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1 INTRODUCTION 
 
1.1 Definition of an Evacuee Reception Centre 
 
A secure area / premises set up to which members of the community who are 
evacuated from their homes, due a major or unusual incident, can be taken for short-
term shelter, first aid, documentation and immediate welfare assistance.  
 
Evacuee Reception Centre will be acquired, established and managed by the local 
District Council in partnership with Cumbria County Council. 

1.2 Key Principle 
 
The introduction of the 2004 Civil Contingencies Act (CCA) has emphasised the 
importance of the Humanitarian Aspects of Disasters.  A common feature of many 
emergencies is the need to evacuate members of the public away from potential 
harm to a place of relative safety.   
 
Category One responders, as defined by the CCA have a duty to prepare for, 
respond to and recover from emergencies.  This section of the Cumbria Resilience 
Forum Welfare Plan details how the multi-agency response plans to manage and 
help evacuate members of the public away from actual or potential harm, to a place 
of safety.   
 
Within Cumbria the responsibility for identifying suitable Evacuee Reception Centres 
lies jointly with the district and county councils.  Secondary or smaller centres, 
contained within the plan, are nominated by the respective District Councils and may 
be used when an evacuation is likely to be of a very small scale and not requiring the 
use of larger premises such as schools or leisure centres.  The management of 
Evacuee Reception Centres is a joint undertaking between the local District Council 
and Cumbria County Council. 
 
Local Authorities also have a duty of care to the community under the following 
legislation: 
 

Under the Local Government Act 2000, Local Authorities have a responsibility 
to ensure the economic, social and environmental well-being of the community 
that they serve 

 
The 1989 Local Government Housing Act and the 1996 Housing Act place 
statutory duties on Local Authorities to provide temporary accommodation for 
residents rendered homeless as a result of an emergency 

 
Local Authorities have a duty of care in respect of survivors from a major 
emergency, while City, Borough and District Councils have a statutory duty 
under Part VII of the Housing Act 1996 to provide temporary accommodation 
for those made homeless 
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The Local Authority has a duty under the Homelessness Act 2002 to provide a
place of shelter and safety for the people within their authority in times of
evacuation during an emergency

 
Those communities displaced or evacuated due to an incident or emergency can be 
accommodated in the following ways: 
 

• Evacuee Reception Centre  
• Community Reception Centre 
• Self Supported Temporary Accommodation  
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Shelter is provided in a communal facility, possibly but not necessarily a pre-
nominated Emergency Assistance Centre (Emergency Assistance Centre Plan
Section 2) for a few hours up to 24 hours, to protect displaced people from the
potential danger.

 
These centres are called Evacuee Reception Centres and form one of a number of 
Emergency Assistance Centres under the Emergency Assistance Centre Plan. 

 
The Centre provides basic care and welfare support, as well as information and 
advice.  In Cumbria, this type of Centre is run and managed jointly between the 
Local District Council and Cumbria County Council. 

 
1.3 Objectives 

 
• To provide immediate shelter for persons who have been evacuated from 

an area or are otherwise in need of emergency accommodation following 
an incident.  

 
• To provide initial light refreshments for evacuees.   

 
• To enable details of evacuees to be maintained in the centre for 

reference.  
 
• To provide for the wellbeing of the evacuees and to offer support services 

and information on a wide range of welfare related subjects.  
 
• To provide a comprehensive system to advise evacuees on the progress 

of the emergency and its possible effects upon them directly.  
 
• To provide evacuees with updated information about the incident.  

 
There are two different situations that could require the use of an Evacuee Reception 
Centre.  The first is during an incident where the Police implement an evacuation 
and require shelter for the evacuees.  The second is during an incident where the 
Police are not directly involved but there is still a need to provide an Evacuee 
Reception Centre for the people affected.  

 
The Centre will operate under the direction of the Managers who will hold 
management meetings, in the Centre, at regular intervals throughout its operation.  
Team leaders from each agency, represented in the Centre, will attend in order to 
ensure that a coordinated response can be provided. 
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2 ACTIVATION 
 

Shelter should be provided in a communal facility possibly, but not necessarily, a 
pre-nominated Emergency Assistance Centre (Emergency Assistance Centre Plan 
Section 2) for a few hours up to 24 hours, to protect displaced people from the 
potential danger.  
 
The nature, scale and impact of an incident can vary significantly and so the 
following timelines are intended to be indicative.  It should be noted that some 
evacuees may already be at or may arrive at the Evacuee Reception Centre location 
before the team have had time to prepare. 
 
The need for an Evacuee Reception Centre will be identified either by the Police 
Silver Commander coordinating the response, Tactical Coordinating Group or by the 
local District Council. 
 
Welfare Coordinating Group or Tactical Coordinating Group must be told 
immediately once the decision is made to activate an Evacuee Reception Centre. 
 
An Evacuee Reception Centre may require a range of agencies to participate, 
depending on the scale of the event and the level of support requirements.  Equally, 
it may just hold a few people for a short period of time whilst the emergency services 
deal with a localised event.  This Centre will provide facilities for the registration of 
evacuees.   
 
An Evacuee Reception Centre may follow on from a Survivor Reception Centre after 
this facility has been closed down, or it may take the form of an advice, ‘drop in’ or 
‘day’ centre, when an overnight stay is not required.  

 
Section 1.6 of the Emergency Assistance Centre Plan, comprises checklists for the 
various roles involved at the Centre.  The checklists outline the broad roles and 
duties of each agency and should be used as a guide to their role. 

 
3 COMMUNITY RECEPTION CENTRE 
 
A Community Reception Centre is a locally established centre, often as part of a 
Community Emergency Plan.  These centres aim to offer similar objectives to the 
Evacuee Reception Centre, but are reliant on local volunteers and responders. 
 
Cumbria Resilience Forum will make every effort to identify these sites and liaise 
with the lead volunteers to offer assistance or resource as required and available.  If 
requested the Welfare Coordinating Group will make every effort to take over the 
management of the centre, however an on-going liaison relationship through the 
Emergency Assistance Centre Liaison Officer is a preferable solution. 
 
In a number of situations these centres may become isolated through loss of 
transport and communication networks.  
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3.1 Objectives 

 
• To provide immediate shelter for persons who have been evacuated from 

an area or are otherwise in need of emergency accommodation following 
an incident.  

 
• To provide initial light refreshments for evacuees.   

 
• To enable details of evacuees to be maintained in the centre for 

reference.  
 
4 SELF SUPPORTED TEMPORARY ACCOMMODATION 
 
In an emergency that leads to displaced communities or the need for evacuation 
many members of the community will make their own way to safety, staying with 
family or friends, or making alternative temporary accommodation arrangements. 
 
In order to manage the welfare of these community members it is important to 
identify them through awareness that they have had to be evacuated and even if 
there are no obvious consequences of the evacuation, their ongoing welfare needs 
are identified in any recovery activity. 
 
5 VOLUNTARY SECTOR ACTIVATION 
 
The initial activation of the voluntary sector to assist, at the Evacuee Reception 
Centre and potentially with liaison at Community Reception Centres, will be 
conducted by Cumbria County Council on behalf of the District Council.  Subsequent 
resources for the Centre need to be addressed in a coordinated manner by those 
statutory organisations managing the Centre. 
 

If further voluntary agency support is required the Centre Managers must 
request support through the Welfare Coordinating Group. 

 
Once a single Centre is established the management and coordination of that Centre 
is the responsibility of the respective statutory organisation running the Centre.  
 
It is imperative that the District Council managing the Centre links to their respective 
control centres for additional resources and support.   
 
At the outset, the statutory organisation managing the Centre must consider the 
need to rotate officers supporting the Centre.  For District Councils this may require 
the activation of mutual aid with neighbouring authorities.  Excessive or long hours 
should be avoided by any individuals responding to Emergency Assistance Centres. 
  

7 



 
6 MUTUAL AID AND INTER AGENCY SUPPORT 
 
6.1 Mutual Aid – District Council 
 
In the event of multiple Evacuee Reception Centres being established, the District 
Council(s) will ensure support and assistance to newly established Centres is 
achieved and maintained through mutual aid arrangements with neighbouring District 
Councils.  This is particularly relevant to key functional and managerial tasks 
performed by the District Council in each Centre.  The staffing of additional Centres 
should be coordinated from the District Council control centre, as the incident 
escalates, and should continue to be assessed on an ongoing basis.   
 
