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1. Introduction

This Incident Management Plan (IMP) is a set of procedures designed to ensure [insert operator name] can respond to any incident in a timely and appropriate manner. This IMP defines accurate and realistic management strategies and processes for all foreseeable incidents.

The primary objective of this IMP is to:

· preserve life and minimise injury

· minimise further damage

· minimise the impact on/disruption to the Operator and service, surrounding businesses, local community and the environment.

1.1 Requirements

IMPs are mandatory under Section 34 of the Transport Operations (Passenger Transport) Standard 2010. All accredited bus operators must have and comply with an IMP. 

This IMP also takes into consideration:

· Government legislation, regulations and guidelines, including:

· [insert all relevant legislation, regulations and guidelines such as (but not limited to)]:
· Disaster Management Act 2003
· Transport Security (Counter Terrorism) Act 2008
· State Disaster Management Plan 2010
· Public Safety Preservation Act 2008
· Code of Conduct for School Student Travelling on Buses
· internal policies and procedures, including:

· [insert other internal documentation, such as business continuity plans]
1.2 Definitions

For the purposes of this document, an incident is defined as an event that affects the Operator’s assets if the event:

· disrupts the provision of a service for more than 30 minutes; or

· prevents the provision of a service.

1.3 Scope

This IMP covers the following incidents:

· [insert all incidents that have been determined to be a hazard to your operations (such as but not limited to)]:
· event where a person is injured or killed
· vehicle accident or breakdown
· terrorist acts
· use of chemical, explosives or firearms
· fire on vehicle
· an assault or threat to the driver or passenger
· medical emergency
· unsafe road conditions
1.4 Review

[Insert individual/position] will review this IMP after significant incidents or when other opportunities to improve the IMP are identified.

In addition, [insert individual/position] will undertake an annual review by [insert date] each year.

2. Preparing for an incident

2.1 Roles and responsibilities

[the below table should be populated to outline specific roels and responsibilities in responding to an incident (depending on the size of your organsiation, there may be multiple people/positions nominated to roles)]
	Incident response team (IRT)

	Role
	Designated person
	Responsibilities

	Incident manager
	[insert person/position that is designated to this role (depending on the size of your company, there may be multiple people/positions nominated to this role)]
	[insert all primary responsiblities]

	On-site manager
	[insert designated person/position responsible for managing the incident at the scene (this will depend on the type of incident and will be documented in the incident response action plans in section 3.1)]
	

	Media liaison officer
	[insert designated person/position responsible for handling any media enquiries]
	

	External stakeholder officer
	[insert designated person/position responsible for communication between internal and external parties]
	

	Welfare officer
	[insert designated person/position responsible for arranging counselling or other welfare]
	

	Administration officer
	
	

	Communications officer
	
	


2.2 Contact list

A complete list of all contacts required in the event of an incident is provided in Appendix A.

[Insert individual/position] is responsible for updating the contact list every [insert time period].

2.3 Training

The following personnel receive training in incident management:

· drivers

· [insert nature of induction training]
· [insert nature of ongoing training and frequency]
· incident response team

· [insert positions which personnel will be trained in]
· [insert nature of induction training]
· [insert nature of ongoing training and frequency]
Security awareness and incident response training will be provided for all employees as part of induction training. Refresher training will be provided [insert time period].

2.4 Insurance

[Insert operator name]’s insurance provider is [insert insurance provider]. Details are as follows:

· Account manager: [insert name and number]
· Type of cover: [insert details]  

· Period of cover: [insert details]  
· Policy number: [insert details]
3. Responding to an incident

3.1 Incident response action plans

In the event of an incident, the incident manager or a delegate will direct relevant personnel to implement the procedures as outlined in the incident response action plans in Appendix B.

[Incident response plans must be developed for all hazards outlined in Section 1.3]
3.2 Driver instructions

Driver instructions for each incident type are provided in Appendix C. Instructions are carried on all vehicles at all times. Drivers are trained in their implementation in accordance with Section 2.3.

[Incident response plans must be developed for all hazards outlined in Section 1.3]
3.3 Reporting

In the event of an incident [insert operator name] will ensure accurate and complete reporting is maintained at all time. Completion of an incident report is mandatory and will be completed within 24 hours after the incident. A template for an incident report is provided in Appendix D. [Insert operator name] will also provide the following reporting:
· [Insert list of all reports to be completed, (i.e. communication log, situation report). Provide a template of each as an appendix.]
3.4 Incident response operations room

In the event of a major incident requiring a large and/or ongoing management response, the incident response manager may activate an operations room to respond to the incident. The operations room will meet the following requirements:

[Operator should insert into this section its arrangements for establishing an operations room if required to be activated; including details of its location and equipment.]
4. Preventing an incident

4.1 Procedures for defining risk
A security risk assessment has been undertaken to determine security and incident risks to [insert operator name]. The following have been identified as significant security risks:

· [insert identified risks]
The security risk assessment will be reviewed by [insert individual/position] every [insert frequency]
4.2 Procedures for reporting suspicious behaviour
Security checks will be undertaken on buses [insert time frame i.e. before/after commencing a service]. Employees are expected to be alert for suspicious behaviour and activities at depots, bus stops/interchanges and on buses. Suspicious items, behaviour or activities are to be reported immediately to [insert individual/position].

4.3 Preventive security measures

The following preventive security measures have been implemented to address the security risks identified in Section 4.1.

[Insert any preventive security measures that have been implemented].

5. Recovering from an incident

5.1 Welfare

In the event of passengers, personnel or members of the public requiring counselling or other welfare, the welfare officer will arrange the following:

[Provide details of all welfare and counselling planning].

