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Which Leader are You?
Reflections from the CEO on the 2017 Global Summit

Last month in Bangkok, I had the privilege of providing a keynote address to the World Travel and Tourism Council’s 2017 Global 
Summit. What I told the assembled government ministers, industry CEOs and many others who were present was this –

“I have been to two events that have killed almost 250,000 people – that is 250,000 human beings who died within a matter of 
minutes. Routinely, I will go to an incident that has resulted in the injury or death of dozens to hundreds of people, caused by 
terrorist attacks, accidents and/or natural disasters. That is my reality and our reality at Kenyon.”  

Prevention, of course, is a good thing; it does work most of the time. It will not work all of the time, however. Companies, 
governments, CEOs and elected leaders need to accept that it is not a matter of “if” but a matter of who, when and where. When 
it does happen, success is measured in the response to the event from the first alert to the complete transition of those involved 
to what will be their new normal. This is often a process that can take over a year. You cannot undo the event, you cannot make it 
better; your goal is to not make it worse. It is actually not that hard to do a good job.  

However, far too often I see people, businesses and governments fail to recognize the severity and the consequences of the 
event. They operate and respond as if they are trying desperately to prevent the event that has just occurred as opposed 
to focusing on dealing with the consequences of what has happened. In other words they try to manage the event, not the 
response.   

Successful leaders focus on the consequences. They start by saying they are sorry. They 
focus on people, not on saving their job or worrying about what they didn’t do – that 
will come out no matter what. In the end, you won't be judged on what you did, but on 
what you did not do. It's the choices a leader makes that will drive the anger, and often, 
the desire for prosecution, from those affected.

Successful leaders understand the emotional impact of the event. They focus on people 
and not on processes or bureaucracy – taking time to explain why things have to be 
done a certain way, who does what and how it will be done. They understand each 
person affected is different and it is their culture, religion and beliefs that matter the 
most, not those of the responders or leaders.
 

Which Leader are You?, continued on page 2
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Which Leader are You? (cont.)

Finally, successful leaders understand and try to address the 
most important–yet often missed–need of those affected: 
their need to know what happens next and what it means for 
them. Good leaders make sure their response systems provide 
accurate, direct and transparent information, along with the 
explanation of what that information means to the people 
receiving it and how it will impact the decisions they will need 
to make. 

None of this is new, just new people learning old lessons. 
Unfortunately, the cost to learn them is very high, ultimately 
borne by those who can little afford to bear it.  

So which leader are you?  
My hope is, if you’re reading this, then you’re the successful 
one.

Kenyon Regional Tour:       
Asia Pacific and Middle East
Kenyon had the opportunity to host and speak at several 
events around Asia Pacific and Middle East. 

6 April
Jet Airways 12 Principles and Crisis Leadership Workshop
Mumbai, India

7 April 
Spice Jet 12 Principles and Crisis Leadership Workshop 
New Delhi, India

24-27 April
World Travel & Tourism Council Global Summit
Bangkok, Thailand

2 May
Civil Aviation Authority of Singapore Workshop CAAS
Singapore

3 May
Advanced Crisis Management Workshop
Singapore

5 May
Qantas Workshop
Sydney, Australia

6-7 May
Special Assistance Team Member Training
Sydney, Australia

16 May 
AACO ERP Committee Members Workshop
Muscat, Oman 
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July

Review your insurance coverage. Be deliberate and hold your team accountable for actually pulling 
out your insurance policies for review and meeting with your insurance company and broker to 
discuss.  Identify the liabilities for which you are insured; whether you feel the insurance is adequate 
for the purposes of your operation. How has the amount of available insurance coverage been 
calculated and has anything changed in your company since the insurance policy was issued? Meet 
with your broker and legal team to discuss the liabilities to which you are exposed and whether the 
amount of insurance coverage is sufficient for your operation.

