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INTRODUCTION 

 
 
This Emergency Action Plan contains detailed procedures which should be followed in the 
case of any emergency. Each procedure details actions that should be taken by individual 
staff in any given situation. Should you feel that any procedures require updating or 
re-assessing please speak to Lois Maskelyne or a Duty Manager. 
 
The Health and Safety Policy for Wildern School is included in the Appendix of this 
document for your information and the Risk Assessments for the Leisure Centre are 
accessible for all staff. If you feel that any of these procedures do not adhere to the Health 
and Safety Policy or Risk Assessments in any way please speak to Lois Maskelyne or a  
Duty Manager. 

 
IT IS YOUR RESPONSIBILITY TO KNOW WHAT TO DO IN AN EMERGENCY. 

Customers will look to you for information and guidance. 
 

Stay calm and never place yourself or others in any danger. 
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SUMMONING EMERGENCY SERVICES 
 
If you feel that an emergency situation requires the assistance of the emergency services  
please ensure that the Duty Manager is informed immediately. The Duty Manager will  
assess the situation and ask you to call the emergency services if deemed necessary. 
 
In the event of a decision being made to call the emergency services please follow the  
procedure detailed below in order to provide accurate information and to assist a prompt  
response. 
 
To summon the emergency services: 
 

 Dial 999 
 

 You will be asked which service you require 
 

 (Fire, Ambulance or Police) 
 

 You will be asked for your telephone number – 01489 787128, you may also be asked 
to give the Duty Manager’s mobile phone number. 

 

 You will hear the operator passing your phone number on to the emergency service 
you have requested. 

 

 You will be asked for an address – Wildern Leisure Centre, on the site of Wildern 
Secondary School, Wildern Lane, Hedge End, Southampton, SO30 4EJ. 

 

 You will be asked to explain what has happened (eg accident in sports hall/pool or fire 
in plant room/ drowning/ member of staff assaulted / heart attack in gym etc) 

 

 You will be told what action to take whilst waiting for the emergency services, you may 
be asked what you have already done. When phoning for an ambulance, in the case of 
a first aid incident, it is usually best to call using the Duty Manager’s mobile phone  
from near the casualty. The operator will ask about the level of consciousness and the 
general state of the casualty, you can give more information if the casualty is within 
sight. 

 

 Inform the emergency services that a member of staff will be waiting by the main gate 
in Wildern Lane. The Duty Manager will instruct a member of staff to wait and direct 
the emergency services (it may be necessary to clear the pools while an emergency is 
being dealt with). 
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EVACUATION PROCEDURE IN THE EVENT OF FIRE 

 
The leisure centre may need to be evacuated during an emergency situation for various  
reasons. Whatever the reason behind an evacuation staff will be required to follow similar  
procedures. During any evacuation staff must follow the instructions of the Duty Manager.  
Staff must also be aware of the responsibilities they will be required to undertake in each  
position.  
 
DUTY MANAGER 

 In the event of an emergency evacuation, in response to the fire alarms, you will 
secure the reception area and follow the evacuation procedure to remove customers 
from the centre. Initially customers will be asked to wait with a member of staff at the 
bottom of the leisure centre steps. The Duty Manager will liaise with Site team to 
check whether the centre needs evacuating or whether activities can resume. In the 
event of a full evacuation all staff and customers must attend the tennis courts behind 
block 6. In the event of the fire alarm sounding when there are no site team on site it 
must be assumed that a full evacuation is necessary. 

 

 Turn music off in fitness suite so that users can clearly hear instructions regarding 
evacuation procedure.  

 

 Visually check all areas for safety as you go. 
 

 Sports hall users must be asked to cease their activity and to wait by the sports hall 
fire doors for further instructions.  

 

 You should initially confirm with all other staff, using the radio that the centre users 
need to leave the building (via the respective fire exits in each area).  

 

 It is then necessary to direct sports hall users out of the fire doors in the sports hall 
and to the fire assembly point in the tennis courts by the Muga. As the last member of 
public leaves the hall the fire exits must be closed to ensure that no one can re-enter 
the sports hall. 

 

 You must check the sports hall changing rooms, toilets and showers and lead any 
members of public out of the nearest fire exit and direct them to the fire assembly point 
in the new tennis courts. 

 

 You should liaise via the radios with other staff members at this point to ensure that 
each individual person has carried out checks in their designated area of responsibility 
and that all staff members are present. 

