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Message from the CEO, continued on page 2

Message from the CEO...
The year 2017, much like 2016, was 
a very busy year operationally for 
Kenyon. We were actively involved with 
six commercial aviation events; two 
business/corporate aviation losses; two 
difficult repatriations; one rail accident; 
and, for government clients, one terror 
attack (Manchester Arena bombing) and 
one residential building fire (Grenfell 
Tower). Response to some of these 
incidents remains ongoing. 

However, 2017 was also the safest year 
in aviation history. There were 10 fatal 
accidents involving commercial flights, 
which sadly resulted in the loss of 44 
people. Despite reductions in large-scale 
commercial aviation losses, Kenyon is 
increasingly activated by our airline 
clients for smaller incidents that we 
presumably would not have been asked 
to assist with in the past. This is a trend I 
don’t see changing and one I personally 
believe is a result of the families and 
employees of those affected by horrible 
incidents demanding better preparation, 
response and care following a crisis. 
Airlines, much like other industries 
(travel/tourism, rail, maritime, natural 

resource companies, governments, 
etc.), understand these needs and are 
proactively managing the "smaller" 
incidents to the same standard they 
would for larger ones. 

Good crisis management is a conscious 
decision. For some, however, it is an 
afterthought or a cost-based decision. 
While this may satisfy a regulatory 
requirement or even give a sense 
of comfort, when it fails, it makes a 
bad situation worse. This comes at 
an extremely high cost, personally, 
professionally and financially. You cannot 
undo the incident but you can show the 
compassionate, human and responsible 
side of your organization. The way 
you respond to an incident should 
demonstrate these characteristics – but, 
remember, you get only one chance to 
respond. You need to make sure it is the 
right response.

Notably, in 2017, two low-cost carriers, 
a multinational technology company 
(probably the world’s largest search 
engine company), and a leading global 
brand hotel group were among some of 

the new businesses that we welcomed 
aboard as Kenyon clients. They made the 
very conscious decision that their choice 
of a crisis management service partner 
is based on sound understanding of 
our significant experience, capabilities, 
resources, and reliability in partnering 
with them through all types of incidents.

Kenyon invests millions of dollars in the 
acquisition, maintenance and storage 
of immediately deployable specialist 
equipment. We also invest in maintaining 
a network of over 1,800 people located 
across the globe, and 25 full-time staff 
members based in four countries, to 
support our operations and ensure 
24/7/365 readiness.  

When Kenyon signs a contract with 
you, we are making a promise that no 
matter the time of day, day of year or 
nature of event, we are committed to 
responding with the most professional 
and best-practice approach. 
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Message from the CEO (cont.)

That means having real resources ready to go. That means full-
time staff to maintain equipment and manage the 1800+ on-
call specialists. It means real training programs incorporating 
lessons learned from the several hundred incidents we have 
been directly involved in. 

The equipment and staff enables Kenyon to respond and assist 
you, our clients, with support for much more than just fatal 
accidents. We also provide support for areas that can have 
a huge impact on reputation and risk the perception of your 
business as irresponsible or uncaring. In fact, in 2017, three 
of the aviation incidents we responded to involved supporting 
passengers or employees who were not involved in the loss of 
an aircraft.

In 2018 we will continue that investment. We are refreshing 
our training courses and materials in which we will incorporate 
invaluable learning from recent and ongoing deployments, and 
are rolling out the latest version for our proprietary disaster 
management software suite, Kenyon Response®.  

In closing, I sincerely wish for and hope for a less busy year, 
however, the trend has been the opposite. Despite the 
everyday improvements in safety across all industries, the 
expectations of the people directly affected, their families, 
the public and governments are that all businesses are 
prepared and able to respond efficiently, professionally and 
compassionately to manage the consequences when events 
occur, no matter how rarely they occur. I appreciate that you’ve 
chosen Kenyon as your partner. As you face these challenges 
head on, Kenyon is proud to stand shoulder to shoulder with 
you. 

