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Crisis Standards of Care; 
Remember

The level of care possible during a crisis or disaster due to limitations in 
supplies, staff, environment, or other factors. These standards will usually 
incorporate the following principles: 

1) prioritize population health rather than individual outcomes,

2) respect ethical principles of beneficence, stewardship, equity, and 
trust,

3) modify regulatory requirements to provide liability protection for 
healthcare providers making resource allocation decisions,

4) designate a crisis triage officer and include provisions for palliative 
care in triage models for scarce resource allocation.

(IOM, Crisis Standards of Care, 7‐1 and 7‐2)

Health and Wellness for all Arizonans
azdhs.gov

And Crisis Standards of Care…. 

……. will usually follow a formal declaration or recognition by 
state government during a pervasive (pandemic influenza) or 
catastrophic (earthquake, hurricane) disaster which recognizes 
that contingency surge response strategies (resource sparing 
strategies) have been exhausted, and crisis medical care must be 
provided for a sustained period of time.

Formal recognition of these austere operating conditions 
enables specific legal/regulatory powers and protections for 
healthcare provider allocation of scarce medical resources and 
for alternate care facility operations.
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Systems Approach to Catastrophic Care
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Allocation of Specific Resources along the Care Capacity Continuum

Incident demand/resource imbalance increases 

Risk of morbidity/mortality to patients increases                                                                                     
Recovery

Normal Operations                                                                               Extreme Operations
Indicator: potential                                  Trigger: CSC 

for CSC (patient-centered                       (Community-centered    
decision-making)                                      decision-making)

Source; : Crisis Standards of Care, a Systems Framework for Catastrophic Disaster Response, Institute of Medicine, 2012, National Academy of Sciences

CSC Triggers Conventional Capacity Contingency Capacity Crisis Capacity

Space Usual patient care, space fully 
utilized

Patient care areas repurposed Facility damaged, unsafe or non‐patient 
care areas used for patient care

Staff Usual staff called in and 
utilized

Staff extension: brief deferrals 
of non‐emergent service, 
supervision of broader groups 
of patients, change in 
responsibilities 

Trained staff unavailable or non‐patient 
care areas used for patient care

Supplies Cached and usual supplies 
used

Conservation, adaptation and 
substitution with safe re‐use of 
select items

Critical items lacking, possible re‐
allocation of life‐sustaining resources

Standard of Care Usual care Functionally equivalent care Crisis standards of care: requires state 
empowerment, clinical guidance and 
protection for triage decisions, 
authorization for alternate care sites. 
SDMAC Advisory Panel initiated.
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SDMAC Planning Committee
Initial Planning Conference

1/24/13

What you told us.
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Pre Survey Disaster Response
Demographics n=18

• 59% Male

• 78% 51‐65 yrs.

• 66% Work in Health Care

• 59% Work in Public Health
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Premise

Imagine that a major disaster or pandemic has 
suddenly struck and there is not enough medical 
care to give the normal treatment to everyone 
in need.

Do you agree or disagree with the following 
statements?

Strongly    +     Agree
Agree

Disagree    +     Strongly
Disagree
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What did you say?
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Question #1
Do you agree or disagree with the following statement?

Is it better to save the most lives – even if that 
means some people won’t get all the medical 
care they would normally?
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Question #2
Do you agree or disagree with the following statement?

More medical care should go to save younger 
patients because they have the most years to 
live?
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Question #3
Do you agree or disagree with the following statement?

Healthcare providers should be allowed to 
perform services different from their usual 
duties, if that might save more lives?
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Question #4
Public safety personnel, healthcare providers, 
people who keep society running, and their 
families should be at the front of the line for 
medical care? 
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Question #5
Do you agree or disagree with the following statement?

People should not get limited medical resources 
if they will survive, but end up severely 
disabled?
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Question #6
Do you agree or disagree with the following statement?

More medical care should go to patients who 
probably will die unless they receive treatment?
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Question #7
Do you agree or disagree with the following statement?

More medical care should go to save young and 
middle aged adults because they care for 
children and elders and make up society’s work 
force?
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Question #8
Do you agree or disagree with the following statement?

Every hospital in the disaster area should follow 
the same rules when deciding how to use 
limited medical resources?
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Question #9
Do you agree or disagree with the following statement?

