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CRISIS MANAGEMENT PLANNING
QUARTERLY BREAKDOWN 
In January’s newsletter we promised to break down your emergency planning by each quarter and elaborate on best practices for 
those three months. To facilitate that, we began sending out a monthly checklist to ensure you’re on the right stage of your crisis 
management planning. Visit our Year of Checklists page to download April’s checklist and the checklists you may have missed in 
the earlier months. 

Let’s look at April, May and June in more detail:

April

Exercise your Emergency Response Plan (ERP). Conduct a half-day, no notice tabletop exercise that 
focuses on day 7 or 14 of an incident to run through roles and gauge understanding.  Accidents and 
incidents are not planned nor are they convenient and they do not end after one day.  

Each year you should establish training objectives for your emergency response program. The objectives 
should be based upon the previous year’s training, exercises and any responses to real emergencies that 
occurred and required activation of your ERP.

Take a serious look at things that did not go well. If you designed the previous year’s exercise program 
correctly there should be plenty of areas to exercise this year. The old adage of “if the exercise went well, 
you exercised the wrong things” is a good theme to follow. In designing your exercise training objectives, 
also include the actions that did go according to your ERP but that you want reinforced. Do not forget to get 
input from your leadership.

Exercises do not have to be elaborate or time consuming in their design or conduct. If you want to really 
focus on a specific area, a tabletop exercise is appropriate. In the exercise announcement, detail what 
the exercise objectives are, require those involved to study their responsibilities in the ERP and the 
responsibilities of everyone else. This will broaden each individual’s understanding of the ERP and also 
reinforce that emergency response is a team effort. If each participant keeps their “blinders on,” focusing 
only on their own checklist responsibilities, the response is doomed from the beginning. You can issue the 
scenario with the exercise announcement but this may not be the right thing to do every time. Keeping 
some suspense adds a component of realism and will help your team think outside the box beyond their 
checklist.

Interested in more information about holding tabletop exercises or other training? Let Kenyon help. Click 
here to learn more about the various training programs we provide.

Crisis Management Planning, continued on page 2
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May

Review your emergency partners. Review the capabilities you have contracted them for. Audit 
their facilities and equipment. Meet with them and define how the partnership will work 
during an incident. Test call centers and activation procedures.  

Be sure to look beyond their website. Reputable partners should welcome and encourage you to 
audit their equipment, facilities and training records. 

If you are new in your position and many partners were already in place before your arrival, get 
to know them, it is important to reach out to them and learn more about what services they 
provide and how they provide them. It is also very important to establish mutual expectations.  

Involving partners in your exercises is a great way for both parties to be more familiar with each 
other’s operations. It is much better to do that before an incident, not during.  

Nowadays, “risk” takes many forms and there are numerous ways that companies can be 
affected. It could be an aviation incident, maritime disaster, oil and gas explosion, terrorism, 
natural disaster, etc. As a business that has staff and customers who could be affected, there 
is an element of corporate responsibility placed upon you to conduct due diligence into your 
service providers, ensuring that they have all the necessary resources to support you when 
responding to an incident.

2

June

If you operate internationally, review current family assistance laws to ensure compliance. For 
airlines, if you fly into the US, review your filing with the US Department of Transportation.  
New laws come into force every year, for example, this year we expect the UAE to issue a 
family assistance law. 

Most countries, and most industries within those countries, have their own set of family 
assistance legislation. Now is the perfect time of year to reacquaint yourself with the laws of the 
countries you do business in to ensure you are in compliance.  

The US Aviation Disaster Family Assistance Act of 1996 and the Foreign Air Carrier Act of 1997 
were enacted following several major aviation incidents where the needs of family members and 
survivors were not handled effectively. The acts require air carriers (both domestic and foreign) 
to have plans detailing the notification to family members about an accident, the handling 
of manifests, the training of support personnel, the management of personal effects and the 
coordination of memorials. One cannot operate in the US until a Family Assistance Plan has been 
filed with the US Department of Transportation and the National Transportation Safety Board 
(NTSB). Make sure you keep on top of your filing status. For more information, make sure to read 
the applicable Family Assistance Plan for Aviation Disasters, or your industry. Kenyon has assisted 
many airlines with this filing – please let us know if we can help.