Determine how much insurance coverage is available for the costs and expenses that will be incurred 
in handling a disaster. Is the cost of representation at official inquiries, inquests and the accident 
investigation provided for, and if so, is the provision sufficient? Are the legal costs of defending 
criminal proceedings by the company, the directors, the officers and employees of the company also 
adequately covered? The cost of defense of criminal proceedings can be particularly expensive so 
consider checking the likely cost with criminal lawyers at the various route stations, ports, and other 
areas where your organization operates.

Your insurer will probably have the right to appoint solicitors to deal with, and if necessary, defend 
liability claims against the insurance company. Review the extent to which the lawyer will consult you 
in making decisions as to handling claims and, for example, making advance payments. The timeliness 
and thoughtful care that goes into the decision to make advance payments can have a meaningful 
impact on the manner in which the response is viewed by the families. It is important to remember 
that these decisions can have a significant reputational impact. 

Additionally, this is a good time to draft and agree upon family communications regarding sympathy 
letters, hardship or assistance payments, and information about the claims process.  Many solicitors 
are hesitant to do this until the time of an incident.  In our experience, that is impractical and often 
results in communications which are poorly received by the families. This is an important area to 
consider and reevaluate on an annual basis. 

The best strategy is to meet regularly with these partners (brokers, insurers and legal teams) before 
an incident so you can fully understand each group’s primary goals and how everyone can best work 
together in a crisis.

Crisis Management Planning, continued on page 4

CRISIS MANAGEMENT PLANNING
QUARTERLY BREAKDOWN 
As promised, we have taken the 3rd quarter of the Crisis Management Planning Calendar, broken it down and elaborated on best 
practices for these three months. To ensure you have been keeping up with your crisis management planning, we’re also sending 
out monthly checklists. Visit our Year of Checklists page to download July’s checklist and the checklists you may have missed in 
the earlier months. 

http://go.kenyoninternational.com/2017checklists
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Crisis Management Planning (cont.)

August

Review your emergency response plan in conjunction with other internal policies including 
business continuity, community affairs, environmental and financial plans, government affairs, 
marketing, safety and security. Are the plans consistent with each other? Are the same duties and 
responsibilities assigned to the same individuals in each case? Are the necessary connections made 
between the various departments to ensure efficient decision-making and coordination? Are the 
roles of the different parties sufficiently defined?

When you plan emergency response exercises, include representatives from different functional areas 
of your organization so they are aware of your plans and can decide how it may affect their own areas 
and associated contingency plans. It is great idea when holding exercises to include representatives 
from the various groups so they can  walk through all plans. It allows everyone to see where plans 
overlap, where they contradict each other, etc.

Various internal and external parties should be consulted in relation to the diverse aspects of 
implementation of the plans. 

September

Hold a full-day input-response exercise, testing specific elements of crisis management and crisis 
communications. Conduct an after action review following the exercise and schedule follow up 
training immediately after to solve problems while they’re top of mind. 

An input-response exercise should be the culmination of an existing program supported by your 
company and by the companies you partner with for additional training support. Run against a 
pre-planned scenario and in line with pre-designated objectives and learning outcomes, the input-
response exercise will focus on specific areas of the Emergency Response Plan and can incorporate 
elements of Crisis Communications.   

It is of vital importance to conduct a thorough post-exercise review. Initially, this comprises “hot wash-
up” structured debriefings (either centralized or decentralized) of all exercise players and subsequent 
collection of participating exercise teams’ written exercise feedback. 

Feedback should be incorporated into a detailed Post-Exercise Report (PXR) with appropriate 
recommendations, followed up by the planning/implementation of further crisis management 
training (e.g., course, seminar, and/or tabletop or input-response exercise) to address potential for 
improvement while lessons learned are still fresh.

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

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

http://go.kenyoninternational.com/Consultancy_Overview
http://go.kenyoninternational.com/2017checklists
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WTTC's Global Summit: Crisis Management Panel Recap

Kenyon CEO Robert A. Jensen reflected on what he shared with those 
who attended the World Travel and Tourism Council’s (WTTC) 2017 Global 
Summit in his article Which Leader are You?. The panel he keynoted 
held more information, however, and we wanted to elaborate on its key 
takeaways. 

