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THE EMERGENCY RESPONSE PLAN 1  
 
 
What is the Emergency Response Plan? 
 
This Emergency Response Plan is designed to serve as a preliminary planning document 
upon which your company can tailor its own emergency response plan.  It is the first of an 
essential three step process for emergency response preparedness, which includes: 

1. Emergency Response Plan 

2. Emergency Response Training 

3. Emergency Response Exercises and Simulations 
 
This Plan provides guidance for aircraft-related events within the United States and Canada.  
Other international arenas, their laws and operating environments are unique enough that 
they should be addressed with specific emergency response guidance beyond the scope of 
this document.  Guidelines for international emergency response preparations and processes 
can be found in Chapter 12. 
 
The Emergency Response Plan is divided into two sections, each with a Table of Contents. 
Section One provides an explanation of how prior preparation can facilitate the company's 
immediate response in concert with mandated public sector responses (fire, police, EMS, 
Federal Aviation Administration and National Transportation Safety Board) to an aircraft 
incident or accident.  Section Two, the Appendix, provides checklists and sample forms 
designed as working tools that support the company's actions following the initial 
notification of an event. 
 
To a great extent, this Plan focuses on the two aspects of an emergency response over 
which you have the most control: taking care of people, and managing communications.  
We have developed this Plan with the support of a number of managers and other 
professionals based on their experience with emergencies.  While we want you to be able to 
respond effectively to even the most difficult emergency, we recognize that this document 
cannot anticipate every possible situation in an aircraft-related emergency.  It is designed to 
prepare you for a wide range of circumstances. 
 
Your organization's efforts to update and refine your processes, as well as to train key 
personnel identified in this plan, are essential to ensuring a timely and efficient response to 
a very difficult event. 
 
 
How Do You Prepare to Implement Your Emergency Response Plan? 
 
There are three major elements to being properly prepared to implement your Plan in the 
actual case of an emergency: 

1. Develop your Plan – This document is nearly a complete Plan.  It will be ready to use 
when you have: 

a. Edited it to meet your specific organization and operational needs. 

b. Added the necessary names and numbers to the Key Roles for your 
Emergency Response Team members and their backups. 

2. Training – Your Emergency Response Team must be trained in the processes and 
procedures to be used as they respond to the wide variety of issues and tasks that 
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will arise when an emergency strikes.  Initial and recurrent training is available 
through The VanAllen Group via both public and private workshops. 

3. Exercises and Simulations – After your Team has been trained they will need to 
practice what they have learned.  Even though you may have “read the script”, you 
and your Team will not be ready to act as “Prime Time” players.  Response under 
stress is a learned skill.  Individuals can only be certain they perform effectively if 
they have actually practiced their roles and tasks during simulated conditions.  
Therefore, to be fully prepared, a Simulation, or Exercise, should be conducted 
shortly after the Team has received its training.  In order to maintain the essential 
knowledge, skills and teamwork that an effective response requires, we recommend 
that you conduct a Simulation or Exercise at least every other year.  Simulation and 
exercise support is also available from The VanAllen Group. 

 
 
What is an Emergency? 
 
In the context of this document, an emergency is an event involving a company aircraft that 
warrants emergency services from the public sector (fire, police, EMS, FAA and NTSB) 
and/or the company. 
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OVERVIEW 2  
 
 
Responding effectively to an emergency begins with understanding what happens in the first 
few minutes and hours after the event. 
 
If the event occurs at a controlled airport, the FAA control tower will normally activate 
emergency services and notify the company.  If the event is external to an airport, an 
eyewitness may call the 911 emergency number causing its communications center to 
dispatch police, fire, and EMS units to the scene.  You may receive numerous calls from a 
variety of sources that monitor such emergency radio frequencies in an attempt to either 
notify your company of the event or solicit information.  How your company's initial 
responder handles these calls is extremely important. 
 
At the scene, the ranking police officer or fire captain will normally establish an Incident 
Command Center (ICC) to manage security, fire, and EMS personnel, as well as the public.  
If and when the FAA is notified, they will probably notify the NTSB.  The NTSB will ultimately 
be in charge of the scene. 
 
The company's response to the notification of an event should be to reference this Emergency 
Response Plan for directions beginning with the completion of the Aircraft Accident Verification 
Form (Appendix A-1).  The process will next call for the activation of the Emergency 
Operations Center and the completion of the checklists (Appendix A-5 thru A-18). 
 
The company personnel potentially involved in the Emergency Operations Center are: 

• Emergency Operations Director 

• Emergency Operations Coordinator 

• Flight Operations Representative 

• Human Resources or Next of Kin Coordinator 

• Public Relations Representative 

• Risk Management Representative 

• Legal Representative 
 
If a team is dispatched to the scene, the On-Site Team Leader should seek out the police or 
fire official in charge, or the NTSB Investigator-in-Charge (IIC), for details and direction. 
 
Injured personnel will have been transported to local hospitals.  Fatalities may be removed 
by the Medical Examiner's Office (Coroner) as soon as the NTSB IIC has given authorization.  
If the NTSB IIC is not immediately available, that authorization is usually given by phone 
upon request of the Medical Examiner. 
 
The NTSB representative is in overall charge of the scene and investigation of an aircraft 
event.  In events not involving death, an FAA investigator may be asked to assume the 
additional role of NTSB Investigator-in-Charge. 
 
Note 
Sample checklists are included in the Appendix for Emergency Operations Center staff and 
other key role players. 
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INITIAL CONTACT AND RESPONSE 3  
 
 
Turn to the Master Checklist in the Appendix A-5.  This checklist will direct you to 
complete the Aircraft Accident Verification Form (Appendix A-1), which should provide 
enough information to call the Emergency Operations Director or other key member of the 
Response Team.  He or she will then determine if the Emergency Operations Center should 
be activated. 
 
It is very important that the information compiled on the Aircraft Accident Verification Form, 
complete with follow-up telephone numbers, be as accurate as possible and void of 
assumptions. 
 
CAUTION 
Initial information about an aircraft accident is usually incomplete and often incorrect.  This 
information may be received by telephone from a member of the police or fire department 
OR from someone simply monitoring fire and/or police emergency radio transmissions.  Be 
sure you know who is providing the information.  Relay to company officials, as per the 
checklists, only the facts as reported to you along with your sources.  Avoid making or 
repeating assumptions.  Misstatements can hurt you, the victims, their families, and the 
company. 
 
In addition, there may be legal liability associated with improper or premature statements.  
Let the Emergency Operations Director manage the communications efforts in conjunction 
with the Emergency Operations Center staff; it is their job. 
 
 
Notifying Management 
 
This function is normally the responsibility of the Emergency Operations Director.  When 
notifying top management about an event, concentrate on these key elements: 

• Confirm the event has occurred, 

• Describe the event based on known facts (include whether or not there are reported 
fatalities), 

• Indicate the accessibility and accuracy of the passenger/crew manifest, 

• Report the status of the notification and support of the next of kin, and 

• State that there will be a follow-up progress report to management within a given 
amount of time, usually one hour. 

 
 
Developing a Reliable Passenger and Crew List (Manifest) 
 
This function is normally the responsibility of the Flight Operations Representative.  The 
company flight department must routinely maintain an accurate and accessible passenger 
and crew manifest list.  Assure accessibility of the list during off-duty hours.  An accurate 
list is essential before notification of next of kin is initiated.  A company voice mailbox may 
be the easiest source of an up-to-date passenger manifest. 
 



 

© 2011 The VanAllen Group, Inc.  Page 5 

 

ACTIVATING THE EMERGENCY OPERATIONS CENTER 4  
 
 
The Emergency Operations Director will implement the Emergency Response Plan.  The first 
step of this response is to activate the Emergency Operations Center; the control hub for 
the company's response to any major emergency.  The Emergency Operations Director may 
choose to activate the Center on a partial or a full scale basis, depending on the nature and 
extent of the emergency.  When the Center is active, at least three individuals should be 
available at all times: the Emergency Operations Director, the Operations Coordinator, and 
the Public Relations Representative. 
 
As soon as possible, the switchboard operators should be briefed on what to say (a written 
statement) and where to refer incoming calls; i.e., news inquiries to the Public Relations 
Representative, next of kin inquiries to the Next of Kin Coordinator, and NTSB and FAA calls 
to the Emergency Operations Director.  The main volume of calls will occur during the hours 
immediately after the event.  The switchboard operator may require back up help to handle 
the increased call volume an event may stimulate.  Under no circumstances should 
switchboard operators release details of the event, of passenger/crew lists, or of any 
fatalities.  If operators are unable to contact a member of the Emergency Operations Center 
staff, they should take accurate messages using the Emergency Message Form (Appendix 
A-24). 
 
Switchboard operators should NOT discuss with anyone the nature of any incoming calls.  
They must be made aware of the seriousness of the confirmation process now underway by 
the Emergency Operations Director.  Assure the operators that the Public Relations 
Representative will brief Company personnel as soon as details are verified.  Impress upon 
the switchboard operators how important a role they play in allowing the company to verify 
and respond accurately and professionally.  Routing calls initially to a specified desk is a 
critical function since communications in a high stress situation must be well controlled.  
Misinformation can hurt the Company, the crew and passengers, their families, and 
potentially have legal implications. 
 
CAUTION 
The hectic nature of an emergency can lead to unconfirmed information being mixed with 
confirmed facts.  Maintain a confirmed information file, with any unconfirmed information 
remaining clearly identified. 
 
 
The Emergency Operations Center is located at [___________]. 
 
For a list of primary and alternate Emergency Operations Center staff positions, turn to The 
Emergency Operations Staff Telephone Directory, (Appendix A-27). 
 
 
Emergency Operations Center Accessible Supplies and Equipment 
 

• Four or more 4-line telephones, with speakers (at least two discrete lines-no roll-
over) 

• Fax machine 

• Copy machine 

• Computer with word processing software, internet access, and printer 
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• AM/FM radio 

• Tape recorder with telephone microphone and blank tapes 

• Television with commercial and cable or satellite reception 

• VCR recorder with blank tapes 

• Flip charts, easels, and markers 

• Bulletin board and tacks 

• Office supplies (stapler, pencils, paper clips, Post-its, tape, batteries, etc.) 

• Multiple copies of the current Emergency Response Plan 

• National/international atlas and/or road atlas 

• State Department Embassy directory 

• Airport guide (including listings for key phone numbers) 

• Food and beverage support (caffeine, sweets, or alcohol are not recommended) 

• Easily accessible rest facilities 
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Next of Kin 
Coordinator 

Assistant 
 

 

EMERGENCY OPERATIONS CENTER ORGANIZATION CHART 5  
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KEY ROLES 6  
 
 
Emergency Operations Director 
 
The Emergency Operations Director coordinates and directs all company emergency 
activities.  The Emergency Operations Director decides whether to treat a given situation as 
an emergency, and is responsible for activating the Emergency Operations Center.  When 
an event occurs, the Emergency Operations Director must be notified immediately to ensure 
that the company's Emergency Response Plan is activated.  The Emergency Operations 
Director is responsible for ensuring compliance with all applicable company, FAA, NTSB, 
OSHA and EPA policies, guidelines, and regulations.  This includes protecting lives and 
property at the event site and securing all relevant documents. 
 
The Emergency Operations Director's Administrative Assistant should be tasked to summon 
the Emergency Operations Staff to the Emergency Operations Center (Emergency 
Operations Staff Telephone Directory - Appendix A-27).  The Operations Director's 
Administrative Assistant should also maintain a diary or log of the emergency response 
events. 
 
For a detailed list of duties, turn to the Emergency Operations Director's Checklist 
(Appendix A-8). 
 
 
Emergency Operations Coordinator 
 
The Emergency Operations Coordinator assists the Emergency Operations Director in 
ensuring that all event-related tasks are completed promptly and effectively.  The 
Emergency Operations Coordinator coordinates the activities of the Flight Operations 
Representative, Maintenance Representative, Next of Kin Coordinator, and On-Site Team 
Leader.  The Emergency Operations Coordinator should maintain a log indicating the 
location of each member of the staff and other key people to allow for immediate contact. 
 