Doctors and nurses should be free to make their 
own decisions about which patients will get 
treatment and which ones will not?
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SDMAC Advisory Panel
Initial Planning Conference

1/24/13

What you thought.

Health and Wellness for all Arizonans
azdhs.gov

SDMAC

• Public perception/trust
• Legal issues and ‘for-profit’ entities
• Communication
• Performance measurement
• Stakeholder participation (public & private) Liability protection 

measures
• Paradigm shift in focus
• Flexibility to adapt to variability of crisis
• Coordination of state & local infrastructure
• Coordination and role of state vs. federal FEMA response
• Situation awareness & reporting strategy
• Defining roles and responsibilities
• Ethical issues
• Media bias
• Bureaucracy

Perceived Challenges:
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CSC Requires a Paradigm Shift in Focus

SDMAC Focus Shift:

Providers
Care of Individual            Care of Community

Public Health  
Direct Services            Policy Initiatives 
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SDMAC

• State, local, county relationships
• Healthcare provider relationships
• AzCHER coalitions, CCC, sectors, associations, 

ACHOA
• Resource sharing
• Emergency plans already established
• Public awareness due to recent national events
• Current infrastructure
• Good leadership
• Previous experience (H1N1)

Perceived Strengths
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Core Functions; Hospital Facilities

Initial Planning Conference

1/24/13

What you thought.



6/28/2013

5

Health and Wellness for all Arizonans
azdhs.gov

Care Function of Hospital Facilities

• Electronic infrastructure
• Rural hospital communication
• Stakeholder commitment
• Competencies of volunteers & professionals
• Communication
• Training
• Med surge and alternate care site gaps
• Coordination between public health and hospitals
• Lack of facility trigger points
• Resource typing and competence assessment
• C-Suite buy-in
• Scope of practice

Perceived Challenges:
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Care Functions of Hospital Facilities

• ICS infrastructure
• EmTrack, Have-A-Bed Polls
• HPP program
• AzCHER coalitions (Central, Southern, Northern)
• Coyote Crisis Collaborative

Perceived Strengths
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Public Engagement Process

Initial Planning Conference

1/24/13

What you told us.
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Perceived Challenges
• Media buy‐in

• Public talking points

• Lack of engagement

• Trust

• Personal & emotional beliefs

• Unified voice and spokespeople

• Public and provider values and perceptions

• Feeling of entitlement

• Emotions vs. logic

• Proper cross‐section of community
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Perceived Strengths/
Opportunities

• Focus groups

• Scheduling regular press conferences

• Research and media contacts

• Scenarios (what if that happened here?)

• Established groups (associations, coalitions)

• Town hall concept

• Local city government

• Agreement not consensus

• Transparency
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“Develop a trusted process from which the unique decisions 
made are transparent, trusted and in good faith”

“Real time decisions need to be achievable, quick,
accurate and modifiable?
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Use of Scenarios for Medical
Decision Making (n=20)
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Family/Friends Recommend Attendance at 
Community Conversation (n=22)
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How does this data inform 
the work of the group?

• Document levels of understanding, negotiate policy, procedures and 
protocols

• Address scope of practice of health care providers during disaster

• Provide broad education regarding the need to keep the community 
viable and develop priorities for limited resources

• Address all population sectors (young, old, professional, skilled, disabled) 
the same

• Devise guidelines for facilities in the use of limited resources

• Develop triage protocols for the provision of health care

• Provide public education regarding the changes in community health care 
during an extreme disaster

• Develop a consensus agreement on plan moving forward
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Consensus and the Balanced 
Scorecard

Health and Wellness for all Arizonans
azdhs.gov

Why is Consensus so Important?

• To assure community safety

• To provide consistent compassionate care

• To maintain the best possible health for the 
community

• To protect patient care providers

• To reduce individual and institutional liability

• To maintain legal and regulatory guidelines
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What is/ is not Consensus?
• Consensus is:

– General agreement

– Majority of opinion

– Based on valid and true facts

– Negotiation

– Entire group abides by decision

• Consensus is not:

– Unanimous agreement

– Lone ranger mentality
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Not this…….
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But  this…….
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How do we Reach Consensus?

