The Crisis Plan: Human Safety: 23
Instructor Guide


Session 23: The Crisis Plan: Human Safety

Time: 1 Hour

Objectives:

At the conclusion of this lesson, students should be able to:

23.1
Explain principles underlying recommended actions for human safety in a crisis plan.

23.2
Identify and explain examples of human safety actions in various types of crises, and particularly with respect to the evacuation of a hotel.

23.3
Identify and explain examples of human safety actions by various personnel in a hotel subject to a hurricane threat.

Scope:

This session examines key issues relating to the protection and maintenance of communications channels during a crisis. (Note: In this session, references to a “General Hotel Crisis Plan” refer to a generic, hypothetical hotel crisis plan, which consists of a combination of several actual crisis plans that have been edited and altered in order to eliminate confidential and proprietary information.)

Readings:

1.
Required Student Reading:


Mark Charron, et. al. 1999. “A Risk Management Roundtable, Part I” Risk Management 46 (April): 22-42. 


Mark Charron, et. al. 1999. “A Risk Management Roundtable, Part II” Risk Management 46 (May): 37-46.

Requirements:

1.
A useful outside activity for students to supplement the material covered in sessions 20-24 would be to examine actual crisis plans. The professor should ask the students to check if their employers have crisis plans or manuals that they can review. Ideally, the student could bring a copy of the plan to the class for all students to review. However, it is likely that most employers would be hesitant to release their plans in this manner. The students may therefore simply ask permission to review the plan, and take notes on those aspects of interest to the student or class. The professor should periodically solicit input from those class members who have reviewed their employer’s crisis plan on their reactions to the material being covered. Possible questions to consider are:

a) How do the plans address the problem of human safety during a crisis?

b) Do the plans specifically address certain types of emergencies, or are they intended to be used as a general guide for all emergencies?

c) Has the student participated in a practice session or drill to test the plan? If so, how was the experience? What kinds of problems relating to human safety, if any, arose during the drill?

2.
After covering the lecture material included under the Remarks section, the professor should conduct a 20-minute class discussion based on the following:

a) Actual experiences that students may have had in emergency situations as customers, visitors, or members of the public. Questions to consider:

1) What was the nature of the threat(s) to human safety? Were there any injuries or fatalities involved?

2) What kinds of actions did the employees take to mitigate the threat? Did those actions appear to be planned, or did they seem to be spontaneous? (e.g., was there confusion about where members of the public should be directed to go during the crisis?)

b) Actual experiences that students may have had in emergency situations as employees, volunteers, or in other capacities where they were responsible for actions and communications in the situation. Questions to consider:

1) Was there a crisis plan for the situation? If so, was the student familiar with it?

2) Did the plan include instructions regarding actions to ensure human safety during the crisis?

3) Were the instructions generally followed? Did they provide helpful guidance (e.g., where to direct the public, how to deal with disabled persons)?

4) What kinds of problems relating to human safety arose during the crisis? Did the student experience problems trying to adhere to the crisis plan provisions for human safety (e.g., was the designated safety area unprepared or inappropriate as a safe place for the public)?

5) Were there any injuries or fatalities? Did the actions of the employees prevent further injury?

3. Reference the assigned student reading (Charron, et al.1999) and ask students the following questions:

a) “With a focus on human safety, what examples did the roundtable members provide that illustrated the importance of managerial improvisation during disaster response?” (e.g., see comments in Part I by Barbara Price, p. 24 and Jay Spievack, p. 36).

b) “If improvisation by managers is so important, why should businesses have disaster plans?” (e.g., see comments in Part I by Kenneth S. Levinson, pp. 24-25).

c) “What are the relationships between strategic decisions that executives might make regarding insurance coverages, human safety, and industry alliances and information exchanges?” (e.g., see comments in Part II regarding the impacts of the Swiss Air crash by Kenneth S. Levinson, pp. 40-41). 

Remarks

Objective 23.1

Importance of

Human Safety

1.
The “General Hotel Crisis Plan” clearly states that human safety is the overriding goal of the plan itself. Typically, the first page of a crisis plan will identify a series of objectives. Often the first objective stated is that of human safety. Example.


“First and foremost among our objectives is safety—for our guests, our employees, and our property.”

2.
Many plans contain cautionary or qualifying statements to the effect that crisis planning can only provide guidance for a limited number of situations. Hence, guidance provided is necessarily generic in nature. Thus, employees in a crisis situation will need to consult the plan as well as exercise their own judgement. The “General Hotel Crisis Plan” sets forth three general guidelines for behavior in a crisis situation and refers to them elsewhere in the document. 

a) Remain calm. (This sets an example for guests, and provides reassurance that employees are trained to deal with emergencies.)

b) Think. (Using the plan as a guide, the employee should be able to anticipate and plan, rather than simply react.)

c) Communicate. (Clear communication is the key step through which the plan can be translated into action during an emergency.)