My warmest personal regards,

Robert A. Jensen
CEO

Kenyon to Speak at 2018 Higher Education 
Risk Management Conference

Kenyon will speak at the University of Texas System’s 2018 
Higher Education Risk Management Conference on Monday, 26 
March, at 3:15 p.m. (CST) in Lost Pines, Texas. 

Kenyon’s session will focus on preparing for the loss of an 
employee or workplace death. Those who attend will learn 
how to set and manage the expectations of the family, 
coworkers and public by having a practical plan, the resources 
needed to respond appropriately and the knowledge of what 
to expect long before an incident occurs.

The Higher Education Risk Management Conference offers risk 
management professionals timely information to help prepare 
for any adverse events impacting universities, employees, 
students, patients, visitors, and surrounding communities. 
The conference also offers comprehensive educational 
opportunities for professionals working in the areas of risk 
finance and insurance, compliance, information security, 
environmental health and safety, emergency management, 
legal affairs, law enforcement, international travel, human 
resources, workers’ compensation, construction, and much 
more. For those interested in attending, conference and 
registration details can be found here: 
http://bit.ly/2ySDL4A. 

http://kenyoninternational.com/team/executive_leadership.html
http://bit.ly/2ySDL4A
http://bit.ly/2ySDL4A
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Principle One: Effective Crisis Management Organization

Inevitable chaos and confusion develop in an organization as they become aware of a crisis – questions such as, 
“What has happened?” and “Who is doing what?” arise immediately.

You can’t avoid this chaos, but you can mitigate it. However, the solution must already be in place before the crisis: 
an efficient crisis management structure. Your organization needs the ability to respond and to guide itself through a 
response. This requires top-level staff involvement, specialist personnel and service-level provision, as well as specific 
facilities and resources. 

As you’re identifying the above, you’ll also need an effective plan. This plan doesn’t have to be scenario-specific, it 
needs to be role-specific, preferably with a checklist for each role, what facilities are required, and where resources 
will come from. 

With your plan, team, and partners in place, and additional resources identified, you can begin to train and exercise. 
Each exercise is an opportunity to build confidence, which will be required when chaos ensues. 

Take a look at January’s Year of 12 Principles checklist for the full requirements to build an effective crisis 
management organization.

Kenyon's 12 Principles: Quarter 1, continued on page 4

KENYON'S 12 PRINCIPLES
Quarter 1 

Crisis management, for Kenyon, is managing the consequences when the crisis cannot be contained. The crisis has become the worst-case 
scenario, like an uncontrollable fire that kills several hundred-hotel guests, a terrorist attack or natural disaster that affects your employees, or 
the loss of an aircraft or ship, and now the consequences of the crisis need to be managed effectively.

People typically plan for or focus on specific events, such as, what will we do if there is a hurricane, an explosion, etc., and are then blindsided 
when the event does not follow a predictable path. For example, many people have used the term “unprecedented” to describe the loss 
of flight MH370. While the specific event is rare, the consequences of the event are not. The consequences are predictable and therefore 
manageable. Fully understanding the consequences in advance of a crisis allows for more effective preparation, planning and exercises.

What are the consequences?

Through Kenyon’s work at hundreds of disasters, we’ve identified 12 general consequences that manifest during a crisis and the solutions to 
managing them. These follow the 12 Principles of Crisis Management. Throughout 2018, we will summarize each principle so you can begin 
planning for these known consequences as part of your emergency management planning. We’ll feature three principles in each quarterly 
newsletter this year, as well as monthly checklists available via subscription.

http://go.kenyoninternational.com/Yearof12Principles2018
http://www.mh370.gov.my/index.php/en/
http://go.kenyoninternational.com/Yearof12Principles2018
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Kenyon's 12 Principles: Quarter 1 (cont.)

