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CRITICAL INCIDENT RAPID ACTION CHECK LIST 
 

(precise action will depend on the nature of the incident) 

ENSURE THAT A FULL LOG IS KEPT OF ALL EVENTS, ACTIONS TAKEN AND 
INFORMATION RECEIVED 

RESPOND 

• Activate the Critical Incident Management Team and set up the incident control 
room (ANNEX A) 

• Gather as much data as possible about the incident (ANNEX B) 

• Ensure that all staff and pupils are in a place of safety, whether on or off site 

• Ensure appropriate emergency services have been called 

o fire  

o police  

o ambulance  

• Ensure that all staff and pupils involved in the incident are accounted for  

• Inform appropriate staff (School and Board) and Governors (ANNEX C) 

RECOVER 

- Arrange who will deal with the media, give interviews and prepare press 
statements (ANNEX I) 

- Arrange how parents will be contacted  
- Ensure that there are suitable phones available for outgoing calls  
- Decide if there is a need to contact local community or religious leaders  
- Decide if counselling support is needed  
- Consider, as soon as possible, a schedule for restoring “business as usual” 
- Ensure that there is constant and consistent communication with staff  
- Consider arrangements for school meals and refreshments 
- Consider whether transport arrangements for pupils need to be altered 
- Ensure Critical Incident Management Team members are given refreshments and 

are relieved if incident is prolonged 

 

 

  



 - 3 - 

CRITICAL INCIDENT MANAGEMENT PLAN 

 
CONTENTS: 
 

Section: Title: Page: 

   

 Critical Incident Rapid Action Check List 2 

 Contents 3 

 Update History 3 

1 Introduction 4 

2 Purpose 4 

3 Critical Incidents 4 

4 Scope 5 
5 General Guidelines 5 

6 Guidelines for Dealing with Specific Incidents 6 

7 Administration of the Critical Incident Management Plan 6 

   

   

 ANNEXES:  

   

A Critical Incident Management Team 8 

B Critical Incident Information Sheet 11 

C Key Contact Details 12 

D Critical Incidents ON the School Premises 13 
E Critical Incidents OFF the School Premises 14 

F Critical Incidents with Circumstances Unrelated to the 
School 

15 

G Critical Incidents Involving a Motor Vehicle 16 

H Slower moving Critical Incidents 17 

I Critical Incident Communications Procedure 18 

J Phonetic Alphabet 22 

 
 
 
UPDATE HISTORY 
 

   

   



 - 4 - 

CRITICAL INCIDENT MANAGEMENT PLAN 
 
1. Introduction 
 
1.1 The Board of London Preparatory Schools, Kew House School, Maida Vale School 
and Kew Green Nursery (known as the Gardener Schools Group) is legally responsible 
for ensuring the health, safety and welfare of all pupils, staff and others whether on the 
school sites or engaged in any off-site activity. 
 
1.2. To comply with this important responsibility, effective policies and plans must be 
in place to enable the rapid and effective management of critical incidents. 
 
1.3. This Plan has been developed so that in any critical incident the appropriate 
actions can be taken to respond swiftly and safely, recover in a controlled, managed 
fashion and restore “business as usual” as soon as possible. 
 
2. Purpose 
 
2.1 The purpose of this Plan is to provide some key guidelines for managers dealing 
with a critical incident to ensure that all necessary issues have been addressed and that 
all appropriate actions have been considered. 
 
2.2 The Plan is not intended to cover every possible reaction to all forms of critical 
incident in detail; every incident is different and all those involved must use their 
experience, training and judgement as they see fit at the time.  There is no substitute for 
quick thinking, calm common sense and decisive direction. 
 
3. Critical Incidents 
 
3.1 A “critical incident” is defined as an incident or situation involving trauma, 
fatality or serious injury to an individual or group of individuals, or serious damage 
to property1.  By its very nature such an incident is sudden, unpredictable and outside 
the range of normal human experience.  Such events can be very distressing to pupils 
and staff. 
 
3.2 Infrequently, a serious crisis may affect the School. It can happen on the premises 
or may involve pupils and/or staff when they are away.  Sometimes, a disaster affecting 
the wider community may have a significant effect on the School. 
 

