
Conor Prendergast joined Kenyon as Vice President, 
Commercial Services in October 2017 before 
assuming the role of Managing Director in August 
2019. Having worked in various aviation industry 
roles for 30+ years, he brings significant aviation 
knowledge and business experience to Kenyon. 
Throughout his career, Conor has been actively 
involved in aviation industry affairs. He maintains 
close interest and involvement in the industry today. 
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A Message from Our Managing Director:
Conor Prendergast
Hello everyone, 

Well, what a year 2020 has been. So much of what we had planned didn’t happen; so much of what did happen, 
wasn’t planned.

We know it’s been an incredibly hard year for many of you and your businesses, especially those in the aviation, 
travel, cruise and hospitality sectors. We’ve been listening to many of you over the course of the year about the 
challenges you face and have worked with many of you to help you overcome those challenges. 

Here at Kenyon, we too have had to adapt to this new and changing environment. We’ve had a busy year responding 
to incidents across various sectors - be that in supporting our local government and municipal authorities in their 
responses to the pandemic, a fatal air crash in India, the evacuation and repatriation of expatriate workers from the 
Sahara, the aftermath of the Beirut explosion and the conflict and social unrest in eastern Europe and Nagorno-
Karabakh. 

We’ve sent our teams into highly Covid-infectious parts of the world to support Clients in their need with every 
single member of those teams – most thankfully – returning home safe, well, healthy and having avoided catching 
the virus. I know that many of you wondered how we might respond during the pandemic – it can be done and 
we’ve done it. You can read more on some of these incidents below.

So, whether you’re doing your best to get through these turbulent times, or indeed finding yourself needing to call 
us for support, please know that we are here for you - and with you - every step of the way.  

At the end of this very hard year, I wish you and your families the blessings of the season and a happy, healthy New 
Year.  And thank you for having us as your partner.

Warmest regards,

Conor Prendergast,
Managing Director
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When Risk Becomes Reality, continued on page 3

When Risk Becomes Reality
Human nature in the face of tragedy
By Victoria Hardwidge, Account Manager

When the RMS Titanic slipped 
beneath the waves in 1912, 

when the planes hit the Twin Towers 
in 2001, when the nations ringing 
the Indian Ocean were submerged 
on Boxing Day 2004, the world’s first 
responders sprang from their beds 
into action and, contrary to instincts, 
towards the incident scene. 

And, as far as I know, no one was 
there to hinder or inhibit the 
response; they were there at the 
outset to help in any small way that 
they could. They were there as well 
much further down the line. Their 
responses captured the desire to 
assist the nations and communities 
so affected, to weather the ensuing 
emotional storm and to begin the 
healing process. 

As the world’s largest disaster 
management and response 
company, Kenyon is in the business 
of managing mass fatalities. We 
are called on whenever the worst 
happens… when what keeps 
Emergency Managers up at night is 
suddenly forced upon them at four in 
the morning on a holiday (disasters 
are rarely convenient). 

Every company with a duty of care 
knows that an incident involving 
those in their charge will happen, 
they just don’t know when. They will 
be involved in every aspect of that 
response, from the identification 
and repatriation of human remains 
to setting up and running family 
assistance. 

They will almost certainly have help, 
but this help stops at the end of the 
varying jurisdictions when agendas 
are fulfilled and ‘business as usual’ 
needs to be resumed. 

To manage incidents effectively, 
companies spend thousands to 
meticulously plan every aspect of 
their response, from the first hours to 
much further down the line. But for 
the family and friends of those who 
are lost, there is no handbook, no 
instructions or guidance on dealing 
with the aftermath. A successful 
response gives the families a chance 
to adjust to their ‘new normal’; 
equally, a poor response means they 
will likely weather the tragedy alone.

The human character during a crisis 
is powerful; it is always humbling to 
see such courage and compassion 
on display and in action; it gives the 
world the one thing we all cherish - 
hope. 