The Emergency Operations Coordinator reports to the Emergency Operations Director.  For 
a detailed list of duties, turn to The Emergency Operations Coordinator's Checklist  
(Appendix A-10). 
 
 
Flight Operations Representative  
 
The Flight Operations Representative acts as the source of flight operations information for 
the company as well as acting as the company's liaison with the NTSB and FAA.  He or she 
ensures that applicable pilot logs and training records that will be required by the FAA and 
NTSB are secured.  He or she also ensures that the aircraft manufacturer and other key 
vendors possibly impacted by the event are notified. 
 
The Flight Operations Representative reports to the Emergency Operations Coordinator.  For 
a detailed list of duties, turn to The Flight Operations Representative's Checklist  
(Appendix A-13). 
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Maintenance Representative 
 
The Maintenance Representative acts as a source of maintenance and technical information 
for the company.  In the absence of the Flight Operations Representative, he or she may act 
as the company's liaison with the NTSB and FAA.  He or she ensures that all applicable 
aircraft maintenance records that will be required by the FAA and NTSB are secured.  He or 
she provides assistance as necessary to the Flight Operations Representative. 
 
The Maintenance Representative reports to the Flight Operations Representative.  For a 
detailed list of duties, turn to the Maintenance Representative's Checklist (Appendix A-
15). 
 
 
Next of Kin Coordinator 
 
The Next of Kin Coordinator is responsible for coordination and oversight of the notification 
of the next of kin of passengers and crew involved in the event.  In the case of fatalities, it 
will be necessary to provide individual Notifiers for each family.  The Next of Kin Coordinator 
also assigns and coordinates the activities of Family Liaisons, the primary support contact 
for each next of kin family. 
 
The Next of Kin Coordinator reports to the Emergency Operations Coordinator.  For a 
detailed list of duties, turn to the Next of Kin Coordinator's Checklist (Appendix A-16). 
 
 
On-Site Team Leader 
 
The On-Site Team Leader coordinates and directs all company emergency activities at the 
event location.  These duties include managing the On-Site Response Team and working 
with external organization representatives, such as NTSB and FAA investigators. 
 
All members of the On-Site Response Team report to the On-Site Team Leader, who reports 
to the Emergency Operations Coordinator.  For a detailed list of duties, turn to The On-Site 
Team Leader's Checklist (Appendix A-17). 
 
 
Assistant On-Site Team Leader 
 
The Assistant On-Site Team Leader plays an important role at the scene of the event.  The 
On-Site Team Leader, while in charge at the event scene, will spend a substantial amount of 
time coordinating scene activities with outside agencies.  The Assistant On-Site team leader 
must maintain the field command post and provide support at the scene. 
 
The Assistant On-Site Team Leader reports to the On-Site Team Leader.  For a detailed list 
of duties, turn to The Assistant On-Site Team Leader Checklist (Appendix A-18). 
 
 
Public Relations Representative  
 
The Public Relations Representative ensures that all oral and published reports on any 
emergency situation are factual and represent the company's position fairly and completely.  
He or she handles all media inquiries and distributes all information about an event.  He or 
she advises company top management on public and private communications regarding the 
event. 
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The Public Relations Representative will develop a communications strategy and plan that 
ensures the company and the public are briefed frequently on the latest event 
developments.  This will help to reduce the level of anxiety and minimize rumors.  The 
Public Relations Representative should prepare specific communication methods and model 
scripts for your company and organization that ensure smooth information flow in 
preparation for the eventuality of an emergency. 
 
The Public Relations Representative reports to the Emergency Operations Director.  For a 
detailed list of duties, turn to The Public Relations Representative's Checklist  
(Appendix A-11). 
 
 
Risk Management Representative 
 
The Risk Management Representative's duties include issues that relate to coordinating the 
movement, storage, and release of the wreckage, as well as working with the insurance 
representative on settlement issues and disposition of the wreckage. 
 
He or she may also serve as EPA coordinator providing technical and logistical assistance to 
all personnel involved in the cleanup of toxic spills (i.e., aircraft fuel, hydraulic fluid, battery 
acid, etc.) and the disposal of hazardous materials.  This function acts as a liaison with state 
and federal EPA investigation and action teams.  It is important to keep the Emergency 
Operations Director and Legal Representative informed of all EPA related issues including 
EPA action throughout post event cleanup. 
 
The Risk Management Representative reports to the Emergency Operations Director.  For 
detailed list of duties, turn to The Risk Management Representative's Checklist  
(Appendix A-12). 
 
 
Legal Representative 
 
The Legal Representative provides legal assistance to all company personnel involved in 
handling an aircraft event.  The Emergency Operations Center must be able to contact the 
Legal Representative at all times for the duration of the emergency to facilitate timely legal 
assistance within the company, as well as inquiries from outside counsel.  The Legal 
Representative should provide direct and immediate support for the surviving crewmembers 
during their interviews with the NTSB and the FAA.  He or she should also be available to 
advise the Public Relations Representative.  The Legal Representative may wish to contact 
support counsel familiar with NTSB protocols as well as FAA, OSHA and EPA investigation 
and enforcement actions. 
 
The Legal Representative reports to the Emergency Operations Director. 
 
 



 

© 2011 The VanAllen Group, Inc.  Page 11 

 

ON-SITE RESPONSE 7  
 
 
Before the On-Site Team Arrives 
 
Usually, local fire and rescue services will reach the scene of the event long before the On-
Site Response Team arrives.  The first priority of local emergency services is to preserve life 
and property.  Injured parties will be transported to a local hospital.  If more than a few 
people are injured, two or more hospitals may receive patients.  If the event results in 
fatalities, local emergency services will contact a medical examiner or coroner.  In some 
cases, the coroner may arrange a temporary morgue. 
 
The police will usually set up a security zone (much like a crime scene barrier) around the 
event site to prevent unauthorized entry.  Local officials should also notify the NTSB and the 
FAA.  Fire and rescue services will not normally move any part of the wreckage without 
authorization from an NTSB investigator, except to access injured parties. 
 
 
The Company's On-Site Response 
 
CAUTION 
Public officials will be in charge at the scene.  Make sure company team members recognize 
who is the controlling authority. 
 
Once the Emergency Operations Center is active, the Emergency Operations Director and 
the On-Site Team Leader must decide whom to send to the event scene.  The criteria for 
On-Site Team membership should be well thought out and agreed to in advance (i.e., title, 
job role, experience, language and interpersonal skills, aircraft technical knowledge, etc.). 
 
The On-Site Team members will be the company's representatives at the event scene.  The 
basic responsibility of the On-Site Team is to report to the incident commander (police or 
fire) or NTSB IIC if on the scene, to offer assistance.  Action that requires completion 
includes: 

• Ensure the proper care of all survivors. 

• Make sure that the event scene is secure. 

• Establish and maintain communications with the Emergency Operations Center. 

• With the permission of the IIC, gather, inventory and store the baggage and cargo. 

• Provide technical support for all investigations. 

• Support the coroner regarding the deceased. 

• Safeguard and oversee the disposal of the aircraft wreckage. 

• Ensure that Cockpit Voice Recorder (CVR)/Flight Data Recorder (FDR) records are 
protected. 

• Support insurance company activities in coordination with the company's Risk 
Management Representative. 

• Support environmental impact assessment and cleanup since this can also be an EPA 
event. 

• If approved, communicate with the media and other outside organizations at the 
scene. 
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• If requested, photograph the event scene. 
 
 
The On-Site Emergency Kit 
 
Store the On-Site Emergency Kit at the company hangar.  The On-Site Team will take this 
kit to the event scene.  The Flight Operations Representative is responsible for ensuring that 
the kit is fully stocked and checked at least quarterly.  It may be most effective to have the 
Manager of Maintenance perform the quarterly kit check. 
 

Item  Quantity 
2 cell D-type flashlight  3 ea 

4 cell packs alkaline D-cell batteries  3 ea 

3 or 5-watt citizens band walkie-talkie  3 ea 

Sets of alkaline batteries for each walkie-talkie  2 ea 

Golf umbrella (no company logos)  2 ea 

Camera with built-in flash  2 ea 

Film  6 rls 

Micro-cassette dictation recorder  1 ea 

Sets of batteries for recorder  2 ea 

60 minute micro-cassette tape for recorder  3 ea 

Multi-purpose knife (Swiss Army-style)  1 ea 

U.S. road atlas  1 ea 

International atlas  1 ea 

First aid kit  1 ea 

Bottle of sunscreen (SPF 30+)  1 ea 

Cellular telephones  2 ea 

Camcorder and batteries  1 ea 

Tapes for camcorder  2 ea 

Canvas work gloves  3 pairs ea 

Steno pads  6 ea 

#2 pencils (sharpened)  1 bx 

Ball-point pen (blue)  1 bx 

Blood borne pathogens protection kits  6 ea 
 
NOTES 

• Any member of the On-Site Team who may need to participate in event site activities 
inside “the tape” (within the event scene itself) must receive prior training and 
certification in blood borne pathogens protection protocols.  The sources for this 
training may be determined through the Red Cross or a local hospital. 

• If the Kit is to be carry-on baggage on commercial flights, remember to remove the 
multi-purpose knife to avoid delays. 
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The Individual Emergency Response Kit 
 
Each member of the Response Team should prepare the following items: 

• Blood born pathogens protection 

• Change of clothing 

• Sweater 

• Jacket with hood 

• Work gloves 

• Rubber boots/work boots 

• Copy of this Plan 

• Flashlight/extra batteries 

• Personal hygiene items 

• Rain gear 

• Warm outerwear, hats, gloves, and jacket 

• Work assignment portfolio, clipboard, and pencils 

• Coveralls 
 
NOTE 
Do not forget to bring Company identification, Passport and International Certificates of 
Vaccinations (PHS731). 
 
 
Securing the Site 
 
If the On-Site Team arrives at the event scene prior to the NTSB or FAA, the On-Site Team 
Leader should immediately ask local law enforcement officials to protect the event site from 
looters and souvenir seekers.  After the initial recovery efforts are completed, it may be 
necessary to hire off-duty law enforcement officers to provide 24-hour supplemental 
security for the crash site.  This can be arranged through the local law enforcement union 
offices. 
 
The On-Site Team Leader must be particularly careful that no one disturbs the wreckage, 
except in life threatening situations, unless the NTSB approves.  While the NTSB 
investigation cannot begin before the investigation team arrives, the interim NTSB 
representative has discretionary authority to move the wreckage if immediate action is 
needed.  The On-Site Team Leader must also ensure that Cockpit Voice Recorder 
(CVR)/Flight Data Recorder (FDR) records are protected. 
 
When the On-Site Team arrives, the On-Site Leader assumes responsibility for all company-
related activities at the event scene.  The On-Site Team Leader should identify himself to all 
officials at the scene.  With the approval of the IIC, the On-Site Team PR Representative 
may establish a briefing area for the press well away from the event scene and its 
associated rescue operations.  The On-Site PR representative must stay fully aware of all 
activities at the scene and relay current information to the Public Relations Representative 
at the Emergency Operations Center. 
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Identifying Victims 
 
The On-Site Team serves as a liaison between the company, the local coroner, and 
supporting agencies that are attempting to identify the remains of deceased victims. 
The On-Site Team's support activities include: 

• Keep records of the movement of bodies from the event scene to the morgue and 
from the morgue to the mortuary.  (Victim Locator Form - Appendix A-29). 

• Assure the smooth flow of information from the morgue to the Next of Kin 
Representative. 

• If requested, facilitate the gathering of information from relatives (through the Next 
of Kin Representative) to identify victims. 

