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Just like that, the 4th and final quarter of the Crisis Management Planning Calendar is upon us. Similar to the previous quarters, 
we have taken the final three months, broken them down and expanded on best practices for each month. We’ve also created a 
useful checklist for each month to ensure you stay on track in your crisis management planning. Visit our Year of Checklists page 
to download October’s checklist and the checklists you may have missed in the earlier months. 

Here’s a look at October, November and December in more detail:
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October

Include next year’s ERP audit and crisis communications training and exercises in budget calculations. 

If you’ve been following our checklists all year, you know that a lot of resources are required to be fully 
prepared for an emergency. These resources include time for writing plans, conducting training and 
exercises, staff taken from their regular duties for planning and training and procurement of equipment.

In a perfect world, you already have executive support and a dedicated budget for crisis management. In 
the real world, you’ll make do with what you have, but putting together a thoughtful wish list can help. By 
planning ahead and dedicating a budget to crisis management, you may also be able to include partners 
in your preparation. Outside partners such as expert crisis management planners, trainers and crisis-
experienced responders add real-world relevancy to your plans and training scenarios. 

Take a look at the October checklist for our minimum recommendations for preparation, planning, training 
and exercises that should take place throughout the year for optimum staff confidence and crisis readiness.

Crisis Management Planning, continued on page 2

November

Hold training sessions to follow-up on lessons identified in the input-response exercise. 

As you hold training and exercises throughout the year, it’s inevitable that gaps in the different functional 
areas will emerge. That’s where the magic happens: the opportunity to improve! 

CRISIS MANAGEMENT PLANNING
QUARTERLY BREAKDOWN

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

December

Exercise your Emergency Response Plan (ERP) with a no notice activation during off-hours to 
test systems, facilities and equipment. Like in April’s breakdown, plan the exercise around less 
obvious but inevitable scenarios. 

Many companies tend to hold exercises that plan for the first days of an incident, or they set 
them during normal working hours. Incidents will not wait until you are in the office to occur. 
Put your ERP to the test by conducting an exercise off regular working hours. Wake up your 
emergency response teams, catch them off guard and see how they respond. Set the scenario of 
your exercise a few days into the incident. What does your crisis management look like at Day 7 
of the incident? What about Day 14? 

Don’t forget to plan for time after the exercise to run through the results with your team. Which 
aspects of your ERP performed outstandingly? Which needed work? Ensure you take time with 
your team to discuss how they handled their responsibilities during the exercise. Clarify and     
re-clarify until each person has complete understanding of his or her role and responsibilities in 
the event of an incident. 

 
Remember to download October’s Checklist if you haven’t already and let it help you stay on top 
of your crisis management plans.

To get the most out of these learning moments, approach your exercise with this simple 
framework: 

Map out what you hope to accomplish. Plan your strategy to reach your 
goals. Take a look at this issue's Training Session Spotlight for real-world 
examples of exercise objectives.

Track what you actually do – how you execute the plan including what went 
well and what did not go so well. Did your execution match your strategy? 
Why or why not? This is where an outside observer can really be helpful. 

Take a look at your outcomes. Was there a difference between your original 
strategy and final execution? If all went really well, how can you repeat 
your success? If it didn’t go as well as you hoped, how can you adjust your 
strategy and execution to improve your outcome? 

 Before the exercise   

During the exercise  

 After the exercise    

To make sure you get the most out of your exercises and the resulting learning opportunities, 
November’s checklist will expand on these concepts and walk you through how to conduct 
an effective hot wash-up or after action review, and then follow up that review with effective 
training.

http://go.kenyoninternational.com/2017checklists
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KENYON RESPONSE®
Gets an Upgrade 

Kenyon Response® is a powerful, scalable enterprise crisis data management software package developed 
by Kenyon to handle every aspect of a crisis and is utilized for every service Kenyon provides. It is centered 
on managing the services provided to those involved in the incident. A cornerstone is making sure that 
survivors or family members don’t have to provide the same information twice and that the measures 
taken to support people are coordinated, with actions completed, actions needed and ongoing support 
shared with those that are involved in the response. A key lesson learned is that, with so many different 
agencies and groups typically involved in the response to an incident, people are repeatedly asked the same 
questions multiple times because there is no central management system. Kenyon Response® is a solution 
to that problem and builds trust in the response for those most directly affected. 

