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1. Purpose Statement 

The overall purpose of this regulatory framework is to establish an effective and 

standardised method for managing after-hours emergencies that may affect 

registered students at the University of KwaZulu-Natal (UKZN) during the course of 

their studies. Further emphasis can be made whereby, this framework serves to:  

a. provide a standardised method of addressing after-hours medical and/or 

psychiatric/psychological emergencies for students; 

b. provide after-hours medical and/or psychiatric support that is effective 

and efficient; 

c. ensure the physical well-being of UKZN students after-hours;  

d. minimise the scope and severity of after-hours emergency incidences; 

e. expedite efficient response time to incidents; and  

f. allow for emergencies to be dealt with in a proactive manner. 

 

2. Introduction and Background 

There is currently no regulatory framework and/or process (es) that address the 

management of after-hours emergencies at UKZN. This can have negative 

implications on both the University and its students. Hence, there exists a need for 

the establishment of an effective regulatory framework that will address after-hours 

emergencies for current students of UKZN. These emergencies relate primarily to 

medical and/or psychiatric emergencies.  

 

This document will serve as the framework that regulates the management of after-

hours emergencies and will support UKZN in line with its commitment to a student-

centred approach. This framework is aligned with the current Service Level 

Agreement between the current medical service provider and the UKZN. This 

framework is also aligned to the South African Ethical Code of Professional Conduct 

for Psychologists and the Mental Health Act 17 of 2002.  Various role-players will be 

outlined as well as the actual protocol and process flow that will ensure proper and 

coherent sequence of procedures to be followed during after-hours emergencies. 

 

3. Definition of Terms 
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3.1 After-Hours: Any time that falls outside the ambit of 8h00 and 16h00 (Weekdays) 

Saturdays, Sundays and Public Holidays as per the South African 

time/calendar. 

 

3.2 Emergency: Situations and presentations that may be regarded as dangerous 

and harmful (physical and/or emotional) and that require immediate security, 

medical, psychiatric and/or psychological intervention. 

 

Emergency situations can include, but are not limited to the following: 

• Accident (automotive) 

• Assault (including sexual) 

• Death (violent, intentional and/or natural) 

• Explosions and/or bombs (includes threats or bomb scare) 

• Earthquake 

• Fire  

• Flooding (plumbing and/or natural, e.g., rain) 

• Hazardous materials contamination 

• Physical and/or emotional trauma 

• Physical injury including injury due to power outages (load-shedding) 

• Physical violence (armed or unarmed) 

• Psychological conditions (including suicide or para-suicide) 

• Psychiatric condition(s) 

• Rape (including threats of rape and attempted rape) 

• Substance abuse related incidents 

• Threatening behaviours (armed or unarmed) 

• Violent/intimidating protests. 

 

3.3 Emergency Service Provider (ESP): The designated and official service provider 

for UKZN at a particular time/period.   

3.4 Primary Scene: The scene where an incident/emergency occurred (Note: A 

student can sometimes be moved from primary scene to a safer place (This will 

then be considered as the primary scene). 
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3.5 Residence: Dwelling provided to registered students by the UKZN. This can 

include on-campus or off-campus residence. 

 

4. Scope  

The regulatory framework will be applicable to registered student of the University 

of KwaZulu-Natal. Non-registered students, expelled and/or excluded students are 

not covered by this framework.  

 

In addition, this framework applies to registered UKZN students who are faced with 

after-hours emergency situations should they be: 

 

• Living in University residence (On- or Off-Campus residences) 

• Anywhere on UKZN campuses  

• Anywhere in the Republic of South Africa.  

 

5. Principles 

The principles below will underpin the framework. 

 

5.1 A student will have to be a registered student at UKZN to be able to access the 

after-hours emergency services (Refer to Scope). 

5.2 If a student experiences an after-hours emergency and is not a UKZN registered 

student or is non-registered, expelled and/or excluded, the Emergency Service 

Provide (ESP) will respond but the student will be privately billed for the respective 

service. 

5.3 UKZN registered students will have to be in possession of a valid student card 

and/or student number. 

5.4 UKZN registered students will not be allowed to utilise the after-hours emergency 

services for their friends, family, relatives and/or any other acquaintance(s). 

5.5 UKZN registered students will derive no financial value from the after-hours 

emergency services provided. 
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5.6 The ESP will be obliged to fulfil their duty to the fullest based on the most recent 

SLA of the current year. 

5.7 The defined role-players are obliged to fulfil their roles effectively (refer to 

Protocol- Annexure A). 

5.8 The role-players attending to students involved in after-hours emergencies will 

need to ensure that the confidentiality of the student is maximised. 

5.9 A ‘communication group’ must be formed with key role-players and this must be 

active at all times (see 7.3)  

 

6. Framework 

As with any framework, key components/constructs are necessary for it to be 

effective. The dependent construct of the framework will be ‘effective after-

hours emergency service delivery.’  

