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A Note from the CEO

A Note from the CEO, continued on page 2

We used to issue a Client Newsletter 
quarterly but, having listened to 
feedback and noting that we are all 
short on time, we have settled on 
issuing a short Journal once or twice 
a year. In the meantime, we still post 
regular articles on our website or, if 
it is particularly important and time-
sensitive, communicate by email.

I have been with Kenyon as a whole 
for close on a year now and CEO for 
just about six months. If I look back to 
late 2017 when I was contemplating 
a second career following retirement 
from Her Majesty’s Royal Navy, I was 
keen to work for an organisation 
that offered me the possibility to 
have a personal impact on how the 
organisation was functioning (that is, 
day-to-day business). I also wanted 
an opportunity to offer solutions to 
challenging problems and for new 
and unexpected situations. I have 
to say that Kenyon has provided me 
with all of these things and, for this, 
I am most grateful.

Collaboration with you, as a Kenyon 
Client, has been at the fore of my 
efforts. What I have found is that 
Kenyon has a solid reputation but 
one that means we must never rest 
on our laurels. As a Commanding 
Officer of a warship, I was only as 
good as my last operation, exercise 
or berthing manoeuvre; equally, 
Kenyon is only as good as its last 
response. We, quite rightly, have high 
expectations laid upon us to be able 

to respond as we say we will… with 
the necessary alacrity and resilience. 
We also need to continually look to 
see how we might improve.

I have been pondering why 
(prospective) Clients should choose 
us over the competition and why the 
Clients we do retain choose to stay 
with us. I believe this comes down to 
four simple reasons:

We are Tested: With over 113 years 
of experience, responding to close-
on 350 incidents, we have proven 
capabilities in helping manage the 
aftermath of plane crashes, natural 
disasters, terrorism incidents, 
building fires and rail disasters. This 
has given Kenyon a vast experiential 
resource.

We have Hands-On Experience: 
Our globally-based Associates and 
Team Members now number over 
2,000 experienced professionals 
and masters in their fields. Their 
combined skills and expertise add 
up to over thousands of unique 
functions that can be utilised to 
accomplish accident response, large 
and small.

We are Innovative: We continuously 
seek to improve how our Clients are 
supported by developing innovative, 
industry leading tools, mechanisms 
and processes. In recent times, this 
has included: adapting Client training 
to reflect real-accident lessons 

to ensure you think beyond the 
simple checklist driven responses; 
developing a Client-configurable 
Family Website service to ensure 
you can offer those affected by 
an incident a secure, discrete, 
timely and flexible way of receiving 
information; and developing a Web 
Form to seamlessly allow family 
members enquiring about a loved-
one potentially involved in an 
incident to do so online rather than 
by just telephone. You can be sure 
that further innovations will follow.

We use Lessons-Learned: There 
are not often new lessons to learn, 
just new people to teach. Part of 
Kenyon's responsibility to you as a 
Client is to share lessons learned.

We have had a busy and productive 
start to the year. In fact, after 22 
months, we are still managing the 
Grenfell Tower Personal Effects   

Simon Hardern
CEO
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Announcements
Upcoming Events:

10-11 October: Crisis Communications Workshop - 
Istanbul, Turkey:
Kenyon Vice President, Business Development, Dr. 
Mazen Bekdash, alongside Ben McCarthy, Head of 
Crisis Communications, plan to host a two-day Crisis 
Communications workshop. More details on the 
event and how to register will be shared closer to 
time.

4-6 November: Arab Air Carriers’ Organization’s 
(AACO) Annual General Meeting, Kuwait City, 
Kuwait:
Kenyon’s CEO and Vice President, Business 
Development, are planning to attend the 52nd 
annual AACO General Meeting; this brings together 
the CEOs of member airlines in addition to AACO 
partner airlines and industry partners, as well as 
international and local press. Over the two days, 
they will brainstorm industry issues and high-level 
discussions.

Webinar/Podcasts:

In our efforts to ensure we provide you with the latest 
crisis management information and best practices, we 
will begin offering podcasts as well as webcasts. As work 
commutes grow longer, podcasts are being relied on 
more to pass the time productively. They have become 
popular in the world of information and are a new 
avenue for learning! 