We are very excited to share that you now have access to a significantly improved Kenyon Response®, featuring enhanced 
technology, additional security, expanded and dynamic reporting features along with a new user interface. 

"We built Kenyon Response® because we saw a great need for our own responders and clients to have a central location to 
manage all the data generated from a mass fatality incident, and there was no complete solution available on the market. 
Over the last seven years, we’ve put the system to the test many times over. We’re really excited about the improvements and 
capabilities we’ve implemented – the culmination of input from of our clients, global responders and call center agents. Our 
system is truly a complete solution – and the only one of its kind," stated Kenyon CEO Robert A. Jensen.

This most recent upgrade reflects an investment in ongoing improvement in the systems and resources Kenyon offers you, as well 
as adheres to strict international data privacy regulations. You can rest assured that the information shared by you and by others 
involved in an incident is secure and protected.

Information collected and managed includes contact details, victim support details, identification status and notification 
processes. Kenyon Response® also offers a central location for all correspondence. This provides Kenyon and its clients a seamless 
system that ensures all people are cared for and that information is not collected more than once. 

In addition to an overall upgrade, we’ve taken the 
opportunity to add additional modules. One of the newest 
features of Kenyon Response® is the Personal Effects (PE) 
Module. The module was developed to replace our current 
Personal Effects Information System (PEIS), eliminating the 

Kenyon Response Gets an Upgrade, continued on page 4
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Kenyon Response Gets an Upgrade (cont.)

need for two entirely separate software programs. By integrating the personal effects process into Kenyon Response®, we can 
now track the personal effects of victims alongside their records during the response, reducing the risk of human error, lost forms 
and invalid data.
 
The new PE module consists of a series of digital forms 
our PE experts use to track photographs and descriptions 
of this inventory. Each item is given a unique number, 
detailed physical description (color, size, name brand, 
etc.), and a category (textile, electronic, jewelry, etc.). 
The digitized forms provide ease of search and reporting 
capabilities, enhancing response efficiency. The module 
can also be used as a standalone program as it can 
function offline for incidents in remote areas where 
connectivity is impossible. The offline capability allows for 
users to work unhindered inputting information that will 
immediately sync to Kenyon Response® when an internet 
connection is available. 

Take note that offline applications for Humanitarian Assistance Services and Human Remains are also in the testing and 
finalization stages. 

After responding to hundreds of mass fatality incidents, we understand that the collection, management and visibility of data 
are the foundation of a professional and effective response during a crisis. Multiple involved agencies all with their own systems 
can make this very difficult. Kenyon Response® allows you to have control and real-time visibility to all information in one central 
database when responding, and to share and receive data with appropriate parties as needed. 

Kenyon Response® can now be accessed from any device and without the need of additional plug-ins. Additionally, Kenyon’s 
significant investment in a complete transition to the .NET framework expands the software package’s security and compatibility 
across multiple operating systems and internet browsers. 

There is no other system in the world designed to manage the entire crisis response process from call center inquiry to 
repatriation. Continued innovation in our systems is just one of the many ways that Kenyon provides the most experienced 
advisors and advanced solutions to our global clients, ensuring effective recovery from crisis.

If you are interested in seeing the new Kenyon Response®, be sure to register for the client-only webinar scheduled for 30 
November. The webinar will be hosted by Kenyon Director, Call Center Services Janie Moreno and will provide a walkthrough of 
the upgraded software. Keep an eye out for an email regarding registration details in the near future.  
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Disaster Recovery Services
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at-a-glance

Recover from disaster quickly
When the worst-case scenario happens, the damage cannot be undone. The best you can do is to not make it worse. If the 
disaster has resulted in fatalities, recovery from the event will be based in part on how efficiently you are able to recover, identify 
and return the deceased and their recovered property back to their families.

