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Concept of Operations 
 
Ideal Operations 
 
The deceased will be brought to a central area for holding only. They will be identified, have all 
personal effects removed, or separately packaged, have clear disposition instructions and 
scheduled arrival and release times, and will remain in holding for a defined period of time. 
 
Realistic Expectations  
 
The deceased will arrive from a variety of locations: hospitals, established morgues, funeral 
directors, private homes or government facilities (jails, for example) and agencies (police, 
private ambulance, coroner directed, funeral directors, military). 
 
Arrivals will not always be scheduled – traffic delays, miscommunication and confusion over the 
process are to be expected.  
 
Deceased will be released in a different order than they are received, so data management 
systems must be in place to manage space availability. 
 
Some human remains will be clothed and have personal effects that should be collected and 
stored. 
 
Some human remains may not have a positive identification established. 
 
Deceased members of the same family may be brought in at different times and should then be 
located together. 
 
Some deceased may arrive and those responsible for making their disposition may 
subsequently pass, leaving the disposition in absence while legal next-of-kin issues are resolved. 
 
Each agency may have their unique record number (URN), some of which may be duplicative 
with other agencies; therefore, a new URN should be issued upon arrival as well as a method to 
track and identify key information required. 
 
A link between the holding facility and various administrative functions – for death certificates, 
burial / cremation permits – will be needed. 
 
That coordination between police, coroner, NHS and local authorities using the same facility 
will need to occur.  
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Considerations  
 
1. Actions undertaken in the current circumstances will be reviewed post-event. Done well, 

this process should provide for the deceased in a dignified and respectful manner, in the 
most efficient and practical way.  

 
2. Planning for these expectations now does not increase costs. It means that you are staffed 

and equipped to handle all contingencies and, most importantly, that you avoid problems 
that are reasonably expected.  

 
Planning Considerations  
 
1. Centralised facilities should have storage, triage, preparation (for embalming or releases) 

and admin areas. 
 

2. Outlying areas, with larger numbers of deceased supported with collection points and large-
scale transport to and from, if needed.  (Transport can range from utility-type vehicles to 
refrigerated lorries with racking systems.) 

 
3. Outlying areas may also require large-scale transport for releases. 

 
4. A phased approach is used. Plan initial set up for 1000 – 2500 deceased, and then increase 

to increments of 2,000 – 2,500. This may include some satellite or separate areas when 
needs exceed 7,000 – 7,500 deceased.  

 
5. Facilities are jointly staffed by authorities that are using them. 

 
6. After the establishment and set-up of the operation, staffing should be minimal to limit 

their exposure of COVID-19. 
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Layout 
 

1. Site dependent; the key is ease of accessibility for lorries and private ambulances. 
 

2. Key areas which must be included: 
 

a. Security 
b. Administrative / Data Management 
c. Receiving area 
d. Triage Area 
e. Human Remains Holding 
f. Personal Effects Holding 
g. Release Preparation Area (could include provision for embalming in later stages of 

the operation) 
h. Release 
i. Staff Welfare / Changing Areas  
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Flow 
 

1. Arrival / Intake 
a. Deceased arrive and receiving documents checked 

 
b. A case file is started, including the issue of a facility URN  

 
c. Information on deceased: full name, DOB, location of death, cause of death – if 

known, recovery / transporting agencies’ URNs, and brief physical description 
 
d. Any personal effects packaged separately, inventoried and change of custody 

completed 
 
e. Change of custody documents signed and transport staff released 
 
f. Deceased move to triage room 
 

2. Triage 
 

a. Deceased are checked for any clothing or personal effects; if present, they are 
cleaned and packaged separately, unless specific instructions are received for items 
to remain on the deceased. 
 