The panel, appropriately titled “Shock Waves – resilience through crisis,” 
explored how organizations could weather a crisis. Jensen, alongside Thomas 
Cook Group’s Peter Fankhauser, Indian Hotels Company’s Rakesh Sarna and 
AIG Travel’s Jeffrey C. Rutledge, shared firsthand experiences in handling 
crises and the lessons they learned from them. 

TAKEAWAYSTHE

Be Prepared
“You can mitigate the risk for your business by preparing the organization.” – Peter Fankhauser, Thomas Cook Group

Focusing on the broad approach leads you to exhausting critical resources and time on crisis prevention, when crisis prevention 
just is not possible. You cannot prevent attacks or natural disasters. What you can do is ensure your company is prepared through 
crisis management planning. When planning, your focus should be on managing the response and the consequences of a crisis 
and not on the prevention of one. 

Respond Quickly 

This is where many organizations fail. Human beings are creatures of habit and routine. We take the same daily paths and when 
something like a bombing or accident disrupts those paths, chaos ensues. Your crisis management plans are the systems that 
bridge the disconnected pieces of an affected person’s once-perfect path. The quicker and more efficient your response, the 
quicker you help those affected transition from what was normal to their new normal. A poor response carries a long-term 
impact on your organization – most especially on the people connected to the crisis. 

Tell the Truth
“The most important thing in my mind is to be kind.” – Rakesh Sarna, Indian Hotels Group

Following a crisis, the victims, their families and, if a crisis is large enough, the public, are in shock. They need reassurance 
and that comes from you, a credible source, who should supply them with transparent and easily understood information. 
Reassurance comes from you saying “I’m sorry,” and as intimidating as that may be, companies tend to face less litigation from 
families post-crisis when sincere apologies are made mid-crisis.

Success is found in understanding the needs of the people. At the end of the day, it is about the people: about their culture, 
about their beliefs, about their needs. It doesn’t come from panic or from a company denying their fault in the crisis. Accept the 
inevitable and focus on leading those affected by the crisis forward. 

Access the session recordings at the 2017 WTTC Global Summit website.

http://go.kenyoninternational.com/WTTCClips
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Our Legal Advisory Services 
can be utilized before, during and 

after a crisis. Each engagement is 
treated similar to a consultancy 
engagement – contact your account 
manager for additional information 

and/or a proposal for the specific 
legal services outlined below.

Pre-incident

Mid-incident:
Legal Department

Post-incident

Pre-incident

Mid-incident:
Legal Department

Post-incident
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Did you know that when you retain Kenyon’s Disaster 
Recovery Services and Disaster Human Services, you 
receive access to our Legal Advisory Services at no 
additional annual retainer cost? 

at-a-glance

▪  We provide training on the legal aspects of crisis communications, the liability and compensation process for   
    passengers, analysis of insurance, insurers responsibilities and methods of dispute resolution, the role of external  
    lawyers, criminal proceedings, accident investigation, third party liability and record keeping.
▪  We offer updates on developments with implications for the legal department.
▪  We assist with drafting emergency response manuals for legal departments.

▪  Upon request, we will activate the legal support. The resources required to provide support will be determined by  
    the nature of the incident. This will include, as a minimum, appointing an experienced legal adviser to work with key  
    leaders at your head office and to elaborate on the legal implications following a disaster.
▪  The legal adviser will stay activated as long as deemed necessary by the client to provide support, guidance and   
    assistance.
▪  We will issue the client a dedicated telephone number, fax number and email address for the legal adviser.
▪  The legal adviser will offer support in the following areas:

◦  Crisis communications 
◦  Liability and compensation process for victims
◦  Analysis of insurance, insurers responsibilities and methods of dispute resolution
◦  Appointment of external lawyers
◦  Assistance regarding the exposure to and handling of criminal proceedings against directors, officers, employees    
    and the company
◦  Legal support regarding the accident investigation
◦  Review of potential responsibilities of third parties to the company
◦  Additional tasks as required

▪  A legal adviser will participate in a debrief session to share lessons learned following the incident.
▪  All data collected by the legal adviser on your behalf will be provided to you.
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TRAINING SESSIONS
Spotlight 
On 3 May, Kenyon held an advanced crisis management workshop in Singapore where attendees received advice and global best 
practices for managing the consequences of a serious incident or crisis.