 

 A member of staff should remain within eyesight of the main doors and the side 
entrance door (ie stand on corner by the D@rt centre) to ensure that no one re-enters 
the building. You and other members of staff should reassure leisure centre users and 
check that none of them are suffering from shock. 

 

 Do not allow anyone back into the building until the fire service has declared the area 
safe.  
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 Check that all staff are in their normal operating positions before allowing members of 
public to re enter the building. 

 

 The Duty Manager may be asked by the fire service to shut off the gas and electric 
supplies and to shut down the plant room, this can be done by following the procedure 
detailed in the event of gas leak/toxic gases. 

 
 
IN THE EVENING/ WEEKEND 

 If an evacuation happens either on the weekend or evening, after making sure 
that the leisure centre is clear proceed to the in gate off the school and stop 
vehicles from coming entering the site. 

 
During Term Time School Hours 

 If the alarm sounds proceed on to pool side to check if PE are in the pool, if they are 
collect the register from them and take it down to the tennis courts and give to the 
Fire Marshall or Head of Year. 

 
FALSE ALARMS 

 In the event of a false alarm the Duty Manager will liaise with Site team to check 
whether evacuation is necessary. All staff and customers must vacate the building as 
per the evacuation procedure until Site team can confirm if it is a false alarm or not. If 
the alarm sounds on a weekend then the evacuation procedure must be followed and 
everyone must remain on the tennis courts until Site have been called in and can 
verify the cause of the alarm. 

 

 Visually check all areas of the leisure centre in order to confirm that there is no danger 
to staff and members of the public. 

 

 In the event of a confirmed false alarm inform staff that it is not necessary to evacuate 
the building and allow members of public to resume their activities. This can be done 
via an announcement on the public address system for some parts of the building and 
via radio for others. 

 

 When the fire service arrives, if there are no caretaking staff on site, allow access to 
the fire alarm panel and direct them to the building where the alarm has been 
triggered. A key holder will arrive to allow the fire service access to the school 
buildings. 
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LEISURE CENTRE ASSISTANT POSITION 1 (SHALLOW END BETWEEN CHANGING  
ROOMS) 
 

 On hearing the fire alarm give one long blast on your whistle and ask members of 
public to clear the pool.  
 

 If the evacuation occurs during swimming lessons, do not allow parents to retrieve 
children from the pool, as this will cause confusion. All swimmers must proceed to the 
Main Pool evacuation group. 

 

 Direct members of public to the fire exit at the deep end of the pool (Do not evacuate 
unless informed by Duty Manager), do not allow anyone to enter the changing rooms 
to collect personal belongings. 

 

 When all pool users are out of the pool collect the emergency survival blankets from 
the learner poolside cupboard. 

 

 Be prepared to have Learner Pool users join your group if the pool is in use. Pay 
particular attention to children if the evacuation occurs during swimming lessons as 
they will not be accompanied by parents. 

 

 Await instructions from the Duty Manager. Reassure members of the public. Inform the 
Duty Manager that the main pool and changing areas have been cleared. 

 

 If asked to evacuate the building, hand out emergency survival blankets to each 
person and then lead all pool users to the fire assembly point in the new tennis courts.  

 

 Remain with your group and reassure them. Check for any signs of shock. 
 
 
FALSE ALARMS 

 In the event of a false alarm your Duty Manager will inform you that you may return to 
normal duties.  

 

 Do not let members of public re enter the pool unless all poolside staff have returned 
to their positions, ask them to take a seat together on the poolside seating ledge. 

 



      Wildern Leisure Centre 
 Emergency Action Plan 

 

 6 

LEISURE CENTRE ASSISTANT POSITION 2 (FAR SIDE DEEP END) 
 

 On hearing the fire alarm assist the leisure centre assistant on shallow end to clear the 
pool. 

 

 Direct members of public to the fire exit by the deep end of the pool. (Do not evacuate 
unless informed by Duty Manager). 

 

 Do not allow any members of public to enter the changing rooms to collect personal 
belongings. 

 

 In the event of there only being 2 centre assistants on duty or the Learner Pool is in 
use it will be your responsibility to check the main pool changing rooms and escort 
members of public to join the group on main poolside. Once you are sure that all 
members of public are clear of the changing rooms lock the poolside gate. 

 

 Once you are certain that all poolside areas are clear await instructions from the Duty 
Manager and reassure pool users. Inform the Duty Manager that the main pool and 
changing areas have been cleared. 

 

 In the event of evacuation assist with the handing out of emergency survival blankets 
and then take up position at the back of the queue of members of public to ensure that 
everyone leaves the building. 