                                                 
1 When dealing with the Police, it should be noted that they use the following definitions: 
Critical Incident: an incident where the effectiveness of the Police response is likely to have a significant 
impact on the confidence of the victim, their family and/or the community. 
Major Incident: any emergency that requires the implementation of special arrangements by one or more 
of the emergency services, the NHS or the local community for: 

• The rescue and transport of a large number of casualties; 

• The involvement either directly or indirectly of large numbers of people; 

• The handling of a large number of enquiries likely to be generated from the public, or 

• The large scale deployment of the combined resources of the emergency services. 
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3.3 Examples of some of the critical incidents that have happened in British schools 
over the last five years include: 

• a fatal stabbing of a secondary age pupil at the end of a school day  

• attempted suicides of staff and pupils on school premises  

• the violent non-accidental death of a whole family with primary age children  

• deaths of pupils as a result of long-term illness  

• the sudden, unexpected death of young teachers  

• the murder of parents of primary age children  

• a serious, accidental injury of a primary age pupil on school premises during the 
school day 

• a sudden fatal accident to a pupil during a school trip  

• a major rail crash adjacent to a school boundary  

• the kidnapping of a primary aged pupil from the school premises 
 
4. Scope 
 
4.1 The scope of this Plan covers: 
 

• Critical incidents that occur ON the School premises 

• Critical incidents that occur OFF the School premises 

• Critical incidents involving staff or pupils that occur under circumstances 
unrelated to the School 

 
5. General Guidelines 
 
5.1 When dealing with any form of critical incident, the three key stages to be 
considered are: 
 

• RESPOND to the incident: contain it, assess it and ensure the ongoing safety of 
pupils, staff and property.  Involve the appropriate emergency services and 
prepare to respond to enquiries from parents and the media.  This is a reactive 
phase in dealing with the incident. 

• RECOVER from the incident by re-establishing control and issuing media 
statements and communications to key contacts, such as Governors, parents and 
staff.  Consider whether counselling of staff and/or pupils is necessary and give 
thought as to how the events will be handled within the whole School community 
over the next few days.  This is a proactive stage of dealing with the incident. 

• RESTORE normal “business as usual” in a controlled fashion, remaining alert to the 
often unpredictable manner in which individuals may react to the incident.  
Reassure and support whilst looking to the future.   
 

5.2 The key steps in dealing with any critical incident are as follows: 
 

• Log all actions, events and communications 

• Activate the Critical Incident Management Team - ANNEX A 

• Set up an incident control room, with appropriate communications 

• Establish what has happened, where and who or what is involved - ANNEX B 
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• Assess and address any continuing risk to safety of people or property 

• Alert other key personnel (emergency services, BSG etc) - ANNEX C 

• Establish a system for handling enquiries and issuing statements – ANNEX I 

• Plan for the recovery phase and restoration of “business as usual” 

• Assess the need for counselling, and sensitive handling of pupils and staff 

• Ensure that those involved in managing the incident receive refreshment and are 
relieved if the incident is prolonged 

 
5.3 The Critical Incident Rapid Action Check List on page 2 of this Plan provides a 
useful aide memoire of immediate actions that should be considered as soon as the 
Critical Incident Management Team is activated. 
 
5.4 All those involved in managing the response to any critical incident must take care 
to avoid speculation and personal interpretation of information received; only evidence 
and facts should be communicated. In particular, only the Headteacher, a Group Director 
or another member of staff nominated by the Headteacher are to have any direct contact 
with the media.  All incoming enquiries from the media are to be passed directly to them 
for action.  A more detailed Critical Incident Communications procedure is at Annex I. 
 
6. Guidelines for Dealing with Specific Incidents 
 
6.1 Once the immediate response phase is over, consideration should be given to the 
issues that may be presented by specific types of incident. The Annexes cover: 
 

• Critical incidents that occur ON the School premises – ANNEX D 

• Critical incidents that occur OFF the School premises – ANNEX E 

• Critical incidents involving staff or pupils that occur under circumstances 
unrelated to the School – ANNEX F 

• Critical incidents that involve a motor vehicle – ANNEX G 

• Slower moving critical incidents, such as a reported case of meningitis or 
pandemic flu outbreak etc. – ANNEX H 

 
7. Administration of the Critical Incident Management Plan 
 
7.1 This Plan is owned by the Director of Estates who is responsible to the Managing 
Director for reviewing it at least annually.  It should also be reviewed following any major 
changes to the Schools or their organisational structure and following analysis of any 
critical incidents that actually occur, including “near misses”. 
 
