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ABCX AIRWAYS - Crisis Response Planning Manual

Part 1

EMERGENCY RESPONSE PLAN

Command, Control, Co-ordination & Communication (C4) Operations

Note - This series of guideline and guideline / template documents has been designed to provide a strong
and well researched information framework upon which aircraft operators (airlines) can build reliable and
high quality emergency / crisis response plans, which will deliver should the unthinkable happen - provided,
as always, that the operator has done its part in the entire building process of the plan and everything else
which follows on, particularly training in and exercising of the plan

Aircraft operators wishing to use such documents to assist in the production (original or rewrite) of their
own equivalent emergency plans, have the complete flexibility of using as much or little of the provided
information - as is desired

A significant advantage of using this series of documents to prepare emergency plans is ‘standardisation’ -
thus alleviating the potential difficulties of having as many different emergency response plans as there are
aircraft operators and airports - which e.g. can make mutual emergency support operations between airlines
(and airlines & airports) more problematic than they otherwise ought to be in the 21* century

www.aviationemergencyresponseplan.com (Parent Website)
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Please read the following notes before proceeding further

- The document you are reading now is known by us as a ‘guideline’, being designed to assist
in the preparation, production and operation of an aircraft operator (particularly [but not
exclusively] targeted at the larger passenger airline) emerge,rwy’response plan (ERP)

This particular document (Crisis Response Planning IVkhual [CRPM] Part 1 / Volume 2) deals
specifically with the subject of ‘Command, Control, Co-ordination & Communication Operations -
(C4)’ - as related to a catastrophic aircraft accident (aviation disaster) type scenario

e
7

The assumption is made herein that the ‘airline’ etc. concerned currently has no viable C4 operation
/ capability in place - OR, that it is desired to review, upgrade etc. any existing C4 operation /
capability, by using this guideline as a primary reference

7
7’
7’

-There are two types of document in our CRPM series - you are reading one type right now

i.e. a ‘guideline’. (The other is known as a ‘guideline / template’)
A/
A ‘guideline’ provides comprehensive information & guidance on its specific subject area - but is not a true
template as described in the next para below (nonetheless, it remains a very useful aid in such task - and
should be used as such accordingly). A ‘guideline’ is typically used when the specific subject matter area(s) of
concern are relatively complex / large - thus making it ‘too difficult’ to adequately produce ‘what is required’
in a guideline / template version

In contrast, a ‘guideline / template’, if implemented as intended, should lead to the successful production of
an associated airline contingency (emergency / incident etc.) response plan, in the area of interest covered by
the relevant ‘subject specific’ matter concerned i.e. it is a true template, in the commonly accepted sense of
the word. It is typically used when the associated ‘subject matter’ is relatively non-complex - i.e. due the
associated, comparative ‘easiness’ (because of such non-complexity) of producing said guideline / template

Both types of document are produced (in their different ways) as ‘works of reference’. It is hoped that the
reader appreciates that any work of reference needs to be comprehensive enough to deliver what is required -
hence (in our case) the comparatively large size (and thus amount of information provided) of most of the
guideline and guideline / template documentation which we produce

It should be anticipated that ‘larger / more complex’ aircraft operators will need to account for the
greater majority of subject matter included in this document (when preparing their own, associated
plans) - whilst smaller / simpler operators may be able to ‘mix, match & adapt’ to a degree, as
appropriate to their own (specific) circumstances

- Fictitious (scheduled) passenger airline ‘ABCX Airways’ has been used to provide ‘context’
herein - and has been broadly based on a medium to large sized UK registered, headquartered &
main based operator. The airline is a (24 hour ops) long, medium and short-haul international carrier
(including USA destinations). It is well resourced / supported from an emergency response context
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Whatever applies to ABCX Airways herein may be regarded as being typically applicable, to a greater
or lesser degree, to other similar airlines worldwide (and most other passenger carrying airlines e.g.
charter and lease operations) - with regard to emergency response planning. However, there will
always be differences and these should adequately be accounted for by the ‘user’, when producing
emergency plans etc. as based on any of our CRPM series guidelines or guideline / templates

Information Article

This guideline may be adapted for use by other aircraft operators (e.g. cargo / executive / VVIP /
rotary etc.) - with appropriate differences accounted for