 

 Liaise with the Duty Manager and confirm that your areas of responsibility have been 
checked and cleared. 

 
 
 
FALSE ALARMS 

 In the event of a false alarm return to your normal operating position. 
 

 Do not allow pool users to re enter the pool until all poolside staff are in their normal 
positions. 
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LEISURE CENTRE ASSISTANT POSITION 3 (LEARNER POOL OR  
DRYSIDE/CLEANING DUTIES) 
 
If you are the lifeguard on Duty on the Learner Pool 

 On hearing the fire alarm give one long blast on your whistle and ask members of 
public to clear the pool. Direct swimmers onto Main Pool to join the main pool 
swimmers. Then proceed to the learner pool changing rooms and escort all members 
of the public onto poolside to join the group assembled by the fire exit. 

 

 If the evacuation occurs during swimming lessons, do not allow parents to retrieve 
children from the pool, as this will cause confusion. All swimmers must proceed to the 
Main Pool evacuation group. 

 

 Check the learner pool changing rooms, cubicles and disabled changing room. Once 
you are sure that all members of public are clear of the changing rooms lock the 
poolside gate to prevent pool users returning to their belongings and then collect the 
survival blankets for the Learner Pool Cupboard.  

 

 Once you are certain that all poolside areas are clear await instructions from the Duty 
Manager. 

 

 Ensure that all members of public are instructed to remain with Leisure Centre 
Assistant position 1 in this group and that they are to follow Leisure Centre Assistant 1 
to the fire assembly point in the new tennis courts. 

 

 Liaise with the Duty Manager and confirm that your areas of responsibility have been 
checked and cleared. 

 

 Return to your group at the fire assembly point. Reassure them and check for signs of 
shock. 

 
 
FALSE ALARMS 

 In the event of a false alarm return to your normal duties and unlock the poolside 
access gates (ensuring first that both leisure centre assistants 1 and 2 are in place on 
poolside). 
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SWIMMING INSTRUCTORS/AQUAFIT INSTRUCTORS 
 

 On hearing the alarm immediately stop your class and ask them all to calmly exit the 
pool (either main pool or learner pool) and line up on the changing room side of the 
pool at the deep end by the fire exit. Ensure that you collect your register and assist 
the lifeguard in supervising the evacuation of the pool users.  

 

 Stay with your group/class at all times and reassure them and check for signs of shock 
(this is vital with young children as they may panic at the sound of the alarms and the 
fact that their parents are not with them. Do not allow any children to run off looking for 
parents, reassure them that they will be waiting for them outside). 

 

 In the event of evacuation collect foil blankets from the leisure centre assistants and 
ensure each of your class have one.  

 

 Assist the leisure centre assistants in escorting the pool users from the centre and to 
the fire assembly point in the new tennis courts. 

 

 Remain with your group at all times.   
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 FITNESS SUITE INSTRUCTORS 
 

 On hearing the fire alarm immediately request all fitness suite users to cease activity 
and wait by the fire exit at the back of the fitness suite. Do not allow anyone to return 
to the changing rooms to collect their belongings. 

 

 Check the male and female changing rooms behind reception and escort any users 
from them into the fitness suite to join your group. 

 

 Once you are certain that your areas are clear await instructions from the Duty 
Manager. 

 

 Take up position in the main reception area immediately outside the fitness suite. 
From here you can supervise your group, prevent access to the fitness suite changing 
rooms and prevent further users from gaining access to the leisure centre. Liaise with 
Fitness Class Instructors and the leisure centre assistant from the learner pool and 
hand foil blankets to them for their class members if required. Inform the Duty 
Manager that your areas of responsibility are clear and that the Fitness Class 
Instructor and learner pool leisure centre assistant have prepared their users for 
evacuation. 

 

 In the event of evacuation hand out foil blankets and escort your group to the fire 
assembly point in the new tennis courts. Reassure them and check for signs of shock. 

 
FALSE ALARMS 

 In the event of a false alarm the Duty Manager will inform you to return to your normal 
duties. At this point you may allow users to return to their activities. 
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FITNESS CLASS INSTRUCTORS 
 

 On hearing the alarm immediately stop your class and turn off any music. 
 

 Instruct class members to wait by the fire exit at the back of the studio. Do not allow 
anyone to return to the changing rooms to collect their belongings. 

 

 Liaise with the Duty Manager/Fitness Suite Instructor in the reception area. Collect foil 
blankets from them if necessary and inform them that your class are assembled by the 
fire exit. Ensure no one else enters the Studio and await further instructions. 

