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Contributors
New Horizon Centre: Naomi Martin
Naomi is the CEO of the Commonside Community Trust, in 
Pollards Hill, London Borough of Merton. The Commonside 
Community Trust runs the vibrant New Horizon Centre on 
behalf of the local community – working in partnership with 
local organisations and businesses to offer fitness and sport, 
training, recreational and social activities in an accessible 
venue at affordable prices. The Commonside Community 
Trust also runs outreach programmes providing advice and 
support for local families and adults, and a lunch club and 
services for older people promoting independent living and 
healthy lifestyles. Naomi also chairs the Merton Community 
Response Steering Group and Merton’s Hate Crime Strategy 
Board, and co-chairs the Merton Economy and Business 
Group. She is a board member at the local Credit Union 
covering Merton, Croydon and Sutton and a member of the 
Borough Resilience Forum. 

Merton Council: Emergency Planning Team
The Emergency Planning Team is responsible for preparing 
the council, its staff and stakeholders to respond to 
emergency incidents within the borough. Working closely 
with multi-agency partners including the voluntary sector, 
faith sector, and emergency services to ensure that residents 
are supported in their time of need. Sitting at the heart of 
the team’s ethos is its role in embedding resilience into 
the culture of the council and its residents, ensuring that 
resilience is everyone’s business!
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Foreword
Galpin’s Road tragedy:  
recognition of a unified  
response during a crisis 

On 8 August 2022, a gas explosion on  
Galpin’s Road in Pollards Hill claimed the life  
a four-year-old girl and our thoughts remain 
with her family and all who knew her. 

The explosion destroyed homes and displaced hundreds of 
residents. It shocked our community and will always remain  
one of the most distressing events we have faced. 

In the immediate aftermath, Merton Council worked side-by-
side with partners from across the voluntary and community 
sector, health services, emergency services and local 
organisations.  

I want to take this opportunity to recognise the voluntary and 
community sector, including: Commonside Community Trust 
and New Horizon Centre; British Red Cross; AFC Wimbledon 
Foundation; Ascension Church, which hosted clothing 
donations and emergency supply drives; and local volunteers 
and residents, who showed remarkable solidarity. And, of 
course, the staff of Merton Council who worked long hours, 
often beyond their remit, to meet urgent and evolving needs. 

Together we delivered a coordinated response that provided 
shelter, food, medical care, financial assistance, counselling, 
and vital day-to-day support for those who had lost so much. 
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The dedication of staff, volunteers and partner agencies – 
working often under immense pressure – demonstrated the  
very best of what can be achieved when local government, 
health, emergency services and communities unite in service  
of the public. 

This tragedy reinforced the power of partnership, the 
importance of preparation, and the value of a human-centred 
response in moments of crisis. It will continue to shape how  
we work together to respond to emergencies in the future.

Hannah Doody 
Chief Executive, London Borough of Merton
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Introduction 
On 8 August 2022, a devastating gas explosion 
occurred on Galpin’s Road, a residential 
street in Pollards Hill. While the response 
to the explosion was led by the police and 
emergency services, the local authority 
led on the humanitarian response to the 
displaced residents. The voluntary sector and 
our partners were vital in the response and 
supporting our residents. 

This guidance on setting up a Community Emergency Centre 
has been developed using the learning from the response 
to, and recovery from, the explosion and in particular the 
experience of the Commonside Community Trust, whose New 
Horizon Centre in Pollards Hill acted as both an emergency 
centre and a humanitarian response centre.

The voluntary sector is crucial in civil emergencies due to 
its ability to provide essential support, mobilise community 
resources, act as a vital link between communities and official 
responders, and advocate for those affected, ultimately 
enhancing societal resilience and helping to manage 
overwhelming demands on public services. 

Voluntary organisations often provide critical services and 
support to those in need during emergencies, filling gaps that 
may be left by stretched public services. Examples at Galpin’s 
Road included food and clothes distribution, mental health 
support and community care, as well as a community space for 
those displaced. In the days and weeks following the explosion, 
the community centre from which this support was co-ordinated 
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also acted as an important focal point for engagement between 
those affected and the agencies involved.

The voluntary sector builds social infrastructure and fosters 
connections within communities, which is vital for resilience. They 
can also help in developing community resilience activities and act 
as a link between communities and formal emergency responders. 

