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The "M" Word

By Otibho Edeke-Agbareh
Humanitarian Services Manager
Mental Health: Business as usual is no longer an option Lubitz was on medication and had a sick note excusing
him from work. Despite this, he was able to withhold this
The “M” word is often used in hushed tones and, yet, from the airline. On the day of the accident, he was still
mental health is part of our human experience. Statistics taking psychotropic medication; this had rendered him,
released by the World Health Organisation in 2018 in the words of the BEA Final Air Accident Investigation
suggest that one in four people will be affected by a Report, “unfit to fly”.
mental health issue at some point in their lives. So why
does it continue to hold so much stigma?
So how did the aviation industry change to mitigate
the risk of this happening again? Immediately after the
Historically, people with mental health issues have been crash, countries such as Australia, Canada, Germany and
marginalised. Trend analysis over 25 years depicts a the UK brought out new rules requiring two members
complex picture of attitudes; this has not entirely been of flight crew to be in the cockpit at all times. This was
positive. What is clear, however, is that public awareness, a good start, but it treated the symptoms and did not
education and access to mental health support can address the issue.
positively contribute to debunking myths, alleviate the
stigma and empower people to make healthy decisions Making changes
regarding their mental health.
For this issue to be properly addressed, the aviation
Incidents involving mental health that received wide industry needed to close a number of gaps in the provision
international media coverage have raised public of mental health support. The EU Commission issued
consciousness, opening up a forum for debate and, Regulation 2018/1042 on 25 July 2018, mandating a new
most importantly, helping to drive change. This could set of safety rules on air operations, including provision
not be truer than with the 2015 Germanwings incident of mental support for aircrew to be delivered in a more
when the aircraft’s co-pilot deliberately crashed the holistic fashion. The EU has provided a two-year window
plane into the Alps, resulting in 150 deaths. Given the for commercial air transport operators and member
understandable public concern, this propelled mental states to prepare for the new regulations to allow
health to the top of the aviation community’s agenda.
sufficient time to set up the appropriate infrastructure
ahead of full enforcement of the Regulation from 14
Disrupting the everyday
August 2020.
The Germanwings crash was not the first time an
incident of this nature had occurred, but what set this
crash apart was that co-pilot Lubitz had been suffering
from psychiatric issues for many years. The process for
medical certification of pilots, in particular self reporting
in cases of a decrease in medical fitness between
periodic medical evaluations, had inadvertently created
the perfect storm.
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The "M" Word (cont.)

Three distinct areas are addressed:
1. Psychological assessment: European and foreign
airlines which fly in/out of territories belonging to
the EU must carry out psychological assessments of
flight crew before commencing line flying.

The human responsibility

It would be facetious to conclude that the mere
implementation of guidelines and support programmes
alone will resolve the matter of mental health issues
in the aviation industry or that the issue of mental
health is solely an aviation industry problem. Mental
2. Performing systematic alcohol testing: Alongside health symptoms and the pursuit of strong mental
drug testing, EU and foreign airlines will also be health infiltrates every aspect of life and industry. One
expected to fully cooperate and comply with alcohol of the biggest barriers to engaging with support is not
testing as part of the Ramp Inspection Programme. based on the absence of appropriate mental health
support services, but, rather, the stigma associated with
3. Support programme: All pilots and aircrew working admitting you need support.
for an EU member airline must have access to a
support programme which is confidential and can As colleagues, family members and friends, it is our
be freely accessed.
individual responsibility to extend compassion and care
to those who may be experiencing mental health issues.
In support of the regulation, EASA issued Air Ops By choosing to empower such individuals, we can begin
Implementing Rules in the updated Part-MED Guidelines to finally dismantle the stigma associated with mental
on 28 January 2019, stipulating the need for corrective health symptoms and place it in its rightful place, as part
and follow-up measures and revalidation or renewal.
of the human experience.
Guidelines such as these make the provision of
mental health support programmes for aircrew the
responsibility of air operators. The key to implementing
these guidelines is to sufficiently educate employees
regarding mental health and the proposed changes, all
whilst collecting their opinions on the type of services
that would work in practice. Implementing change in
this manner will likely expedite a culture change; if you
can change mindsets, you can change behaviour.
Incident support
One of the most important support programmes air
operators can provide, therefore, is the provision of
mental health support following an incident. The key
to success here is to ensure the needs of families, the
airline and their own team members are met with due
care, diligence and professionalism. This is accomplished
by providing a service which is accessible and does not
pathologise symptoms but provides interventions that
mitigate and normalise an individual’s stress responses
to an incident. For instance, following a death on board
a flight, where aircrew had actively provided CPR,
Kenyon was activated to provide mental health support
to the crew via its telephone mental health support line.
After regular calls with a qualified mental health team
member, all crew members were able to return to work
in a safe and timely manner.

