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“The use of a centralised information database is most essential... ” - Kathy Ricker

A Word from Team Member Management
Hello Team Members,
I hope everyone has enjoyed the last few
months!
I would like to discuss with you the
importance of data management in
support of an incident. One of the more
sought after Team Member functions
for incidents is that of qualified and
experienced Data Managers. It may
seem trivial and can look as though the
role is nothing more than just data entry,
but concise and accurate data is critical
for every event. The vast amount of
information that needs to be managed
is often underestimated and resources
are not always allocated sufficiently. This
inefficiency can lead to irreparable harm
for the victims, families and our Clients.
The function of Data Management is
a cross over between DRS (Disaster
Recovery Services) and DHS (Disaster
Human Services). The information is
collected from four primary sources:
the call centre, the mortuary, the Family
Assistance Centre (FAC) and the incident
site/incident management centre (IMC).
It is imperative that the data collected
is located in a centralised database.
We utilise our own data management
software, Kenyon Response® (KR), for the
collection, storage and dissemination of
information.
Typically, preliminary critical data is
received at the call centre. The call centre
helps to establish a missing person’s list,
create a victim profile and identify the
next of kin. Information received here by
the agents is entered into KR.

The information collected from the family
members at the FAC will determine
information about the Person Directly
Affected (PDA) and establish the family
ties and nationality. Ante-mortem
interviews are often conducted at FACs,
which can provide the mortuary with
identifying markers that assist with
the identification process. Information
collected at the FAC is critical for the
identification process. For example, if the
PDA was adopted then testing DNA is not
needed. This information is again stored
in KR and accessible by the Disaster Victim
Identification (DVI) team.
Retrievals at the incident site are
usually human remains and personal
effects. These are carefully collected
and catalogued and contribute to the
identification of the PDA. Personal effects
are then put into an online catalogue
system, giving the families the opportunity
to claim them.

It may not seem like being deployed in
a data management capacity is all that
exciting, but it is frontline work. I know
that most Team Members would prefer
being in the field or working in their
respective professions; however, this
function is critical. It’s not just about
entering data into a spreadsheet; it’s
about accurately documenting every last
detail and managing a crisis effectively.
Warmest Regards,

Kathy Ricker

The identification team will be able
access information received from the call
centre, the FAC and the IMC to complete
their identifications. All data is doublechecked and verified against other data to
eliminate mistakes. For example, a family
member may describe a PDA and mention
a tattoo. The DVI team would have access
to these details and use them to assist
with a positive identification.
The use of a centralised information
database is most essential as it drastically
lessens the chances of families being
asked the same questions repeatedly.

Kathy Ricker
Team Member Manager

Kenyon’s Trip to South Africa
Kenyon’s Operational Response Services are designed to
be engaged anywhere in the world, at any time, and to be
fully flexible to meet national legislations. These Response
Services can stand alone in their own right but each is also fully
integrated with the other services. This allows organisations to
select the Response Services that are most appropriate to the
capacity of their existing crisis organisation and the complexity
of their operations.
Kenyon’s full-time staff is supported by over 2,000 skilled
individuals (from 79 nations and speaking about 70 languages)
who are ready to lend their expertise and time to provide the
backbone of a Kenyon response. Contrary to natural instinct,
they move towards an incident scene, not away. They are
experts in their own fields, each of which is suited to disaster
response. Together they are able to fulfil more than 5,000
unique functions that can be utilised to accomplish any mass
fatality operation. Kenyon is able to deliver every aspect of the
technical and scientific areas of mass fatality response; and
while academic processes cover the basis of the response,
each Kenyon Team Member has a common goal - to not make
it worse.
While in South Africa attending a conference and supporting
Client training, Kenyon Associate Ultan Kenny stayed for an extra
day and spent about seven hours with South African-based
Team Members, talking them through recent developments in
Kenyon and going over a number of examples of how Team
Members have supported recent incident responses. One such
incident, in February of this year, was managed entirely by
the South African Team Members led by our Team Member
Regional Coordinator for South Africa, Janus Venter.

South African Team Members enjoying a meal.