 

 In the event of evacuation hand out foil blankets and escort your group to the fire 
assembly point in the new tennis courts. Reassure them and check for signs of shock. 

 
FALSE ALARMS 

 In the event of a false alarm the Duty Manager will inform you to return to your normal 
duties. 
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PRIVATE HIRERS 
 

 On hearing the fire alarm the lifeguard (with the exception of Wildern Waves & 
Fareham Nomad swim clubs, when the head coach should clear the pool) will give one 
long blast on the whistle to clear the pool of bathers. Each teacher/coach/instructor will 
take their group to the fire exit at the deep end of the pool. The lifeguard (or head 
coach) will collect the emergency survival blankets from the learner pool cupboard and 
await further instructions from the Duty Manager. No one must be allowed to re enter 
the changing rooms. 

 

 If an evacuation is deemed necessary you will be informed by a member of leisure 
centre staff to lead your group out of the fire exit door and you will be directed left out 
of the fire exit and to follow the building around to the fire assembly point in the new 
tennis courts. You will also be provided with a foil emergency blanket. 

 

 Please ensure that you have any registers with you so that you may immediately 
ascertain that all members of your group are present.  

 

 Should you discover that someone is missing inform the Duty Manager directly or via a 
member of staff immediately. Do not re-enter the building or allow any of your group to 
do so. 

 

 Reassure your group and watch for signs of shock. 
 
FALSE ALARMS 
 

 In the event of a false alarm you will be informed by the Duty Manager that you may 
resume your normal activity. Ensure that all of your staff are in place or that the 
lifeguard is present before you allow anyone to enter the pool. 
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OTHER EMERGENCY SITUATIONS 
 
POOLSIDE EMERGENCIES  
 
DUTY MANAGER 
 

 On hearing the poolside alarm you must stop whatever you are doing and immediately 
proceed to poolside. The Duty Manager must always supervise the incident to ensure 
the correct action is being undertaken.  If available, one member of staff must stay on 
reception as a point of contact.  
 

 On arrival on poolside assess the situation and check that it is under control. Check 
that staff are coping with the situation (it may well be the first time the staff member 
has dealt with a particular incident and could result in a reaction of shock).  

 

 Gain as much information as possible about what has happened and the condition of 
the casualty. If family and friends are present try to find out the name and age of the 
casualty.  Any other information regarding medical conditions or medication should be 
noted. 

 

 Contact the emergency services immediately when you decide that an ambulance is 
required. Give the operator as much information as possible about what has occurred. 

 

 Instruct a member of staff to reassure friends and family and where necessary ask 
onlookers to wait in the changing rooms. 

 

  Ask someone to wait outside for the ambulance to direct them in. It may be 
appropriate to wait outside the deep end fire exit as this will be where the ambulance 
enters the school and will enable a faster arrival time. Site team can be contacted via a 
radio to ask for assistance in waiting for an ambulance. Ensure Site team are given 
clear instructions as to where the incident has occurred. 

 

 Continue to assess the situation and assist as necessary. 
 

 After the incident reassure customers and staff. Be aware to watch for signs of shock, 
especially with those who dealt directly with the incident. 

 

 Where possible allow activities to resume as normal. Remember that if staff are in 
shock you may not be able to do this immediately as it may be necessary to cover 
positions with other staff. 

 

 Ensure that the staff involved have filled out an accident form and completed HSE 
forms (if the casualty was removed directly to hospital).This should be completed 
directly on to the form on the internet. Ask all staff present during the incident to write a 
report of what happened. 

 

 Gain as much information as you can about the incident and write a report yourself. If 
the accident/incident was as a result of error or was the responsibility of the centre 
ensure that the problem is immediately rectified or isolated. 
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 The following day contact the casualty or their family to find out how they are. 
 

 If staff who dealt with the incident are at work the next day encourage them to talk 
about the incident with you. Contact staff who are not on duty the following day to 
ensure that they are coping OK. 

 

 Assess how the incident was dealt with and evaluate any lessons that may be learned 
from the situation. It may be appropriate to bring this up at the next staff training 
session.
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LEISURE CENTRE ASSISTANTS 
 

 If a situation arises in the pool that you feel is a serious threat to life (pool users or 
staff) then immediately press the emergency alarm button situated halfway along 
poolside near the male changing rooms.  

 

 If you are on poolside alone and it becomes necessary to enter the water to effect a 
rescue then the emergency button must be pressed prior to you entering the pool. 

