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Part 1

Introduction



NO AIRLINE IS EVER
IMMUNE TO AN
ACCIDENT



NO ONE CAN PLAN IN A
MOMENT



Course Structure



Course Structure

 DayOne
— Introduction
— legal Issues (Part 2],
— Manual Content & Individual Responsibilities (Part 4)
— ERP as part of SMS Frame work (Part 3),
— ERP Priorities & Challenges



Course Structure

* DayTwo
— Introduction (SEC & DSP]
— Manual Content & Individual Responsibilities (Part 4)
— On-Site Post-Accident Organization & Go Teams (Part 9)
- Humanitarian Response (Part 6)



Part2

Legal Issues and Basic
Requirements



|ATA Standards
|IOSA Requirements



ORG, FLT, DSP, CAB,
MNT, CGO, GRH, SEC



4 Emergency Response

4.1 Emergency Response Plan

ORG 4.1.1 The Operator shall have a corporate
emergency response plan (ERP) for the central
management and coordination of all activities
should it be necessary to respond to a major
aircraft accident or other type of adverse event
that results in fatalities, serious injuries,
considerable damage and/or a significant
disruption of operations.




An emergency (or crisis) response plan is based

upon an assessment of risk appropriate to the size
and type of operations, and includes consideration
of a major aircraft accident and other potential
aircraft and/or non-aircraft events that would
require a full corporate emergency response.



In some states, emergency or crisis response Is
assumed by a governmental authority rather than
by the operator. In such case, an emergency
response plan focuses on and addresses
interaction with and/or participation in the
governmental response to an emergency or crisis.



Effective ERP (1)
Includes:

* Industry best practices, and

* Ensures community expectations are
addressed.



Additionally, an ERP (2)

* Specifies general conditions for implementation
* Provides a frame work for an orderly implementation

* Ensures proper coordination with external entities at
all potential locations

e Addresses all potential aspects of an event, including
casualties



Additionally, an ERP (3)

 Ensures regulatory requirements associated with
specific events are satisfied

 Provides a scenario for the transition back to normal
operations

 Ensures regular practice exercises as a means to
achieve continual improvement



ORG 4.1.2

The Operator shall have a designated manager with
appropriate qualifications and authority to manage
and be responsible for the development,
implementation and maintenance of the corporate
ERP.




The exact title of the manager designated as
responsible for the corporate ERP may vary

depending on the organization.



In order to manage a corporate ERP, an individual's
qualifications would typically include training and
background experience that ensures the requisite

knowledge in emergency response principles.

Such experience and knowledge is necessary, even
though various ERP functions are typically
delegated to designated personnel throughout the
management system.



ORG 4.1.3

If the Operator has individual departmental or
station emergency response plans within the
organization, the Operator shall ensure such
individual plans are coordinated with the overall
corporate emergency response plan under the ERP
manager.




Certain operational departments might have
individual ERPs, especially where departments are
located remotely (e.g. maintenance or cargo).

Station ERPs might be individually tailored to meet
varying requirements at each station.

Coordination is always required to ensure each

individual ERP within an operator's organization
contains or addresses the applicable common
elements of the corporate ERP.



ORG 4.1.4

The Operator shall ensure the ERP as specified in
ORG 4.1.1 includes provisions for the appropriate
coordination with the emergency response plans of
other applicable organizations relevant to the
particular event or crisis.




An ERP typically defines

e Coordination procedures for action by key
personnel

e External entities that will interact with the
organization during emergency situations

e ERPs of external entities that will require
coordination

e Method(s) of establishing coordination with

external ERPs. Expanded guidance may be found in the ICAO
SMM Document 9859.



Handling the Incident
The Four C’s
Communication,
Co-ordination
Command and
Control



ORG 4.1.10

The Operator shall have a process in the ERP to
provide an accurate manifest to the appropriate
authorities in the event of an aircraft accident.
Such manifest shall list crewmembers, passengers
and cargo, to include dangerous goods.




ORG 4.1.12

The Operator shall have published procedures and
assigned responsibilities to ensure a coordinated
execution of the corporate ERP.




ORG 4.1.12 Cont'd
Personnel are typically assigned with specific
responsibilities through-out the organization for
the implementation of procedures associated with
the ERP. Such responsibilities and procedures

might include:



e Assemblage of required personnel

 Travel arrangements

 Provision of facilities, equipment and other resources

* Humanitarian and other assistance to individuals involved
e Management of continuing normal operations

e Control of areas impacted by the event

e Liaison with relevant authorities and other external entities



The following areas would normally be considered in developing
plans for liaison with external entities associated with any event:
 Fire » Police * Ambulance ¢ Coastguard and other rescue
agencies ¢ Hospitals and other medical facilities ¢ Medica
specialists * Civil aviation or defense agencies ¢ Poison contro
centers ¢ Chemical or radiation specialists * Environmenta
agencies ° Insurance companies.