6.2 Inter-Agency Support  
 
In extreme circumstances, and if the District Council are overwhelmed by multiple 
Centres, the Welfare Coordinating Group can ask Cumbria County Council to help 
coordinate support and assistance to the Centres, principally through the local 
authority Emergency Planning Partnership Agreement. 

 
When coordinated support is requested from the District Council or police to the 
Cumbria County Council Control Centre, the respective Tactical Coordination Group 
should be advised. 

 
The District Council representative at the Welfare Coordinating Group will be pivotal 
in making sure the above process is managed to ensure successful outcomes. 

 
7 RETURNING HOME OR MOVING TO NEW RESIDENCE 
 
When an emergency has passed and if safe to do so, displaced communities may be 
able to return home. Conversely they may move to a new place of residence.  
 
Before people return to their home, ensure:  
 

• Their home and the surrounding area is safe and accessible  
• The journey is safe  

 
Transport may be arranged via the Welfare Coordinating Group.  
 
8 ON GOING SUPPORT FOR DISPLACED COMMUNITIES 
 
People affected by an emergency should be encouraged to register and have their 
needs assessed so they can receive the support they need.  This support may 
include:  
 

• Psychosocial support (see Welfare Coordinating Group)
• Household goods and services (see Offers of Support)
• Financial assistance (see Humanitarian Assistance) and
• Animal welfare (see Animal Welfare). .
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ANNEX A EVACUEE RECEPTION CENTRES –STAFFING 
 
Evacuee Reception Centre Staffing - Statutory Agencies (See Part A Section 1.6 for detail) 

Agency Task Summary of Activities Remarks 

District Council 
 

Evacuee Reception Centre 
Manager 

• Overall managerial responsibility for the building, 
health & safety and facility functions of the 
building 

• Works with the Welfare Support Team Leader to 
manage the Centre 

• Ensure the Centre is managed efficiently 
 

 

Registration  
• Register all evacuees and inputs registration 

data 
 

Supported by voluntary 
agencies  

Housing 

• Represents the local authority on all housing 
related issues 

• Organises provision of overnight accommodation 
for evacuees, if required 

 

Attends the Centre or 
works remotely - based 
on requirements  

Media Liaison 
• Works to the Centre manager to deal with all 

media related issues at the Centre 
 

If required 

Animal Welfare (dog warden) 

• Assists in the welfare of evacuees’ pets 
• Provides facilities for the care and welfare of pets 

within the Centre 
 

If required 

 

  

1 



Cumbria County 
Council 

 

Welfare Support Team Leader  
 

• Responsible for the overall welfare management 
of the Centre. 

• Provide practical and emotional support to 
evacuees 

• Ensure the welfare functions are managed 
effectively 

 

Supported by voluntary 
agencies 

Transport 
 

• Movement of evacuees from nominated 
evacuation assembly points to the Centre 

 

 

Foodservice and Hygiene 
facilities 
 

• Links with Centre manager for the provision of 
foodservice and hygiene facilities 

• Assess and where possible meet the foodservice 
and hygiene needs of people in the Centre 

If Required 
Need to link in with both 
site catering services, 
RVS and Salvation Army 
to ensure community 
needs are met 

 

Cumbria 
Constabulary 

 

Police Family Liaison Officers • Support to those affected by the incident through 
the injury or death of family or friend. 

 

May be present if 
requested 

Security • Support the overall security and safety of staff 
and evacuees in the Centre 
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Cumbria 
Partnership 

Trust 

Community Healthcare and 
Medication 

• Treatment and/or prescriptions 
• Medical support to evacuees and access to 

pharmacy services 
• Establish a first aid post with St John’s 

Ambulance and/or British Red Cross 
 

 

 

NHS England 
Personal monitoring • Provision for the screening of people to identify 

and deal with those who have been 
contaminated 
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1 INTRODUCTION 
 
1.1 Definition of a Survivor Reception Centre 
 
A secure area / premises set up to which survivors of a major or unusual incident, 
who are not requiring acute hospital treatment, can be taken for short-term shelter, 
first aid, documentation, interview and immediate welfare assistance.  
 
Whilst the wellbeing of survivors remains paramount, a Survivor Reception Centre 
would only be established where Cumbria Constabulary have a predominant 
investigatory / identification requirement where they would wish to manage the 
people and processes within the centre. 
 
As such the Survivor Reception Centre will be acquired, established and managed 
by Cumbria Constabulary. 
 
1.2 Key Principle 
 
The Police will initially treat the site of a major incident as a crime scene until known 
otherwise and, as such, all survivors will be potential witnesses.  It is essential that 
the Police speak with each survivor as soon as possible whilst their memories of 
what they saw, heard and felt are still fresh, in order to obtain information that may 
be of significance to the investigation or any subsequent inquiry.  The Police also 
require all survivor details to be forwarded to the Casualty Bureau in order that 
concerned relatives and friends of survivors can be informed that their loved one is 
safe and at the Survivor Reception Centre. 
 
A major incident will generate survivors who do not require hospitalisation but who 
may require immediate care or assistance.  A Survivor Reception Centre also 
ensures that survivors can receive adequate initial welfare support. 
 
Survivors cannot be forced to attend a Survivor Reception Centre; however they 
must be encouraged to do so by responders from all agencies and organisations at 
the scene. 
 
Note:  The Police will encourage all staff, from all agencies working within any of the 
centres and particularly the Survivor Reception Centre, to be vigilant, especially if the 
incident is suspected to be terrorist related:  
 

• Every casualty is a witness…they may also be a suspect; 
• Every survivor is a witness…they may also be a suspect; 
• Or either could be the associate of a suspect. 
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1.3 Objectives 
 
• To provide immediate shelter and place of safety for persons who have 

survived a major incident but do not require hospital treatment.  
 
• To provide initial light refreshments.   
 
• To enable details of survivors to be gathered and maintained in the centre 

for reference; and identification to be made. 
 
• To provide for the wellbeing of the survivors.  This will include advice and 

guidance. 
 
• Protect survivors from media and other intrusion. 

 
A Survivor Reception Centre would only be established where Cumbria 
Constabulary have a predominant investigatory or identification requirement where 
they would wish to control the people and processes within the centre. 
 
It is acknowledged that there are certain types of major incident where there isn’t a 
predominant investigatory or identification requirement but some ‘routine’ Police 
investigation may be likely, e.g. ‘routine’ evacuation following large fire or acetylene 
incident.  In these circumstances existing Evacuee Reception Centre arrangements 
will be utilised to care for individuals affected. 
 
2 ACTIVATION 
 
Shelter should be provided in a communal facility possibly, but not necessarily, a 
pre-nominated Emergency Assistance Centre (Emergency Assistance Centre Plan 
Section 2) for a few hours up to 24 hours, to protect displaced people from the 
potential danger.  

 
The nature, scale and impact of an incident can vary significantly and so the 
following timelines are intended to be indicative.  It should be noted that some 
survivors may already be at or may arrive at the Survivor Reception Centre location 
before the team have had time to prepare. 
 
The need for a Survivor Reception Centre will be identified either by the Police Silver 
Commander coordinating the response or by the Police Senior Investigating Officer. 
 
Police Force Control Room or Tactical Coordinating Group must be told immediately 
once the decision is made to activate a Survivor Reception Centre. 

 
The Police Silver Commander will nominate a suitable location for the establishment 
of the Survivor Reception Centre with advice from a Police Civil Contingencies 
Team.  Where time permits, a Cumbria County Council Duty Officer should also be 
consulted with regards to this. 

 
The selection of a suitable location for the Survivor Reception Centre will depend
upon the environment of the scene and the scale of the incident.  It should be
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established as close to the scene as possible but at a safe distance from it, ideally
within the outer cordon.

 
Section 1.6 of the Emergency Assistance Centre Plan, comprises checklists for the 
various roles involved at the Centre.  The checklists outline the broad roles and 
duties of each agency and should be used as a guide to their role. 
 