 
NOTE 
Normally, the coroner’s office deals directly with the next of kin and the victims’ medical 
care professionals.  Medical and dental records are the property of the physician and are 
extremely confidential.  They would not normally be released without the signed consent of 
the patient.  If the coroner’s office requests the support of the company, physicians will 
likely be cooperative, requesting company identification or other authorization to receive the 
records.  Some physicians may require that a company employee (not a messenger) pick up 
records.  Others request a letter for their files explaining the company’s need for the 
patient's record.  You should accommodate these requests whenever possible.  Use a 
Communications Log Form to record all telephone discussions to prevent misunderstandings 
(Appendix A-20). 
 
 
Monitoring Injured Survivors 
 
The On-Site Team should ensure that injured survivors receive the best possible medical 
care.  The On-Site Team may be asked to record the injuries, treatment, and prognosis for 
each survivor.  These records should be updated as the condition of each passenger 
changes.  The On-Site Team will forward this medical information to the Emergency 
Operations Coordinator as part of the permanent record of the event.  The On-Site Team is 
also responsible for the smooth flow of information from injured passengers to their next of 
kin through the Next of Kin Coordinator. 
 
The On-Site Team should strongly encourage all surviving passengers, even those who 
appear to be uninjured, to undergo a medical examination at company expense.  If 
passengers decline this medical examination, they must sign the Medical Examination and 
Treatment Refusal Form (Appendix A-23). 
 
All survivors (even those with few, or no physical injuries), may benefit from post-event 
psychological support.  The company should strongly encourage survivors to undergo post-
event evaluation and appropriate treatment. 
 
 
Supporting Next of Kin 
 
The On-Site Team should meet and comfort next of kin who may arrive at the community 
nearest the event scene.  On-Site Team members may be asked to greet next of kin 
individually and transport them to prearranged hotel rooms.  The On-Site Team may 
maintain an information and meeting suite at the hotel in which the next of kin stay.  Be 
sure to record the passenger to whom the next of kin is related, their arrival and departure 
times, and their room number.  Relay this information to the Next of Kin Coordinator in the 
Operations Center. 
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Salvaging Baggage and Personal Effects 
 
The On-Site Team is responsible for all matters relating to baggage and personal effects 
salvage.  After the NTSB releases the baggage, have the On-Site Team remove it to an area 
where you can protect it from further damage or unauthorized access.  Depending upon the 
condition of the baggage/personal effects as well as the event scene, it may be necessary to 
employ the services of a recovery firm that specializes in hazardous environment support 
services.  These specialists are usually reachable through local law enforcement agencies.  
You may also wish to request additional security assistance. 
 
Pay particular attention to the security of loose carry-on items and personal effects found at 
the scene.  These items may be very valuable and may be easily stolen.  The coroner's 
office will collect and retain all personal effects on or near a deceased victim.  Ensure the 
collection and inventory of any other items found at the event scene.  Place the items in 
bags or envelopes and lock them in a secure location.  Release baggage and personal 
effects to next of kin only with satisfactory proof of ownership and approval from authorities 
and/or the Emergency Operations Director.  You may wish to determine if the next of kin 
wishes to have the items cleaned or restored to their original pre-event condition, or turned 
over as they are. 
 
 
The Coroner's Responsibilities  
 
The Medical Examiner (Coroner) of the county in which the event occurs has complete 
jurisdiction over the bodies and all personal effects until the death certificates are signed 
and the bodies are released to a mortuary.  The Coroner is responsible for gathering the 
bodies, identifying them and signing the death certificates. 
 
The size and capabilities of the Coroner's office will vary widely from jurisdiction to 
jurisdiction.  It will determine the location of the morgue and whether the Coroner must 
borrow equipment and staff support.  The Coroner's office will: 

• Photograph, collect and tag all bodies, parts of bodies and personal effects at a 
temporary staging area. 

• Transport bodies to the county morgue. 

• Perform all identification work. 

• Sign the death certificates. 

• Release bodies to the mortuary. 
 
The Coroner retains jurisdiction over all fatalities, but may request help in the form of 
vehicles and additional staff.  The Coroner may call on local law enforcement agencies, the 
fire department, company personnel, another coroner's office, or other rescuers such as the 
National Guard.  In the case of a large event, the Coroner may convert a high school gym, 
an empty warehouse, an armory, or other local site into a temporary morgue. 
 
 
The Company's Responsibilities 
 
The On-Site Team acts as liaison between the company and government agencies during 
the identification process.  The On-Site Team Leader should verify that: 

• The Coroner has sufficient staff and equipment. 

• The Coroner has access to necessary information from the next of kin. 
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• The bodies are released to a mortuary.  The On-Site Team should log the date and 
time of transfer of each body from the Coroner to the selected mortuary (Appendix 
- Victim Locator Form A-29). 

• Upon arriving at the scene, the Assistant On-Site Team Leader should contact the 
Coroner and offer the company's help. 
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NOTIFYING NEXT OF KIN 8  
 
 
Key Roles 
 
Next of Kin Coordinator 
Responsible for coordinating all activities related to notifying the next of kin of passengers 
and crew in cases of injury or death.  Also oversees all ongoing next of kin support 
activities. 
 
 
Next of Kin Notifiers 
Personally notifies the next of kin in the case of a person who is injured or deceased.  The 
Next of Kin Notifiers may introduce the Family Liaison, but must NOT have any further role 
in supporting the family that they have notified.  Next of Kin Notifiers must be properly 
trained in order to be able to effectively perform their important and difficult tasks.  Consult 
with a mental health professional who has a specialization in crisis intervention to determine 
where to seek notification training. 
 
 
Family Liaison 
The Family Liaison is the company’s primary contact with the family during the remainder of 
the response and support period.  Also may act as a liaison (with the Next of Kin 
Coordinator) between the next of kin and the company, the hospital, coroner, and the 
mortuary.  The Family Liaison must also be properly trained in order to be able to effectively 
perform their important and difficult tasks.  Consult with a mental health professional who 
has a specialization in crisis intervention to determine where to seek liaison training. 
 
Tasks may include: 

• Requesting additional identification information for the coroner. 

• Arranging for the next of kin to fly to the scene. 

• Requesting the name of preferred mortuary. 

• Keeping the next of kin posted on the location and condition of an injured passenger. 

• Keeping the next of kin posted on when and where the NTSB briefings are to be held. 

• Numerous support activities of a non-personal nature. 
 
 
Preparing for the Notification Process 
 
CAUTION 
This discussion focuses on the procedures for notifying the next of kin in an emergency.  For 
information about the psychological impact and influences of emergency trauma, contact a 
competent mental health services provider.  If you are unsure about your company's ability 
to support the emotional needs of victims, next of kin, or company members, we urge you 
to seek the assistance of a trauma support specialist like Crisis Management International. 
 
As soon as the Next of Kin Coordinator has verified the passenger/crew list, the company 
must facilitate timely notification of the next of kin.  These notifications must be attempted 
before the release of the passenger list to the media.  If at all possible, notify all next of kin 
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in person.  If time is of the essence, it may be most appropriate to notify the next of kin by 
telephone.  Use the Next of Kin Notification Form to guide this process (Appendix A-25). 
 
 
Selecting Notifiers and Family Liaisons 
 
Depending on the extent of the event, the Next of Kin Coordinator may need to call on 
qualified and pre-trained volunteers to serve as Notifiers and Family Liaisons.  The Next of 
Kin Coordinator should prepare in advance a pool of candidates from which to select and 
train individuals.  When creating the pool, ask for volunteers; avoid assigning individuals as 
potential Notifiers against their will.  Look for individuals with the emotional maturity to 
handle a difficult assignment.  The ideal candidate will be calm, perceptive, and caring.  The 
Next of Kin Coordinator may want to prepare a sample script for Notifiers to use. 
 
 
Locating the Next of Kin 
 
Two primary sources for next of kin information will provide most of the contacts that are 
needed, namely, the passenger/crew manifest and the Next of Kin Coordinator in the 
Emergency Operations Center.  The passenger/crew manifest from the Emergency 
Operations Coordinator should have all available telephone numbers or other contacts for 
each passenger and crewmember. 
 
The public will begin calling the company immediately after the event.  The Operations 
Center operators should record the caller's name, telephone number, the name of the 
passenger they are calling about, and the caller's relationship.  This information must be 
confirmed prior to the appropriate authority returning the call. 
 
For some passengers, you may have no contact information.  In these cases, some 
detective work may be necessary.  First, contact the telephone company operator 
supervisor in the residence city for assistance.  If necessary, also contact the police in the 
residence city. 
 
CAUTION 
When accepting calls at any time from someone claiming to be next of kin, exercise caution 
to ensure that the individual is actually a legitimate relative.  Request that the calling party 
quote the passenger's telephone number or take the caller's phone number and call back 
after verifying their identity. 
 
 
Notifying the Next of Kin 
 
The Next of Kin Coordinator should begin the notification process upon the approval of the 
Emergency Operations Director or Coordinator. 
 
The Next of Kin Coordinator should strongly emphasize to the Notifiers the importance of 
making the situation as easy as possible on the next of kin.  The next of kin should be 
treated with courtesy, sympathy, and understanding.  Though they may be in an anxious 
and emotional state of mind, the next of kin must feel that they are receiving personal and 
careful attention. 
 
Try to make contact with one next of kin in the following priority: 

• Spouse 

• Father, Mother 
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• Adult son, adult daughter 

• Adult brother, adult sister 

• Grandfather, Grandmother 

• Uncle, Aunt 

• Other adult relative 

• It is not recommended that “minor children” be the recipients of initial notification. 
 
Unless speed of notification is of the essence (i.e., the victim’s survival is not certain), 
always try to notify the next of kin in person.  If possible, request that a member of the 
clergy, the Red Cross, or a law enforcement officer accompany you.  In any case, personal 
notification should be comprised of a team of two people.  Keep in mind that the emotional 
reactions can vary from disbelief to overt hostility. 
 
When you make contact, explain that a company aircraft has been involved in an event, and 
that their relative has been injured or did not survive.  Provide only factual information that 
has been verified.  If it is not possible to determine the condition of a 
passenger/crewmember, explain why to the next of kin.  Tell the next of kin that they will 
be informed of all developments about their relative. 
 
In closing, tell the next of kin about the Family Liaison.  Make arrangements for the Family 
Liaison to contact the family.  Verify that you have the appropriate phone numbers.  If the 
family decides to temporarily relocate, be sure you have that number as well and make sure 
you leave them with contact numbers for yourself, their Family Liaison (if known) and other 
important resources. 
 
 
After the Initial Contact 
 
You will need to assign a different Family Liaison to each family.  The Family Liaison will be 
the primary support contact for each next of kin family.  Human Resources, Risk 
Management, and the Legal Department should assist in the selection of Liaisons.  Inform 
the Liaisons of the limits of the commitments that the company is willing to make to the 
next of kin.  The Family Liaisons have an important supportive role that may last up to 
several weeks.  They are vulnerable to taking on the family stressors and should be trained 
before assuming this difficult assignment.  They should also receive psychological support 
during and after their tenure as Family Liaisons. 
 
The Next of Kin Coordinator or the Family Liaison should call the family on a regular basis to 
relay new information, and to determine if there is anything the company can do.  The Next 
of Kin Coordinator and Family Liaison should use their judgment to determine how often to 
call the next of kin.  Once the Liaison has developed a relationship, it will be easier to sense 
how often the family should be called.  Typically, you will want to contact the next of kin at 
least once a day during the first few days to continue to address their needs. 
 
 
If there are Deceased Passengers/Crew 
 
If directed by the Next of Kin Coordinator, the Family Liaison may inform the family that the 
company would, if so requested, handle the details of delivering the deceased to their 
mortuary of choice.  Point out that the company already has people at the scene who are 
ready to make arrangements, and that it may be an unnecessary burden for the family to 
assume this responsibility. 
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The mortuary caring for the deceased must know where the family wants to send their 
loved one.  The Family Liaison may be asked to forward the name of the family's mortuary.  
The family will need to arrange for a funeral service with their mortuary. 
 