Additionally, contact and arrangements are typically made with
certain operational business partners, including code share and
wet lease operators.




Emergency response planning is an element of the
Safety Policy and Objectives component of the
SMS framework.



Part3

ERP as part of SMS
Framework



COMPONENT 1.0 SAFETY POLICY AND OBJECTIVES

ELEMENT 1.1 SAFETY POLICY

ELEMENT1.2 MANAGEMENT COMMITMENT AND SAFETY
ACCOUNTABILITIES

ELEMENT 1.3 KEY SAFETY PERSONNEL

ELEMENT 1.4 EMERGENCY PREPAREDNESS AND RESPONSE

ELEMENT 1.5 SMS DOCUMENTATION AND RECORDS



COMPONENT 2.0 SAFETY RISK MANAGEMENT (SRM)

ELEMENT 2.1 HAZARD IDENTIFICATION AND ANALYSIS
PROCESS 2.1.1 SYSTEM DESCRIPTION AND TASK ANALYSIS
PROCESS 2.1.2 IDENTIFY HAZARDS

ELEMENT 2.2 RISK ASSESSMENT AND CONTROL

PROCESS 2.2.1 ANALYZE SAFETY RISK

PROCESS 2.2.2 ASSESS SAFETY RISK

PROCESS 2.2.3 CONTROL/MITIGATE SAFETY RISK



COMPONENT 3.0 SAFETY ASSURANCE
ELEMENT 3.1 SAFETY PERFORMANCE MONITORING AND MEASUREMENT
PROCESS 3.1.1 CONTINUOUS MONITORING
PROCESS 3.1.2 INTERNAL AUDITS BY OPERATIONAL DEPARTMENTS
PROCESS 3.1.3 INTERNAL EVALUATION
PROCESS 3.1.4 EXTERNAL AUDITING OF THE SMS
PROCESS 3.1.5 INVESTIGATION
PROCESS 3.1.6 EMPLOYEE REPORTING AND FEEDBACK SYSTEM
PROCESS 3.1.7 ANALYSIS OF DATA
PROCESS 3.1.8 SYSTEM ASSESSMENT

ELEMENT 3.2 MANAGEMENT OF CHANGE
ELEMENT 3.3 CONTINUOUS IMPROVEMENT

PROCESS 3.3.1 PREVENTIVE/CORRECTIVE ACTION
PROCESS 3.3.2 MANAGEMENT REVIEW



COMPONENT 4.0 SAFETY PROMOTION

ELEMENT 4.1 COMPETENCIES AND TRAINING
PROCESS 4.1.1 PERSONNEL EXPECTATIONS (COMPETENCE)
PROCESS 4.1.2 TRAINING

ELEMENT 4.2 COMMUNICATION AND AWARENESS



ELEMENT 1.4 EMERGENCY PREPAREDNESS AND RESPONSE

a. Performance Objective

The organization will develop and implement procedures that it will
follow in the event of an accident, incident or operational
emergency to mitigate the effects of these events.



ELEMENT 1.4 EMERGENCY PREPAREDNESS AND RESPONSE
b. Design Expectations
The organization will establish procedures to:

(1) Identify hazards that have potential for accidents, incidents or
operational emergencies;

(2) Coordinate and plan the organization’s response to accidents,
incidents or operational emergencies; and

(3) Execute periodic exercises of the organization’s response.



Emergency Response
Priorities



Emergency Response Priorities

Care and assistance of Family Members and Survivors

Cooperation with the Ensuing Accident Investigation and other
Reguilatory Requirements



Challenges



Challenges

Instant and overwhelming media attention
Tens of thousands of telephone calls

Influx of distressed and traumatised family
members

nvolvement of multiple agencies and authorities
Recovery and return of personal effects
Re-Integration of traumatised employees




Challenges

Technical investigation
Legal settlements/civil litigation

Possibility criminal proceedings or regulatory
action

Responding on behalf of others
Memorial ceremonies

Disposition of the human remains
Protecting reputation & brand



Thank You
End of this session



Emergency Response Manual
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If ANYTHING happens which COULD affect
the AIRLINE
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INTRODUCTION

This is the CORPORATE EMERGENCY RESPONSE MANUAL. The
CORPORATE EMERGENCY RESPONSE MANUAL is designed to
assist company personnel in fulfilling the responsibilities of the
company and in responding to major and catastrophic accidents
in the most rapid way possible. The aim is to establish
recommended guidelines and procedures for an incident /
accident or emergency. It makes no attempt to include all of the
emergency response procedures that may be required for any
given situation.



INTRODUCTION

This is an evolving document and no claim is made to have
covered all foreseeable emergency situations. It is, however, seen
as a document, which needs constant review, up dating and
amendment in line with the dynamic changes within our company
and the airline industry. It is a document, which needs to be
regularly put to the test to ensure its effectiveness.



