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Session Objectives

• To describe requirements of Emergency Management Plans for 
community-based providers.

• To describe an emergency event, emergency response to the 
event and the after action review to the event of a community 
provider.

• To describe the importance of a continuity of operations plan for a 
provider to manage ongoing operations and employee/patient 
safety.

• To share lessons learned from the Merrimack Valley Gas 
Explosions 2018



Meet Disaster and Preparedness



CMS Final Rule – Let’s Play Chess

Medicare and Medicaid Programs; Emergency 
Preparedness Requirements for Medicare and 
Medicaid Participating Providers and Suppliers

• Published September 16, 2016

• Applies to all 17 provider and supplier types

• Implementation date November 15, 2017

• Compliance required for participation in Medicare
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EMP Planning – Internal/External Stakeholders



EMP Planning Documentation Output



EMP Planning – Internal/External Stakeholders

Patients/Families

• Individual emergency plans

• Evacuation needs

• Shelter-in-place 

• Notification to EMS of 
evacuation needs

Staff/Other providers

• Staff safety

• Staff capacity during events

• MOUs

• Shared patients









Pre-explosion



Post-explosion







• Providers are expected to meet all Training and 
Testing Requirements by the implementation 
date (11/15/17).

— Participation in a full-scale exercise that is 
community-based or when a community-
based exercise is not accessible, an 
individual, facility-based exercise.

• Conduct an additional exercise that may 
include, but is not limited to the following:

— A second full-scale exercise that is 
individual, facility-based.

— A tabletop exercise that includes a group 
discussion led by a facilitator, using a 
narrated, clinically-relevant emergency 
scenario, and a set of problem statements, 
directed messages, or prepared questions 
designed to challenge an emergency plan.
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• Facility-Based: When discussing the terms “all-
hazards approach” and facility-based risk 
assessments, we consider the term “facility-based” 
to mean that the emergency preparedness program 
is specific to the facility. Facility-based includes, but 
is not limited to, hazards specific to a facility based 
on the geographic location; Patient/Resident/Client 
population; facility type and potential surrounding 
community assets (i.e. rural area versus a large 
metropolitan area).

• Full-Scale Exercise: A full scale exercise is a multi-
agency, multijurisdictional, multi-discipline exercise 
involving functional (for example, joint field office, 
emergency operation centers, etc.) and ‘‘boots on 
the ground’’ response (for example, firefighters 
decontaminating mock victims).

• Table-top Exercise (TTX): A table-top exercise is a 
group discussion led by a facilitator, using narrated, 
clinically-relevant emergency scenario, and a set of 
problem statements, directed messages, or 
prepared questions designed to challenge an 
emergency plan. It involves key personnel 
discussing simulated scenarios, including computer-
simulated exercises, in an informal setting. TTXs can 
be used to assess plans, policies, and procedures.



Leadership Table Top Training – July 12, 2018



Our Story
September 2018



Event Timeline

September 13, 2018

September 13 – September 16 – Active Response

September 17, 2018 Recovery Begin

September 18, 2018

Ongoing



https://www.washingtonpost.com/national/after-mass-gas-explosions-a-race-to-replace-nearly-45-miles-of-aging-pipeline-before-winter-sets-

in/2018/10/23/2e5938e2-d610-11e8-aeb7-ddcad4a0a54e_story.html?noredirect=on&utm_term=.09b8d679aa7b



Staff “Chatter”

• What would you do?