3 SECURITY 
 
Cumbria Constabulary will provide security at the Survivor Reception Centre to 
prevent access by unauthorised persons and intrusion.  It may be the case that 
concerned family and friends arrive at the Survivor Reception Centre in search of 
their loved ones.  They may be distressed and feel that they have a right of access 
but they must be directed to the Family and Friends Centre with assurances that 
they will be contacted as soon as possible with regards to the whereabouts of their 
loved one.  
 
4 VOLUNTARY SECTOR ACTIVATION 
 
The initial activation of the voluntary sector to assist, at the Survivor Reception 
Centre will be conducted by Cumbria County Council on behalf of the Police.  
Subsequent resources, for the Centre, need to be addressed in a coordinated 
manner by those statutory organisations managing the Centre. 
 

If further voluntary agency support is required the Centre managers must 
request support through the Welfare Coordinating Group. 

 
At the outset, the statutory organisation managing the Centre must consider the 
need to rotate officers supporting the Centre.   

 
5 CLOSING THE CENTRE 
 
The need for sustained operation of the Survivor Reception Centre will be 
continuously reviewed by Cumbria Constabulary in consultation with the Welfare 
Coordinating Group, if they have been activated.  

 
At the point where Cumbria Constabulary no longer have an investigatory 
requirement where they would wish to manage the people and processes within the 
centre, as per the definition in Section 1, the Survivor Reception Centre will no 
longer be needed. 
 
If no further medium term welfare assistance is required, e.g. all survivors have left 
the Survivor Reception Centre to return home, continue journey etc, the Emergency 
Assistance Centre Manager should manage the departure from and closure of the 
Survivor Reception Centre. 
 
If further medium term welfare assistance is required, e.g. survivors are also
evacuees; onward travel arrangements required etc, the Welfare Coordinating Group
(if not by activated Cumbria County Council and the local District Council) will take
responsibility for managing and funding this.
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Long term humanitarian assistance will be delivered through a Humanitarian
Assistance Centre (see Section 3: Humanitarian Assistance).
 
Once the decision has been made to close the Survivor Reception Centre, the 
Tactical Coordinating Group must be informed as the responsibility for coordinating 
the provision of ongoing humanitarian assistance will fall to this group initially and 
subsequently to the Recovery Coordinating Group. 
 
An Evacuee Reception Centre may follow on from a Survivor Reception Centre after 
this facility has been closed down, or it may take the form of an advice, ‘drop in’ or 
‘day’ centre, when an overnight stay is not required.  
 
 
.
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ANNEX A SURVIVOR RECEPTION CENTRES –STAFFING 
 
Survivor Reception Centre Staffing – Statutory Agencies (See Part A Section 1.6 for detail) 

Agency Task Summary of Activities Remarks 

Cumbria 
Constabulary 

 

Survivor Reception Centre 
Manager 

• Responsible for the overall management of the 
Centre, from the ‘investigation’ perspective 

• Overall managerial responsibility for the Centre 
• Works with the local authority staff to manage 

the Centre 
• Security of the Centre 
• Registration 

Lead agency 

Media Liaison • Works to the Centre manager to deal with all 
media related issues at the Centre 

Works with the District 
Council Media Liaison if 
present 

 

District Council 
 

Housing • May represent the District Council at the Survivor 
Reception Centre 

• Organises provision of overnight accommodation 
for survivors, if required 

If required 

Media Liaison • Represents the local authority at the Centre If required 
Works with the Police 
Media Liaison 

 

County Council 
 

Welfare Support • Responsible for the welfare management of the 
Centre, from the ‘welfare’ perspective.   

• Provide practical and emotional support to 
Survivors. 

• Assists the Police according to Police priorities 

Supported by voluntary 
agencies 

Transport • Movement of survivors from given collection 
points to the Centre 
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NWAS North West Ambulance 
Service 

• Triage of survivors 
• First aid 

 

 

Cumbria 
Partnership 

NHS 
Foundation 

Trust 

Community Healthcare and 
Medication 

• Treatment and/or prescriptions 
• Medical support to survivors and access to 

pharmacy services 
• Establish a first aid post with St John’s 

Ambulance and/or British Red Cross 
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1 INTRODUCTION 
 
1.1 Foreword from British Red Cross 
 
Most emergencies involve people and the degree to which this affects them will vary.  
Their homes may have been flooded or they may have been injured or uninjured 
survivors of a major incident or terrorist incident.  Whatever has happened, their lives 
have been changed in a way that was completely unforeseen by them.  They need to 
adjust to that dramatic change and there is much evidence to show that relevant and 
appropriate support and help offered at an early stage assists in their psychological 
recovery. 
 
The adjustments they have to make to cope with the often devastating 
consequences of their involvement start in the immediate aftermath.  The 
arrangements that are planned for Emergency Assistance Centres and a 
Humanitarian Assistance Centre are hugely important to enable safe and timely 
support to be given.  The way in which those affected experience these Centres can 
have a significant impact on their future recovery. 
 
So it is vital that the staff and volunteers who are part of that provision understand 
how crucial their interaction with those affected can be.  An understanding approach, 
maintained despite other pressures, and made with genuine concern for the position 
of those affected will do much to set them on a positive path towards a good 
recovery. 
 
Judi Evans  
Operations Director (North East and Cumbria) 
British Red Cross 
 
1.2 Definition of a Humanitarian Assistance Centre 
 
A secure area / premises set up to which anyone involved in a major or unusual 
incident, can go to access longer term support and assistance.   

As such the Humanitarian Assistance Centre will be acquired, established and 
managed by Cumbria County Council. 

 
1.3 Key Principle 
 
The Humanitarian Assistance Centre should be seen as a facility where bereaved 
families, survivors and anyone else affected by the incident can receive information 
and appropriate support from all the relevant agencies without the need for 
immediate referral elsewhere.   

 
A Humanitarian Assistance Centre should not be confused with other facilities that 
are implemented during an incident.  This is essentially a one stop shop to enable 
families and survivors to make informed choices according to their specific needs. 
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The support will inevitably take various forms and may require the provision of a
wide range of services.  Different emergencies will require different types of
Humanitarian Assistance Centres.  In some cases, depending upon the facilities
available and the support required from a Humanitarian Assistance Centre, it may be
possible to develop initial Emergency Assistance Centres into a fully functioning
Humanitarian Assistance Centre by adding a greater range of services on the same
site.  In some instances, the most appropriate response might be the provision of a
more virtual solution in the form of a helpline and website, rather than a physical
centre.
 
1.4 Objectives 

 
• Enable those affected to gain as much information as is currently 

available about missing family members and friends 
 

• Enable the gathering of mass forensic samples in a timely manner, which 
enhances the ability to identify loved ones quickly 

 
• Offer access to a range of facilities that will allow families and survivors to 

make informed choices according to their needs 
 

• Ensure a seamless multi-agency approach to humanitarian assistance in 
emergencies that will minimise duplication 

 
• Assist responders to ensure that bereaved families, survivors and relevant 

communities receive professional advice and assistance which is 
coordinated, consistent and clear, meets the needs of the individual and is 
offered in a sensitive and compassionate manner. 

 
2 ACTIVATION 

 
2.1 Agency Activation 

 
The Strategic or Tactical Coordinating Group, having considered the potential scale 
of the incident in discussion with the Welfare Coordinating Group, will determine the 
need to set up the Humanitarian Assistance Centre.  They will also identify exactly 
where the Humanitarian Assistance Centre fits within the overall response to the 
incident.  

 
The Humanitarian Assistance Centre should only become operational when it is 
adequately staffed and equipped to fulfil its required functions.  A Management 
Group should be set up to undertake operational management of the centre.  
Membership will depend upon the implications of the specific incident and attending 
agencies. 
 
It is important to note that it is the responsibility of the Local Authority to take the lead
in identifying the premises and establishing the Humanitarian Assistance Centre .
Where an Emergency Assistance Centre has been established in the acute phase of
the response to meet the immediate needs of the emergency, the Welfare
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Coordinating Group will need to consider the arrangements to migrate from these
temporary facilities to the longer term Humanitarian Assistance Centre so that
seamless support is provided.
 
