Primary On-Call Crisis Specialist Protocol 
Expectations:  The POC will have the crisis phone on a Wednesday to Wednesday shift.  It is expected that the POC will be available 24/7 and be able to respond within a reasonable time to a crisis across the CCC building portfolio.  Each POC should know who is Secondary On-Call Crisis Specialist (SOC) during their shift-this is reflected in the Crisis Response Calendar.  If there is a crisis that needs an onsite response during regular business hours (Monday-Friday, 8am-5pm) the POC should coordinate the crisis response and work with staff in the buildings.
Items you will have when you are on call:

1.  Crisis phone will have all critical numbers in it including Secondary Crisis response Staff, emergency contact numbers, CPSD numbers, etc.

Process guidelines
1) Receive Call:  The Primary On-Call is responsible for handling crisis related to the death of any individual in our buildings, a major client displacement and traumatic events impacting the larger community.  The POC is responsible for calling the SOC in event of death or major event. The POC will contact the FSOC in the event of maintenance/facility issues.
2) Details of Crisis: When the POC receives a call, they should ascertain, event, name of client, displacement of clients, who has already been notified?  Are police, fire department, press there? Advise them to NOT to talk with press and do not talk to press, except to let them know that you are not an agency spokesperson and that you can’t answer any questions. 
3) Notify Team:  The POC should notify SOC/FSOC of the crisis and the details and make arrangements to meet on site if necessary. Additionally, the Crisis team leader should be contacted to alert them of the major crisis.
4) Organizing the Crisis:  Upon arrival assess scene, assess crowd control issues, police, fire department, client displacement issues, staff issues.  Is the scene under control and safe?    POC and SOC should also minimize their own exposure to the scene and should not enter the room or view the body.  The POC or SOC should not be directly involved in cleaning up a biohazard.
5) Police/ME Coordination:  The POC and SOC will work with the Police/ME at the crisis to provide requested information.  If the information is not readily available, the Police/ME should be notified that the information will be provided as soon as it is available.  (i.e. if the crisis happens in the middle of the night and the information is in the housing office, the ME/Police will need to wait until next working day to get the information).
6)  Press:  If the press is present, contact Susan Wickstrom immediately. The POC and SOC should not talk to the press without a CCC Public Affairs representative.
7) Replacing Staff:  The POC/SOC has the authority to send staff impacted by the crisis home with pay for the rest of their shift.  Employees sent home should be instructed to contact their supervisor before their next scheduled shift.  Provide employees with the number to Employee Assistance Program. (number is in crisis phone).  
8) Information about Deceased Tenant/Client:  No information may be released about the incident or those involved.  The only exceptions are staff providing information to the ME, Police, or other CCC staff with a need to know.  
An original CCC file should never be given to the ME and/or Police. Always make a copy. Only contact information should be given to the ME/Police. 
If family members arrive on scene, the only information provided should be that of the ME for the family member to contact and obtain information. The POC/SOC should tell the front desk staff that if family members come to the scene after the POC/SOC are gone, they should give the family member the contact information for Supportive Housing/Housing.
9) Biohazard:  The POC/SOC member will be responsible for contacting CCC’s outside biohazard clean up crew should there be a need.  The POC/SOC should attempt to gather as much information as possible from the ME/Police about the state of the room and relay that information to Maintenance.
10) Animals:  If there is an animal left behind from a deceased tenant, the POC/SOC should contact Multnomah County Animal Control (MCAC).  The number is in the PIC phone under MCAC.  MCAC will come to the CCC property and collect the animal. MCAC will also contact the ME and contact the next of kin to determine if they want the animal.
Next Work Day after Crisis:
1. Incident Report:  The POC will create and enter and incident report in the IR reporting system.
2. Program Notification:  If programs have not already been notified, the POC should contact the director and program manager for any program in contact with the deceased client/tenant.  In addition, the POC will send an email out to the defined manager list in Outlook notifying people of the crisis. 
3. CRT Debrief:  The SOC will schedule a debrief meeting for involved staff that physically responded to the crisis the day after the crisis as needed. The CCC Risk/QA staff will review the IR submitted and determine if further review needs to occur. They will determine which staff they may need to interview who were involved in the crisis. 
4. ME Contact/Family Contact:  Building Community Manager is responsible for contacting the ME to ensure he/she has contacted the family and will contact the family to arrange for property pick up, etc.