INTRODUCTION

The company’s response to an incident / accident is dependent
upon an inordinate number of variables and it is necessary for
those directly involved to exercise initiative, common-sense and
flexibility in their response and subsequent actions as the
situation surrounding the incident develops. This will often place
enormous strain upon staff and it is essential that staff at all
levels work together, patiently and with utmost co-operation with
the common goal of drawing the incident / accident or emergency
to a satisfactory conclusion.



INTRODUCTION

The AIM of these procedures is to provide effective,
comprehensive contingency plans and procedures that will enable
the AIRLINE to have the emergency response capabilities to
respond to, contain and manage to a satisfactory conclusion, any
emergency that it might face.



INTRODUCTION

The opjeciives of these procedures are to:

Activate the AIRLINE EMERGENCY OPERATIONS CENTRE
with the appropriate management and staffing.

- Ensure the swift assessment and activation of appropriate
responses.

- Ensure the welfare of passengers, crew, staff and relatives
are provided for.



INTRODUCTION

The opjeciives of these procedures are to:

- Ensure a co-ordinated and co-operative liaison with local
responding authorities.

- Ensure that all other company operations continue as
normally as possible throughout the duration of the
emergency.

- Ensure that all company operations return to normal as
soon as possible.
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Emergency Response Team

Media Releases

Government Liaison

- Team Leader
- Accident Site Liaison
- Public Telephone Contact

- Family Liaison
| _ - Ticketing

- Public Relations
- Frequent Flyer Programme
- Marketing

o ———

- Telephone Enquiry Centre Volunteers

Home Based Team

- Flight Crew

- Cabin Attendants
| - Station Support

- Technical Support

- Financial Support

|__ - Baggage / Cargo
- Passenger Claims
- Insurance

- Legal
- Security

| - Communication
-1T

- Catering
- Transportation

- Flight Dispatch

Station nearest
Accident Site

- Handling of Media

- Legal / Consular Matters
- Finance

- Logistics

- Protection of property

- Airline Representative
Airport Emergency Operations Centre
-Airline Field Representative
Accident Site

- Airline Representative
Uninjured Reception Centre
| -Airline Representative
Meeters & Greeters Reception Centre

- Airline Representative
| Telephone Enquiry Centre

-Airline Representative
Hospitals

- Airline Representative
Mortuary

- Customer Sales Agents

- Handling agent

- Flight Crew

| _ - Flight Attendants
- Station Support
- Technical Support

- Public Relations

| _ - Special assistance Team
- Baggage / Cargo
- Personal Effects

- Passenger Claims

L_ - Security
- Communication
- Medical Co-ordination
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Aircraft Accident
Aircraft Hijack
Disastrous Accident
Emergency Director
Emergency Manager
Family Reception and Support Centre
Field Team Director
Special Assistance Team

Unibes He LS e

Aircraft Accident
Aircraft Hijack
Disastrous Accident
Emergency Director
Emergency Manager
Family Reception and Support Centre
Field Team Director
Special Assistance Team
Telephone Enquiry Centre
Uninjured Reception Centre
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Department & ey Individual Responsibilities

Chief Executive Officer

No fixed position in the Airline Emergency Operations
Centre

Briefed by the Airline Emergency Operations Centre

Responsible for direct liaison with government cabinet
members, etc.



Department & ey Individual Responsibilities

Chief Executive Officer
Will issue public statements and speak with the media

Will speak to the families at the Family Support and
Reception Centre



Department & ey Individual Responsibilities

cmergency Director

Verify assessment and obtain all available information
conceming the accident / incident

Ensure that all key personnel have been contacted in

accordance with the relevant Alarm Notification
checklist



Department & ey Individual Responsibilities

cmergency Director

Ensure that the all required departments are
represented in the Airline Emergency Operations Centre

Obtain status report from Emergency Manager and/or
Emergency Coordinator



Department & ey Individual Responsibilities
cmergency Director
Brief personnel in Airline Emergency Operations Centre

Ensure Initial Information message sent to all Regional,
Area and Airport Managers

Ensure Initial Holding Statement is issued
Ensure that contact details for all activated Telephone
Enquiry Centres are included in statement



Department & ey Individual Responsibilities

cmergency Director

Oversee and coordinate activities in the Airline
Emergency Operations Centre / Family Assistance
Centre / Media Liaison Centre

Activate the On Site Organisation / Family Assistance /
Victim ldentification / Personal Effects Go Team



Department & ey Individual Responsibilities

cmergency Director

As required, stop proceedings in the Airline Emergency
Operations Centre to enable all representatives to
update the Centre on progress and to set priorities

Arrange roster for Emergency Director in the Airline
Emergency Operations Centre



Department & ey Individual Responsibilities

cmergency Planning
Activate Airline Emergency Operations Centre

Representative in the Airline Emergency Operations
Centre

Ensure that Secretariat and logistic support for the
Airline Emergency Operations Centre are available



Department & ey Individual Responsibilities
cmergency Planning
Activate the Family Assistance Centre

Activate Telephone Enquiry Centres as required

Arrange roster for Emergency Planning in the Airline
Emergency Operations Centre

Arrange roster for personnel manning the Family
Assistance Centre



Department & ey Individual Responsibilities

rlignt Operations

Representative in the Airline Emergency Operations
Centre

Obtain details of operating crew for affected flight
including family contacts from personnel records

Arrange Crew Support Special Assistance Volunteers for
families of affected Flight Crew



Department & ey Individual Responsibilities

rlignt Operations

Make necessary arrangements for relief flight
Provide Flight Crew for relief flight.