 

 Immediately after you have activated the alarm you must proceed to deal with the 
incident in the appropriate way, according to your National Pool Lifeguard training. 

 

 The centre assistant who is dealing directly with the incident must continue with Cardio 
Pulmonary Resuscitation and Expired Air Ventilation where required or any other first 
aid treatment needed. 

 

 The centre assistant on poolside who is not directly involved in the incident must 
ensure the safety of other pool users before assisting ie clear the pool. 

 

 The centre assistant who is on dryside duties must proceed to the poolside 
immediately when the alarm has been activated. On arrival on poolside assess the 
situation and assist as necessary. 

 

 Ensure that onlookers are removed from poolside where necessary (remember that it 
may be frightening for young children to witness incidents).  

 

 Ensure that any family or friends of the casualty receive reassurance and be aware of 
the possibility of them suffering from shock. 

 

 The Duty Manager will be present on poolside throughout any major incident, if you 
have any concerns during the incident notify them immediately. 

 

 After the incident ensure that you fill out the relevant accident forms and write a report 
of what occurred. Encourage other staff to discuss what happened and how the 
incident was dealt with. Be aware of signs of shock in yourself and other colleagues. 

 

 If at any point you do not feel able to return to work immediately speak to your Duty 
Manager. 
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MAJOR INCIDENTS 
 

 A major incident involves a situation where there is a serious threat to life or results in 
a serious injury, 

 

 A major incident could take place in any area of the centre (including the car park). 
 

 A major incident could include any of the following:- 
  
   Drowning            Cardiac Arrest         Unconsciousness   Stroke   
   Loss of Sight Loss of a Limb         Severe Bleeding   Fatality 
   Head Injury           Spinal Injury             Broken Limb   
 
 

 In the event of any major incident always summon assistance before commencing first 
aid, where necessary instruct a member of public to summon help from other staff. 

 

 Always ensure that an ambulance is summoned immediately if you feel further 
assistance is required. 

 

 Never put yourself (or the casualty) in any danger when administering first aid, always 
assess the situation first as per your first aid training. 

 

 
AED (Defibrilator)  
 
ONLY TO BE USED BY TRAINED PERSONS 
 
The AED is stored behind reception desk next to the safe. 
 

 when you are attending a first aid incident DON’T take the AED with you 
immediately unless there is a report of collapse, unconsciousness or suspected 
heart attack. 
 

 all first aid incidents must be attended by two staff so should a situation change 
there will be a member of staff available to radio for the AED or , if necessary, 
collect it while summoning the emergency services. 
 
 

 If the person has lost consciousness and has stopped breathing start CPR until 
AED arrives. 
 

 Once the AED has arrived continue CRP whilst the 2nd member off staff sets up the 
AED. 
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Member of staff with the AED 
 

 Cut away any clothing covering the chest area ie t shirts, swim suits, underwear etc. 
 

 If the person has hair on their chest use the razor/ waxing pads to remove hair from 
areas the pads will be placed. 
 

 Dry off the chest and open the AED. 
 

 Once open the AED will take you step by step on where to place the pads. 
 

 Once the pads are on follow the instructions given by the AED, listen carefully. 
 

 IT IS IMPORTANT THAT YOU WORK AS A TEAM, UNTIL THE EMERGENCEY 
SERVICES ARRIVE. 

 
AFTER THE INCIDENT 
 

 Immediately after a major incident the Leisure Operations Manager should be 
contacted and informed of what has occurred. If the Centre Manager is on annual 
leave contact the Community Manager. 

 

 The Duty Manager must ensure that all staff are OK and are not suffering from shock. 
 

 The Duty Manager will contact the casualty or their family to see how they are on the 
following day. 

 

 All relevant accident forms should be filled out and all staff should write independent 
reports about the incident. 

 

 No member of staff should talk to the media/press. Any media enquiries should be 
referred in the first instance to the Community Manager who will pass the details onto 
the Headteacher. 
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MINOR INCIDENTS 
 

 Minor incidents can occur on a daily basis in leisure centre environments and so all 
staff should be aware of the procedure of dealing with them. 

 

 Assess the situation from what you saw, what your casualty tells you and what other 
witnesses tell you occurred. 

 

 If a minor first aid incident occurs on poolside it is imperative that you cover your 
position before commencing first aid. Use the poolside telephone or radio to summon 
cover from the Duty Manager or the Centre Assistant on dryside duties. 

