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4.2 Returning to Normal Processing 
Ref # Actor Action Time to 

Complete 
4.2.1 Team Leader 

or Manager 
The crisis has passed.  Staffing levels are now getting back to normal 
and you begin to reactivate shut-down or deferred services.   
 
The natural inclination is to get everyone back to work as quickly as 
possible.   Consider a phased return to work to ensure smooth 
reactivation of services in manageable chunks.  Do not jump back into 
normal mode just yet – you may trigger another crisis! 

 
No specified time 

SARS recovery took 
Toronto more than 

1 year 

4.2.2 Team Leader 
or Manager 

Review any workload backlogs resulting from the crisis.  Determine if 
there is a business or technology impact if backlogged work is not 
processed in the order of receipt.   Consider the possibility of leaving 
gaps and dealing with backlogs on an exception basis. 
 
For example, if system entries are required, will processing the 
backlogs out of order result in system edits bouncing entries, crashing 
the system, or automatically paying interest or other penalties where 
none are due. 
 
Consider conflicts with other business functions if you suddenly start 
processing backlogs that have upstream or downstream affect on 
internal and external partners.  Do you need to process backlogs in a 
coordinated way? 
 
Something as simple as mail delivery that has been stockpiled for 
weeks and suddenly is delivered across the organization to recipients 
who have no way to deal with the volume can lead to security 
problems and unnecessary confusion and stress. 
 

 
 

This is best done if 
possible 

throughout the 
crisis as backlogs 

are building. 
 

However, if 
insufficient staff 
were available to 

document impacts 
and options then 
this analysis must 

be done 
immediately 

following the return 
of most staff  

4.2.3 Team Leader 
or Manager 

Your staff are physically and emotionally exhausted.  They cannot likely 
deal with overtime to clear the backlogs.  They may have a very 
different view of what is important in life now (and it’s not work!).  
Carefully and thoroughly review your options for returning to a normal 
state and prepare an action plan that is achievable over time. 

 
Backlog situation 

specific 

4.2.4 All Managers Discuss action plans from across the Division and jointly as a 
management team seek Director  approval 

< 2 days after 
return of most staff 

4.2.5 Director Review Division-wide action plans for return to normal processing and 
approve/modify plans for processing backlogs or accepting gaps and 
dealing with backlogs on an exception basis. 

 
<3 days from 

receipt of plans 
4.2.6 Director Review Division action plans for return to normal with interdependent 

service areas and the Corporate Incident Manager. 
Before 

implementing 
activities 

 