Activate the Accident Investigation Go Team

Arrange roster for representative for Flight Operations in
the Airline Emergency Operations Centre



Department & ey Individual Responsibilities

Tecnnical

Representative in the Airline Emergency Operations
Centre

Obtain copies of the Maintenance records for the

affected aircraft.
Ensure that the original records are secured.



Department & ey Individual Responsibilities

Technical
Activate Technical Go Team

Activate Aircraft Recovery Go Team. Ensure that the
necessary recovery equipment is available.

Activate Technical members of the Accident
Investigation Go Team



Department & ey Individual Responsibilities

Tecnnical
Ascertain aircraft availability for relief flight

Arrange roster for representative for Technical in the
Airline Emergency Operations Centre



Department & ey Individual Responsibilities

Commercial

Representative in the Airline Emergency Operations
Centre

Ensure that all Regional / Area / District Sales
Managers are briefed

Maintain contact with Emergency Manager



Department & ey Individual Responsibilities

Commercial

Ensure that the affected flight is blocked in Reservation
System

Ensure that advertising / publicity are cancelled where
appropriate

Ensure approved information from
Communications/Public Relations is available to all
Airline public offices



Department & Key Individual Responsibilities
Cormrmercial

Ensure that Frequent Flyer files for all affected
passengers are locked out

Activate Commercial members of the On-site
Organisation Go Team

Arrange roster for representative for Commercial in the
Airline Emergency Operations Centre



Department & ey Individual Responsibilities

rluman resources/ Personnel

Representative in the Airline Emergency Operations
Centre

Obtain Personnel Records as required

Ensure that adequate Flight reservation arrangements
have been made for the Special Assistance Volunteers /
Go teams.



Department & ey Individual Responsibilities

rluman resources/ Personnel

Ensure that the salaries of the Special Assistance
Volunteers / Go teams are paid normally during
activation

Arrange for accommodation and transport facilities

Activate Human Resources /Personnel members of the
On-site Organisation Go Team



Department & ey Individual Responsibilities

rluman resources/ Personnel

Arrange roster for representative for Human resources /
Personnel in the Airline Emergency Operations Centre



Department & ey Individual Responsibilities

Canin Craw

Representative in the Airline Emergency Operations
Centre

Obtain details of operating crew for affected flight
including family contacts from personnel records

Arrange Crew Support Special Assistance Volunteers for
families of affected Cabin Crew



Department & Key Individual Responsibilities
Caoin Crew
Provide Cabin Crew for relief flight

Activate Cabin Crew members of the Accident
Investigation Go Team

Arrange roster for representative for Cabin Crew in the
Airline Emergency Operations Centre



Department & ey Individual Responsibilities

Puolic Relations / Communications

Representative in the Airline Emergency Operations
Centre

Ensure that the Media Liaison Centre is activated and
manned

Ensure that an initial holding statement is issued as
soon as possible



Department & ey Individual Responsibilities

Puolic Relations / Communications
Arrange regular Media Conferences
Brief Chief Executive Officer prior to media conferences

Ensure that all media statements are distributed to all
Airline offices worldwide.



Department & ey Individual Responsibilities

Puolic Relations / Communications

Ensure that the Airline website is modified and kept
updated

Ensure approved information is available to all Airline
public offices and activated Telephone Enquiry Centres



Department & ey Individual Responsibilities
Puolic Relations / Communications
Activate Public Relations/Communications Go Team
Arrange roster for representative for Public Relations /

Communications in the Airline Emergency Operations
Centre

Arrange roster for personnel manning the Media Liaison
Centre



Department & Key Individual Responsibilities

Security
Activate Security Go Team

Ensure that badging equipment is available for the
Family Support and Reception Centre

Arrange roster for representative for Security in the
Airline Emergency Operations Centre



Department & ey Individual Responsibilities

Ground Operations

Representative in the Airline Emergency Operations
Centre

Establish and maintain contact with Emergency
Coordinator and Local Airline Emergency Operations
Centre

Ensure that the Passenger and Cargo manifest is
verified as quickly as possible



Department & ey Individual Responsibilities

Ground Operations
Activate Ground Operations Go Team

Arrange roster for representative for Ground Operations
in the Airline Emergency Operations Centre



Department & ey Individual Responsibilities

Finance

Representative in the Airline Emergency Operations
Centre

Ensure that adequate funds are made available for
immediate response

Ensure that adequate funds are arranged for the Special
Assistance Volunteers / Go teams



