skin-to-skin physical contact, or 

• contact within one metre for one minute or longer without face-to-face contact 

• a person who has been within 2 metres of someone who has tested positive for COVID-19 for more 

than 15 minutes 

• a person who has travelled in a small vehicle with someone who has tested positive for COVID-19 or 
in a large vehicle or plane near someone who has tested positive for COVID-19 

 

Those who have had close contact will be asked to self-isolate as per current Government advice: 
https://www.gov.uk/government/publications/covid-19-stay-at-home-guidance 
 

• They will be actively followed up by the Health Protection Team/ Test and Trace Team. 

• If they develop new symptoms or their existing symptoms worsen within their observation 
period, they should contact NHS 111 for reassessment 

• If they become unwell with a cough, fever or shortness of breath they may be tested for 

COVID-19 

• If they are unwell at any time within the observation period and they test positive for COVID-

19 they will become a confirmed case and will be treated for the infection 

• If an Individual, we support becomes unwell with the above symptoms the service should 
telephone 111 for immediate advice and notify a member of the Executive Team (contact 

details on page 11). 
 

Certifying absence from work 
 
National Care Group is closely monitoring Government advice daily.  Statutory sick pay will be paid from 

day one of diagnosis. ACAS advice is below but staff should continue to follow the current sickness absence 
process: https://www.acas.org.uk/coronavirus 

 

The current advice is for people not to attend their GP if showing any symptoms of the coronavirus. Any 
staff member who has a suspected or confirmed case should contact the HR team for advice on 

certification. 
 

We will use discretion around the need for medical evidence for a period of absence where an employee is 

advised to self-isolate due to suspected COVID-19 following public health advice being issued by the 
Government. 

 
Advice for staff returning from travel anywhere else in the world within the last 14 days 
 

Travel restrictions around the world are changing almost daily. Staff should be mindful when booking any 

trips abroad that they may be subject to 14 days isolation period at short notice. Please speak to the HR 
Team for advice concerning annual leave and pay. 

  
The latest travel  information is available on the following website: 
https://www.gov.uk/guidance/coronavirus-covid-19-countries-and-territories-exempt-from-advice-
against-all-but-essential-international-travel 

 

 
 

https://www.gov.uk/government/publications/covid-19-stay-at-home-guidance
https://www.acas.org.uk/coronavirus
https://www.gov.uk/guidance/coronavirus-covid-19-countries-and-territories-exempt-from-advice-against-all-but-essential-international-travel
https://www.gov.uk/guidance/coronavirus-covid-19-countries-and-territories-exempt-from-advice-against-all-but-essential-international-travel
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Handling post, packages or food from affected areas 
 

Employees should continue to follow existing risk assessments and safe systems of work. There is no 

perceived increase in risk for handling post of freight from specified areas. 
 
Cleaning communal spaces 

 
Coronavirus symptoms are similar to flu-like illness and include cough, fever or shortness of breath. All NCG 
services should continue to practice robust infection control regimes. Staff should clean the following 

regularly: 
 

• Surfaces such as door handles, work surfaces, light switches, fridge doors, toilets, remote controls 
etc 

 
Cleaning of an individual’s personal spaces 

 

Individuals living in supported living should be encouraged/ supported to keep their living spaces as clean 

as possible. Individuals should be supported to clean high-risk areas and empty bins etc regularly. 
 

Staff supporting individuals in colleges or residential care should follow the above advice. 
 

Rubbish disposal, including tissues 

 
General waste should continue to be disposed of in the usual safe manner. Any tissues etc from an 
individual infected by COVID-19 should be placed in sealed contaminated waste bags and await disposal 
advice from the Health Protection Team. 

 

Government 4 stages of managing COVID-19 
 

National Care Group’s COVID-19 Business Continuity Plan is monitoring the UK Governments 4 stage 

approach: 
 

• Contain 

• Delay 

• Research 

• Mitigate 

 
National Care Group’s Winter Plan 2020-21 
This Business Continuity Plan should be read and actioned in conjunction with the NCG Winter Plan 2020-

2020. 
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National Care Group’s approach to Managing Covid-19 
 

This index summarises key documents that have been used by NCG in connection with the Covid-

19 Pandemic. 
 
The purpose of the index is to: 

 
a) Enable registered managers and the wider leadership team to identify and access the latest 

version of the document as part of the Business Continuity Planning Process. 

b) Be a governance record of the key documentation issued or shared by NCG during the 
pandemic (to assist with any future Ofsted, CQC, CIW or commissioning inspection). 