CEO Robert A. Jensen presenting the 12 Principles to 
workshop attendees in Singapore.

Using the proven 12 Principles framework, the workshop participants were led 
through the practical areas of response and recovery - the legal, humanitarian 
and communications challenges. He focused on the transition of people, 
leadership and organizations from what was normal before the crisis to the 
new normal, all while preserving and recovering share value, reputation and 
market position.

The session provided practical resources and advice for professionals in a 
variety of roles, including People Management, Communications, Safety and 
Security, Human Resources, Risk Management and Business Continuity.

We’d like to extend a special thank you to Kenyon Crisis Communications Associate Joanne Lee for playing a critical role in the 
workshop’s development and organization. With her help, the workshop ran smoothly, with 22 participants from hospitals, 
hotels, real estate groups, civil servants, travel website TripAdvisor and a team from humanitarian NGO Mercy Relief. Many 
expressed gratitude for such a challenging and thought-provoking presentation from Robert. 

Manage the Media Surge
When crises occur, the media is voracious. Is your 
organization ready to handle the inevitable surge 
of inquiries if the worst occurs?

Read our latest case study to learn how we helped 
an aviation client manage the surge of media 
interest following an accident. 

Take it from us, it's important to have a good plan 
and good partners in place.

To learn more about how Kenyon's Media Call 
Center service can help you respond effectively 
and manage the surge of media following a crisis, 
please contact your Kenyon account manager. 

http://go.kenyoninternational.com/MediaSurge
http://www.kenyoninternational.com/media_call_center.html
http://www.kenyoninternational.com/media_call_center.html
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EgyptAir MS804 Memorial
The one-year anniversary of EgyptAir flight MS804 occurred 19 May 2017. In keeping 
with best practices, the EgyptAir Family Care team, their senior management and Kenyon 
organized and hosted a memorial ceremony for the friends and families of those who 
perished aboard the ill-fated flight.  

Over many years of working in the Middle East and responding to Middle Eastern losses, 
Kenyon has assisted with coordinating numerous memorials in the region, but this was the 
first memorial that was fully funded by the airline rather than the families. 

The memorial ceremony included a family brief, family meal and dedication of a permanent memorial stone and wall. Families, 
friends, EgyptAir employees and various dignitaries were in attendance. Phrases from “The Prophet” by Khalil Gibran were used. 
Families were contacted and involved in the process of final design. Most importantly, families chose the language, names (some 
chose nicknames) and special phrases that were inscribed on the memorial wall. As is also expected, some families chose not to 
have their loved ones name memorialized. For those families, places were left for them to add the names of their loved ones at a 
later date. 

EgyptAir did an excellent job planning a meaningful memorial that will serve as a permanent place to remember the victims of 
flight MS804. To view footage of the memorial ceremony, click the following links: AFP TV and AlMasry AlYoum TV

Learn more about the importance memorials and why they should be included in your emergency planning in this recent article 
from Kenyon Associate Gail Rowntree, MSc (OPP), BSc, FCIPD, FHEA, MEPS.

Kenyon's Memorial Team
▪  A Senior Incident Director to oversee the whole event

▪  A Memorial Director and two Memorial Specialists to 
coordinate the logistics and event 

▪  Special Assistance Team Members to support families and 
attendees

▪  A Crisis Communications Director to assist with media 
inquiries and communications 

▪  A Technical briefer about the progress of the investigation

▪  A team of Data Management Specialists to organize and 
verify all information, including ensuring the names on the 
memorial stone were accurate

http://www.youtube.com/watch?v=KRh3-I5Bet8&feature=youtu.be
http://www.youtube.com/watch?v=uX6Ymjkbzyo&feature=youtu.be
http://go.kenyoninternational.com/Memorials
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NEW
MEMBERS
We are pleased to share the following clients that have joined Kenyon since April 2017.