Department & ey Individual Responsibilities

Finance

Activate Finance members of the On-site Organisation
Go Team

Arrange roster for representative for Finance in the
Airline Emergency Operations Centre



Department & ey Individual Responsibilities

| ezl

Report to Airline Emergency Operations Centre as
representative of Legal, as and when required

Inform and maintain contact with Insurance Brokers

Provide legal advice to either the Chief Executive Officer
or the Emergency Director as required



Department & ey Individual Responsibilities

| ezl

Activate Legal members of the On-site Organisation Go
Team



Department & ey Individual Responsibilities

Information Technology

Report to Airline Emergency Operations Centre as
representative of Information Technology, as and when

required

Ensure that the affected flight is blocked in Reservation
System

Activate Information Technology members of the On-site
Organisation Go Team



Department & ey Individual Responsibilities

Information Technology

Arrange adequate Computer / Telecommunication
Support where required. Including access control

system for the Qatar Airways Emergency Operations
Centre

Ensure that the Company website is appropriately

modified and updated as instructed by Public Relations
/ Communications
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(D

Teams and Emergency Facilities
Airline Emergency Operations Centre

Family Assistance Centre

Telephone Enquiry Centre

Media Liaison Centre

Local Airline Emergency Operations Centre

Location
Manning
Responsibilities



Thank you
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Part2

Legal Issues and Basic
Requirements



|ATA Standards
|IOSA Requirements



ORG, FLT, DSP, CAB,
MNT, CGO, GRH, SEC



Contingency Planning SEC 4.2.1

The Operator shall have a contingency plan
that provides for a comprehensive and

managed response to aviation security
incidents.



Objective

The primary objective of a contingency plan
is the protection of life and property and
the resumption of normal operations.



Secondary Objective

The secondary objective is “investigation”
in order to determine if the crisis was an
accident or a crime



Emergency Response DSP 3.7.1

If the Operator conducts international flights with aircraft that have
emergency and survival equipment on board, the Operator shall
ensure the availability of information for immediate communication
to rescue coordination centers that describes such equipment, to
include, as applicable:

(i) The number, color and type of life saving rafts

(ii) Details of emergency medical and water supplies

(iii) Type and frequencies of the emergency portable radio
equipment



Emergency Response DSP 3.7.1

The intent of this provision is for an operator to have published
information that describes the emergency and survival equipment
carried on board aircraft engaged in international operations, and to
have such information readily available when necessary for
immediate communication to search and rescue facilities.



Thank You



Legal Issues



Legal Issues

Legisiation pertaining to the
handiing of disaster vary from
country to country



Legal Issues

Be aware of any Legisiation
pertaining to the handiing of
disaster in the country in
wihich you are based



Legal Issues
ICAO



Legal Issues

ICAO Annexes

Annex 1
Annex 2
Annex 3
Annex 4
Annex 5

Annex 6
Annex 7
Annex 8
Annex 9
Annex 10
Annex 11
Annex 12
Annex 13
Annex 14
Annex 15
Annex 16
Annex 17

Annex 18

Personnel Licensing

Rules of the Air

Meteorological Service for International Air Navigation
Aeronautical Charts

Units of Measurement to be Used in Air and Ground
Operations

Operation of Aircraft

Aircraft Nationality and Registration Marks
Airworthiness of Aircraft

Facilitation

Aeronautical Telecommunications

Air Traffic Services

Search and Rescue

Aircraft Accident and Incident Investigation
Aerodromes

Aeronautical Information Services

Environmental Protection

Security: Safeguarding International Civil Aviation
Against Acts of Unlawful Interference

The Safe Transport of Dangerous Goods by Air




Legal Issues

ICAO Annexes
Annex 12 Search and Rescue
Annex 13 Aircraft Accident and Incident
Investigation

Annex 14 Aerodromes



Legal Issues

ICAO Annex 12 — Search and Rescue

Details the organization and cooperative principles
appropriate to effective Search and Rescue
operations, outlines required necessary
preparatory measures and sets forth proper
operating procedures for Search and Rescue

services in actual emergencies.



Legal Issues

ICAO Annex 12 — Search and Rescue

The requirement for States to provide Search and
Rescue services within their territories and over
those portions of the high seas or areas of
undetermined sovereignty as determined



Legal Issues

ICAO Annex 12 — Search and Rescue

Provisions concerning equipment requirements of
rescue units reflect the need to give adequate
assistance at the scene of accidents, due regard
being given to the number of passengers involved.



Legal Issues

ICAO Annex 12 — Search and Rescue

Cooperation between the Search and Rescue
services of neighboring States is essential to the
efficient conduct of Search and Rescue operations.



Legal Issues

ICAO Annex 12 — Search and Rescue

Three distinct phases categorize emergency situations.