 

Please refer to the summary NCG risk assessment to identify the key current documentation in 
use.  This index includes historical documentation that has been superseded. 
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A) Governance  Date 

A1a Covid-19 Policy OPS004.2020 – word document (developed and kept under review) https://bit.ly/3k6rl1P 18/3 

A1b  Covid-19 Policy OPS004.2020 – pdf format  https://bit.ly/2XkWViu 18/3 

A2 Covid-19 Business Continuity Plan developed and kept under review https://bit.ly/39Gpyvx 18/3 

A3 Emergency chain of command reviewed and clarified n/a (Action Tracker) 27/3 

A4 Governance structure set-up: Covid-19 Risk Committee meeting weekly; daily exec Dir calls with the 

operational chair of committee & head of estates 

n/a (Action Tracker) 6/3 

A5 Governance structure set-up: Action Tracker  n/a (Action Tracker) 19/3 

A6 Ethical framework shared to assist local decision-making alongside regulatory, contractual and policy 
requirements 

https://bit.ly/3jOHNDO 10/6 

A7 Regional Business Continuity Plans reviewed and updated Regional Links Various 

A8 Confirmation obtained Regional BCPs & C-19 Policy shared with staff teams n/a (Action Tracker) n/a 

A8 Service specific action plans developed within regions n/a (Action Tracker) n/a 

A9 Service specific risk assessments for Covid-19 undertaken n/a (Action Tracker) n/a 

A10 Regional and local emergency command structure reviewed https://bit.ly/2P2FIpH Various 

A11 Set-up of Covid-19 tracker for individuals we support (cases/suspected cases/testing etc) Link not attached due 
to GDPR – provided on 

request by HR 

25/3 

A12 Set-up of Covid-19 tracker for staff (cases/suspected cases etc) Link not attached due 
to GDPR – provided on 

request by HR 

13/3 
 

A13 Board/Non-Exec oversight of Risk Committee (Prof. Martin Green joined meeting 15 May 2020) n/a 15/5 

A14 Sharing Dept of H&SC Covid-19 Our Action Plan for Social Care v.1 – incl. advice on PPE 

(remains current) 

https://bit.ly/3g8MrtQ 

 

17/4 

A15  Set-up of Testing Tracker for IWS and Staff  https://bit.ly/3hXngLE 31/7 

https://bit.ly/3k6rl1P
https://bit.ly/2XkWViu
https://bit.ly/39Gpyvx
https://bit.ly/3jOHNDO
https://bit.ly/2P2FIpH
https://bit.ly/3g8MrtQ
https://bit.ly/3hXngLE
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B) On-Call, Prioritisation & Response to Developing Issues Link Date 

B1 Senior On-Call rota amended to have an Exec Director on-call daily (was weekends before) to ensure 
additional capacity to respond during Covid-19 

n/a (Action Tracker) March  

B2 Regional Structure & Roles updated and shared centrally  n/a (Action Tracker) March  

B3 Refocusing of project priorities to create capacity for C-19 https://bit.ly/3f6A0N
W 

20/3 

B4 Position Statement for Exec Dirs. (referencing progress NCG-wide to address issues arising) https://bit.ly/330X9Pr 17/3 

B5 To ensure that all individuals & services have access to technology to maintain relationships during C-

19.  

n/a  15/3 

B6 Quality Team functions during C-19 https://bit.ly/2X1Oc4
C 

2/6 

C) Communications  Link Date 

C1 Specific intranet page set-up and maintained with Covid-19 advice and updates https://bit.ly/2X8sD2
n 

 Ongoing 

C2 Chief Executive Letters to Individuals we support. 

incl. Easy Read 

https://bit.ly/3hBq1l

w 

https://bit.ly/2EmEJy
h 

15/5 

C3a 
C3b 

Chief Executive Letters to Families of Individuals we support https://bit.ly/3f8GnjI 
https://bit.ly/3336kig 

16/3 
14/5 

C4 Chief Executive Letter to NCG Staff 16 March 2020 

Chief Executive Support Staff Letter 8 April 2020 

Chief Executive Letter to NCG Staff 14 May 2020 

https://bit.ly/3jGJt1Y 

https://bit.ly/3f7KjkP 

https://bit.ly/2Dd8Bg
2 

16/3 

8/4 

14/5 

C5 Chief Executive Statement to stakeholders on the Website https://bit.ly/3hGoSJ
m 

25/3 

C6 Chief Executive Letter to Non-Family Stakeholders https://bit.ly/2DfegCc 13/3 

https://bit.ly/3f6A0NW
https://bit.ly/3f6A0NW
https://bit.ly/330X9Pr
https://bit.ly/2X1Oc4C
https://bit.ly/2X1Oc4C
https://bit.ly/2X8sD2n
https://bit.ly/2X8sD2n
https://bit.ly/3hBq1lw
https://bit.ly/3hBq1lw
https://bit.ly/2EmEJyh
https://bit.ly/2EmEJyh
https://bit.ly/3f8GnjI
https://bit.ly/3336kig
https://bit.ly/3jGJt1Y
https://bit.ly/3f7KjkP
https://bit.ly/2Dd8Bg2
https://bit.ly/2Dd8Bg2
https://bit.ly/3hGoSJm
https://bit.ly/3hGoSJm
https://bit.ly/2DfegCc
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C7 Chief Executive Video for stakeholders on website https://bit.ly/335vQU
a 

