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Psychological Resilience in a Pandemic:
Is it achievable?

By Otibho Edeke-Agbareh
Humanitarian Services Manager
“There is no health without mental
health” were the words famously
used by Dr. Brook Chisholm, the
first Director-General of the World
Health Organisation (WHO). As the
world deals with a global pandemic,
the topic of mental health and its
impact on the world has never been
more critical.
Mental health is the invisible aspect
of our health; it is not something
we can touch or see, yet it plays a
vital role in our ability to complete
the activities of daily living. Mental
health is not merely the absence
of mental health disorders or
symptoms; it is a state of overall
wellbeing and productivity.
However, amid a global pandemic,
how do you attain this state of
overall wellbeing and productivity?
Especially when fear and anxiety
seem to be spreading just as quickly
as the virus itself. In answer to this,
the United Nations, on the 14th May
2020, launched the UN policy briefCOVID-19 and the Need for Action on
Mental Health. It came with a stark
warning that there could be as much
as a three-fold increase globally in
the number of people experiencing
mental vulnerability.

Tackling mental vulnerabilities
Mental
vulnerabilities
have
manifested themselves through
elevated rates of stress and anxiety,
which are normal reactions to
an ever-changing and uncertain
world. These feelings have been
exacerbated by measures such as
quarantine that, although necessary
in reducing the risk of infection,
has inevitably impacted people’s
ability to carry out meaningful
activities, routines and livelihoods.
This, in turn, has increased rates
of loneliness, depression, alcohol
and drug abuse, self-harm and
suicidal behaviour. Studies by the
Lancet suggest that the most at-risk
group are frontline health workers,
young people, adolescents, people
with pre-existing mental health
conditions and those living in the
midst of any conflict or crisis. So, it is
fair to say by looking at this list that
there may not be a single person
whose mental health isn’t impacted
by the COVID-19 pandemic.
Acknowledging this, how do we
insulate ourselves from an unfolding
stressful situation? The good news is
that, as humans, we have remarkable
fortitude and resilience in the face

of adversity and crisis. What is
resilience and how do we acquire
it? In an article by Christy-Belle Geha
on psychological resilience, Ghida
Husseini, a counselling psychologist,
defines resilience as not a synonym
of coping but as “the ability to
bend with the wind, to flow with
the current, to bounce back from a
shock, whereas coping is the ability
to manage difficult and challenging
conditions. Our resilience increases
as we learn to cope.”
Building coping mechanisms into
our daily routine
For us to attain psychological
resilience, we must build coping
strategies into our daily routine. This
will make it easier for us to cope
consistently with this pandemic but
also with the daily stressors that
occur in everyday life.

Otibho Edeke-Agbareh
is Kenyon's Humanitarian
Services Manager.
She is responsible for
Kenyon's Disaster Human
Services Programme and
maintaining Kenyon's
Family Assistance Services.
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Psychological Resilience (cont.)

Psychological Resilience Tool Kit
1. Avoid excessive exposure to news and media
coverage of COVID-19
Constant viewing/listening to media coverage can
increase feelings of anxiety and worry.

•

•

Use the current lockdown restrictions to cook
healthy meals and exercise at least once a day,
which could be something as simple as taking a
walk.
Take time to meditate or allow your mind to
be still. Relaxing your mind can help with the
promotion of positive thoughts and feelings.

Solution

Outcome

•
•

Taking a holistic approach to your wellbeing will help
you to build overall resilience to the challenges of
this world. Implementing good self-care will also
mean you are better prepared to look after yourself
and others.

•

•

Limit your access to the news/social media.
Turn off mobile device notifications for news/
social media outlets.
Access information from legitimate sources such
as the World Health Organisation (WHO) and
the Centres for Disease Control and Prevention
(CDC).
Look for the original sources of facts quoted in
small snippets in the news, e.g. social media
posts. Acquiring the facts for yourself will often
help you to make informed decisions and reduce
anxiety regarding that topic.