The first is the "Uncertainty Phase" which is commonly
declared when radio contact has been lost with an aircraft
and cannot be re-established or when an aircraft fails to
arrive at its destination. During this phase the Rescue
Coordination Centre (RCC) concerned may be activated. The
RCC collects and evaluates reports and data pertaining to the

subject aircraft.



Legal Issues

ICAO Annex 12 — Search and Rescue

Depending on the situation, the uncertainty phase may
develop into an "Alert Phase", at which time the RCC alerts
appropriate Search and Rescue units and initiates further

action.



Legal Issues

ICAO Annex 12 — Search and Rescue

The "Distress Phase" is declared when there is reasonable
certainty that an aircraft is in distress. In this phase, the RCC
is responsible for taking action to assist the aircraft and to
determine its location as rapidly as possible. In compliance
with a predetermined set of procedures, the aircraft operator,
State of Registry, air traffic services units concerned,

adjacent RCCs and appropriate accident investigation
authorities are informed; a plan for the conduct of the search
and rescue operation is drawn up and its execution is

coordinated.



ICAO Annex 13 — Aircraft Accident &
Incident Investigation



Legal Issues

ICAO Annex 13 — Aircraft Accident &
Incident Investigation

The causes of an aircraft accident or serious incident
must be identified in order to prevent repeated
occurrences. The identification of causal factors is
best accomplished through a properly conducted

investigation.



Legal Issues

ICAO Annex 13 — Aircraft Accident &
Incident Investigation

The protection of evidence and the responsibility of
the State of Occurrence for the custody and removal
of the aircraft. It also defines how that State must
handle requests for participation in the investigation
from other States.



Legal Issues

ICAO Annex 13 — Aircraft Accident &
Incident Investigation

Responsibility for an investigation belongs to the
State in which the accident or incident occurred.
That State usually conducts the investigation, but it
may delegate all or part of the investigation to
another State. If the occurrence takes place outside
the territory of any State, the State of Registry has

the responsibility to conduct the investigation.




Legal Issues

ICAO Annex 13 — Aircraft Accident &
Incident Investigation

States of Registry, Operator, Design and Manufacture
who participate in an investigation are entitled to
appoint an accredited representative to take part in
the investigation.



Legal Issues

ICAO Annex 13 — Aircraft Accident &
Incident Investigation

The investigation process includes the gathering,
recording and analysis of all relevant information;
the determination of the causes; formulating

appropriate safety recommendations and the
completion of the final report.



Legal Issues

ICAO Annex 13 — Aircraft Accident &
Incident Investigation

The final chapter of Annex 13 deals with accident prevention measures.
The provisions in this chapter cover incident reporting systems, both
mandatory and voluntary, and the necessity for a non-punitive
environment for the voluntary reporting of safety hazards. This chapter
then addresses database systems and a means to analyze the safety data
contained in such databases in order to determine any preventive actions
required. Finally, it recommends that States promote the establishment of
safety information sharing networks to facilitate the free exchange of
information on actual and potential safety deficiencies. The processes
outlined in this chapter form part of a safety management system aimed
at reducing the number of accidents and serious incidents worldwide.



ICAO Annex 14 — Aerodromes



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

Of critical importance to the operation of any airport
is the rescue and fire fighting service which all
international airports are required to have. The
Annex sets forth the agents to be wused, their
amounts and the time limits in which they must be
delivered to the scene of an aircraft accident.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

An aerodrome emergency plan shall be established
at an aerodrome, commensurate with the aircraft

operations and other activities conducted at the
aerodrome.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The aerodrome emergency plan shall provide for the
coordination of the actions to be taken in an

emergency occurring at an aerodrome or in its
vicinity.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The plan shall coordinate the response or
participation of all existing agencies which, in the
opinion of the appropriate authority, could be of
assistance in responding to an emergency.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The aerodrome emergency plan document should

include at least the following:

a) Types of emergencies planned for

b) Agencies involved in the plan

c) Responsibility and role of each agency, the
emergency operations centre and the command
post, for each type of emergency



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The aerodrome emergency plan document should

include at least the following:

d) Information on names and telephone numbers of
offices or people to be contacted in the case of

a Particular emergency

e) A grid map of the aerodrome and its immediate
vicinity.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

A fixed emergency operations centre and a mobile
command post should be available for use during an
emergency.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The emergency operations centre should be a part of
the aerodrome facilities and should be responsible for
the overall coordination and general direction of the
response to an emergency.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The command post should be a facility capable of
being moved rapidly to the site of an emergency,
when required, and should undertake the local

coordination of those agencies responding to the
emergency.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

A person should be assigned to assume control of the
emergency operations centre and, when appropriate,
another person the command post.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

Adequate communication systems linking the
command post and the emergency operations centre
with each other and with the participating agencies
should be provided in accordance with the plan and
consistent with the particular requirements of the
aerodrome.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

Aerodrome emergency exercise

The plan shall contain procedures for periodic testing

of the adequacy of the plan and for reviewing the
results in order to improve its effectiveness.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

Aerodrome emergency exercise

A full-scale aerodrome emergency exercise at
intervals not exceeding two years



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

Aerodrome emergency exercise

Partial emergency exercises in the intervening year to
ensure that any deficiencies found during the full-
scale aerodrome emergency exercise have been
corrected



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

Aerodrome emergency exercise

All exercises to be reviewed thereafter, or after an
actual emergency, so as to correct any deficiency
found during such exercises or actual emergency.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The plan shall include the ready availability of and

coordination with appropriate specialist rescue
services to be able to respond to emergencies where
an aerodrome is located close to water and/or
swampy areas and where a significant portion of

approach or departure operations takes place over
these areas.