28/4 

C8 Coronavirus Memo on Intranet from HR and Quality Directors detailing NCG’s plan, procedures and 

systems 

https://bit.ly/2P2x9e

n 

6/3 

C9 Development and use of daily/regular email updates to management team / all staff – from 17th March 
2020 onwards (see Coronavirus Email Updates Link) 

https://bit.ly/2DcLrXi 17/3 
onwards 

C10 Message from Owners of NCG  https://bit.ly/2X3R8O
p 

20/3 

C11 “In case” communications drafted to assist with any significant issues arising https://bit.ly/2P6Aad

u 

17/3 

C12 Thank you letter to all staff from Matt Hancock on Intranet https://bit.ly/3jLZ9RC 28/3 

C13 Open Letter thanking social care staff https://bit.ly/2P5omZ

f 

9/4 

C14 Website Statement https://bit.ly/3f844ZE 22/3 

C15a 

C15b 

C15c 

Care Home Visitors Policy 

Family Visits  

Keeping Safe from Coronavirus 3 Easy Read  

https://bit.ly/39HTaZ

s 

https://bit.ly/317Blz4 
https://bit.ly/3giGWZI 

28/7 

28/7 

28/7 

C16 Office Return Letter  https://bit.ly/3k0SFyg 31/7 

C17 NCG Covid Response Plan - Aug 2020 https://bit.ly/2Rr0ZK

U 

31/7 

C18 Family Visits dated 31 July 2020 https://bit.ly/2C3oWn

q 

3/8 

C19  Testing Tracker Covid  https://bit.ly/3gx2W3

5 

3/8 

C20 Covid-19 PPE Breach Risk Assessment https://bit.ly/39WnM
9K 

4/8 

https://bit.ly/335vQUa
https://bit.ly/335vQUa
https://bit.ly/2P2x9en
https://bit.ly/2P2x9en
https://bit.ly/2DcLrXi
https://bit.ly/2X3R8Op
https://bit.ly/2X3R8Op
https://bit.ly/2P6Aadu
https://bit.ly/2P6Aadu
https://bit.ly/3jLZ9RC
https://bit.ly/2P5omZf
https://bit.ly/2P5omZf
https://bit.ly/3f844ZE
https://bit.ly/39HTaZs
https://bit.ly/39HTaZs
https://bit.ly/317Blz4
https://bit.ly/3giGWZI
https://bit.ly/3k0SFyg
https://bit.ly/2Rr0ZKU
https://bit.ly/2Rr0ZKU
https://bit.ly/2C3oWnq
https://bit.ly/2C3oWnq
https://bit.ly/3gx2W35
https://bit.ly/3gx2W35
https://bit.ly/39WnM9K
https://bit.ly/39WnM9K
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C21 PPE Poster https://bit.ly/3icUDd
w 

4/8 

C22 Sign-in Sheet Employee - OFFICE https://bit.ly/39Wokf

O 

4/8 

C23 Sign-in Sheet Visitors - OFFICES https://bit.ly/3fqtIc5 4/8 

C24  Our New Quality Account Message  https://bit.ly/2Yao9c3 13/8 

C25 Coronavirus Latest Email 17 August 2020 https://bit.ly/3aAzkQ
u 

17/8 

D) Risk Assessments   

D1 Template for risk assessment (to be amended/added to locally) shared https://bit.ly/305hdyb 18/3 

D2 Service risk and contingency analysis tool distributed https://bit.ly/2P36HBo 16/3 

D3a Suggested tool to assess risk of staff – initial approach https://bit.ly/2P433aA 17/3 

D3b Checklist of actions to undertake for C-19 before sustained transmission https://bit.ly/2DcKPAY 15/4 

D4 Shift C-19 Risk Assessment: risk assessment every shift (including consideration of symptoms and 
temperatures for staff and individuals).   