Tentative Schedule:

27 June: Repatriation Procedures

29 August: Insurance and Insurance Bursaries

31 October: Personal Effects

12 December: Family Websites

We will also soon begin planning the 2020 Webinar and 
Podcast Programme. If you have any requests, please 
send them to kenyon@kenyoninternational.com for 
consideration.
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A Note from the CEO (cont.)

operation. We have also responded to eight calls from Clients across many of the service sectors we support. This 
includes being activated to provide: Call Centre Services, Mental Health Support and Family Assistance Services 
to a Client following a terrorist attack; and First Responders, a Family Assistance Centre, Special Assistance Teams 
Members, Crisis Communications, the International Call Centre and Media Call Centre, Personal Effects Recovery 
and a Family Care Office for a large aircraft crash.

Along with these operational responses, we have also organised many successful training and consultancy events 
across the world, as well as participated in a significant training schedule, covering all elements of Kenyon Disaster 
and Crisis Management response, for Full-Time Staff delivered by our highly experienced Chairman, Robert A. 
Jensen.

Finally, a couple of changes to look out for in the next few months:

New Website: One of the significant projects being completed this year is an update to our Website. The aim is to 
launch the simplified redesign by early August 2019. This will come with a much-improved Client Portal, named “My 
Portal.” We will communicate the highlights and improvements to you closer to the launch date.

New Training and Consultancy Catalogue: Kenyon’s 110+ years of practical experience managing complex 
international crises has been channelled into a sector-leading programme of specialist training courses for 
emergency response and crisis management. Kenyon-provided training, at whatever level you request, will enable 
your employees to professionally and effectively respond and operate in such an emergency or crisis situation.

Thank you for choosing Kenyon as your Crisis Response and Disaster Management service provider. It has been a 
pleasure meeting so many Clients both here in Bracknell (at the two Client Days held so far) and during my visits. 
It is clear to me that, as a result of all such engagements, any response we are called to give will always be a team 
effort and the saying we had in the Navy - that the “Team Works” - still remains apposite today with regard to our 
relationship with you.

mailto:kenyon%40kenyoninternational.com?subject=
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Did You Know...
By: Mark "Mo" Oliver, Vice President, Operations

Did you know that Kenyon holds hundreds of DNA Kits in 
our warehouses in Australia, the UK and the US?

It’s an example of just how well we are prepared to 
respond to mass fatality events around the world. We 
have to be primed at the point of incident with ready-
made Kits that can be used globally, both with family 
members and in laboratories. 

What are the DNA Kits?  

The oral collection Kit is designed for the simple 
collection, preservation and processing of Ante-Mortem 
samples for DNA testing. The Kit includes a sterile, DNA-
free swab, with ejectable head, used to take a buccal 
(saliva/cheek) swab from close relatives of the Person 
Directly Affected. After collecting, the swab head is 
ejected into a bar-coded, sealed container that protects 
and preserves the swab at room temperature. The 
container is then placed in a bar-coded, sealed return 
pouch.
 
These are the easiest non-invasive collection Kits to 
use and package that have full sample tracking. It takes 
just a few seconds, without any messy liquids or fiddly 
containers. Furthering their ease of use, they include 
pictorial instructions and family tree charts. 

At the laboratory the container can be placed directly 
within the centrifuge, using standard instruments, 
without having to transfer the sample. This saves time 
and reduces the potential for transfer errors in the 
laboratory. 

Who can use them?

Special Assistance Team members, local police or medical 
authorities can use the Kits. They are also suitable for 
self-sampling. We have them ready so that there is no 
delay in obtaining the samples and when submitting 
them to the laboratory. 

When would we use them?

For Ante-Mortem purposes the Kits may be used to 
collect DNA samples from family members at a Family 
Assistance Centre or be used at the homes of non-
travelling family members. 

We package the Kits so that it is possible to deliver them 
to remote locations and with return envelopes so we 
can maintain the chain of custody and submit them to 
the chosen DNA laboratory.

An Ante-Mortem DNA profile is necessary to compare 
with post-mortem DNA profiles obtained from the 
morgue. Kenyon’s philosophy is that, at the point of an 
incident, authorities do not typically hold large supplies 
of Ante-Mortem Kits. This means that either Kenyon can 
use these Kits or we can supply them to the authorities. 
In any situation, however, the identification of loved 
ones must be expedited.