In the initial instance, it does not 
matter who is at fault for the incident 
or why it happened; the company 
affected must focus on managing 
the aftermath for the affected 
families to help them reach what 
will, ultimately, become the new 
normal. They will look for support 
when chaos and uncertainty reigns. 

The initial reaction of the family 
members involved is rarely one of 
anger or malice, just the overriding 
need to understand what happens 
next. It is providing this kind of 
support that is at the heart of what 
Kenyon does. 

Family members are usually able to 
forgive the event, humans are prone 
to mistakes, but a bad response will 
endure in their mind and eat away 
at it. They deserve peace of mind as 
quickly as possible.

While academic processes cover the 
basis of a response, Kenyon Team 
Members have a common goal - to 
not make it worse. The best you can 
do is zero because you can’t make it 
better. Taking the incident out of the 
equation (there is nothing we can do 
to undo the event), the best we can 
do is to not make it worse. 

No-one deserves the kind of pain felt 
after the loss of a loved one in such a 
catastrophic event. No one deserves 
to feel so utterly helpless. 

They deserve the knowledge 
that everything possible is 
being done to afford their loved 
one - possibly loved ones - 
the same level of respect and 
kindness we would all expect 
for our own loved ones. 
This is not easy work for those 
responding; maintaining this level of 
respect and care without letting the 
emotions negatively affect them is a 
fine line to walk.  Tragically, there are 
still far too many cases of secondary 
trauma and PTSD when proper care 
is not available to responders or 
company employees. 
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Victoria has been a Team Member with Kenyon 
since 2014. She joined Kenyon full-time in June 
2017 as an Account Manager, responsible 
for maintaining relationships with Kenyon's 
existing clients and liaising with new clients to 
ensure their emergency strategies are in place 
and working efficiently. Victoria is passionate 
about making sure organisations are well 
prepared in the event of an emergency to 
minimise the suffering to those involved.
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When Risk Becomes Reality (cont.)

Kenyon has a duty of care over its own staff as well; as 
such, measures are in place to protect responders from 
lasting negative effects. They are rotated after three 
weeks for at least three weeks before being allowed to 
return, if that becomes necessary. 

Our mental health specialists work alongside them 
during intense deployments to assess their reactions 
and take measures to mitigate negative effects. Each 
Team Member also receives an exit interview with a 
mental health practitioner after returning home, where 
they take the opportunity to relax before readying 
themselves for the next inevitable disaster.

Tragedy touches everybody. Our first thought goes to the 
families, but do we stop to consider the lives of everyone 
who came into contact with those who are lost? 

Cabin crew have lost their colleagues and friends, 
office staff have to adjust to the now-empty desks. 
Communities suffer the consequences of lost students, 
sports teams and even regular customers. Following 
a deadly crash in Russia, the barista in the Captain’s 
favourite café made and left out a coffee for him every 
morning in the days after. 

The community in Paris following the Charlie Hebdo 
attacks in 2014 rallied in displays of resistance when the 
obvious reaction was fear. 

A 9-year old’s first request after surviving the plane crash 
which killed his parents was for his teddy bear.  

The range of complex emotions that come from such 
trauma and shock cannot be understated, which is 
why Kenyon keeps psychological professionals on 
hand for phone support or in satellite clinics for many 
different types of incidents, from mass fatalities to 
abusive passengers. For some companies, this is now an 
obligation under the law, but for most, it is out of a sense 
of duty to their staff.

The men and women involved in responding to the 
aftermath of mass-fatality events represent the very 
best of humanity. They selflessly place their lives on 
hold, cancel plans and leave their families for weeks on 
end to lend their courage, care and compassion to those 
most in need. 

