Emergency Personnel Support Programme
1.
Introduction 
All humanitarian work involves some degree of stress. In development and crisis response work, staff members are confronted with political, cultural, language and societal issues that cause stress to themselves and their families beyond what may be normally experienced within the work environment. Thus, the work environment should be monitored to prevent intolerable stress build-up, which can quickly degrade the health and safety of personnel, and effectiveness of the emergency response operation.
Exposure to undue stress produces physiological changes within the body that enable a proper and effective response. When the body is compelled to react to stressful environmental changes constantly and over and long period of time it can result in physical and/ or mental fatigue or mental health problems. Unless properly managed, tension and pressures will adversely affect staff health and hinder performance and judgment
.

2.
Rationale

Quality support systems will result in staff that are more healthy, productive and successful as a result of a more positive state of morale and a heightened sense of personal well-being. Psycho-social support reduces burn out and enhances good judgment therefore reduces risk of security incidents. Personal well-being also enhances programme delivery through personnel that are more effective and have better retention rates. The benefits to the organization of an effective personnel support programme include cost effectiveness in decreased numbers of returning personnel, flight and insurance costs are minimized and time away from the site is reduced. Psycho-social support contributes to continuity in the organization’s employee base. Training through a Personnel Assistance programme can promote new partnerships and institutional knowledge. Overall, Personnel Assistance and the training involved can enhance career development and professionalism within the organization.

3.
Purpose and Scope
The purpose of the development and implementation of an Emergency Personnel Support Programme is to ensure that systems are in place and best practice is applied in its delivery to CARE staff. 

This policy framework incorporates minimum standards and procedures for a systematic process of ensuring staff members working and living in extreme conditions, are adequately prepared prior to departure and are given access to psychological support while in the field and on return home. 

CARE Members should further develop their own detailed related policies and procedures for these minimum standards and have in place an appropriately trained and experienced professional to provide briefings. Members should choose to contract an appropriate psychological counseling service provider to implement the support programme to staff members. 
CO Senior Management Teams and field managers should receive adequate training in stress management skills and capacities to recognize signs of stress in their colleagues, promote activities that reduce stress and arrange individual support for staff as and when it may be required.
All counseling activities must be subject to a comprehensive confidentiality policy, which forms a cornerstone of the Programme. Confidentiality policies should be developed with all psychological counseling service providers utilized by the CARE Members to implement the minimum standards.
4.  
Responsibility
The responsibility for coordinating the Support Programme for emergency staff deployed to the field rests with the hiring CARE Member. 

Costs associated with the Support Programme for emergency staff are covered by funds raised for the emergency, however, hiring CARE Members may have to cover the initial expenses until it is deemed feasible to charge such expenses to the emergency

5.
Minimum Standards

5.1  Pre-departure preparation
CARE emergency personnel must receive appropriate pre- assignment preparation. This should include stress education and how to mitigate the effects of stress, as well as a briefing on the expectable stressors that are likely to be encountered on their assignment.
Each hiring Member organizes for its personnel to be briefed either in-person or over the phone by an appropriately trained and experienced professional (trained in trauma and stress management) prior to departure for the field. 
Staff and their families are provided with clear and concise written resource materials about stress and trauma. 

5.2  Individual in-field support
CARE emergency personnel are offered professional counseling during or following prolonged periods of high stress.

Staff are provided with information during their ‘Pre-departure briefing’ about how to contact their counselor, by phone and email. A staff member may request the service at any time or the Team Leader/Country Director can refer a staff member to the relevant counselor of the hiring Member.

Alternatively, there may be some situations whereby ‘Individual in-field support’ may be provided by appropriately qualified psychologists locally identified by the Country Director. The County Director must advise all CARE Member Human Resources Departments, if they have located and hired a counselor for this service. Each Member (CARE USA / CARE Australia / CARE Canada) has a service provider that can be accessed for professional support.
5.3  Reintegration support

CARE emergency personnel should receive appropriate support when leaving an  emergency assignment, this should include a stress assessment and an opportunity to reflect on their experience in the field by a professional counselor.
Personnel are provided with information about how to access counseling services following departure from the field.  Each hiring Member organizes for its personnel to be de-briefed either in-person or over the phone by a counselor. 

At the recommendation of the counselor staff may be referred to ongoing longer-term counseling support.  Costs associated with referrals for ongoing longer-term counseling need to be negotiated on a case by case basis between the hiring Member and the individual employee. 

5.4  Critical incident response in-field support
CARE emergency personnel are offered professional counseling services following a critical incident or traumatic event in the field. These conditions include but are not limited to: prolonged exposure to severe risk environments, extreme refugee camp living/working, exposure to violence and war, accidents, death and loss, hostage taking, prolonged exposure to human suffering and severe stress, car jacking etc
The critical incident should be brought to the attention of the Lead Member, Human Resources Director.  Upon the recommendation of the Country Director/Team leader (or assessment by the Lead Member Human Resources Director) the service provider will be contacted by the Lead Member Human Resources Director.
The preferred service provider for ‘Critical incident response in-field support’ for an emergency response is different per Member:
CARE USA
Employee Assistance Program (EAP) Provider: Horizon Health
Tel: 
+1 800 865 3200 (in North America)

+1 858 427 7231 (call collect from overseas)

Website:  www.horizoncarelink.com (login: care; password: eap).

CARE Australia

EAP Provider: PPC

Tel:
+61 3 9658 0000 (24/7 hotline)
Website:  www.ppconline.info/au  (username: careaust; password: care2007)

CARE Canada
EAP Provider: TMG

Tel: + 1 613 564 8585  (24/7 hotline)

Email: sen@trauma.ca (confidential)

As part of the critical incident response, an initial consultation/assessment is provided by professional counselors to determine the best course of action/form of response under the circumstances. Some of these responses may sufficiently be dealt with by telephone, while others may warrant a trip to the field.

Subject to notice and availability, a request for critical incident response is responded to as quickly as possible.  The service providers have responded on 24 hours notice, but the norm would be one to two weeks to arrive in field. Until such time as the counselors arrive in the country, psychological support is available immediately through telephone and/or email contact.  

Depending on the situation, both international and national staff may receive counseling. 

In many cases following a critical incident response in the field, employees may want to have continued support/follow up after the departure of the counselors from the field.  In the interest of continuity, this follow up should be provided by the same counselor who visited the field.  In connection with this a variety of phone/or email follow up services may be required.
It is the responsibility of the Country Office/Lead Member to provide for the overall safety and well-being of staff. It is therefore the relevant Lead Member’s responsibility to initiate and pay for this service with the EAP provider for all staff in the field. Costs for this service may be able to be charged to the emergency.
� CARE International Safety and Security Handbook, Chapter 7. Please refer to the handbook for more information on identifying sources of stress, stress indicators and stress prevention and mitigation.
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