These organisations effectively mobilise, develop, and empower 
volunteers, drawing on dedicated individuals to aid and 
contribute to recovery efforts.

John Morgan, Executive Director of Adult Social Care,  
Integrated Care & Public Health, London Borough of Merton 
(Humanitarian Assistance Lead Officer)
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Community resilience
Community resilience is an important aspect of today’s world. 
Enabling communities to stand on their own and respond 
to an incident is both important and essential for everyone’s 
wellbeing.

New Horizon Centre was an integral part of the response to the 
gas explosion in Galpin’s Road. It was evident very early on that 
this would be a protracted response.

The police service contacted Commonside Community Trust 
CEO, Naomi Martin, to request the New Horizon Centre prepare 
to accept people displaced from the incident.

This booklet is based on the experience of staff and lessons 
learned, during and after, the response and offers practical 
advice and guidance on what to expect and how to support the 
community, the local authority and your own staff.

Community Resilience Fund
The Greater London Authority (GLA) Community Resilience 
Fund is a three-year project where voluntary and community 
sector (VCS) organisations in each borough bid for funding to 
deliver a project that will enhance the links between the VCS 
and local authority emergency planning teams.
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New Horizon Centre’s bid
New Horizon Centre and the Commonside Community Trust 
bid for funding in order to deliver an emergency centre exercise 
to strengthen local community resilience, and this booklet to 
capture what was learnt. Working alongside the council, the 
centre displayed the same sense of community spirit and 
willingness to collaborate that they showed in the response to, 
and recovery from, an event that devastated a local community 
and presented enormous challenges for the council and its 
partners. 

What to expect
If there is an emergency and your community space is nearby, 
you may be asked to provide a rest centre, or similar, for people 
affected. A police officer, the emergency services or a council 
officer is likely to make this request in person. If it is out of 
hours, Emergency Services personnel will contact the council’s 
out-of-hours service via MASCOT and request a LALO or other 
response officer role. This will be actioned by MASCOT. The 
question at this point will be: ‘People will be coming very soon – 
can you safely accommodate them?’. 

Let key staff and trustees know and sit tight. Tell the emergency 
services or council colleagues already present about security 
in the building. Explain how you usually run the building, they 
probably won’t know unless you tell them, and ask if there are 
additional security concerns.

People will be coming very soon –  
can you safely accommodate them?
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You are now operating in a command-and-control environment. 
People you know in the council or police may seem to be 
acting in a different way – this is because they must focus on 
their emergency duties; make multiple decisions very quickly, 
possibly with incomplete information; and continually re-
evaluate priority tasks. Remember, it’s not personal, it’s an 
emergency and they have been trained for it. They will want to 
know whom to speak to, ask about facilities or arrangements 
and it will be helpful if they know where or how this person or 
people can quickly be found. 
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You are not responsible for setting up the emergency support 
services themselves, so focus on making spaces available and 
establishing your core team. Give staff and volunteers brief, key 
messages for now. Make sure you take time to ring family or 
friends and let them know that you are safe. 

Over the next few hours, specialist crews will start to arrive and 
will need to set up. They will want information, such as where 
toilets, drinking water, table and chairs are located, if there is 
wheelchair access and what facilities are available for preparing 
food and drink.

If members of the public affected by the emergency start to 
arrive, advise your team to be friendly and welcoming but not 
to feel the need to provide advice or specialist support. You 
are there to enable the people tasked with setting up to do that 
quickly and efficiently and to flag emergencies with emergency 
services. Later they may ask for help on specific tasks where 
your team has specialist knowledge or skills. Start to think 
about how team members can be of use to the people running 
the emergency centre.

Talk to staff and volunteers and make a list of the key questions 
that they are asking so that when you get the chance, you can 
ask someone from the council and relay the answers back to 
your team.

Likewise, find out who will be your main contact – this could 
save time later when you have a question and don’t know who 
to ask. Since it is likely that the community space you manage 
will fill up quickly, you need to let your staff, volunteers and 
tenants due in on the day or later, know as soon as possible. 
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You may want to prepare staff, or advise vulnerable members of 
your team to stay at home for now.

At this stage, it may be difficult to know how long your space 
will be needed for, just think about the next few hours and the 
next day. You can make other decisions later when you have 
more details. If you agree to provide the rest centre or similar 
space, people will start to arrive quite soon. Cancel or postpone 
all non-urgent or non-essential work and meetings and get in 
touch with regular visitors to let them know what is happening 
and tell them you will stay in touch. Put up simple posters for 
members of the public so that they can see that you are now 
not running as you would normally.