b. Identifying photographs are taken 
 
c. If required, the deceased is placed into a human remains pouch, a tag with the 

facility URN is attached to the left ankle and right hand of the deceased and the 
same number is attached or lettered onto the human remains pouch 

 
d. The deceased is moved to a specific location as directed by the administrative team 
 
e. The case file is updated and returned to the administrative team 
 

3. Collection for release or further examination, if required, or movement to a different 
holding area  
 

a. Administrative team provides the case file to the staff moving the deceased 
 

b. Staff locate the deceased and move them to the release preparation area 
 
c. Once in the release preparation area, the case file is checked against any release / 

movement orders – specifically the URN on the documents and is checked against 
the URN on the human remains pouch / human remains 
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d. The names, DOB and other particulars on the release documents are then checked 

against those in the case file 
 
e. If required, the human remains pouch is replaced 
 
f. If the deceased is leaving the facility, and personal effects are noted in the case file, 

personal effects are then collected from the storage area 
 
g. The deceased is then moved to the release area 
 

4. Release 
a. Individuals picking up the remains have their documents checked (family or 

government release documents)  
 

b. Change of custody completed for the deceased and personal effects, if present 
 
c. Decease are placed into transport vehicle 
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Administrative Functions 
 
This is a key area and will require use of data management system (such as Kenyon Response®) 
to manage arrivals, releases and utilisation of storage space. 

 
Administrative functions are divided into three areas: on-site administrative office, supply 
person and remote call centre.  

 
Administrative office performs the following functions: 

 
1. Establish case file for each deceased. This case file should contain the following: 

a. URN assigned by the facility 
b. Receipt document listing full name, DOB, location of death, cause of death, if known, 

recovery / transporting agencies URNs and brief physical description 
c. Inventory of personal effects 
d. Change of custody documents 
e. Completed intake and release checklists 
f. Photograph of human remains with URN 
g. Photograph of human remains pouch with URN 
h. Movement log 
i. Release document 

 
2. Work with the call centre to coordinate arrival and release times. 

 
3. Keep the data management system up-to-date to ensure the call centre can answer 

questions from different agencies / families, if they are provided the number. 
 

4. Coordinate placement and management of collection points. 
 

 
Supply Person is responsible for keeping the necessary amount of personal protective 
equipment (PPE), human remains pouches and office stationery on order. 
 
Remote Call Centre is staffed with two operators who can receive and file calls, allowing on-site 
staff to focus on the receiving, holding and release of human remains.  The call centre should: 
 
1. Start with two operators but have the capacity to increase. 

 
2. Receive calls from local authorities, morgues, funeral directors and hospitals to arrange for 

the transfer or receipt of deceased and answer basic questions. 
 

3. Enter information from the calls into a centralised data management system that the 
administrative team can access and use. 
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4. Based on schedule created by the administrative team, call and coordinate release 

schedules. 
 

5. If empowered, answer queries from families. 
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Collection Point Operations  
 
If needed, one or up to two refrigerated lorries, with internal racking systems, should be placed 
at high-density areas such as hospitals, existing morgues and areas that experience a sudden 
large cluster or surge in fatalities.  
 
When located at existing morgue or hospital, those units should be staffed and managed by 
existing staff and as a simple extension of their current storage space.   
 
If in a nonstandard location (an area that experiences a sudden large cluster or surge in 
fatalities), the following should apply: 
 
1. A two-person team, equipped with a comfort vehicle, should manage the receipt and 

holding of deceased and complete a change of custody document from whoever brings the 
deceased to that location. 
 

2. Place the deceased into the lorry. 
 

3. Coordinate with the facility for the exchange of a full lorry for an empty lorry or for the 
transfer of human remains, as needed. 

 
4. Coordinate with the supply person the preventive checks and maintenance of the 

refrigerated lorry if it remains in place.  
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Process Checklist / Documents 
 
Each function area / staff member should have a specific checklist and procedures for doing 
their job. Kenyon can / will provide these. 
 
A master set of documents - sample case file, receiving documents, change of custody, 
movement logs, personal effects inventory and release documents should be used. Kenyon can 
/ will provide these.   
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Staffing 
 
Staffing should be phased in the following order after the facility is built: 
 
1. Initial staffing until backlog is cleared from local hospitals (first 5 – 7 days) 
 
2. Ongoing staffing  

 
3. Staffing for collection point operations (as needed) 

 
4. Increased staffing for each increase of holding capacity 
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