When have we used them?

We have used them as recently as this February when 
responding to a fatal air incident. The Kits were taken 
to the Family Assistance Centre by Kenyon and used by 
local police. The Kits were also used by Kenyon Special 
Assistance Team Members to take further samples from 
family members in different parts of the country.

Mark "Mo" Oliver
VP, Operations

DNA Collection Kit
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What Support 
Centre Do I 
Open?
By: Otibho Edeke-Agbareh, 
Humanitarian Services Manager 

The Family and Friends Reception 
Centre and Family Assistance Centre 
can be used effectively to respond 
to an incident. However, both have 
very different functions and ways of 
operating.

Family and Friends Reception 
Centres:
A Family and Friends Reception 
Centre (FFRC) is a safe place, away 
from public view, that is immediately 
established to act as a focal point 
for the family and friends of those 
believed to be involved in an incident. 
Experience shows that, following 
an incident, people will travel to 
meeting points, such as arrival 
and departure areas at airports or 
railway stations, if they believe a 
family or friend has been involved 
in an incident. An FFRC is typically 
opened between 2-12 hours after an 
incident and would remain open for 
approximately 48 hours thereafter.

Family Information Centre:
A Family Information Centre (FIC) 
would typically be used by local 
authorities to provide a secure 
and controlled area for families, 
friends and survivors, away from 
an incident, where information 
can be shared to facilitate family 
reunification and provide briefs 
regarding the progress of an incident 
response. FICs can be staffed by local 
authorities’ personnel, Police Liaison 
Officers and may be supplemented 
by Non-Governmental Organisations 
(NGOs), such as the Red Cross. A 

FIC can stay open for a number of 
weeks following an incident but 
would not provide accommodation. 
For instance, following the 7th July 
2005 (7/7) bombings in London, 
the Metropolitan Police set up a 
FIC, to provide support and updates 
regarding the incident response to 
families.

Family Assistance Centres:
The Family Assistance Centre 
(FAC) is a venue provided for the 
immediate and short-term needs 
of those affected by an incident 
and consolidates various care and 
support services in one place. It can 
be utilised when an incident requires 
the provision of information to 
families regarding missing persons 
or in circumstances where there are 
potential multiple fatalities. While 
there, families, friends, PDAs and 
survivors can receive information 
and appropriate support from all 
relevant agencies without the need 
for immediate referral elsewhere.

FACs are appropriate for incidents 
that require families to travel to the 
incident location and will be located 
as near as practical to the crash 
site, temporary morgue, Medical 
Examiner/Coroner’s office and 
medical treatment facilities, without 
being in direct view of the site. The 
FAC can be opened as soon as 24 
hours after the event. However, 
depending on the location, this 
could take up to 48 hours, which is 
why an FFRC is useful. The FAC also 
includes lodging for those affected 
by the incident and may be open for 
3-4 weeks.

The Care Office:
It is important that families are 
provided with contact details, as it 
is likely they will continue to have 
questions throughout the incident 
progression. The Care Office is 
set up after the closure of an FAC 
and provides long-term support to 

families. The Care Office is staffed, 
in the case of Kenyon, by our Team 
Members and provides support 
via telephone and email. Families 
can receive support regarding the 
return of Personal Effects, release 
of human remains, benefits and 
compensations, funeral/memorial 
arrangements as well as travel 
arrangements to funerals and 
memorials. As an incident draws 
to a natural close, the Care Office 
typically reduces the number of 
personnel required. It is at this point 
that the Client would assume sole 
responsibility for maintaining the 
Office and would staff the Care Line 
with one member of their personnel. 
The idea is that the Care Line offers a 
gradual reduction of care to families 
so that they can become empowered 
individuals and transition to their 
new normal.