The key to recovery is making sure that affected families and staff are treated with dignity and respect. They need to understand 
what is happening with their loved ones and the practical matters of what it means for them as they move forward. 

What to expect
Kenyon experts will help you navigate what to expect and how to best manage the incident while working closely with the local 
and national authorities. With Kenyon’s Disaster Recovery Service, you can take care of all aspects of the deceased’s remains and 
their property with expertise, dignity and expediency during a disaster. 

With the help of Kenyon’s Disaster Recovery Service, you will be able to ensure that the: 
▪  Recovery of deceased is done with expert efficiency
▪  Identification process is supported using global forensic best practices
▪  Repatriation of the deceased to their loved ones is dignified and compassionate 
▪  Best efforts are made to recover and return their personal property 
▪  Communication of vital information to affected families occurs via private family website
▪  Hosting of memorial services is done properly and respectfully  

Kenyon can provide additional Disaster Recovery Services as needed: 
▪  Mass Burials
▪  Mass grave exhumation and identification
▪  Aviation Accident Investigations

Kenyon at a Glance, continued on page 6

http://kenyoninternational.com/search_and_recovery_bodies.html
http://kenyoninternational.com/disaster_victim_id.html
http://kenyoninternational.com/repatriation.html
http://kenyoninternational.com/personal_property_recovery_and_return.html
http://kenyoninternational.com/fac_management.html
http://kenyoninternational.com/memorials.html
http://kenyoninternational.com/mass_burials.html
http://kenyoninternational.com/mass_grave_exhumation.html
http://kenyoninternational.com/aviation_investigation.html


 October 2017 Edition

6

Won’t the local authorities do that?
In many cases, the traditional areas of managing the deceased will be accomplished in part by the local authorities. However, 
their role will typically stop once the human remains are identified. They will not manage or arrange the repatriation of the 
deceased or their personal effects. In large-scale events, they may become overwhelmed and require surge resources. Because 
of our involvement in so many incidents, our extensive and experienced team members and the huge stock of ready-to-use and 
specially configured equipment, Kenyon is often asked to provide those surge resources. This why we are so often involved in 
various working groups and government conferences on establishing best practices. 

Additionally, we are often asked to:
▪  Explain what you can expect as the recovery process progresses
▪  Help you understand your legal responsibilities
▪  Explain the processes in progress to the affected families through information briefings as part of our Disaster Human 

Service, and through specially created private family websites
  
Kenyon has three global warehouses with carefully curated specialist equipment ready for immediate deployment. In addition 
to equipment, Kenyon maintains a roster of highly skilled responders such as forensic specialists, search and recovery experts, 
funeral directors, law enforcement experts and much more. 

Kenyon at a Glance (cont.)

Register Now for Crisis Communications Training

Kenyon is pleased to announce that registration is now open for two 
full-day Crisis Communications training opportunities. Led by our 
expert Associates, these intensive day-long workshops will give you the 
opportunity to learn the right way to handle a crisis situation and then 
apply those lessons in front of a live camera.

These sessions are beneficial to those in a range of different roles; 
Executive Leadership team members, Corporate Communications and 
PR, Customer Services, HR & People Management, Safety and Security, Go Team and Crisis Management Team members. 

Whether you are the official spokesperson for your organization, or you just need to get a better understanding of this important 
discipline, to help your organization prepare, this course will prove to be invaluable.

Registration Here:

31 Oct 2017 - Open Crisis Communications Training in Dubai, UAE

8 Nov 2017 - Open Crisis Communications Training in Bracknell, UK

http://kenyoninternational.com/media/articles/2017/crisis_communications_training.html
http://go.kenyoninternational.com/DubaiCCTraining
http://go.kenyoninternational.com/BracknellCCTraining
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NEW
MEMBERS
We are pleased to share the following clients that have joined Kenyon since July 2017.

flyadeal
https://www.flyadeal.com

flyadeal is a Saudi low-cost airline based at King Abdulaziz International Airport in 
Jeddah. They are a sister company of Saudi Arabian Airlines. flyadeal has a fleet of all 
new Airbus A320 aircraft that carry passengers to and from Jeddah and Riyadh. 