December 2019 Edition

3

Kenyon's Year
By the Numbers

Have any concerns, feedback or suggestions for
future Client content? Submit them to
kenyon@kenyoninternational.com and we'll be
happy to help.

The last year was a productive one for Kenyon. While our primary focus for 2019 was to ensure our team continued
to accumulate experience and training, we responded to many calls for activation, consultancy and training. Take
a look.

OPERATIONS
14

CONSULTANCY
175
6

Incidents Handled

4726

Training Courses
Given

New Courses
Developed

Personal Effects Managed

5

MENTAL HEALTH SERVICES
27

Mental Health
Service Activations

Critical Incident
Stress Debrief

Mental Health
Calls Completed

TEAM MEMBER PROGRAMME
276
62
New
Team Members

Deployed
Team Members

1

COMMERCIAL
25
11

New Clients

Industries Represented
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Kenyon White Paper: Passenger Manifest Verification
in an Emergency Response Plan (ERP) Audit
Context:

Passenger manifests have become significantly
more accurate in recent years with e-ticketing and
the automation of the boarding process. However,
discrepancies can still occur and these are typically
at the boarding gate (stand-by passengers, transfer
passengers, crew, etc.) where, due to pressure to get
the flight closed, the proper last-minute entries into the
systems are, quite often, not made.
In Kenyon’s experience, despite the progress made, it is
very rare that any passenger manifest is 100% correct
and achieving verification is easier said than done. In the
nine major aircraft incidents/crashes we have attended
in the past 10 years, only one passenger manifest was
100% correct: the cargo plane that crashed off Houston
in February 2019. This is because, as a cargo aircraft, it
only had two flight crew and a jump seat passenger.
Oftentimes, there are many small mistakes, such as
spellings, initials or lack of space for full name. There
may also be multiple passengers with the same name
- particularly in countries where there are common
names or multiple variations on a name. These then
need to be referenced back to the bookings within the
system which may have greater details (e.g.; credit card
information or passport and emergency contact details).
However, home addresses, next-of-kin and other vital
information will typically not be stored there.

Sample of an Unverified Passenger Flight Manifest, formatted through Kenyon
Response®, Kenyon's proprietary data management system.

Release of Unverified Passenger Manifest:
In line with NTSB requirements, the general advice
would be to give authorities an Unverified Passenger
Manifest as soon as possible upon notification of the
incident. This will then allow authorities to start their
planning and take related actions in a timely fashion.

In many cases, particularly when flying internationally,
you are obliged to provide a passenger manifest to the
relevant authorities in advance of flight departure (so,
IOSA Audit Question:
in effect, unverified). Sometimes, this means that the
4.1.10. The Operator shall have a process in the ERP passenger list held by the authorities may not be the
to provide an accurate manifest to the appropriate final version given.
authorities in the event of an aircraft accident…
It is essential that any Unverified Passenger Manifest
Auditors stress that what you have in your ERP may that is passed to authorities is closely controlled and
not be enough and that you must ensure there is a released only to a very limited number of people. It is
important to stress to those receiving this Unverified
process for checking the “accuracy” of manifests.
Passenger Manifest that the information will, with
absolute certainty, change. Those receiving it rarely
Discussion:
understand what they are dealing with, as the passenger
Verifying passenger manifests is not as straightforward list is only a list of names. There are many examples
as it should be, however. It relies on different processes where an Unverified Passenger Manifest has been
leaked or misused, causing unnecessary angst.
and systems that airlines use at different locations.