Legal Issues
ICAO Annex 14 — Aerodromes

Table 9-1. Aerodrome cateqory for rescue and fire fightin

category Aeroplane overall length Maximum fuselage width
1 O m up to but not including 9 m 2m
2 9 m up to but not including 12 m 2m
3 12 m up to but not including 18 m 3m
4 18 m up to but not including 24 m 4m
5 24 m up to but not including 28 m 4m
6 28 m up to but not including 39 m 5m
7 39 m up to but not including 49 m 5m
8 49 m up to but not including 61 m 7m
9 61 m up to but not including 76 m 7m
10 76 m up to but not including 90 m 8m




Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The aerodrome category shall be based on the

longest airplanes normally using the aerodrome and
their fuselage width.

The Annex stipulates the number and types of
equipment according to the category



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

The operational objective of the rescue and fire-
fighting service shall be to achieve a response time
not exceeding three minutes to any point of each
operational runway, in optimum visibility and surface
conditions.



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

During flight operations, sufficient trained personnel
should be detailed and be readily available to ride the
rescue and fire fighting vehicles and to operate the

equipment at maximum capacity



Legal Issues

ICAO Annex 14 — Aerodromes

CHAPTER 9. AERODROME OPERATIONAL SERVICES, EQUIPMENT
AND INSTALLATIONS

All responding rescue and fire fighting personnel
shall be provided with protective clothing and

respiratory equipment to enable them to perform
their duties in an effective manner.
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Emergency Exercises
> Only way to gain practical experience

~ Need to treat as much as possibie as the
real thing

> Check all interfaces



TABLE TOP EXERCISE

This will re-emphasise the topics covered in any
training and will be faced with the challenges of an
incident for an airline.

This will invelve class participation in facing reality
and preparation for an emergency



FULL SCALE EXERCISE

All participants will have to deal with the ultimate challenge
facing the airline...The loss of an aircrait and life.

The airline will put their Emergency plan into action in this
scenario hased exercise.

This exercise will test the airline’s emergency response
procedures manual and emergency response personnel to
identify, if any, procedural weaknesses.

This exercise will he followed up with an after action report
and debriefing session.



FULL SCALE EXERCISE

All airports must run Full Scale exercises regularly at
intervals not greater than two years

The airline should take advantage of the airport exercise to
fully test their own procedures and personnel preparedness
and the interaction with all other organisations involved



Emergency Exercises

> Debrief with action plans as important as
exercise itself



Emergency Exercises



Emergency Exercises

DEBRIEF

Action Plans
Ungrade facilities
Revise procedures
Training
Monitor & Feedhack
Further exercises



Response Plan Implementation



Response Plan Implementation




Response Plan Implementation



Response Plan Implementation

Don't over clahorate



Response Plan Implementation




Response Plan Implementation



Response Plan Implementation

Trained Personnel



Response Plan Implementation



Response Plan Implementation



Response Plan Implementation



Response Plan Implementation



Response Plan Implementation

- Passengers take it for granted that the airline’s
personnel know what to do in an emergency

All personnel should hecome involved

THIS INVOLVEMENT COULD SAVE LIVES
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The On-Site Post-Accident
Organization and Go Teams




The On-Site Post-Accident
Organization



If ANYTHING happens which COULD affect
the AIRLINE

Confact

ations Control

L LIS LSS AL LSS SIS SIS IS S SIS A A 7

Operation Control’s 24 hour Contact
Numbers

(0)46 675-XXXX
(0)46 675-XXXX
(0)46 675-XXXX







Local Emergency Response Organisation

Emergency Manager

Emergency Co-ordinator

AIRLINE TOWN OFFICE

| LOCAL AIRLINE EMERGENCY OPERATIONS CENTRE|

Airline Representative
Airport Emergency Operations Centre

Airline Field Representative
Accident Site

Airline Representative
Meeters and Greeters Reception Centre

Airline Representative
Uninjured Reception Centre
Passengers

Airline Representative
Uninjured Reception Centre
Crew

Airline Representative
Hospitals

Airline Representative
Telephone Enquiry Centre

Airline Representative
Mortuary

Handling of Media

Legal / Consular matters

Finance

Logistics

1 [ T T

Protection of Property




Airline On-site Control

LocalAirline Emergency
Operations Centre

Airnory,

FamilyReceptionan

support Centre
FamiyHorel




Family Reception and Support Centre

Hospials

FAMILY REGEPTION AND
SUPERORT GENTRE
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Who is Involved?