Non-UK registered and / or non-UK main based operators should interpret and adapt this guideline
accordingly and as applicable to their own specific circumstances - but do remember that when
operating into UK and / or the * European Union (EU), then some provisions documented herein
may still be applicable / advisable - e.g. those relating to humanitarian (family) assistance and the
carriage of dangerous goods

* Note: UK is no longer part of the EU

- Most terms and abbreviations used herein are generic i.e. not specific to any particular
airline, airport etc. Whilst many (most) such terms etc. will be the same / very similar to those in
actual (real / operational) use world-wide, the ‘generic’ use and nature of such should always be
accounted for accordingly i.e. when preparing real emergency plans based on this guideline, ensure
that all (our) generic terms are replaced with specific (real / in-use) local terms (i.e. your own
airline’s / airport’s / country’s in-use terms) where appropriate

However, if you are able to adopt the terminology, acronyms etc. (+ associated concepts,
practicalities) used herein in your own, equivalent documentation, this will assist in achieving a

highly desirable degree of world-wide [F{E & 1ile o] [[{e111e)7]

- The emergency / crisis related ‘alerting and activation’ system used by ‘ABCX Airways’ can
be assumed to be automated (computer based), capable of alerting very large numbers of potential
responders in very quick timescales (typically just a few minutes) - via most modern methods of
communication (including social media) - but particularly via ‘voice’ telephone calls. Such systems
are easily procured and can typically be leased from around USD $5 - 10,000 per year (2022 prices)

- The assumption is made herein that ABCX Airways headquarters (HQ) is situated very close
to its main hub / operating (parent) airport. Where this is not so, account for this accordingly

- An airline requires a suitably effective and efficient method of documenting, in detail, the
contents, requirements etc. of its emergency response plans. A brief account of the method of
documentation used in this (our) series of ‘guideline’ and ‘guideline / template’ documents can be
found herein on pages 18 and 19

The latter is a well tried and proven method and airlines should seriously consider adopting same. If
done, this will further strengthen the standardisation aspects of ERPs amongst aircraft operators
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- The assumption has been made herein that ABCX Airways has engaged the services of
commercial (external) 3™ party specialist / commercial vendor * ‘WYZ Emergency Services (WES)’ -
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to assist in representing the airline’s interests in the following areas:

= Emergency Call Centre Services (including ‘Family Travel’ services)
= Humanitarian Assistance Services (also known as ‘Family’ or ‘Special’ Assistance etc.)
= Disaster Victim Identification Services - (including ‘Personal Effects’ Operations)

* Note that ‘WES’ is a fictional entity - but is modelled on a mix of real-life equivalents (e.g. Kenyon
International Emergency Services; Blake Emergency Services; AVIEM; FEI etc.)

- How to use this Guideline (Instructions)

Information for preparation and production of a new or upgraded airline’s ERP ‘Command &
Control’ etc. document (as based on this guideline) is typically provided by:

Written instruction’ - requiring already completed sections of the (our) appropriate guideline
document (pre-prepared generic material - being part of the ‘guideline itself) to simply be
‘copy & pasted’ directly into any new or upgraded (actual) airline plan under preparation.
Where required, the ‘copy & paste’ material can (must) be altered of course, to suit any
specific requirements of the new or updated plan being worked on

AND /OR

‘Written instruction’ - requiring the airline etc. person(s) (working on the new or upgraded
airline plan under preparation) to obtain and insert appropriate information him / herself -
which will definitely require considerable thought and research, decision making (e.g. policy
& budget), time and effort etc. (The latter refers to info which typically no ‘generic’ guideline
etc. such as this [the document you are now reading] is able to 100% provide)

Below find an example of how a typical ‘written instruction’ might appear in our guideline and
guideline / template document series:

Example Instruction 1:

The front (cover) sheet for your own CRPM Part 1 / Volume xx can be found on (insert appropriate
page number) of this guideline/template document. Simply ‘copy & paste’ it into the front (first
page) of your own document

Remember to:

* Insert the name of your airline in the appropriate place
* Change or remove the logo (top left of header)
* Amend the rest of the ‘header & footer’ text to your own requirements - as required