3.
Although every business has a first responsibility to its customers and employees, the imperative of human safety also extends to the larger community as well. For example, many of the plans stated that in cases where an emergency is expected to affect the general area (e.g., flood, hurricane, tsunami), but where the company’s property is located such that evacuation is not necessary, the company’s management should consider the following:

a) Determine which aid and assets of the property can be used to help the community as a whole.

b) Determine if the property can be used as an evacuation or first-aid site for other businesses.

Objective 23.2

Examples of Human

Safety Actions

1.
The “General Hotel Crisis Plan” provides guidance on human safety actions in various crisis situations.

a) In the event of an earthquake, the plan states the following:

1) Employees are informed that the movement of the earth is generally not the direct cause of injury or death; rather, they result from falling objects and debris, splintering glass, and fires that result from damage to structures.

2) Because most injuries occur when people are entering or exiting buildings, employees are cautioned to stay where they are (either outside the structure or inside) during the earthquake.

3) If inside the hotel, the employee is told how and where to take cover, and what areas (e.g., near windows, exterior doors) to avoid.

4) If outside the hotel, the employee is told to move away from structures and utility wires and towards open space.

5) If the employee smells gas, the plan instructs the employee to open nearby windows, shut off the main valve (if accessible), leave the building, and immediately report the gas leakage.

6) All employees should be reminded to exercise caution and be prepared for aftershocks.

b) In the event of a bomb threat, the plan states the following:

1) All such threats must be taken seriously, especially in light of the international nature of travel and its vulnerability to acts of politically related violence.

2) The decision to evacuate in the event of a bomb threat is an extremely serious one. Thus, the plan lists (in descending order) the five executive personnel responsible for making the decision to evacuate, beginning with the President of the company. In addition, if the event that none of the listed executive personnel are available to make the decision, a second list of six security and managerial personnel is also given.

3) The plan gives guidance on the kinds of factors to consider when deciding to evacuate during a bomb threat, but clearly states that there is no single formula that can be used in such situations.

4) The plan specifies that only security, maintenance, police, and fire personnel should be utilized for searches for bomb devices. The Plan also lists the primary locations where bomb devices have been commonly hidden (e.g., elevator shafts, ceiling areas, restrooms, access doors, crawl spaces, utility and closet areas, beneath stairwells, boiler rooms, flammable storage areas, near switches and valves, indoor trash and laundry chutes, fire hose racks, and ceiling lights).

c) In the event of a chemical or hazardous material spill, the “General Hotel Crisis Plan” specifies the following:

1) Any personnel not wearing protective equipment should be removed from the area of the spill.

2) If there is a chance that the spilled material is flammable, all possible sources of ignition should be eliminated.

3) The area of the spill should be ventilated to prevent toxic or flammable concentrations of gases, vapors, or dusts.

2.
The decision to evacuate centers around the question of human safety. For even a relatively small hotel (200 rooms or less), evacuation is a daunting task. For medium- and large-size hotels, evacuation requires virtually all of the organization’s resources to accomplish.

3.
Because of the logistical difficulties involved in evacuating and relocating hundreds of guests, in certain situations vertical evacuation is a preferred alternative. Vertical evacuation relocates guests to the hotel’s higher floors (generally, above the third floor) rather than off-site. Vertical evacuation enables those guests on the higher floors to remain in their rooms, and avoids the inherent transportation and traffic related problems of off-site relocation.

4.
The “General Hotel Crisis Plan” acknowledges the immense effort required of an off-site evacuation. For example, one of the plans specified the following:


Determine if evacuating the guests and employees off the property will help protect the safety of the employees or guests. You also must determine if the guests and employees would be in jeopardy during the evacuation process. If the decision is made to move people off the property, mobilize all available staff members and vehicles and begin evacuation.

5.
When an evacuation has been ordered, the plan specifies that all employees should emphasize the following points with the guests:

a) Act quietly and in an orderly manner.

b) In the case of a fire, close all windows and doors in the immediate area (for employees).

c) Evacuate quickly, and do not collect personal belongings.

d) Always use the stairs. Never use the elevators.

e) Leave the building and report to the designated area.

f) Do not re-enter the building until told to do so.

6.
Because evacuation is a major undertaking by the hotel, and places extreme stress on the hotel guests, the plan specifies that the order to evacuate be immediately accompanied by the coordination of designated hotel personnel into five teams. The purpose of these teams is to provide information, aid, and comfort to the guests during the evacuation.

a) Central information team (provides a central point of information)

b) Response team (security and maintenance personnel working with police and fire personnel)

c) Direction team (provides general directions to guests on where and how to evacuate)

d) Hospitality team (provides general assistance at the designated off-premises site)

e) First aid team (provides medical assistance)

7.
Evacuating disabled hotel guests requires special planning and attention. The most important document needed is a list of disabled guests, which can be used to locate them (by specifying their room numbers) and as a checklist as they leave the premises.

a) Communication attendants staffing the central information team will notify guests via the public address with a statement like the following:

“There is an evacuation in progress. We are sending personnel to assist individuals who we believe may need help. If you require assistance, please notify the hotel operator.”

b) Depending on the guest’s answer, the communication attendant will either direct in the appropriate direction (if no assistance is needed) or instruct the guest to wait for security personnel.