September 13, 2018
• Agency Responses
• 5:10 PM CEO contacted VP – “do you see what’s 

happening?” – decision activate EMT/EMP; CEO 
sent activation communication; VP returning to office

• 5:20 PM CEO contacted VP – “corporate office is 
under mandatory evacuation”; activate alternate 
location – COOP: Mobile; EMT/EMP call scheduled 
6:15 PM; Clinical leads and managers; patient level 
inventory/reporting and accounting for field staff; all 
leaders heading home for call

• 6:15 PM EMT/EMP Call – Priorities (all staff 
accounted for; review of current status, activated 
Continuity of Operations Plan (COOP) for Friday 
9/14/2018 – Mobile operations; Communication 
script developed; EMT positions assigned

• Prepare High Pointe House for Surge Capacity

• Prepare for staff homelessness/relocation

• Power outage Lawrence, Andover and No. Andover

• 495 N and S shut at agency exit in both directions

• Telephone/Email Tree Activation

• Workplace Communication Postings



September 14, 2018
Agency Responses

• Staff Housing:  Homewood Suites

• Indirect departments: working remotely

• Alternate location activated:  High Pointe 
House/Branch locations operating

• Operational loss of Corporate Office

• EMR functional

• Red Cross Coordination/Shelter Coordination

• DME/Supply Coordination

• Phone Call Re-routing

• Lost visits in Lawrence, Andover and No. Andover

• Business as usual all other towns, NH and Maine.

• Power outage continues/Desk-top computers 
need re-boot

• Blast email and Workplace posts

• Monitor MEMA messaging



September 15, 2018
Agency Response

• Continued shelter coordination

• Weekend staff/visits

• Staffing coverage

• No visits Lawrence, Andover and some of 
No. Andover

• Power outage continued; desktop (payroll 
computers) down; aides paper work 
tickets (payroll) can’t be delivered

• Mass emails to aides via personal email –
Corporate Communication

• Evacuation in So. Lawrence remains in 
effect

• Some streets being released by end of 
day

• Monitor MEMA messaging



September 16, 2018

• Some residents returning to 
their homes

• EMP Call – Sunday evening

• Still looking for some patients

• Office open tomorrow

• Communication with all staff 
via email and Workplace

• Staggered admission to 
impacted towns



September 17, 2018 – recovery begins

Agency Response

• Trying to locate 2 patients

• Power restored

• Access to corporate office

• Expense documentation being gathered

• After-action reviews scheduled 
(leadership, aide division)

• Some residents with no access to their 
homes – others returning home

• Columbia Gas mobilizing assessment 
crews

• Staggered resumption of regular 
operations and admissions

Or is it?



After Action Review (s) – Meetings/Staff Opinion Survey - Tool:  Survey 
Monkey

Leadership and Staff

• What could we improve upon 
during an emergency?

• What worked well during the 
emergency?

• What could we improve upon 
during an emergency?



Risk Management 
Considerations

• Report to agency insurance 
company

• Report to agency legal

• Report to Columbia Gas 
Customer Service

• Columbia Gas Insurance 
adjuster assigned



Early October 2018 – recovery continues

https://www.washingtonpost.com/national/after-mass-gas-explosions-a-race-to-replace-nearly-45-miles-of-aging-pipeline-before-winter-sets-

in/2018/10/23/2e5938e2-d610-11e8-aeb7-ddcad4a0a54e_story.html?noredirect=on&utm_term=.09b8d679aa7b

Agency Response

• Clinical operations – normal

• Back office – normal

• Risk management work 
underway

• HR – earned time

• Staff support continues –
Helping Hands; Housing

• Community donations



Expense Tracking and Claim Reporting

This file contains all the expenses for the Columbia Gas incident 
that I have received to date. It does not contain the ambulance 
information for the client who was brought to the hospice 
house.



Mid-October 2018 – and continues

https://www.washingtonpost.com/national/after-mass-gas-explosions-a-race-to-replace-nearly-45-miles-of-aging-pipeline-before-winter-sets-
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Agency Response

• Clinical operations – normal

• Back office – normal

• Risk management work -
continues

• Staff support continues –
Helping Hands; Housing

• Provide Nursing Support to 
Columbia Gas workers



Early November 2018 – and continues

https://www.washingtonpost.com/national/after-mass-gas-explosions-a-race-to-replace-nearly-45-miles-of-aging-pipeline-before-winter-sets-
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Agency Response

