
“It is up to the interviewer to earn trust and demonstrate empathy and understanding.” - Kathy Ricker

March 2019

TEAM MEMBER NEWSLETTER
tminfo@kenyoninternational.comwww.KenyonInternational.com

Hello Team Members,

Welcome to 2019!

I would like to take this opportunity to 
discuss the important and arduous task of 
conducting Ante-Mortem Interviews. This 
interview with family members is a critical 
step in the process of positively identifying 
victims. Ante-Mortem Interviews are 
a series of interviews that cross over 
between Disaster Recovery Services (DRS) 
and Disaster Human Services (DHS).

In many countries, the local authorities 
will conduct these interviews. However, 
at times, Kenyon Team Members are 
required to collect this information. 
Ante-Mortem means this is information 
about the Person Directly Affected (PDA) 
preceding death. The forensic teams will 
collect the post mortem information, 
but, without the PDA’s ante-mortem 
information, they cannot make a positive 
identification, as they would not have 
anything to compare the forensic findings 
to.

Often times the family members feel that 
this is their opportunity to contribute 
to the identification process and it also 
helps them process the death that has 
occurred. The questions tend to be very 
personal and often difficult to answer. 
We may need to enquire if the PDA has 
a criminal history for the purpose of 
comparing fingerprints. This could lead 
a family member to not be as truthful to 
protect the reputation of their loved one.

These interviews should be conducted 
in a private and comfortable setting. Be 
prepared, bringing along tissues and 
offering refreshments. If, at any time, 
the family member starts to show signs 
of distress take a break and resume only 
after he or she has regained composure. 
If necessary, reach out to a Mental 
Health Team Member for assistance. 
As the interviewer, it is critical that the 
information you gather is accurate and 
complete. Take notes and always double-
check your work for accuracy. Do not 
ever make assumptions or omit 
information even if you think it will 
protect the deceased. 

Choose your words carefully as words like 
“body parts” or “fragmentation” can be 
very upsetting to a family member.

It is up to the interviewer to earn 
trust and demonstrate empathy and 
understanding. It is helpful to understand 
the family dynamics and always respect 
cultures and religions. We must reassure 
them this painful discussion is critical to 
make positive identifications. Without a 
positive identification, a Death Certificate 
cannot be issued, nor can the remains be 
returned to their loved ones for proper 
burial. It is up to us to help the families 
understand that the identification process 
is lengthy and can be frustrating. But their 
involvement will greatly assist the positive 
identification of their loved one and 
ensure they are laid to rest based on their 
wishes.

As always, thank you for being a Kenyon 
Team Member.

Warmest Regards,

Kathy Ricker

HIGHLIGHTS:

  1  A Word from Team 
Member Management

  2  A Word from Simon 
      Hardern

 3  Operational Update

  4  Case Study

  5  Required SAT Skills 

  6  Activation Checklist
  7  Team Member Connection
  8  Welcome New Team  
      Members 

A Word from Team Member Management

Kathy Ricker
Team Member Manager

http://kenyoninternational.com/team/bio_kathy_ricker.html
www.KenyonInternational.com


Page 2

A Word from Simon Hardern
I really do appreciate this opportunity to 
offer a few brief words for this, our first Team 
Member Newsletter for 2019; it also happens 
to be my first one as the new CEO. This 
Newsletter covers a number of interesting 
subjects from Ante-Mortem interviews to 
the importance of the SAT programme; I 
would implore you to read through it in slow 
time and harness from it what you can.

I am acutely aware of the rich history of 
Kenyon as a Company - in its 112 years and 
counting, it has attended over 300 major 
incidents and hundreds of smaller ones. 
From each you draw lessons; as Robert has 
often said to me, there are few completely 
new lessons to learn for those involved in this 
sector… just the need to re-learn old ones.

