[image: image1.wmf]
CRISIS MANAGEMENT HANDBOOK

SEPTEMBER, 2009

Crisis Readiness:


In an effort to be prepared for a variety of situations, the American School of Quito has compiled this packet for our staff in the event of a personal or school crisis.  

Crisis Management Team:

	Team Member
	Phone extension
	Replacement
	Phone Extension

	Director General (Susan Williams) 
	100
	Rector (Susana de Hervas)
	301

	General Manager (Gonzalo Luna)
	105
	Financial Manager (Maria del Carmen Aguirre)
	120

	Rector (Susana de Hervas)
	301
	I.B. Coordinator (Gabriela Bustamante)
	302

	Primary Director (Tissie Barrera)
	201
	Spanish Coordinator (Elizabeth de Cornejo)
	205

	International Section Director (Susan Montalvo)
	401
	Sub Director (Estela Proaño)
	411

	Head of Security and Transportation (Tanya Granja)
	112
	Security Chief 

(Rubén Chacón)
	129

	Security Chief

(Ruben Chacón)
	129
	Civil Defense 

Coordinator (Juan Carlos Heredia)
	212



The Director General or replacement is responsible for calling the Crisis Management team and for initiating the phone chain if necessary.  The Director General will communicate the official version of the event that will be communicated to staff, students, parents and press.  The Team will work from the Director General’s office or other area if designated by the Director General.  Each member of the team must have a replacement to take over their functions in the event they are absent or they cannot be reached.  The Guidance Counselors will be on call for counseling of students, teachers and parents during any crisis situation.

The Crisis Management Team is responsible for:


1.  Maintaining teams of staff members in each of the different sections, chosen to lead the school in emergencies and who understand their responsibilities and have been trained in emergency procedures.


2.  Maintaining current lists of all staff members and students with emergency phone numbers.


3.  Coordinating with the Head of Security and Transportation, who is responsible for organizing the work of the Civil Defense team and for scheduling all evacuation drills.


4.  Continually looking for ways to prevent accidents and emergencies.


5.  Reviewing crisis and evacuation drills and procedures.


6.  Coordinating all communications with the School Board, staff, students and parents


7.  Designating and coordinating all persons in charge at the scene of the crisis.


8.  Ensuring that the appropriate equipment is available for different types of disasters:  natural, crime related, medical or personal.  And, that trained personnel are assigned to transport emergency equipment when needed.  All staff members should know where emergency equipment is located.


9.  Ensure that all groups of students leaving school are accompanied by at least one staff member trained in First Aide and CPR.  The person organizing the trip has a list of emergency phone numbers for all students.  Phone numbers of local hospitals or recommended hospitals in the area where they will be traveling.


This handbook has been the product of a team effort adapted to the realities of our school and Ecuador.  Keep your copy close at hand and read and understand the contents.  The contents of this handbook are intended as a guide during an emergency

An Emergency is any situation in which the safety and lives of students and staff are endangered.  These events may be actual or imminent.
Medical Emergency:  

1. If the accident occurs on campus, contact the school’s medical Department: Extension 126.    Then, contact your Principal or Coordinator.

2. If the accident occurs off campus, contact the Director General Extension 100 at school/ Home phone 2895 698/ Cell 08-425-8090.

3. If you are unable to contact the Director General, contact the Principal and/or Coordinators of your section.

4. Remain calm:

· Identify yourself and give the specific location of the emergency.  Tell precisely what happened.

· Identify the person who has been injured.

· Relate known or suspected injuries or fatalities.

· Identify immediate help needed

· You may also call:

Emergency Number:
101 or 911 In the event of a medical emergency off campus, this number should be called first and then proceed with emergency treatment and/or take the patient to the nearest hospital according to the instructions you will be given.

	Metropolitan Hospital
	Tel. 2261 520/2269 030/ 2267 410

	Hospital Vozandes
	Tel. 2262 142 Ext. 3050, 3051, 3052


Working with the media and/or police:

Contact the Director General immediately (Extension 100/Home Phone: 2895 698/ Cell 08-425-8090) and in the event of not being able to do this, contact the General Manager (Extension 105/ Home Phone: 2371475/ Cell 095651084)

Members of the Press and/or Police are not allowed on campus unless given permission by the Director General and in his/her absence, the General Manager.  When this is given, they must be escorted directly to the Director General/General Manager’s office, or other designated area, and may not wander around the school.  The Director General will assign an area to meet with the press.