Outcome
Setting limits will allow you to focus on your life and
the aspects within it that you can control.
2. Look after yourself
This may seem like an obvious one, but self-care
is vitally important during a pandemic. Neglect of
yourself can cause the deterioration of not only your
mental health but your physical health as well.
3. Seek professional support
Solution
The Royal College of General Practitioners fear that
“although people are still living with long-term
• Write down your daily routine and goals.
conditions and becoming sick with non-COVID related
Research by the Dominican University in
illnesses, they are not seeking medical attention.
California found that you are 42% more likely to
Leaving physical or mental issues undiagnosed or
achieve your goals and dreams by writing them
untreated could have severe consequences to your
down regularly. Bringing an element of routine
long-term health.
back into your life, as well the review of daily
achievements, has a two-fold effect: It will help
Solution
you accept the things you cannot change and
also provide you with the courage to change the
• If you are concerned about your health in any
things that are in your control.
way, access medical care. Healthcare providers
• Acknowledge how you are feeling. It is normal
are working hard in the community to continue
to feel stressed, anxious or even overwhelmed
to provide care to all who need it, not just
by the current situation. Permit yourself to feel
COVID-19 patients.
this way but also give yourself an outlet for
• Ask yourself: Would I have accessed help
these emotions. Talking to others, writing down
concerning this condition if there was not a
your feelings, exercising and meditation are all
pandemic? If that answer is yes, then you need
excellent methods for managing these feelings.
to seek help.
• Contact your local healthcare provider and gain
the support you require.
Psychological Resilience, continued on page 3
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Psychological Resilience (cont.)

Outcome
Seeking medical help for your physical or mental
health will put your mind at ease and will often go a
long way in helping you feel better faster. It will also
help prevent further deterioration of your overall
health.
4. Positive thinking
During this pandemic, a lot of the words we hear
carry the weight of uncertainty. This can increase
the frequency of intrusive or negative thoughts and
feelings of hopelessness.

5. The power of human connectivity
During a time when we have enforced lockdown
and are restricted from meeting with our families
and friends, keeping in touch has never been more
important.
Solution
•
•
•

Solution
•
•

•

•
•

Write down all the positive things you have in
your life, as this often gives you perspective.
Take time to find the positive stories and
experiences related to the pandemic. For every
story related to something negative, there are just
as many positive ones. Stories of people surviving
COVID-19 and of communities supporting one
another provide great examples. They show the
very best of humanity and its ability to rise to the
occasion.
Think of your brain as a roulette wheel or
a generator of thoughts. On occasion, the
thoughts generated are not positive. When your
mind lands on a negative thought, reflect in that
moment and move your thoughts on.
Remember that a thought is just a thought and
not an action.
Speak about your thoughts to others and seek
professional help if you feel your intrusive
thoughts are overwhelming you.

Outcome
Seeking opportunities to be hopeful is not being
unrealistic. In fact, by doing so, you’re taking an
active step towards becoming a realistic optimist.
This means you acknowledge the current situation
for what it is and you realise that no situation lasts
forever. A realistic optimist leans on history to inform
their optimism. For instance, history has taught
us that when humanity bands together with one
common goal, we can often come up with a solution.
In this pandemic, the entire world is working diligently
on finding a vaccination and an effective treatment
plan, so we can be hopeful of a breakthrough.

•

•

Follow your local and national rules on meeting
physically with people you know.
Keep in touch with people through telephone
calls and virtual platforms, like Zoom.
Take the time to write a letter – this form of
communication has decreased in recent times.
However, people have more free time now. Write
a letter, even if it is via email. Receiving such a
letter may enrich someone’s day.
Use the lockdown as an opportunity to reconnect
with family and friends you have been meaning to
get in touch with. Make a list of these individuals
and allocate time to reconnect with them.
Check-in on vulnerable people you may know,
such as neighbours and friends. As well as those
who may be living on their own. This can be done
through a simple telephone call.