Principle Two: Humanitarian Assistance Operations

During a crisis, a large number of people, those directly affected by the event and their families, will need immediate 
information and direction regarding what to do. Despite whatever government or NGO groups that may be involved, 
those affected will look to you for information first; they will expect you to have a plan. There will be concerned, 
emotionally charged and geographically diverse families and friends from a variety of cultures and religions who are 
in shock and have questions. 

These families of the affected will need assistance in a few key forms. First, a telephone enquiry center provides 
a way for families to provide and request information. Provision and management of a family assistance center 
allows for a place for families to gather to receive information regarding the incident, and allows you to collect any 
information you may need from the families to assist in the identification of their loved ones. For those unable to 
travel to a central family assistance center, you’ll need a plan to communicate with them effectively such as teams 
who can travel to their location. You’ll need a process to collect and return the affected’s personal effects. The same 
care and consideration should also be provided to affected employees and their families.

Finally, all information gathered through the enquiry call center, the family assistance centers and the non-travelling 
family teams must be consolidated with effective data management to form a clear picture of each affected person 
and their family group, which allows for necessary communication such as sympathy letters and support payments as 
well as in assisting with the identification and repatriation of the deceased’s remains. 

Additionally, the company should take this opportunity to establish expectations about what is going to happen, 
what the next steps are and what the potential time frames and outcomes will be. If managed well, this is how the 
company builds creditability with the families.

Principle Three: Crisis Communications Operations

There is nonstop 24-hour media coverage ranging from wild speculation to authoritative reports, all of which 
impact and drive families, political actions and investor reactions. There are multiple sources of information, many 
inaccurate; there are images of distraught families and endless contributions from “technical experts” looking for 
someone to blame. 

A strong and well-exercised crisis communications plan, distinct from any public relations plan, is the key to handling 
this consequence. Your CEO and technical experts should be trained in how to address the media, as well as the 
survivors and families. Remember, in large loss-of-life incidents, the story may be “local” in many areas. Ensure you 
have several local spokespeople, as well as spokespeople at the incident location and company headquarters, on 
standby prepared to give comments.

If applicable, activate your media call center as it provides a central point to collect and prioritize the media 
enquiries, gauge the lines of enquiry, and identify and solve problems before they escalate. Begin media monitoring 
so that you can quickly respond to comments and even requests you may get from families through these channels. 

The media and employees should be regularly updated but only after you have briefed the families and friends. 
Acknowledge the problem, provide the solution and talk about what you are doing. Crisis communications is how 
you communicate the action being taken to solve the problem and doing so in a transparent, coordinated manner 
builds trust with the survivors, the families and the public.

Most importantly, crisis communications is part of a crisis management program. It is of no value if the other 
consequences are not being managed or addressed. In a crisis, words must be supported by actions.
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Ask a Kenyon, continued on page 6

Ask a Kenyon...
To submit a question to a Kenyon expert, please contact your account manager or one of our offices. 
We will always keep your questions anonymous.

Dear Kenyon,

I have noticed your Team Member program is expanding – there are over 1800 professionals now, right? I have a question 
about the acceptance process. Do these Team Members undergo a verification of some sort? How do you know they are 
qualified to do the work they applied for?

Kind regards,
Ms. Curious, Therefore I Asked

Ms. Curious,

Thank you for your question. We have a verification policy in place to ensure that all personnel registered as Kenyon Team 
Members are qualified to perform within their respective field of expertise. 

Kenyon has identified 10 specific Team Member functions that require either certification or licensure by a professional 
organization, university, state or government regulators: 

Radiologist
License Verification Medical / Technical School

Pathologist
License Verification Medical / Technical School

Odontologist / Forensic Odontologist
DDS License Verification

Anthropologist
Diploma

Archeologist
Diploma

Mental Health / Social Worker
License Verification

Funeral Director
Certification / License

Embalmer
Certification (US) / License (US) / Proof of 
Completion of Training Course (UK)

Autopsy Specialist
Certification and / or License

Child Care Worker
Certification and Experience

Kenyon verifies certification and licensing to ensure the Team Member has met all of the professional and educational 
qualifications to perform tasks in accordance with industry standards, guidelines and regulatory requirements. Required 
credentials are based upon the state or country certification and licensing requirements of their home of record. If no 
certification or licensure is required for the positions the Team Member is registering for, all background information will be 
reviewed and skills will be added to their Team Member profile based on skills, experience and education. 

http://go.kenyoninternational.com/ContactUs
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Ask a Kenyon (cont.)