There was an Islamic State inspired attack on a vehicular
convoy in Pemba (Mozambique). Of the 18 passengers in the
convoy: one was killed (with recovery and funeral); and four
were injured (two medevacked to Johannesburg with nonlife-threatening injuries and two triaged locally). The Kenyon
International Call Centre was activated and we were also
asked to set-up two Family Assistance Centres in Mozambique,
provide a Crisis Communications Director for 24 hours to see
the Client through the initial spike in media activity and activate
a Mental Health Support Line using two counsellors in the UK.
Simultaneously, Kenyon’s Special Assistance Team personnel
and an interpreter supported the two, more seriously, injured
in South Africa.
Thank you Team South Africa for all you do to support Kenyon
and its Clients!

Special Assistance Team (SAT) Training: Looking Forward
Contributed by: Otibho Edeke-Agbareh, Humanitarian Services Manager
The Family Assistance Centre (FAC) management team and SAT
Members provide a vital service in the provision of effective
family assistance. They provide the interface between survivors,
family and friends of the Person Directly Affected (PDA) and
the various people, agencies, and organisations involved in the
response. It is a crucial role, which greatly impacts the overall
success or failure of any response.
So, I am pleased to announce that Kenyon is due to launch
a new and improved Family Assistance and SAT Member
Training in November 2019. The plan is to offer Team Members
worldwide an opportunity to attend this course. We hope to
deliver training for UK Team Members in the last quarter of
this year.
SAT Members at Simulated Family Assistance Centre

As a Kenyon Team Member you could be called upon to
deploy at short notice and be expected to work at the
highest professional standard. In the year where one of our
annual objectives is to focus on delivering current operations
effectively, it is vital that we have a team that is actively
prepared. One way of fulfilling this mandate is by providing
training to our Team Members that equips them with the skills
necessary to confidently and competently fulfil their role.
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For Team Members based internationally, we will offer
opportunities to attend this exciting training in a country near
you in 2020. Please keep a look out for emails concerning
the roll out of this training programme. We encourage Team
Members to RSVP as soon as possible to secure a place. For
Team Members who may not gain a place, please be reassured
that we will be offering more courses in the future.
We look forward to meeting many of you at one of our training
days.

Operational Update
Poland, September 2019:
Kenyon activated to provide Mental Health Support following a passenger onboard a Client’s aircraft taking ill during the flight. Cabin Crew attempted CPR but,
unfortunately, the passenger illness proved fatal.

Houston, February 2019:
Mental Health Phone Support

Kenyon’s involvement in a cargo plane crash from earlier in the year has been reduced;
however, work continues on the return of personal effects as well as the organisation
of the one-year memorial and monument to commemorate those who lost their lives.
Memorial Books for each of those involved in the incident were prepared and will be
sent to the Client to deliver to the families.

London Grenfell Tower Fire, July 2017:

Personal Effects Destruction Process

A core team of three Personal Effects specialists continue to work on the processing of
belongings from Grenfell Tower, managing enquiries from ex-residents and the council.
Several deliveries have been completed in recent months. Only 12 flats remain with
property to return or destroy, as per the residents’ wishes.

Shout-Outs!
Patrick Kelly and Nduati Njama:
In the last quarter I sent out an email campaign to Team Members
in some of our more remote regions. I have to say that as usual the
enthusiasm and support from our Team Members is outstanding.
I would like to personally thank Team Member Patrick Kelly, BA,MEd,
CCC, and Kenyon Associate Nduati Njama, for their tremendous efforts
in reaching out to friends, colleagues, and associates in the mental health
professional and aviation industry. Both of these gentlemen proved to
be most resourceful and referred numerous highly skilled professionals
to the Team Member programme.
Kenyon Associate Nduati Njama