Crisis Management Planning, continued on page 3

Crisis Management Planning (cont.)

http://www.ntsb.gov/tda/TDADocuments/Federal-Family-Plan-Aviation-Disasters-rev-12-2008.pdf
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Following the passing of those laws and the issuance of ICAO 
Guidance, other countries/governments such as Australia, 
China, South Korea, Spain and the EU enacted similar 
legislation. Failure to meet your obligations can lead to civil 
penalties including significant fines and loss of routes. 

Similar NTSB legislation was enacted for the US rail industry 
through the Rail Passenger Disaster Family Assistance Act of 
2008 and can be read here. The Association of Train Operating 
Companies (ATOC) also has an Approved Code of Practice that 
provides guidance on provision of support and assistance to 
those directly involved in a major passenger rail accident or 
incident in the United Kingdom. 

Some industries that Kenyon supports do not have such clear 
guidelines regarding family assistance. After many responses 
to disaster, we operate under the belief that the way you treat 
affected families is critical to how the response is judged. Even if 
there is no law requiring it, Kenyon will always endeavor to take 
the best possible care of families – knowing that this is surest 
path for our clients to successful recovery from crisis.

Don’t forget to download April’s checklist to ensure you are on 
the road to properly organizing your crisis management plans. 

KENYON TEAM MEMBER
Training

Maintaining crisis response readiness among our Team 
Members is crucial in ensuring efficiency when our 
clients need support. Therefore, Kenyon CEO Robert 
A. Jensen will host a Special Assistance Team Training 
for our Team Members in Sydney, Australia on 6th and 
7th May. The training will delve into the intricacies of 
working in a crisis, Kenyon’s Disaster Human Services 
and the functional areas of Special Assistance.  

Location
6th and 7th, May 2017
Novotel Sydney Darling Harbour 
Hotel, Hunter Room 3 & 4
100 Murray Street, Pyrmont 
NSW 2009, Sydney, Australia
Tel: +61 2 9288 7153

Singapore Crisis Management Workshop

Crisis Management Planning (cont.)

Register today: http://go.kenyoninternational.com/SingaporeWorkshop

http://go.kenyoninternational.com/SingaporeWorkshop
http://www.ntsb.gov/tda/TDADocuments/NTSB%20Federal%20Family%20Assistance%20Plan%20for%20Rail%20Passenger%20Accident.pdf
http://www.rssb.co.uk/rgs/oodocs/atocacop011%20iss%2015.pdf
http://go.kenyoninternational.com/2017checklists
http://go.kenyoninternational.com/SingaporeWorkshop
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You can feel confident in knowing Kenyon cannot only immediately respond with personnel support but that we can respond 
with all of the equipment necessary to facilitate a smoother transition through a crisis. These resources are owned by Kenyon and 
are maintained and packed so that they are available for immediate deployment. If this equipment was purchased as needed, 
none would be ready for deployment off the shelf. Our operations teams spend an enormous amount of time preparing and 
maintaining our kits, work that has even been the subject of several documentaries. Additionally, we are regularly visited  by 
government disaster agencies from around the world, further fostering relationships that are very important in responding to 
support incidents. Our teams regularly train in the use of this specialist equipment.

Why does Kenyon choose to purchase and maintain equipment outright over sourcing equipment for our clients at-need? 

at-a-glance

Equipment Readiness

3

There are THREE issues that can typically occur when you risk sourcing 
equipment at the time of a crisis: 

The loss of critical time

The loss of familiarization with technical equipment

The equipment sourced may not be sold curated in a manner that 
is required for the response

2

1
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We thought you would be interested to learn how extensively we’ve prepared and how, in doing so, you won’t suffer these issues. 
You will also never have to spend valuable time on the logistics behind equipment transport and set-up, allowing you to focus on 
the more important matters at hand. 

We do purchase smaller consumable items (e.g., general office supplies, printer paper, pens, etc.) on-site to avoid incurring 
unnecessary shipping costs and delays. We have the capital and flexibility to make these at-need purchases, saving you precious 
time in the process. It is a key differentiator for Kenyon.

Equipment Locations

Kenyon has significant and redundant resources located in three facilities strategically stationed around the world that can be 
shipped out at a moment’s notice. 