Blue Panorama Airlines S.p.A.
https://www.blue-panorama.com

Blue Panorama Airlines S.p.A. is an Italian airline that formed in 1998 and is headquartered 
in Fiumicino operating scheduled and charter flights from Italy - especially Rome-Fiumicino 
and Milan-Malpensa - to various international destinations. 

Bahamasair 
https://www.bahamasair.com

Bahamasair was established in 1973 as a product of a newly established Independent 
Commonwealth of The Bahamas and is headquartered in Nassau. It is the national airline 
of the Bahamas and operates scheduled services to 32 domestic and regional destinations 
in the Caribbean and the United States from its base at Lynden Pindling International 
Airport.

Cyprus Airways
https://www.cyprusairways.com

In July 2016, Charlie Airlines Ltd, won a tender competition for the right to use the national 
carrier trademark Cyprus Airways for a decade, signing a corresponding agreement with 
the Ministry of Finance of Cyprus. Cyprus Airways is based at the Larnaca International 
Airport. The company's mission is to build a strong and reliable airline, offering safe and 
enjoyable flights to and from Cyprus. 

GOWAIR
http://www.gowair.com

GOWAIR, Vacations airlines is a new airline created by one of the largest tour operators 
in Spain, GOWAII. GOWAIR specializes in charter passenger flights and ACMI-Wet Lease 
operations. 

Hotelbeds Group
http://group.hotelbeds.com

The Hotelbeds Group is a global provider of travel services in more than 180 countries. Its 
businesses provide hotel accommodation, transfers, excursions and tours, meetings and 
events, visa outsourcing and cruise handling services. Its main clients are tour operators, 
travel agencies, corporate clients and final consumers. Its brands include Hotelbeds, 
Destination Services and Intercruises.
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http://www.blue-panorama.com
http://www.cyprusairways.com
http://www.bahamasair.com
http://www.gowair.com
http://group.hotelbeds.com
http://www.blue-panorama.com
http://www.bahamasair.com
http://www.cyprusairways.com
http://www.gowair.com
http://group.hotelbeds.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,

It’s time for our yearly crisis management training, but we’ve faced budget cuts. While I heard it may be possible to request a 
training bursary from our insurance provider, I’m completely unfamiliar with the entire thing. Do insurance companies still do 
this?

Thank you,
Mr. Budget Cuts

Dear Mr. Budget Cuts,

Yes, they do, and Kenyon can guide you on the approach.
 
Insurance companies and/or the insurance brokers regularly consider requests for training bursaries. A company that is properly 
prepared for emergency management is likely to recover more quickly than an unprepared company. The longer a crisis event 
continues, the more costs add up for insurance companies. Hence, it is in their best interest to support you and make sure you 
get the necessary training to mitigate risks.
 
Many times, the insurance funds such training as part of risk management. The money is usually distributed via your training 
department. Once emergency response managers are aware, they can ask for some of that fund. Often, money goes toward 
security and safety related training. Emergency response staff may have to be proactive and ask for part of the fund– it works! 
 
In other instances, insurers may not openly offer the fund. So the Emergency Manager can talk to the legal and insurance 
departments, who will then take the lead and talk to the insurance broker for a suitable fund; however, keep in mind that this 
may take few months to be approved.
 
Kenyon has assisted many clients with a formal proposal requesting these types of risk management funds from their insurers. 
For more information on this process, please contact your Kenyon Account Manager who will be glad to assist.