Sarah Devlin, Martina Formica, Serge Laroque and
Julia Shcherbak:
In June of this year, we tested the language capabilities of our the
Kenyon International Call Centre in the Dominican Republic. I reached
out to several bilingual Team Members and asked if they could
volunteer some of their time to pose as a family member calling to
inquire about a loved one. I am most happy to give shout outs to Sarah
Devlin (German), Serge Laroque (French), Julia Shcherbak (Russian)
and Martina Formica (Italian).
Thank you for taking the time to assist Kenyon with this very important
exercise.
Kenyon Team Member Patrick Kelly, BA, MEd,
CCC
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Aviation Accident Investigations Overview
Kenyon does not conduct investigations nor do we draw
any conclusions. However, oftentimes, we work alongside
investigators to assist them in collecting data or recovering
human remains, personal effects and aircraft wreckage.
The sole objective of the investigation is to prevent future
incidents. The investigators will follow the guidelines set forth by
the International Civil Aviation Organisation (ICAO) Chapter 12.
The participants of the investigation involve the country where
the aircraft was registered, the country where the client is based,
the country where the accident occurred, the countries where
victims/survivors reside and will involve the manufacturer of the
engines, the components and the aircraft itself.
The investigation will start with the following questions: What
was the outcome? Did the incident result in the loss of an aircraft
and were there fatalities? What was the sequence of events that
led to the incident?
The second step in the investigation is discovering the how
and why. The factors considered are: technical failures, poorly
executed processes, lack of training, weather conditions and
substance abuse.
Evidence will be collected from the incident site, the aircraft
wreckage and the results of the autopsies. The investigators will
have full access to the voice and cockpit recorders, the aircraft
maintenance records.
The findings are used to determine if procedures need to be
amended to prevent this type of event from ever happening
again. It could mean that training needs to be updated, systems
replaced or components re-engineered.
The final report will include the facts used to form the analysis,
the conclusions as to why the accident happened and safety
recommendations for the future. The final report is always made
public.
For more information about aviation incidents go here.
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Case Study: Terrorist Attack

Background:

On 26th June 2015, a terrorist, disguised as a
tourist, opened fire on beachgoers visiting Port El
Kantaoui, a resort just north of Sousse, Tunisia.
The shooter made his way from the beach to the
Spanish-owned five-star Riu Imperial Marhaba
Hotel where he was eventually killed by security
forces during an exchange of fire. Thirty-eight
people were killed during the attack, with
another 39 people injured. The United Kingdom
suffered the heaviest losses with 30 of the 38
fatalities being British.

Challenges:
Unlike an aircraft incident, there was no passenger manifest to rely on for victim identification. Guests from
more than one hotel complex, as well as locals and day-trippers, had full access to the beach. There were,
potentially, thousands of people holidaying, or living, in Tunisia at the time who would have worried friends
and relatives seeking information as soon as word of the attack hit the news.
The influx of people flocking to the incident location, seeking news and updates, impacted family members
that actually needed support. It also affected the recovery process of the personal effects left at the beach
and in the hotels.

Solutions:
Kenyon’s involvement in this incident was multi-faceted. Kenyon’s Client, a very large charter airline, activated
the services of the Kenyon International Call Centre within 30 minutes of the initial alert. A toll-free number
was distributed and 75 inbound call agents were immediately available to answer calls from people concerned
for their loved ones. They managed close to 2,300 calls in the span of the first week.
A Personal Effects (PE) specialist team was deployed to assist with the 1,400 or so items of associated and
unassociated PE collected from the beach and hotel rooms. The PE process continued for three months
(through the end of September), by which time each item had been carefully processed and inventoried.
A team of Family Assistance specialists were deployed to establish the Family Assistance Centre in Sousse to
assist travelling family members. A Centre was also set up at Kenyon’s HQ in Bracknell (UK) at the request of
the Client; here, staff members contacted just under 500 of the Client’s customers who had been holidaying
in the area at the time of the incident. The customers were given the opportunity to access services, such as
Mental Health Support, if needed.
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My Experience at Kenyon
Contributed by: Malvika Mehta, Kenyon Team Member
I could actually work here. I had the privilege of attending staff
training delivered by Chairman Robert A. Jensen. This was not
only inspirational and enjoyable but also provided so many
learning points. Kenyon as a company is very dynamic and
diverse in its approach to all the work they complete, leading
back to one common ethos. This is to ensure that, at the point
of an incident, a family’s needs are put first and that Kenyon’s
response ensures families can take the elementary steps
needed to transition to their new normal.
I also learned how Kenyon goes to great lengths to ensure they
are always in a state of high preparedness. This is accomplished
through the continual up keep of deployable kit, rigorous
testing of their systems and making improvements where
required. I worked closely with Humanitarian Services Manager
Otibho Edeke-Agbareh on the new Special Assistance Team
(SAT) Member Training due for official launch in November
2019. I learned that the SAT role is not only to assist families
practically but also to collect information (e.g. ante-mortem
data) that could assist with the identification of victims and also
to explain to families about what things like the investigation
process means to them.
Kenyon Managing Director Conor Prendergast, Team Member Malvika
Mehta and Humanitarian Services Manager Otibho Edeke-Agbareh