5.2 Media management
[Insert individual/position] or delegate will handle all media inquiries relating to any incident involving [insert operator name]. No other staff member is to provide information to the media unless authorised to do so by the Chief Executive Officer or incident manager.
5.3 Business continuity

[Insert operator name] has a business continuity plan, a copy of which can be accessed via [insert location].
OR
[Insert operator name] has developed business continuity scenarios to assist in recovery from an incident. These scenarios are provided in Appendix E.

Appendix A

Contact List

	Contact List

	Role/Organisation
	Name
	Contact Details

	Operator Contacts

	Senior operator representative (e.g. CEO)
	[insert name]
	[insert all relevant contact details, such as work number, home number, mobile number, fax, email, radio channel or 24 hour contact number]

	Incident manager
	
	

	On-site manager
	
	

	Media liaison officer
	
	

	External stakeholder officer
	
	

	Administration officer
	
	

	Communications officer
	
	

	Welfare officer
	
	

	Operations room
	
	

	Vehicle (driver)
	
	

	Depot (dispatch)
	
	

	Depot (workshop)
	
	

	External Stakeholders

	Emergency services
	
	

	Local police station
	
	

	TMR regional office
	
	

	National Security Hotline
	
	1800 123 400

	Insurance company
	
	

	Traffic reports
	
	

	Towing company
	
	

	Local hospital
	
	

	Counselling service
	
	

	School (if applicable)
	
	

	Media

	Media outlet
	
	


Appendix B

Incident response action plans

[The below table should be populated for all hazards outlined in Section 1.3]
	1. [Insert type of Incident]

	Immediate site actions
	[Insert all actions to occur immediately at the site following the incident and who is responsible for undertaking the tasks]

	Immediate actions at base
	[Insert all actions to occur immediately at the Operator’s base following the incident and who is responsible for undertaking the tasks.]

	Incident Response Team personnel requirements
	[Insert personnel required in the event of forming an incident response team]

	Incident Response Team responsibilities
	[Insert roles and responsibilities for IRT members] 

	Authorities (if needed)
	[Detail who is responsible for authorising all decisions in the process] 

	Activation (if needed)
	[Insert when this procedure should be activated]

	Reporting 
	[Insert internal and external reporting procedures] 

	Ongoing site actions
	[Insert all ongoing actions to occur at the site while the incident remains current and who is responsible for undertaking the tasks]

	Ongoing base actions
	[Insert all ongoing actions to occur at the Operator’s base while the incident remains current and who is responsible for undertaking the tasks] 

	Recovery procedures
	 [Insert details of “all clear” determination and authorities to provide it. Include actions required following all clear is provided]


Appendix C
Driver instructions

[The below table should be populated for all hazards outlined in Section 1.3]
	1. [Insert type of Incident]

	Immediate site actions
	[Insert all actions to occur immediately at the site following the incident and who is responsible for undertaking the tasks]

	Immediately contact
	[Insert who the driver should contact and when (e.g. before or after immediate actions)]

	Details to report
	[Insert the details that the driver should provide to the Incident Manager]

	Ongoing site actions
	[Insert further actions the driver should undertake] 

	Restrictions
	[Insert restrictions and limitations on what the driver can do]

	Post incident actions
	[Insert actions the driver should undertake once the "all clear" has been given] 


Appendix D
Incident management report

	Incident management report

	Operator and personnel details

	Operator details
	Accredited name:

Accreditation number:

	Relevant driver
	Name:

Authorisation number:

	On-site manager
	Name:

Position:

	Incident manager
	Name:

Position:

	Incident details

	Incident occurrence
	Date:

Time:

	Incident reported
	Date:

Time:

Initially reported to:

	Incident location
	

	Description of incident
	[Briefly describe the incident]

	Weather/road conditions
	[Describe the weather and road conditions at the time of the incident]

	Nature of assistance required 
	[Police, ambulance, mechanic, etc]

	Action taken
	[Describe what actions were taken in response to the incident] 

	Number of people involved in the incident
	

	Number of persons injured or killed

	
	Passengers
	Other public
	Employees
	Trespassers

	Fatality
	
	
	
	

	Serious injury
	
	
	
	

	Minor injury
	
	
	
	

	Vehicle details

	Relevant vehicle identification
	Registration:

Certificate of inspections number:

	Vehicle damage
	[Describe the nature and extent of damage/fault  to vehicle]

	Did the vehicle continue service?
	[Yes/No]

	Business continuity

	Impact on service provision
	[Describe the effect the incident had on the service and other operations]

	Alternative arrangements
	

	Review

	Were there inadequacies in the Incident Management Plan 
	[Describe any inadequacies or failures in the IMP]

	What measures taken to prevent future similar incidents?
	[Describe any measures taken to prevent similar incidents]

	Additional comments
	

	Author details
	Name:

	
	Signature:

	
	Date:


Appendix E
Business Continuity Scenarios
[The below table should be populated for all hazards outlined in Section 1.3]
	1. [Insert type of Incident]

	Situation
	[insert explanation of incident]

	Causes
	[insert causes of incident]

	Business considerations
	[insert how incident effects service(s)]

	Business impact
	[insert how incident impacts on business operations] 

	Work arounds
	[insert actions to be taken to continue operations]

	Authorisation
	This work around is to be authorised by the [insert person/position responsible] only.

	Activation
	[insert who is responsible for authorising the work around]

	Time
	[insert timeframe to restore services]

	Guarantees
	[insert guarantees for implementing work arounds]

	Insurance
	[insert detals of actions relating to insurance if applicable to business continuity]

	Notifications

individuals and organsiations who should be notified of activiation of these arrangements
	Customers
	TMR
	E.g. School/Hirer
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