Association of Voluntary Organisations in Wrexham
Flu Pandemic Business Continuity Plan

Background

AVOW (Association of Voluntary Organisations in Wrexham) is the County Voluntary Council (CVC) for Wrexham County Borough. There are a network of 19 similar organisations covering the whole of Wales and between us and our National body WCVA (Wales Council for Voluntary Action) we provide support and advice to Voluntary and Community groups. 

"The AVOW Vision is that the voluntary and community sectors achieve their missions for the benefit of the community within the County Borough of Wrexham."

Mission Statement 

"To enable the voluntary and community sectors to achieve their missions for the benefit of the community within the County Borough of Wrexham, AVOW will:

· Support the development of individuals and organisations within the voluntary and community sectors. 

· Establish and sustain good practice. 

· Undertake the provision of services appropriate to the voluntary and community sector 

· Consult, represent and champion the voluntary and community sectors locally and nationally.
As the CVC for Wrexham AVOW is well placed to network information to third sector organisations and has a database of many voluntary organisations that can support individuals and families within the community. AVOW also works closely with the public sector, and many of our projects are delivered in partnership, particularly in the field of health and social care. We operate from a town centre building close to the central bus station and local authority and health services. The building also provides accommodation for a range of voluntary sector organisations (licensees) providing frontline services to vulnerable citizens.
Recently we have become involved in the delivery of the Wrexham Carers Service which provides support and information to the growing number of individuals who care for a relative or friend on a long term basis.

Risks Associated with Pandemic Flu

AVOW currently employs some 30 members of staff and has 13 trustees. Twenty-eight members of staff are based within Ty AVOW, should the Flu Pandemic materialise we anticipate that staff would become incapacitated through either direct infection or through having to care for family members. There would also be a degree of perception of fear of infection and a reluctance to come into the workplace. Whilst our trustees may well volunteer to take on roles normally occupied by paid staff, we recognise that we would be likely to have to operate with a reduced staff complement and that there would be a reduced service to both organisations and citizens. We will work with our licensees to try to identify staff cover.
In terms of governance of AVOW as an organisation, should trustees not be available for meetings. Senior managers will try to obtain clarity of decision making via telephone conferencing. In the event of no trustees being accessible delegated powers will be assumed by Chief Officer.
Risk Assessment
In reaching a decision on priority activity, AVOW has considered the impact of loss of services on citizens and organisations through a rapid risk assessment. The list below represents a range of services that if ceased abruptly would have a significant impact on our beneficiaries, they are not necessarily in order of importance but rather represent the range of activities it would be desirable to maintain at all times.
	Project / Activity
	Consequence of short term suspension
	Issues associated with start up after suspension
	Risk of not providing service

	Maintain Ty AVOW as resource – keeping building open. 
	Citizens, partners and organisations would not be able to contact AVOW.

Networking / information services suspended.

Licensees would be unable to access their premises or deliver their services to the community. 
	Need to maintain service to current level of activity.
Staff will be diverted to maintain this service.
	Very High

	Wrexham Carer’s Service
	Vulnerable carers not being able to access information and support.

Demand likely to be higher during flu pandemic.

Vulnerable relationships might break down due to lack of support and therapeutic services.

Public services might need access to data.
	Need to maintain service to current level of activity.
Staff will be diverted to maintain this service.
	Very High

	Payroll Bureau
	Individuals not being paid salary or wages.

Serious impact if individuals suffer absence of income.

Impact on Direct Payment recipients if not able to pay Personnel Assistants.

Impact on third sector services if their staff not paid.
	Need to maintain service to current level of activity.
Only three staff trained.

Software not accessible remotely.
	Very High

Poses particular risk due to specialist nature of work involved with respect to software and accounts.

	Routine loan of equipment / hire of meeting rooms / maintenance of information sharing, website and e-mail etc
	Need networks in order to co-ordinate activities of third sector for emergency provision

Equipment loan and meeting rooms would be available if building remains open
	Need to maintain service

Incidental to other activities
	High

	Access to information about support services available in third sector
	Citizens and health professionals refer in. Demand likely to increase during pandemic
	Ideally maintain service. 
Could be provided by receptionist if specialist health staff incapacitated.
Hard copy directory available for staff to work from home.
	High

	Volunteer Centre Services
	Demand for volunteering opportunities may drop during pandemic.
Requests for volunteers for covering essential services might increase.
	AVOW could operate as a clearing house if public services appeal for volunteers
Wrexham Over Fifties Forum, SMAT Projects and other forums could be included and involved if necessary.
	High

	Community Development Advice
	Demand for routine community development services would be low during a pandemic.

Might be emergency business continuity or contingency advice needed.

Possible requests for access to community buildings for emergency service provision.
	Routine services (including funding) could be suspended and restarted without difficulty.