(Also risk assessment for PPE to undertake if symptoms (now superseded). 

https://bit.ly/306Mtgo 
 

https://bit.ly/30VMuCV 

20/4 

D5 Covid-19 Risk Assessment for Staff to identify whether they are at higher risk (based on Welsh 
Government version) 

https://bit.ly/2X03uqA 
 

https://bit.ly/3g94v78 

29/5 
 

9/6 

D5 Covid-19 Risk Assessment for Individuals to identify whether they are at higher risk (based on Welsh 

Government version) 

https://bit.ly/2EtbKcj 9/6 

D6 Summary Risk Assessment  https://bit.ly/3jKQa33 7/7 

 (see Access section G for risk assessments/planning relating to Access)   

E) Infection Control (excl. PPE) Link Date 

E E1) Public Health England guidance  https://bit.ly/307oIER 1/4 

E2 Staying at Home during lockdown (easy read) https://bit.ly/3hHcCIC 24/3 

E3 Tips for self-isolating https://bit.ly/39A8eIq 13/3 
 

https://bit.ly/3icUDdw
https://bit.ly/3icUDdw
https://bit.ly/39WokfO
https://bit.ly/39WokfO
https://bit.ly/3fqtIc5
https://bit.ly/2Yao9c3
https://bit.ly/3aAzkQu
https://bit.ly/3aAzkQu
https://bit.ly/305hdyb
https://bit.ly/2P36HBo
https://bit.ly/2P433aA
https://bit.ly/2DcKPAY
https://bit.ly/306Mtgo
https://bit.ly/30VMuCV
https://bit.ly/2X03uqA
https://bit.ly/3g94v78
https://bit.ly/2EtbKcj
https://bit.ly/3jKQa33
https://bit.ly/307oIER
https://bit.ly/3hHcCIC
https://bit.ly/39A8eIq
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F) PPE Link Date 

F1 WHO guidance on Facemasks issued  https://bit.ly/2P0fp3r 20/3 

 National ordering of high-demand PPE items set-up https://bit.ly/305kfm3 26/3 

F2a Government guidance on safe putting on and removing of PPE https://bit.ly/2P9cLIp 

https://bit.ly/30NL51a 
https://bit.ly/2ElTSjq 

20/4 

F2b Regional Operations Manager questions from individuals we support on PPE and other C-19 matters – 
a Video 

https://bit.ly/2BGt50q 11/5 

F2c PPE tracker set-up nationally to record regional & national PPE; and amount required to order in 

advance 

https://bit.ly/39AaH5F March 

F3 PPE guidance from Public Health England (& accompanying email) 
 

https://bit.ly/39AaY8H 
https://bit.ly/3jRKZyC 

https://bit.ly/3f6Jkl8 
https://bit.ly/330hFQk 

3/4 

F4 James Allen letter to staff re PPE https://bit.ly/2EtFZjp 3/4 

F5 PPE Flow Chart  https://bit.ly/333rCfG 22/5 

F6 (Superseded) Updated flowchart relating to risk assessment for PPE (see D4 for earlier version) https://bit.ly/2X5NS4W 6/6 

F7 PPE guide and letter https://bit.ly/2P3Z5ib 

https://bit.ly/3f8NCZb 
https://bit.ly/306xcw8 

21/4 

F8 Anxiety about wearing PPE https://bit.ly/3hRxygh 8/6 

F9 PPE Poster https://bit.ly/336x81s 15/6 

F10 How to work safely in care homes update – including support for individuals with LD or autism 

PPE guidance for domiciliary care 

https://bit.ly/3fdzpKq 

https://bit.ly/306pdPI 

https://bit.ly/3hGCGU4 

17/6 

 

15/6 

F11 PPE and risk of heat stress https://bit.ly/3jOZKC7 30/6 
 

G) Access to Services Link Date 

https://bit.ly/2P0fp3r
https://bit.ly/305kfm3
https://bit.ly/2P9cLIp
https://bit.ly/30NL51a
https://bit.ly/2ElTSjq
https://bit.ly/2BGt50q
https://bit.ly/39AaH5F
https://bit.ly/39AaY8H
https://bit.ly/3jRKZyC
https://bit.ly/3f6Jkl8
https://bit.ly/330hFQk
https://bit.ly/2EtFZjp
https://bit.ly/333rCfG
https://bit.ly/2X5NS4W
https://bit.ly/2P3Z5ib
https://bit.ly/3f8NCZb
https://bit.ly/306xcw8
https://bit.ly/3hRxygh
https://bit.ly/336x81s
https://bit.ly/3fdzpKq
https://bit.ly/306pdPI
https://bit.ly/3hGCGU4
https://bit.ly/3jOZKC7
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G1 Visitors Poster shared https://bit.ly/2CWVEY0 16/3 

G2 Initial guidance on essential and non-essential visits to services https://bit.ly/2BFnK9F 16/3 