Houston, Texas
United States

Sydney
Australia

Bracknell, Berkshire
United Kingdom

Equipment Examples

Conference Bridge

A conference bridge is piece of technological equipment that allows information 
to be communicated, and translated if required, to all families simultaneously 
regardless of their location.  Families at the Family Assistance Center may attend 
a briefing and for those who cannot be present for whatever reason, including 
non-traveling families and families located in the hospital, can join this briefing 
from any location using a toll-free number provided to them.

It is not just the equipment you need, other services have to be linked to it to 
make it workable. For example, beyond the conference bridge equipment itself, 
are the necessary links with the toll free or free numbers, as well as the ability 
to link in language line translator services. The idea that you can source this 
equipment, train on it and put all the various in contracts in place at the time of 
incident is the opposite of emergency response planning. 

Kenyon-at-a-glance, continued on page 6

Kenyon-at-a-glance (cont.)
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The US Family Assistance Act of 1996 requires the use of the conference bridge and while it can be purchased as-is, it requires 
additional parts to work. The conference bridge is linked to both the Language Line, a Kenyon contracted translation service 
providing more than 240 languages, and the conference phone system. Both are needed in addition to the bridge itself. 

You can find third party service providers who offer conference bridges; however, many of these providers have not had to use 
the conference bridges for accidents, which will create significant delays during precious hours. Additionally, most are US-based 
companies who do not have the reach to provide service should a crisis occur outside of the US.

If you are a US airline operating internationally, this could prove to be troublesome in the event of an incident occurring outside 
of the US. Those airlines would still need the conference bridge for the Family Assistance Center (FAC) briefings. 

  Examples of Family Assistance Kits

 Translation Kits

 Kenyon has ready-to-go Translator Kits to ensure the, often multi-national, 
 families of victims can communicate with ease.

Acquiring a conference bridge as needed can 
take several days to a week and will be costly 
due to the following contributing factors:

▪  Locating and securing a conference bridge

▪  Shipping and transporting of bridge to FAC

▪  Set-up and installation of bridge at FAC

Kenyon’s conference bridge can be set up within 
hours of arrival at the FAC. 

Kenyon-at-a-glance, continued on page 7

Kenyon-at-a-glance (cont.)
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Multi Faith Kits

With Kenyon’s ready-to-go Multi Faith Kits, families staying at a FAC can rest assured that they will 
have access to areas and items to properly express their faith. 

Child Care Kits

Kenyon also provides prepackaged Child Care Kits for 
the child care area in a FAC. The kits, which can be 
suited to varying age ranges as required, include: toys, 
books, board games, model kits and much more.

Data Management and Records

A critical need at the time of incident is the ability to collect and 
organize data. Very quickly you will discover the need to have a clear 
understanding about the person directly affected and their family. This 
information goes well beyond the basic information collected at time 
of check in and will be needed so you can send updates, letters of 
apology, arrange travel, initiate settlement discussions and continue 
to provide support. 

Kenyon-at-a-glance, continued on page 8

Kenyon-at-a-glance (cont.)
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In loss-of-life incidents, the information collected then extends to the information needed to complete identifications. 
In many cases that information will be collected by the authorities; however, in losses that occur in less developed 
areas, it is often left to Kenyon to collect that data.  

Once an identification is made, there is then the need to gather the families’ wishes for the disposition of the deceased 
as well as information needed for death certificates and the registration of the death.

So for each person involved, you will end up with a vast amount of information: information that must be collected, 
organized, made usable and safeguarded. This is not a process that lends itself to being started at the time of an 
incident. Kenyon has and uses over 90+ different forms and documents which feed into a database system used 
specifically for crisis management. These include privacy statements and acknowledgments and data protection 
required by most countries.

These forms are stored, printed and organized into premade, labeled and ready-to-go files.

For a full list of Kenyon resources and their descriptions, click here.

TRAINING SESSIONS
Spotlight 
Comair Team Training 14 & 15 February

This year, Comair Aviation Safety Manager Clive Turner requested that 
training should focus on Airline Station Managers and Special Assistance Team 
Members. Their goals for each training opportunity are to ensure they have 
everything in place and that their staff can stand strong until support teams 
arrive should an incident occur. 