7.2 The Plan should be exercised as follows: 
 

• Annually, early in the academic year as part of the induction of any new members 
of the Critical Incident Management Team.  A “table top” discussion will suffice. 

• At least every three years a real time, scenario-based exercise should be 
conducted to test all elements of the Plan.
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ANNEX A - CRITICAL INCIDENT MANAGEMENT TEAM 
 
1. Members 
 
1.1 The Critical Incident Management Team comprises: 
 

• Headteacher – in overall charge 

• Director of Estates if on location 

• Deputy Head 

• Head of Upper School 

• Managing Director or another Director if on location 

• Head of Pastoral Care 

• Any Member of SLT 
 
1.2 In the absence of any of the above, the senior person present will confirm if an 
alternative member of staff is required to assist in dealing with the incident. 
 
1.3 Other members of staff may be co-opted to deal with specific issues or if required 
to relieve a team member in the event that the incident is prolonged. 
 
2. Activation of the Critical Incident Management Team 
 
2.1 The Critical Incident Management Team may be activated by any of its members 
on receiving notification that an actual or potential incident has occurred on or off the 
School premises that appears to involve trauma, fatality or serious injury to an individual 
or serious damage to property.  In all cases, the first person to be notified is always to be 
the Headteacher unless he/she is off site when the Deputy Heads are the first to be 
informed. 
 
2.2 Activation will normally take place by word of mouth or telephone and the 
activation instruction is to include the location of the incident control room. 
 
3. Incident Control Room 
 
3.1 The members of the Critical Incident Management Team will establish an incident 
control room in one of the following locations (in order of preference): 
 

• The Headteacher’s Office (and/or School Office if required) 

• Kew House School 6th Form Annex 

• A Ground Floor classroom 
 
3.2 Consideration should also be given to using the dining Room and, if none of the 
above locations are suitable, the Headteacher will nominate an alternative location with 
the necessary communications that is not in a busy area of the School or, if necessary, 
another school in the Group. 
 
4. Responsibilities of the Critical Incident Management Team 
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4.1 The Critical Incident Management Team is directed by the Headteacher, or, in 
their absence, a Director, or one of the Deputy Heads.  It is responsible for: 
 

• Gathering information about the incident 

• Prioritising actions 

• Confirming the requirement of, Annex I – Board Level Intervention 

• Making and communicating appropriate decisions 

• Managing resources and delegating tasks 

• Liaising with emergency services, parents, the media and other key contacts 

• Facilitating the appropriate flow of accurate information (Annex I) 

• Planning the recovery and restoration phases of the incident 
 
4.2 The immediate tasks of the Critical Incident Management Team are summarised in 
the Critical Incident Rapid Action Check List on page 2 of this Plan.  Once these actions 
have been addressed, consideration should be given to issues applicable to specific 
types of critical incident, as described at Annexes D to H. 
 
5. Setting up the Incident Control Room 
 
5.1 In order to meet its responsibilities, the Critical Incident Management Team must 
ensure that the incident control room has sufficient communications, access to 
appropriate data and guidance on how to deal with the incident.  The minimum 
requirement is as follows: 
 

• Communications – access to at least 2 fixed (i.e. non-mobile) telephones, each 
with a separate number.  These may be augmented by personal mobile 
telephones as necessary.  One of the fixed lines should be designated for media 
use and another for use by concerned parents and friends.  These numbers may 
need to be issued to the media and, depending on the nature of the incident, may 
soon prove insufficient so the use of additional lines may need to be considered. 

• Data – access to the School’s IT system in at least 2 different workstations is 
recommended.  At least one station may need to be used to access the personal 
details of pupils and/or staff, including contact details of next of kin. Another may 
be used to monitor national and local news feeds if the incident is likely to be 
widely reported. 