The Family Liaison must obtain permission from the family for the Coroner to release the 
deceased to the company.  Ask the family to contact the Coroner as soon as possible.  In 
addition, the family Liaison may assist in the completion of the Death Certificate Information 
Form (Appendix A-22). 
 
Do not make decisions for family members.  You may help them to understand the trauma 
that can accompany a visit to an event scene.  If they want to go to the scene, the 
Emergency Operations Coordinator may be asked to coordinate travel arrangements, 
including hotel and airport transfers.  The Emergency Operations Coordinator may work with 
the Next of Kin Coordinator and the Family Liaison to ensure that all traveling next of kin 
have reservations, are met at the airport, and are transported to their accommodations. 
 
 
If there are Injured Passengers/Crew 
 
If a passenger/crewmember is hospitalized, the company should arrange transportation of 
the immediate family to the scene, if they so desire.  The Emergency Operations 
Coordinator may coordinate all travel arrangements with the Next of Kin Coordinator and 
the Family Liaison. 
 
Family and company medical consultants may recommend the relocation of injured 
survivors.  It is not recommended that company aircraft and crews be used to transport 
injured survivors.  Aero medical transportation is a very specialized arena that can create 
substantial liability risks for the company.  There are numerous aero medical operators 
properly trained and equipped to perform these delicate and complex duties.  It is typical for 
corporate insurance to cover such transportation costs. 
 
 
Retrieving the Victim's Personal Effects 
 
Frequently, the passenger or crewmember will have left their car in an airport parking lot.  
The Family Liaison should try to determine the car's location, make, and license number.  
The company can provide storage for the car until the family can pick it up.   
 
The family must also claim any baggage, carry-on items, and other personal effects.  When 
the details are known, inform the next of kin on how to claim these items. 
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UNDERSTANDING THE NEWS MEDIA 9  
 
 
Managing Communications 
 
There are several proactive steps the company can take once an event has occurred.  One 
of the most important areas of emergency response is the way the company communicates 
with its audiences.  These interactions can have an immediate and long-term effect on the 
survivors, next of kin, and company. 
 
The primary goals of Public Relations are to maintain the public trust and to support the 
company's reputation as a caring and professional organization.  You will best achieve these 
goals using a communications process that creates a seamless flow of information that is 
without delay, confusion, conflict, or misinformation.  This means in a crisis situation, you 
must: 

• Develop and maintain reliable sources of information.  You need to know who can 
provide accurate information about all aspects of an event.  Identify the sources 
before an event occurs, then contact them regularly during a crisis situation. 

• Identify all important audiences/publics and keep them fully informed.  These 
audiences will include the news media, company personnel, shareholders, key 
government entities, and the general public. 

• Inspire confidence in the news media by being available, prepared, cooperative, and 
accurate.  The media is a primary point of attention during a crisis, and may be the 
most effective way to relay information to the public.  Avoid alienating or misleading 
them. 

• Review and pre-script responses to common questions. 
 
NOTE 
International events can present greater challenges for communications.  An outside crisis 
communications counsel can be important where language and culture present problems. 
 
 
The News Media are Driven by Deadlines 
 
Journalists measure their success and receive their rewards by breaking news stories and 
satisfying the demands of editors.  Some guidelines to manage the news media effectively 
are: 

• Never treat reporters like friends.  Respect them as professionals, but do not allow 
yourself to drop your guard.  Do not talk off the record without considering the 
consequences of that information appearing in a news report. 

• Reporters do not have a responsibility to verify the accuracy of a statement if they 
have a name to attribute to the statement. 

• Most reporters do not understand aviation or aviation terminology.  Use simple, 
direct language to talk about an event.  Any information shared with a reporter must 
be simple and concise.  Discuss complex technical subjects in layman's language. 

• Never speculate about an event.  Initial descriptions of events are often incorrect or 
incomplete.  Be wary of the tendency of reporters to place blame for an event. 
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Holding a News Conference 
 
Select a room at headquarters to hold news conferences before the need arises.  Qualities 
of an ideal news conference room include: 

• A podium 

• No corporate logos 

• An audio system 

• Good lighting 

• An easel or bulletin board for supporting information 

• Easy access to telephones, rest rooms, and food service 

• A fax machine 

• Located conveniently for the press 

• Suitable for television coverage 

• Separate from the company's operations to prevent wandering reporters 
 
 
Preparing for a Media Interview 
 
Once you decide to grant an interview, you must prepare to face the reporter.  The 
following guidelines will help you to make the best possible presentations: 
 
Know your subject.   
Before an interview, outline on paper what you want to say and don't want to say.  Stick to 
the outline.  Anticipate and rehearse your responses to expected questions.  If you bring 
notes to the interview, protect them carefully; reporters are adept at reading upside down.  
Do not put your notes down, you could lose them. 
 
Focus on the audience.   
Understand whom you are talking to.  Address their information needs, but deliver the 
message you want to convey.  You must translate the details of the event into a message 
your audience can understand.  Keep the interview simple.  One major point is best.  Do not 
exceed two. 
 
Structure your interview.   
Open your statement with your key point.  Keep your answers short.  For the electronic 
media, 10 seconds is perfect - for print, about 30-40 seconds. 
 
Control the interview.   
Get to know the reporter.  Prior to the interview, have the reporter explain the overall story.  
Ask the reporter to give you examples of the questions he or she will ask.  Take your time 
when responding to questions, and don't speculate.  Don't be afraid to say, "I don't know".  
Don't let the reporter put words into your answers.  Repeat your point if you feel the 
reporter did not understand.  Don't get careless; always stick to your game plan. 
 
Prepare for an ambush.   
Don't show emotion when ambush questions appear in the interview.  Stay pleasant and 
cooperative in appearance.  Provide the best answer you can, or explain that you will need 
time to research an answer.  Remember that a reporter may use anything you say.  Ignore 
promises to keep your remarks "off-the-record". 
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Be conscious of appearances.   
Remember that the reporter will make a decision about how to approach the interview 
based on first impressions.  When you meet, act positive and confident; make direct and 
consistent eye contact, and watch your body language.  Don't get tense. Remember to relax 
your facial and neck muscles.  Use gestures, but keep them controlled and use them in 
moderation.  Avoid wearing trendy colors and jewelry. 
 
Control the surroundings.   
Make the news media come to you.  If you pick the surroundings, you have greater control 
and can enhance and protect your appearance of confidence and honesty. Keep your voice 
pleasant and calm, and use it as a tool to make your point.  Avoid looking directly at the 
camera, and don't allow yourself to be positioned facing directly into sun.  Stand where you 
feel comfortable. 
 
Avoid pitfalls.   
The electronic press loves to catch signs of nervousness or uncertainty.  Don't drop your 
eyes and don't grasp your hands or the arms of the chair.  Keep your hands away from your 
face and don't play with your glasses.  The best seated-position is to lean forward 
comfortably, not on the edge of the chair, but about halfway back.  Rest your arms in a 
natural position on the arms of the chair and place one hand partly over the other but not 
touching your body.  Avoid putting your hands in your lap.  If at a desk or a table, rest your 
arms comfortably from the elbows forward on the surface, and rest one hand comfortably 
over the other in a relaxed manner.  If your legs show, cross your legs at the ankles (not 
touching) with knees bent and slightly apart, or keep your knees bent and slightly apart 
with one foot to the side and a few inches behind the other.  When standing, keep one arm 
in front and one at the side, but not tight against the body.  Hold the arm in front with the 
elbow bent slightly and the hand near the center of the body just above the waist level.  
This will usually be your hand for gestures. 
 
Don't bluff.   
When you agree to give an interview, be prepared to provide answers.  Don't try to bluff or 
deceive the reporter.  The reporter is an expert who will normally see through such efforts.  
Even if you fool the reporter, you have to get by the editor who reached that position after 
long years of reporting.  They control what actually airs or gets printed, and they thrive on 
exposing falsehood. 
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THE INVESTIGATION 10  
 
 
Investigating the Event 
 
The On-Site Team Leader is the company official responsible for supporting the investigation 
of the event.  The On-Site Team Leader should notify the NTSB that he or she is the 
company Official-in-Charge.  The On-Site Team Leader will continue to interface closely with 
the NTSB throughout the investigation.  The On-Site Team Leader will also coordinate the 
activities of all other company personnel involved in the investigation. 
 
 
The Responsibility of the National Transportation Safety Board (NTSB) 
 
The NTSB is responsible for determining the cause of civil aviation events, and must make 
recommendations to prevent similar events in the future.  However, it is in the company's 
best interest, to also independently investigate fully the cause of an aircraft event.  The 
NTSB will focus on technical issues; your independent investigation may discover 
organizational or managerial issues that are important to address in the future. 
 
The company must notify the nearest NTSB office if an aircraft event occurs.  The NTSB will 
immediately dispatch a representative to the scene.  If there is not an NTSB official in the 
area, an FAA official will frequently substitute until the NTSB arrives.  The first NTSB 
representative serves as an interim official until the investigating team from either the 
Regional or the Washington, D.C. office arrives several hours later.  Their team will consist 
of three to seven people, including an Investigator-in-Charge (IIC).  This team conducts the 
formal NTSB investigation. 
 
Upon arriving, the NTSB takes custody of the event scene and the aircraft wreckage.  In any 
event, no part of the wreckage may be disturbed unless it is necessary to: 

• Remove injured or trapped survivors. 

• Protect the wreckage from further damage. 

• Protect the public from injury. 
 
The original condition and location of the wreckage, including the impact marks, are 
valuable clues in determining the cause of the event.  The investigating team will 
photograph the wreckage, draw extensive diagrams, and write complete descriptions.  If a 
member of the On-Site Team observes someone removing or disturbing any part of the 
wreckage, he or she should tell that person to leave the wreckage undisturbed. 
 
In some cases, there will be tremendous pressure to clear the wreckage or recover its 
contents.  For example, if an airport runway is blocked, the airport will want to clear the 
wreckage quickly.  If passengers are able to continue their journeys, they will want to 
recover their baggage.  If the aircraft can be repaired, the company will want to return it to 
service as soon as possible. 
 
The interim NTSB official will be reluctant to approve any movement of wreckage or the 
onset of salvage activity.  The interim official will want to defer to the NTSB IIC.  However, 
if there is a pressing need to remove passengers' personal effects, and the NTSB official is 
satisfied that the scene is carefully documented and the rest of the wreckage is preserved, 
he or she may grant permission to do so. 
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The Investigation Procedure 
 
The investigation will proceed in four phases: 

• Organizing - the investigating team is staffed and all procedures outlined. 

• Gathering Evidence - the team examines and measures the wreckage, and interviews 
witnesses and participants. 

• Analyzing - the team reviews the evidence. 

• Reporting - the team draws conclusions and publishes an official event report. 
 
Organizing 
The NTSB IIC will convene a meeting of all interested parties.  This meeting is held in a 
room, usually at the investigating team's hotel, where all future meetings and briefings will 
be held until the termination of the site investigation.  Interested parties to the event may 
include the company, the aircraft manufacturer, the engine manufacturer, the Air Traffic 
Controllers, the FAA, and others. 
 
At the initial meeting, the IIC establishes the committees that will be doing the actual 
investigating.  Each committee is responsible for a portion of the investigation, and is led by 
an NTSB member.  The IIC may create any number of committees, depending on the 
specific event.  The committees may include: 

• Witnesses 

• Operations/Air Traffic Control 

• Aircraft Performance 

• Structures 

• Systems 

• Meteorology 

• Power Plant 

• Avionics 

• Human Factors 

• Maintenance Records 

• Flight Data Recorder 

• Cockpit Voice Recorder 
 
Any interested party may request to participate on a given committee.  The NTSB does 
exclude insurance companies, attorneys and consultants.  The company may want an expert 
representative on each committee.  The On-Site Team Leader should determine who should 
be on each committee and arrange for their request to participate.  Approval to participate 
is not automatic and is based on the individuals, or represented organization's ability to 
contribute to the investigation. 
 