G3 Quality Matters relating to C-19 https://bit.ly/30V4D3P 3/4 

G4 Permitted Access Guide as briefing to Managers (following UK Government’s C-19 Recovery Strategy 

published 11th May 2020) 

https://bit.ly/3g4IfeN 

https://bit.ly/3jPR7at 

14/5 

G5 Framework for access to services including planning tool to risk assess visits; and template letters 

to stakeholders 

https://bit.ly/2CR66QW 

https://bit.ly/3hFvmIq 
https://bit.ly/3jP8atd 

https://bit.ly/30ZKYj8 

https://bit.ly/3jRt0s0 
https://bit.ly/2D0UtH5 

10/6 

G6 Control of Contractors working within Care Homes https://bit.ly/2P6cwy8 15/6 

H) Health and Wellbeing Link Date 

H1 Letter to tenants re amendment of house rules; FHA House Rules; Auckland amendment https://bit.ly/3hMZjqg 
https://bit.ly/2P7yiS1 

https://bit.ly/30V6hT3 

https://bit.ly/308zc77 
https://bit.ly/30ZZ443 

24/3 
25/3 

H2 Letter template to use for individuals who are not following social distancing guidelines https://bit.ly/3f9qARV 
https://bit.ly/3jQ4ojq 

17/4 

H3 Poster re looking after health and wellbeing on Intranet https://bit.ly/309r5as 11/3 

H4 Poster re confidential helpline if worries about Covid-19 https://bit.ly/2P7pWtI 26/3 

H5 Mental Capacity Act and Dols https://bit.ly/39CYTzV 15/4 

H6 Volunteers Poster https://bit.ly/3hISvK4 20/3 

H7 Monitoring of Individuals’ Health (Physical, Mental and/or Behaviour) https://bit.ly/2X2tDVK 
https://bit.ly/3118IU8 

19/6 

H8 Checking/planning appointments and contingency actions relating to an individual’s healthcare 

(Health Appointments & Concerns tracker) 

https://bit.ly/2DcturV 

https://bit.ly/3jSIKL6 

26/6 

https://bit.ly/2CWVEY0
https://bit.ly/2BFnK9F
https://bit.ly/30V4D3P
https://bit.ly/3g4IfeN
https://bit.ly/3jPR7at
https://bit.ly/2CR66QW
https://bit.ly/3hFvmIq
https://bit.ly/3jP8atd
https://bit.ly/30ZKYj8
https://bit.ly/3jRt0s0
https://bit.ly/2D0UtH5
https://bit.ly/2P6cwy8
https://bit.ly/3hMZjqg
https://bit.ly/2P7yiS1
https://bit.ly/30V6hT3
https://bit.ly/308zc77
https://bit.ly/30ZZ443
https://bit.ly/3f9qARV
https://bit.ly/3jQ4ojq
https://bit.ly/309r5as
https://bit.ly/2P7pWtI
https://bit.ly/39CYTzV
https://bit.ly/3hISvK4
https://bit.ly/2X2tDVK
https://bit.ly/3118IU8
https://bit.ly/2DcturV
https://bit.ly/3jSIKL6
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I) Support Offices Link Date 

I1 Office Guidance (C-19 Update email) https://bit.ly/39EpEnf 20/3 

I2 Action Plan and initial risk assessment for office openings https://bit.ly/2X5PFHf 

https://bit.ly/3jNAoEF 

16/6 

I3 Risk Assessment, Memo and cleaning advice for office openings https://bit.ly/306gg8S 
https://bit.ly/30dK5ol 

https://bit.ly/39GrVyn 
https://bit.ly/3glPYFe 

3/7 

J) Regulatory  Link Date 

J1 Covid-19 Ethical Framework - England https://bit.ly/2P4SX9h 26/3 

J2 Covid-19 Ethical Framework – Wales https://bit.ly/3g9ByrL 9/4 

J3 Registered Managers’ CQC Daily Return guide https://bit.ly/3f7URjZ 

https://bit.ly/3gd84t9 
https://bit.ly/2CWiI9a 

15/4 

J4 Good Administrative Practice – a guide from Local Govt & Social Care Ombudsman https://bit.ly/30YwP64 12/5 

J5 CQC ESF Guide & Questions, Prompts, Indicators https://bit.ly/30Y7xov 

https://bit.ly/3jThFaH 
https://bit.ly/3hPSXX9 

22/5 

J6 Telling CQC about impact of Coronavirus – email https://bit.ly/2Eot9Tm 15/6 

K) HR (incl. Deployment) Link Date 

K1 Contingency planning for staffing levels – suggested template shared https://bit.ly/30aAkah 

https://bit.ly/39JLeqM 

16/3 

K2 Template for staff questionnaire – assessing risk from Covid (now superseded by D5) https://bit.ly/3g5wCUS 
https://bit.ly/3jNEc8V 