The local council, emergency services and other agencies have 
a duty to attend, set up and run the rest centre – they have 
detailed plans to cover such emergencies. In effect, it is no 
longer your centre – you are co-managing the space for the 
public good. Your main job is to work out what spaces you can 
make available, think about whether they are suitably prepared – 
e.g. clean, without clutter, and whether you have any equipment 
that may either be useful, such as defibrillators, or whether they 
are more usefully cleared out of the way and put in a cupboard 
to minimise risk.
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Organised chaos 
It is very likely to feel chaotic at the start. That doesn’t mean 
it’s not working or that people don’t know what they are doing. 
The local authority will send trained officers and can also call 
on support from other boroughs, other local VCS organisations, 
and the British Red Cross. Remember, some residents may 
have gone through a traumatic experience so always try 
to show empathy. Try to place yourself in their shoes when 
providing a helping hand. 

There will be lots of residents competing for your attention, 
and it may feel like an impossible task to divide your time 
and resources to everyone that needs it; however, assistance 
is always available from various partners including the local 
authority, councillors, volunteers and the British Red Cross.

Planning ahead will help to reduce the feeling of chaos and 
steady the ship. Being well organised will build trust with those 
you are there to help. 
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Media 
The media may send journalists to the scene. The council has 
a communications team who will support council officers when 
speaking to them.

It is not the host organisation’s responsibility to deal with the 
media. The rest centre is for people who have been through 
a traumatic experience and should be a safe space for them. 
We therefore recommend that no journalists be given access 
to the centre, unless otherwise explicitly agreed with the local 
authority. 

They may, for example, allow one pool journalist to attend 
public meetings organised in the rest centre, but this is for the 
local authority to manage and authorise. Residents may wish to 
speak to the media and that is their choice, but the easiest way 
to facilitate this is to ensure that any interviews and/or filming 
is done outside the building and that cameras do not point into 
the building. The choice should be initiated by the members of 
the public themselves, rather than by journalists. 

The rest centre space must be kept safe for 
everyone inside, including residents and staff 

Use the security measures put in place. If managing this 
becomes difficult, talk to the council officers on site – it is they 
who need to deal with an escalating security situation, not the 
host organisation.
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Whilst it may seem difficult to liaise with the media, maintaining 
good relations will be more important than ever during and after 
an emergency, and community centres working alongside the 
local authority should:

	● agree and use key messages consistently across all 
communications, including agreeing key messages across 
Borough Resilience Forum members (BRF) and first 
responder organisations

	● use the council’s website to clearly direct residents and the 
media to up-to-date information regarding the emergency, 
with clear signposts of where to go for further information if 
needed, and relevant contact details for other organisations

	● monitor social media, retweeting information from other 
partner organisations where relevant. The council’s 
communications team should be undertaking these 
activities

	● ensure that regular updates are disseminated to all 
councillors and staff, and that front line staff (voluntary 
sector and local authority) are briefed to deliver unified key 
messages to residents
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The role of the local authority 
Along with their statutory roles under the Civil Contingencies 
Act 2004, the local authority has several roles during a major 
incident including:	

	● providing immediate shelter and welfare for survivors not 
requiring medical support, and their families and friends

	● providing evacuation, rest, humanitarian assistance and 
other centres to meet their immediate-to-short-term needs

	● communicating relevant updates to the public for 
information and reassurance

	● coordinating the activities of the various voluntary sector 
agencies involved, and spontaneous volunteers

	● putting arrangements in place for the receipt and distribution 
of donations of cash, clothing, furniture, etc. This role could 
be undertaken by, or in conjunction with voluntary sector 
partners

	● providing public health advice and support
	● putting in place arrangements to make information available 

to the public about civil protection matters and maintain 
arrangements to warn, inform and advise the public

	● co-operating with other local responders to enhance  
co-ordination and efficiency

	● supporting officers and colleagues who are closely involved 
in the emergency response and recovery, ensuring that 
periods of relief and additional support are provided.