• Clinical operations – normal

• Back office – normal

• Risk management work - continues

• Staff support continues – Helping 
Hands; Housing



Early November 2018 – and continues…..
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Agency Response

• Risk management work -
continues

• Staff support continues –
Helping Hands; Housing

• Provide Nursing Support to 
Columbia Gas workers

• Outreach to Columbia Gas 
Claims



Claim Submission

Please forward any documentation (Receipts, Valuation, Estimates, etc.) documenting any out of pocket 
(OOP)  

expenses incurred as a result of this catastrophic event. We ask that you be as detailed as possible to 
ensure that  

you get reimbursed as quickly and most efficiently as possible!   
 
Items to consider include (But are NOT limited to) the following: 

                 
                1.            Please provide a business interruption claim presentation along with the supporting  
                                documentation used in calculating the claim. 

 
                2.            Please provide a copy of the most recent tax return filed for the business. 

 
                3.            Please provide copies of quarterly sales and use tax returns filed for 2018. 
 

                4.            Please provide detailed monthly profit and loss statements for July, August, and  
                                September 2018 through the interrupted period. 
 

                5.            Please provide daily sales for July 2018 through the interrupted period. 
 

                6.            Please provide copy of business license. 
 
                7.            Please provide Hours of Operation/Type of Business 

 
                8.            Please provide your tax ID Number 
                 

                9.            Please provide number of Employees 
 

                10.          Please provide payroll journals. 
 
                11.          Please provide employee time sheets 

 
                12.          Please identify any continuing operating expenses during the interrupted period  

                                and provide supporting documentation. 
 
                13.          Please include a listing of any extra expenses incurred along with the  

                                supporting documentation. 
 
                14.          Any additional information and documentation that supports your claim. 



March 10, 2019 – MEMA Update

Agency Response

• Operations normal

• Expense reimbursement - $84,000 still awaiting from 
Columbia Gas insurance adjuster

https://www.eagletribune.com/news/merrimack_valley/six-months-later-gas-disaster-effects-linger/article_dd77c586-5736-5282-

abc0-dbd711490f05.html



Lessons Learned



Lessons Learned



Lessons Learned



A Hospice Patient and Family Story

“The air was on fire”.  

Jennifer Lampman



In Conclusion



Resources

• CMS Website

https://www.cms.gov/Medicare/Provider-Enrollment-
and-
Certification/SurveyCertEmergPrep/Emergency-Prep-
Rule.html

• HHS/ASPR Technical Resources, Assistance 
Center,  and Information Exchange (TRACIE)

• Principles of Emergency Management:
— FEMA Independent Study Program IS 230 

(http://training.fema.gov/EMIWeb/IS/is230.asp) 

• NIMS:
— FEMA Independent Study Program  

(http://training.fema.gov/IS/NIMS.asp)

— Yale New Haven Center for Emergency Preparedness and Disaster 
Response EM 103 or 140 (http://ynhhs.emergencyeducation.org/)

• Risk Communication
— CDC Emergency and Risk Communication 

(http://www.bt.cdc.gov/erc/training.asp) 

• Personal and Family Preparedness
— Be Red Cross Ready 

(http://www.redcross.org/services/prepare/0,1082,0_239_,00.html)

— FEMA – Are You Ready? 
(http://training.fema.gov/EMIWeb/IS/is22.asp

• Psychological 1st Aid for Non-Mental Health Providers
(http://ynhhs.emergencyeducation.org/)

• Templates, Guides, and Training

— Homeland Security Exercise and Evaluation Program 
(https://hseep.dhs.gov/pages/1001_HSEEP7.aspx)

— California Office of Emergency Services 
(http://www.oes.ca.gov/Operational/OESHome.nsf/PDF/Ta
bletop%20Exercise%20Sample/$file/Tabletop%20Exercise
%20Development%20Steps.doc)  

• Customizable Pandemic Influenza Tabletop Exercise

— Rand Health 
(http://www.rand.org/health/surveys_tools/panflu_ttx/index.
html)
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