· The Director General, or his/her delegate, is the official spokesperson for the school.

· The same information will be given to all members of the press and/or police department.

· A specific time and location will be allotted for the press and/or police.

· Students may not be interviewed unless parental permission is obtained.

Important Phone Numbers:

	School Switchboard
	Extensions:  0 or 101

	Director General (Susan Williams)
	Extension 100/ Home: 2895 698 / Cell: 08-425-8090

	General Manager (Gonzalo Luna)
	Extension: 105 /Home: 2371 475 /Cell: 095651084

	High School Office
	Extension: 303 - 304

	Elementary Office
	Extension: 203 -204

	International Section Office
	Extension: 402 - 410

	Head of Security and Transportation (Tanya Granja)
	Extension: 112

	Pre-School Office (María Eugenia de Guzmán)
	Extension: 202 -215

	School Infirmary
	Extension: 124 - 126

	U.S. Embassy
	398-5000

	Public Security
	101 or 911

	Hospital Metropolitano
	2261 520/2269 030/ 2267 410

	Hospital Vozandes
	2262 142 Ext. 3050, 3051, 3052

	Elementary Director (Tissie Barrera)
	Extension: 201

	Secondary Director (Susana de
Hervas
	Extension: 301

	International Section Director

(Susan Montalvo)
	Extension: 401

	Elementary Coordinator,

International Section (Michael Byrne)
	Extension: 406

	Elementary English Coordinator, National Section  (Deidre Flood)
	Extension: 206

	Elementary Spanish Coordinator, National Section (Elizabeth de Cornejo)
	Extension: 205

	Secondary Coordinator (MYP) 

National Section (Cristina Pachano)
	Extension: 306

	Secondary Coordinator (I.B.) National Section (Gabriela 

Bustamante)
	Extension: 302


Bomb Threat:

When a bomb threat is received by phone:

· Remain calm and follow the directions on the bomb threat information sheet attached, page:  

· Try to stay on the line as long as possible and continue to obtain useful information

· Call the Head of Security and Transportation and relay all of the information provided by the caller.

E-mail threat:  

· Save the message. Do not delete the item.

· Print copies of the message to be turned over to Head of Security and Transportation.  Forward e-mail to the Director General (swilliams@fcaq.k12.ec) and the Head of Transportation and Security (tgranja@fcaq.k12.ec). 

· Contact the Director General and the Head of Security and Transportation immediately.

If you discover a suspicious item:

· DO NOT TOUCH OR DISTURB THE ITEM.

· NOTIFY THE DIRECTOR GENERAL IMMEDIATELY (EXTENSION 100) AND THE HEAD OF THE SECURITY AND TRANSPORTATION (EXTENSION 112).

The Head of Security and Transportation will initiate evacuation procedures if necessary.

Death or Suicide:

1. Assess the situation and gather the facts:

· What happened and who is involved?

· Where did this happen?

· Has the family been notified?

· Are there family members working at school or are they students?

· Names of witnesses

2. Notify the Director General or replacement immediately. (Extension 100)

3. The Director General or replacement will be the official spokesperson and all inquiries should be directed to his/her office.

4. The school community will be notified of the event by the Director General or replacement as soon as all facts are known and after the family has been notified.

5. Guidance Department will be on call to counsel students, staff and parents.

6. Teachers need to allow students to discuss the event and should send students to the counselors for private sessions.

Earthquake or Tremor:

The Head of Security and Transportation will initiate evacuation procedures if necessary.

Stay calm and follow the following instructions regarding what to do in seismic movement, fire or emergency that makes it necessary to evacuate to safety zones:

Get to know your Security Zones, and how to get there. Remain calm and then act. Do not run or push. Give the alert to the Director General and/or Security Department (ext 100, 112, 129). Please do not generate rumors. Have always on hand emergency phone numbers.