Kenyon created the following training agendas to aid in achieving these goals.
          

Airline Station Managers
1. What Can You Do to be Ready?
2. Responsibilities of the Airline
3. Understanding Your Airport
4. When an Accident Happens
5. Role of the Station Manager
6. Humanitarian Assistance
7. Go-Team and Investigations
8. Crisis Communications

Special 

Assistance Team Member Training
1. Enable & Give SAT Members Confidence to Work with Families
2. Understand Why Family Assistance is Important
3. Understand Company (and Kenyon) Response
4. Understand Roles & Responsibilities
5. Comprehend and Empathize with Families’ Reactions
6. Appreciate the Needs of Survivors
7. Gain Understanding of Disaster Management 
8. Learn Self Care
9. Company Expectations of the Team

Comair employees undergoing Special Assistance Team 
Member Training and Station Manager Training.

Kenyon at a glance (cont.)

http://go.kenyoninternational.com/resources
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240+ 

200+ 

250+ 

350+ 

68+ 

585+ 

335+ 

Kenyon Team Members by the Numbers
A look at some impressive statistics.
 
Our Team Member network is made up of 1,670 experienced professionals 
and masters in their fields. Their combined skills and expertise add up to 
over 2,958 unique functions that can be utilized to manage any mass fatality 
operation. 

250+ Anthropologists and Archaeologists 
Educated at some of the best universities in the world 
Participated in some of the most exciting discoveries in disaster victim 
identification (DVI), ancient identifications and locating missing persons. 

200+ Forensic Science Professionals
Many are world-renowned pioneers in their fields. 

240+ Funeral Specialists 
Assist families with the repatriation process and can plan large-scale memorial 
events. 

350+ Mental Health, Medical Personnel, Special Assistance and Family Care 
Professionals 
These professionals help not only clients and affected families, but also 
support Kenyon staff and Team Members following deployments.

335+ Search and Recovery Specialists 
 Trained in rock climbing, deep diving and also canine handling. 

585+ Administrative Professionals
Play a critical role for our clients, as administration and data management are 
some of the greatest needs in our operations. 

68+ Languages Spoken Fluently 
These include: Arabic, Chinese, French, Spanish, Swahili, Zulu and Sign 
Language and more.

Beyond their full time jobs and lives, our Team Member network is 
doing amazing things around the globe. They’re climbing Mount Everest, 
volunteering to save the whales and other environmental issues and rescuing 
refugees from perilous conditions. Some travel to impoverished countries to 
dispense medicine to children and help prevent the spread of deadly diseases. 
Others provide family assistance to victims of terrorist attacks, avalanches and 
earthquakes. They regularly lend their knowledge to government agencies and 
the public through teaching and lecturing at universities.

Comair employees at Comair Training Academy.

Training Session Spotlight (cont.)
Following the successful training, Kenyon 
received very positive feedback from the 
Comair team, especially learning first-hand 
insights about how incidents unfold.  Kenyon 
looks forward to working with Comair on next 
year’s training!

It is always a great experience 
when client training involves 
Kenyon Team Members.  Among 
the Comair staff were two such 
Team Members. George Airport 

Manager Dee Lippert and Emergency Response 
Coordinator Stanley Aylward deployed for 
Kenyon to incidents including the Afriqiyah 
incident in Libya and LAM Mozambique 
incident in Namibia, supporting families at the 
family assistance centers. 
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NEW
MEMBERS
We are pleased to share the following clients that have joined Kenyon since January 2017.

Maleth-Aero
http://www.maleth-aero.com

Based in Malta, which provides a natural gateway connecting North Africa with 
Europe, Maleth-Aero manages aircraft from as far afield as West Africa and Central Asia.

Azur Air
http://azurair.com

Azurair Germany is a new German airline registered in the commercial register in 
April 2016. The company is owned by the Netherlands Holding NW International BV, 
headquartered in Amsterdam. Their fleet is stationed at the home airport of Düsseldorf, 
where a separate technical station is also being set up for maintenance. Experienced 
German airliners are responsible for the technology, the cockpit and the cabin service. 
In the summer schedule, the popular bathing resorts in Spain (Mallorca), Egypt, Turkey, 
Greece and the Punta Cana long-distance destination in the Dominican Republic are 
moored.