Outcome
By connecting with others, we raise morale and the
feeling that we are all in this together and together
we can prevail.
Final Words
COVID-19 has brought new challenges in terms of
protecting our mental health. However, by integrating
positive coping strategies into our daily routines,
building psychological resilience is achievable. One of
the greatest coping strategies we can demonstrate
during this pandemic is extending care, compassion
and empathy to one another. People, in the haze of
this pandemic, may forget all of the day-to-day events
that occurred, but they will not forget how others made
them feel and the support that was extended to them
during this time. Never forget that even in the midst of a
pandemic, we all have the capacity to show the best that
humanity has to offer.
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Leading Transformation in Crisis Management Training
By Dr. Mazen Bekdash, Vice President,
Business Development and
Samuel Bunney, Commercial Services Manager
With almost everyone embracing the changes imposed
by COVID-19 and working from home during nationwide
lockdowns, Kenyon had taken a further step in supporting
its Clients.
Home working has become part of our ‘new normal’
and has led us to look at how we engage in safety and
crisis management with a fresh perspective. Kenyon has
embraced this change to deliver the same level of world
leading service regardless of location.
After hundreds of face-to-face training courses delivered
over the past years, Kenyon is proud to announce the
launch of our online instructor-led crisis management
training. The new offering, beginning this month,
augments Kenyon’s Training and Consultancy Portfolio
while extending numerous benefits to Clients. The
remote training will encompass almost every crisis
management training course we currently provide, with
trainers and trainees meeting over Zoom or Microsoft
Teams. Consequently, Clients will have the chance
to keep their staff current and up to date with crisis
management regulatory requirements while saving
costs until business operations get back to normal.
Moreover, the remote training will be adapted
towards each client’s specific needs. Whether it’s a
new emergency response manager in need of training
or whether a refresher session for your SAT team is
required, Kenyon can support you with this as your
training partner.
Kenyon has already trialled a number of remote training
sessions over the past few weeks to a select group of
Clients and the feedback was very positive. For those
interested in learning more about our new training,
please contact your regional office.

Kenyon Vice President, Business Development, Dr. Mazen Bekdash conducting
remote 12 Principles of Aviation Crisis Management training.

Dr. Mazen Bekdash has been with Kenyon
since April 2010. He began his career at
Kenyon serving as the Regional Manager
for the Middle East, Africa and Indian
Subcontinent. Since 2016, he has been
responsible for managing all of Kenyon's
business programmes as well as continuing
to lead Kenyon’s regional office located in
Beirut. His first deployment with Kenyon
was to Tripoli in Libya following an aircraft
accident in May 2010.

Sam Bunney joined Kenyon in February
2015. As Kenyon’s Commercial Services
Manager, he is responsible for overseeing
the commercial team in Kenyon’s UK office
and ensuring Kenyon’s strategic commercial
growth and interests are met and expanded.
He also works with all of Kenyon’s global
clients and makes sure that their needs are
met.
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Kenyon's International Call Centre:
Resiliency Through a Pandemic
By Janie Moreno,
Director, Call Centre Services
COVID-19 has known no border
nor spared any country with its
deadly effects. This is especially
true for the Dominican Republic
where the Kenyon International Call
Centre (KICC) resides and, yet, the
KICC is online and ready should an
incident or accident occur, staffed
with call centre agents, on site and
working remotely, available for
activation. The call centre has taken
all necessary steps and precautions
to continue operation, maintaining
regular business hours for each of
their projects and meeting their
normal daily goals.

Assistance and Data Management
teams to make sure toll-free phone
numbers are being routed correctly
and live calls are managed properly.
Agents are also tested on their
aptitude with Kenyon Response®,
our data management software.

Kenyon is also working to keep all
KICC agents current in all aspects of
call centre emergency response and
has implemented live online training
that allows agents the opportunity
to refresh themselves on Kenyon’s
call centre best practices.

Additional tests are conducted with
the Call Centre IT and Workforce
teams to validate the technical
aspect, such as call routing to KICC
agents, managing outbound and
three-person (conference) calls, as
well as, verifying secure agent login
and User ID assignments.

This pandemic has affected us all,
but it has not and will not affect our
service standards and our ability to
respond when needed. We are all in
this together.

To ensure consistency is maintained
and our standards are met, Kenyon
has also continued conducting
exercises with KICC agents. These
weekly, unannounced exercises, led
by Call Centre Services Manager
Jahaira Guzman and Call Centre
Support Specialist Anyely Ventura,
are coordinated with the call centre
and test all KICC agents from the
Inbound, Notification, Travel and

Just recently, the KICC staff engaged
all three Kenyon offices (in Lebanon,
the UK, and the US) in a larger
simulation where they set-up toll
free phone numbers and had Kenyon
staff members around the world call
in and validate the toll-free phone
numbers they called, document the
full name of the agent they spoke
with and provide any notes about
their call.

Janie Moreno joined Kenyon in January 2004
and is our Director, Call Centre Services. Janie
overseas the Kenyon International Call Centre
(KICC), the Kenyon International Media Call
Centre (MCC), the Missing Persons Centre,
comprised of the Information Coordination
Team, the KICC, Kenyon Response® and
a validation team to identify missing
persons as part of Kenyon's Missing Persons
Centre service available to government
organisations.

