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1.0 Introduction 

1.1 The Priory  
 
This procedure is one of a range supporting our Business Continuity Policy and details our 
arrangements for ensuring, so far as is possible, the continuity of services following a 
‘disaster’ that prevents staff from working at The Priory.  
 
We recognise that it is not possible to cover every eventuality in precise detail.  This 
procedure therefore provides a framework highlighting the key tasks to be undertaken and 
by whom, especially in the immediate aftermath of a ‘disaster’.   
 
This procedure assumes a ‘worst case’ scenario, i.e. that: 
 

 No services at all can be provided from The Priory for a period of time because the 
building has been seriously damaged; 

 No furnishings or equipment, including ICT equipment – main servers or individual 
personal computers – can be recovered from the building; 

 All ‘hard copy’ (paper) files and folders have been destroyed or seriously damaged. It 
is recognised that there could possibly be a variety of situations that affect a 
proportion of the services only, e.g. fire or water damage to one or two rooms.   

 
The ‘worst case’ scenario will therefore provide a framework within which operational 
decisions can be taken according to the circumstances in each case.  
 
This procedure is supported by detailed action plans:  
 

 BC Action Plan - All 

 BC Action Plan - CEO 

 BC Action Plan – Director of Care & Support 

 BC Action Plan – Director of People & Organisational Development 

 BC Action Plan – Director of Finance 

 BC Action Plan – Head of Housing Services  

 ICT Recovery Plan  

 

1.2 Major Incidents – Properties or Services  

 

In the event of a major disruption at one or more of ARK’s services or properties, the SLT 
member that receives the information should email/phone the ET and SLT in the first 
instance to ensure that they are made aware. This will allow the SLT to make decisions on 
redirecting resources to support the local management team/Housing & Maintenance Team 
(see HM40 – Emergency Decants Temporary Accommodation). This will also be added to the 
next SLT agenda for update and discussion.  
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2.0 Key Priorities  

2.1 The Priory  

   
Following a disaster affecting The Priory, the immediate key priorities will be to: 
 

 Implement the Business Continuity Plan and ensure all staff are informed;  

 Implement the ICT Recovery Plan as per Director of People & Organisational 
Development action plan; 

 Establish a temporary office and transfer designated staff to that location; 

 Ensure that staff working from home have access to the back-up ICT system and 
network communications; 

 Communicate relevant information to Care and Support staff, other key agencies,  
mainstream tenants and the general public etc; 

 Begin the process of identifying the paper records that have been lost and those that 
can be replaced; 

 Where required, begin the process of identifying alternative medium to longer-term 
office accommodation. 

 Notify the insurance company so that a loss adjuster can be appointed 

 

2.2 Care & Support Services 

 
For our arrangements to deal with a disaster affecting a Care and Support service, each Area 
has a unique and detailed Business Continuity Plan that is available: //general drive/Area 
Managers/Business Continuity Plans.  
 
Following a disaster affecting one or more local services, the immediate key priorities will be 
to:  
 

 Implement the local emergency plan and ensure all staff are informed; 

 Where service users’ homes have been affected, arrange temporary emergency 
accommodation; 

 Where a local service office has been affected, establish a temporary office; 

 Communicate appropriate information to The Priory, relevant other agencies, service 
users’ relatives etc; 

 Begin the process of identifying the paper records that have been lost and those that 
can be replaced; 

 If required, begin the process of identifying longer-term provision of replacement 
accommodation. 

 
The action required to achieve these priorities is described in the remainder of this 
document and in the detailed action plans supporting this procedure.  
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2.3 Emergency Accommodation  

 
Where a Community House or ARK tenants’ homes are not habitable, local staff will arrange 
emergency alternative accommodation according to each local service’s emergency plan.   
 
Where a mainstream tenant’s home is not habitable, emergency alternative 
accommodation will be arranged according to current procedures (HM40 – Emergency 
Decant Temporary Accommodation). 
 

 

3.0 Emergency Management Team (EMT) 
 

The Executive Team (ET) and the Head of ICT will form the Emergency Management Team 
(EMT) who will implement the Business Continuity Plan.  The Team may co-opt additional 
members as required. 
 
The EMT will be led by the Chief Executive.  In the Chief Executive’s absence the EMT will be 
led by the Director of People & Organisational Development.   