• Discussing issues and concerns openly and 
honestly

• Recognizing differences of opinion

• Honoring individual and group values

• Listening actively

• Developing a methodology for decision 
making
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Pillars

Vision Mission

AzDHS Crisis Standards of Care

Values

Vision Mission

Desired Future
State

Conceptual Model; The Balanced Scorecard
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Balanced Scorecard Methodology

• Co‐develop common themes with stakeholder 
groups to address issues, set priorities and 
assign responsibilities.

• Understand that every issue, goal, priority 
carries equal weight

• Agree on purpose, goals, outcomes and 
performance measures

Health and Wellness for all Arizonans
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Desired Future State
• Where do we want to be at the ‘end’ of the process?

• What is the ultimate outcome we are seeking to 
achieve?

• Is there agreement on the desired future state 
(outcome)?

• Are stakeholder incentives aligned by the desired 
future state?

• Are there negative consequences to the outcome?

• Will all stakeholder groups endorse the desired 
future state?
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Desired Future State:
Crisis Standards of Care

DRAFT

Development and implementation of a 
compassionate and ethically based healthcare 
response for emergency crisis situations using 
crisis standards of care co‐developed by key 
stakeholders.
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Do you agree with this Desired Future State for 
Crisis Standards of Care in Arizona?

A. Strongly Agree

B. Agree

C. Neutral

D. Disagree

E. Strongly Disagree

St
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ly 
Ag
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e

Ag
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e
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ly 
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gr
ee

53%

40%

0%0%

8%
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Vision

• Defines the long term goal of the work we are 
doing.  (BHAG)

• Are all Stakeholder groups in agreement with 
the goal?

• Is the goal a stretch goal?

• Is the goal SMART (simple, measurable, 
attainable, reasonable, timely)?

• Use it to motivate outstanding performance.
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Vision: Crisis Standards of Care
DRAFT

Arizona will become the national model in crisis 
standards of care execution.
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Do you agree with this Vision Statement for 
Crisis Standards of Care in Arizona?

A. Strongly Agree

B. Agree

C. Neutral

D. Disagree

E. Strongly Disagree

St
ro
ng
ly 
Ag
re
e

Ag
re
e

Ne
ut
ra
l
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gr
ee
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ly 
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ee

56%

27%

0%

12%

5%
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Mission

• What is the purpose of the project?

• What needs to be done to complete the 
project.

• What are stakeholders are aligned around 
(agreed to) .
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Mission: Crisis Standards of Care
DRAFT

Provide effected communities with the best 
possible health care and to restore to optimal 
community health.
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Do you agree with this Mission Statement for 
Crisis Standards of Care in Arizona?

A. Strongly Agree

B. Agree

C. Neutral

D. Disagree

E. Strongly Disagree

St
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ly 
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e
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14%

42%

2%

9%

33%
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Values
• Outline non‐negotiable parameters for 
decision making

• Align all persons involved in a project or 
process

• Avoid  conflicts with core values within 
groups, individuals or processes which lead to 
paralysis.

• Ensure agreed upon direction.
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Values: Crisis Standards of Care
DRAFT

• Transparency: Providing open, honest, factual and timely 
communication and information sharing.

• Consistency: Implementing processes and procedures across the 
continuum of care; applying the same methodology(s) to achieve 
optimal community health.

• Vibrancy: Supporting respect and dignity for all populations in the 
provision of healthcare across the continuum of care.

• Accountability: Taking responsibility for actions, completing work 
assigned, following through on requests and 
communications.

• Resiliency: Providing for the recovery of emotional, spiritual, 
intellectual and mental health needs and facilitating the 
well being of the community.

• Evidence Based: Formulating decisions on medically founded, state‐of‐
the‐art, and research tested (when available) facts and 

processes to promote optimal community health.
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Do you agree with these Values for Crisis 
Standards of Care in Arizona?

A. Strongly Agree

B. Agree

C. Neutral

D. Disagree

E. Strongly Disagree

St
ro
ng
ly 
Ag
re
e

Ag
re
e
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ut
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l
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29%

56%

0%0%

15%
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Crisis Standards of Care
Activation Needs

Implementation

• Declaration of Emergency (PH or Other)

• SDMAC,  expert advisory council

Action

• Directive to use CSC (Triggers)

• Ethical Principles for CSC

Decision 
Making

• Priorities for Allocation of Medical Resources

• CSC Clinical Protocols

• Communications
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CSC Planning Structure
Arizona Department of Health Service

Bureau of Public Health and Emergency Preparedness

SDMAC Advisory Planning Committee

Legal/Ethical 
Work Group

Clinical Practice
Work Group

EMS Work 
Group

Public Engagement
Work Group
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Legal/Ethical Work Group
Charter DRAFT

PURPOSE:    Address the legal barriers for the provision of optimal and ethical medical 
care and public health for emergency/crisis preparedness and response.