As part of my role, I verify credentials at the time of 
registration into the Team Member program. The Team 
Member is responsible for keeping a current license or 
certification on record in their Team Member profile. All 
Team Members that register with Kenyon will go through a 
screening process to determine the appropriate credentials 
and qualifications are met.

Regards,

Kathy Ricker
Team Member Manager

Kathy joined Kenyon in 2015 as the Team Member Manager. 
She is Kenyon’s first contact for all existing and future Team 
Members. Kathy matches the wide range of skills that Team 
Members bring to Kenyon with the critical roles needed during 
an incident. She is responsible for recruiting and on-boarding 
new Team Members, maintaining their contact and license 
information, and ensuring that they have all the information 
they need to be ready for deployment.

Kenyon Q & A: Conor Prendergast

Kenyon’s new Vice President, Commercial Services Conor 
Prendergast joined Kenyon in October 2017. In an effort to 
learn more about Conor and his experience, we sat down with 
him for a short Q&A. 

How long have you worked in the aviation industry?
I have worked in aviation for 31 years. 

Which Kenyon office will you be based? 
I am based in the Bracknell, UK office.

What are your goals for Kenyon? 
As a former airline client of the company, I have a considered 
appreciation of Kenyon’s differentiating capabilities and I’m 
naturally keen to ensure that these are brought to wider 
audiences and new markets. Most importantly, I want us to 
keep working with, and listening to, all our clients and I want 
Kenyon to continue to be the most valuable and reliable 
partner supporting them in this critical area.

When you aren’t working, what do you enjoy doing? 
I enjoy watching matches with pals at the rugby club, doodling 
on a guitar for five minutes (but no longer than that because 
the family starts to object), and going on local walks and cycles 
with family. I also enjoy a little gardening and I try to visit two 
new cities a year.
 

Welcome to the team, Conor!

Conor Prendergast
Vice President, Commercial Services

http://kenyoninternational.com/team/executive_leadership.html
http://kenyoninternational.com/team/bio_kathy_ricker.html
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NEW
CLIENTS
We are pleased to share the following clients that have joined Kenyon since October 2017.

Spirit Airlines Inc.
https://www.spirit.com

Spirit Airlines is committed to offering the lowest total price to the places they fly. They help 
people save money and travel more often, create new jobs and stimulate business growth in 
the communities we serve. With their Fit Fleet™, the youngest fleet of any major U.S. airline, 
they operate more than 400 daily flights to 59 destinations in the U.S., Latin America and the 
Caribbean.

Scandinavian Airlines Ireland Ltd.
https://www.flysas.com

Scandinavian Airlines (SAS) has launched a new operation under an Irish air operator’s 
certificate (AOC). SAS is Scandinavia’s leading airline and has an attractive offering to frequent 
travelers. SAS offers more than 800 flights daily and annually more than 29 million passengers 
travel with SAS between close to 120 destinations in Europe, the US and Asia. Membership 
in Star Alliance™ provides SAS’s customers with access to a far-reaching network and smooth 
connections. In addition to airline operations, activities at SAS include ground handling 
services (SAS Ground Handling), technical maintenance (SAS Technical) and air cargo services 
(SAS Cargo).

Aeroporti di Roma 
https://www.adr.it

Founded in 1997, Aeroporti di Roma S.p.A. (ADR) is an Italian fixed-base operator of Leonardo 
da Vinci-Fiumicino Airport (in Greater Rome), where it’s headquartered, and Rome Ciampino 
Airport.