Kenyon White Paper, continued on page 5
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Kenyon White Paper (cont.)

Issuing of the Verified Passenger Manifest:

Advice:

Obtaining a Verified Passenger Manifest is the second
stage. Verification will depend on where you source
the passenger manifest. Is it from the reservations
system that tracks the passengers booked or from
the Departure Control System (DCS) that monitors
the passengers boarded? It should never be from the
reservations system.

Taking all the elements above into account,
considerations when auditing your ERP are as follows:
Demonstrate that you have a system to identify the
accuracy of a passenger list (booked, checked-in and
boarded) and have access to the additional cross-check
information;

•
DCS Considerations: Airlines may have varied check-in/
gate handling approaches depending on what is available
at an airport. For example, it may be a manual check-in,
hosted on an airline’s own DCS, hosted on another DCS •
or on a stand-alone DCS.
Gate Reconciliation: Noting the DCS, the options for
passenger reconciliation at a gate are:
•
•

•

Boarding is done by a physical boarding pass,
where part of it is retained for later entry in to the
DCS: For verification, you would simply count back
the boarding passes. You need to bear in mind the
geography of gates. Where are people processed •
versus the entry to the aircraft? Is there a possibility
people may not board after being processed? (e.g.;
They go to the restrooms or board the wrong aircraft
due to air bridge configuration. Surprisingly, this
occurs a few times each year.)
Boarding is done by scanning a barcode on DCS •
generated boarding pass, mobile device, home
boarding pass, etc: Here, there may be no physical
attributes available for checking post departure.
There are cases where documents do not read,
leading gate staff to make physical notes that they
can use to update the DCS themselves by direct
entry. The issue then may be whether the updates
were done in the DCS prior to a potential incident. As
incidents may occur close to departure of an aircraft,
it is possible that the flight has not been updated or
closed in DCS.
•

Note that you have three hours in the US to produce
a Verified Passenger Manifest and two hours in
Europe to produce a Verified Passenger Manifest;
Have your IT Team extract a list of boarded passengers
from your own DCS as quickly as possible or, if using
a third-party DCS system, from that.
This DCS-generated (Unverified) Passenger Manifest
should only be passed to your Emergency HQ
Director and the Family Assistance Director; you
should, if possible, resist all calls to share it ahead of
the release of the Verified Passenger Manifest;
If pressured to issue the Unverified Passenger
Manifest, then it should be passed to the authorities
under a closely controlled process. Again, it is
important to stress to those receiving this Unverified
Passenger Manifest that the information will, change
- see below;
Have in place a trained Passenger Manifest Team
who should methodically carry out a check as to
the “look and feel” of the Unverified Passenger
Manifest. This is somewhat intangible/abstract
but regular, focussed staff training can help create
a set of principles to follow to expedite the effort.
By way of comparison, intelligence gathering works
the same way. You garner information from many
sources and then make an educated assessment as
to whether something looks right (or wrong);
Recognise proper verification can only be provided
by the relevant boarding gate staff on-duty
when the aircraft was boarded. As the Passenger
Manifest Team is in the process of giving it first-level
scrutiny, every effort must be made (which needs
a well-documented/publicised process) to locate
the Boarding Gate Team Leader/Supervisor who
managed the flight embarkation. Even with DCS in
operation, this is an imperative due to the many
variables outlined above. This might also need,
transport, a police escort and other logistic support
laid on to expedite their timely arrival and effective
engagement;
Kenyon White Paper, continued on page 6
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Kenyon White Paper (cont.)