 

3.1 Deputies   

 

Should a member of the EMT be unavailable, a designated deputy will carry out their duties.  
The deputies are as follows: 
 

EMT Member Deputy 
 

Chief Executive Director of People & Organisational 
Development  

Director of Care & Support Assistant Director Care & Support 
 

Director of Finance  Finance Business Partner / Head of Housing 
Services 
 

Director of People & Organisational 
Development 

Head of People & Organisational 
Development 
 

Head of ICT ICT Support Key Director  
 

 

Each EMT member and deputy will hold a copy of the Plan.  A copy will also be held offsite 
at the designated temporary office.  
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3.2 Injury to EMT Members   

 
Where the disaster occurs during working hours and results in injury or death to members 
of the EMT and designated deputies, a priority for the remaining EMT members/deputies 
will be to ensure, as soon as possible after the initial ‘trauma’ stage, that the duties of those 
not available are allocated amongst themselves or to relevant colleagues.    
 
If necessary, the Chief Executive or those EMT members available will discuss with the Chair 
of the Board what assistance Board Members may be able to provide in the immediate 
aftermath of a disaster. 

 

4.0 Continuity Plan  

4.1 First Week 

 

The Plan will be initiated by the Chief Executive or their deputy.   
 
[NOTE: To avoid repetition in the rest of this procedure, where any post title is used it 
should be taken that in the post holder’s absence the action(s) will be carried out by the 
deputy or a designated colleague.] 
 
The Chief Executive will arrange for the EMT to meet on the day of, or on the day after, the 
disaster to agree the initial action required and confirm roles/responsibilities.  Depending on 
the time of the disaster, a staff meeting will also be held at a suitable location either later 
that day or at the beginning of the next day to confirm the initial action to be taken. 
 
The role and responsibilities of the Chief Executive and of each member of the EMT in the 
immediate aftermath of a disaster are detailed in the Action Plans.  

  

4.2 Communications between Priory staff 

 

During normal office hours, the Chief Executive (or the PA to the Executive Team) will 
contact any EMT members who are not present, and each Director will advise any of their 
staff not present. 

 

In case it is necessary to initiate the Plan outwith normal working hours: 
 

 The EMT will carry contact phone numbers for each other and the designated 
deputies; 

 Each Director and their designated deputy will carry contact phone numbers for the 
staff they are responsible for.  

 
Members of staff may choose to provide either a landline or mobile phone number, or both. 
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Outwith normal working hours, staff will be contacted by a ‘cascade’ system.  The Chief 
Executive will contact the remaining EMT members, then each EMT member will contact the 
staff in their department who are currently available to work (i.e. not on annual leave or ill). 
 

4.3 Communications – Service Staff 

 
For a disaster affecting a Care and Support service, each Area Manager and their designated 
deputy will hold contact phone numbers for the Director and Assistant Directors, Care and 
Support and the Chief Executive.   
 

4.4 Communications – with clients, tenants, suppliers, agencies etc. 
 
For a disaster affecting The Priory, within 2 working days of the event at the latest: 
 

 Each member of the EMT will ensure that the relevant statutory agencies, 
professional services and other priority suppliers are notified by phone and/or email, 
according to the detailed action plans supporting this procedure;    

 The Director of Care and Support or Chief Executive will ensure that essential 
information regarding any temporary office re-location etc. is circulated by email to 
all local Area Managers;  

 The Head of Housing Services will ensure that a letter is circulated to all mainstream 
tenants, with details of how to contact the temporary office etc;  

 The Chief Executive (failing whom the Director of People & Organisational 
Development) will liaise with the Head of ICT and arrange for an appropriate 
statement and contact information to be added to the website. 

 

 

5.0 Temporary Office Accommodation 

 
During the set up of the temporary office, to enable staff to work from home in the initial 
period following a disaster affecting The Priory, all members of the SLT, Chair and Deputy 
Chair of the BoM and other designated staff will have access to the backup ICT service, 
which will include emails, via the Citrix system.  
 
In the period immediately following a disaster a key priority will be to set up a temporary 
office.  The purpose of the temporary office will be to ensure that key activities can be 
carried out and that service users, tenants, other clients, Board Members and the general 
public are able to make contact with ARK, and vice versa.  
 
The temporary office will be located in rooms at the Southhouse service office, Edinburgh.  
 