When the job is done, they return home to their families 
and their lives, changed, just as those on the receiving 
end of their help. They hug their families a little tighter, 
all for the knowledge that their actions reassured 
someone they had never met, or are ever likely to meet 
again, that it will, in the end, be okay.
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At the time of the first European lockdown, research 
into how the UK public reacted to different types of 

advertising during the COVID-19 crisis yielded surprising 
results. The public had much better recall of upbeat ads 
over soft-focus, gentle TV ads with emotive music. They 
had received the caring messages at first but were now 
moving on. It was, perhaps, evidence that the public 
were looking for a little lockdown fun and provided a 
glimpse into the way a mixture of anxiety, threat and 
restrictions affects the psyche of consumers. It also 
highlighted that effective communication shows all sides 
of humanity. 

Few in the airline industry should be surprised. When a 
US Department of Defence study found that the risk of 
breathing in a COVID-19 particle on a flight is just 0.003 
per cent if masks were worn, many reacted to this ray of 
sunshine in an otherwise gloomy world. 

We know that first and foremost, customers need 
assurance that flying is safe and whilst the airline 
industry puts safety first, it also understands the pent-
up demand to fly again for leisure. Once consumers 
feel safe, they want fun, and plenty of it. We have seen 
this in the emergence of ‘flights to nowhere’ providing 
travellers with a bit of aviation pleasure and sightseeing. 

Dealing with crisis 

For more than a century, Kenyon staff have seen first-
hand the varied personal reactions to crisis and loss. 
There are those who refuse to accept the death of their 
loved ones, some never accepting it. Others hide their 
pain, perhaps conscious of the need to support their 
children through grief. They are all just trying to adjust 
to ‘the new normal’. 

It is a painful reminder that a one-size-fits-all approach 
to family support and crisis communications is not the 
most effective. Alongside carefully rehearsed processes, 
there must be the ability to communicate to people 
differently according to their needs, doing so with 
candour, sincerity, humility and empathy. Through 
social media, people can quickly identify disingenuous 
communication. 

Communicating in a Crisis
Kenyon International Emergency Services’ Donald Steel, Vice President, Crisis Communications and 
Otibho Edeke-Agbareh, Humanitarian Services Manager share the importance of 
communication during a crisis and a global pandemic.

Communicating in a Crisis, continued on page 5
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Donald Steel has been with Kenyon for 
over 10 years and is highly regarded as an 
international responder, speaker and trainer 
in crisis communications. He works with 
individual, corporate, government and NGO 
clients in London, Europe, the Balkans, the 
Middle East and Asia Pacific/Australasia. He 
is in demand as an international speaker on 
crisis and reputation.

Otibho Edeke-Agbareh joined Kenyon in 2018 
as the Humanitarian Services Manager and 
is responsible for Kenyon’s Disaster Human 
Services Programme, further developing 
and maintaining Kenyon’s family assistance 
services and delivering those in support 
of clients. She also provides training and 
development for staff, contractors and 
clients in the area of family assistance.

This article was contributed to Regional Interantional, an ERA 
publication. 

To read more from their latest issue click here. 

ERA (European Regions Airline Association) is the trade 
association representing more than 60 airlines and around 
150 associate members, including manufacturers, airports, 
suppliers and aviation service providers, across the entire 
spectrum of the aviation industry. The power of one collective 
voice, representing multiple businesses, to promote and protect 
one industry sector is incredibly strong.
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In juxtaposition to this, after an incident, Kenyon can 
offer clients a private website which communicates with 
people directly affected in different languages. This site 
also provides up-to-date information about the incident, 
as for some loved ones, explanations and answers given 
by Family Support or Special Assistance Team Members 
can be quickly lost when overcome by grief. 

This site provides a platform where families and 
survivors can venture on any time that suits them and 
review information at their own pace. They can also ask 
questions and a member of Kenyon’s incident response 
team will assist them. Some want as much information 
as possible. Others are unable to cope with more than 
the basic details. We have learned over the years to 
tailor our response, where we can, to suit the individual. 