Section 1.6 of the Emergency Assistance Centre Plan comprises checklists for the 
various roles involved at the Centre.  The checklists outline the broad roles and 
duties of each agency and should be used as a guide to their role. 
 
It is noted that the agencies attending a Humanitarian Assistance Centre can be 
wide ranging and depend greatly on the nature of the incident.  Some areas for 
consideration can be found in Annex B. 
 
2.2 Community Activation 
 
The Area Support Teams/Operational Teams may have links to local community 
leaders in each area and will be working with communities who may already have 
plans to establish their own Humanitarian Assistance Centre.  Details of these 
should be found through the Recovery Coordinating Group or Welfare Coordinating 
Group. 
 
2.3 Venue 
 
The venue for a Humanitarian Assistance Centre is dependent on the community 
need, location and geography and they will often happen holistically. 
 
Churches Together in Cumbria have carried out extensive work identifying 
appropriate venues for community use following an emergency.  Further details on 
each potential venue can be provided.  
 
2.4 Virtual Humanitarian Assistance Centre 
 
A Humanitarian Assistance Centre must be to meet the specific needs of people 
affected by the incident and must be flexible to the needs of different incidents.  
Consideration should be given to how to get the information to those affected, whilst 
not always expecting people to travel to the support centre. 
 
A virtual Humanitarian Assistance Centre will take the form of a website and or 
helpline and will provide access to the services that are available in the physical 
Humanitarian Assistance Centre building.  The management group will decide during 
each incident the most appropriate services to activate. 
 
Each time a physical Humanitarian Assistance Centre is opened, virtual 
Humanitarian Assistance Centre services should also be considered.  The Recovery 
Coordinating Group may decide it is not appropriate to open a physical building, then 
a virtual Humanitarian Assistance Centre may only be activated.  The activation for a 
virtual Humanitarian Assistance Centre follows the same process for a physical 
building. 
 
A Humanitarian Assistance Centre website would need to be established to provide
the necessary information and virtual support network.  If a physical Humanitarian
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Assistance Centre is also operating, then the website must have the same up-to-
date information to ensure consistency.
 
There is no definitive list of what should be included in the website.  However, 
consideration should be given to the following: 
 

• Address, and map, opening times of a physical Humanitarian Assistance 
Centre (if one has been opened).  

• List of facilities and services available at the physical Humanitarian 
Assistance Centre, including a list of organisations present, and a brief 
description of their role in a Humanitarian Assistance Centre.  

• Contact details and relevant information from organisations involved with 
the Humanitarian response.  

• The phone numbers of any helplines available.  
• Digital copies of any leaflets/literature available at the Humanitarian 

Assistance Centre.  
• A secure area for any “Survivors Groups” or similar that may have formed 

- this could use a ‘discussion board’ format.  
 
2.5 Helplines  
 
Before any helpline is set up consultation should take place with the police to ensure 
there is no confusion over where people report information that may be relevant to 
the police investigation.    
 
To prevent Local Authority contact numbers being overwhelmed by those affected by 
the incident requesting information, consideration should be given to issuing a 
separate helpline number as part of the virtual Humanitarian Assistance Centre 
services.  
 
This service could provide general information regarding the Humanitarian 
Assistance Centre (opening times / location).  It would also provide access to 
information and services supplied by the agencies present in a physical 
Humanitarian Assistance Centre.  It is important that there is an option to talk to 
somebody in person.   
 
The helpline is not established to provide a counselling service.  
 
In many cases, the virtual aspects of the Humanitarian Assistance Centre will 
continue to run after the physical centre has closed down.  However, the services 
offered will be gradually scaled down over time (such as closing down of helplines). 
 
3 VOLUNTARY SECTOR ACTIVATION 
 
The initial activation of the voluntary sector to assist, at the Humanitarian Assistance
Centre will be conducted by Cumbria County Council.  Subsequent resources, for
the Centre, need to be addressed in a coordinated manner by those statutory
organisations managing the Centre.
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If further voluntary agency support is required the Centre managers must 

request support through the Welfare Coordinating Group or Recovery 
Welfare Sub Group. 

 
At the outset, the statutory organisation managing the Centre must consider the 
need to rotate officers supporting the Centre.   
 
4 CLOSING THE CENTRE 
 
The need for sustained operation of the Humanitarian Assistance Centre will be 
continuously reviewed by Cumbria County Council in consultation with the Welfare 
Coordinating Group or Recovery Welfare Sub Group.  
 
The Recovery Coordinating Group should take the decision on closure and future 
service provision based upon the advice of the Welfare Coordinating Group or 
Recovery Welfare Sub Group Chair and the exit strategy established.  
  
The decision to close should be based upon whether or not the Humanitarian 
Assistance Centre has achieved the objective and purpose agreed at the outset.  
The possibility of a phased closure or eventually moving the location to smaller 
premises should be decided after considering the nature and circumstances of the 
incident.  
 
Local Authorities must consider what resources they can make available in the 
longer-term recovery period to facilitate additional follow-up support (help lines, 
support groups etc) and to contribute to memorials and anniversaries.  The 
possibility of a phased closure or moving the location of the Humanitarian Assistance 
Centre in due course to smaller premises should be considered.  The nature and 
circumstances of an individual emergency should determine whether these are 
appropriate measures.  
 
It is important to involve all partners in plans for closure.  As the Humanitarian 
Assistance Centre closes, it is likely that the personal details of the people affected 
will need to be passed to a successor support service at local, regional or national 
level.  Many other decisions will also have to be made, such as agreements about 
ongoing service provisions and the future use of any furniture.  
.
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ANNEX A HUMANITARIAN ASSISTANCE CENTRE –STAFFING
 

Please note that the staffing for a Humanitarian Assistance Centre the roles and requirements are far reaching and will be driven by the 
location, type and severity of the incident. 

Humanitarian Assistance Centre Staffing - Statutory Agencies (See Part A Section 1.6 for detail) 
Agency Task Summary of Activities Remarks 

Cumbria County 
Council 

 

Welfare Support Team Leader  
 

• Responsible for the overall management of the 
Centre. 

• Provide practical and emotional support to 
visitors 

• Ensure the welfare functions are managed 
effectively 

 

Lead Agency 
 
Supported by voluntary 
agencies 

Media Liaison • Works to the Recovery Welfare Sub Group to 
deal with all media related issues at the Centre 

 

 

Facilities 
 

• Links with site manager for the provision of 
facilities 

 

 

 
 

Cumbria 
Constabulary 

 

Security • Support the overall security and safety of staff 
and visitors in the Centre 
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ANNEX B SERVICES TO CONSIDER FOR A HUMANITARIAN ASSISTANCE
CENTRE
 
 
The Humanitarian Assistance Centre must only be opened when it is adequately 
staffed and equipped to fulfil its designated function.  Effective communication with 
victims, families and the public must be central to the operation to avoid chaos and 
confusion at the outset. 
 
The following issues require consideration: 
 

• Rapid and appropriate appointment of a Facilities Manager 
• If necessary (depending upon the venue), identification of building, 

flooring and electrical contractors for the provision of essential services to 
the facility 

• Ensuring access to computers, (with internet access), televisions and 
telephone lines/coverage for mobile phones 

• Provision of essential office equipment, including photocopiers and fax 
machines, plus lockable filing facilities to ensure confidentiality of 
individuals personal information 

• Provision of mobile phones for use within the Humanitarian Assistance 
Centre  

• Provision of furnishings including pictures, bins, notice boards etc 
• Provision and management of appropriate Fire Safety equipment 
• Provision of appropriate and lawful signage 
• Appropriate arrangements for cleaning of the venue 
• Provision and management of robust security arrangements 
• Provision of car parking and accessibility to public transport 
• Creation and/or awareness of evacuation plans for the venue 
• All venues must be accessible to people with disabilities and people with 

sensory impairment.  They must also be ‘child friendly’ as families may 
bring children with them.  This should include a nappy changing area and 
a play area for children. 
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1 INTRODUCTION 
 
1.1 Definition of a Friends and Family Centre 
 

Premises established for the purpose of gathering together friends and relatives of 
people potentially involved in the incident until they are repatriated with, or know the 
whereabouts of their loved one.  