Conclusion:
The provision of family assistance 
comes in many different forms; 
however, all of them aim to support 
and care for families through what is 
a difficult time. The selection of the 
correct family assistance function 
will depend on the incident and 
may be provided in conjunction or 
concurrently with other services. If 
you would like to know more about 
the inner-workings of any of the 
assistance models described above, 
Humanitarian Services Manager, 
Otibho Edeke-Agbareh, goes into 
more detail here.

https://go.kenyoninternational.com/e/298432/FACvsFFRC/5g84n/631332025?h=6g3QMsJmOgiN7mBW34vIzjQgjiSeTQ2c7ODRVroqDZg
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The Importance of Training 
By: Iwan Witt, Operations Manager

The importance of training cannot be overstated. Within the 
realm of crisis/emergency management, all of us are planning, 
preparing and training for events that we hope will never be 
a reality. Unfortunately, however, these events do occur and 
they do so at times when we are least expecting them. As a 
result, it is important that we all maintain our preparedness 
and, especially, our training so that, when/if the worst happens, 
our teams are familiar with their roles, responsibilities and 
processes.

Exercises are one of the best ways that we can test our 
organisation’s preparedness. They do not need to be overly 
arduous or complicated, though the more complex exercises 
can be helpful to thoroughly test our processes. Simple Table 
Top Exercises can help consolidate how teams work together, 
communicate and ultimately respond to any incident.

Here at Kenyon, incidents are a reality that, day in and day out, we prepare for and respond to. As a result of our 
experience we are able to bring practical, real-life lessons and suggestions through our training to help organisations 
learn from previous incidents and ultimately improve their preparedness. It is the consequences of these disasters 
that we help manage. It does not matter what the circumstances of an incident are, the response is the same, and 
central to each response are those involved and the families who love them. 

Five Tips for Training and Exercises:

1. Train and exercise regularly, both internally or with an external organisation that can provide a different 
perspective to your training.

2. When exercising, do not just consider the immediate response; include a time jump to test the third or 
seventh day of a response to ensure that the processes in place are suitable in the longer term. Remember, 
incident response continues far after the incident disappears from the news.

3. Approach your insurance provider to determine if you have a training bursary included as part of your 
insurance policy. This is often something that insurers provide but that very few organisations utilise.

4. Training and exercising is a cycle; start by reviewing your Emergency Response Plan (ERP), making sure that 
is a usable document and not a dusty tomb. Once your processes 
are in place, train up particular roles and functions. The personnel 
responsible can then be tested to ensure that the processes are fit 
for purpose. These learning points should then be fed back into the 
manual. Repeat the process to keep the cycle flowing and your ERP 
up-to-date.

5. Test and exercise your disaster management service provider 
to assess your processes and theirs to make sure that they are 
prepared to respond regardless of the circumstances.

Curious about the training and consultancy services we provide? 
Learn more here or contact us at kenyon@kenyoninternational.com.

Clients partaking in an Ante-Mortem exercise to better understand the 
role of Special Assistance Team Members. 

https://go.kenyoninternational.com/Training_Overview
mailto:kenyon%40kenyoninternational.com?subject=
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WHO ARE THE KENYON TEAM MEMBERS? 
Kenyon is one of the world’s leading crisis and disaster management firms. The only one with a 
dedicated, full-time set of first-class service resources extended over four regional offices; an 
expertise pool with unparalleled global reach; and an incident-response track record that helps 
provide our Clients with knowledge, experience and support and, so it follows, both confidence 
and reassurance.

With over 100 years of experience responding to nearly 350 incidents, we have proven capabilities 
in helping manage the aftermath of plane crashes, natural disasters, terrorism incidents, marine 
disasters, building fires and rail disasters, giving Kenyon a vast experiential resource - four just 
this past year.

WHO WE ARE:

TESTED:

2000+

70+
LANGUAGES

Among them are Arabic, Cantonese, 
French, German, Russian, Spanish 

and Sign Language.

350+
FORENSICS SPECIALISTS

Including world-renowned 
pioneers in the field.

SEARCH & RECOVERY 
SPECIALISTS

Trained in fingertip search, rock 
climbing, deep diving and 

even canine handling.

750+

550+
SPECIAL ASSISTANCE 

TEAM MEMBERS
Licensed in mental health, medicine 

and trained in family care.

200+
FUNERAL SPECIALISTS

To assist with repatriations, funeral 
arrangements and memorial 

planning.