Supporting your employees 

Internal communication is a critical part of an airline 
crisis plan. We rely on staff to keep the airline flying 
when they too have suffered the loss of colleagues and 
customers. Again, a one-size-fits-all approach is not 
the most effective. Regular and full briefings from the 
chief executive are essential. It must not be forgotten 
that in order to get the provision of support right, it 
must be holistic and tailored to your workforce. This 
must be backed up by intranet resources for staff, and 
importantly, by managers trained to be highly visible 
and to engage personally with staff. There must also be 
qualified impartial psychological support at hand, either 
via the telephone or face-to-face. 

For some staff, the pandemic, alongside their own life 
events, has hit hard. For others, the prospect of getting 
back to work provides a level of normality. After an 
incident, all will want to know what the company is doing 
to support the families of those lost and impacted by an 
incident. At Kenyon, we have seen an increased uptake 
for our Mental Health Service by clients. Increasingly, 
clients use it to support staff for a wide range of issues, 
including civil unrest, workplace death and larger 
incidents, such as the August Beirut explosion. 

The greatest test of your processes and skills is managing 
an accident during the pandemic. This is why you should 
review your plan for internal crisis communications 
and humanitarian response now. Equip your managers. 
Exercise more than just the first 24–48 hours of your 
plans. Consider how senior management can be truly 
visible in an era of home working. Your ability to not only 
survive but thrive after an incident will depend on it. 

Communicating in a Crisis (cont.)

https://www.eraa.org/publications/regional-international
https://www.eraa.org/
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2020: A Year of Resilience
In the words of Kenyons...
As mentioned before by Managing Director Conor Prendergast, the pandemic, unexpected as it was, challenged 
us all. We were isolated. We felt loss. We grieved, some still grieving. It required us to adapt and evolve, minute by 
minute. Who we were in January is not who we are now. We persevered and we will continue to do so - together 
- until this is behind us. Below are accounts provided by key members of staff, sharing their perspectives of all we 
have done to ensure our Clients continue to trust Kenyon as their crisis management partners.

Sam Bunney, Commercial Services Manager: 

The beginning of the year saw our commercial team fielding dozens of requests and 
questions from Clients beginning to mobilise for what was, by that point, inevitably about 
to occur. This included answering questions regarding deployment options, concerns 
over the health and wellbeing of deployed staff, the return of staff from locations 
overseas and enhanced support for the potential repatriation of staff from soon-to-be 
COVID hotspots.
 
We began to see patterns from the questions emerging which led to the development of 
our online COVID Resource Centre, a COVID-specific section of our website where one 
could find FAQs and information meant to help prepare clients and their teams for the 
pandemic. This went hand in hand with a webinar series that expanded on aspects of the 
pandemic, such as transitioning to the new normal and what that meant for the Clients 
and the industry and for Kenyon deployments during the pandemic. The webinars also 
provided a forum for Clients to pose direct questions to senior operations staff.
 
Like most businesses, we adapted with the singular aim to ensure our support, guidance 
and training could be reached by all, regardless of home working or other restrictions. 
We adopted digital tools to maintain the communication network virtually with our 
Clients. Our training material was updated for remote delivery, with dozens of sessions 
being run to date. Planned face-to-face meetings, conferences and other engagements 
were moved online through Zoom, Microsoft Teams and WebEx. 

In late summer, when organisations began operating once more at a steady rate, we 
provided many of you with virtual refresher training. We also held meet-the-team 
sessions with different departments and provided virtual warehouse tours to build 
stronger ties with our Clients and offer assurance.