• Guidance – each of the likely control room locations listed at paragraph 3.1 above 
will have a box file, clearly positioned and marked “Critical Incident”, containing 
the following: 

o A copy of the Critical Incident Management Plan 
o Copies of the Critical Incident Information Sheet 
o Pads of blank paper and pens for recording events as they happen 
o Various laminated signs for use in the incident control room 
o Plans of the School site 
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The Deputy Head is responsible for ensuring at the start of each academic term 
that these boxes are in place, clearly identifiable and that they contain the 
contents listed above. 
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ANNEX B - CRITICAL INCIDENT INFORMATION SHEET 
 
Take time to establish the following information as accurately and as quickly as possible; 
key decisions may depend upon it.  Use the back of this form, or blank sheets to record 
additional information. 
 

1 Name of person 
calling 

 

2 Contact 
telephone 
number 

 

3 Location now  
 

4 Incident – what 
happened? 

 

5 Incident – where 
did it take place? 

 

6 Incident – when 
did it take place? 

 

7 Names of those 
involved and 
extent of injuries 

 
 
 
 

8 Names of anyone 
missing 

 
 
 
 

9 Action taken so 
far 

 
 
 
 

10 Current location 
of casualties 

 

11 Are others 
involved safe 
and being 
looked after? 

 

12 What assistance 
is required 
immediately? 

 

13 Have emergency 
services been 
called? 

 

 
Name of person taking the call: 
 
Date and time of call: 
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ANNEX C – KEY CONTACT DETAILS 
 
Note that names and numbers are subject to change at any time – the following 
contact details cannot therefore be guaranteed. 
 
General 
 
Main School Number:  0208 948 5999 (Kew Green Preparatory School)  
 
Critical Incident Management Team 
 

School Head Aidan McLaughlin w:  02089485999  
m:  07890967374 

Deputy Head Kathryn Loh w:  02089485999 
m:  07519436721 

Director of Estates 
 

Andy Ritchie w:  0203 249 7745 
m:  07841 477014 

Estates Coordinator Nesta Mangiantini w:  07596866401 

Estates Manager (E) 
Estates Manager (W) 

Andrew Moody 
Nesta Mangiantini 

M: 07458304366 
M: 07596866401 

School Secretary Grace Gibson w:  02089485999 

School Contact List Deputy Head to call-in (those as necessary) 

 
Other Key Members of Staff 
 

Managing Director Theo Brehony 07956296521 

Director of Education Maria Gardener 07956296521 

Operations Director Jessen Chen 07956296521 

 
External Organisations 
 

Emergency Services 999 

Police (non emergency) 101 

Fire Service (non emergency) 020 8555 1200 

Ambulance (non emergency) 020 7783 2000 

Electricity 0800 783 8866 

Gas 0800 111 999 

Water (supply) 0845 278 0845 
Health and Safety Executive (Incident Contact 
Centre) 

0845 300 99 23 

Alarm Company (Banhams) LPS Schools 020 7627 0344 

Alarm Company (PSI) Kew House School 01582 508 022 

CMS Key Holding  020 7627 0344 

Schindler Lifts 1800 674 674 
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ANNEX D - CRITICAL INCIDENTS ON THE SCHOOL PREMISES 
 
In addition to the general guidelines at paragraph 5 of the Critical Incident Management 
Plan, consider the following: 
 

• Evacuation of buildings using the main fire alarm – this can also be used to initiate 
a roll call to establish whether any pupils or staff are missing. 

• Contacting the Site Manager to identify any contractors and visitors who may be 
on site. 

• Providing a senior staff member at Reception to brief and guide the emergency 
services to the scene of the incident. 

• Preparing Security to prevent unauthorised vehicles accessing the site whilst the 
incident is taking place – but ensure that the entry routes are kept clear for 
emergency vehicles. 

• Advising local authorities if the incident may spread, e.g. during a hazardous 
chemical spillage or major fire. 

• Using School first aiders, medical and nursing staff to attend the scene of the 
incident pending the arrival of the emergency services. 

• If there are likely to be many casualties, consider setting up a temporary Clearing 
Station or mortuary in the school hall. 

• Keeping all onlookers well away from the scene of the incident. 