570+
ANTHROPOLOGISTS & 

ARCHAEOLOGISTS
Involved with high-profile discoveries in 

victim indentification, ancient IDs and with 
locating missing persons.

TEAM MEMBERS

Our globally-based Team Members 
number 2000+ experienced 
professionals and masters in their 
fields. Their combined skills and 
expertise add up to over 5,143 
unique functions that can be 
utilized to accomplish any mass 
fatality operation or accident 
response large and small.

Not only are Team Members 
masters in their fields but they 
are trained specifically by Kenyon 
through the Kenyon Online Learning 
Center (KOLC), quarterly webinars 
and newsletters.
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Kenyon Open Day - May 2019
By: Pauline Rayner, Commercial Support Specialist

Our first Kenyon Open Day of the year was held on 23 May and was attended by over 40 Clients from a number of 
different sectors that we support and from locations far and wide like Canada, Japan and Saudi Arabia, to name a 
few. Ten of our esteemed Associates were also in attendance.

The Day opened with Kenyon UK Operations Manager Iwan Witt offering a practical overview on Activation. Otibho 
Edeke-Agbareh, our Humanitarian Services Manager, then led a session on Humanitarian Assistance and what it 
means for Clients. Otibho also spoke about Family Assistance Centres and what goes into establishing one during 
an incident. Kenyon Associates, Deb Wilkes and Graham Thompson, then took the audience through some of their 
experiences in the field. Operations Specialist Shona Day ended the morning session by going over Kenyon’s Family 
Assistance Equipment and highlighting the pieces that are typically deployed in an Activation.

The afternoon session started with Otibho and Vice President, Operations, Mark Oliver holding a session that 
focused on the support for non-travelling families and what Special Assistance Team (SAT) Members can and should 
do. To emphasise this, they had attendees complete a SAT data collection exercise where, working in pairs and 
acting as SAT Members and Next of Kin, they were tasked with taking preliminary Ante-Mortem information from 
each other. This provided participants with insight into the role of a SAT Member and how it goes beyond the 
practical/emotional support role to one of data collector and assisting with the identification of a family’s loved 
one. The exercise also provided a nice transition for Clients to begin thinking about their current SAT training needs. 
Otibho, it should be noted, was kept busy holding this session while simultaneously having to manage two Client 
Mental Health Support Service activations!

Our guest speaker Gail Dunham, the Executive Director of the National Air 
Disaster Foundation, gave a presentation on the importance of supporting 
families. Her past experience working with Kenyon helped to add colour and 
context to how theory shifts to satisfying the practical, real life demands. 
Otibho concluded by going through Family Assistance Training, Mental Health 
Support during incident response and the new Mental Health Guidelines 
(EU Regulation 2018/1042 as it applies to airlines flying to, from and within 
Europe).

Follow the link above to watch highlights from last month's Open Day! 

https://youtu.be/gtttgkQO_B0
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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 
LinkedIn: 
www.linkedin.com/company/
Kenyon-international-emergency-services
Twitter: 
www.twitter.com/Kenyon_Tweets
www.twitter.com/KenyonCEO
YouTube: 
www.youtube.com/user/
KenyonInternational/

Europe +44 (0) 1344 316 650 (24 Hrs) 
Americas +1 (281) 872-6074 (24 Hrs)
Middle East and Africa +961 (0) 1 609 839

www.kenyoninternational.com

Kenyon’s 24-Hour 
Phone Numbers

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

UK: +44 (0) 1344 316 650
US: +1 (281) 872-6074
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In Case You Missed It...
Kenyon InfoShare:
Click the links below to download the content from the previous Kenyon 
InfoShare emails:

Activation Overview and Process Guide 

Ante-Mortem Interviews: The Process and Considerations

Don’t miss out on another email by subscribing here. 

Introducing the Latest in Data Management: The Kenyon Response® Family 
Contact Web Form:
Discover more about the Kenyon Response® Family Contact Web Form as we 
go deeper into what it is, what it does and how it helps in a crisis or incident.

Business Leaders Podcast: 
Click here to find out what Kenyon Chairman Robert A. Jensen believes is 
the biggest mistake businesses can make, how the news can affect viewers' 
perceptions of and sensitivity to disasters and more in this in-depth interview 
with Business Leaders Podcast.
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