One of the best life experiences I have had while in the UK
has been at Kenyon International. I was fortunate to have been
selected for a one-month internship, at the end of my masters
in forensics investigations at Cranfield University. Accepting
this opportunity has been life affirming. I had already been a
Kenyon Team Member for over a year and had completed all
the Kenyon Online Learning Centre modules, but never thought

Housekeeping and
Helpful Tips
When logging into your Team Member profile,
please be sure to use the link titled
Portal for Existing Team Members.
Also, keep in mind you may have changed your
login User Name from your email address to a
unique name.
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Otibho is one of the most wonderful people I have ever met.
She was nothing but encouraging and she motivated me
each day to bring the best out of me. One of Otibho’s most
inspirational comments to me was: “If you can think it and
dream it, you can manifest it into reality.” This will stay with me
forever. I was fully embraced by all the Kenyon staff and made
so many new connections. The skills, knowledge and inherent
passion for helping families I witnessed while at Kenyon will
remain with me. I am so proud to call myself a Kenyon Team
Member and would readily accept an opportunity to deploy
with Kenyon.

Have you followed us yet?
Join the conversation!

/Kenyoninternational

@Kenyonmembers
@Kenyon_tweets
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WELCOME
NEW TEAM MEMBERS

On behalf of everyone at Kenyon, “Welcome!”
Abeer Albanawi		
Adnan Alhooti			
Ahmed Ele Neen Abdellatif
Ali Alqadhi			
Ana Parreira Martins		
Andrew Metcalfe		
Apoorva Venkatesh		
Atiah Alshammari		
Aziz Hassan			
Benjamin Raffield		
Camila de Souza		
Caroline Mwaura		
David Walsh			
Derek Forest			
Dima Elayyan			
Donna Day			
Egbert De Bruyn		
Elizabeth Rothmann		
Emile Engelbrecht		
Eric Yan-Hung Yu		
Faizan Kazmi			
Gail Hunter			
Gerardina de Wijk		
Haley Carr			
Hannah Ticha			
Hector Sandoval		
Jacqueline Wright		
Jake Harrington		
Jane Ntiringa			
Janice Bartlett			
Jennifer Meszaros		
Jodi Manz-Henezi		
John Wayne			
Justina Zivic			
Linda Bartlett			

Jordan
Oman
UAE
Iraq
Brazil
UK
UK
Saudi Arabia
Pakistan
Sweden
Brazil
Kenya
Canada
UK
Jordan
USA
South Africa
South Africa
South Africa
Hong Kong
Pakistan
UK
Netherlands
USA
Kenya
Spain
Australia
UK
Kenya
UK
Cambodia
Canada
USA
Canada
UK

Contact:
Americas +1 (281) 872-6074
Europe +44 (0) 1344 316 650
Middle East and Africa +961 (0) 1 609 839

Livingstone Nganga			
Lorraine Haye				
Marc Guillot				
Margaret Waweru			
Mariia Kishchenko			
Matthieu Desiderio			
Miles Manning			
Nadja oude Voshaar			
Natalie Maroun
		
Nicholas Bracken			
Nicolette Coetzee			
Nikki Zwitser				
Olajire Adunmoye			
Paresh Dhokad			
Raquel Almirón			
Renette Hilder				
Robert Gallagher			
Robert Gulla, Jr.			
Rohan Gawali				
Ron Schmitz				
Rosa Vinaixa				
Sahar Ghavidel Darestani		
Sam Munsch				
Sara Filipa Monteiro			
Schön Venter				
Scott Clarke				
Sithari Dias Edirisinghe Jayasooriya
Stephanie Ramos		
Steve Challice				
Susan Gitau				
Taryn Anderson 		
Tina Balachandran			
Voula Kokkali				
Wenda Bonshor			
Yashandeep Kaur			

Kenya
UK
UK
Kenya
Belgium
France
UK
Saudi Arabia
France
UK
South Africa
Netherlands
UAE
India
Spain
Australia
UK
USA
India
USA
Spain
Iran
UK
Portugal
South Africa
UK
Sri Lanka
USA
UK
Kenya
UK
Qatar
Canada
Canada
UK

Follow us for more
Kenyon updates:
www.Kenyoninternational.com