During these unprecedented times, Kenyon was keen on being more available for our 
Clients and delivering more value than ever. Our Clients know that they can depend on 
us to activate for an incident, but we wanted to make doubly sure they knew we would 
be there to support their non-operational needs, as well; be it refreshers for new staff on 
board, running a telephone exercise together or addressing any of the Client’s concerns. 
Even if there were times the team was working from home, we were always available 
and within reach and we still are. 

https://www.kenyoninternational.com/covid-19-resource-centre/
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Ultan Kenny
Senior Director, Operations
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Ultan Kenny, Senior Director, Operations: 

As Kenyon activated for clients, there was a 
need to have more physical staff presence 
within the offices and warehouses in 
Lebanon, the UK and the US. As such, new 
protocols were put in place to support 
social distancing (single office occupancy/
rotations), disinfection (cleaning regimes, 
personal hygiene items), personal 
protection (masks, temperature reading 
tools), control of visits/visitors, etc. One 
significant example was the relocation of 
the Crisis Management Centre, based in 
Bracknell, into the main Training Room. 
This provided more space to work in, 
essential when Kenyon was managing four 
incidents simultaneously.  
 
In the UK, Kenyon was able to receive Key 
Worker status, enabling more flexibility of 
movement for its staff to respond, which 
proved vital when managing a number of 
large mortuary projects. We faced many 
challenges. Personal Protective Equipment 
(PPE) provides a case in point. With 
health organisations, business and public 
demands, manufacturers simply could not 
keep pace, and with airline transportation 
massively impacted, deliveries faced 
significant delays. In the US, similar issues 
arose as a large team deployed to assist 
in New York. Behind the scenes, the 
Kenyon team worked tirelessly to get PPE 
resources to our Team Members, aided 
significantly by partnering with health and 
other emergency organisations.
 
As the pandemic developed, so did 
information, practices and capabilities, 
which greatly assisted with staff 
deployments. Testing regimes before, 
during and after activations were 
established, alongside the usual mental 
health support. This was particularly 
significant in managing staff’s well-
being on deployments such as the Kerala 
aircraft incident, which alongside health 
risks, posed travel and visa challenges. 
Dispatching our British Team Members 
required extensive work with governments, 

embassies and airlines and our Indian Team 
Members required testing and authority’s 
permission to move between states.
 
With the difficulties of movement, 
whether international or domestic, and 
the overriding risk of infection, team 
deployment periods were extended 
as shorter rotations were observed to 
increase exposure.
 
One of the key impacts of the pandemic 
has been employment. Few sectors have 
managed to avoid shedding staff and, in 
many cases, key personnel who would 
normally be at the core of emergency 
response have moved on. Kenyon is working 
closely with Clients to help them navigate 
in this new environment. We are training 
their new personnel who have taken on 
key emergency roles. For some Clients, we 
have agreed to support a wider number of 
functions to fill resource gaps. We are also 
helping review crisis management plans 
for operating in the new normal, which we 
stress is of utmost importance to ensure 
that previous commitments and support 
are still available, internally and externally 
(with suppliers/partners).
 
On a final note, the impact of the 
pandemic has been all too obvious to 
many. One area perhaps less observable 
is the mental health impact. It’s clear 
from conversations with Clients that this 
has become an increasing concern, and 
whilst business and society may rebuild, 
people may struggle to do so. Kenyon has 
supported Clients throughout this year 
in this area, from individual situations 
through to national and international 
events, like the Beirut explosion and the 
conflict in Nagorno-Karabakh.
 
Kenyon have had one of its busiest years 
ever and remain available to help our 
Clients manage the consequences of 
emergencies. Please stay in touch.
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Kathy Ricker
Team Member Manager

Kathy Ricker, Team Member Manager:

Although 2020 was a year of adversity, it was also a year of remarkable endurance. Team 
Members once again proved how important they are to Kenyon by their willingness 
to deploy during a pandemic. A total of 222 Team Members were deployed this year, 
with 212 Team Members travelling domestically and 10 Team Members travelling 
internationally.

These remarkable men and women left the comfort and safety of their homes and 
travelled to two epicentres of the Covid-19 outbreaks: India and New York City. 

The Team Members completed these operations while adhering to all necessary health 
and safety precautions set forth by the CDC and WHO to prevent catching or spreading 
the Covid-19 virus. We are extremely grateful that not one Team Member contracted 
the virus while on deployment. 