 

The other three (3) components will be: 

- Registered Students (Primary Construct) 

- Key role-players (refer to 7.1) 

- Emergency Service Provider (refer to 7.2) 

 

For the framework to be effectively applied, all 3 key constructs (shown above) 

will have to be synchronised to achieve the dependent construct of effective 

after-hours emergency service delivery. The starting point of the framework will 

be the occurrence of the after-hours emergency. The mandatory process that 

will connect the constructs/components will be ‘Communication.’ These are 

outlined in the protocol and process flow which is guided by the principles shown 

in point 5 (refer to - Annexure A). 

 

7. Implementation Plan 

 

7.1 Role-players 

The key role-players will be: 
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- Academic Staff (including Lecturers, tutors and invigilators) – this applies to 

lectures and examinations that may occur after hours and/or on weekends 

- Campus Health Clinic (CHC) 

- Disability Support Unit (DSU) 

- Emergency Service Provider (ESP) 

- Risk Management Services (RMS) 

- Senior Student Development Specialist (SSDS) 

- South African Police Services (SAPS) 

- Student Residence Affairs (including Residence Assistants (RAs) and 

Residence Life Officers (RLOs) 

- Student Counsellors (SCs). 

 

7.2 The role of the current ESP 

An ESP is officially contracted to UKZN governed by an official Service Level 

Agreement (SLA). The agreement is appended to this protocol and serves as a 

critical reference to the services offered. Based on the SLA, the after-hours 

emergency service provider is obliged to provide the following services to all UKZN 

registered students: 

 

7.2.1 Emergency telephonic assistance  

7.2.2 Emergency response by road ambulance to the scene of incident  

7.2.3 Twenty four (24) hour access to call-centre. 

 

7.3 Communication after a service has been rendered 

A “Communication Group” (WhatsApp/E-mail) should be formed which comprises: 

7.3.1 UKZN Doctor (PMB/Durban) 

7.3.2 Senior Clinic Staff member (PMB/Durban) 

7.3.3 Senior Student Development Specialist 

7.3.4 Regional Coordinator (Emergency Service Provider representative) 

7.3.5 Manager: Student Support Services of the College that the student is 

registered in 

7.3.6 RMS representative (PMB/Durban). 
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7.4 Approval of Framework 

The Regulatory Framework will be recommended by Executive Management 

Committee and be approved by the Senate of the University of KwaZulu-Natal. 

 

7.5 Distribution of Procedures/Protocols to University Community 

Upon approval of Framework, the procedures/protocols as shown in Annexure A will 

be made available to all members of the University community. The means of 

distribution will be:  

 

7.5.1 Online 

- Through UKZN notice and e-mail system 

- University website  

- Intranet 

 

7.5.2 Physical 

- Paper-based copies will be placed on notice boards/strategic points in all 

• Campuses 

• Colleges 

• School 

• Departments 

• Residences 

• Outside premises (E.g., on walls near places where students gather).  

 

The framework will also be circulated to the respective external stakeholder for 

reference purposes. 

 

8. Review Period 

The Framework will be subject to a review after four (4) consecutive years starting 

from the date of approval.  
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Annexure (A) 

Protocol During After-Hours Emergencies 

 

1. If primarily Medical Emergency: 

 

1.1 If emergency occurs on Campus or in the residences (on/off campus residence)  

a) Emergency occurs. 

b) Student/RA/Helper/Any person(s) informs RMS. 

c) As per RMS SOP (Attached Annexure: B), the RMS personnel answering the 

phone must obtain full details pertaining to  student’s name, number, address, 

next of kin, and nature of emergency  (Note: this is not necessary if the student 

is unable to talk/communicate due to the nature of emergency). 

d) RMS informs Emergency Service Provider and/or SAPS. 

e) As per RMS SOP, RMS personnel are to be deployed to the scene to monitor 

and evaluate the situation and wait for the ambulance to arrive. Feedback is 

to be given to control room which will include ambulance details and hospital 

details (E.g., where patient is being taken to). RMS to also compile a full report.  

f) Immediate notification to be sent to the Communication Group by the ESP 

Regional Coordinator (as per 7.3.4). 

g) The ESP to respond and address the emergency as per SLA.  

a. Emergency response staff will assess the situation on arrival at the 

Primary Scene in order to determine whether treatment can be 

provided on scene, or whether the student requires transportation to 

the nearest hospital. 

i. In the event of the treatment being successfully completed at 

the scene, the obligation of the ESP will be considered fulfilled. 

ii. If the student requires transportation to a hospital for further 

treatment, then the obligation of the ESP will be considered 

fulfilled once the student has been attended to by the hospital 

staff. 

b. The student/next of kin will have to make arrangements for return 

transport to University, residence or primary dwelling place of student.  
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h) Should the emergency be caused due to criminal action, then SAPS to 

address the situation from a law enforcement perspective. 