 

 Reassure your casualty and treat as required in accordance to your NPLQ and first aid 
training. 

 

 Never administer first aid in a secluded area without witnesses or other staff being 
present (this is especially vital in the case of children). 

 

 If you are at all unsure about treatment or diagnosis ensure that the Duty Manager is 
present during the incident. If you are still concerned or in any doubt ask the Duty 
Manager to call an ambulance (it is safer to cover your own back in first aid situations 
– you are not after all a Doctor!) 

 

 An accident form must be completed each time you are asked to perform first aid no 
matter how minor you feel the incident is.  This includes rescues and ‘near misses’. 

 

 Depending on the circumstances of the incident it may be necessary to ensure that the 
casualty does not leave the centre alone. Following an accident involving a child 
telephone a parent or guardian to explain the situation. Reassure them and explain 
that we would prefer them to collect the child personally from our care. With adults, 
offer to contact a partner/family member to collect them. When they arrive always tell 
them to seek medical advice if at all concerned about the condition of the casualty.  

 

 If any one refuses first aid treatment or does not wish to follow your advice ensure that 
you record this on the accident form (and if possible ask them to sign it also or ask 
another member of staff to witness it if this is not possible or appropriate). 

 

 When treating open wounds ensure that you wear disposable protective gloves (and 
aprons when necessary). 

 

 If there is any spillage of blood or body fluid ensure that the Duty is Manager made 
aware so that it can be cleaned up using ‘presept’ powder (located in poolside 
cleaning cupboard) 

 

 Dispose of any soiled dressings in a yellow biohazard bag and deposit in a nappy bin 
preferably or sanitary bin. 
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OTHER EMERGENCY SITUATIONS 
 
FIRE 

 If a member of staff discovers a fire they should contact the Duty to Manager make 
them aware of the situation. 

 

 Depending on the severity of the fire it may be possible to extinguish the flames using 
a fire extinguisher (only in the case of small fires such as in waste paper bins).  

 

 The Duty Manager will activate the fire alarm system if necessary. 
 

 Leisure Centre staff will begin the emergency evacuation procedure as soon as the fire 
alarm system is activated. 

 

 Staff must only attempt to extinguish a fire if they and the Duty Manager are certain 
that the situation can be dealt with without endangering themselves or anyone else. 

 

 Staff must ensure that they have the correct extinguisher if they are going to attempt to 
put out a small fire. Using the wrong one could worsen the situation. If you are unsure 
which extinguisher to use do not attempt to put the fire out. 

 

 When fighting a fire you must always keep an exit door behind you to ensure that you 
do not get trapped in a room. 

 

 If at any point you feel you may endanger yourself or anyone else do not continue to 
fight the fire. Close doors and windows where possible and assist with the evacuation 
of the building. 

 

 Contact the fire service to ensure that they have received a call from the alarm 
company. 
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        LACK OF WATER CLARITY 
 

 If a member of staff feels that the clarity of the water in the pool is inadequate or is 
beginning to decrease they should immediately contact the Duty Manager. 

 

 The Duty Manager will investigate the problem to see if there is an obvious reason for 
the water clarity to deteriorate (a pool test should be undertaken from both the pool 
itself or from the sample line and the plant should be checked for defects). 

 

 The Duty Manager will decide whether the pool needs to be evacuated or what course 
of action needs to be taken. 

 

 In the event of evacuation the Manager on duty will inform the staff of the decision and 
seek further advice from the Centre Operations Manager. 

 
 
 POWER FAILURE 
 

 In the event of a power failure the centre has an emergency lighting system which will 
start up immediately. 

 

 The emergency lights do not provide a great deal of light and so some panic from 
members of the public will be expected initially. Staff must remain calm and firmly but 
politely reassure customers. 

 

 The centre assistants on poolside may need to clear the pool (during daylight this will 
not be necessary) and prepare to follow the emergency evacuation procedure. 

 

 The Centre Assistant on dryside duties should enter the changing rooms to reassure 
people getting changed. If a male member of staff is on duty, do not enter the female 
changing rooms (and vice versa for female staff) but push the door ajar and call out to 
the customers inside to ask if it is ok to enter (there may be people in certain states of 
undress!) 

 

 The Duty Manager will contact a caretaker (if on site) to see if the cause of the 
problem is known. If no caretaker is on site the Duty Manager will contact Southern 
Electric (electrical supplier to be confirmed) to ask how long the situation is likely to 
last. A decision will then be made as to whether the building should be evacuated and 
closed. 