* Change any other information - as required
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Such ‘written instructions’ plus any associated material to ‘copy & paste’ will typically be included
within the (our) specific guideline or guideline / template document itself, as associated with any
new or upgraded airline ERP etc. under preparation. This means e.g. that for each airline Part 1 (ERP)
Volume to be produced / upgraded - there will be a (one of our) corresponding and separate
guideline or guideline / template document to refer to; ‘copy & paste’ information from; take
instruction from etc. i.e. (see table below):

Crisis Response Planning Manual Part 1 (Emergency Response Plan - ERP)

New / Upgraded Airline Plan under Preparation Associated Guideline / G. Template Document
Volume 1 Volume 1*
Volume 2 < Volume 2
Volume 3 ,/ Volume 3
Volume 4 ,// Volume 4*
Volume 5 / Volume 5
Volume 6 ,’/ Volume 6
Volume 7 //' Volume 7*
Volume 8 /) Volume 8
Volume 9 ,// Volume 9*
Volume 10 / Volume 10

/
You are currently reading the document highlighted above. Asterisked (*) documents listed in the table (on
right hand side) i.e. Vols 1, 4, 7 & 9 are ‘guideline / templates’ - the rest being ‘guidelines (including Vol 2)’

- This guideline is predicated on ABCX Airways being able to deploy significant resources
(including manpower, budget & facilities) during a crisis response. This will not be the case for a
considerable number of ‘users’ in reality. For the latter, the content and intent of this guideline
should be adapted, downsized etc. accordingly, in the appropriate areas

Whilst the latter might be difficult to accomplish for some - it should nevertheless be done to the
best ability / capability etc. achievable, commensurate with available resources

This original document (the ‘work’) contains material protected under International and / or
Federal and / or National Copyright Laws & Treaties. Any unauthorised use of this material
is prohibited

However, all & any entities & persons are licensed / authorised (by the copyright owner /
original author) to use the work under the terms of something known as a ‘creative
commons licence’. (Follow the link below to see the basic terms of this licence in plain
language [from there you can then also link to the ‘legal’ language version]):

Attribution - Non-Commercial 3.0 Unported Licences - (CC BY-NC 3.0)

CRPM Part 1/ Volume 2 - C4 - Jan 2024 5
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Note - ‘attribution” means placing the following (below) text in the header (or some other prominent
position e.g. the page after the title page / front cover) of all and any derivative document(s) (known
as ‘adaptations’) - which you make at any time - as based on this (our) work:

Information Article

‘© AERPS / MASTERAVCON (A H Williams) - some rights reserved’

For any other use of the work (e.g. use for commercial / for profit purposes) - written
permission from us is still required. The latter can be requested (via email) from:

info@aviation-erp.com

The copyright owner / original author agrees that the term ‘commercial’ (as used above) can
be fairly interpreted as not applying to any use of this work as a template / guideline, where
such use is made solely (only) for producing an emergency response plan or similar
document - in circumstances where such use is solely made by an entity (e.g. an airline) and
/ or a person(s) in the direct employ (i.e. not a consultant, contractor etc.) of such entity - for
use by such entity alone

If derived / adapted / changed versions (adaptations) of this work are made, then a
statement to this effect must be placed in some appropriate, prominent position (e.g. the
page after the title page / front cover) of all and any such derived / adapted / changed
versions e.g.

e, This is an adaptation of [insert title / name of the work] by AERPS / MASTERAVCON /
A WILLIAMS (copyright owner and author) ...........”

If adaptations of this work are made, it is recommended that all images in the original are
replaced and / or omitted in said adaptation. This is in order to avoid any potential
infringement of image copyright, which the original work copyright owner / author might
have reasonably been unaware of - when using such images in said original work

Entities and persons intending to distribute this work and / or adaptations to other entities
and persons, shall be responsible for ensuring that the terms, conditions etc. of this ‘Note
10A’ and the associated ‘creative commons licence’ referred to above, are passed on in turn.
All entities and persons receiving such distributed versions will then considered to be bound
by these same terms and conditions

\[ei=lI0]3] - Any person / entity having reasonable cause to believe that his / her / its copyright has
been infringed in this document (work) - should please contact (via email) the author soonest, so
that the issue can be mutually and satisfactorily resolved, without undue delay:

info@aviation-erp.com
\\[ej=Nill - Despite reasonable care being taken in the preparation of this guideline document, it will

inevitably contain errors, omissions, oversights, incorrect assumptions, invalid / broken links etc.
Users / readers identifying same are requested to kindly notify (email) the author with details at:

info@aviation-erp.com
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Note 12