Gathering Evidence 
The evidence gathering begins immediately after the NTSB has formed the committees.  
Each committee gathers the evidence for which it was formed (e.g., the Witnesses 
Committee will take depositions, and the Structures Committee will examine the airplane for 
possible structural failure, etc.). 
 
Extensive photography of the scene will take place.  The investigators will photograph the 
wreckage from all angles, inside and out.  The debris and other damage caused by the 
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event are also photographed, along with impact scars and skid marks.  Investigators should 
photograph or note any unusual conditions, such as ice adhering to any part of the aircraft, 
significant tracks or marks in soft ground, or any sign of birds, such as feathers or debris on 
the windshield. 
 
The investigators will draw a wreckage distribution map.  The map shows the points of 
impact and the final resting place of the aircraft and all related debris.  The sketch should 
indicate the type of terrain, any obstructions, and the line of flight of the aircraft.  All 
distances should be measured and indicated on the map. 
 
The investigators should note the positions of the controls and instruments including: 

• Positions of the fuel switches 

• Position of ignition switches 

• Position of engine controls, wing flaps and anti-ice switches 

• Time on clock (if stopped) 

• Position of landing gear handle and gear 

• Inspection of tail surfaces 

• Inspection of ailerons 
 
The investigators will send the flight data and voice recorders, if applicable, to Washington, 
D.C. for analysis and transcription. 
 
The investigators will interview all available witnesses and take depositions.  Witnesses may 
include company employees, airport employees, bystanders, or passengers.  Depositions 
are also taken from the flight crew.  These depositions have restricted access, for the 
integrity of the investigation and to allow the witnesses to speak more freely about the 
event. 
 
NOTE 
Flight crewmembers may, and should, have legal counsel present during any interviews with 
the NTSB or the FAA. 
 
Analyzing and Reporting 
The field investigation of an event can take from one to ten days.  Within a month after all 
evidence is gathered, each NTSB committee leader must submit a Factual Report to the IIC.  
The Factual Report is a description of the committee's activities and findings.  The Factual 
Reports are incorporated into the NTSB findings and the conclusions and recommendations 
reached by the NTSB.  The final report may not be published for many months after the 
event. 
 
The company should also prepare an internal report.  The internal report is the 
responsibility of the On-Site Team Leader.  Like the NTSB Factual Reports, it is a report of 
the committees' activities and findings as the company sees them. 
 
 
The Company's Role in the Investigation 
 
The company will want to know the exact causes of the aircraft event.  Throughout the 
investigation, the On-Site Response Team Leader may choose to supplement the NTSB's 
efforts by authorizing a more thorough internal and private investigation in a specific area of 
interest.  The company will direct the supplemental investigations.  Their results, if 
significant, should be made available to the NTSB investigation. 
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GENERAL EMERGENCY PREPARATIONS 11  
 
 
The following outlines are designed for use as guidelines in preparation for a variety of 
common emergencies.  They are part of any comprehensive emergency response plan. 
 
 
Fire Emergencies 
 
Make certain the fire department has important information and a floor plan for your 
business including: 

• Staff/offices 

• Gas and electrical shut-offs 

• General backup equipment 

• Heavy equipment storage areas/obstacles 

• Your evacuation plan 

• A list of Hazardous Materials and their locations 

• Smoke Detectors/Fire Alarm System 

− Confirm they are effectively placed 

− Assure they are maintained to at least factory specifications (replace batteries 
routinely, etc.) 

• Confirm organization members know how the detection and alarm systems work 

(including activation and deactivation) 

• If the systems are commercially operated and maintained, make certain they do 
their jobs and your people know how to contact them 

• Fire Extinguishers 

− Confirm their types 

− Determine their applicability (right type for likely use) 

− Determine their locations are appropriate 

− Assure they are accessible 

− Conduct periodic training for entire staff on extinguisher use 

− Inspect and maintain extinguishers routinely 
 
 
Facility Evacuation Plan 
 

• Confirm evacuation routes. 

• Determine any equipment or documents that must be evacuated, if appropriate. 

• Designate a post evacuation meeting place. 

• Account for all members after the evacuation. 

• Conduct periodic evacuation drills. 

• Maintain a post-fire business plan. 
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• Be certain to have copies of key records that will be safe from a fire. 

• Develop a process to reestablish computer systems operation.  Maintain a full listing 
(include a video tape) of all equipment for insurance documentation. 

• Determine that your insurance coverage is adequate and routinely updated. 
 
 
Medical Emergencies 
 

• Confirm and make public knowledge the location of closest doctor's office/Emergency 
medical facility. 

• Confirm you have people on-staff that are qualified in First Aid, CPR, etc. 

• Conduct training programs for the above certificates. 

• Confirm location, accessibility, and condition of Emergency equipment: 

− Blood borne pathogens protection kit 

− First Aid Kits 

− Immobilization Kits/Trauma Kits 

− Eye wash/Haz Mat Kit 

• Review your OSHA/Workers Compensation requirements. 

• Ambulance/Rescue Squad 

− Confirm they know how to access your building. 

− Know their limits and competencies. 

− Let them know your staff's limits and competencies. 

• Equipment Emergencies/Accidents 

− Conduct emergency training on all equipment. 

− Establish notification procedures for equipment malfunctions/accidents. 

− Incorporate a facilities and ground operations accident prevention program. 
 
 
Natural (Act of God) Disasters 
 

• Determine types of natural disasters that can be expected in your area (i.e., 
earthquakes, floods, forest fires, hurricanes, tornadoes, etc.). 

• Confirm how your operation would be notified of impending disaster. 

• Establish and store emergency supplies (i.e., blankets, flashlights, battery powered 
radio, etc.). 

• Confirm evacuation plans for each different type of disasters. 

• Predetermine what measures must be taken to protect company assets in each 
disaster scenario (moving, storage, etc.). 

 
 
Personal Emergency Preparedness Checklist 
 

• Call Your Emergency Management Office or American Red Cross Chapter. 

• Find out which disasters could occur in your area. 
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• Ask how to prepare for each disaster. 

• Ask how you would be warned of an emergency. 

• Learn your community's evacuation routes. 

• Ask about special assistance for elderly or disabled persons. 

• Ask your workplace about emergency plans. 

• Learn about emergency plans for your children's school or day care center. 

(1) A place near your home in case of a fire. 

(2) A place outside your neighborhood in case you cannot return home after a 
disaster. 

• Take a basic first aid and CPR class. 

• Keep family records in a water and fireproof container. 
 
 
Prepare an Emergency Supplies Kit 
 
Assemble supplies you might need in the case of an evacuation.  Store them in an easy-to-
carry container such as a backpack or duffel bag.  Include: 

 A supply of water (one gallon per person per day).  Store water in sealed, 
unbreakable containers.  Identify the storage date and replace every six months. 

 A supply of non-perishable packaged or canned food and a non-electric can opener. 

 A change of clothing, rain gear, and sturdy shoes. 

 Blankets or sleeping bags. 

 A first aid kit and prescription medications. 

 An extra pair of eyeglasses. 

 A battery-powered radio, flashlight, and plenty of extra batteries. 

 Credit cards and cash. 

 An extra set of car keys. 

 A list of family physicians. 

 A list of important family information, the style and serial number of media devices 
such as pacemakers. 

 Special items for infants, elderly, or disabled family members. 
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INTERNATIONAL PREPARATION AND RESPONSE 12  
 
 
The challenges of an emergency response are compounded by the additional confusion 
infused by an international scenario.  These difficulties include such unique elements as: 

 Multiple time zones, 

 Physical inaccessibility, 

 Language and other communications barriers, 

 Diplomatic and political challenges, 

 Customs and cultural differences, etc. 
 
It is for these reasons and others that you must take extra steps to prepare and respond if 
you fly internationally. 
 
Preparation 
Identify your frequent international landing sites.  This should include typical destinations as 
well as customs stops and en route refueling locations. 
 
Support resources 
You should create a list of support resources that are available to you.  These resources can 
include support people and organizations both at home and abroad.  The list should contain 
names, day and night phone and facsimile numbers, addresses, etc. 
 
Company facilities and key personnel  
Company directories are typically available for the asking.  Focus on the most politically 
influential leaders and functional managers who can assist in the key areas of the response 
effort (i.e., human resources, public and government relations, legal, etc.). 
 
Company affiliates and influential friends of the company (suppliers, vendors, customers, 
partners, diplomats, politicians, law firms, public relations, etc.) - This will require specific 
inquiries and research.  Again, focus on the most politically influential leaders and functional 
managers who can assist in the key areas of the response effort. 
 
International offices of security firms and handling agents you may have on 
retainer 
These people already have a working knowledge of the international operational 
environment.  Rely on their expertise, experience, and influence.  If you normally don't use 
their services, it may be a good idea to pre-identify whom you would call upon and have 
some understanding and agreement for emergency services. 
 
International medical, legal, security, crisis interventionists, and other firms 
These may be organizations that your company currently uses or you may retain for 
support, just in case. 
 
International accident investigation consultants –  
These are specialists who can help in the immediate and long term.  There are U.S.-based 
organizations and internationally or locally based firms to consider.  It may be wise to 
identify a domestic firm that typically partners with on-site firms.  This can be particularly 
important when the local authorities are reluctant to cooperate with non-local experts. 
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US Embassy/Department of State/attaches/liaisons  
There is a directory available from the Department of State that includes up-to-date listings 
of names and direct access phone numbers for key desks within each embassy. 
 
International Red Cross/Red Crescent 
These organizations have a substantial international infrastructure that crosses nearly all 
political and social boundaries.  Their international directory is available through their 
regional offices. 
 
US military bases (air bases and others) 
Although the U.S. military is not a traditional resource for support, they can be called upon 
for emergency help.  Their assistance may require third party intervention (i.e., at the 
specific request of a member of Congress or the Senate, etc.). 
 
If you operate into any international location more than a couple of times each year, it 
makes sense for you to research any special legal or cultural quirks that could be aircraft 
event related.  For instance: 

 Some countries may hold flight crewmembers criminally liable for deaths and injuries 
in an aircraft event.  Determine if this may be an issue.  If so, decide what briefing 
and preparation must occur with crewmembers and operations personnel. 

 The quality of medical treatment for the injured and ill varies dramatically around the 
world.  It also may not be easy to get hospitalized patients repositioned without 
extraordinary efforts (medically, legally, diplomatically, and/or financially). 

 Many cultures have diverse customs and laws that impact care and transportation of 
the dead.  Some may require autopsies; others may forbid them.  Some may require 
immediate burial; others may assume immediate cremation is to be done. 

 
 
International Emergency Response Activities 
 
If an aircraft event occurs in an international environment, you must assume your role will 
be even less directive or influential than it would be in the U.S.  Their laws, customs, and 
infrastructure are not the same as ours.  We highly recommend you work through company, 
diplomatic and legal channels simultaneously to get the influential resources you and the 
victims need.  We suggest you start at the top (the most powerful and influential resources 
you can bring to bear as quickly as possible).  The speed and thoroughness of your 
response may be an issue of life and death as well as regional public relations. 
 
Be prepared to request extraordinary diplomatic support for such things as visas, etc.  Be 
certain that each member of your emergency response On-Site Team has a current passport 
and his or her shots are up-to-date.  Talk with your company or personal health care 
professional about the best ways to handle immunology issues (pre-event and post-event) 
and other medical concerns like food and water. 
 
Transportation and destination travel support (public or private) can be expedited by telling 
the providers and other organizations about the emergency status of your travel 
requirements. Commercial airlines, hotels, and others routinely accommodate these 
requests. 
 
Be prepared to take a non-aggressive and passive on-site role upon reaching an 
international event scene.  The technical complexities and social/political delicacies of the 
location may require you to make your greatest impact and contribution to the response 
process by orchestrating and coordinating local and third party support.  You must be 
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prepared to use extraordinary measures (with the advice and consent of home counsel) to 
get the results you need. 
 