From the 2018 Aviation Safety Network 
Report into airline accidents that covers 
incidents in detail since 2015, I noted Kenyon 
has been involved in managing the response 
to 20% of all deaths in crashes which involved 
50 or more fatalities - this rises to 33% when 
you consider at least two accidents that we 
know involved airlines without any service 
provision at all. Germanwings in 2015, 
EgyptAir and Fly Dubai in 2016 are but three. 
So, the services we provide and you, as Team 
Members, help support remain as valid now 
as they have always been.

In terms of my experience, in my first six 
months we have dealt with four minor 
incidents and one major – that one, involving 
the Air Niugini Boeing 737 accident on the 
island of Chuck, was interesting for a number 
of reasons, not just because of the mystery 
of a missing passenger but dealing with a 
repatriation in what could be considered 
very challenging logistical conditions. And 
never in my life did I ever think I would attend 
a post-mortem!

In the cycle of any Company, there will 
always be a need to regenerate to maintain 
the necessary flexibility, agility and resilience 
that will enable it to respond at the push 
of the “call-connect” button. The plan 

announced by Robert and Brandon last 
July has been designed to create longevity 
in developing experienced staff whilst 
maintaining relevancy and concurrency. We 
certainly have maintained and garnered 
further experience where it matters. I am 
personally investing considerable time in 
the new generation to allow them to grow 
and flourish in the Company - this covers 
Full Time Employees/Staff, Associates and 
you, our fantastic Team Members. Kathy 
has refreshed most of the Team Member 
documentation, including how we board 
new Team Members, the Handbook and how 
we support you ahead of, during and after a 
deployment.

In terms of my own expectations of Team 
Members, I would expect that you be: 

Personable, showing trust and respect to 
all; encourage two-way discussion in an 
open and transparent way; view time in 
any incident as a learning environment; and 
recognise that no question is ever too stupid;

Prepared, recognising the importance of 
good situational awareness to ensure rapid 
decision making when necessary; and

Purposeful, so, should you find yourself 
in position of authority, you offer clear, 
unambiguous direction and ensure that your 
team share the credit for successes but that 
you take responsibility for failures.

This means you each should: focus on the 
deliverables with the aspiration to do good, 
backed with the appropriate capacity and 
capabilities to follow-through. Each of you 
brings an experience in a certain field and 
you must never shy-away from using it or, 
even better, from sharing that experience.

I will try to end each of my contributions 
to the Team Member Newsletter with an 
apposite statement of wisdom; this time I 
choose: “to be any good, you have to think 
you’re the best.”

Simon Hardern
Kenyon’s Chief Executive Officer

http://kenyoninternational.com/team/executive_leadership.html
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Mozambique, February 2019:
Following two related terrorist attacks, one on a convoy carrying Client employees and 
subcontractors 12 miles from their complex and the other on a Client’s subcontractor’s 
building, Kenyon activated to provide Call Centre services. Of the 18 PDAs attacked, 
one passed away, two suffered minor injuries and two, sustaining major injuries, were 
medevacked to Johannesburg, South Africa. Kenyon provided four SAT Members to 
support the medevacked PDAs and their families. Kenyon also provided Logistic and 
Financial support until the PDAs were fit to return home. Two Mental Health Phone 
Support Lines were also provided for those involved in the incident and any Client 
employees who needed support.

Houston, February 2019:
Following the crash of a Client’s aircraft outside of Houston, Kenyon activated to provide 
all five services. The Kenyon International Call Centre took calls from the families/
friends of the three Persons Directly Affected (PDA) involved in the incident. The Media 
Call Centre took calls from the media and worked closely with Crisis Communications 
to assist the Client with producing statements, reviewing marketing material and 
providing answers to frequently asked questions. Disaster Human Services activated 
to set up a Family Assistance Centre, staffed with Special Assistance Team Members, 
a safe distance away from the incident to support the families and to provide Ante-
Mortem resources, Conference Bridge facilities and Mental Health support. Disaster 
Recovery Services were also activated to help provide Personal Effects processing.