 

 In the event of the building needing to be closed staff will assist customers in retrieving 
their belongings and escort them from the building once dressed. 

 

 The Duty Manager will inform the Leisure Operations Manager of the action taken and 
write a report detailing the situation. 
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GAS LEAK/TOXIC GASES 
 

 If any member of staff smells gas or hears customers complaining that they can smell 
gas you should inform the Duty Manager immediately who should contact the site 
team via the radio. 

 

 The Duty Manager will investigate the situation and if they believe that there is a gas 
leak they will telephone Transco’s Emergency Line immediately (0800 111 999) and 
ask staff to initiate the emergency evacuation procedure. 

 

 Transco will give advice to the Duty Manager regarding what to do while waiting for the 
emergency engineer. 

 

 Remember that all open windows must be closed and automatic doors turned to 
closed if the gas leak is outside and all windows and doors must be opened if the leak 
is inside. 

 

 The Duty Manager will be asked to shut off the gas mains in the swimming pool plant 
room. This is done by pressing the red button by the back door of the plant room. Staff 
should access this from the back door and only if they feel it is safe to enter the plant 
room. To the left of the red button is a large lever which is in line with the gas pipe, this 
is valve which should be closed by turning it at right angles to the pipe. 

 

 In the event of a major gas leak it may be necessary to shut the electric off also. 
 If the Duty Manager deems that the situation is extremely dire and is advised by 

Transco to do so, then the electric can be switched off using the panels for the Leisure 
Centre and pool in the main electric room of the school (outside the right hand door of 
the school main hall). If this is deemed to be necessary then the Site Manager (Steve 
Richardson) should be contacted immediately. 

 

 A full report will need to be written detailing the situation surrounding the decision. 
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 STRUCTURAL OR MECHANICAL FAILURE 
 

 Any structural or mechanical failure will need to be dealt with immediately. 
 

 Depending on the severity of the situation it may be necessary to follow the 
emergency evacuation procedure, this will be at the discretion of the Duty Manager.  

 

 On hearing about possible structural or mechanical failure the Duty Manager will 
investigate the situation. 

 

 In the event of the situation proving to be minor, the Duty Manager will make the area 
inaccessible to both customers and other members of staff. They will inform the Site 
Manager at the first available opportunity. The area will remain out of use until the 
problem has been dealt with. 

 

 In the event of the situation being major, the Duty Manager will instruct staff to begin 
the emergency evacuation procedure and will contact the emergency services. 

 

 Following the incident a full report will need to be written by the Duty Manager. The 
Site Supervisor will need to be contacted in order to assess the problem/damage and 
arrange for repair etc. 
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  BOMB SCARE 

 Receiving warning of a possible bomb by telephone- If a member of staff receives 
a phone call from someone claiming that a bomb has been planted at the Leisure 
Centre it is important that they remain calm. Try to find out as much information as 
possible from the person on the phone (where it is, what it looks like, when it will go off 
etc). Try to ascertain the approximate age from the voice, listen for any accents or 
background noises and make notes about what you hear. 

 Inform the Duty Manager immediately the after call has ended or if possible    
      pass the phone directly to the Duty Manager. 
 

 Receiving warning of a possible bomb from the police- The phone call should be 
transferred to the Duty Manager immediately. 

 

  Warning of a possible bomb from a suspicious parcel- If you see a parcel or bag, 
or someone tells you of a suspicious package, inform the Duty Manager immediately. 

 

 The Duty Manager will assess the situation and make the decision whether to 
implement the emergency evacuation procedure. In most instances a phone call to the 
police to tell them what has happened/been found etc will provide advice as to the 
action which should be taken. 

 

 In the event of the decision being made to evacuate the building follow the emergency 
evacuation procedure and warn people in other buildings within the school premises if 
relevant. 

 

 A full written report must be written by the Manager, detailing exactly what occurred 
prior to the decision to evacuate the building. 

 
 
 
SEVERE WEATHER 
In the event of severe weather (ice snow etc) all staff are responsible for ensuring that the 
main entrance paths are kept clear and safe. Attention should be paid to sloping areas and 
steps. Emergency exits must also be kept safe in case of evacuation. 
 