EMERGENCY / CRISIS RESPONSE PLANNING - Definitions & Reference Material

If not already done, users of this document are strongly advised to read through the general
‘Definitions / Reference Material’ section found in our separate glossary. Without some pre-study
of this material, it will be difficult to acquire a clear understanding of what is to follow herein

You will find the above referred to Glossary at the end of the below link:

https://www.aviationemergencyresponseplan.com/information/

When the webpage opens, look down the list of ‘info articles’ until you find the one entitled:
‘Information Article - Glossary of Terms - Aircraft Operator - Emergency Response Plan’

Click on that info article to open and read it

End of Preamble Section

WARNING - All and any telephone numbers shown in this document must be regularly checked for
accuracy and currency. The same applies to any other forms of contact / similar information shown

The info contained in this document is provided on an ‘as is’ basis, without warranty of any kind.

Whilst reasonable care has been taken in its preparation, the author shall have no liability to any

person or entity - with respect to any loss, damage, injury, death etc. caused (actual or allegedly)
directly or indirectly, by use (directly or indirectly) of such information

Reminder: This document relates to how an airline plans for, manages etc. its response (command,
control, co-ordination & communication aspects) to a catastrophic aircraft accident (aviation
disaster) type situation. It is not an Aviation Security Plan; an Aviation Business Continuity Plan or
anything else - other than what has been described in the last sentence above

www.aviationemergencyresponseplan.com (Parent Website)

Actual (real) instructions for use in this guideline document commence on the next page:
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Guideline - Instruction 1

An example front cover page for your own CRPM Part 1 / Volume 2 will be found on the M of
this guideline document. You can simply ‘copy & paste’ it into the appropriate place of your own,
equivalent document

Remember to e.g.

* Insert the of your airline in the appropriate place

* Change or remove the (top left of header)

* Amend the rest of the ’ and ' text to your own requirements - as required

*Insert any required information (including an appropriate image - as required)
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Insert actual airline name here xxxxxxxxxxxxxxxxx.

Crisis Response Planning Manual

Part 1

EMERGENCY RESPONSE PLAN

Insert an appropriate image here?

Command; Control, Co-ordinatiom & Communication,(C4) Operations
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Guideline - Instruction 2

As this document (the one you are now reading) is a ‘guideline’ rather than a ‘guideline / template’,
no further instructions will be provided other than the general instruction shown a little further
below

(It has been assumed that this ‘general instruction’ is targeted at the airline person(s) responsible for
introducing or updating ‘Command & Control [C4] Operations’ into the airline’s overall emergency response
plan, as related to a catastrophic aircraft accident)

Users are reminded that this guideline document is based on the assumption that ‘the airline’ does
not yet have its own C4 ERP plan (but is about to introduce one) - or is desirous of reviewing and
updating its current C4 plan

General Instruction

You should now use your own common sense, logic, skill, experience; consultation with appropriate
colleagues and external ‘experts’; direction from ‘above’ etc. - to adapt the information provided in
this guideline document (the one you are now reading) to prepare, document, resource and
implement a €4 plan which is specific to your own airline’s circumstances, purposes, resources etc.

Where felt useful, the layout (but not necessarily the content) shown on pages ¥l to PAl of this
guideline document, might be adapted for use in the introductory section of your own C4 plan

CRPM Part 1/ Volume 2 - C4 - Jan 2024 10
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Document Review & Approval

This document has been reviewed for adequacy by ‘ABCX Airways’ Crisis Response
Planning Manager, with confirming signature below:

(X XXXXXXX) Date

This document has been approved for adequacy by ‘ABCX Airways’ Accountable
Manager, with confirming signature below:

(v yyyyyyy) Date
List of Effective Pages
Pages 1 through xxx - effective date ..., Revision (Original)

Revision List
Revision No Date By

Original

This document is available to all employees, in electronic version, via **#* %k

(Insert path to ABCX Airways intranet and / or nominated company share-point / equivalent site here:

xx controlled document * hard copies are also available at ******%*x*

(Insert location(s) of hard copies here:

* Note - for the purposes of business continuity - at least 5 copies shall be located / stored at a suitable
‘off-site’ location

CRPM Part 1/ Volume 2 - C4 - Jan 2024 12



Information Article

Revision Procedure

=#xx0xx Manager shall be responsible for managing the revision process for this document

Changed (i.e. new, revised, deleted etc.) information will be shown by a vertical bar to the right of
the approximate area of the changed information, as demonstrated in this paragraph. Additionally,
all changed text will be highlighted in blue

Individual revision pages for this document will not be issued. When internal (ABCX Airways)
revisions are required, the whole / complete document will be re-issued electronically (via the
company intranet site - otherwise via a nominated company share-point site or similar method),
with the new revision(s) (since the previous version) having been already incorporated

Each new revision will be notified to all ABCX Airways employees via a company-wide broadcast
email message or similar / equivalent system. Additionally, all pre-nominated employees (as
stipulated in the appropriate Part / Volume / Section etc. of CRPM Part 1) must / shall check the
appropriate section of the company intranet / nominated share-point site (or equivalent) weekly to
check for such revision updates (to back-up the broadcast message etc. referred to above)

Pre-nominated employees as per the above paragraph shall notify the ******* Manager via email or

similar / equivalent system - to confirm that they have received the revision, studied the parts of the
document affected by the appropriate revision, clearly understood the consequences / implications

/ expectations of same - and have accordingly implemented / will implement whatever measures (if

any) may be required of them (by the particular revision)

#rxkx%% Manager shall maintain a current and accurate list of all such pre-nominated employees and
use this list to manage the ‘confirmations’ referred to in the para immediately above

Revisions supplied to authorised external parties shall be managed by direct email / similar
methods. ******* Manager shall maintain & retain appropriate, associated records

Hard copy document revisions will simply require removal of the complete ‘old’ document from its
cover - and insertion of the complete replacement. ******* Manager shall be responsible for
ensuring that this process is reliably achieved and that appropriate records are maintained and
retained

Distribution

See above
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Generic Acronyms used in this Guideline

AAIA  Air Accident Investigation Authority etc. - e.g. UK’s ‘Air Accident Investigation Branch’ (AAIB)
AEP Airport Emergency Plan

AKA  ‘also known as’

AOC  Airline Operators’ Committee

C4 (Crisis response related) Command, Control, Co-ordination & Communication ops

cC Crisis Controller (typically located at accident airline’s CMC)

CCC Crisis Communications Centre (typically located at Airline HQ)

CCT Crisis Communications Team

(@]p] Crisis Director (person charged with overall airline crisis C4 - at the highest level. Typically located at
accident airline’s CMC)

ciQ Customs, Immigration & Quarantine (‘Port Health’ is alternative name for latter word)

CMC  Crisis Management Centre (highest level airline C4 facility - usually located at Airline HQ. Contrast
with ‘EOC" and ‘LACC’)

CLACC Controller - Local Accident Control Centre (Airline’s Station / regular destination airport person
[manager] having local C4 responsibility on behalf of ABCX Airways)

COos (CMC’s) Chief of Staff (a specifically appointed CMC Crisis Controller for each CMC shift)

CPM  (ABCX Airways) - Crisis (Response) Planning Manager

CRPM Crisis Response Planning Manual

CRC (A) (Uninjured) Crew Reception Centre - Generally located ‘airside’ at local airport

CRC (L) (Uninjured) Crew Reception Centre - Generally a ‘landside’ facility (e.g. typically a hotel) at or
near local airport

CSuU Crisis Support Unit

CST Crash Site Team (Station based Traffic/Ramp + Aircraft Engineering Staff deploying to on or near

airport accident location)

DG Dangerous Goods

DOCC Deployed Operations Control Centre (C4 facility of a deployed airline GO Team)

DOS Department of State (USA equivalent of UK’s Foreign & Commonwealth Office and equivalents)
DVI Disaster Victim Identification

ECC Emergency (Telephone) Call / Contact /Information Centre
EOC  Local Airport Authority’s / Airport Management Company’s / Airport Operator’s -
Emergency Operations Centre (Airport’s crisis response C4 facility [contrast with ‘CMC’” & ‘LACC’])

*ERP  (Aircraft Operator’s) Emergency Response Plan (being part of the an overarching CRPM)

* The ‘ERP’ part (i.e. CRPM Part 1) of the accident airline’s overall CRPM - deals with ‘catastrophic aircraft
accident’ type scenarios only - and does not include incidents; operational disruption / business continuity;
public health crises; natural disaster etc.