For the purpose of this plan the term FAMILY refers to partners, parents, siblings, 
children, guardians, carers, friends and others who may have a direct close 
relationship with the missing, injured or deceased person.  It is important to 
recognise the potentially wide variations of the ‘family’ which can be influenced by 
culture, lifestyle and by preference. 

Responsibility for acquiring, establishing, managing and funding a Friends and 
Family Centre (in line with the definition above) lies with the Cumbria Constabulary. 

 
1.2 Key Principle 
 
A major incident which leads to deaths, serious injury and significant media coverage 
may all lead to the need to manage friends and family arriving at scene.  A Friends 
and Family Centre ensures that these people are protected from the media and 
given adequate initial welfare support. 
 
Friends and family cannot be forced to attend a Friends and Family Centre; however 
they must be encouraged to do so by responders from all agencies and 
organisations at the scene. 
 
1.3 Objectives 

 
• To provide family and friends with a dedicated safe place to gather away 

from the media. 
 
• To provide initial light refreshments.   
 
• To provide for the wellbeing of friends and family.  This will include 

emotional support, advice and guidance. 
 
• To provide a venue for family and friends to be given accurate and up to 

date information from the police. 
 
• Protect friends and family from media and other intrusion. 
 
• Collection of data, such as contact details and additional information, to 

assist the police in identification of those involved in the incident. 
 

A Friends and Family Centre would only be established where Cumbria
Constabulary have identified a need either at the scene or other linked site.
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2 ACTIVATION 
 
The nature, scale and impact of an incident can vary significantly and so the 
following timelines are intended to be indicative.  It should be noted that some 
friends and family may already be at or may arrive at the Friends and Family Centre 
location before the team have had time to prepare. 
 
The need for a Friends and Family Centre will be identified either by the Police Silver 
Commander coordinating the response or by the Tactical Coordinating Group. 
 
Police Force Control Room or Tactical Coordinating Group must be told immediately 
once the decision is made to activate a Friends and Family Reception Centre. 
 
The Police Silver Commander or Tactical Coordinating Group will nominate a 
suitable location for the establishment of the Friends and Family Centre with advice 
from a Police Civil Contingencies Team or Cumbria County Council Duty Officer. 
 
The selection of a suitable location for the Friends and Family Centre will depend 
upon the environment of the scene and the scale of the incident.  It should be 
established in the vicinity of the scene but at an appropriate distance from the scene 
and any Survivor Reception Centres  
 
Section 1.6 of the Emergency Assistance Centre Plan, comprises checklists for the 
various roles involved at the Centre.  The checklists outline the broad roles and 
duties of each agency and should be used as a guide to their role. 
 
3 SECURITY 
 
Cumbria Constabulary will provide security at the Friends and Family Reception 
Centre to prevent access by unauthorised persons and intrusion.  It may be the case 
that concerned family and friends arrive at the Survivor Reception Centre in search 
of their loved ones.  They may be distressed and feel that they have a right of access 
but they must be directed to the Family and Friends Centre with assurances that 
they will be contacted as soon as possible with regards to the whereabouts of their 
loved one.  
 
4 VOLUNTARY SECTOR ACTIVATION 
 
The initial activation of the voluntary sector to assist, at the Friends and Family 
Centre will be conducted by Cumbria County Council on behalf of the Police.  
Subsequent resources, for the Centre, need to be addressed in a coordinated 
manner by those statutory organisations managing the Centre. 
 

If further voluntary agency support is required the Centre managers must 
request support through the Welfare Coordinating Group. 

 
At the outset, the statutory organisation managing the Centre must consider the
need to rotate officers supporting the Centre.
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5 CLOSING THE CENTRE 
 
The need for sustained operation of the Friends and Family Centre will be 
continuously reviewed by Cumbria Constabulary in consultation with the Welfare 
Coordinating Group, if they have been activated.  
 
At the point where Cumbria Constabulary no longer feel they have a requirement 
where they would wish to lead on the support and liaison for friends and family a 
Friends and Family Centre will no longer be needed. 
 
If no further medium term welfare assistance is required, e.g. all friends and family 
have left the Friends and Family Centre to return home, the Emergency Assistance 
Centre Manager should manage the departure from and closure of the Friends and 
Family Centre. 
 
If further medium term welfare assistance is required the Welfare Coordinating 
Group (if not activated by Cumbria County Council and the local District Council) will 
take responsibility for managing and funding this.  
 
Long term humanitarian assistance will be delivered through a Humanitarian 
Assistance Centre (see Section 3: Humanitarian Assistance Centre Plan). 
 
Once the decision has been made to close the Friends and Family Centre, the 
Tactical Coordinating Group must be informed as the responsibility for coordinating 
the provision of ongoing humanitarian assistance will fall to this group initially and 
subsequently to the Recovery Coordinating Group. 
 
A Humanitarian Assistance Centre may follow on from a Friends and Family Centre 
after this facility has been closed down, or it may take the form of an advice, ‘drop in’ 
or ‘day’ centre.  
.
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ANNEX A FRIENDS AND FAMILY CENTRES –STAFFING 
 
Friends and Family Centre Staffing – Statutory Agencies (See Part A Section 1.6 for detail) 

Agency Task Summary of Activities Remarks 

Cumbria 
Constabulary 

 

Friends And Family Centre 
Manager 

• Responsible for the overall management of the 
Centre, from the support perspective 

• Overall managerial responsibility for the Centre 
• Works with the local authority staff to manage 

the Centre 
• Security of the Centre 
• Registration 
 

Lead agency 

Welfare Support - Police 
Family Liaison Officers 

• Support to those affected by the incident 
through the injury or death of family or friend. 

• Lead of welfare response. 
 

Lead agency 

Media Liaison • Works to the Centre manager to deal with all 
media related issues at the Centre 

Works with the District 
Council Media Liaison if 
present 

 

District Council 
 

Housing • May represent the District Council at the Friends 
and Family Reception Centre 

• Coordinates overnight accommodation for 
Friends And Family Centre, if required 

 

If required 

Media Liaison • Represents the local authority at the Centre If required 
Works with the Police 
Media Liaison 
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County Council 
 

Welfare Support • Supports the police in the welfare management 
of the Centre.   

• Provide practical and emotional support to 
Friends and Family Centre. 

• Assists the Police according to Police priorities 
 

Supported by voluntary 
agencies 

 

Cumbria 
Partnership 

NHS 
Foundation 

Trust 

Community Healthcare and 
Medication 

• Treatment and/or prescriptions 
• Medical support to Friends and Family and 

access to pharmacy services 
• Establish a first aid post with St John’s 

Ambulance and/or British Red Cross 
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1 INTRODUCTION 
 
1.1 Definition of a Vulnerable Person 
 
There are many different definitions of vulnerability.  The plan considers vulnerable 
people as those ‘that are less able to help themselves in the circumstances of an 
emergency’ (Emergency Preparedness – Guidance on Part 1 of the Civil 
Contingencies). 
 
In the context of an emergency, it must be recognised that vulnerability is situation 
specific.  People who may not normally be considered vulnerable can become 
vulnerable due to the consequences of a particular emergency.  However, many pre-
existing conditions may make people more vulnerable.  This plan initially 
concentrates on those people that responders already know as vulnerable. 
 
 
 
1.2 Key Principle 
 
This plan sets out the operational framework for how organisations will work together 
to align a response to meet the needs of vulnerable people in the planning, response 
and recovery phases of an emergency.  It also establishes how the public will be 
asked to alert professional partners to identify unsupported needs, to enable efficient 
multi-agency working, planning and response.  
 
This Plan is in line with the Emergency Assistance Centre Plan, where there may be 
vulnerable persons whose welfare needs to be assessed and managed within those 
centres. 
 
The plan intends to signpost users to other resources, plans and guidance for 
incidents where Emergency Assistance Centres are not the focal point or the 
vulnerable persons are based at a specific site, such as a care home. 
 