Google
https://www.google.com

Google Inc. is an American multinational technology company that specializes in 
Internet-related services and products. These include online advertising technologies, 
search, cloud computing, software, and hardware. The company's rapid growth since 
incorporation has triggered a chain of products, acquisitions, and partnerships beyond 
Google's core search engine. It offers services designed for work and productivity, email, 
scheduling and time management, cloud storage, social networking, instant messaging 
and video chat, language translation, mapping and turn-by-turn navigation, video 
sharing, note taking, and photo organizing and editing.

JetSMART 
https://jetsmart.com

JetSMART is an ultra low-cost Chilean airline created by US investment fund Indigo 
Partners, which also controls US airline Frontier Airlines, Mexico's Volaris and Hungarian 
airline Wizz Air. Its primary base of operations is Comodoro Arturo Merino Benítez 
International Airport in Santiago, Chile.

National Express
http://www.nationalexpress.com

National Express is an intercity coach operator providing services throughout England, 
Scotland and Wales. It is a subsidiary of the National Express Group, which employs 
41,000 people worldwide with coach services in Spain, Morocco, North Africa, Bahrain 
and North America, and with train services in the UK and Germany. Most services are 
subcontracted to local coach companies. The company's head office is in offices above 
the Birmingham Coach Station.

New Members, continued on page 8

http://www.nationalexpress.com
http://www.flyadeal.com
http://www.google.com
http://jetsmart.com
http://www.flyadeal.com
http://www.google.com
http://jetsmart.com
http://www.nationalexpress.com
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New Members (cont.)

Olympus Airways
https://www.olympusairways.gr

Olympus Airways, an EASA approved carrier, was formed in April 2015 to service the 
European market, as well as the emerging markets in the Middle East and Africa. 
Olympus holds a Greek Air Operator Certificate (AOC), as well as a Greek Operating 
License (OL) and is presently operating six aircraft. Wet leasing, charter and ad hoc flights 
are Olympus Airways core services.

Ryanair
https://www.ryanair.com

Ryanair is one of Europe’s leading airlines, carrying over 131 million customers per 
annum on more than 2,000 daily flights from 87 bases, connecting over 205 destinations 
in 33 countries on a fleet of 430 Boeing 737 aircraft, with a further 240 Boeing 737’s on 
order, which will enable Ryanair to lower fares and grow traffic to 200 million customers 
per annum by FY24. Ryanair has a team of more than 13,000 highly skilled aviation 
professionals delivering Europe’s No.1 on-time performance, and an industry leading    
32-year safety record.

Sky Prime Aviation Services Riyadh
http://www.skyprimeav.com

Sky Prime Aviation Services’ main base is in Riyadh, Saudi Arabia. The company was 
established with one specific goal in mind, to excel in business aviation services. Their 
team consists of dedicated personnel including experienced pilots, cabin crew, engineers 
and other aviation professionals. Every aircraft within their fleet has been carefully 
selected to suit a variety of needs and is fully equipped with cutting edge technology and 
a luxurious interior layout.

Sky Prime Malta Aviation Services Ltd
http://www.skyprimeav.com

Sky Prime Malta Aviation Services is the Malta division of Sky Prime Aviation Services. 
The company was established with one specific goal in mind, to excel in business aviation 
services. Their team consists of dedicated personnel including experienced pilots, cabin 
crew, engineers and other aviation professionals. Every aircraft within their fleet has 
been carefully selected to suit a variety of needs and is fully equipped with cutting edge 
technology and a luxurious interior layout.

http://www.olympusairways.gr
http://www.ryanair.com
http://www.skyprimeav.com
http://www.olympusairways.gr
http://www.ryanair.com
http://www.skyprimeav.com
http://www.skyprimeav.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,

Our company has hundreds of customer service representatives located all around the world. Coordinating a face-to-face 
training just isn’t possible for us, as it would be too expensive to get everyone in the same place. Is there anything we can do 
for training? Does Kenyon provide forms of training other than face-to-face?