Listen for the information given by authorities, and follow their instructions. 

DURING SEISMIC MOVEMENT use the words “EMERGENCIA” Y “SALIDA” (Salida means exit, going out or leaving).

1. EMERGENCY - EMERGENCIA

When you feel seismic movement, call out EMERGENCIA.  Students should seek cover under desks & tables and cover their heads. Stay away from walls, windows, falling objects.
2. EXIT –EVACUATION

When you hear the siren and the evacuation instructions, leave the class with your students. Take your class list. Even if there is no siren, guide them towards the safety area. 
Teachers and students must walk in single file, in silence and cover their heads.  Stay together at the safety area. Please take attendance, report missing students or any problem. 

Follow authorities’ instructions to go back to class, or to begin evacuation from school with parents’ participation. 

EVACUATION FROM SCHOOL WITH PARENTS

All siblings must meet in the youngest one’s classroom or security area, if decided so by authorities.

Have your class list; including siblings arriving, students leaving, and telephones and addresses, information complete and available. Have a list of students with respiratory problems or allergies. 

Send the students (and personal belongings) with younger siblings to the younger sibling’s class and receive older siblings in your class. Please report absentees to the administration office. Send students who have health problems to the infirmary. Keep a written record of students arriving and leaving. 

All staff stays at school until the last student has evacuated.
Volcanic ashes rain:  

Stay in your class with students, close windows, cover slots. Wait for instructions.  
Fire or Explosion:

1. Know the location of fire extinguishers in your area.

2. Know the evacuation routes for your area.  Evacuate students from the area.

3. Call the Head of Transportation and Security and the main office for your section and report the location of the incident, the suspected cause, current status and your name.

4. Do not go back to the area until given the OK (All Clear) to do so by the Head of Security and Transportation.

Gun or other Weapon on Campus:

1. If you become aware of a gun or other weapon on campus, call the Director General or replacement (ext. 100) immediately, without alerting the student or suspect. If you cannot locate the Director General, call the Head of Security and Transportation (ext. 112).

2. Try to clear the area of students and staff. 

a. Try to send a sealed message with a trusted student or other staff member

b. Include your name and location

c. Include the name and description of the suspect

d. Include any information regarding the weapon’s location and type

3. Try to call your section’s office or the section where the incident is occurring

4. Seek assistance from another teacher or staff member if any are present

5. Wait for administrative response, either their presence, a note or call from an administrator or the Head of Security

a. Stay calm and try not to escalate the situation.

b. Follow the suspect’s instructions-don’t try to be a hero.  Use extreme caution and don’t try to confront the suspect.

c. Calming statements:

i. “What do you want?  What is wrong? Please point the gun/weapon away from us.”  

ii. Statements to avoid using:  “You’re never going to get away with this! The police are on their way.”

iii. Ask for permission to evacuate the class.  If not allowed to, keep talking calmly.

iv. Never lunge for the weapon or show fear.

6. If a student has reported carrying a weapon or has been reported by another student, try to isolate him/her immediately.

7. Inform the Director General and/or the Head of Security and transportation where the weapon is located.

8. The Director General and Head of Security and Transportation will decide what law enforcement agencies to contact.  When, and if law enforcement agencies arrive, cooperate with them.

9. If the weapon is not readily accessible, the administrator should escort the student to a private area.  The Head of Security and Transportation or the police should take his/her belongings.  

10. Be prepared to make a written statement of what you have seen.

11. If hostages are taken, follow the steps in this section.

Shooting or stabbing:

1. Call the Director General or replacement immediately (ext.100).  In the event you cannot locate the Director General, call the Head of Security and Transportation.

2. All persons within earshot of the gun should be directed to lie on the floor immediately, preferably under desks or anything else providing protection.

3. If on a bus, all persons should fall to the ground, protect their heads and keep low.

4. Teachers should lock classroom doors and close curtains without endangering life. Teachers and students should remain on the floor, protected until further instructions are received.

5. Try to find a cell phone to call for assistance.

6. Teacher should remain calm. Move slowly and deliberately.  Turn your body sideways to the weapon. Lower hands in a non-threatening manner. Inform the assailant that you are clearing the area.  Reassure the assailant: “No one wants trouble.  Please leave.”