• Taking all steps necessary to preserve the safety and welfare of those not involved 
in the incident, and to protect further damage to property. 

• Preventing pupils and staff from leaving the premises until everyone has been 
accounted for; this includes the cancellation of all day trips, including sporting 
fixtures, and may involve keeping pupils on site for longer than usual. 

• Keeping staff informed of progress when dealing with the incident. 
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ANNEX E - CRITICAL INCIDENTS OFF THE SCHOOL PREMISES 
 
In addition to the general guidelines at paragraph 5 of the Critical Incident Management 
Plan, consider the following: 
 

• Accuracy of information and good communications with the senior adult at the 
scene are paramount. 

• It is recommended that a dedicated telephone number within the control room is 
passed to the senior adult at the scene. 

• It is essential to establish the names of all pupils and staff who were involved, what 
their injuries are and where they are now.  This should be recorded on the Critical 
Incident Information Sheet (ANNEX B). 

• The senior adult present at the scene should be directed to make a written record 
of what happened as soon as possible. 

• The senior adult present at the scene should, if possible, prevent pupils contacting 
family and friends using their own mobile phones until the School has been 
informed and details of the incident have been passed on. 

• Any change to the situation at the scene (e.g. a casualty being taken to hospital) 
should be reported at once to the School Critical Incident Management Team 
using the dedicated telephone number provided. 

• Can the School provide any assistance to the scene?  This might include additional 
staff if the incident occurred within a few miles of the School, cash, insurance 
details, assistance with booking temporary overnight accommodation and so on. 

• If the incident involved a motor vehicle, then the points at ANNEX G should also 
be considered. 
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ANNEX F - CRITICAL INCIDENTS WITH CIRCUMSTANCES UNRELATED TO THE 
SCHOOL 
 
In addition to the general guidelines at paragraph 5 of the Critical Incident Management 
Plan, consider the following: 
 

• With this type of critical incident there may be little or no immediate action to be 
taken to respond directly to the incident.  The only real actions necessary are likely 
to be dealing with the media, concerned parents and the impact of the incident on 
the emotional welfare of pupils and staff. 

• It may not be necessary to activate the entire Critical Incident Management Team, 
although some members are likely to be involved in dealing with the incident. 

• At the earliest opportunity, the Headteacher or another senior member of staff 
should contact the family concerned to offer the school’s support in whatever way 
it can. 

• Some incidents (e.g. the arrest off site of a member of staff on criminal charges of 
a serious nature) may require the Headteacher or another senior member of staff 
to seek legal and/or professional advice as soon as possible. 
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ANNEX G - CRITICAL INCIDENTS INVOLVING A MOTOR VEHICLE 
 
In addition to the general guidelines at paragraph 5 of the Critical Incident Management 
Plan, consider the following: 
 

• The incident is likely to have occurred off the School premises; hence the 
guidelines at ANNEX E should also be followed. 

• All uninjured pupils and staff should be removed from the danger area as soon as 
possible, ideally behind safety barriers or on embankments at the side of the road.  
Under no circumstances should pupils or staff remain on the carriageway after an 
accident or vehicle breakdown. 

• If another vehicle was involved in the incident and both drivers are uninjured, 
contact and insurance details should be exchanged. 

• The driver of the vehicle involved should not admit liability as this may breach the 
requirements of the School’s motor vehicle insurance policy. 

• Uninjured pupils and staff may be required to give statements to the Police; any 
such statement should keep to the facts and avoid placing blame or speculating 
on the cause of the incident. 

• Names, addresses and telephone numbers of all third party witnesses to the 
accident should be recorded by the senior adult present. 
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ANNEX H - SLOWER MOVING CRITICAL INCIDENTS 
 
This type of critical incident may involve a case of life threatening contagious disease, 
such as meningitis or influenza at the School or could concern serious allegations made 
against a member of staff, perhaps involving a child safeguarding issue. 
 
In addition to the general guidelines at paragraph 5 of the Critical Incident Management 
Plan, consider the following: 
 

• With this type of critical incident there may be little or no immediate action to be 
taken to respond directly to the incident.  The only real actions necessary are likely 
to be dealing with the media, concerned parents and the impact of the incident on 
the health and/or emotional welfare of pupils and staff. 