2 VULNERABLE PERSONS 
 
There is no single definition of who is a vulnerable person in this context.  However, 
for the purpose of this document it is possible to use four different groupings 
together:  
 
2.1 Pre-identified Vulnerable Groups (Sensitive Sites) 
 
Pre identified vulnerable groups are groups of vulnerable people who are known and 
can be identified during the planning process.  These will include schools and other 
educational establishments, nurseries and early years’ settings, care homes, 
hospitals, children’s homes, hostels and similar types of premises.  
 
2.2 ‘Known’ Vulnerable Individuals  
 
‘Known’ defines the individual known as a service user of the Health or Local
Authority or Voluntary Sector services.  It is not possible to identify lists of vulnerable

3



individuals prior to any incident, as this list will change frequently.  However, this plan
establishes a process by which this information can be accessed in an emergency.
 
2.3 Vulnerable Due to the Incident Type  
 
There will also be a proportion of people who will become vulnerable purely by the 
nature of that incident.  This would include people who are normally independent but 
due to the nature of the incident have become vulnerable.  It is therefore important 
that specific emergency plans identify and document, through dynamic risk 
assessment, what it is about that incident type that could make people vulnerable.  
 
2.4 ‘Unknown’ Vulnerable People  
 
This last category defines vulnerable people who are not normally in contact with 
Authorities.  It may be that they receive informal care from a friend or relative or that 
they are able to live a relatively independent life through an informal support 
network.  
 
This may also include people who are vulnerable but choose not to be documented 
as such, homeless people, and visitors to the area including itinerant rough sleepers  
 
3 INFORMATION SHARING AND INTELLIGENCE GATHERING 
 
Cumbria Resilience Forum has an Information Sharing Protocol, which includes 
details on how data can assist the identification of known vulnerable people. 
 
The gathering of intelligence can be challenging but in many circumstances 
vulnerability will be assessed and highlighted by responders who come into contact 
with community members or who have personal knowledge of the community. 
 
3.1 Emergency Assistance Centres 
 
Evacuee Reception Centres, Survivor Reception Centres, Friends and Family 
Centres and Humanitarian Assistance Centres have a welfare presence or contact 
and any concerns regarding an individual should be reported directly to the Welfare 
Support Team Lead.  Any notes on the Registration System remain confidential and 
can be extracted as a report for the Welfare Support Team Leader. 
 
Responder Welfare Centres do not have a dedicated Welfare Support Team, but 
details on agencies welfare can be found in the Responder Welfare and Well Being 
Section of this Plan. 
 
3.2 Identified at Scene 
 
Responders working at the scene (such as Blue Light Agencies) are often the first 
contact with those involved in an emergency.  As a very stressful environment it can 
be difficult to identify those who need additional support due to vulnerability, but 
support should be requested to ensure appropriate action is taken.  
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Identification should be logged and efficient transfer to an appropriate place of safety
(such as Emergency Assistance Centre) should be prioritised for these individuals,
preferably with a companion.
 
Welfare staff may be at scene but this can depend on the speed and nature of the 
incident. 
 
3.3 Externally Identified Vulnerable People 
 
Externally Identified Vulnerable People can be from a large number of sources such 
as care agencies, care staff, mental health services, voluntary sector or communities 
through formal Community Emergency Plans.  These representatives are often well 
placed to share information regarding potentially vulnerable people within their own 
communities or areas of work.  
 
Situational awareness and agency contacts will be used by the Welfare Coordinating 
Group to issue a dedicated telephone number for the reporting of issues concerning 
vulnerable people in non-life threatening situations. 
 
4 CHILDREN 
 
Children are key members of the local community and as a re group are not 
identified as vulnerable if accompanied by partners, guardians or carers.  However 
unaccompanied children need to be cared for by relevant authorities and it is key 
that these are identified as quickly as possible.  Anyone working directly with 
unaccompanied children is required to have a DBS check. 
 
Children can often respond differently to adults in emergencies or when faced with 
uncertainty.  Annex A is a Helping Children Cope in Emergencies leaflet by Save the 
Children.  Responders working with children should identify potential issues and also 
where additional intervention by the Welfare Support Team is required. 
 
Preventative measures can be taken by the Emergency Assistance Centre Manager 
and Welfare Support Team such as: 
 

• Dedicated area for children to enable them to undertake activities and be 
removed from areas of tension. 

• Activities and entertainment with whatever facilities are available. 
• Given an opportunity to talk and share. 
• Older children can be given small tasks, such as helping with information 

sharing. 
 

5 DISABILITIES AND MENTAL HEALTH 
 
It is a fundamental principle in the modern world that both people with a disability
(including those people who have a limiting illness) and those suffering from mental
health crisis should be given the opportunity to participate in modern society with as
few impediments as possible.  There is no justification for relaxing this principle when
emergencies and disasters occur.
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There is no register of people with a disability and with a large percentage of 
disabilities being invisible it is important that intelligence is gathered through 
registration and conversations with people. 
 
It is also important to note that not all disabled people or those suffering from mental 
health crisis are vulnerable in an emergency; it is very dependent on the nature, 
severity and duration of the incident. 
 
Legislation exists to ensure that members of the community with disabilities are not 
discriminated against in an emergency; more detail: 
 
 “VERONA CHARTER” on the rescue of persons with disabilities in case of disasters 
http://internazionali.ulss20.verona.it/docs/projects/rdd/veronacharter.pdf 
 
Disability Discrimination Act 1995 
http://www.legislation.gov.uk/ukpga/1995/50/contents 
 
6 EVACUATION TO TEMPORARY SHELTER 
 
6.1 Pre-identified Vulnerable Groups (Sensitive Sites) 
 
These will include schools and other educational establishments, nurseries and early 
years’ settings, care homes, hospitals, children’s homes, sheltered housing, hostels 
and similar types of premises.  It is anticipated that many of these sites will have 
plans for evacuation as part of their Health and Safety or Business Continuity Plans. 
However there can be circumstances that lead to the need to assist sensitive sites 
with evacuation arrangements. 
 
Schools and childcare facilities should be evacuated to a dedicated Evacuee 
Reception Centre with the school staff; on-going support should then be coordinated 
through the Welfare Support Team. 
 
When evacuating vulnerable people from Nursing and Care Homes the following 
issues need to be considered to ensure they are placed in a suitable environment:  
 

• Their level of dependency.  
• Any specialist equipment required to manage their care like pressure 

relieving equipment, hoists, wheelchairs and nebulisers etc.  
• Their ongoing clinical needs i.e. are they on insulin, oxygen etc.  
• Their mental state, as this may be exacerbated when vulnerable people 

are moved to a new environment.  
• Whether moving a vulnerable person changes their level of needs, 

resulting in them requiring additional health and social care support. 
 
Suitable environments will normally include other care homes or facilities, local
healthcare centres or hospitals.  Every effort should be made to ensure care home
residents are not placed in Evacuee Reception Centres; which is a last resort.  The
Welfare Coordinating Group will lead on the options available.  Transport
considerations will also be coordinated by the Welfare Coordinating Group.
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Please note that in some circumstances, such as individuals with very high needs or 
who require specialist equipment, an individual risk assessment should be carried 
out to identify if evacuation is the most appropriate countermeasure. 
 
6.2 ‘Known’ Vulnerable Individuals  
 
‘Known’ defines the individual known as a service user of the Health or Local 
Authority or Voluntary Sector services.  
 
Any list that is drawn together should be shared with the agency leading on the door 
knocking to identify those properties which should be prioritised or require additional 
support. 
 
When evacuating vulnerable people the following issues need to be considered to 
ensure they are placed in a suitable environment:  
 

• Their level of dependency.  
• Any specialist equipment required to manage their care. 
• Their ongoing clinical needs i.e. are they on insulin, oxygen etc.  
• Their mental state, as this may be exacerbated when vulnerable people 

are moved to a new environment.  
• Whether moving a vulnerable person changes their level of needs, 

resulting in them requiring additional health and social care support. 
 
Suitable environments will normally include the nearest Evacuee Reception Centre 
for assessment by the Welfare Support Team; however responders may want to 
consider care homes or facilities, local healthcare centres or hospitals in liaison with 
the Welfare Coordinating Group who will lead on the options available. 
 
