
KEEP CALM & CARRY ON
THE FACILITIES MANAGER’S GUIDE TO 

LOOKING GOOD IN A CRISIS



Are You Prepared?

1. How many of your organisations have a Business Continuity or 
Disaster Recovery Plan?

2. How many of you have an FM specific plan in place for 
managing an event that renders your facility inoperable & 
unable to be occupied?

3. Is your plan included in the BCP/DRP?

4. How many of you have major incident response expectations 
written into your Supplier Agreements?

5. How many of you have SOPs or plans for minor incidents that 
are shared with your suppliers?



Business Continuity Plans

You can’t possibly fit every single thing that might 

happen into the organisation-wide BCP so make 

sure there are clear directions to component plans 

& who is responsible for actioning them

An Org Chart like this might be a good place to 

start.





Supplier Contract Clauses

Consider the support you might require from your suppliers, 

bearing in mind that they may have to see to the welfare of their 

own people before coming to your aid.

Emergency Repairs 

and Work

High.  There is immediate danger to, or serious 

harm or damage may occur to persons or 

property, including Customers or the 

Employers Affected Property.  

in the sole opinion of the Service 

Manager, shall be attended to 

immediately, with work 

commenced within 2 hours of 

receipt of notification

The Contractor may undertake emergency repairs to protect life or for health 

and safety purposes. The Contractor must at all times be able to commence 

work immediately on Emergency Repairs at any Council property. The 

Service Manager requires receipt of acknowledgement within 15 minutes of 

receiving work request.



ISO 22031 - Business 
Continuity Management

Understand and prioritise the threats to your 

business with the international standard for 

business continuity.  ISO 22031 specifies the 

requirements for a management system to protect 

against, reduce the likelihood of, and ensure your 

business recovers from disruptive incidents.



Team Exercise

10 MINUTES



Consider these points…

Who is responsible for decision making?  Who has delegated authority in this situation?

Do you or your Team Leader have the authority to act in this scenario?

How are you going to let everybody know?  Do you have a Phone Tree - a cascading 

communication plan? Text messaging?  Do you use social media?

What are the organisation’s essential services?  How are you going to support those 

whose job it is to keep these running?

At what point will you require alternative accommodation?  Who has to be 

accommodated?  Who can work from home?  Who can simply be stood down?

What furniture & equipment will you need?  Who has priority use of vehicles?

Who do you need to consult or have carry out specified actions?  Suppliers 

(maintenance, cleaning, security, fuel supply), other internal departments (ICT, Public 

Relations, HR).  Are all their actions joined up with yours?



How long can you sustain 
this plan?

Think about how long the incident is likely to last 

and how you ramp up from a couple of hours to 

days or even weeks

Do you need a different plan for each of these 

timeframes?



Minor Incident BCP

A one-pager detailing the 

response to an incident too 

minor to trigger the full-

blown BCP but that will 

require a short-term closure 

of the building

Often involves agreed 

actions by suppliers such as 

maintenance providers, 

cleaners and security



Standard Operating 
Procedures

SOPs are step-by-step 

instructions designed to help 

staff carry out complex 

routine operations. SOPs 

aim to achieve efficiency, 

quality output and uniformity 

of performance, while 

reducing miscommunication 

and failure to comply with 

industry regulations.



The more you plan…

The less 

paddling you 

have to do!



Above all…

KEEP CALM

AND

CARRY ON
A typical day in the life of a Facilities Manager