The local authority’s Emergency Planning Team is responsible 
for training a whole range of officers to support the council’s 
duties under the Civil Contingencies Act. 
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The role of local councillors
In an emergency, as with business as usual, councillors are not 
involved in the operational response led by officers, but play a 
leadership role that includes:

	● political leadership: ensuring that their council is meeting its 
obligations under the Civil Contingencies Act, in terms of 
preparing for and responding to emergencies 

	● civic leadership; providing a focal point for the local area 
during an emergency 

	● community leadership; helping to increase community 
resilience, and supporting communities’ emergency 
responses and through the period of recovery

	● using their local knowledge to identify local groups and 
partners who may be able to play a role in recovery

	● promoting self-resilience within the community and help 
manage residents’ expectations

	● actively engage with community members involved in 
community resilience work more widely

	● working with the council’s communications team to act as 
a public face for the council in interactions with the media 
and the wider community

	● assisting with VIP visits, ensuring they are sensitive to the 
needs of the community, being the eyes and ears ‘on the 
ground’, listening to community concerns and feeding 
these in appropriately

	● providing support and reassurance to the local community, 
by listening to or visiting those affected and acting as a 
community champion and supporter.
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Ongoing support 
If you have concerns or the incident recovery is pro-longed, 
speak to the local authority. The Emergency Centre Manager 
can always bring this to the attention of the appropriate 
persons within the council to address the ongoing needs of 
the residents and staff at the emergency centre. The council’s 
Recovery Coordination Group will implement strategies for long-
term management of the recovery, working with multi-agency 
partners from all sectors. 



19

Community Emergency Centre v  
Humanitarian Assistance Centre 
Community Emergency Centre
A building designated or taken over by the local authority for 
temporary accommodation of evacuees/homeless survivors, 
with overnight facilities.

An emergency centre is a short-term place where people can 
stay when they have been evacuated from their homes as a 
result of an incident. There will be provision for hot and cold 
drinks and people may have to stay overnight, so meals may 
also be required. 

Humanitarian Assistance Centre
A Humanitarian Assistance Centre (HAC) is a larger and longer-
term centre where people can access various agencies for 
support following an incident. This may include benefits officers, 
mental health support, doctors and pharmacists.

A HAC is distinct from other centres that may be part of a 
humanitarian response, particularly in the early stages. However, 
emergency and reception centres will channel individuals to a 
HAC for support and information. It is vital that people are not 
passed from emergency or reception centres to a HAC without 
their needs being fully understood, so appropriate links need to 
be made in the planning process to allow the necessary flows of 
information between the various types of centres which might 
be set up in response to any given emergency. Initial centres 
might also develop into more comprehensive HACs as time 
progresses.
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Emergency services
During an emergency response the emergency services all have 
a duty to save and preserve life. 

Fire and rescue services
The primary areas of London Fire Brigade responsibility at a 
major incident (see glossary) are:

	● The saving of life through search and rescue
	● Firefighting and fire prevention 
	● Rendering humanitarian services

Police services
The primary areas of police service responsibility at a major 
incident are: 

	● The saving of life together with the other emergency 
services 

	● The coordination of the emergency services, local 
authorities and other organisations responding to an 
incident 

	● To secure, protect and preserve the scene and control 
sightseers and traffic through the use of cordons 

	● The investigation of the incident and obtaining and securing 
evidence in conjunction with other investigative bodies 
where applicable

	● The collection and distribution of casualty information
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Ambulance service 
The primary areas of London Ambulance Service’s 
responsibilities at a major incident are: 

	● To save life together with the other emergency services 
	● To provide treatment, stabilisation and care of casualties at 

the scene 
	● To provide appropriate transport, medical staff, equipment 

and resources 
	● To establish an effective triage sieve and sort system, 

prioritising the needs and evacuation requirements of the 
injured and establish a safe location for casualty clearing

	● They may be called to a rest centre via the 999 service
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Volunteers 
It can be helpful if you can have one of your team members 
available to answer the phone and/or to be on the door to talk 
to people who want to help. It’s human nature to ask, ‘what can 
I do?’ and to feel a pressing need to help others in distress. 
Consider creating a short checklist of what people can offer so 
that you can take telephone or in person messages from people 
who want to help. If you have regular volunteers, go through 
that list and establish what skills, training and experience they 
have that could be useful, and when they are available. 

Talk to your council contact about where gaps might be 
appearing. Ensure that the person dealing with offers of help is 
kept in the loop so they can keep concerned members of the 
public updated with what is and is not needed. For example, 
‘we do need disposable nappies, but we don’t need wellington 
boots’. It is useful to feedback to the council and other agency 
colleagues what people in the community are saying and asking.