FAC FR Assistance Centre (see alternative & preferred acronym ‘HAC’)
FCC Field Control Centre
FEC FR Enquiry Card
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FR Family, Relatives & Friends (as associated in some valid way with an accident victim[s] - BUT NOT,
however, being accident ‘victims’ themselves)
FRRC FR Reception Centre (usually located landside at or very close to local airport)

GHA  Ground Handling Agent (airline rep) at airline Station / destination airport locations (in general)

HAC  Humanitarian Assistance Centre (usually a landside hotel(s) - often near ‘local’ [accident?] airport)

HAT  Humanitarian Assistance Team (also known as Special Assistance Team, Family Assistance Team,
(IR BN s The word ‘humanitarian’ is today preferred))

HM Humanitarian Manager (only appointed if GO Team deploys)

HQ Headquarters

ICT Accident Airport’s ‘Immediate Care Team’
I(C)T  Information & Telecommunications Technology

JFSOC Joint Family Support Operations Centre (usually co-located with HAC [used mainly in USA])

LACC Local Accident Control Centre (i.e. an airline Station’s local crisis response C4 facility) (contrast
with ‘CMC’ and ‘EOC’)

LGT Leader GO Team (appointed CD or CC qualified person - in overall charge of airline GO Team)

MGFR Meeters and Greeters of accident victims (including any FR where appropriate)

NOK  Next of Kin / Closest Relative

OcCC 24H Operations Control Centre at airline HQ

ODM OCC Duty Manager

OHS Occupational Health & Safety

OS&AM Operations Support and Administration Manager (member of a deployed GO Team)

POB Persons on Board
PRC Passenger Record Card (Same form also used for accident flight’s crew)

RA (A) Re-uniting Area - on airport
RA (O) Re-uniting Area - off airport

SAT Special Assistance Team (see alternative & preferred acronym / term ‘HAT’)

SRC (A) (Uninjured Passenger) Survivor Reception Centre - generally located airside at local airport

SRC (L) (Uninjured Passenger) Survivor Reception Centre Landside - generally a ‘landside’ facility (e.g.
typically a hotel) often at or near local airport

WES  WYZ Emergency Services (see note 8, page 4)
WECC WES Emergency (Telephone) Call Centre (see note 8, page 4)

CRPM Part 1/ Volume 2 - C4 - Jan 2024 15



CRPM Part 1 /Volume 2 - C4 - Jan 2024

Deliberately Blank

Information Article

16



Information Article

ABCX Airways - Phone Home Scheme

........... In the extremely unlikely event of one of our aircraft being involved in a major emergency and
/ or accident, the airline will activate an emergency telephone enquiry centre, to respond to calls
from relatives & friends of those passengers & crew believed to have been on board the crisis flight

(For a catastrophic & ‘high profile” aircraft accident, significantly more than 50,000 calls could feasibly be
made to this ‘Emergency Call Centre - ECC’, during the first 24 hours post crisis occurrence)

If you are ‘ABCX Airways’ staff (or from a closely related organisation e.g. ABCX [parent] Group) and you
are not directly involved with the crisis flight (i.e. you are neither a crew member nor passenger on the
incident flight), you can be of great assistance at this time by participating in the ‘Phone Home
Scheme’ which works as follows:

On hearing news of an ABCX Airways major aircraft accident, contact your own family,
relatives and friends to let them know that you are not involved, and that you are safe and well. You
should make these contacts from wherever in the world you happen to be

Ask your family, relatives and friends to pass on this information to others in turn, who might also
need to be informed that you are not involved (as appropriate and as quickly as possible)

Also ask everyone you contact m to call ABCX Airways or the ABCX Airways Emergency Call /
Contact Centre, unless the nature of the call is most urgent

If we all do this promptly, thousands of unnecessary calls coming into our Emergency Call Centre will
be prevented, thus releasing precious call centre operator time to deal with those most in need