• It may not be necessary to activate the entire Critical Incident Management Team, 
although some members are likely to be involved in dealing with the incident. 

• A pupil or member of staff suspected of having a serious contagious disease 
should be isolated in the First Aid Room immediately and a list of all people 
known and suspected to have come into close contact with them should be drawn 
up. 

• In the case of any serious contagious disease, consideration may have to be given 
to closing the School for a period.  This is a hugely significant decision that must 
be regarded as a last resort and taken only with the agreement of the Board of 
Directors.  It has serious impact on the education of the pupils, may disrupt the 
working arrangements of parents and guardians.  It may also merely help to 
spread the disease more widely. 

• In many slower moving critical incidents, the involvement of external organisations 
such as the County Council, the Health Authorities, Child Protection Agencies and 
so on is essential; such organisations will be able to provide specialist advice and 
resources so should be contacted without delay. 

• In the case of serious allegations made against a member of staff, consideration 
should be given to suspending them from their normal duties with immediate 
effect, pending an official investigation.  The member of staff should be directed 
to remain in close contact with the Headteacher, who will decide on the most 
appropriate action to be taken. 
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ANNEX I - CRITICAL INCIDENT - BOARD LEVEL INTERVENTION 
 
In exceptional circumstances there may be a requirement to form a Board level, Critical 
Incident Team (BCIT). The roll of the BCIT is to provide Direction and Policy to all of the 
schools within the group specific to the incident. In this situation the following should be 
conducted: 
 

1. Formulation of the team, to consist of: 
 

• Managing Director 

• Director of Education 

• Director of Operations 

• Company Secretary 

• Director of Estates 
 

2. Create the following for information: 
 

• Holding email to all schools – this email, which is to be staffed at the earliest 
opportunity, is to give written instruction or guidance on what schools are to 
communicate to; staff, parents and pupils within the first 7 days of the incident. 
This is to allow the, BCIT sufficient time to form Policy and Direction for the 
control and conduct of, all schools and their staff, through the 3 phases of the 
incident – Respond, Recover and Restore. 

 
3. Be responsible for, incident oversight and the production of written guidance for 

the 3 stages of the incident. Written work to cover: 
 
RESPOND: 

 

• Government/Official guide line to be followed 

• Group Direction for when, where and why the group has chosen to deviate 
from Government/Official guidelines 

• Produce a Communication Template for the Escalation of Events or Stages 

• Produce a Communication Template for the De-escalation of Events or Stages 
 

RECOVER 
 

• Provide a forum for the individual, or all school’s to conduct training for the 
incident and to formulate their plans 

• Confirm the planning created by the school/s CIT and agree Direction and Policy 
going forward 

• Confirm all internal and external provider actions to continue the school’s 
operational status during the length of the incident 

• Confirm all internal and external provider actions to prepare the schools for re-
opening 

• Issue direction on the re-opening of schools – to include dates for Staff 
Induction/Briefing and any necessary re-training 
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RESTORE 

 

• Provide communication to reassure all staff, - it is now – business as usual or 
provide the means to assess/measure the school’s returning routine. 

• Provide a forum for the individual, or all school’s to conduct a de-briefing session 
to amend any plans used or formulate additional plans for future incidents 

• Award those members who displayed actions above and beyond their normal 
responsibility 

• Communicate all worthwhile findings from the debriefing session of the incident – 
to include a letter to parents expressing, good practice and giving praise where it 
is due. 

 
4. Return schools to normal working routine and ensure documentation covering the 
incident is filed for any Inspectorate or Governing body, or for use in future incidents, or 
training. 
 
 
BOARD CRITERIA AND TIME- LINE ASSESSMENT – COVID-19 
 
5. The Board are to convene for the assessment process at the 10 Day and 5 Day point 
prior to any school trip (outside of mainland Britain) so that they can assess the likely 
sanctioning of each trip according to the below criteria: 
 
 

• Government/FCO advice – the latest on their website - COVID-19: guidance for 
educational settings 

• Percentage of payments made for the trip 

• Willingness Assessment – all travelling Staff are to confirm their ability/willingness 
to travel 

• Request for Staff volunteers to travel 

• Request for Parent volunteers to travel 
 
Issue decision for schools to use 

 
6. Until the above process has been completed, no funding decisions are to be 
discussed by the school/teachers with parents. Details for the trip including payment 
terms are to be in accordance with the, Gardener Schools Group Ltd, Terms and 
Conditions as well as the trip information sent to parents at the outset of each trip. 