Only accept voluntary help or donations if they are needed. 
It is important to keep the centre a safe space. The last thing 
you want is overcrowding with people popping in and out to 
see if there is anything they can do. Use common sense – in 
the school holidays a local primary school teacher will be 
a welcome pair of extra hands if there are children to keep 
occupied – they are trained, qualified and DBS checked. But 
always liaise with your council contact before bringing in  
an additional volunteer – they may already have the situation  
in hand. 
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There will be a lot of safeguarding issues to take on board, and 
at least one officer will be running a continuous risk assessment 
to ensure the whole operation stays safely within its liabilities. 
It is much more likely that volunteer help will be more welcome 
further down the line, when the emergency support has run its 
course, so make sure you send that message to people who 
want to help. Encourage them to think about what they can 
prepare for or offer in a week or a month’s time, e.g. sorting 
school uniform items to give out to enable children to go back 
to school, a choral concert for older people affected once they 
are feeling more settled. This is when the statutory support is 
wound down and it is the best time for the community to step in. 

Donations
Donations will start to arrive quickly. If you don’t have room in 
your building, speak to other organisations or the council to 
find an appropriate place for them. Financial donations require 
proper processes to be put in place and a separate fund set 
up as soon as possible. Again, speak to the council and other 
organisations who could run this on behalf of the community, 
i.e. The British Red Cross.
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The emotional impact 
Do not underestimate the effect that all of this will have on you 
and your staff. It may remind them of terrible situations they 
have experienced in the past, it may stick in their minds and 
come back to them at unexpected moments. They may appear 
to be okay and fine to talk, but underneath they may  
be struggling to cope and this could be a challenging time.  
You may need to be firm with staff and volunteers to ensure  
that they take a break. 

No one functions well without regular rest,  
and no one is, super-human

No one functions well without regular rest, and no one is super-
human. Ensure staff are aware of services that can help and 
emphasise the need for self-care – it is so easily squashed by 
the immediacy of others’ suffering and in the long-run, it can 
eat away at one’s emotional wellbeing and energy levels. This 
may only become apparent after several months, so take every 
opportunity to find out how best to support your team, how you 
can get support, and keep reminding them to check in with their 
own mental and physical wellbeing and to book their leave.
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Behavioural changes and trauma – the reality…
Alongside the emotional impact on staff and volunteers 
hosting the emergency centre, it is helpful if you can keep in 
the forefront of your mind that the people who have to use the 
emergency centre didn’t choose to be there and would rather 
be in their own homes or somewhere more homely. They may 
be experiencing some of the worst moments of their lives. This 
may make them seem demanding, even rude, sometimes. 

A combination of feeling helpless, distressed and responsible 
for other family members or neighbours can overwhelm the 
most reasonable of people, so there will be some behaviours 
in the centre that you and your team may find challenging, 
upsetting or just plain rude. Try to bear in mind and share 
with the team that, whatever the behaviour, it’s extremely 
unlikely to be personal and is the expression of despair and 
powerlessness. It may come out as anger, sullenness, rudeness, 
but it’s probably raw emotion. You may remember how rude 
such-and-such a person appeared to be at the time. They are 
unlikely to remember much about it, just how awful the situation 
was and how overwhelmed, confused and frustrated they felt. 

Go with the flow, flag extreme distress to the support 
professionals, and focus on providing the best service you can 
in a difficult situation. 
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What can I do after  
the incident is over? 
Keep in touch with your council’s Resilience Team who may 
be working with the voluntary sector to provide training for 
those who wish to be registered as emergency volunteers for 
any future incident. Training could cover health and safety, 
safeguarding, risk assessment and other essential skills.

If you know local people who would like to be ‘ready for 
anything’, you can work with your council partners to help 
deliver free training locally. It may never be needed in an 
emergency – we hope it won’t – but it can be reassuring and 
good for community relations if people feel ready and capable. 
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Debrief
Depending on the severity of the incident, the council may carry 
out a multi-agency debrief where voluntary and community 
partners could be invited to share feedback and provide 
commentary on how the incident and the recovery from it was 
handled. The idea is to capture learning and to ensure that the 
response to future incidents can be improved upon. 