The scheme is particularly applicable to crew (pilots, cabin crew etc.) as they form a major part of the
airline by number and, furthermore, the nature of their employment sometimes means that families
and friends (of crew) might not always know which flights they are operating and / or in which part of

the world they might be

IMPORTANT NOTE

If you are ‘ABCX Airways’ staff (or from a closely related organisation e.g. ABCX Group) and you ARE
involved (i.e. you were either a crew member or staff etc. passenger on the incident flight [including for duty
travel and / or vacation purposes etc.]) - then (if able to do so) you should also ‘phone home’ of course, as
per above. You should additionally try to make contact with airline HQ (by whatever means possible)
without delay.........
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Practical use (Concept) of the “ABCX Airways’ Crisis Response Planning Manual (CRPM)

he Crisis Response Planning Manual - CRPM

The CRPM is the ‘master’ document which regulates and guides all forms of emergency / crisis /
contingency response operations conducted by ABCX Airways

The CRPM is made up of 6 (six) separate - each dealing with a specific type / aspect of
emergency / crisis response - and containing e.g. associated procedures, checklists, information,
explanations etc.

The CRPM ‘Parts’ comprise:

CRPM Part 1 Catastrophic Aircraft Accident

CRPM Part 2 (Aircraft Related) Serious Incident / Significant Incident

CRPM Part 3 Aviation Business Continuity (Serious Operational Disruption)
CRPM Part 4 Public Health Crisis

CRPM Part 5 Reserved

CRPM Part 6 Training Manual

The document which you are now reading (CRPM Part 1 / Volume 2) is a component volume of
CRPM (see next page). Such component CRPM Part 1 ‘volumes’ deal exclusively with the
catastrophic aircraft accident type situation - and nothing else

CRPM Part 1 (and its component ‘volumes’) only - is otherwise known within ABCX Airways by the

alternative and commonly used term - ‘[HgEIE O A E oJo s =NHET)| - ERP’

The term ‘Emergency Response Plan - ERP’ is never used (except contextually and / or for cross-
reference) when referring to any of (separate documents - both from CRPM Part 1 and from each
other) CRPM Parts 2 to 6
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As mentioned, CRPM can be further split down into ‘Volumes’ - where required by the
document owner, in order to make use of the particular ‘Part’ more effective and efficient - whilst
also significantly reducing the amount of information required to be studied & retained by
prospective users. For example CRPM Part 1 (Catastrophic Aircraft Accident - ERP) is further split into
ten separate volumes as follows: (you are currently reading the volume” highlighted in orange)

Volume 1 ERP - Policy & Executive Overview

Volume 2 ERP - Command, Control, Co-ordination & Communication Ops (C4) <:
Volume 3 ERP - Humanitarian Assistance Team

Volume 4 ERP - Emergency (Telephone) Call / Contact / Information Centre

Volume 5 ERP - GO Team

Volume 6 ERP - (Airline) Station Emergency Response Plan

Volume 7 ERP - Crisis Support Units

Volume 8 ERP - Integrated Crisis Response Planning (e.g. with codeshare / alliance partners)
Volume 9 ERP - Crisis Communications

Volume 10 ERP - Emergency Response Exercises

Requirements for all designated users of the CRPM

All nominated ABCX Airways and other appropriate personnel needing to use the CRPM to prepare
for and guide associated emergency / crisis response plans and actions * shall / should:

Acquire & retain an appropriate level of CRPM knowledge, commensurate with effectively &
efficiently carrying out designated pre-preparation and actual response duties, as related to
a major airline emergency / crisis

Where appropriate - use the procedures, checklists, information, guidelines, templates &
other appropriate content of the CRPM - to guide preparation of separate plans. The latter
typically includes individual departmental / business unit plans, dealing with different
aspects of emergency / crisis response, for which the specific department / business unit is
directly accountable. (See ‘Crisis Support Unit - CSU’ definition in the Glossary [cross-referred to on
page 7])

All such ‘separate’ department / business unit (CSU) plans shall be considered subordinate
documents of the parent CRPM on which they are based. In most cases the parent
document will be (separate document) CRPM Part 1 / Volume 7 - Crisis Support Units

Use the procedures, checklists, information and other appropriate content of the CRPM to
guide actual emergency / crisis response ‘on the day’, during exercises and during training