GOALS:

• Identify potential legal and regulatory barriers to a health care provider’s ability to 
give the best possible care during an emergency crisis response.

• Give recommendations for waivers and legislative changes that promote optimal 
community healthcare and protect healthcare workers and facilities when 
substantial change in usual healthcare operations exist due to emergency crisis.

• Identify specific Arizona State statutes and regulations to recommend need for a 
waiver by the Governor through the use of an emergency proclamation or 
executive order.

• Create a mechanism to respond to the ethical and moral values of the community 
related to a paradigm shift from personal care to community care.

Dr. Peter Kelly, Facilitator
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Clinical Practice Work Group
Charter DRAFT

PURPOSE: Develop Crisis Standards of Care that provide guidance to  healthcare to deliver timely 
medical care to the community during statewide, national or worldwide health disasters and 
crises.

GOALS:

• Identify the progressive triggers that lead to implementing CSC when the normal capacity of 
the community health care system is overwhelmed.

• Provide guidance for the management of scarce resources in coordination with state 
healthcare coalitions and local medical and public health authorities based on state laws and 
regulations.

• Provide guidance for EMS agencies to address first responder processes and procedures to 
support the optimal health of the community.

• Develop primary, secondary and tertiary triage protocols and clinical decision 
pathways/algorithms to aid healthcare providers in delivering consistent, competent decision 
making across the continuum of care regarding provision and stewardship of scarce 
healthcare resources.

• Examine the need for altering professional scopes of practice and licensing restrictions.  
Address training needs and mechanisms to achieve safe healthcare practices.

Dr. Frank Walter, Facilitator
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EMS Work Group Charter DRAFT
PURPOSE: Provide guidance in defining the roles and responsibilities of prehospital care, an 
essential component of the continuum of emergency health care, in the provision of timely 
medical response to the community during extreme emergency disaster situations by developing 
crisis standards of care (CSC) for the state of Arizona .

GOALS:

• Maintain a coordinated and integrated emergency response system congruent with  the state 
CSC plan and the guidance of the SDMAC (Statewide disaster Management Advisory 
Committee).

• Develop plan to address shortages of limited staff, supplies and equipment, a limited supply 
of fuel and medications, limited mutual aid and disruption of coordination and 
communication systems.

• Explore process for changes in scope of practice, functioning in extraordinary settings, 
providing care for longer periods of time and methods for just‐in‐time training.

• Ensure proposed practices are consistent across jurisdictions.

• Review EMS authority currently mandated by Arizona statutes.

• Conduct an EMS Incident Response and Readiness Assessment (EIRRA) and preform a gap 
analysis.

• Determine the current status and capacity of Arizona’s dispatch centers.

• Address needs of urban, suburban and rural locations in planning.
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Public Engagement Work Group Charter DRAFT
PURPOSE: Provide overall guidance during the public engagement phase of CSC plan 
development; oversee the development of public engagement sessions including 
format, locations, and materials; work with the CSC planning team to develop a 
summary report after public engagement sessions are conducted; provide 
recommendations for CSC plan enhancements and modifications based on community 
feedback.  

GOALS:

• Coordinate with regional healthcare coalitions to identify target communities including and 
associated at‐risk populations (e.g. access and functional needs.

• Explore and identify public engagement and outreach methods for the target communities..

• Identify, modify, and/or develop collateral materials  for a robust public awareness  and 
feedback campaign.

• Develop a project plan, schedule of events and media/press kit for the public awareness and 
feedback campaign.

• Ensure proposed practices are equitable across jurisdictions and that key demographic 
groups are represented during the public engagement process.

• Conduct public engagement campaign, develop a summary report s representing the 
feedback of specific groups and in aggregate form. Feedback from public engagement 
campaign will inform the final Arizona Crisis Standards of Care Plan.
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Is it Lunch Yet?