Debriefing may be repeated on several occasions; it is 
recommended that debriefing take place at key milestones 
during a prolonged recovery phase. The debrief should capture 
actions that need to be resolved, as well as lessons identified, 
and these should be followed up at a strategic level to ensure 
that the council and all partners involved provide the appropriate 
level of assurance to their respective leadership teams. Some 
examples of what may be included in the debrief are:

	● Incident context or summary
	● Supporting documentation (may be linked or shared 

separately)
	● Challenges
	● What did not go well
	● What could have been done differently 
	● What went well
	● Organisational learning
	● Actions

Community organisations are encouraged to carry out their own 
internal debriefs with any output being shared and fed into the 
multi-agency debrief.
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FAQs for setting up a  
Community Emergency Centre
1. What is a Community Emergency Centre and when is  
it needed? 
A community-led shelter for people displaced by emergencies 
when official centres are unavailable or overwhelmed. 

2. Who can set one up? 
Community groups, faith-based organisations, charities, or local 
volunteers with access to a suitable venue. 

3. Do we need permission to open an emergency centre? 
Yes – coordinate with local authorities and emergency services 
to ensure safety and compliance. 

4. What kind of building is suitable? 
Community halls, churches, schools, or sports centres with 
toilets, heating, space for sleeping, preferably with kitchen 
facilities. 

5. What are the legal and insurance requirements? 
Public liability insurance is essential. Check building safety, fire 
regulations, and volunteer coverage. 

6. How do we register and track people using the centre? 
Use a simple registration form to log names, contact details, 
and any special needs – ensure data protection. The local 
authority emergency planning team can provide this. 

7. What basic facilities must be provided? 
Shelter, toilets, food, water, sleeping space, hygiene supplies, 
and first aid. 
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8. How do we ensure accessibility for people with disabilities? 
Choose accessible venues and provide ramps, accessible 
toilets, and support staff if possible. 

9. What supplies should we have ready? 
Where possible, bedding, hygiene kits, food, water, PPE, 
signage, first aid, and cleaning materials. Coordinate with the 
local authority to provide these items. 

10. How do we recruit and manage volunteers? 
Use local networks, assign clear roles, and provide basic 
training in safeguarding and first aid. British Red Cross and the 
local authority can help with this. 

11. What roles are needed in the centre? 
Centre coordinator/manager, registration staff, welfare support, 
kitchen helpers, cleaners, and security. 

12. How do we handle safeguarding and vulnerable individuals?
Have trained safeguarding leads, separate spaces for vulnerable 
people, and clear reporting procedures, with particular priority 
placed upon children, unaccompanied minors and those with 
special needs. The local authority will assist with this process. 

13. Can we accommodate pets? 
If possible, provide a separate area for pets or coordinate with 
local animal shelters where it is not possible to accommodate 
pets within the rest centre. 

14. How do we communicate with evacuees? 
Use noticeboards, multilingual signs, and regular verbal 
updates. Consider interpreters if needed. 
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15. How do we coordinate with local authorities? 
Establish a contact point with the local council or emergency 
planning team for updates and support. Local authority 
representatives should frequently attend the voluntary rest 
centre or have staff based there for the duration of its opening. 

16. What food and drink should we provide? 
Simple, nutritious meals and snacks, with options for dietary 
needs (e.g., vegetarian, halal, gluten-free). 

17. How do we manage donations and supplies from  
the public? 
Consider whether this is a viable and appropriate option for 
the incident in question. If so, set up a donation point, assign 
volunteers to sort items, and communicate what is needed. 

18. How long can we operate the centre? 
As long as needed, but plan for volunteer shifts, restocking, and 
eventual deactivation. 

19. What records should we keep? 
Registration logs, incident reports, volunteer rosters, and supply 
inventories. If there are any important or far-reaching decisions 
made, these should be logged and kept for future reference as they 
may be required for use in a court of law or for a public enquiry. 

20. What happens after the centre closes? 
Clean and restore the venue, debrief volunteers, report to 
authorities, and review actions and lessons identified. 
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Civil contingencies and  
incident recovery glossary 
A–C 
Alert: A notification of a potential or actual emergency. 

BECC: Borough Emergency Control Centre – The council’s 
dedicated control room and centre of information sharing  
and coordination during major incidents. 

Bronze command: Operational level of incident management 
carrying out actions at the scene of the incident. 

Business continuity: The ability of an organisation to maintain 
essential functions during and after a disaster. 