7. Describe the situation. 

a. Person (s) involved

b. Describe the medical injuries

c. Exact location

d. Identify the perpetrator

e. Has the weapon been found or secured

f. Give medical assistance until help arrives.

g. Contact the medical department or call 911.
h. Isolate witnesses

i. Secure the scene of the crime

j. Be prepared to give a written statement

8. Director General and Head of Security and Transportation will call law enforcement agencies.

9. If students can be evacuated, teachers should instruct them to stay away from windows and keep as low as possible. 

10. Teachers should take roll and report missing students.

Hostage:

1. Stay calm and assess the situation.  Call the Director General or replacement immediately (ext. 100) If you cannot locate the Director General, call the Head of Security and Transportation (ext. 112).

2. Try to clear the area of students and staff.

3. Stay calm. Follow the instructions of the captor. Cooperate, be friendly, do not argue.

4. Stay low and seated on the floor.

5. Inform the captor of medical or other needs.

6. Be prepared to wait. Don’t try to escape.  Don’t try to resolve the situation with force.  Don’t provoke.

7. Be observant and try to remember everything seen or heard.

8. When the police or security officers arrive, cooperate and help them.

Violent Visitor, Student or Staff Member

1. Remain calm. 

2. Protect yourself and any students and other staff members that may be with you.

3. Try to clear the area of staff and students.

4. Use short, clear commands to stop threatening actions.  

5. Don’t try to become a hero-use caution.

6. Try not, through body language or verbal communication, to indicate any threat to the individual.  Be firm but calm.

7. Visually, without touching the individual, check for weapons or suspicious bulges in clothing, belts, etc.

8. Try to get assistance immediately.  Send a student or other staff member to look for help.  Use a cell phone if available.
Kidnapping or Missing Student:

1. Often a kidnapping or missing student is due to a family situation in which the mother or father has been denied access to the child.

2. All adults entering school, without a school I.D. must identify themselves.

3. Teachers must not allow students to leave without notification from their section’s main office.

4. If a student is missing, call your section’s main office immediately and give all of the information concerning the student.

5. If a student is missing, there is reason to suspect foul play.  It is better to be overcautious.

Unusual Smells and Sights:

1. If you smell natural gas in the building, notify the Head of Security and Transportation immediately (extension 112).  

2. Evacuate students and other staff members from the area.

Look for people who: are not where they are supposed to be, look lost and/or wandering around, appear  to be conducting surveillance, cause disruptions or intentionally distracting behavior, , show an unusual interest in employees or students, openly possess a weapon, use a vehicle in a suspicious way.

Look for items or devices that: were abandoned by someone and left in the open, hidden, appear to be suspicious or dangerous (canister, tank, metal box, bottle, etc.), have an attached message, appear to be emitting a mist, gas, vapor or odor, seem to have seepage or leakage of suspicious substance, are connected to wires, timers, tanks or bottles, and/or appear to be the source of a foreign substance that is causing people to cough, have trouble breathing, feel nausea, lose consciousness, or exhibit any other medical condition.

Bus Security:  In case of an emergency on the school bus, make sure that the driver or bus monitor contact the school via radio and please call immediately the Transportation Department:

· Give exact location of the accident, bus number and telephone number from which you’re making the call; describe the scene with number of victims and people involved.

· Ensure the physical & emotional status of students & all passengers.

· Request substitute vehicle or alternative transportation.

· Attend to immediate medical and emotional needs of the students, and decide if evacuation is necessary.

· Wait until the substitute bus arrives; or, until the parents pick up the students at the scene.

Civil Uprising: If during the bus ride to school, civil uprising breaks -in areas that would affect the student’s security in any way- the General Director will order buses to return the students to their homes. The school will make arrangements to inform parents through the class phone chain.

Crisis Management Sources: F.C.A.Q. Director General, Security Guide for International Schools, US Department of State, 2008; Crisis Management Handbook, FCAQ, 2006; Emergency Procedures Handbook, U.S.A. Department of State, 2003.
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