As with a domestic response, plan to use an experienced aero medical charter service for 
repositioning injured passengers and crewmembers.  The airlines, diplomatic channels, and 
your local coroner can assist in the coordination and shipping of the remains of fatally 
injured passengers or crewmembers.  Due to the unique circumstances, it can be 
particularly important to have a company representative escort the casket(s) during the 
journey home.  This will help reduce the potential for confusion and embarrassing shipping 
errors. 
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AIRCRAFT ACCIDENT VERIFICATION FORM 
 
 
If you are notified that our aircraft is involved in an accident, immediately take the following actions: 
 
1. Obtain Initial Accident Information 
 
Accident reported by:  

Call back telephone number:  

Is the caller an eyewitness?  If not, how did they learn about the event?  

  

How did they know the aircraft belongs to this company?  

  

What was the time of the accident?  

What was the “tail number” of the aircraft?  

What is the specific location of accident?  

  

  

Get a brief description of nature/severity of accident:  

  

Was there a fire?  

How many people were injured and what are their injuries?  

  

  

 

Has Fire/Rescue been notified?  

Are they on the scene?  

Have the Police been notified?  

Are they on the scene?  

Is there an eyewitness we can contact? (name & number)  

  

Other significant facts:  

  

  

Received by:  Time:  Date:  

 
 
2. Notify the Emergency Operations Director, providing all available details of the accident.  

(See Emergency Operations Staff Telephone Directory, Appendix A-27.) 
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BOMB/TERRORIST THREAT FORM 
 
 
BACKGROUND DETAIL (circle as appropriate) 
 
ORIGIN OF CALL 
 

Pay Phone  Private Phone 
 
Internal Cell Phone 
 
Number Dialed by Caller:  
 

 
Caller’s Identity:  Sex  Approximate Age:  
 
VOICE CHARACTERISTICS 
 

Loud High Pitched Raspy Intoxicated 
 
Soft Deep Pleasant 
 

 
COMMAND OF LANGUAGE 
 

Excellent Good Fair Poor 
 
Foul Other:  
 

 
SPEECH 
 

Fast Distinct Stutter Slurred 
 
Slow Distorted Nasal Other 
  

 
ACCENT 
 

Local Foreign Regional Other 
 

 
MANNER 
 

Calm Rational Deliberate Coherent 
 
Righteous Angry Irrational Emotional 
 
Incoherent Laughing 
 

 
BACKGROUND NOISE 
 

Quite Trains Voices Music 
 
Kitchen Bedlam Aircraft Office Machines 
 
Party Atmosphere Other:  
 
Mixed Street Traffic Factory Machines Animals 
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BOMB/TERRORIST THREAT FORM CONTINUED: 
 
 
ASSESSMENT - ASSESSING OFFICER:  
 
CATEGORY OF WARNING 
 

 RED AMBER GREEN 
Action Taken: 
  

  

  

 
 
 
REPORT OF WARNING (TO BE COMPLETED BY THE RECIPIENT OF THE CALL) 
 
Received By:   Date/Time:   
 
Company:   Contact Tel. No.:   
 
MESSAGE (exact language used) 
  

  

  

 

 
 
THEN ASK THE FOLLOWING QUESTIONS 
 
1. WHERE IS THE BOMB? 
 

Office Hangar Area Aircraft 
 
Fuel Farm Fixed Based Operation Other:   
  

 

AIRCRAFT (N number) To:  

 From:  
Detail: 
  
  

  

 
 
 
2. WHEN WILL IT EXPLODE?  
 

Time:  Day:  Date:  
 
In Flight:  If Moved:   Other:   
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BOMB/TERRORIST THREAT FORM CONTINUED: 
 
 
3. WHAT DOES IT LOOK LIKE? 
 

Briefcase Carrier Bag Suitcase 
 
Box Other:   
  

 
 
4. WHY ARE YOU DOING THIS? 
 
  

  

  

  

  

 
 
 
5. WHO ARE YOU? 
 

Name:   
 
Organization:   
 
Where Are You Now?   
 
How May We Contact You: (Phone Number)   
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The following master checklist provides a template for your overall event response activities.  The flow 
and activities may not be identical to your situation but can provide helpful guidance.  Any element or 
activity of the process may be delegated, but each element must be accounted for. 
 X 

MASTER CHECKLIST/PROCESS FLOW SUMMARY 
 

RESPONSIBILITY TIME FRAME ACTION AND REFERENCE 

Initial Point of 
Contact 
 

Immediate Verify event/accident and that fire/rescue has been activated. 
• The Company’s Initial Response - Page 5 
• Aircraft Accident Verification Form (Appendix A-1) 

Initial Point of 
Contact 
 

Immediate Notify the Emergency Operations Director. 
• Emergency Operations Staff Telephone Directory 
 (Appendix A-27) 

Emergency 
Operations 
Director  

Immediate Activate the Emergency Response Plan and notify the 
Emergency Operations Center staff. 
• Activating The Emergency Operations Center - Page 6 
• Emergency Operations Staff Telephone Directory 
 (Appendix A-27) 

Emergency 
Operations 
Director 

Immediate Notify the On-Site Emergency Response Team. 
• Activating The Emergency Operations Center - Page 6 

Emergency 
Operations 
Director 

First Hour Brief the company switchboard operators. 
• Activating The Emergency Operations Center - Page 6 

Emergency 
Operations 
Director 

First Hour Emergency Center staff and the On-Site Team briefing and 
confirmation of checklists. 
• Activating The Emergency Operations Center - Page 6 
• The Company’s On-Site Response - Page 13 

Emergency 
Operations 
Director 

First Hour Confirmation aircraft passenger/crew manifest. 
• Developing a Reliable Passenger and Crew List - Page 5 

Next of Kin 
Coordinator 

First Hour Notify the next of kin. 
• Notifying Next of Kin - Pages 10, 19-21 

Next of Kin 
Coordinator 

First Hour - 
Ongoing 

Assign Family Liaisons and provide next of kin immediate 
support. 
• Notifying Next of Kin - Pages 10, 19-21 

Emergency 
Operations 
Director 

First Hour-
Ongoing 

Notify company top management and support organizations 
and periodically give briefings. 
    
    
    
    
    
  The VanAllen Group, Inc.  
• Aircraft Accident Verification Form 
• Emergency Operations Staff Telephone Directory 

Staff/Company (Appendix A-27) 
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MASTER CHECKLIST/PROCESS FLOW SUMMARY CONTINUED: 
 

RESPONSIBILITY TIME FRAME ACTION AND REFERENCE 

Emergency 
Operations 
Director 

First Hour Decision on deployment of On-Site Team. 

Flight Department 
Representative 

First Hour Transport On-Site Team and On-Site Emergency Response Kit 
to the event scene.  Coordinate all travel arrangements. 

Emergency 
Operations 
Director 

First Hour Communicate with the on-site authorities for information and 
names/numbers of key personnel. 
  Fire-Rescue 
  Police 
  Hospital(s) 
  Coroner 
  NTSB 

Emergency 
Operations 
Director 

First Hour Verify that the event site has been secured and determine if 
supplemental private support is necessary. 
• Securing the Site - Page 13 

Flight Department 
Representative 

First Hour Secure all documents related to the event. 
• Flight Department Representative Checklist (Appendix A-

13) 
Public Relations 
Representative 

First Hour -
Ongoing 

Establish Top Management, employee, and public 
communications. All public statements and press releases are 
cleared through the Emergency Operations Director. 
• Notifying Management - Page 5 
• Understanding the News Media - Pages 11, 24-26 

Emergency 
Operations 
Director, Flight 
Department 
Representative 

First Hour Confirm notification of: 
  FAA 
  NTSB 
  Insurer 
  Technical/management support 
  Psychological support network 
  Airframe manufacturer 
  Engine manufacturer 
  Avionics manufacturer 
  Last Fixed Base Operator (for possible fuel 
  contamination) 
  Aircraft’s next destination greeters and passengers 

Emergency 
Operations 
Coordinator 

Next Few 
Hours 

Track location and phone numbers of all victims, survivors, on-
site company representatives, and other key people. 
• Victim Response Participant Locator Form (Appendix A-

29) 
Next of Kin 
Coordinator 

Next Few 
Hours 

Be prepared to support the compilation of necessary victim 
identification information.  Act only upon request of authorities. 
• Identifying Victims - Page 16 

Risk Management 
Representative, 
Corporate Travel 

Next Few 
Hours - 
Ongoing 

Provide follow-up survivor and next of kin support services, 
including travel and lodging arrangements, etc. 
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MASTER CHECKLIST/PROCESS FLOW SUMMARY CONTINUED: 
 

RESPONSIBILITY TIME FRAME ACTION AND REFERENCE 

Emergency 
Operations 
Director 

Short Term-
Ongoing 

Assure psychological support services for Emergency Center 
Team, On-Site Team, Next of Kin Notifiers, Family Liaisons, 
and anyone else exposed to traumatic stress. 
• Notifying The Next of Kin - Page 19 - 21 

Next of Kin 
Coordinator 

Short Term Transfer of injured survivors to preferred care facilities. 
• If There are Injured Passengers/Crew - Page 22 

Next of Kin 
Coordinator 

Short Term Coordinate and support, as requested, the transfer of fatal 
victims to the preferred mortuary. 
• If There Are Deceased Passengers/Crew - Page 22 

Emergency 
Operations 
Director 

Short Term Confirm that all tasks in the Master Checklist/Process Flow 
Summary are complete.  Confirm that each Representative has 
completed his or her checklists. 

Emergency 
Operations 
Director 

Short Term Deactivate the Emergency Operations Center. 

Risk Management 
Representative 

Short Term Coordinate the disposition of the wreckage with NTSB and 
insurer. 

Risk Management 
Representative 

Short Term Coordinate cleanup of toxic spills and disposal of hazardous 
materials with EPA. 

Risk Management 
Representative 

Short Term Coordinate any quick-settlement provisions with insurer. 

Flight Department 
Representative 

Short Term-
Ongoing 

Participate in initial NTSB investigation and briefings, and 
attend NTSB Accident Investigation hearings. 
• The Accident Investigation – Pages 27 - 30 

Flight Department 
Representative 

Short Term Perform an independent investigation, if warranted. 
• The Accident Investigation – Pages 27 - 30 

Emergency 
Operations 
Director, Staff 

Long Term Review the event response policies and procedures, and the 
operational polices and procedures. 

Emergency 
Operations 
Director, Staff 

Long Term Review the Emergency Response Plan and make necessary 
changes. 

Flight Department 
Representative 

Long Term Brief company management on accident investigation findings 
and on conclusions of various policy reviews. 
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The Emergency Operations Director establishes the Emergency Operations Center and coordinates the 
company’s response to an emergency.  To learn more about this role turn to (Chapters 4 & 5 - 
Emergency Operations Center and Chapter 6 - Key Roles) Emergency Operations Director. 
 

EMERGENCY OPERATIONS DIRECTOR CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Activate the Emergency Operations Center at Headquarters. 

 Immediate Notify the Emergency Operations Center Staff. 

 Immediate Proceed immediately to the Emergency Operations Center. 

 Immediate Review the Aircraft Accident Verification Form (Appendix A-1). 

 Immediate Gather information and brief the Emergency Operations Center 
Staff and the On-Site Team on all known facts about the event. 

 First Hour Designate an Administrative Assistant. 

 First Hour Brief switchboard operator(s) on situation and explain how to 
handle incoming calls about the event - Page 6. 

 First Hour Call Emergency Services (police/fire department) at the event 
location to verify that an event has occurred and that fire and 
rescue services have been activated.  Gather additional 
information. 

 First Hour Verify that the event site has been secured - Page 15. 

 First Hour Notify top management. 

 First Hour Determine if there are ground victims involved in the event.  If 
so, direct the Next of Kin Coordinator to take charge of all 
matters dealing with the ground victims. 