Thank you,
Mr. Training on a Budget

Dear Mr. Training on a Budget,

It can be tough to get the right people together, in the right place, at the right time. Like you, companies have staff scattered 
around a number of different locations. Sometimes shift patterns or duty travel add an extra layer of complexity that limit the 
time for training even further. Added to this are the associated travel costs as well as the cost to the business of valuable staff 
being unavailable. 

Kenyon does a lot of training. We have experienced all these issues right along with you. This is why Kenyon has developed a 
digital online training capability through a partnership with The Remote Group. We’ve taken our traditional face-to-face training 
based on first-hand knowledge from numerous incidents and made it available online.

Digital courses available now include Special Assistance Team (SAT) and Crisis Communications. We plan to continue to grow 
Kenyon’s online training courses organically, producing the most requested courses for our clients, staff and Team Members. 

These engaging courses are fully narrated and use video clips, case studies, testimonials, images, graphics and text to bring the 
information to life. Interactive quizzes throughout the module ensure the information has been digested and properly understood 
by the learner. The modules can be branded according to your style guidelines and customized with your own specific content. 
We can even produce them in a range of languages. 

Several high profile Kenyon clients have been swift to see the benefits of this new compelling training offer, with Aer Lingus and 
easyJet all adopting this latest training technology from Kenyon. All are looking at boosting their emergency response capability 
by training large numbers of people across their network. 

While some companies will choose to host our digital training packages on their own Learning Management Systems, for those 
who don’t, we can host and manage it, so you can keep track of exactly who has done what and how well they have done.

Ask a Kenyon, continued on page 10
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Ask a Kenyon (cont.)

Digital training is not a complete replacement for face-to-face 
programs, but it does mean that large numbers of staff can 
be given the essential knowledge and expertise they need to 
deal with a range of situations. These courses also allow you 
greater flexibility when designing your own training programs 
for your staff. It gives your company the knowledge that it has 
the required number of people trained and ready to cope with 
whatever situation you may face.

For more information, and to request a demo, visit our online 
training page on the Kenyon website.

Best,
Ben McCarthy
Crisis Communications
United Kingdom
Email: mccarthyb@kenyoninternational.com
Phone: + 44 (0) 1344 316671

Ben McCarthy is Head of Crisis Communications at Kenyon International and 
was formerly a broadcast journalist with BBC, ITN and Sky News. In 2016, he 
was directly involved in deployments to two mass fatality aviation accidents, 
helping Kenyon clients deal with the media in the immediate aftermath. Ben 
has been a Kenyon Associate since 2010.

Register Today 

Join us for our client-only live webinar 
on 13 November at 2:00 p.m. GMT. 

Kenyon’s CEO will share crisis 
management planning and response 
considerations for 2018 and an update 
on Kenyon operations. 

This webinar is relevant for all 
departmental leaders: Emergency 
Management, Legal, Communications, 
Human Resources and more. 

There will be time for questions and 
answers following the discussion – we 
hope you and your colleagues can join 
us! 

 

Click to Register Now

http://kenyoninternational.com/team/bio_ben_mccarthy.html
http://go.kenyoninternational.com/OnlineTraining
http://go.kenyoninternational.com/OnlineTraining
http://go.kenyoninternational.com/ClientWebinarNov2017
http://go.kenyoninternational.com/ClientWebinarNov2017
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TRAINING SESSION
Spotlight

On 28 June, an input-response crisis management simulation 
exercise was held for Flybe at their Exeter HQ in the UK. There was 
a comprehensive briefing for the Exercise Control staff of 10 Flybe 
personnel on 27 June. Planning for the exercise, however, began 
well before on 20 April and involved heavy collaboration between 
Flybe and Kenyon.  