In the case of severe snow the site manager / head teacher will make a decision whether 
to close the site for health and safety reasons.  
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VIOLENCE TO STAFF/DISORDERLY BEHAVIOUR 
 
1. DEALING WITH THE GENERAL PUBLIC 
 

Violence to staff by the general public can occur in all of our areas.  It is important to 
report any incidence of violence to your Duty Manager who must record this in the daily 
log or in an accident/incident report, depending on the severity of the incident. 
You have a duty to uphold the Centre’s rules. This is obviously best achieved in a low 
key manner so that the customer is not embarrassed or affronted by you. Try to explain 
the reasons behind your request/instruction.  If you find that the situation becomes 
uncontrollable, contact the Duty Manager or another member of staff, if more 
convenient, as soon as possible. 

 
Once someone has been asked to leave and they refuse, they become a trespasser 
and staff then have the right to remove them with minimum force (do not physically 
remove the person). Equally, under these circumstances the Police must help to eject 
the trespasser if requested by ourselves. The School’s policy is that when force 
becomes necessary, the Police must be called because your personal safety is 
paramount. 

 
Furthermore, you have the right of arrest only if a criminal offence has been committed, 
e.g. theft, physical violence, etc. However, again your safety is the guiding factor. Also, 
in many cases it may be your word against the alleged offender so it is advisable to 
report the incident to the Police at the earliest opportunity, avoid confrontation, collect 
witnesses’ details and try to diffuse the situation. 

 
Please note that if you are involved in a reprisal either on or off duty, relating to some 
action you have taken at work you must report this to your supervisor 

 
 
IMPORTANT POINTS TO REMEMBER 
 
1. Your personal safety is paramount-do not place yourself at personal risk 
2. Avoid confrontation by keeping the situation low-key. 
3. If the situation becomes uncontrollable, contact the Duty Manager 
4. Avoid physical restraint; contact the Police at the earliest opportunity (999) 
 
2.  MEETING THE GENERAL PUBLIC / CLIENTS 
 
Obviously, there are occasions when you have to meet people on a one-to-one basis.  It is 
advisable to keep these occasions to a minimum.  You should try to meet in view of 
colleagues e.g. in the Reception; in the Office with the door open etc. Colleagues should 
be aware of whom you are meeting. When possible, people should be asked to make 
appointments.  If you have an appointment away from school premises, ensure that you 
inform a colleague, give them a contact number and an estimated time of when you will 
arrive back. At all other times, it is advisable to meet with two people, especially when 
dealing with personnel matters, including interviewing. 
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3.  CASH RECONCILIATION 
 
If you are involved in cash reconciliation, you must ensure that your section’s security 
procedures are followed.  In general, all office doors must be locked and the front desk 
shutter closed down when carrying out cash reconciliation. Access to anyone should be 
denied unless it is an emergency. If you are called to deal with another situation, you must 
secure the cash. 
 
4. TILL OPERATIVES 
 
In general, you must ensure that the money in your till is kept to the minimum.  
Receptionists must retain their till keys on their person and tills must not be left 
unattended. Cash should never be left visible, e.g. after receiving change etc. 
In the event of a ‘hold-up’, you must surrender the cash immediately. Again, your safety is 
paramount. If you are a Receptionist and can activate the panic alarm system without 
raising suspicion, then do so (the panic button which puts an immediate, direct call into the 
police is located underneath the reception counter to the right hand side of the till). If you 
can formulate a description of the ‘attacker’ and obtain witnesses, this will obviously assist 
the Police who must be called immediately if the panic alarms have not been activated. 
 
5. OPENING/CLOSING THE CENTRE 
 
Two members of staff must be present when the Centre is opened or closed except for 
call-outs. The exception to this is when it is not possible for 2 staff to open/close up 
together when there will be a member of the site team on site. They will be able to keep in 
contact with you via the radios. It is advisable to ask the member of site staff on duty to 
come over to the centre to lock up with you at the end of the day. 
 
If you become suspicious about someone outside the building and you have no contact 
with the site team, lock the doors and phone the Police. 
Never re-enter the building on your own. 
If you have locked the Centre after the late shift, ensure that you accompany each other to 
the car park, if relevant. staff should wait for the Duty Manager whilst they are locking the 
gates to ensure this is done safely. 
 
6. WORKING OUT OF HOURS –GENERAL 
 
Two people must be present at all times and be working in the same area and there are no 
site team on duty.  You must only undertake the tasks that have been agreed by your 
manager.  Make sure that the building is secured.  If you see or meet an intruder, do not 
confront him/her, contact the Police immediately. 
 
7. WORKING OUT OF HOURS – OFFICE 
 
The main door to the General Office must be kept locked out of normal hours if not in the 
office.  If the Centre is still open, the Duty Manager must be informed of your whereabouts 
in case of emergency. 
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