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BUSINESS CONTINUITY PLAN 

 

 
 
 

Introduction 
The Business Continuity Plan for Homemaker Southwest sets out a process whereby we 
seek to identify, manage and reduce all risks either within the organisation, or those risks 
which are external to the organisation.  It is not intended to be exhaustive but seeks to 
describe a process and a framework which we will employ to ensure a continuity of the 
business. We have identified seven core areas which are discussed below. 
 

• People, skills and knowledge 

• Premises 

• Technology and data 

• Suppliers 

• Commissioners 

• Insurance 

• Reputational 
   
There are two aspects to every risk to consider 

•  How likely is it to happen? 

•  What effect will it have on the organisation? 
 

People skills and knowledge 
We acknowledge that our staff retain a huge repository of knowledge, skills and experience; 
they are critical to the organisation.  We have a suite of policies designed to support and 
manage those staff so that they can deliver.  We will regularly review those policies and 
bring them to the Homemaker Board for validation.   
We monitor sickness absences, so we can support staff, and do what we can to ensure 
their wellbeing.  Each member of staff has a training log and is expected, with their line 
manager, to identify relevant training needs.  The organisation undertakes to support the 
delivery of relevant training as much as possible.  Training for each member of staff is 
reviewed during review meetings, and formally at the annual performance review. 
As none of our staff (apart from MAS) are employed within a specific funding stream, should 
we lose a proportion of staff, for any reason, we are able to redistribute existing staff where 
possible to meet the shortfall. Should we have over 50% of our staff off (e.g. during a flu 
epidemic), we would need to concentrate on those clients with open cases, and not take 
on any new referrals – whilst at the same time ensuring that commissioners are kept 
apprised of the situation. 
 
Premises 
We work from separate office premises as follows; 

• 2 Southernhay West, Exeter, where 5 members of staff are based. 

• Devonport Guildhall, Ker St, Plymouth where 5 members of staff are based. 

• 2 members of staff work from home. 

• 2 members of staff are permanently co-located within local authority premises. 
 

We have volunteers working in both Exeter and Plymouth office premises.  
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The variety of locations poses a challenge in respect of staff isolation and a lack of 
cohesion; it does, however provide a degree of security.  We are exceptionally unlikely to 
lose both main premises at the same time.  All staff now have business laptops and could 
in the short-term work effectively from home: in addition, all Plymouth based staff could, in 
the short-term, share hot desking space at another charity - Shekinah Mission, Plymouth. 
 
Technology and data 
Email and document storage is done via Microsoft 365, and all client casework notes are 
on AdvicePro, both of which are cloud-based solutions.  There is a legal requirement on us 
to preserve casefile data for 6 years.  Older paper-only files are stored securely with an 
external storage company. 
 
All members of staff have a business mobile telephone, which is currently on the EE 
network; Vodafone provide a OneNet solution for the Exeter and Plymouth Landline 
numbers 
 
All I.T. based data is backed-up by Microsoft 365 and AdvicePro daily. All documentation 
for client files is scanned, and copies are held, with orginals being returned to clients as 
soon as possible. This will allow many of our paper systems to be replicated in the case of 
catastrophic destruction such as fire/flood. We have a Data Protection Policy and an I.T. 
Policy which guides all staff on security and operating procedures. 
 
Suppliers 
We are not currently reliant on any single supplier of any goods or services.  It is our 
intention to have a multiplicity of suppliers as far as possible.       
 
Commissioners 
In 2016/17 we have contracts with 10 commissioners, one of whom is responsible for 49% 
of our income, and are also in receipt of a three-year grant from a charitable fund. 
It is our intention to try to spread our risks, as we do not want any single commissioner to 
become responsible for more than 20% of our income. We are continuing to look for grants 
towards the organisation’s core costs. 
 
Insurance 
We currently have insurances in respect of our I.T. equipment and all other contents; we 
hold Professional Indemnity Insurance, Trustees Indemnity Insurance, Public Liability and 
Employers Liability Insurance.  In addition, we have business interruption insurance as 
follows; loss of revenue £200,000, and additional expenses of £25,000.  All staff laptops 
are insured under this policy. All staff and equipment are insured whilst off-site – ie on client 
visits. 
 
Reputational 
We accept that a reputation once damaged is difficult to rebuild. Therefore, the Board, the 
Directors and managers of the organisation continuously monitor and assess the service 
delivered and any reputational risks which may arise.  
 
We have a suite of policies to ensure all staff adhere to relevant professional standards: 
these include a Code of Conduct, Confidentiality and Data Protection policies.  We also 
have Management and Decision-Making Structure Policy which link into our Financial and 
Fraud Policy and procedure.  No member of staff may engage with the press without 
permission of the Director.  We aim to deliver high quality services always and so limit our 
risk of reputational damage. 
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Staff often deliver complicated advice to clients many of whom have a variety of needs. 
Therefore, we do this in accordance with the National Occupational Standards and within 
the Money Advice Service Quality Framework, which are updated regularly.  We also have 
a Complaints policy which is designed to investigate fairly and swiftly and ensure regular 
communication with the complainant.  It is multi layered and is overseen by the Chair of the 
Board.  
 
One major reputational risk would be our failure to deliver quality services to commissioners 
and clients.  Therefore, we have a bespoke Service Level Agreement with each 
commissioner which seeks to set out in advance both our objectives and our outcomes for 
the service; they also include dispute resolution protocols.   
 
Review 
The Business Continuity Plan will be reviewed and reported to the Board annually.  It will 
be maintained by the Director and Management team. 
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Review date – Jauary 2019 
 
 