8.
In a multi-story hotel, the order of evacuation of guests is important to avoid congestion and to enable the guests in greatest danger to leave first. The Plan specifies the following order of evacuation notification in cases where the emergency is known to be on a specific floor:

a) All rooms on the same floor as the emergency location.

b) All rooms on the next two floors above the emergency location (the next floor up from the emergency location should be notified first, followed by the second floor up).

c) All rooms on the floor just below the emergency location.

d) All rooms on the floors above the emergency location (beginning with the top floor and working downward).

e) All rooms on the remaining floors below the emergency location (beginning with the uppermost floor and working downward).

Objective 23.3

Human Safety Actions in

Hurricane Preparation

1.
The following are actions steps specified by the “General Hotel Crisis Plan” for a medium sized property (of approximately 500 rooms) located along the shoreline in the event of a hurricane. The actions are grouped by the stage of the crisis during which they should be performed (i.e., the stage of the hurricane warning) and the person responsible for ensuring that the action is completed. (It should be noted that virtually all action steps specified in the “General Hotel Crisis Plan” can be classified as promoting human safety. However, for the sake of illustration, those steps that are less directly aimed towards human safety are not listed.)

2.
The following actions are to be taken on an ongoing basis in order to ensure preparation for a hurricane emergency:

a) Manager/Assistant Manager
1) monitor relevant information

2) brief appropriate staff regarding threat information

3) review disaster plan and identify relevant staff “shortages” (e.g., Director of Security might be on vacation)

b) Food and Beverage Manager
1) Ensure that the storeroom has basic food and water to last five days.

2) Have menus for emergency meals and locations where food will be served.

3) Ensure that there is a supply of nonperishable food and water in five-gallon containers.

3.
During the hurricane watch stage (threat of a hurricane within 36 hours):

a) Manager/Assistant Manager
1) Prepare to notify hotel guests, customers, tenants (i.e., vendors), and visitors of the impending emergency to enable them to prepare for it. Notification should include posted written notices, verbal notices over the public address system, and an information board located in the lobby.

2)
Check guest lists and verify occupancy by room.

3)
Assist with evacuation of guests, if necessary.

4) Confirm with the Human Resources Department a listing of all employees with first aid and CPR qualifications.

b) Food and Beverage Manager
1) Recall off-duty staff and implement action plan for food preparation.

2) Ensure that all cooking equipment (utensils, stoves, etc.) are in adequate supply and ready for use.

3) Prepare a one-day supply of food and water ready for relocation, if necessary.

4) Verify that food and water supplies (in collapsible containers) are ready for evacuation, if necessary.

5)
Relocate all perishable food to the banquet areas and kitchen.

4.
During the hurricane warning stage (hurricane threat within 24 hours):

a) Manager/Assistant Manager:

1) Contact disabled guests and coordinate (with security personnel) their evacuation.

2) Work with security personnel to ensure that the disabled guests’ needs are met.

3) Work with housekeeping personnel to distribute additional safety notices to guests.

4) Ensure that information boards in the lobby are updated.

5) Remain in the lobby to answer guests’ questions and provide assistance.

6)
Advise guests of potential evacuation requirements.

b) Food and Beverage Manager:

1) Prepare food menu for five days (three meals per day) and verify supply of nonperishable food.

2) Pack all food and supplies and move to the designated location.

3) Ensure all evacuation floors have adequate water supply, coolers, and plastic cups.

4) Bag ice and place it in 55-gallon drums at the evacuation location.

5) Set up banquet tables for meals.

6) Ensure that one elevator in each building is designated for food and beverage, for movement of supplies.

7) Ensure that all refrigerators with perishable foods are set to lowest temperatures.

c) Beach/Pool Manager:

1) Store chlorine and chemicals in safe area.

2) Ascertain whether or not pool and lounge chairs are needed in other locations.

d) Bell Desk:

1)
Assist with evacuation of guests, if necessary.

5.
During the 12-hour stage (hurricane threat within 12 hours):

a) Manager/Assistant Manager:

1) Work with housekeeping personnel to instruct guests to draw water into basins and bathtubs for drinking purposes, in case of disruption to water supply.

2) Dismiss all nonessential staff (providing return instructions first).

3) Establish first aid stations and notify all personnel of their locations.

4) Issue hourly instructions to guests (if on property).

5) Begin evacuation (evacuation may be initiated earlier, if deemed necessary).

Supplemental

Considerations

Possible discussion points for the class:

a) Ask students to assess the actions covered in the Remarks section (Objectives 23.2 and 23.3) above in light of the discussion of disaster myths contained in Session 13 (“Human Responses to Disaster: Myths and Realities”), under Objectives 13.3 and 13.4. To what extent are the implications discussed under Objective 13.5 evident in the actions presented in this session?

b) Ask students to assess the actions covered in the Remarks section (Objectives 23.2 and 23.3) above in light of the discussion of the managerial responses to crises contained in Session 15 (“Behavioral Study of Managerial Responses to Disasters”), particularly with respect to the decision to evacuate. How does the information is Session 15 support (or not) the crisis plan actions listed in this session?

Course Developer
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