The following staff will re-locate to the temporary office:  
 

 Director of People & Organisational Development  

 Payroll Business Partner 



9 

 

 Finance Officer 

 Housing Services Officer 

 Maintenance Officer 

 HR Business Partner 

 Maintenance Officer (Business Continuity Support) 
 

The Director of People & Organisational Development and Head of ICT will liaise with the 
Southhouse Services Care and Support Manager to bring the temporary office into use 
within 2 working days of the disaster, purchasing or leasing phone, fax, ICT, copier and other 
office equipment as required.  Other members of the EMT will assist as required.  
 
The Director of People & Organisational Development will co-ordinate the arrangements to 
re-direct phone calls and mail to the temporary office.  
 
The EMT will decide when staff should relocate to the temporary office.  The aim will be to 
have the temporary office in operation by the end of the second working day following a 
disaster.  
 
The remaining staff will work from home, until either access to The Priory is restored or 
alternative office accommodation for all Priory staff is arranged.  Any additional costs 
incurred by staff as a result of working from home will be reimbursed in accordance with 
our Mobile Working Policy and Procedure ref: HR13.  
 
The Chief Executive and individual Directors will arrange for such staff to meet together at 
alternative locations as often as required during this period.  
 
Board of Management and any Sub-Committee meetings due to be held in the first week 
following a disaster affecting The Priory may be postponed.  Urgent matters will be dealt 
with by email. The Chief Executive will ensure that alternative accommodation is arranged 
for any Board of Management or Sub-Committee meetings that require to be held from the 
second week onwards. 
 

5.1 Longer Term Accommodation 

 
As soon as it becomes clear that The Priory will not be available for at least 2 months or 
longer, the Chief Executive will start the process of identifying suitable alternative office 
accommodation.  Proposals will be considered initially by the SLT and thereafter a report 
with recommendations will be submitted to the Board of Management for a final decision.  
 
Depending on the extent of the damage it may also become necessary to start the process 
of identifying permanent new offices.  
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5.2 Other staff – working from home  

 
All staff other than those listed in section 5.0 above will be asked to work from home until 
further notice.  Those that require access to the back-up ICT servers will do so via the Citrix 
software. 
 
The Head of ICT will ensure that relevant staff who do not already have Citrix are provided 
with it as quickly as possible. 
 
Each Director will ensure that their staff are kept up to date with events and that staff 
meetings are held as often as required during the initial period after the disaster.  
 
Telephone calls will normally be covered by the supply of ‘pay as you go’ mobile phones, for 
those staff who do not already have a mobile phone provided by ARK. 
 

5.3 Communication with services staff 

 

The Director of Care and Support will provide initial information to Assistant Directors by 
phone or email.  This will normally happen on the first day following the disaster. 
 
The Director of Care and Support and appropriate colleagues will provide additional 
information to Assistant Directors at regular intervals as this Plan is implemented. 
Information will then be cascaded through the Area Manager team.  
 

5.4 Communication with mainstream tenants 

 

A standard letter giving details of the temporary office and how to contact it etc. will be 
held on the ICT system.  The Head of Housing Services will arrange for the relevant 
information to be added and the letter sent to all mainstream tenants and tenants who are 
supported by other Care providers by the end of the third working day following the 
disaster, at the latest. 

 

5.5 Communication with other agencies etc. 

 

Within 2 working days of the disaster, each EMT member will inform the relevant statutory 
agencies, professional services and other priority organisations, as detailed in their 
individual action plans.      
 
Area Managers will inform relevant contacts in their local authorities. 
 

5.6 Communication – general  
 

The Chief Executive will liaise with the Head of ICT and, unless there are circumstances that 
result in a delay, will by the end of the second working day following the disaster arrange for 
an appropriate statement and contact information etc. to be added to the ARK website and 
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relevant Social Media platforms.  The Chief Executive will ensure that the statement is 
updated as required.  
 

5.7 Communication with the media 

 

The Chief Executive (failing whom the Director of People and Organisational Development) 
will liaise with the Chair of the Board of Management and, with the assistance of ARK’s PR 
Consultants if required, will respond to enquiries from local Press or radio etc., or issue 
information to the media.  Where the Chief Executive and Executive Team are unavailable 
for a time, the PR Consultants may be asked to undertake this task. 

 
 

5.8 EMT Meetings 

 
The Chief Executive will ensure that the EMT meets frequently to monitor progress in 
implementing the Plan and to discuss future arrangements, depending on how seriously The 
Priory has been damaged.   
 