Blue Islands
http://www.blueislands.com

Blue Islands Limited is an airline of the Channel Islands. Its head office is in Le Bourg, Forest, 
Guernsey, and its registered office is in Saint Anne, Alderney. It operates scheduled services 
from and within the Channel Islands to the United Kingdom and Europe. Its main bases of 
operation are Guernsey Airport and Jersey Airport. Blue Islands Flights now operate under 
the Flybe brand, following a franchise deal between the two airlines.

International Container Terminal Services Inc. (ICTSI)
https://www.ictsi.com

International Container Terminal Services, Inc. (ICTSI) is in the business of acquiring, 
developing, managing and operating container ports and terminals worldwide. Established 
in December 1987 in the Philippines, ICTSI has become a leading operator, innovator and 
pioneer in its field. After consolidating and strengthening their base and flagship operations 
at the Manila International Container Terminal in the Philippines, they realized the potential 
for an independent international terminal operator and launched an aggressive international 
and domestic expansion program in 1994.

http://www.ictsi.com
http://www.adr.it
http://www.blueislands.com
http://www.flysas.com
http://www.spirit.com
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at-a-glance
Conducting exercises to test both your plan and response team 
allows for you to see where the plan succeeds in a crisis and 
where it may need some work. It also gives your staff the practice 
they will need to ensure a smoother crisis response. 

With Kenyon, you gain access to real world proven expertise that can help you develop and conduct various exercises, whether 
you are starting from scratch or you simply need support bringing to life what you have already planned.

Tabletop Exercise
Test cooperation between your departments or agencies with a low cost, low stress exercise. 
Gather your internal team around a table and walk through the details of your plan. 

Simulation Exercise 
Test your response to a specific scenario with a simulation exercise. You can augment the 
stress level and intensity of this exercise depending on your company’s level of readiness. 
Take the opportunity to change a few factors to ramp up the effectiveness. This can include 
conducting out-of-hours exercises, jumping to day ten of the response instead of day one and 
limiting the availability of one or more key staff members.

Full Scale Exercise 
A full-scale exercise is the closest you can get to testing your crisis management system 
outside of responding to an actual crisis. Your management, coordination and functional task 
performances are validated in these complicated and intense exercises. Make sure other 
departments in your organization are involved such as legal, communications, security and 
IT. Involve major partners (port authorities, airports, baggage handling companies, etc.) 
who might be affected. Kenyon can help you bring a full-scale exercise as close to reality as 
possible.

When it comes to exercises, the only limit is your imagination. Taking the time to properly plan 
an exercise is integral to success. Kenyon experts can work closely with you to help you craft 
the right size and scale of exercise for your team, interjecting real-world scenarios based on 
our extensive experience.

Kenyon Associate Gail Rowntree delivers SAT Training. 
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On 19 and 20 October, Kenyon held a Crisis Leadership training 
and a Go Team training for AlbaStar at their headquarters in 
Palma de Mallorca, Spain. Kenyon Associate Irma Alcazar led 
both full-day sessions and did so in Spanish.

Crisis Leadership Training

Participants for the first day of training included AlbaStar’s 
Upper Management and CEO. By the end of the course, and 
with Irma’s training methods, participants were confident in 
their abilities to: 

▪  Develop an understanding of leadership through the 
use of various theories and models.

▪  Review crisis leadership by using their own organization 
and reviewing what changes or developments may be 
required.

▪  Evaluate the various leadership skills as part of a crisis.

▪  Explore and discuss various case studies to further 
understand crisis and leadership.

▪  Discuss advanced leadership skills such as groupthink 
and emotional intelligence.

Go Team Training 

This was AlbaStar’s first Go Team training and both Kenyon 
and AlbaStar were looking forward to it. Training began with 
Irma briefing and instructing the airport station and office 
employees who would be involved in the event of a crisis (the 
Go Team). Shortly after the briefing, Irma commenced with a 
short simulation exercise, developed to test and reinforce the 
team in their knowledge of their responsibilities. Participants 
made their interest and their willingness to learn very clear and 
collaborated well. 