 First Hour Direct the Next of Kin Coordinator to prepare the Passenger 
and Crew and Status Report – (Appendix A-21). 

 First Hour Confer with the On-Site Team Leader to determine: 
  The makeup of the On-Site Team. 
  The best method of transportation to the event scene. 
  Potential sites for the On-Site command post at the 
  scene. 

 First Hour Determine when to release the list of fatalities to the public.  
The Next of Kin and Public Relations Representative will assist 
in this process. 
NOTE:  You are not required to release the entire passenger 
manifest. 

 Next Few Hours -
Ongoing 

Establish appropriate public communications.  Clear all event-
related press releases or statements to the public and to 
employees. 
NOTE:  The Emergency Director may coordinate the activities 
of all public relations representatives. 

 Next Few Hours - 
Ongoing 

Approve and disburse relevant company funds in support of 
post-event activities. 
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EMERGENCY OPERATIONS DIRECTOR CHECKLIST CONTINUED: 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Next Few Hours Notify other company management and support organizations. 
Periodically update designated company members.  The Legal 
Coordinator will assist with this process. 
 
    
    
    
    
    
    
    
    
    
    
    
  The VanAllen Group, Incorporated  
 

 Next Few Hours Verify that all victims are receiving appropriate support 
services. 

 Next Few Hours Verify that all next of kin are receiving appropriate support 
services. 

 Next Few Hours Verify that the On-Site Team Leader or another appropriate 
company employee will be a party to the investigation on the 
NTSB’s primary investigating committee.  Ensure that 
appropriate individuals represent the company in investigation 
subcommittees. 

 Next Few Hours - 
Ongoing 

Verify that all company and On-Site Team members are 
receiving appropriate support services, including food, shelter, 
transportation, financial services, rest facilities, and 
psychological support. 

 Short Term Terminate the company emergency response and deactivate 
the emergency organization. 

 
 

EMERGENCY OPERATIONS DIRECTOR: AFTER THE EMERGENCY 
 
 
Short Term Oversee the company’s ongoing review, investigation, and report of the event. 

Long Term Evaluate the company’s response to the event and the effectiveness of the 
Emergency Response Plan.  Consider improvements in the emergency procedures 
while events are fresh in the minds of all participants. 
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The Emergency Operations Coordinator’s main responsibility is to assist the Emergency Operations 
Director in ensuring that all event-related tasks are being promptly accomplished and coordinate the 
activities of the Emergency Operations Center Staff.  To learn more about this role turn to (Chapter 6 - 
Key Roles) Emergency Operations Coordinator. 
 

EMERGENCY OPERATIONS COORDINATOR CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Proceed immediately to the Emergency Operations Center. 

 Immediate Verify that the Center’s emergency phones and other support 
equipment work correctly. 

 Immediate Review the Aircraft Accident Verification Form. 

 Immediate Establish the Emergency Operations Center if warranted be 
contacting staff  
(Emergency Operations Staff Telephone Directory in Appendix 
A-27). 

 Immediate Designate an Administrative Assistant. 

 First Hour Verify that the On-Site Team Leader knows the time and point 
of departure. 

 First Hour Coordinate all accommodations, transportation, and travel 
arrangements to and from the scene. 

 First Hour Coordinate with the Flight Department Representative to ship 
the Company Emergency Kit to the event scene. 

 First Hour Create the Passenger and Crew Status Report; see Appendix 
A-21. 

 First Hour- 
Ongoing 

Disseminate all phone numbers, bulletins, and announcements 
with in the Emergency Operations Center. 

 Next Few 
Hours 

Notify Emergency Operations staff of the event expense 
account number assigned by the company’s Financial Officer. 

 Next Few 
Hours 

Prepare a duty roster and time schedule for staffing the 
Emergency Operations Center (approved by the Emergency 
Operation Director). 

 Next Few 
Hours 

Verify when the coroner and the NTSB/FAA have completed 
their examinations of the deceased passengers and crew.  
Coordinate with mortuary at the event location to provide 
services.  The Emergency Operations Director must authorize 
any agreement with the mortician. 

 Next Few 
Hours 

Confer with the Emergency Operations Director to determine 
the need for a company representative to accompany the 
deceased in transit. 
NOTE:  Be sure that you always know the exact location of 
each victim. 

 Ongoing Monitor the progress of all checklists and advise the Director of 
any inconsistencies or items that need additional response. 

 Ongoing Procure or coordinate any items or services required by the On-
Site Response Team, including transportation, hotel rooms, 
meals, auto, equipment rentals, and supplies at the scene. 

 Short Term Coordinate airline transportation of caskets from the Coroner to 
the mortuary of family’s choice. 
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The Public Relations Representative reports to the Emergency Operations Director and is responsible 
for handling all media inquiries.  To learn more about this role turn to (Chapter 6 - Key Roles) Public 
Relations Representative.  To learn more about the public communications process turn to (Chapter 9 
- Understanding the News Media). 
 

PUBLIC RELATIONS REPRESENTATIVE CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Proceed immediately to the Emergency Operations Center and 
report to the Director. 

 First Hour Provide the name and phone number of the appropriate 
company spokesperson to all affected employees.  Employees 
should then refer all media inquiries to that individual. 

 First Hour- 
Ongoing 

Clear all statements for the public and employees with the 
Emergency Operations Director.  For the duration of the 
emergency operation, you will continue to monitor the situation 
as it develops, providing updates as necessary to media and 
other outside agencies. 

 First Hour Notify switchboard operators and the Emergency Operations 
Center of your telephone number so they can refer media 
inquiries to you or your designated spokesperson. 

 First Hour Designate a Public Relations team member to travel with the 
On-Site Response Team to the event scene, if necessary. 

 First Hour Establish and staff news centers at the Emergency Operations 
Center, event scene, and other locations (i.e., local hotel) as 
warranted. 

 First Hour- 
Ongoing 

Prepare deliberate and timely update bulletins and distribute 
them to Company employees. 

 First Hour Obtain the passenger/crew status report from the Emergency 
Operations Coordinator. 

 Next Few 
Hours 

When the passenger/crew list is complete and the notification 
of the next of kin has been accomplished, obtain Emergency 
Operations Director’s approval to give the list of fatalities to 
news media who request it. 
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The Risk Management Representative is responsible for working with the rest of the Emergency team 
on issues that relate to insurance aspects of the event.  To learn more about this role turn to (Chapter 
6 - Key Roles) Risk Management Representative. 
 

RISK MANAGEMENT REPRESENTATIVE CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Proceed immediately to the Emergency Operations Center. 

 First Hour If appropriate, direct extensive photography of the aircraft 
wreckage to include the aircraft interior, if possible, the exterior 
and the surrounding vicinity. 

 Short Term After the NTSB has released the aircraft, assist the insurance 
company representative to move it to a repair facility or 
salvage location. 

 Short Term If the aircraft is determined to be “destroyed”, confirm the 
destruction of the airframe and subsystem data plates (to 
prevent their future use and resulting liability). 
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The Flight Operations Representative reports to the Emergency Operations Coordinator.  To learn more 
about this role turn to (Chapter 6 - Key Roles) Flight Operations Representative.  Upon notification of 
an emergency situation, the Flight Operations Representative will take the following actions: 
 

FLIGHT OPERATIONS REPRESENTATIVE CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 
 Immediate Proceed immediately to the Emergency Operations Center. 
 First Hour Verify that the offices of the NTSB and the FAA closest to the 

event scene have been notified about the event. 
 First Hour If fuel is a possible factor in the event, contact the last Fixed 

Base Operator used to fuel the aircraft.  Confirm their role and 
inform them of the event so they can verify that the fuel is not 
contaminated and will not jeopardize other aircraft. 

 First Hour Arrange shipment of the On-Site Emergency Kit to the event 
scene. 

 First Hour Instruct the Maintenance and Flight Departments to secure the 
following documents.  “Secure” means locked up and 
unamended.  Collect copies of documents that relate directly to 
the affected flight. 
Maintenance: 
  All technical manuals and handbooks applicable to the 
  event or aircraft involved 
  Applicable manufacturers maintenance manual 
  Maintenance irregularity reported for 30 days  
  preceding the event 
  Overhaul records and inspection reports of airframe, 
  engines and equipment 
  Pre-Flight inspection records 
  Maintenance and repair sheets 
  Radio and instrument inventory (list of components,  
  when installed and last checked) 
Flight Department: 
  Flight Operations Manual 
  Flight crew operating manual 
  Flight plan 
  Flight crew personnel files, including flight training 
  records 
  Most recent physical exam of flight crew members 
  Flight crew history - brief outline covering record as  
  pilot with the company, military experience, years as 
  Captain, First Officer, latest flight check of each pilot  
  involved, etc. 
  Loading chart and procedures for use (weight and 
  balance) 

 Short Term Prepare an internal event report, including the work and 
conclusions of the committees. 

 Short Term Maintain On-Site Emergency Kit inventory and assure it has 
been replenished after use. 

 Ongoing Keep the Emergency Operations Director informed of the 
progress of the NTSB investigation. 

 Ongoing Continue to communicate with the NTSB and FAA until their 
activities are complete and event reports are published. 
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The Maintenance Representative reports to the Flight Operations Representative.  To learn more about 
this role turn to (Chapter 6 - Key Roles) Maintenance Representative. 
 

MAINTENANCE REPRESENTATIVE CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Proceed immediately to either the Emergency Operations 
Center or to the Flight Department offices. 

 First Hour Obtain all aircraft maintenance records required by the FAA and 
NTSB. 

 First Hour Determine the location and status of the On-Site Emergency Kit 
and its availability for shipping. 

 First Hour Designate and locate a qualified mechanic to serve as an On-
Site Team Member. 
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The Next of Kin Coordinator reports to the Emergency Operations Coordinator.  To learn more about 
this role turn to (Chapter 6 - Key Roles) Next of Kin Coordinator.  Upon notification of an emergency 
situation, the Next of Kin Coordinator will take the following actions: 
 

NEXT OF KIN COORDINATOR CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 First Hour Proceed immediately to the Emergency Operations Center. 

 First Hour Confer with the Director and the Flight Operations 
Representative to develop and confirm an accurate 
passenger/crew manifest and status report as quickly as 
possible. 

 First Hour Coordinate the assignment of Notifiers and the notification of 
the next of kin of the passengers and crew injured or killed in 
the event. 
NOTE:  The Emergency Operations Director must approve this 
step. 

 Next Few 
Hours 

Monitor the progress of the Notifications.  Stay aware of who 
has not yet been notified. 

 Next Few 
Hours 

Remind all personnel, including Family Liaisons, to keep 
accurate and complete records of all contacts with the next of 
kin. 

 Next Few 
Hours 

Assign and coordinate the activities of the Family Liaisons. 

 Next Few 
Hours 

  Establish and maintain a filing system with one folder  
  per passenger/crew member. 
  Maintain a chart with summary information on each  
  person with the following headings: 

• Passenger/crew member name, 
• Next of Kin, 
• Name of Notifiers, 
• Name of Liaison, 
• Hospital (for injured), 
• Coroner or morgue, 
• Mortuary, 
• Etc. 

NOTE:  This information must not be accessible to the public. 
 Ongoing Coordinate the liaison between the company, the next of kin, 

the responsible County Coroner’s office, and the contracted 
mortuary. 

 Ongoing Make sure any information about the injured that is sent to the 
hospital or the Coroner’s office is also copied for the Company’s 
permanent file. 

 Ongoing Monitor the next of kin and company representatives for signs 
of Post- Traumatic Stress symptoms and provide psychological 
support. 