Initial meetings may be held at the Chief Executive’s home, or at another suitable location. 
 

5.9 Meetings with clients and tenants 

 
Any meetings between Priory staff and individual clients or tenants will be held either at the 
nearest service office that has an available room, or in an alternative location, by 
arrangement. 
 

 

 

6.0 Payroll arrangements 
 

A priority during a disaster will be to ensure that the payroll function is re-established as 
quickly as possible.  This will be partly achieved by transferring the Payroll team to the 
temporary office where they can access the back-up ICT network and continue to receive 
payroll input information from local services etc. 
 
Should there be any difficulties in processing staff pay immediately after a disaster the 
Director of People & Organisational Development and Director of Finance will initiate the 
support arrangements available from our bank, by which bank staff will manually process 
payments through to individual staff bank accounts.  
 
Given the volume of payments to be processed, consideration will also be given to payment 
by other means such as issuing cheques or cash, or late payments. 
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7.0 Continuity Plan – Week 2 & Beyond  

7.1 Replacement accommodation  
 
It is assessed that the working arrangements described in section 5.0 above could be 
sustained for up to 2/3 months if required, although it would clearly be desirable if the 
period was shorter.  
 

As soon as it becomes clear that The Priory will not be available for at least 2 months or 
longer, the Chief Executive will start the process of identifying suitable alternative office 
accommodation.   
 
Initially the aim will be to lease a purpose-designed office unit for a temporary period.  The 
length of the lease will depend on the estimated time for completing repairs to The Priory.   
 
Proposals will be considered initially by the SLT and thereafter recommendations will be 
submitted to the Board for a decision. 
 
Depending on the extent of the damage and whether or not The Priory can be repaired and 
re-occupied, it may also become necessary to start the process of identifying permanent 
new offices. 
 

 

7.2 Recovering paper files 
 
Depending on the type and extent of the disaster, some or all of the information held in 
paper files will have been partially damaged or completely destroyed.  Following the 
establishment of the temporary office, each Director will initiate the process of identifying 
the information that has been lost and implement the agreed arrangements for recovering 
the items that need to be replaced.  
 

The work involved in replacing paper files may require the appointment of temporary staff, 
with the costs being covered by the ‘business interruption’ element in ARK’s insurance 
policy.  Any such appointments will be authorised by the EMT, following discussion with our 
insurers and confirmation that the costs will be recovered.  
 
 

7.3 Staff Meetings 
 
The Chief Executive and each Director will ensure that departmental staff meetings are held 
at regular intervals.  The purpose of these meetings will be to provide an opportunity for 
staff to exchange experiences, discuss any relevant issues, ensure that the required work is 
being carried out and review progress in recovering the paper documents that need to be 
replaced. 
 
The Chief Executive will arrange for all available staff to meet together at least once each 
month for an overall review of how the organisation is coping following the disaster and 
discussion of any changes required to the arrangements currently in place. 
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Meetings may be held in a local hotel, local authority meetings room, or another housing 
association meetings room etc. 
 

 

7.4 Board meetings 

 
The Chief Executive will ensure that there is appropriate accommodation for any meetings 
of the Board and/or Sub-Committees that require to be held during this period. 
 
Meetings may be held in a local hotel, local authority meetings room, or another housing 
association meetings room etc.   
 

7.5 Recording costs 

 
The Director of Finance will circulate advice and information to all staff via the SLT regarding 
the types of costs that will have to be recorded so that they can be reclaimed from the 
insurance company in due course. 
 
The Director of Finance will meet with the insurance company representatives as soon as 
possible to begin the process of identifying relevant costs and agreeing the process for 
resolving queries, making claims etc.   
 

 

8.0 Implementation and Review 

8.1 Implementation 
 
The Chief Executive is responsible for ensuring that this procedure is implemented as 
required.   
 
The Chief Executive will ensure that the EMT meets as often as required during the initial 
and subsequent phases of a disaster recovery situation, and will designate one or more 
members of staff to attend EMT meetings to record their decisions and assist in drafting a 
report on the action taken in due course. 
 

8.2 Review 

 
The Chief Executive will ensure that this procedure is reviewed every two years at the same 
time as the policy is reviewed.   
 
The Chief Executive will ensure that selected aspects of the overall plan are tested through 
‘desktop exercises’ at least annually, and that the results of each exercise are reported to 
the Board. 

 