Salam Air
https://salamair.com

SalamAir is a low-cost airline from Oman, headquartered and based at Muscat 
International Airport. 

University of Sheffield
http://www.sheffield.ac.uk

The University of Sheffield is a world top-100 university renowned for the excellence, 
impact and distinctiveness of its research-led learning and teaching. They are a member of 
the Russell Group of leading UK research universities. Their outstanding performance for 
excellent teaching and research, as part of a genuinely global community, is consistently 
confirmed by international independent assessments.

VLM Airlines
https://flyvlm.com

The offices of VLM, headquartered at Antwerp International Airport, are once again full 
of people working on a new future of aviation in Belgium and beyond. VLM is all about 
connecting people, companies, cities, regions and countries around the world in a client 
centric and efficient way. 

http://flyvlm.com
http://www.sheffield.ac.uk
http://azurair.com
http://www.maleth-aero.com
http://salamair.com
http://www.maleth-aero.com
http://azurair.com
http://salamair.com
http://www.sheffield.ac.uk
http://flyvlm.com
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Ask a Kenyon...
To submit a question to a Kenyon expert, please contact your account manager. 
We will always keep your questions anonymous.
Dear Kenyon,

I am still a little unsure of how incident billing works. Would you be able to better explain it for me? 

Thank you,
Mr. Inquisitive 

 
Mr. Inquisitive,

We’d be happy to further explain our incident billing process. 

When one of our clients calls to activate Kenyon, a Kenyon senior staff member will contact your company to complete a Work 
Authorization Agreement for the incident. This is an agreement stating which services are being activated. Appropriate staffing 
is then coordinated based on this agreement. Websites and equipment rentals will also be coordinated if required. 

Kenyon begins making expenditures (travel arrangements, hotel reservations, etc.) after the Work Authorization Agreement is 
signed or as the Kenyon International Call Center is activated. In your service agreement, Exhibit B lists the personnel that may 
be deployed and their daily rate as well as the Kenyon International Call Center labor rates and charges.

Your invoice will be formatted according to the schedules listed below. Billing occurs every two weeks with your first invoice 
period ending the second Friday of the activation. You will then be invoiced every two weeks for each 14-day period, ending on 
Friday.

11

Schedule 1 Team Changes

Schedule 2 Transportation

Schedule 3 Meals

Schedule 4 Lodging

Schedule 5 Personal Laundry and Dry Cleaning

Schedule 6 Communications

Schedule 7 Supplies and Equipment

Schedule 8 Photographic Services

Schedule 9 Postage and Shipping

Schedule 10 Miscellaneous and Incidents

Schedule 11 Contracted Services

Schedule 12 Equipment Rental

Schedule 13 Effects Storage

Schedule 14 Remains Preparation & Shipping / Repatriation

Schedule 1 includes the charges for personnel 
being deployed for the incident. The rates for each 
position are listed in Exhibit B of your contract.  We 
will invoice for each day a person works during the 
invoice period.

All other schedules, except 12 and 13, are for 
reimbursable expenses: costs Kenyon has incurred 
paying for these services for your company and our 
Team Member expenses.



April 2017 Edition

12

Examples:

▪ Kenyon may book travel and pay for the travel expenses of 
 family members to the Family Assistance Center as well as 
 for Kenyon’s personnel including transportation, meals, and 
 lodging. You will have these expenses itemized on your 
 invoice.

▪ Kenyon has charges for communications, supplies needed, 
 shipping and repatriation of the deceased, which Kenyon 
 has paid on the client’s behalf. These will also be itemized 
on your invoice.

On reimbursable expenses, Kenyon charges you a small 
administrative fee for handling these matters and covering 
these costs. The client has the option to pay directly for some 
these charges such as airfares and lodging, and will then avoid 
the administrative fee for these charges. The administrative 
fee covers the cost for managing the vendor relationship, 
reconciling and processing payments, and losses associated 
with foreign exchange rates.

Schedules 12 and 13 are services that are provided by Kenyon 
so there is no administrative fee.

Each invoice is due within 30 days from the date of the invoice.  
Wiring instructions are included on the invoice.