 Short Term If requested, contact the deceased’s doctors and dentists to 
acquire x-rays or other records that the Coroner may request 
to identify victims.  Alternatively, coordinate communications 
between the Coroner and the deceased’s family.  Assure these 
records are forwarded to the Coroner.  
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The On-Site Team Leader reports to the Emergency Operations Coordinator and is the Company 
Official in Charge of all Company activities at the event scene.  To learn more about this role turn to 
(Chapter 6 - Key Roles and Chapter 7 - On-Site Response) On-Site Team Leader.  To learn more about 
the Company’s response at the event scene turn to (Chapter 7 - On-Site Response) The Company’s 
On-Site Response. 
 

ON-SITE TEAM LEADER CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Report to the Emergency Director at headquarters, or by 
telephone, with your personal On-Site Response Kit. 

 Immediate Verify that other members of the On-Site Team have been 
notified to report to the designated assembly point. 

 First Hour Participate, in person or by phone, in the Emergency Center 
staff briefing to learn all known facts about the event. 

 First Hour   The makeup of the emergency team. 
  The best method of transportation to the event scene. 
  The potential sites for the emergency team command  
  post at the scene. 

 First Hour Verify that On-Site Team members know their departure point 
and estimated time of departure and confirm that the 
Emergency Operations Coordinator has arranged 
transportation. 

 First Hour Draw individual cash travel advance. 

 Next Few Hours Deploy with the On-Site Team to the event site. 

 Next Few Hours Identify yourself to the local emergency authority in charge, 
and to any NTSB/FAA representatives. 

 Next Few Hours Verify that the event site has been secured and protected - 
Page 15. 

 Next Few Hours Ensure that Cockpit Voice Recorder (CVR)/Flight Data Recorder 
(FDR) records are protected 

 Next Few Hours Establish a company field command post at or near the event 
scene. 

 Next Few Hours- 
Ongoing 

While on-site, communicate frequently with Emergency 
Operations Director. 

 Next Few Hours When the NTSB accident investigation team arrives, assume 
the duties of the company principal as a party to the 
investigation - Page 28. 

 Next Few Hours Attend the initial NTSB investigation briefing. 

 Next Few Hours Appoint the appropriate company personnel to serve on the 
various investigating committees established by the NTSB - 
Page 28. 

 Ongoing Attend all daily NTSB briefings and all hearings.  Monitor the 
progress of the NTSB investigation and all investigative 
committees. 

 Variable If any additional/supplemental investigation is needed, get 
company authorization for additional work - Page 30. 

 Short Term Direct the company representatives on the committees to 
gather information for an event report (including their NTSB 
committee’s activities) for company review - Page 30. 
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The Assistant On-Site Team Leader plays an important role at the scene of the event.  While the Team 
Director is in overall charge at the event scene, coordinating scene activities with the outside agencies 
will monopolize his or her time.  Therefore, the Assistant On-Site Team Leader’s responsibility is to 
maintain the field command post and to provide support for other members at the scene.  To learn 
more about this role turn to (Chapter 6 - Key Roles) Assistant On-Site Team Leader.  To learn more 
about the Company’s response at the event scene turn to (Chapter 7 - On-Site Response) The 
Company’s On-Site Response. 
 

ASSISTANT ON-SITE TEAM LEADER CHECKLIST 
 

INITIALS TIME FRAME ACTION AND REFERENCE 

 Immediate Proceed to the Operations Control Center or assembly-point 
and bring personal On-Site response kit. 

 First Hour Draw sufficient funds to meet immediate financial needs at the 
event site. 

 First Hour Verify shipment of the On-Site Emergency Kit to the event site. 
 First Hour Meet the On-Site Response Team at the assembly point. 
 First Hour At event scene, immediately set up communications with the 

Emergency Operations Coordinator. 
 First Hour Coordinate with private security to establish a field command 

post that allows you to control all access (i.e., no media) to the 
event scene. 

 First Hour Verify the passenger and crew status report information - 
Appendix A-21. 

 First Hour Give the updated Passenger and Crew Status Report to the On-
Site Team Leader for relay to the Emergency Operations 
Coordinator. 

 Next Few Hours Ensure support to surviving, non-hospitalized passengers.  This 
support may include temporary lodging and arrangements for 
travel. 

 Next Few Hours Determine if there are EPA-related issues associated with the 
event (i.e., fuel spills or other hazardous materials).  If so, 
have the Director designate an EPA Representative to address 
these issues. 

 Next Few Hours Procure necessary administrative supplies and other related 
supplies, including gloves, masks, vests, or tools. 

 Next Few Hours Ensure food service for the workers at the site. 
 Ongoing Record the main events each day.  Take notes and keep logs of 

visitors and telephone calls.  Use Communications Log Form - 
Appendix A-20. 

 Ongoing Coordinate future financial requirements with the On-Site Team 
Leader, (i.e., establish a local bank account). 

 Ongoing Make all necessary cash disbursements and keep accurate 
records of such expenditures.  Reimburse participants for out-
of-pocket expenses made at the scene. 

 Ongoing Meet any next of kin who come to the event location.  
Coordinate with the Next of Kin Coordinator. 

 Ongoing Keep accurate records of all next of kin and other visitors who 
visit the location (scene, hospital, morgue, etc.).  Include 
name, room number, check-in and checkout dates and times, 
and relationship to relevant passenger or crewmember. 

 Short Term Assist the Risk Management Representative with disposition of 
the aircraft wreckage with insurance company representative 
and the NTSB.  Assist in the location of a storage facility 
(suitable to the FAA/NTSB) to house wreckage until final 
disposition. 
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COMMUNICATIONS LOG FORM 
 
 
Your Name:  
 
1. Time:   Call from/to:   
Discussion:   
  
 
2. Time:   Call from/to:   
Discussion:   
  
 
3. Time:   Call from/to:   
Discussion:   
  
 
4. Time:   Call from/to:   
Discussion:   
  
 
5. Time:   Call from/to:   
Discussion:   
  
 
6. Time:   Call from/to:   
Discussion:   
  
 
7. Time:   Call from/to:   
Discussion:   
  
 
8. Time:   Call from/to:   
Discussion:   
  
 
9. Time:   Call from/to:   
Discussion:   
  
 
10. Time:   Call from/to:   
Discussion:   
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PASSENGER AND CREW STATUS REPORT 
 
 
1. Pilot-in-Command’s name:   

Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
 

2. Second-in-Command’s name:   
Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
 

3. Flight Attendant’s name:   
Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
 

4. Passenger’s name:   
Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
 

5. Passenger’s name:   
Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
 

6. Passenger’s name:   
Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
 

7. Passenger’s name:   
Status:   
Current location/date/time:   
Home address:   
Phone number:   
Next of kin & Contact number:   
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DEATH CERTIFICATE INFORMATION FORM 
 
NOTE: Provide all Information: 
 
1. Name:   
 First Middle Last  

2. Gender:   

3. Race:   

4. Name and birthplace of father:   

5. Name and birthplace of mother:   

6. Citizen of what country:   

7. Social Security Number:   

8. Marital Status (married, never married, divorced):   

9. Name of survivor spouse (if wife, maiden name):   

10. Primary occupation:   

 (If retired, longest type of employment) 

11. Number of years in occupation:   

12. Employer or if self-employed so state:   

13. Kind of industry or business:   

14. Usual residence (street address):   

15. City/town of usual residence:   

16. State:   

17. Name, address, and relationship of information provider:   

 Name:   

 Address:   

 Relationship:   

18. Disposition (burial or cremation):   

19. Name and city, state or country of cemetery or crematory:   

  

  

20. Name of receiving mortuary (address if possible):   

  

  

21. Name of preparer:   
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MEDICAL EXAMINATION AND TREATMENT REFUSAL FORM 
 
 
The following passengers/crewmembers on a company flight to   
on   have been offered medical treatment or assistance on the day 
and at the time indicated below, and have refused such treatment or assistance: 
 
 
 DATE TIME NAME/ADDRESS OF  SIGNATURE OF PASSENGER 
          PASSENGER (if obtainable) 
 
1.  

2.  

3.  

4.  

5.  

6.  

7.  

8.  

9.  

10.  

11.  

12.  

13.  

14.  

15.  

16.  

17.  

18.  

19.  

20.  
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EMERGENCY MESSAGE FORM 
 
This message form is to be used by the Switchboard Operator.  Give no information pertaining to the 
emergency.  Fill out the form and advise the caller to whom you are referring the call in case of 
disconnect. 
 
 

Date Time Phone 
Contact(s) Subject of Call 

Message (Note: Include 
the relationship between 
caller and the subject.) 

Referred to: 
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NEXT OF KIN NOTIFICATION FORM 
 
 
CREW/PASSENGER’S NAME:   
 First Middle Last  

NOK NOTIFIED:   
 First Middle Last  

Address:   

  

  

Phone Number: ( )   
  (Area Code) 
 
 
RELATIONSHIP TO CREW/PASSENGER:   

NOTIFICATION MADE BY:   

Date of Notification:   

Time of Notification:   
 
CONDITION OF CREW/PASSENGER REPORTED INITIAL NOTIFICATION:   

  

  

  

  

  
 
FOLLOW-UP CONDITION, NEXT OF KIN NOTIFICATION:   

  

  

  

  

  
 
ASSESSED NEEDS:   

  

  

  

  

 
  
AGREED TO AND COMPLETED BY: 
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SURVIVOR CONDITION FORM 
 
 
1. 

Name:  

Injuries: 
 

 

Treatment: 
 

 

Attended By:  

Transported To:  

Liaison/Date/Time:  

 
2. 

Name:  

Injuries: 
 

 

Treatment: 
 

 

Attended By:  

Transported To:  

Liaison/Date/Time:  

 
3. 

Name:  

Injuries: 
 

 

Treatment: 
 

 

Attended By:  

Transported To:  

Liaison/Date/Time:  

 
Action:  Complete and forward to Emergency Operations Director via secure mode. 



THE EMERGENCY RESPONSE PLAN 
APPENDIX 

 

© 2011 The VanAllen Group, Inc.  Page A-25 

EMERGENCY OPERATIONS STAFF 
TELEPHONE DIRECTORY 

 
 

 
POSITION 

PRIMARY/ 
ALTERNATE 

 
NAME 

 
OFFICE 

 
HOME 

 
OTHER 

Emergency Operations 
Director 

P 
A 

    
    

Flight Operations 
Representative 

P 
A 

    
    

Next of Kin Coordinator P 
A 

    
    

Emergency Operations 
Coordinator 

P 
A 

    
    

Public Relations 
Representative 

P 
A 

    
    

Corporate Security 
Representative 

P 
A 

    
    

On-Site Team Leader P 
A 

    
    

Maintenance 
Representative 

P 
A 

    
    

Legal Representative P 
A 

    
    

Emergency Operations 
Administrative Assistant  

P 
A 

    
    

Emergency Operations 
Administrative Assistant 

P 
A 

    
    

Company Leader P 
A 

    
    

Company Leader P 
A 

    
    

Company Leader P 
A 

    
    

 
 



THE EMERGENCY RESPONSE PLAN 
APPENDIX 

 

© 2011 The VanAllen Group, Inc.  Page A-26 

TELEPHONE NUMBERS, OTHER 
 
 

ORGANIZATION & CONTACT PRIMARY NUMBER SECONDARY NUMBER 

The VanAllen Group, Inc 
Peter v. Agur, Jr., Managing Director 

 
(770) 507-5001 

 
(404) 405-8137 

Crisis Support 
 

 
 

 
 

National Transportation Safety Board, (NTSB) 
 

 
 

 
 

Federal Aviation Agency (FAA) 
 

 
 

 
 

Airport Police Department 
 

 
 

 
 

Airport Fire-Rescue Department 
 

 
 

 
 

Airport Control Tower 
 

 
 

 
 

City/County Police Department 
 

 
 

 
 

Other Fire-Rescue Departments 
 

 
 

 
 

Other Control Towers 
 

 
 

 
 

Aviation Attorney 
 

 
 

 
 

Insurance Broker/Agent 
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VICTIM AND RESPONSE PARTICIPANT LOCATOR FORM 
 
 
Use this form to track the location of response participants and victims, (both survivors and fatalities). 
 

Name Location Phone 
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