 
 
  

https://www.gov.uk/government/publications/guidance-to-educational-settings-about-covid-19
https://www.gov.uk/government/publications/guidance-to-educational-settings-about-covid-19
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ANNEX J - CRITICAL INCIDENT COMMUNICATIONS PROCEDURE 
 
Potential Vulnerabilities to the Gardener Group of School’s Public Reputation 
 
1. A wide variety of incidents (note that not all are defined as critical incidents) may 
harm the public reputation of the School if they are not handled well.  These include: 
 

• Death of, or serious injury to a pupil 

• Drug abuse by pupil or member of staff 

• Bullying 

• Sexual misconduct by pupil or member of staff 

• Paedophile accusation against member, or ex-member of staff 

• Homophobic bullying 

• Racial abuse 

• Unlawful action, e.g. theft 

• Major incident e.g. fire, explosion, gas leak 

• Local area planning issues 

• Debt collection (disaffected parent) 

• Misuse of the internet 

• Pupil exclusion/suspension for whatever reason 

• Staff employment issues, especially dismissal 
 
Possible Sources of Exposure to the Media 
 
2. The media may be alerted to a real or perceived critical incident by one or more of 
the following: 
 

• Current and former pupils 

• Current and former staff members including those who may be disaffected 
following an employment issue 

• Parents/former parents/close relatives 

• Governors 

• Contract staff members (e.g. catering staff) 

• Members of the local community 
 
Procedure to Limit Damage 
 
3. The following procedure is to be followed in order to limit the potential 
reputational damage following a critical (or other) incident: 
 
PREVENTION STEPS 
 
Point of Contact 
 
4. As most crisis PR stems from pupils or staff, the first point of contact will be the 
Headteacher in conjunction with the Bursars Department.  The Board will be the backup 
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to this arrangement.  Each will be provided with Theo Brehony’s (Group MD) contact 
details for specialist PR consultancy assistance, if required. 
5. Initial media contact is likely to be with the Board of Directors.  From there on, the 
first point of contact in relation to statements being issued on behalf of Gardener Schools 
Group will be the Headteacher. 
 
 
The Critical Incident Management Team 
 
6. The Critical Incident Management Team, once activated, is responsible for all 
initial actions in dealing with enquiries from the media.  The procedures outlined in this 
Annex are to be adhered to wherever possible, recognising that no two incidents are 
ever the same. 
 
Media Training 
 
7. It is recommended that any appointed spokesperson/people should undertake a 
media training session.  This can be arranged with the sanction of the Board and 
arranged by the Bursars Department. 
 
Prepared Media Statements 
 
8. A selection of Media Statements has been used successfully during past 
issue/crisis management at Gardener Group of Schools.  These are held on file in the 
Bursars Office.  Examples include:- 
 

• Alleged misuse of the internet by a small number of pupils  

• Teacher found guilty to a charge of exceeding the alcohol limit whilst driving 

• Alleged assault on the premises involving a summer letting company 
 
Potential Legal Claims 
 
9. Any potential claims or threats to sue the Gardener Schools Group should be 
notified to the School’s insurers via the Managing Director or the Director of Estates.  The 
Critical Incident Management Team should be kept aware of any potential threats to the 
Gardener Group of Schools’ reputation in this respect, however minor the claim.  This 
gives the Critical Incident Management Team the opportunity to assess the risk to 
reputation and to prepare a statement in advance.  
 
Handling an Actual Critical Event 
 
10. Whilst on one hand the School’s reputation may be under threat, and the media 
spotlight is on us, this can provide an opportunity to position ourselves as caring and 
responsible. 
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11. The Critical Incident Management Team must gather information quickly about 
the situation and decide on the appropriate action, as well as the message we want to 
send out to stakeholders and the public in general. 
 