London Grenfell Tower Fire, July 2017: 
Personal Effects processing continues, though, with a smaller team. Several family 
visits have been completed in recent weeks, allowing the team to continue returning 
possessions to those involved in the incident. The team also cleaned and returned 
the memorial banners that hung on Grenfell Tower. Work is now commencing on the 
processing of electronic items recovered from the tower.

Operational Update
Barcelona, February 2019: 
Kenyon activated to provide Mental Health Phone Support for a Client following a 
flight diversion to Barcelona, originally en route to Madrid from Krakow, after a 
passenger experienced a heart attack and fell unconscious. The crew provided CPR, 
but the passenger, unfortunately, did not survive. 

“It gives me immense pleasure and great exposure being part of such an amazing organisation. Being an Active Team Member, 
I sincerely appreciate your willingness and flexibility to help the victims and their family members. There is a strong feeling 
of collaboration and teamwork here. I also want to express my gratitude towards all the informative and knowledgeable 
webinars. Surrounded by such a hardworking and extraordinary establishment, I feel so privileged and proud and truly 
waiting for a lot more exposure so that I can also contribute my existence towards Kenyon International Emergency Services.” 

- Kratika Mishra, Team Member
India

Mental Health Phone Support

Incident Site Visit Near Houston

Grenfell Tower Banner Cleaning
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Case Study: Logistics, Investigation and 
Personal Effects Coordination

Background

An international passenger flight departed on a regularly 
scheduled route when complications occurred as the plane 
came in for landing that resulted in the aircraft impacting the 
runway during an attempted go-around. A fuel-fed fire broke 
out as an engine was ripped off and the plane skidded on its 
underbelly before coming to a stop. A fuel tank in the centre of 
the plane subsequently exploded and the fire spread into the 
airplane cabin.

There were a total of 300 people onboard the aircraft. The 
quick response of the airline’s crew-members ensured that 
everyone on board survived the crash, though a small number 
did sustain minor injuries.

The Challenges

Due to the fire, there was extensive damage to the plane and 
everything in it. Within the hold of the aircraft, there was a 
substantial amount of food product that had to be cleared 
before the Personal Effects (PE) or the electronics room could 
be accessed. The damage caused to the plane meant debris 
had to be cleared by hand until enough space was created for 
a forklift to remove the pallets and bins containing the food.

The extreme heat at the incident location also proved difficult 
to work in and meant whoever went in to clear the debris had 
restricted working hours where they could work for only 20-30 
minutes before having a rest and water break. The heat was 
exacerbated by the need to work in full Personal Protective 
Equipment (PPE).

Finally, aviation investigators, from multiple organisations, 
came in to review the incident, but expected to only view the 
parts and debris directly related to the incident. Coordinating 
the logistics to quickly sort the debris and personal effects, 
while maintaining communication between all involved 
organisations, became critical to the investigation. 

The Solution

Kenyon’s Disaster Recovery Services were activated by the 
client, a highly respected carrier, to support with the search, 
recovery and processing of the cargo and personal effects on 
board the aircraft. Kenyon deployed a team of 16, including PE 
specialists, all of who were onsite for three weeks. The team 
worked to clear debris from the plane by hand in order to gain 
access to an area of the hold that contained the majority of the 
cargo and PE. As the body of the plane was in sections, Kenyon 
used a forklift truck to pierce the side of one part of the plane 
and raise it up enough to open a side door, giving them access 
to another section of the hold. Aviation investigators were 
able to quickly and easily access the parts and information 
needed to complete their investigation. Kenyon recovered and 
processed over 2,000 items of associated PE and over 1,200 
items of associated PE, all of which were inventoried and 
returned to the client, along with a catalogue to be distributed 
to those involved to facilitate the claims process. 