Category 1 responders: Core responders under the  
UK Civil Contingencies Act (e.g., emergency services, local 
authorities, NHS). 

Category 2 responders: Supporting responders  
(e.g., utilities, transport, telecoms). 

Command and control: The structure used to direct emergency 
response operations. 

Community resilience: The ability of communities to  
prepare for, respond to, and recover from emergencies. 
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D–F 
Debrief: A structured review after an incident or exercise to 
identify lessons learned. 

Disaster recovery: The process of restoring services and 
infrastructure after a major incident. 

Emergency planning: The process of preparing for potential 
emergencies through risk assessment and response planning. 

Evacuation: The organised movement of people from a 
dangerous area to safety. 

Exercise: A simulated emergency used to test plans, 
procedures, and training.

G–K 
Gold command: Strategic level of incident management, 
setting overall objectives. 

HALO: Humanitarian Assistance Lead Officer. A senior officer 
nominated by the local authority to lead the humanitarian 
response.

Hazard: A potential source of harm (e.g., flood, fire, chemical spill). 

Impact assessment: Evaluation of the effects of an incident on 
people, services, and infrastructure. 

Incident Command System (ICS): A standardised approach to 
command, control, and coordination of emergency response. 

JESIP: Joint Emergency Services Interoperability Principles – a 
framework that sets out a standard approach to multi-agency 
working. 
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L–O 
LALO: Local Authority Liaison Officer – a trained officer who 
acts as the eyes and ears of the council at the scene of an 
incident. 

Loggist: A person responsible for maintaining accurate records 
during an incident. 

Major incident: An event requiring special arrangements by 
emergency services due to its scale or complexity. 

Mutual aid: Support provided by one organisation to another 
during an emergency. 

Operational command (Silver): Tactical level of command, 
translating strategy into actions. 

P–R 
Preparedness: Actions taken to plan, organise, and train for 
emergencies. 

Recovery: The process of rebuilding and restoring after an 
emergency. 

Recovery Coordination Group (RCG): A multi-agency group 
managing the recovery phase of an emergency. Normally led by 
the local authority. 

Resilience: The capacity to withstand and recover from 
emergencies. 

Rest centre: A temporary facility providing shelter and support 
to displaced individuals. 
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S–Z 
Scenario planning: Developing potential emergency situations 
to test response plans. 

Silver command: Tactical level of incident management. 

Sitrep (situation report): A regular update on the status of  
an incident. 

Strategic Coordination Group (SCG): A multi-agency group 
managing the strategic response to an emergency. 

Vulnerability assessment: Identifying individuals or groups at 
greater risk during emergencies.
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Resources 
A list of links to free resources

London Resilience 
Humanitarian Assistance 

Framework 

National Consortium for 
Societal Resilience 

Trauma-Informed 
Practice Training

UK government 
guidance 

Voda Volunteer Now 

London Community 
Resilience Toolkit 

Communities Prepared 
Training

http://www.london.gov.uk/sites/default/files/humanitarian_assistance_framework_v5_0_-_public_version.pdf
http://www.london.gov.uk/sites/default/files/humanitarian_assistance_framework_v5_0_-_public_version.pdf
http://www.london.gov.uk/sites/default/files/humanitarian_assistance_framework_v5_0_-_public_version.pdf
http://www.ambs.ac.uk/ncsr
http://www.ambs.ac.uk/ncsr
http://thriveldn.co.uk/communications/toolkits-and-resources/toolkit/trauma-informed-practice-training
http://thriveldn.co.uk/communications/toolkits-and-resources/toolkit/trauma-informed-practice-training
http://prepare.campaign.gov.uk/get-involved-in-your-community
http://prepare.campaign.gov.uk/get-involved-in-your-community
http://voda.org.uk/free-online-training-for-the-vcse
http://www.volunteernow.co.uk/training/courses-scheduled
http://www.communitiesprepared.org.uk/london-community-resilience-toolkit
http://www.communitiesprepared.org.uk/london-community-resilience-toolkit
http://www.communitiesprepared.org.uk
http://www.communitiesprepared.org.uk


Commonside Community Trust
New Horizon Centre 
Phone: 020 8764 9582 
Email: info@commonside.net 
Web: commonside.net

Merton EP Team 
Email: civilcontingencies@merton.gov.uk 
Web: merton.gov.uk

Re
f: 
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