The exercise lasted nearly six hours and included a time jump of 27 
hours (including a one-hour pause for a shift handover-takeover and 
exercise scenario update briefing). This allowed the Go Team to be 
deployed to the accident site to set up the Incident Management 
Center (IMC) and coordinate with Kenyon assets in establishing 
the Family Assistance Center (FAC). Two sets of decentralized 
debriefings were held for participating teams - one just before the 
time jump and one at the end of the exercise. To enhance crisis 
communications play, an Exercise Media Website was used to depict 
conventional and social media reporting on the accident. 

In addition, Kenyon provided a skeleton team representing the 
Kenyon International Call Center (KICC) that received telephone 
calls from multiple simulated family members of Persons Directly 
Affected (PDAs). Appropriate information taken from these calls 
was posted into Kenyon Response®, which was then accessed by 
the Flybe Crisis Management Center. Kenyon Director, Call Center 
Services Janie Moreno and Manager, Call Center Services Jahaira 
Guzman assisted in this portion of the exercise to ensure a very 
realistic KICC experience.

The key to this successful exercise was the extreme detail that went 
into it and the excellent performance of Exercise Control. A new and 
successful feature was the business continuity play of the Ongoing 
Operations Center. Feedback from exercise players post-exercise on 
their exercise experience was most positive.

“There has been so much positive feedback about the level of 
detail of the scenario and the inputs as well as the huge amount 
of work that clearly went in to make it a success. On the day, 
Mike, Ben and Victoria all worked really hard to make it work and 
to get the best out of the teams – and at the same time making it 
a valuable learning experience.” – A Flybe Employee

Exercise Objectives
Expose existing Emergency Response Plan (ERP), 
Emergency Response Program Manual (ERPM), 
procedures and facilities in a simulated emergency 
environment so that the appropriateness of these 
plans and procedures can be assessed.

▪  Determine the effectiveness of command and 
control system for managing incidents.

▪  Determine the effectiveness of communications 
system for communicating externally with 
stakeholders and partners and internally to its own 
staff at all levels.

▪  Determine the effectiveness of interface with the 
Kenyon International Call Center and Kenyon 
Crisis Management Center and access to the Kenyon 
Response®.

▪  Determine the effectiveness of Crisis 
Communications Plan for managing web-based
emergency information, interface/coordination with 
the Kenyon Media Call Center regarding 
conventional news media enquiries, social and 
conventional news media output, media briefings 
and other media interviews.

▪  Through the Post-Exercise Report process,
   determine what lessons have been identified and     
   what remedial actions may be required.

Emergency Response Teams Exercised 

Operations Control Center (OCC)
Strategic Command Center (SCC)
Crisis Management Center (CMC)
Crisis Communications Center (CCC)
Ongoing Operations Center (OOC)
Go Team/Incident Management Center (IMC) 
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  Ademir Franco                     
  South America

  Irma Alcazar                     
  Central America 
  / Mexico

  Janus Venter                    
  Africa

  Gerardode Icaz                     
  Europe

  Mahesh Sharma                     
  India

  Tara Mackay                     
  Australia

  Ehababu Hilwa                     
  Saudi Arabia
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  Russia
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  Canada
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KENYON WELCOMES
New Team Member Regional Coordinators

In our continued efforts to ensure an efficient crisis response for our clients, we have expanded our Team Member program to 
include nine Team Member Regional Coordinators. 

Kenyon’s Team Member Regional Coordinators oversee the following key global areas:

Team Member Regional Coordinators are responsible for Team Member recruitment, training, networking and regional team 
maintenance. They ensure more complete global coverage and language capability and further ensure that Kenyon’s response 
represents the highest level of cultural understanding and awareness. They also serve as first responders who are trained and 
able to coordinate among the various services Kenyon provides.

