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Research 2011/12

• A way for aged care services to communicate their 

experiences of the emergency so that lessons can 

be identified.

• ‘What we have learnt' Part 1 & 2: Free download 

available at www.eldernet.co.nz

• Interviews with 64 residential facilities, 5 head 

offices of residential facilities; 5 home support 

organisations

• Approximately 110 owners, managers & staff

• Focus groups with 63 rest home and RV residents

http://www.eldernet.co.nz/


Immediate Challenges
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Immediate Challenges RV & homeowners

• Safety of residents and staff; safety in own home

• Concern about safety of own families

• Damage to buildings - assess if have to evacuate

• On-going aftershocks 

• Liquefaction, broken glass, flooding, mess etc

• Damage to utilities, roads and infrastructure

• Means of communication very limited

• You are on your own – authorities have limited 

resources in a large scale emergency

http://www.eldernet.co.nz/


“What have we learnt” www.eldernet.co.nz

Immediate challenges for Home 

Support Services

• Office  

– Evacuation and safety of staff

– Contacting clients and staff in the community

• Nurses and caregivers working in the community

– Safety of clients

– Access to clients 

– Roads, phones, petrol, water etc

http://www.eldernet.co.nz/
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Planning & preparedness
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Emergency plans and preparedness

• Extremely important to be self sufficient and plan 

for at least one week. 

• An easy to follow summary of your emergency plan 

with essential and practical information

• E.g.  contact list of essential numbers listed under 

function (plumber, builder, electrician)

• Consideration of how residential facilities can assist 

each other e.g. mutual aid agreements

• How family, friends, neighbours can support each 

other

http://www.eldernet.co.nz/


Planning with residents
• Encourage residents to have own supplies of 

food, water, torches, batteries, radio etc.

• Plans for checking residents e.g. wardens and 

practice with residents (orientation, site plan 

etc) 

• Current contact details for families

• Encourage RV residents to keep meds in same 

place and provide office with current info on 

meds
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RV Residents…

• emphasised being prepared to survive on your own as 

you could not rely on the emergency services in a 

large scale disaster

• valued importance of having a community and ‘looking 

after one another’ 

• part of being prepared was having a system for 

checking on neighbours especially in larger villages to 

ensure everyone was checked.
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On-going Challenges RV & home 

owners
• Power out for up to 4 weeks

• Without mains water from 1-5 weeks

• All water had to be boiled for 2 months

• Damaged waste system meant some facilities could 

not use toilets for 3-6 weeks

• Home owners unable to use toilet for months, 

reliant on porterloos over year in some cases

• Difficulties with access due to damaged roads, 

traffic and cordon 

http://www.eldernet.co.nz/
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Ongoing challenges for Home 

Support organisations

• Some unable to access office and have to relocate

• Access to clients difficult due to roading and traffic 

issues

• Caring for community clients with no or limited 

utilities (some clients evacuated)

• Some clients very stressed and tired due to 

aftershocks

http://www.eldernet.co.nz/


Response
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Examples of identifying vulnerable 

people in the community

Community support – friends, family, neighbours

Client databases:

Home Support services & Age Concern databases

MSD phone over 65s

Geographical targets:

- Student army referrals to flying squad

- Operation Suburbs door to door in hard hit areas

- Examples of collaboration between volunteer/govt

services
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Leadership & teamwork – key to 

successful response
• Leadership - qualities identified included staying 

calm, being accessible, supportive, guiding & 
communicating with staff

‘Stay calm – look as if in control. ‘If the captain of the 
ship is in control then everyone won’t panic.’

• Facilitating teamwork - through clear centralised
communication; listen to staff and involve in problem 
solving. Clear roles & responsibilities

• Appreciating your staff
‘Be good to your staff and appreciate your staff – in 
the end they are your biggest asset.’

http://www.eldernet.co.nz/
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Communication a major 

concern to residents

• Short term - A major issue was lack of knowing 

what was going on and not being able to get in 

contact with relatives and friends.  

• Long term - Communication by authorities of 

what is happening.  For example in regards to 

repairs and rebuilds.
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Water

Identify water sources & accessibility

Efficient ways of collecting and distributing

water for different purposes e.g. water 

tanks, bottled water 

Safe water has to be boiled e.g. gas stoves, 

BBQs

Personal hygiene – baby wipes invaluable

http://www.eldernet.co.nz/
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Power
Generators

– Preferential hiring agreements; share within a region; diesel 
tank onsite

Communication equipment

– Analogue phone, mobile car charger, laptop & air card, wind-up 
radios

Security

– Volunteers to man electronic doors & gates

– Know your equipment e.g. bypassing electronic locks

Lighting

– Head torches & large torches, lanterns & stands for corridors, 

http://www.eldernet.co.nz/
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Toileting

• Plastic bagging toilets – technique to 

minimise mess

• Commodes

• Chemical toilets – too low have to be 

heightened

• Port-a-loos – for mobile residents & staff

• Disposal of human waste – e.g. know 

companies to  contact 

http://www.eldernet.co.nz/
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What residents found useful

• Staff checking their safety after each 

noticeable aftershock

• Practical support from management and 

staff e.g. getting port-a-loos, bottled 

water, generators etc

• Organising communal BBQs to share food from 

defrosting freezers and fridges

http://www.eldernet.co.nz/
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Evacuation

• Extremely difficult situation – logistical and 

physical issues and emotional costs

• Develop system with residents for checking 

safety of others 

• Displaced RV residents – could be devastating 

with loss of community and for some financial 

loss

http://www.eldernet.co.nz/


Recovery – be prepared, it’s not 

straight forward!
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Emergency recovery plans

• Guided by strategic direction of your organisation so 

you can redevelop in line with your objectives.

• Consider how you will lead and co-ordinate recovery.

• Have appropriate insurance coverage in place and know 

what is in your policies in detail and residents 

encouraged to know their policies.

• Have good plans of your facility to inform repairs and 

rebuild.

• Getting structural engineers to check building safety as 

soon as possible important for reassuring residents & 

staff.

http://www.eldernet.co.nz/


Home owners & renters
• Canterbury experience has exposed a lot of flaws in 

insurance and EQC systems & operations.

• For many the ongoing battle with EQC & insurers IS a 

re-traumatisation on top of years of aftershocks.

• Lack of clear communication, uncertainty, delays, & 

changing policies mean a significant proportion of the 

community are frustrated, angry, and exhausted. 

• Limited housing stock means house prices & rents are 

through the roof.

• This particularly impacts on older people – they don’t 

have the TIME to wait as insurers decide if they are a 

rebuild or not. Or the same ability to re-mortgage.
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Resilience
Lots of examples of older people leading the way and 

being extremely resilient in the face of this large scale 

disaster 

Factors that enhance resilience include:

• Community support – family, neighbours, friends, 

volunteers, agencies – lots of heart warming examples

• Planning & preparedness – it’s everyone’s responsibility 

don’t expect help from CD or emergency services in 

large scale disaster they are overwhelmed

• Access to basic needs – water, food, shelter

• What people wanted was clear, consistent & regular 

communication from authorities, EQC & insurers.
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