Conclusion

Kenyon was able to act as an objective third party and as a 
liaison between the client and the aviation investigators sent 
from the various organisations involved in the incident. This 
eased the flow of communication between all parties. Kenyon’s 
assistance with coordinating between the parties also ensured 
the investigation and the personal effects recovery processes 
proceeded efficiently and in a safe and timely manner. Kenyon’s 
support allowed the client to manage the consequences of the 
incident. 
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Special Assistance Team Members:
The Skills Required
Special Assistance Team (SAT) members are often the first personal contact a family member has with the organisation involved 
in an incident. They are the conduit between the families, designated authorities, the investigation, mortuary affairs and the 
incident management centre. SAT members do not exclusively work in the Family Assistance Centre (FAC). They can also provide 
assistance in hospitals, airports, mortuaries and family homes for non-travelling families. Being selected to work as a SAT member, 
although challenging, is personally rewarding.

The qualities of a SAT member could mean the difference between a family member taking the elementary steps required to 
finding their new normal or stagnating in hopelessness, frustration and grief. Kenyon provides comprehensive SAT training but, 
apart from training, there are 10 personal traits and qualities that a competent SAT member must have. The list below is not 
exhaustive but aims to highlight those core qualities and attributes:

1. Good Verbal and Written Communication
2. Empathy
3. Initiative
4. Positivity
5. Vigilance
6. Selflessness and Integrity
7. Physical and Mental Fitness
8. A Team Player
9. Public Image Consciousness
10. Tolerance

Qualifications that Lend Themselves to this Role

There are no specific qualifications required to be a SAT member apart from tailored SAT training. However, there are some 
professions that already have the core qualities required, such as:  

1. Health Care Professionals
2. Social Workers
3. Teachers
4. Police Officers
5. Flight Attendants
6. Customer Care Agents
7. Special Assistance Personnel
8. Counsellors and Mentors
9. Family Liaison Officers
10. Funeral Directors and Funeral Officiants

“All I have to do in this business of airline emergency response is ask: How would I want to be treated. 
More importantly, how would I want my family to be treated?”

Jim Hall, Former CEO NTSB

WEBINARS Upcoming Team Member Webinar
Kenyon’s first Team Member webinar of the year, “Ante-Mortem Interviews and Understanding 
DNA in Human Remains Identification,” will be held on 25 April at 1:30 p.m. (GMT).

Make sure to watch your email for an invitation to register. 
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Even though you may go for long periods of time between deployments, it is wise to be mindful of certain considerations should 
you deploy suddenly. When and if you get the call, you can be sure that your level of excitement is going to rapidly increase and 
your mind might need a little extra assistance to prepare. 

For more information, please refer to your Team Member handbook. Any other considerations in advance of your deployment 
will be discussed with you when you are contacted by staff in the Crisis Management Centre (CMC).

Items to Consider 

Activation Preparedness Checklist

Have someone in place ready to watch your pets and 
water houseplants.

Plan how you will get to the airport. 

Take out the trash. 

Pay your bills and, if applicable, set up auto-pay for 
future bills.

Pack an extra pair of contact lenses or glasses, in case 
your primary lenses get lost or damaged. 

Make sure you are in good physical health for the 
deployment. 

Be sure you are emotionally fit for the deployment. Have 
you experienced a personal crisis, trauma or death in the 
family in the past year that could affect your emotional 
well-being? 

For healthcare professionals, funeral directors, and all 
professions that require licensing or certifications: Make 
sure credentials are active. It may be useful to bring a 
copy if possible; however we should have a copy on file. 

Pack an extra set of electronic device charging adapters. 

Disclose any recent illnesses.

Discuss a sudden deployment with your employer and 
identify what additional details would need attention 
before taking leave. 

Ensure your passport, driver’s license or other photo 
identification are current.

Place a hold on your mail, if applicable. 

If you have deliveries scheduled, have someone ready to 
accept them on your behalf.

Be sure to leave a list of Kenyon contact numbers with 
your family members, in case of an urgent situation at 
home. 

Have you followed us yet?
Join the conversation!

@Kenyonmembers
/Kenyoninternational @Kenyon_tweets

https://twitter.com/Kenyon_Tweets
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Team Member Connection
Stephen and Teresa discover they are Kenyon Team Members whilst supporting recovery efforts for the California Wildfires. 
This is their story.