16/3 

K15 Coronavirus Memo re Training https://bit.ly/3hNh7RX 17/3 

K8 Interview guidance during Covid-19 https://bit.ly/3hNBX3K 18/3 

K14 Coronavirus Poster for Staff Wellbeing https://bit.ly/3hMVXTU 18/3 

K10 Recruitment Process changes https://bit.ly/310mTJh 20/3 

https://bit.ly/39EpEnf
https://bit.ly/2X5PFHf
https://bit.ly/3jNAoEF
https://bit.ly/306gg8S
https://bit.ly/30dK5ol
https://bit.ly/39GrVyn
https://bit.ly/3glPYFe
https://bit.ly/2P4SX9h
https://bit.ly/3g9ByrL
https://bit.ly/3f7URjZ
https://bit.ly/3gd84t9
https://bit.ly/2CWiI9a
https://bit.ly/30YwP64
https://bit.ly/30Y7xov
https://bit.ly/3jThFaH
https://bit.ly/3hPSXX9
https://bit.ly/2Eot9Tm
https://bit.ly/30aAkah
https://bit.ly/39JLeqM
https://bit.ly/3g5wCUS
https://bit.ly/3jNEc8V
https://bit.ly/3hNh7RX
https://bit.ly/3hNBX3K
https://bit.ly/3hMVXTU
https://bit.ly/310mTJh
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K11 Virtual training guide https://bit.ly/336uvwf 20/3 

K12 Zoom – how to use Guide https://bit.ly/3fahnZt 20/3 

K9 Letter to staff confirming care worker status externally https://bit.ly/330nJZ8 

https://bit.ly/3f6qACh 

20/3 

K3 Information in relation to furloughed workers on Intranet https://bit.ly/311pnqE 27/3 

https://bit.ly/336uvwf
https://bit.ly/3fahnZt
https://bit.ly/330nJZ8
https://bit.ly/3f6qACh
https://bit.ly/311pnqE
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K4 Wellbeing Poster – taking care of yourself https://bit.ly/3jTdHie 18/3 

K5 Memo to staff re symptoms and self-isolating https://bit.ly/335hEuz 17/3 

K6 FAQs for Staff on Intranet https://bit.ly/2ErOzPv 17/3 

K7 C-19 DBS Checks guidance https://bit.ly/311RvKe 
https://bit.ly/3glUnIg 

30/3 

K18 Message from Secretary of Health https://bit.ly/2EmXrpw 30/3 

K16 Staff memo re carrying over of annual leave https://bit.ly/3371LDM 31/3 

K17 Covid-19 overview, pay entitlement, length of absence and testing https://bit.ly/2P4XHvt 20/4 

K7b Social Media and Networking Policy https://bit.ly/39BHmId 22/5 

K13 Volunteer Poster https://bit.ly/3hKPNUh 30/3 

K19 Guidance for workers and returning to work (incl. from abroad) https://bit.ly/2BCDUAq 29/5 
 

L) Assessments and Admissions  Link Date 

L1 Admissions and Care of Residents during Covid 19 https://bit.ly/2ElHvUv 7/4 
  

M) Testing   Link Date 

M1 COVID-19 Fast Track Checks https://bit.ly/39GysJp 30/3 

M2 Questions from ARC retesting  https://bit.ly/2X4q3dC 16/4 

M3 DHSC Further information on COVID-19 testing https://bit.ly/336E6U8 28/4 
 

N) Finance and Insurance   Link Date 

N1 Records and actions required concerning insurance (Coronavirus Latest Email 6th May 2020) https://bit.ly/3hNH4ks 6/5 
 

O) Response to Symptoms / Confirmed Cases of C-19 Link Date 

O1 Flowchart and intranet covering statement re response if suspected symptoms https://bit.ly/2P6eLkM 13/3 

O2 Risk assessment to undertake if an individual has symptoms https://bit.ly/39E6GNW 20/4 

https://bit.ly/3jTdHie
https://bit.ly/335hEuz
https://bit.ly/2ErOzPv
https://bit.ly/311RvKe
https://bit.ly/3glUnIg
https://bit.ly/2EmXrpw
https://bit.ly/3371LDM
https://bit.ly/2P4XHvt
https://bit.ly/39BHmId
https://bit.ly/3hKPNUh
https://bit.ly/2BCDUAq
https://bit.ly/2ElHvUv
https://bit.ly/39GysJp
https://bit.ly/2X4q3dC
https://bit.ly/336E6U8
https://bit.ly/3hNH4ks
https://bit.ly/2P6eLkM
https://bit.ly/39E6GNW
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P) Quality Matters  Link Date 

P1 CQC and Safeguarding https://bit.ly/2P54jKp 13/3 

P2 What is Governance https://bit.ly/2DggaTc 20/4 

P3 Smiling Matters https://bit.ly/3311YbE  

P4 Health https://bit.ly/2X8WwQ5  

P5 Top Tips for an inspection https://bit.ly/30WZ5WG  

P6 Sexuality and Relationships https://bit.ly/3jTR6Ca  

P7 State of Health and Adult Social Care https://bit.ly/2P86pcl  

P8 Promoting Sexual Safety https://bit.ly/3fi9YHT  

P9 Coronavirus https://bit.ly/3077J5J  

P10 Enhanced health in care homes https://bit.ly/307fQiK  

P11 Identifying and responding to closed cultures https://bit.ly/309UVLZ  
 

 
 