12. The most important actions are as follows: 
 

• Acting quickly to resolve the situation 

• Be accessible to the media so they use our statement as opposed to writing an 
‘alleged’ piece, or take their story from a biased or unreliable source 

• Show confidence and compassion 

• Communicate changes in the situation as quickly as possible 

• Media enquiries should never be handled with a ‘no comment’ reply 
 
13. Journalists seeking a story may avoid approaching the formal Press Office route 
but instead use an ad hoc one such as contacting the School Office or another member 
of staff for information.   
 
14. All first point of contact staff members (e.g. Bursars department or Reception) 
must be made aware of the requirement to refer all media enquiries to the Managing 
Director (normal practice) or the Headteacher or Deputy Heads. 
  
15. A press statement will be prepared in relation to the crisis by the Headteacher (if 
School related) with assistance from other members of the Critical Incident Management 
Team if required and issued by the Managing Director.  The statement may include:- 
 

• An outline of what happened 

• How it is being dealt with and by whom 

• Quote from the Headteacher or Critical Incident Management Team to offer 
reassurance (e.g. such crises are rare)  

  
16. It need not include ‘further contact’ details, particularly if there is nothing further to 
be said. 
 
17. If a statement is not already prepared and a media enquiry is received, the 
following details need to be acquired:- 
 

• The name of the journalist 

• Title of the newspaper/radio/TV channel (programme) (useful to know if the 
journalist is staff or freelance) 

• Telephone number and email address for further contact 

• How much he/she already knows about the incident 
 
18. The Headteacher or designated member of the Critical Incident Management 
Team should respond immediately once the press statement is available (by email to 
ensure accuracy). 
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19. Where there are good media relations with the Editor and/or the news team (e.g. 
local newspaper), a telephone call or face-to-face meeting is more beneficial than just 
sending across a written statement. 
 
20. Staff must be made aware that any calls they take must be referred immediately to 
a member of the Critical Incident Management Team without their being drawn into 
making any remark or comment on the issue.  An ‘off the record’ unguarded remark 
made to any journalist may still be published and telephone conversations may be 
recorded. 
 
21. If the Police are involved, the Headteacher will liaise directly with them.  Press 
statements must be approved by the Headteacher before release. 
 
Communication with Stakeholders 
 
22. It is important to keep colleagues/staff/Governors/etc. informed.  They will not feel 
valued if they hear news first from the media rather than management.  Consideration 
should be given to using the School web site for this purpose. 
 
Staff and Pupils 
 
23. This depends on the nature of the incident.  Notification can be circulated with 
outline details if appropriate but there is a risk it will be leaked to the media.   
Alternatively (and more safely), a copy of the agreed press statement can be issued 
internally for information. This must be sanctioned by the Headmaster/Headmistress.    
 
Board of School Governors (BSG) 
 
24. The Headteacher should communicate an outline of the incident to the Chairmen 
of the Board as soon as possible. 
 
Social Networking Forums 
 
25. A member of staff should be appointed to monitor both of the official Gardener 
Schools Group websites to moderate based on briefing documents e.g. agreed media 
statement, Q&A. 
    
After the Incident 
 
26. Following media exposure, other interest may be received from: 
 

• Parents and prospective parents 

• Councillors/politicians 

• Governors 
 
27. This group will be offered the press statement with further comment only as and 
when agreed by a member of the Critical Incident Management Team. 
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ANNEX K – PHONETIC ALPHABET 
 
To be used when spelling names etc. over the telephone.  Hence “SMITH” is spelled : 
Sierra,  Mike, India, Tango, Hotel. 
 
Speak slowly and clearly when spelling names over the telephone and invite the other 
user to repeat back the spelling. 
 

A Alpha 
B Bravo 

C Charlie 

D Delta 

E Echo 

F Foxtrot 

G Golf 

H Hotel 

I India 

J Juliet 

K Kilo 

L Lima 
M Mike 

N November 

O Oscar 

P Papa 

Q Quebec 

R Romeo 

S Sierra 

T Tango 

U Uniform 

V Victor 

W Whiskey 

X X-Ray 
Y Yankee 

Z Zulu 

 