“I am employed at the Shasta County Sheriff’s Office in the 
Coroner’s Bureau as a Deputy Coroner Investigator. In July 2018 
our county of Shasta had a devastating fire called the Carr Fire. 
This fire destroyed close to 230,000 acres and at least 1,604 
structures. There were eight fatalities attributed to this fire. 
The coroner’s office was working 24 hours a day preparing for 
and responding to this disaster. Not only were the members of 
this agency working long and strenuous hours many of us were 
evacuated and/or lost our homes during this fire. Our family 
was evacuated for a week and thankfully we did not lose our 
home, however, many others did.

In November our agency learned of the Camp Fire which 
occurred In Butte County. The phenomenal mass fatality 
response trainings and deployments I have done with Kenyon 
prepared me for what was to come next. The morning after 
the fire began our agency was requested to assist. Shasta 
County is approximately 130 miles from Butte County. The 
Shasta County Coroner’s Bureau assisted with the Camp Fire 
mass fatality response for approximately three weeks. Since 
we began our response the day after the fire began we were 
faced with many extreme obstacles. The area was still actively 
burning and presented many unsafe conditions. We had 
teams of people assigned to different areas, as we know; in 
a mass fatality incident the logistics team is just as important 
as the admin team is just as important as the human remains 
recovery team! I worked with a team who were specific to 
human remains search and recovery. This involved covering 
many miles searching for remains and most importantly with 
my formal and applied forensic anthropology training I was 
assigned to designate human from animal remains, as well as, 
search, recovery, and proper field techniques for collection.

I met Stefan Prost on 14 November 2018. I began work there 
on 9 November 2018. I was working on a large structure 
doing the search and recovery of remains. By that time in the 
deployment there were numerous anthropology excavation 
teams which were assisting. I know Stefan was working in the 
capacity of being on one of the many Search and Rescue teams 
which had also assembled by this time in the deployment. 
We were casually talking and the discussion of mass fatality 
response came up and the rest is history! It was so lovely to 
find a common bond with a fellow forensic anthropologist AND 
a Kenyon Team Member! Such a unique subset of people and 
I am happy we met under such dire circumstances. Besides the 
WEALTH of experience and knowledge Kenyon has provided 
to me, my trainings with Kenyon and the deployments I have 
worked have allowed me to make lifelong friends.” 

Teresa Cabrera, County Sheriff’s Office in the 
Coroner’s Bureau, Deputy Coroner Investigator

“Teresa and I met at a burned down house with a human find. 
My role as a forensic anthropologist was to ID bones and help 
with possible finds. When I established that we indeed had 
human remains, I called the coroner’s team, which included 
Teresa, for documentation and recovery. They were super 
great to work with! And we started to chat and found out that 
both of us are in Kenyon.

My role was to (a) work as forensic anthropologist in the field, 
supporting search teams and do human vs. animal remain IDs, 
(b) carry out recoveries together with coroner teams, (c) I was 
part of the search planning team the first three days (which 
meant I had 18-20h days) and (d) was liaison between forensic 
anthropology and Search & Rescue (since I’m both, a forensic 
anthropologist and in the San Mateo County based BAMRU 
search and rescue team for many years).” 

Dr. Stefan Prost, Frankfurt, Germany

Teresa Cabrera and Stefan Prost assisting in the California Wildfires. 
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WELCOME
NEW TEAM MEMBERS
On behalf of everyone at Kenyon, “Welcome!”

Contact:
Americas +1 (281) 872 6074
Europe +44 (0) 1344 316 650
Middle East and Africa +961 (0) 1 609839

www.Kenyoninternational.com
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Follow us for more 
Kenyon updates:

http://www.facebook.com/kenyoninternational
http://plus.google.com/+Kenyoninternational
http://www.linkedin.com/company-beta/1375048
http://www.twitter.com/KenyonMembers
http://www.youtube.com/user/KenyonInternational/
http://www.Kenyoninternational.com