 

https://bit.ly/2P54jKp
https://bit.ly/2DggaTc
https://bit.ly/3311YbE
https://bit.ly/2X8WwQ5
https://bit.ly/30WZ5WG
https://bit.ly/3jTR6Ca
https://bit.ly/2P86pcl
https://bit.ly/3fi9YHT
https://bit.ly/3077J5J
https://bit.ly/307fQiK
https://bit.ly/309UVLZ
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Controlling events 

 

Below is a summary of the main risks identified and the countermeasures in place to reduce the risk. Each service will write their own specific 
risk assessment detailing how they will manage the risk locally. 
 

 

 
Event 

 
Control Measures 

 

Responsible person 
(who controls the crisis) 

1 Managing Infection 
control 

 

Registered Services should be displaying the NHS QR codes. Robust infection 
control audits are in place. Some services may be locked down depending on 

local restrictions. 
Staff are wearing PPE as per Government guidance. 

 

 
 
 

 

 
 

 
 

 
 

 
 

Registered Manager 
Regent College Principal 

2 Travel to high-risk 
areas 

NCG HR Team has issued guidance to staff on travelling to or returning from high-
risk areas. Advice is on the intranet for staff to follow, 

HR Team 

3 Critical Staffing 

Numbers 

Each service will review critical staffing numbers for each person they support 

and consider if in the event of an outbreak if any reductions would be safe. 
Managers to contact bank staff to ascertain availability at short notice. Rotas 

should continue to be planned at least 4 weeks in advance. 

Registered Manager 

Regent College Principal 
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4 Reducing risk of 

infection 

We are not recommending services restrict visitor access currently, but the 

decision remains with the Registered Manager and local PHE Director. Where 
visits are taking place, they should ideally be in the garden and the same constant 
visitor as per Government guidance. 

Registered Manager 

Regent College Principal 

5 Individual/ staff 
member displays 

COVID-19 symptoms 

The Registered Manager will contact 111 if an individual we support shows 
symptoms. The service will escalate the issue to either the COO or Quality 

Directors and follow the advice given by 111 or the Health Protection Team. The 
staff member should contact 111 themselves for advice. 

Registered Manager 
Area Manager 

Regional Manager 
Chief Operations Officer  

6 Shortage of 
medication 

There is currently no intelligence to suggest this is a risk. The Quality Director will 
monitor national data sources and add to the BCP if needed. 

Quality Director 

7 Staff member on a 

sleepover displays 
COVID-19 virus 

Staff member should remain in staff sleepover and telephone 111 for advice and 

ring line manager for cover. Staff and individuals, we support should stay 2 
metres away until told otherwise by 111 or the Health Protection Team. Infection 

control measures should be instigated when told to do so. 

Registered Manager 

8 Ensuring staff stay 
up to date 

Posters and leaflets have been circulated to all services. Handwashing posters 
have been sent via email and services have been asked to display. Easy read 

information has been produced and circulated to services. 

Quality Director 
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9 NCG response to 

managing COVID-19 

A weekly Covid-19 Risk Committee has been running throughout the pandemic to 

manage the risk. Daily Covid-19 calls are also taking place within the Executive. 

Executive Team 

ROM’s 

10 Recruitment There is currently no indication that COVID-19 is affecting recruitment.  We have 
placed job adverts out for additional bank staff. 

HR Director 

11 Risk Assessment Each registered service will produce and maintain a risk assessment using the 
template circulated by Peter Max. Completed risk assessments will be sent to the 
Quality Director to be reviewed centrally. 

Registered Manager 
Area Manager 
Regional Manager 

Quality Director 

Chief Operations Officer 

12 Redeployment of 

staff from office 

roles into services 

If the need arises none-direct care roles may be given mandatory training and 

redeployed temporarily to support direct care services. This would be based on 

specific risks locally and agreed through consultation with NCG Executive. 

NCG Executive 

13 Key Audits Registered Managers to check that infection control audits are thorough and still 
taking place. 

Registered Manager 
Regional Operations 
Manager 
Regent College Principal 
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14 Food items Where possible NCG Residential Services and College will ensure that freezers and 

dried foods are stocked up to cover a 2-week period. This should be reviewed 
fortnightly until further notice. 