ramilies

Punlic

Uperators & Associales
Lannyers

Insurancs



Who is Involved?

m
m



Family Communication

@

Families

Medical
Examiners/
Coroner

Law
Enforcement

Investigators



Special Assistance (ramiy assistance)

Walking Wounded

Meet & Grest

Hospital Lialsons

Family Assistance Centre(s)
hecords GCollection
Non-travelling Families
Memorials & Funerals




Family Expectations



Family Support & Reception

TN ©.- 1|1 (S
Reception
Family -
Briefing Child Care
Room Jo;nt Famtily
Uppor
L Opegaptians
ounge Centre (JFSOC)
g Interfaith
Airline
Operations
Private Dining
Briefings Special
Assistance Team
Operations
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Go Teams
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On-Site Organisation

Field Team Director

Liaison Officer

Safety Officer

Operations Group

Special Assistance Team
Section

Special Assistance Team
Families of Fatalities

Special Assistance Team
Survivors

Personal Effects Team

Airport Operations Team

Accident Investigation Team

Planning Group

Logistics Group

Resources Team

Service Branch

Check In/ Check Out

Communications

|| Documentation/ Situation Team

Security

Family Assistance Team
Representative

Badging

Staff Assistance —

Demobilisation Team

Finance / Administration Group

Compensation/ Claims

Insurance Underwriters

Staff Support

Reservations

Cargo Team

Legal Services



Fleld Team Director I










Airline On Site Oryanisation
" operationsbrow___|

S N—
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Documentation /
Situation Team

]

| Check In/ Check Out I ‘ Family Assistance I
[ cargo 1eam







Service Branch

Security Team communications Staff Assistance
Team Team

neservhtions Cargo Sevices
Team Team

Badging Team Staff Services Message Gentre Staff Support
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Finance / Administration
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Humanitarian Challenges

Tens of thousands of telephone calls

It of distresssd ant raumatissd amily members
Involvement of muldinle agensies and authorlies
fecovery and return of personal efiects
Gie-Inteyration of tranmatised employees

Hemorial ceremonies

Disposition of e human remains
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Special Assistance Team



Humanitarian Response
Special Assistance Team



Humanitarian Response
Special Assistance Team

Wherever nessible, match team member and
family on culture and language

Airline will maintain database of team members’
skills, languages, culture, 6iC.

Undergo specialised initial training followed by
regular refresher training



Humanitarian Response
Special Assistance Team

Are NOT counsellors/avisors



Humanitarian Response
Special Assistance Team
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Humanitarian Response

Special Assistance Team

Walking Wounded

Meet & Grest

Hospital Lialsons

Family Assistance Centre(s)
hecords GCollection
Non-travelling Families
Memorials & Funerals
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Interacting with Survivors



Interacting with Survivors
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Interacting with Survivors
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Interacting with Survivors
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Humanitarian Response

Interacting with Families
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Family Communication

@

Families

Medical
Examiners/
Coroner

Law
Enforcement

Investigators



Family Expectations



Family Support & Reception

TN ©.- 1|1 (S
Reception
Family -
Briefing Child Care
Room Jo;nt Famtily
Uppor
L Opegaptians
ounge Centre (JFSOC)
g Interfaith
Airline
Operations
Private Dining
Briefings Special
Assistance Team
Operations

lllllllllllllllllllllllllllllllllllllllllllllllllllllllllllllll



Humanitarian Response

Memorial Services



Memorial Services

Memorial Services to be held at the Alrline’s
deadyuariers ity and ai the accldent siie




Humanitarian Response

Memorials



Memorials

Losation and Desiyn must mest e
requirements of the families



Humanitarian Response

Anniversaries



Anniversaries

The Airline should mest reasonable reguesis
from the families for assisianes with ravel,

aecommodaiion, sie, for special
anniversariss of the aceident
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Cultural Differences
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Cultural Differences

L2300 YA T 1D 18
LT DF 152051827 iy Tro)
LBOLILLY 1D Loy



Cultural Differences
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Cultural Differences
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Passenger Property



Property



Property

"I“ / Bull
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Move Propertyto
Processing
Facility
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Property
Move Property to . AllProperty Processed
Processing Facility (inventory / Decontamination
o }
Associated Property Unassociated Property
Inventory / Description Catalogue
l Claim Iterioll
Property Claimed 90 Days
rronemteIMrei Pronerl; Claimed
\ I’I'llller:I Delivered

/




Flight Deck & Cabin Crew
Procedures



Flight Deck & Cabin Crew Procedures

Flight Deek and Sabin Crew members should be
dehrleied as soon as praciical



Flight Deck & Cabin Crew Procedures



Flight Deck & Cabin Crew Procedures
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