Protecting people and operations

THE EVENTS IN LONDON ON 7 JULY BROUGHT SITUATION RESPONSE

PLANNING INTO THE SPOTLIGHT. WE MEET THE TEAM THAT KEEPS US SAFE

When a significant incident occurs that affects [company] employees and operations, the local situation response team (SRT) moves into action to make sure [company] people are well informed, looked after and the overall situation is managed through to its conclusion. Every [company] location has its own SRT. In the UK alone, there are 33 SRTs and 128 business continuity teams. These two types of team have distinct responsibilities. 
"An SRT manages and coordinates the overall response to a situation until it is under

control. Business continuity teams execute plans to ensure business critical activities

and client service can continue as normal," explains [name], risk and business

continuity manager, [company] UK. So what does a 'situation' look like? Some of the most common situations an SRT faces are things like fires, floods and power failures. Equally an SRT may be deployed in response to a terrorist action: "This point has been underlined by the recent terrorist incidents in the capital," says [name]. "But past experience tells us terrorism is not isolated to London, so we need to be prepared for a situation anywhere in the UK."
London terror attacks

The bombings on 7 July 2005 gave London's SRT its biggest situation to date. [name], London's SRT leader, recalls how the day began: "We hear about situations from a number of sources - the police and emergency services, the media and employees. Perversely, in this case, a colleague on business in Madrid first alerted us."
The London SRT was quickly invoked, with representatives from the business divisions, IT, Premises, Corporate Communications, HR and Croup Risk. The Premises team prepared to 'lock down' [company]'s London offices, stepping up security on the perimeter of the office grounds and directing all London employees to remain in their buildings. Once the team was in place, it quickly identified the key issues, priorities and actions. The London SRT faced plenty of challenges, such as:

• Establishing the correct facts and keeping pace with developments throughout the day

• Securing [company] sites and ensuring the safety of employees

« Communicating information and instructions to employees in a timely manner

• Accounting for all employees (particularly those offsite)

• Advising employees when to go home and identifying alternative arrangements for

employees unable to get home

• Deciding whether to put in place business continuity arrangements for the following day

• Ensuring employees could access updates over the weekend
"There were a number of actions that continued once the immediate situation had been addressed," continues [name]. "For instance, we ensured any employees affected by the day's events had access to the services they needed. We reminded people of the Employee Assistance Programme (EAR) helpline they can call for counselling and advice on any subject. And on 11 July we had an EAR counsellor on site for anyone who wanted to discuss matters face to face."
Learning from 7 July

The London SRT was stepped down on 11 July having monitored the situation over the

weekend. A 'lessons learned' exercise was then kicked off. "We carry out training exercises annually to develop our SRT skills," says [name], "but an event like 7/7 presents the opportunity to learn from how we performed in a real situation."

The team highlighted what went well and what could be done to improve readiness for a future event. Two of the key lessons learned were:

· We must ensure messages are updated across the different communication channels at the same time with the most up to date information.

· More resources need to be deployed to monitor the media and other information sources.
This 'lessons learned' exercise was conducted promptly enough for the London SRT to have started addressing a number of the points by the time of the attempted bombings on 21 July.
Looking back on events [name] says: "While there are always things that can be

improved, overall the team worked exceptionally well together and was very

professional. It convened quickly and the decision-making was effective."

	Employee reactions

"I was impressed by the professionalism of the response and the quality of the

information provided."

"I think the response team handled the situation superbly... and evidenced the

value of being properly prepared for a 'live' situation."
"The decision to close the offices on Friday enabled us to come to terms with what
happened, and took pressure off employees to travel on public transport."