Registered Manager 

Area Manager 
Regional Operations 
Manager 

Regent College Principal 

 

Plan compiled by: Mike Cleasby Date of plan: 06/10/2020 

Signature:  Date to review further actions: 06/12/2020 

Position: Quality Director Plan review date: 06/12/2020 

 

• Business Continuity Plans will be reviewed sooner if new intelligence is received from the Government. 
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Key contact sheet 

 

 

Contact name Role Tel. No 

James Allen CEO 07970254860 

Karen Lewis COO 07890599723 

Mike Cleasby Quality Director 07508 956516 

Jo Brewin  People Director 07939654451 

David Rowe-Bewick Finance Director 07970261462 

Mike Ranson Commercial Director 07970254861 

IT Team IT 01254 367832 

HR Advisor Human Resources 07790940630 

Facilities Team Facilities Management 07904 055085 

Citation H&S Advice 0345 844 4848 

Senior Managers on Call Regional Operations Managers 01254 366167 
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Emergency response checklist for use during an emergency 

 

Record of actions taken: yes no n/a 

Liaise with Emergency Services:    

Identify any damage:    

Identify Functions disrupted:    

Convene your Response / Recovery Team:    

Decide on a course of action:    

Provision of information to staff and business partners:    

Provide public information to maintain reputation and business:    

Arrange a Debrief:    

Review Business Continuity Plan:    

Comments:    

Advise Executive Team:    
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Log sheet 

 

Date  Time Information /decisions /actions Initials 
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Decision Making Model 
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Communication Objectives 
 

Good communications are a critical part of ensuring that the organisation responds effectively to a 
disruptive event. The objectives of communication will be to: 
 

• Support an effective response within the organisation. 

• Keep staff up to date and ensure that they know how to manage the effects of the incident. 

• Inform individuals/clients and their families of the impact, if any, of the incident on the 
organisation and what the organisation is doing in response. 

 

Audiences 

 
The key audiences for communications during an incident are: 

 

 
 
 
Key Messages 

 

Messages for the different audiences highlighted above will change according to the impacts of the 
incident but key messages are likely to include: 

• Basic health and safety advice. 

• Information for staff about how to manage the effects of the incident, both in respect of 
themselves and service users. 

• What the organisation is doing to manage the impact of the incident. 

 
Responsibilities 
 
Accurate and timely information will be essential to ensuring good communications with staff and 

individuals/clients and their families. 

Communication responsibilities in the event of an incident are as follows: 

• Executive Team will lead on all media handling, information on the organisation’s website and 

organisational information for staff. 

•  

Senior Management Employees 

Clients and Families 

Media 

Care Quality Commission 

Suppliers / Contractors 

Local Authorities 
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• Team Leaders will be responsible for gathering information about staff absences and the 
impact on service delivery, reporting to the Area and Regional Operations Team as 
appropriate. 

• Team Leaders will be responsible for communicating key messages, as prepared by the 

Executive Team, to their staff as appropriate. 

• The Reception/Administration staff will be responsible for collating queries from service 
users/clients’ families and escalating these to the Area or Regional Operations Team. 

 

Channels 

 
Internal communication channels will include, as appropriate: 

• Team briefings 

• Staff newsletters 

• Internal website (intranet) 

• Verbal updates (face-to-face, telephone, etc) 

• Memo 
 
External communication channels will include, as appropriate: 

 

• Press notices 

• Organisation's website (internet) 

• Responses to enquiries from clients and/or families (email and/or telephone) 

• Verbal updates 
 
This short guide is to assist designated spokespersons: 

 

• They may find themselves caught in circumstances where failure to respond to immediate 
media demands may in itself have a negative impact; or 

• They have been nominated to speak to the media and need to refresh their media handling 

skills 
 

BUY TIME/BE PREPARED 

Never speak to the media without having prepared/gathered yourself 
Agree appropriate time slots for the press to receive statements/interviews 
If an impromptu interview is requested seek advice from the Executive before the interview 
Establish the type of issues the media want to be answered ahead of time so you can prepare 

suitably 

Speak with as much preparation completed as possible 
Prepare the key points you want to say and if the first question does not allow you to give that 

message, start with “Before I answer that question, may I say …” 
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REMEMBER 
Facts are key – assume nothing 

Avoid “no comment” responses – it suggests the worst 
Deception is fatal 
Doubts destroy confidence and fuel conjecture about dishonesty.  Where appropriate a firm denial 

should be made 

Someone else may be telling the story without correct information and their version sets the mood 
People will feel privileged if told early enough and are trusted with the facts; they will feel 
disillusioned if they ‘discover’ the truth; they will become disaffected if their version differs from 

yours 

Answer everything 

Manage the control and flow of information 

Media priorities are people, environment, property and money – in that order 
SHOW 
Concern – you care about what has happened 

Commitment – to find out what happened and put it right 

Control – of situation at most senior level 
DO 
Be positive and truthful 

If you do know – tell them 
If you don’t know – tell them, you don’t know 
Do not speculate – instead defer to the inquiry to follow 

Remember – you want the answers more than anyone else 
DON’T 
Admit liability – refer to the need for the matter to be fully investigated 
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