To learn more about our new Team Member Regional Coordinators, please visit our web page.

http://www.kenyoninternational.com/team/bio_ademir_franco.html
http://www.kenyoninternational.com/team/bio_ademir_franco.html
http://www.kenyoninternational.com/team/bio_irma_alcazar.html
http://www.kenyoninternational.com/team/bio_irma_alcazar.html
http://www.kenyoninternational.com/team/bio_irma_alcazar.html
http://www.kenyoninternational.com/team/bio_janus_venter.html
http://www.kenyoninternational.com/team/bio_janus_venter.html
http://www.kenyoninternational.com/team/bio_gerardo_del_caz.html
http://www.kenyoninternational.com/team/bio_gerardo_del_caz.html
http://www.kenyoninternational.com/team/bio_mahesh_sharma.html
http://www.kenyoninternational.com/team/bio_mahesh_sharma.html
http://www.kenyoninternational.com/team/bio_tara_mackay.html
http://www.kenyoninternational.com/team/bio_tara_mackay.html
http://www.kenyoninternational.com/team/bio_ehab_abu_hilwa.html
http://www.kenyoninternational.com/team/bio_ehab_abu_hilwa.html
http://www.kenyoninternational.com/team/bio_julia_shcherbak.html
http://www.kenyoninternational.com/team/bio_julia_shcherbak.html
http://www.kenyoninternational.com/team/bio_janus_venter.html
http://www.kenyoninternational.com/team/bio_karl_wenzel.html
http://www.kenyoninternational.com/team/bio_irma_alcazar.html
http://www.kenyoninternational.com/team/bio_gerardo_del_caz.html
http://www.kenyoninternational.com/team/bio_mahesh_sharma.html
http://www.kenyoninternational.com/team/bio_julia_shcherbak.html
http://www.kenyoninternational.com/team/bio_ehab_abu_hilwa.html
http://www.kenyoninternational.com/team/bio_ademir_franco.html
http://www.kenyoninternational.com/team/bio_tara_mackay.html
http://www.kenyoninternational.com/team/bio_karl_wenzel.html
http://www.kenyoninternational.com/team/bio_karl_wenzel.html
http://go.kenyoninternational.com/TM_Regional_Coordinators
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Kenyon Weathers the 2017 Hurricane Season 

Kenyon is in the business of supporting 
clients in their responses to crises 
and interruptions to daily operations; 
however, we too experience disasters 
and disruptions of our own.

For the Northern Hemisphere, this 
hurricane season has been especially 
active and unpredictable. Sadly, few 
places along the United States Gulf 
Coast were spared from strong storm 
conditions and catastrophic loss. 
Multiple Caribbean islands also suffered 
several direct hits and devastation. 

Not only do we advocate for business 
continuity, we also practice it. It is 
in times like these that a business 
continuity plan must be ready, prepared 
and practiced because preparation time 
is often not long enough and recovery 
periods typically last for months or years. 
We have seen businesses that were 
prepared rebound quickly from a crisis, 
but we have also seen those that were 
not prepared struggle unnecessarily – or 
fail to recover completely.

Kenyon and its staff took direct hits from 
Hurricanes Harvey, Irma and Maria at our 
office in north Houston, Texas and our 
call center in Santo Domingo, Dominican 
Republic. Because of preparation, 
work and Kenyon best practices, 
we maintained complete business 
operations. We also sincerely appreciate 
all of the clients that have reached out 
to assess our status and well-being. For 
those clients that are not aware, below is 
a brief update on our operations affected 
by the recent hurricanes. 