 

1.2 If Emergency occurs anywhere else in the Republic of South Africa 

a) Student to inform the service provider and identify themselves as a currently 

registered student of UKZN. 

b) Student to produce a valid student identification card/student number. 

c) The ESP to respond and address the emergency as per SLA with UKZN. 

 

2. If Primarily Psychological related emergency 

 

2.1 If Student displays Psychotic and Aggressive behaviour in the Residences (on- 

campus/off-campus) or on Campus 

a) RMS to be contacted by RA and/or any person within the vicinity.  

b) As per RMS SOP (Attached Annexure: B), the RMS personnel answering the 

phone must obtain full details pertaining to  student’s name, number, 

address, next of kin, and condition of emergency  (Note: this is not 

necessary if the student is unable to talk/communicate due to the nature 

of emergency). 

c) RMS informs the ESP. 

d) As per RMS SOP, RMS personnel are to be deployed to the scene to monitor 

and evaluate the situation and wait for the ambulance to arrive. 

Feedback is to be given to control room which will include ambulance 

details and hospital details (E.g., where the patient is being taken to). RMS 

to also compile a full report.  

e) The ESP to respond and assess the situation on arrival at the Primary Scene 

in order to determine the necessary approach. 

f) Immediate notification to be sent to the Communication Group by the ESP 

Regional Coordinator (as per 7.3.4). 

g) If physical restraints are required then South African Police (SAPS) to be 

contacted by the ESP and requested to attend the scene. 
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h) Medical officer has to give permission for restraints and it will need to be 

motivated for through documentation. 

i) Where mechanical restraints are used for administration of drugs, it should 

be applied for a short period until sedation is effective.  

j) If the student requires transportation to a hospital for further treatment, 

then the obligation of the ESP staff will be considered fulfilled once the 

student has been attended to by the hospital staff. 

k) The student/next of kin will have to make arrangements for return transport 

to University, residence or primary dwelling place of student.  

 

2.2 If student displays Psychotic but non-aggressive behaviour in the Residences (on 

campus/off campus) or on Campus 

a) RMS to be contacted by RA/helper/anyone in the vicinity. 

b) As per RMS SOP (Attached Annexure: B), the RMS personnel answering the 

phone must obtain full details pertaining to  student’s name, number, address, 

next of kin, and condition of emergency  (Note: this is not necessary if the 

student is unable to talk/communicate due to the nature of emergency) 

c) RMS informs the ESP. 

d) The ESP to respond and address the student’s condition.  

• In the event of the treatment being successfully completed on scene, the 

obligation of the ESP will be considered fulfilled. 

• If the student requires transportation to a hospital for further 

treatment/attendance, then the obligation of the ESP staff will be 

considered fulfilled once the student has been attended to by the relevant 

hospital staff. 

e) Immediate notification to be sent to the Communication Group by the ESP 

Regional Coordinator (as per 7.3.4). 

f) The student/next of kin will have to make arrangements for return transport 

to University, residence or primary dwelling place of student.  

 

3.  If the student has been sexually assaulted  

3.1  If in the Residences (on-campus/off-campus) or on Campus 
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- RMS to be contacted by the student, RA, helper, any person(s). 

- As per RMS SOP (Attached Annexure: B), the RMS personnel answering the 

phone must obtain full details pertaining to  student’s name, number, 

address, next of kin, and condition of emergency  (Note: this is not 

necessary if the student is unable to talk/communicate due to the nature of 

emergency).  

- RMS to deploy RMS personnel immediately to the primary scene and 

contact both ESP and SAPS. 

- ESP to respond immediately. 

- Student will be transferred to any service provider affiliated hospital 

(pending location of student) where Rape/Trauma Facility will be available.  

-  All appropriate tests and support (including Counselling) will be 

administered. 

- Immediate notification to be sent to the Communication Group by the ESP 
Regional Coordinator (as per 7.3.4). 

 

3.2 If Off-Campus (Anywhere in Republic of South Africa) 

- Student to inform the ESP and identify themselves as a currently registered 

student of UKZN. 

- The ESP to respond and address the emergency as per 3.1. 

 

4. Confidentiality 

The various role-players attending to students involved in After-Hours Emergencies 

will need to ensure that the confidentiality of the students is maximised. 

 

5. Criminal and Disciplinary procedures 

5.1 In cases where a student, due to the nature of the after-hours emergency, such 

as,  

- a psychological and/or psychiatric episode 

- drug overdose 

- panic 
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had violated the conduct rules of the University (if on campus/ on residence) 

and /or caused injury, loss and/or physical harm to any other person, then the 

necessary disciplinary procedures will follow via the University Proctor and/or SAPS. 

 

5.2 Should the above have happened outside the University (including University 

residences) then this will be dealt with primarily by the SAPS. 

 

5.3 The Student Counsellor can be asked to act in an advisory capacity in the above 

2 instances.   This may involve providing a psychological report that will influence 

the appropriate action to be taken.   
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6. Process Flow (Annexure A) 
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Annexure B 

 