Please note that in some circumstances, such as individuals who may pose a risk to 
others (such as drug dependency) an individual risk assessment with the relevant 
agencies (such as the police) should be carried out to identify a suitable place of 
safety. 
 
6.3 Vulnerable Due to the Incident Type  
 
There will also be a proportion of people who will become vulnerable purely by the 
nature of that incident.  
 
Suitable environments will normally include the nearest Evacuee Reception Centre 
for assessment by the Welfare Support Team; however responders may want to 
consider care homes or facilities, local healthcare centres or hospitals in liaison with 
the Welfare Coordinating Group who will lead on the options available. 
 
6.4  ‘Unknown’ Vulnerable People  
 
This last category defines vulnerable people who are not normally in contact with 
Authorities.  
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Suitable environments will normally include the nearest Evacuee Reception Centre
for assessment and to be supported by the Welfare Support Team.
 
7 SHELTERING IN SITU 
 
There will be times when sheltering-in-situ is the best option.  On those occasions 
advice should be given to the public via various means to shelter within their place of 
work, home or other type of premises 
 
7.1 Pre-identified Vulnerable Groups (Sensitive Sites) 
 
These will include schools and other educational establishments, nurseries and early 
years’ settings, care homes, hospitals, children’s homes, hostels and similar types of 
premises.  Schools and childcare facilities can shelter in situ with the support of the 
school staff, for a short period of time.  However schools do not have 
accommodation facilities and on-going support should then be coordinated through 
the Welfare Support Team. 
 
Nursing and Care Homes are suitable for shelter in situ as accommodation facilities. 
However support may be sought with provision of food, medication and relief staff. 
This support will be coordinated through the Welfare Coordinating Group. 
 
7.2 ‘Known’ Vulnerable Individuals 
 
‘Known’ defines the individual known as a service user of the Health Authority, Local 
Authority, Voluntary Sector services or other agencies appropriate data source.  
 
Any list that is drawn together should be shared with the Welfare Coordinating Group 
and these properties should be prioritised for additional support. 
 
The length of time vulnerable individuals can shelter in situ for will depend on:  
 

• Their level of dependency.  
• Any specialist equipment required to manage their care. 
• Their ongoing clinical needs i.e. are they on insulin, oxygen etc.  
• Their mental state, as this may be exacerbated during sheltering and loss 

of routine. . 
 
The Welfare Coordinating Group will lead on the media message and the 
establishment of a helpline. 
 
The decision to evacuate individuals from shelter into other temporary 
accommodation away from the incident site will need to be made by the Strategic 
Coordinating Group with guidance and intelligence from the Scientific and Technical 
Advice Cell (STAC). 
 
7.3 Vulnerable Due to the Incident Type  
 
There will also be a proportion of people who will become vulnerable purely by the
nature of that incident.
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This vulnerability could develop as part of the need to shelter in their home or other 
environment.  Public Communications should be used to circulate a helpline or point 
of contact to assist with the identification of these individuals and offer support and 
guidance where possible. 
 
The Welfare Coordinating Group will lead on the media message and the 
establishment of a helpline. 
 
The decision to evacuate individuals from shelter into other temporary 
accommodation away from the incident site will need to be made by the Strategic 
Coordinating Group with guidance and intelligence from STAC. 
 
7.4 ‘Unknown’ Vulnerable People  
 
This last category defines vulnerable people who are not normally in contact with 
Authorities.  
 
Public Communications should be used to circulate a helpline or point of contact to 
assist with the identification of these individuals and offer support and guidance 
where possible. 
 
The Welfare Coordinating Group will lead on the media message and the 
establishment of a helpline. 
 
The decision to evacuate individuals from shelter into other temporary 
accommodation away from the incident site will need to be made by the Strategic 
Coordinating Group with guidance and intelligence from STAC. 
 
8 VOLUNTARY SECTOR ACTIVATION 
 
The initial activation of the voluntary sector to assist with vulnerable people at an 
Emergency Assistance Centre will be conducted by Cumbria County Council on 
behalf of the Cumbria Constabulary or District Council.  Subsequent resources, for 
the Centre, need to be addressed in a coordinated manner by those statutory 
organisations managing the Centre. 
 

If further voluntary agency support is required the Centre managers must 
request support through the Welfare Coordinating Group. 

 
At the outset, the statutory organisation managing the Centre must consider the 
need to rotate officers supporting the Centre.   
 
The initial activation of the voluntary sector to assist with vulnerable people in 
activities such as door knocking, evacuation of properties and search and rescue 
may be conducted by Cumbria County Council on behalf of Cumbria Constabulary or 
directly by Cumbria Constabulary.  
 
 
.
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1 INTRODUCTION 
 
1.1 Definition of a Responder Welfare Coordination 
 
Responder Welfare Coordination should ensure anyone from any agency 
involved in the response to a major or unusual incident, can access adequate 
welfare facilities and rest.   

1.2 Key Principle 
 
Emergencies place enormous demands on all involved in the response and recovery 
effort.  Pressure of work may sometimes be sustained over long periods.  Agencies 
need to ensure they look after the physical and psychosocial welfare of staff and 
volunteers.  
 

Objectives 
 
• Coordination of available resources (such as accommodation) to ensure 

adequate access by all responders, including voluntary agencies. 
 

• Develop an understanding of the expectations placed on those 
responding to an incident to take responsibility for their own and 
colleagues’ welfare. 

 
• Establish links with the Welfare Coordination Group and individual agency 

Welfare Officers. 
 

• To set out longer term access to support through the Humanitarian 
Assistance framework. 

 
2 ACTIVATION 
 
2.1 Agency Activation 
 
The Strategic or Tactical Coordinating Group, having considered the potential scale 
of the incident in discussion with the Welfare Coordination Group, will determine the 
need to establish Responder Welfare Coordination.  
 
It is important to note that it is the responsibility of Cumbria Constabulary to take the 
lead in identifying Welfare Officers within organisations and represent Responder 
Welfare Coordination on the Welfare Coordination Group. 
 
3 AGENCY RESPONSIBILITIES 
 
Each agency has overall responsibility for the welfare of their staff and volunteers; 
this includes the welfare of partner agencies from outside the county offering mutual 
aid. 
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At the outset, there is an expectation that any person responding to the incident has
a basic level of personal resilience and preparedness set out in Annex A.
 
At the outset, there is an expectation that any organisation responding to the incident 
has a basic level of preparedness to provide welfare support set out in Annex B. 
 
4 COORDINATION OF RESOURCES 
 
A major or unusual incident that lasts over a significant timeframe often puts 
pressure on available resources such as Responder Welfare Centres, 
accommodation, asset holding areas and coordination space. 
 
It is important that these resources are considered and allocated through the Welfare 
Coordination Group.  Some methods of coordination are set out in Annex C. 
 
5 ON GOING WELFARE SUPPORT FOR RESPONDERS 
 
The Humanitarian Assistance Section (Section 1.3) is equally applicable to 
community members and responders following an incident.  Although many agencies 
have access to internal methods of support it is important that all agencies continue 
to promote Resilience Forum services throughout the Recovery to ensure 
responders have access to the widest possible support. 
 
 
 

 
 
 
 
 
 
 
 
 

Any concerns about any responders (including volunteers) welfare should 
be brought to the attention of the  

Welfare Coordination Group or agency representative 

4 



 
ANNEX A RESPONDER RESILIENCE - EXPECTATIONS 
 
The expectations of those responding to a major or unusual incident on behalf of 
their agency are the following: 
 

• Use the appropriate PPE and equipment made available to you. 
• Have sufficient welfare supplies (changes of clothing, personal hygiene, 

food and water) for eight hours of response. 
• Made their agency aware of accommodation requirements. 
• Have a fully charged mobile phone or other communications device. 
• Have an emergency point of contact within your agency (such as 

manager, coordinator or control room) 
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ANNEX B AGENCY RESILIENCE - EXPECTATIONS 
 
The expectations of those agencies who have staff or volunteers responding to a 
major or unusual incident are the following: 
 

• Appropriate PPE and equipment is made available to all responders. 
• Have arrangements in place to provide welfare supplies (changes of 

clothing, personal hygiene, food and water) within eight hours of the start 
of the incident. 