Houston
The Kenyon office sustained flooding 
damage that required immediate 
remediation and repair. Staff quickly 
responded to remove remaining 
floodwater and identify equipment in 

need of replacing. 
Minimal Kenyon 
equipment was 
damaged and 
the Kenyon team 
quickly worked 
to check all other 
equipment. Arrangements were made 
for the removal of damaged walls and 
furniture in order to rebuild the offices. 
We expect this process to be complete 
soon; however, we must wait until 
November for replacement furniture. 
In the meantime, the Kenyon staff 
continues to work remotely to support 
global operations and response, as we 
have several ongoing operations. Part 
of our plan includes being able to work 
remotely. Very fortunately, all staff 
and their homes in the Houston area 
were safe throughout the storm and 
subsequent flooding. Kenyon donated 
equipment and supplies, including 
generators and chainsaws to those 
without power and those needing 
recovery assistance.

Dominican Republic 
As two major hurricanes passed our 
call center facility, we prepared for 
the potential closure of the building 
and maintained a transition plan to 
an alternate call center that was not 
affected by the severe weather. With the 
recent upgrade of our Kenyon Response® 
software, the ability to transfer the 
scripted call center agent module is 
much more seamless and efficient. 
We were fortunate, however, that 
throughout both hurricanes we were 
able to maintain a dedicated team at 
the call center to handle any call center 
activations. 

The facility where the call center is 
located is a hurricane-rated building, 
which has been audited by several client 

teams, and is reinforced to sustain the 
intense winds of these types of storms. 
The center is equipped with backup 
power and communication services to 
support ongoing business operations 
should the local infrastructure fail. 
Still, we maintained a backup with 
contingency plans at an alternate call 
center. Kenyon staff closely monitored 
the situation in the Dominican Republic 
during both storms and kept in constant 
contact with leadership at the facility.

While there have been challenging 
times over the last three months, the 
circumstances and their consequences 
are not new for Kenyon. Our business 
continuity plans have been tested in the 
past and we expect they will be tested 
again in the future. During the course of 
these major storms, Kenyon was either 
working on active operations or activated 
for new operations for four clients 
globally without strain on our resources. 
We remain reassured that our operations 
were not interrupted following any of 
these storms, and grateful that our staff 
members were safe.

A Note from Kenyon

Following the hurricanes (Harvey, 
Irma and Maria), the wildfires in 
the US and the devastating global 
earthquakes, we wanted to take a 
moment to express our hope that 
those of you involved are safe. 

Our thoughts are with you as we 
all come together to aid in the 
rebuilding. 
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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

Kenyon’s 24-hour 
Phone Numbers

Ornge Air’s Second All Canada Aeromedical Transport (ACAT) 
Safety Conference

Kenyon CEO Robert A. Jensen will take part as a speaker at Ornge Air’s second 
All Canada Aeromedical Transport (ACAT) Safety Conference on 21 November in 
Mississauga, Ontario. Jensen and other guest speakers will focus on safety topics 
specific to the aeromedical transport community. 

Ornge Air, a Canadian non-profit charitable organization that provides air ambulance 
and associated ground transportation service, created ACAT as a grassroots effort 
to share information among and between air ambulance operations, both fixed and 
rotor wing, in Canada. The conference aims to continue to enhance safety within the 
Canadian Air Ambulance industry by sharing and discussing potential safety hazards 
and concerns, new trending risks and other ongoing aeromedical industry issues.

Kenyon to Take Part in Second International Travel Crisis 
Management Summit

Kenyon CEO Robert A. Jensen will participate in one of several discussion panels at 
the second International Travel Crisis Management Summit (ITCMS) at Haberdashers 
Hall on Thursday, 9 November. Joining him are leading experts from industries 
including travel, hospitality, financial services, technology, government and more. 
The summit will focus on the latest need-to-know information regarding crisis 
management and growing threats.

Jensen’s panel, “Bringing It All Together,” focuses on real-world crises with panel 
members sharing how their affected organizations handled the situations. The goal of 
the panel is to share the evolution of a crisis management plan.

For interested travel and tourism professionals, tickets for the ITCMS are available 
for £295+VAT and include the full-day conference and lunch. Register today at:           
www.itcms.travel. Contact your Kenyon Account Manager for a special client 
discount code worth £100 off the ticket price.

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

US: +1 (281) 872 6074
UK: +44 (0) 1344 316650
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