Every operation that Kenyon completed this year was successful and met or exceeded 
Client expectations. Most importantly, we are extremely grateful to our extraordinary 
team of disaster responders who completed these operations with dignity and respect 
to those affected during an unprecedented pandemic!

February 2020: France
• Activated on two 

separate occasions to 
provide mental health 
services on behalf of 
Clients

March 2020:  
UK, Hungary and Algeria
• Assisted in the evacuation of Client staff from 

abroad
• Repatriated a senior diplomat 
• Established a temporary mortuary facility 

May 2020: US
• Assisted a state county 

with managing a 
morgue facility

June 2020: UK
• Processed personal 

effects of victims 
following a terrorist 
attack

April 2020: US and UK
• Assisted in the recovery of 

decedents due to Covid-19 
by a state in the US 

• Established another 
temporary holding facility 
in the UK

October 2020: 
Nagorno-Karabakh
• Provided mental health 

support to Client staff 
affected by Nagorno-
Karabakh conflict

August 2020: Lebanon and India
• Provided mental health support to 

Client's employees and their families 
after chemical explosion in Beirut 

• Activated to search, recover and process 
personal effects after a Client plane 
overran runway
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Connect with Kenyon:

Be sure to follow Kenyon on your 
preferred social media sites below. 

We want to connect with you!

Facebook: 
www.facebook.com/KenyonInternational 

LinkedIn: 
www.linkedin.com/company/

Kenyon-international-emergency-services
Twitter: 

www.twitter.com/Kenyon_Tweets
www.twitter.com/KenyonCEO

YouTube: 
www.youtube.com/user/

KenyonInternational/

Europe +44 1344 316 650 (24 Hrs)
Americas +1 281 872 6074 (24 Hrs)

Middle East and Africa +961 1 609 839

www.kenyoninternational.com

Kenyon’s 24-Hour 
Phone Numbers

Kenyon maintains two global 
phone numbers monitored 24/7 
for immediate contact in case of 
emergency. 

UK: +44 1344 316 650
US: +1 281 872 6074
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In Case You Missed It...
COVID-19: Getting to the New Normal

Alexander Clelland, Director and Board Member of UK PR Firm Houston, 
interviewed Kenyon Chairman Robert A. Jensen about how businesses 
can best respond to crises such as Covid-19 and why senior leaders must 
keep the big picture in mind to be prepared for future challenges.

Kenyon Expands Crisis Communications Division
Kenyon announced last month the appointment of Donald Steel as Vice 
President, Crisis Communications. We also have four new additions to 
our Crisis Communications team and exciting plans for the division in the 
new year.

www.facebook.com/KenyonInternational
www.linkedin.com/company/kenyon-international-emergency-services
http://twitter.com/Kenyon_Tweets
http://www.youtube.com/user/KenyonInternational
http://www.facebook.com/KenyonInternational
http://www.linkedin.com/company/kenyon-international-emergency-services
http://www.linkedin.com/company/kenyon-international-emergency-services
http://twitter.com/Kenyon_Tweets
http://twitter.com/KenyonCEO
http://www.youtube.com/user/KenyonInternational/
http://www.youtube.com/user/KenyonInternational/
http://www.kenyoninternational.com
https://houston.co.uk/2020/11/27/podcast-respond-prepare-crises/?fbclid=IwAR3xKpCh190QyKp_QlaeOXR-7Yxq_tZ6C0rMia6JPKpOI4nSHkw5EHHO_WM
https://www.kenyoninternational.com/news/Kenyon-International-Expands-Crisis-Communications-Division/
https://houston.co.uk/2020/11/27/podcast-respond-prepare-crises/?fbclid=IwAR3xKpCh190QyKp_QlaeOXR-7Yxq_tZ6C0rMia6JPKpOI4nSHkw5EHHO_WM