TRAINING SESSIONS
Spotlight

Irma delivers Go Team Training to AlbaStar.

AlbaStar participants working on a training exercise scenario.

Associate Irma Alcazar with AlbaStar's Leadership Training participants.
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Kenyon Team Members: A Year in Review
Kathy Ricker, Team Member Manager
Our Team Member program plays an integral part in why we are able to respond to crises so efficiently and quickly. This year has 
been a very busy one for Kenyon and our Team Members and we are pleased to share with you a few of the highlights. 

Enrollment in the Team Member program increased significantly over the last 12 months. The increase 
can be attributed to the ease of our online registration system, referrals from legacy Team Members and 
recruitment efforts from the Team Member Regional Coordinators. Recent incidents that involved Team 
Member deployment and new educational opportunities also assisted in adding to enrollment.

Kenyon deployed 169 Team Members throughout 2017 in support of incidents, including the Grenfell 
Tower fire, Manchester Arena bombing and several small aviation incidents. The Team Member program 
is dedicated to ensuring a fair and equitable callout process, which resulted in 53 Team Members 
undergoing their first deployment and gaining significant experience for future deployments.

Kenyon is committed to offering Team Members educational opportunities not available from any other 
resource. We rolled out module one of the Kenyon OnLine Learning Center earlier this year with plans to 
release the advanced modules in the forthcoming months. The advanced modules will cover all aspects 
of managing a crisis. In the future, only Team Members that have completed all of the modules in the 
KOLC will be considered for deployment. 

We also conducted two live Team Member webinars that were presented by Kenyon and focused on 
topics most relevant to Team Members. 

The Team Member Program grew to include 10 Team Member Regional Coordinators who are currently 
being trained in their new responsibilities. They will make considerable advances in Team Member 
recruitment, host training events, improve communication, reduce language barriers and build 
camaraderie with Team Members in their regions.

Kenyon Response® was upgraded to the .NET platform and, with help from some of our Team 
Members, the software was tested in a live environment and proved to be successful. This was a major 
accomplishment and a credit to our Director, Call Center Services Janie Moreno and Manager, Call Center 
Services Jahaira Guzman.

As 2018 begins, we will continue to improve the Team Member program. Our focus will be on recruitment in remote locations 
and training.

Our goal is to prepare and educate our Team Members to respond to your needs quickly, effectively and with the highest level of 
competence.



 January 2018 Edition

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 609839

www.kenyoninternational.com

Kenyon’s 24-hour 
Phone Numbers

IN THE NEWS
Grenfell: Dust on Our Lips
In a Whistledown production for BBC Radio 4, Faisal Metalsi, delves into the future 
of Grenfell Tower by asking the community how the sight of the Tower affects them 
and what they feel should happen to it. He talks to those involved in the recovery 
operations, including Kenyon CEO Robert A. Jensen. 

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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Our Regional Office has Moved!

Kenyon's Regional Office serving Middle East, Africa and Indian Sub-continent has a 
new address and telephone number as follows:

New Address: 
Regus Center, 3rd Floor, Le Bureau Building
Boulevard Pierre Gemmayel Street, Mathaf
Beirut – Lebanon 

New Telephone number: +961-1-609839 
New Fax number: +961-1-609809

Email: KenyonMiddleEast@kenyoninternational.com
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Next Crisis Communications Open Training

Following huge demand for our Crisis Communications Open Training  sessions at the 
end of last year, we are pleased to announce the next one will be held in Dubai in 
April 2018. Please register your interest by emailing Ben McCarthy for more details.

http://go.kenyoninternational.com/GrenfellDustonOurLips
http://go.kenyoninternational.com/GrenfellDustonOurLips
www.facebook.com/KenyonInternational
http://plus.google.com/+Kenyoninternational/posts
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://www.kenyoninternational.com
mailto:mccarthyb%40kenyoninternational.com%20?subject=