• Coordinated with the Welfare Coordination Group accommodation 
requirements and selected an organisation to coordinate requests (such 
as Gates Travel). 

• Implement a robust system to ensure contact is maintained with all 
responders. 

• Have methodology for managing rotas, signing in and working hours for 
all responders. 

• Have a robust lone working procedure in place or methodology for not 
allowing lone working. 

• Ensure that your agency has sufficient insurance for all your staff and 
volunteers, and this matches the activities undertaken or risks exposed to. 

• Implement a robust system to ensure a worker has returned to their base 
or home once their task is completed 

• Ensure all responders are trained to undertake tasks allocated. 
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ANNEX C METHODS OF WELFARE COORDINATION AIDE MEMOIRE 
 
The need to coordinate available resources will be dependent on the type and 
duration of the incident however below is an aide memoire for consideration. 
 

• Accommodation 
o Decision on which organisation will coordinate all accommodation 

requirements to reduce agency resource (such as Gates Travel). 
o Identify available buildings for Responder Welfare Centres. 
o Identify bedding supplies (set out in the Emergency Assistance 

Centre Plan Section1.4). 
o Methodology for sharing arrangements. 

 
• Food and Water 

o Awareness of which agencies need additional support. 
o Decision on which organisation will coordinate food provision. 
o Identify available buildings for Responder Welfare Centres or mobile 

locations. 
o Methodology for sharing arrangements. 

 
• Clothing 

o Awareness of which agencies need additional support. 
o Decision on which organisation will coordinate additional clothing 

provision. 
o Identify available buildings for Responder Welfare Centres or mobile 

locations. 
o Methodology for sharing arrangements. 
 

• PPE 
o Awareness of which agencies need additional support. 
o Decision on which organisation will coordinate additional PPE 

provision. 
o Methodology for sharing arrangements. 

 
• Emotional Support 

o Decision on which organisation will coordinate emotional support 
provision. 

o Methodology for sharing arrangements. 
 

• First Aid 
o Awareness of which agencies need additional support. 
o Decision on which organisation will coordinate first aid provision. 
o Identify available buildings for Responder Welfare Centres or mobile 

locations. 
o Methodology for sharing arrangements. 
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1 INTRODUCTION 
 
1.1 Definition of a Responder Welfare Centre 
 
A secure area / premises set up to which anyone from any agency involved in the 
response to a major or unusual incident, can access welfare facilities and rest.   
As such the Responder Welfare Centre will be acquired, established and managed 
by either Cumbria Constabulary or a voluntary agency on behalf of Cumbria 
Constabulary 
 
1.2 Key Principle 
 
Emergencies place enormous demands on all involved in the response and recovery 
effort.  Pressure of work may sometimes be sustained over long periods.  Agencies 
need to ensure they look after the physical and psychosocial welfare of staff and 
volunteers.  
 

Objectives 
 
• Offer access to facilities for preparing and consuming food away from the 

Incident ground. 
 

• Offer access to washing and changing facilities. 
 
• Offer access to rest facilities; especially to provide warmth or prevent 

dehydration. 
 
• Offer medical and first-aid facilities. 
 

2 ACTIVATION 
 
2.1 Agency Activation 
 
The Strategic or Tactical Coordinating Group, having considered the potential scale 
of the incident in discussion with the Welfare Steering Group, will determine the need 
to set up Responder Welfare Centre/s.  
 
It is important to note that it is the responsibility of Cumbria Constabulary to take the 
lead in identifying the premises and establishing the Responder Welfare Centre; 
however it is also identified that the Voluntary Agencies can assist with delivering 
these centres with the support of statutory agencies. 
 
Section 1.6 of the Emergency Assistance Centre Plan, comprises checklists for the 
various roles involved at the Centre.  The checklists outline the broad roles and 
duties of each agency and should be used as a guide to their role. 
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2.2 Community Activation 
 
The Area Support Teams/Operational Teams may have links to local community 
leaders in each area, and will be working with communities who may already have 
plans to establish their own Responder Welfare Centres to support local responders.  
Details of these should be found through the Welfare Steering Group. 
 
2.3 Venue 
 
The venue for a Responder Welfare Centre is dependent on the need, location and 
geography.  Key features of a Responder Welfare Centre can be referenced in 
Annex B. 
 
Churches Together in Cumbria have carried out extensive work identifying 
appropriate venues for community use following an emergency.  Further details on 
each potential venue can be provided.  
 
3 VOLUNTARY SECTOR ACTIVATION 
 
The initial activation of the voluntary sector to assist at the Responder Welfare 
Centre will be conducted by Cumbria County Council.  Subsequent resources, for 
the Centre, need to be addressed in a coordinated manner by those statutory 
organisations managing the Centre. 
 

If further voluntary agency support is required the Centre managers must 
request support through the Welfare Steering Group or Recovery Welfare 

Sub Group. 
 
At the outset, the statutory organisation managing the Centre must consider the 
need to rotate officers supporting the Centre.  

 
4 SUPPORT 
 
A Responder Welfare Centre may be supported by a number of voluntary agencies.  
Additional resources and provisions should be requested through the Welfare 
Steering Group. 
 
It is important that the location and facilities available at the Responder Welfare 
Centre is widely disseminated through the agencies.  Operational Control should 
ensure that all responders are informed about welfare arrangements in whatever 
method is appropriate (announced, visual display, radio communications, briefings 
etc.). 
 
There is not a dedicated Welfare Support Team at a Responder Welfare Centre; 
however personal welfare remains a priority.  
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5 CLOSING THE CENTRE 
 
The need for sustained operation of the Responder Welfare Centre will be 
continuously reviewed by Cumbria Constabulary in consultation with the Welfare 
Steering Group.  
.

Any concerns about any responders (including volunteers) welfare should 
be brought to the attention of the Emergency Assistance Centre Manager. 

Further Support can be obtained by the Emergency Assistance Centre 
Manager through the Welfare Steering Group. 
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ANNEX A RESPONDER WELFARE CENTRE –STAFFING 
 
Please note that for staffing a Responder Welfare Centre the roles and requirements are far reaching and will be driven by the location, 
type and severity of the incident. 
 
Responder Welfare Centre Staffing – Statutory Agencies (See Part A Section 1.6 for detail) 

Agency Task Summary of Activities Remarks 

Cumbria 
Constabulary 

 

Responder Welfare Centre 
Manager 

• Responsible for the overall management of the 
Centre. 

• Overall managerial responsibility for the Centre 
• Works with voluntary agencies to manage the 

Centre 
• Security of the Centre 

Lead agency 

Media Liaison • Works to the Centre manager to deal with all 
media related issues at the Centre 

Works with the District 
Council Media Liaison if 
present 

 

District Council 
 

Media Liaison • Represents the local authority at the Centre If required 
Works with the Police 
Media Liaison 

 
County Council 

 
Welfare Support • Provide practical and emotional support to 

responders. 
Supported by voluntary 
agencies 

 

NWAS North West Ambulance 
Service 

• First aid  

 
 Cumbria 

Partnership NHS 
Foundation Trust 

Community Healthcare and 
Medication 

• Establish a first aid post with St John’s 
Ambulance and/or British Red Cross 

 

 

1 



ANNEX B SERVICES TO CONSIDER FOR A RESPONDER WELFARE CENTRE
 
The following issues require consideration: 
 

• Provision and management of appropriate Fire Safety equipment 
• Appropriate arrangements for cleaning of the venue 
• Provision and management of robust security arrangements 
• Provision of car parking  
• Creation and/or awareness of evacuation plans for the venue 
• Suitable accommodation taking into account both female and male 

facilities. 
• Located within a reasonable travel distance of the incident. 
• If Fire/Police/Ambulance stations are utilised consideration should be 

given to the normal activities such as mobilising and tannoy systems 
impinging on crews resting possibly during daylight hours.  

• Access to suitable shower facilities for both male and female personnel. 
• Provision of suitable meal preparation and consumption facilities. 
• Access to a suitable area for relaxation. 
• Facility to launder or have items of personal clothing laundered. 
• An area where disrobe / decontamination can take place near to the 

entrance of the centre. 
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