•

Clarify your infant boarding process, given they need
a boarding card but do not necessarily need a seat
for many airlines;

•

Ensure your system allows you to separate crew
from passengers and have a clearly documented
(and regularly practised) process for determining
how to recognise positioning crew (are they on the
passenger manifest, if occupying a passenger seat,
or on the crew manifest?) and supernumeraries;

•

Review the list of authorities to whom the Unverified
and Verified Passenger Lists should be forwarded;
this will likely include airline, airport, codeshares,
ground handling agent and immigration at arrival
and departure airports. Kenyon staff, for those
who retain us, should also be included. It would
be particularly useful to list, by name and position,
each primary point of contact (and an alternate),
bring them together to rehearse the process and set
expectations at the right level; and

•

•

If you activate Kenyon quickly, we can bring up
the International Call Centre (if retained by your
organisation). The first call centre agents can be
ready within 30 minutes of activation; the Inbound
Team (of up to 100 agents) will receive the initial
calls from family and, using Kenyon Response®,
our proprietary data management system, and the
Unverified Passenger Manifest, start the process
of determining who may have been involved in the
emergency and then electronically pass reports back
to your Passenger Manifest Team every hour (or less)
to help them with verification.

Kenyon Chairman Robert A. Jensen not only opened the training but also engaged
participants with an exercise on Sympathy Letters in a Crisis.

Kenyon Associate Fuad Sharuji shares his experiences with the MH370 and MH17
tragedies.

In addition, you also have available from Kenyon, a
web form that, once embedded into your company’s
dark site, will seamlessly allow family members
enquiring about a loved-one potentially involved in
an incident to make an enquiry online rather than
by just telephone. This further helps the verification
process.

Kenyon Associates Donald Steel and Kerry-Ann Milic participating with their
colleagues during training.
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Kenyon 2019 Associate Training Highlights
Kenyon is pleased to have a team of experienced, multilingual Associates that are subject matter experts and leaders
in their respective fields. They respond to incidents as needed and are, oftentimes, the trainers and consultants you
meet from Kenyon for your crisis management planning and exercises.
To ensure they stay up-to-date on our best practices, Kenyon Associates were invited to the Bracknell office on 13th
and 14th November for a comprehensive two-day training that highlighted topics across the crisis management
spectrum, including, but not limited to:
•
•

Call Centre Operations
Crisis Communications

•
•

Disaster Recovery Services
Humanitarian Services

The training consisted of presentations by Kenyon Staff, Associates and Team Members, case study analyses and
simulations.
We are very proud of our team and their enthusiasm for learning and look forward to seeing what accomplishments
they achieve in 2020.

Notable presentations included Humanitarian Services Manager
Otibho Edeke-Agbareh’s on Mental Health, Special Assistance
Training and Family Assistance Centres.

Operations Specialist Shona Day providing a warehouse tour where
Associates were able to see some of the equipment and resources
Kenyon owns and maintains first-hand.
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Kenyon’s 24-Hour
Phone Numbers
Kenyon maintains two global
phone numbers monitored 24/7
for immediate contact in case of
emergency.
UK: +44 (0) 1344 316 650
US: +1 (281) 872-6074

Announcements
My Portal – The New Client-Only Section:
In case you missed it, we have a new website. The new site offers
improved menu functionality, easy access to essential information to help
you better understand Kenyon and the crisis management sector and a
revamped Client-Only Section – now called “My Portal”.
Please contact your Account Manager or Customer Care Representative
to receive the registration link that allows you access to My Portal, if you
have not already registered.
2020 Webinar Series
Our 2020 Webinar series is tentatively set to begin in February. Make sure
to keep an eye out in January for the email inviting you to register.

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 (0) 1344 316 650 (24 Hrs)
Americas +1 (281) 872-6074 (24 Hrs)
Middle East and Africa +961 (0) 1 609 839

www.kenyoninternational.com

In Case You Missed It...
The Crisis Management Blog:
A mass burial was recently held for the victims of Ethiopian Airlines Flight
302 without the consultation or involvement of the families, many of
whom could not attend due to being made aware of the event just two
days prior.
Despite the numerous opportunities to learn, "families are still suffering
from the same post-accident errors and problems caused by the response
of others. Why does this happen?" Kenyon Chairman Robert A. Jensen
explores this in his recent article for The Crisis Management Blog.