Requests for information regarding community buildings could be provided on reception or accessed via staff working from home.
	Medium

	Third sector involvement in planning and delivering services. Response to consultations.
Other routine representation and engagement issues
	During flu pandemic many routine processes will be suspended.
Unlikely to be a demand for such services during pandemic.
	AVOW could return to service provision without difficulty following a short suspension. Staff redeployed to cover priorities
	Low

	Rural development Plan activities
	Unlikely to continue during pandemic
	AVOW could return to service provision without difficulty following a short suspension. Staff redeployed to cover priorities
	Low

	Routine activities – e.g. newsletter publications, facilitation of routine forums, support for new organisations, fundraising applications and managing grants
	Unlikely to continue during pandemic
	AVOW could return to service provision without difficulty following a short suspension. Staff redeployed to cover priorities
	Low


Prioritisation

1. Maintaining Ty AVOW as a central resource – It is essential that the building and switchboard remains open and accessible. Further risk assessment would be necessary as pandemic develops should there be a perceived risk to keeping a public building open rather than operating via telephone and internet access. The reception and building provide access to other essential services. All staff (and available trustees) will be trained in the operation of reception by end July 2009. Service directory and database of contacts and voluntary and community groups will be accessible on reception for callers and public services. Staff will be diverted from non-essential activities to keep this service running.
2. Provision of Wrexham Carers Service – The service is currently provided by three members of staff. All AVOW staff will receive training in the Carer’s Service by the end of July 2009, to include telephone manner and provision of advice, emergency referrals to main agencies. Ideally therapies services should also be continued, but this would be dependent of availability of trained staff and volunteers. Staff will be diverted from non-essential activities to keep this service running.
3. Continued Payroll Bureau Activity – This presents an area of great risk since the level of skill and expertise needed to ensure that payroll is carried out competently cannot easily be passed on to staff with no prior financial experience in a short period of time. We will minimise the disruption to staff receiving payment of wages and salary via AVOW by rolling over latest payrolls with no adjustments, since this would ensure that staff received some payment and would require the lowest skill set to carry out the activity. Any adjustments will have to be made when services return to normal capacity. In the event of emergency payment required which is not already on the payroll, payment will be made by cheque and necessary IT adjustments made when normal service resumes. It will not be feasible to train extra staff to run payroll, and the Chief Officer could run the payroll system if necessary.
4. Maintaining information and networking services – Where practicable urgent information will be passed to third sector organisations via the AVOW website and targeted emails. The Health and Social care Directory will be available on reception. We will inform all AVOW staff of the range of services available to citizens and health professionals prior to the end of July 2009. All staff will have received training on how to update the website already, and we will place a special “Flu Information” page on the site when and if appropriate. There will be links from the AVOW site to NHS Direct and NPHS Wales. By end of July 2009 we will have harmonised all the AVOW email lists to have one list for distribution of Flu Information relevant to third sector. (At present email lists are collated according to the information types requested, i.e. a list for funding, health and social care, transport etc.) These activities could be maintained from remote locations by electronic means if necessary for staff to remain at home.
5. Volunteer Centre – It is likely that during a pandemic the normal requests for volunteer placements and for volunteers would reduce as a result of ill-health and organisations and individuals concentrating on essential activity. However should the public sector make a request for volunteers to cover emergency service provision, AVOW would be well-placed to offer volunteer bureau services.
6. Cover for essential public services and other voluntary organisations – AVOW works in partnership with public services and receives a substantial proportion of its annual income from the public sector. If requested to support other emergency services, staff will be offered the opportunity to be seconded over to public sector partner organisations to assist with their business continuity. Staff have the right to refuse such requests.
Senior Management and trustees will determine the staff deployment. It is hoped that all staff would co-operate with the arrangements made. The situation will be monitored closely by senior management, and daily meetings will take place to assess the situation and make decisions on staff deployment and service provision.
Staff would be encouraged to develop informal arrangements between each other to provide mutual help and support.
Levels of Service Delivery

The following levels will be considered:

1. Normal service – All staff are in work and service is operating as usual.

2. Watchful – Staff are reporting infection among family and friends, absences likely. Training begins on high risk areas for staff not normally operating in key areas.

3. First level alert – Low level (10%) of staff absence, or absence not in key areas – Weekly management briefings received by staff. Volunteers for key areas noted. Daily senior management meetings initiated.

4. Second level alert – Staff absent within key work areas, or absence reaches 15%. Staff redeployed to key areas. Out of county meetings and public events require senior management permission.
5. Third level alert- Staff levels below 50%. Difficulty maintaining services. Managerial absence. Trustees should be involved in leadership and management roles.

6. Critical – Staff levels in work below 10%. Or no managers / trustees. Or risks to staff by being in work place. Or requests by public sector to redeploy staff to emergency services. Decision taken to close Ty AVOW and / or maintain some level of service from remote location.
Decision to Suspend Services

AVOW recognises that the event of a flu pandemic would create circumstances that have not been experienced by the organisation previously. The situation will be continually monitored by staff and trustees. If it is deemed impossible or too risky to continue to operate, or should we be unable to access essential services and supplies (in particular IT support)  then the decision will be taken to close the building. All staff will be informed via telephone or email. AVOW will work closely with licensees during the decision making process.
Return to normal service provision

Scenario 1

If Ty AVOW has remained open and a level of service provision maintained, then staff will return to work as usual. Senior managers will continue to meet on a daily basis, reviewing service provision until staff levels return to normal. Key areas will be staffed in priority order until all projects are fully staffed. Managers will hold regular briefings and encourage project staff to reconnect with funding bodies and stakeholders as soon as is practicable. Decisions such as these will be taken within departmental teams. The ACEVO staff support service will be promoted to all staff. Should there be any particular sensitive issues, those staff affected will be placed on a phased return to work and offered as much support as is necessary to return to the workplace. 
In the event that some staff do not return to the workplace, decisions on the continuation of those projects will be taken by managers and trustees.

Scenario 2

If Ty AVOW has been closed, then trustees and senior managers will meet to make arrangements for services to be resumed and the building to be re-opened. 
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