Regards, 
Deborah Moody
Director, Accounting
United States
Email: moodydl@kenyoninternational.com
Phone: +1 (281) 872 6074

Deborah Moody began working for Kenyon in October 
2007 in the accounting department when Kenyon 
became a private company. Her responsibilities 
include compiling financial statements, working with 
the banks and coordinating with our accountant on 
financial reporting.

AAFS Meeting Highlights

Kenyon spent the better part of a week at the American 
Academy of Forensic Science’s 69th Annual Scientific Meeting 
where we enjoyed catching up with Team Members and 
reminiscing about their experiences on such deployments 
as the 2001 9/11 terror attacks, the 2004 Asian Boxing Day 
tsunami, 2010 Haiti earthquake, 2016 Germanwings flight 
4U9525 loss and others. Kenyon CEO Robert A. Jensen and 
Kenyon Team Member Anthony Falsetti, Ph.D., hosted a 
successful daylong workshop where they explained how 
organizations manage the multidisciplinary response to a mass 
fatality event.

Kenyon President and COO Brandon Jones and Kenyon Director, 
Commercial Services Abi Beaty were present at the Kenyon 
booth in the exhibitors hall interacting with all attendees, 
providing education and insights into our Team Member 
Program and government at-needs services. They also had the 
opportunity to recruit additional Team Members and share 
the details of Kenyon’s role in a mass fatality response with 
government representatives. 

Kenyon Team Members Sarah Ellingham, Ph.D., from Germany and 
Jeanne Lynch-Aird, Ph.D., from the United Kingdom with Kenyon 
CEO Robert Jensen at our AAFS booth.

Ask a Kenyon (cont.)

http://kenyoninternational.com/team/bio_deborah_moody.html
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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 

Google+: 
https://plus.google.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/

Americas +1 (281) 872 6074 (24 Hrs)
Europe +44 (0) 1344 316 650 (24 Hrs)

Middle East and Africa +961 (0) 1 964517

www.kenyoninternational.com
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Kenyon CEO to Present Keynote at Global Summit

Robert A. Jensen, CEO of Kenyon International 
Emergency Services, will take part as a keynote speaker 
in a crisis management panel for the World Travel & 
Tourism Council (WTTC) 2017 Global Summit from 26-
27 April in Bangkok. 

The session, “Shock Waves – Resilience Through 
Crisis,” takes place on 27 April and will look at crisis 
management strategies from Jensen, other experts and 
those outside of the crisis management sector who 
have experienced crises firsthand. It will also explore 
how the sector can remain resilient in the face of 
continued and unpredictable crisis events. 

“Resilience through the crisis is about restoring order after the crisis,” says Kenyon 
CEO Robert Jensen. Robert will draw on experience from events that directly 
impacted major tourist markets such as Bali Night Club Bombings, Boxing Day 
Tsunami, Hurricane Katrina, the recent attacks in Tunis, and multiple aviation 
accidents. He further adds, “Learning from these events helps CEOs, Boards of 
Directors, and government officials anticipate what to expect and how to navigate 
the practical areas of response and recovery. Understanding the real-world legal, 
humanitarian and communications challenges and then using that knowledge is how 
they help their people and organizations transition from what was normal to the 
new normal.  It is how they preserve and recover share value, reputation and market 
position.”

Other Global Summit speakers include influential figures such as David Cameron, 
former British Prime Minister; Tony Fernandes, CEO, AirAsia; Professor Ian Goldin, 
Oxford Martin School; Taleb Rifai, Secretary General, United Nations World Tourism 
Organization (UNWTO); H.E. Kobkarn Wattanavrangkul, Minister of Tourism and 
Sports of Thailand; April Rinne, Sharing economy expert and WEF Young Global 
Leader; Sir David Tang, global entrepreneur and philanthropist; Chadatip Chutrakul, 
CEO, Siam Piwat; and Yuthasak Supasorn, Governor, Tourism Authority Thailand. 

The WTTC 2017 Global Summit is hosted by the Thai Ministry of Tourism and Sports 
and Tourism Authority Thailand (TAT) and is endorsed by the Royal Thai Government.

Launching in June!Launching in June!
Live Client-Only webinars hosted 
by Kenyon CEO Robert A. Jensen. 
Click here to sign up for updates.
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