Kenyon International Call Centre located in Santo
Domingo, Dominican Republic.
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Virtual (Online) Family Assistance Support
Overview

The COVID-19 Pandemic has led many organisations to re-evaluate how Family Assistance Centres (FACs) are
established. Many of our Clients are now incorporating Virtual FACs into their Family Assistance Plans and have
asked if we offer such services and the translation capabilities to support such services.
In mid-March we attended an NTSB meeting (remotely) and discussed exactly this. The consensus was that, given
the travel restrictions that were likely to come into place at the time or were in place, it would not be smart
to establish physical FACs and that they would likely not occur. Meetings would have to be done virtually via
programs such as Zoom or other similar online services.
This already ties in with our family webpage as a source of information for families – something no one else is
doing, that we are aware of, to the same degree that we are.
For translations of meetings, there are two options:
•

The family member can watch the meeting on the web and call into our Call Centre, which will connect
them through Language Line to interpreters. This is the same system as the conference bridge, but
instead of the operators listening in from the main sound system in the conference room, they are
listening in to the briefs via the web or through a call-in number.

•

For large numbers of people who speak the same language, we could have a single translator speaking
that has one phone number directed to them which multiple people could utilise.

Families not travelling would require great coordination to collect ante-mortem records, DNA swabs and
documents, something we do now for many incidents. Not all families travel. Instead of having more staff at the
FAC, more staff is spread out. This is one of the reasons why we built Kenyon Response®, our data management
software, the way we did.
In short, there really is no significant change in how we provide this service, in that we already do remote work
now with families. It is simply diverting Kenyon staff to specific points (from FAC to the various family homes).
The one change is, depending on family location and level of COVID-19 in that location, some families may
not have immediate visits and getting DNA may take time. Of course, the recovery and identification process
would likely be slower because most government systems are overwhelmed at the moment. In reality, that is
something we have dealt with in war zones and with families who live in highly restrictive countries.
For airlines – the key would be swift approval of family website messaging, recorded videos from their executives
and early decisions on what they are going to do and what we are going to do regarding IT and related factors.
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Virtual (Online) Family Assistance Support
Checklist

The COVID-19 Pandemic has presented new challenges in the provision of Family Assistance in the event of an
incident.
This information sheet aims to provide a quick checklist for you to evaluate your organisation’s preparedness.
Actions to be taken prior to activation by the Client:
Review Your Special Assistance Teams (SATs)
•

Decide if SATs would be deployed in support of an incident.

•

Notify Kenyon of your review outcomes, as this will assist in our planning.

Identify Type of Family Assistance Centre Required
•

Physical Family Assistance Centre: All supported services are housed in a centralised location.
Note: In the event you choose to have a physical Family Assistance Centre, you will need to
agree on the number of family members allowed per Person Directly Affected (PDA). Kenyon
recommends restricting this to 1-2 people maximum so that safe social distancing can be
implemented.

•

Virtual Family Assistance Centre: All support services are found online via a website.

•

Hybrid Family Assistance Support Package: A restricted number of families travel to a physical
FAC and information/support being provided online via the family website.

Review Client Contracted Services
•

Assess the services you currently contract with Kenyon against what is required to support an
incident during this current climate.

•

For services not held with Kenyon: Please review internally how you will meet this need in an
incident.

Plan for Crisis Communications
•

Action will need to be taken quickly to approve communication used on a family website, so
that families can receive timely and accurate information.

•

Discuss with your communications team how an expediate review process will be supported in
the event of an incident.
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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

In Case You Missed It...
COVID-19: Getting to the New Normal
Join Kenyon Chairman Robert A. Jensen as he shares insights on the next
steps and how transitioning to what will be the "new normal" may be
closer than you realise.
What is Next?
As this pandemic continues and countries begin reopening economies,
more people are getting caught in the unknowns and are having a difficult
time seeing a clear path to normality. What's next? Follow Kenyon
Chairman Robert A. Jensen as he answers this by sharing the COVID-19
facts that we know and can control and learn how they can determine
what should occur going forward.
The New Normal for Aviation Post-COVID-19 Webinar
Learn more about the aviation industry’s transition to the new normal
post-COVID-19 with the webinar we developed in partnership with AACO.

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