Regards,
Mazen Bekdash
Vice President, Business Development 
Beirut, Lebanon
Email: bekdashm@kenyoninternational.com
Phone: +961 (0) 1 964517

Mazen Bekdash has been with Kenyon since April 2010. He served as Vice President, Commercial Services until 2016 when he 
transitioned to Vice President, Business Development. Mazen began his career at Kenyon serving as the Regional Manager for the 
Middle East, Africa and Indian Subcontinent, where he continues to lead the Kenyon regional office located in Beirut, Lebanon. His 
first deployment with Kenyon was to Tripoli in Libya following an aircraft accident in May 2010. Since then, Mazen has gained a 
supporting operations role in the region.
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http://kenyoninternational.com/team/executive_leadership.html
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When to Invest in 
Consequence Management 
Over the last few years, Kenyon has activated for a number of 
different crises, ranging from total loss aviation accidents to 
terrorist incidents. After providing our clients support in these 
events, we have often been asked when is the right time to 
invest in consequence management. 

Consequence management is exactly what it sounds like: 
managing the consequences of a crisis. Far too often, 
companies attempt to manage the crisis itself  - what just 
happened - and pay little attention to the consequences of 
that crisis until it is too late. While you can invest in crisis 
prevention, there are so many aspects out of your control 
that true prevention is impossible. Investing in consequence 
management means you take that impossibility into account 
and you prepare your organization to focus on the aspects of a 
crisis you can control. 

While it’s obvious that investing in consequence management 
after the incident would be too late and would be of no help 
to the organization, there are still an alarming amount of 
companies that do exactly that. Recent events should prompt 
businesses to rethink their approach to both preparedness and 
managing the consequences of disaster. Companies should no 
longer believe that a crisis will never affect them.
 
In a study conducted by FM Global, Hurricane Matthew 
was discovered to have interrupted 38% of normal business 
operations and 26% of businesses lost customers as a result of 
the storm. Clearly it’s difficult to predict the market’s reaction 
to your business after a natural disaster, but you can do 
something to limit the damage and prevent the consequences 
getting any worse.
 
The situation is very different after a mass fatality incident. The 
families and public may forgive that accidents happen, but they 
will never forget a poor response and your market share will 
reflect this. Experience tells us that prolonged and expensive 
litigation is often the result of rage at the response, not that 
the accident occurred.

 
Kenyon commissioned a study with Oxford Metrica to examine 
the toll of mass fatality incidents on company value. The Oxford 
Metrica study shows that businesses have roughly 60 days after 
an incident before the market splits – you either recover or you 
don’t. In many cases after a good response, market share is 
often higher than before the incident occurred.
 

 

Even companies who have crisis management plans in place 
may not be as prepared as they think they are. A study 
conducted by Deloitte revealed that 76% of the 300 board 
members surveyed believed their companies would respond 
effectively if a crisis struck the very next day, but only 49% of 
board members said their companies engaged in monitoring 
or internal communications to detect trouble ahead, and 
only 49% said their companies had playbooks for likely crisis 
scenarios. Even fewer (32%) said their companies engaged in 
crisis simulations or training. 

Don’t wait until you’ve had a crisis to invest in preparing your 
staff to manage one. 

In fact, you may not have to expend extra resources to invest. 
Many insurers offer a bursary for training, so it’s worth 
checking to see if your company is entitled to this. To learn 
more about the insurance bursary, read this issue’s Ask A 
Kenyon. 

http://go.kenyoninternational.com/12PrinciplesSeries
http://newsroom.fmglobal.com/releases/businesses-plan-to-invest-in-resilience-in-aftermath-of-hurricane-matthew
http://go.kenyoninternational.com/OxfordMetrica
http://go.kenyoninternational.com/OxfordMetrica
http://www2.deloitte.com/global/en/pages/risk/articles/a-crisis-of-confidence.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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Get Your Checklist Here!

Representatives from the United Kingdom Airlines Emergency Planning Group (UKAEPG) 
after a Crisis Management training at the Kenyon office in Bracknell.

http://www.facebook.com/KenyonInternational
http://plus.google.com/+Kenyoninternational/posts
http://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://plus.google.com/+Kenyoninternational/posts
http://plus.google.com/+Kenyoninternational/posts
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://go.kenyoninternational.com/2017checklists
http://go.kenyoninternational.com/2017checklists