* Note - The term ‘shall’ generally implies a mandatory requirement e.g. applies to nominated ABCX Airways
staff; the term ‘should’ generally implies a ‘requested and / or recommended’ requirement e.g. applies to non-
ABCX Airways crisis responders who nonetheless are (in some manner) part of the airline’s crisis response plan

- such as ABCX Group; independent Ground Handling Agents; Third Party suppliers of specialist services etc.
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The above requirements have been endorsed by the ABCX Airways Accountable Manager
(Chairperson / Chief Executive Officer etc.) and are thus the authority, direction and instruction -

applicable to nominated airline employees - to undertake all appropriate & required action - as part
of their designated emergency / crisis response roles, responsibilities and accountabilities

Note:

Such a ‘system’ as described above (pages 18 & 19) cannot be viable unless people (an airline’s most
important and valuable resource) are:

* Available in required numbers and disciplines to adequately operate 24 / 7 for long periods
(12 hour shifts assumed)

* Quickly available e.g. less than 1 to 2 hours response time on a 24 / 7 / 365 basis

* Reliably available 24 / 7 / 365

Adequately trained & exercised

Capable of rapid deployment to ‘wherever’ required

* Provided airline operates 24H of course. If not, ‘quickly’ and ‘reliably’ applies at all times when the
airline has passenger aircraft (with passengers on board) ‘in the air’

There are various methods which an airline can use to achieve the requirements listed above - but
above all else an airline should have such a system in place, which works consistently and reliably,
under all circumstances envisaged

If an airline does not have such a system in place, its chances of effectively & efficiently handling any
type of major crisis will be significantly impaired
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The purpose of this document is to provide a framework upon which an airline can build (or rebuild)
its own command, control, co-ordination & communication (C4) element of the (its) ERP

This framework may be regarded as the potential ‘bones’ of that plan. However, it will be for the
airline itself to undertake the (considerable) further and on-going work of putting the ‘meat on the
bones’ which, if addressed adequately, should result in an acceptably effective and efficient plan -

tailored to the airline’s specific requirements

The scope of this document is limited to providing a foundation level of information re airline C4
operations - which an airline can then adapt and develop further, in order to produce its own, final
plan on the subject

This means that this document will, in general, not necessarily provide (all of the necessary) detailed
procedures, processes, checklists etc. The reader will appreciate why this is so i.e. no generic
guideline document such as this can realistically provide for the many variable circumstances specific
to the crisis response command & control system of any particular airline

However, a number of typical examples covering various subjects have been included herein - which
should serve to ensure that ‘the airline’ generally produces what is required / necessary - in the final
evolution of its own C4 document

Note — Other (separate documents) ‘Parts’ of the CRPM (i.e. Parts 2 to 6) are not covered by / included in this

document (the onelyou are reading now) - except for possible contextual mentions and / or for cross-

referencing purposes only
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Section 1 - Introduction

How an airline (aircraft operator; air carrier etc.) plans for, implements and conducts its command,
control, co-ordination & communications (C4) operations when responding to a catastrophic aircraft
accident, is rather like asking the question - ‘How long is a piece of string .................... e

There are so many variables to consider that no crisis / emergency response plan preparation
guideline (including the one you are reading right now) can adequately address them to the
satisfaction of all concerned. However, all ‘fit for purpose’ airline C4 systems typically have some
elements in common - namely:

Chosen from recognised and ‘proven’ (tried & tested) C4 ‘system’ types in common airline
and equivalent use

Chosen ‘system’ fits in well with the particular model of airline operation concerned
Appropriate resources available and allocated to ensure that selected ‘system’ is operable as
intended

‘System’ is adequately documented and widely available / accessible (e.g. via company
intranet)

‘System’ is adequately trained and re-trained (initial & recurrent training)

‘System’ is adequately exercised and re-exercised (initial and on-going exercises)

‘System’ is regularly reviewed (top management review; audit etc.) and maintained
‘System’ is subject to ‘continual improvement’ requirements and checks

Accordingly, this document (the one you are now reading) will describe several of the more common
C4 systems in airline use - and then go on by using just one (being the best for most [but not all]
airlines) of them as an example (see page 34) to suggest most of the issues which an airline (our
‘fictitious” ABCX Airways in this case) might wish to consider - when planning, implementing and
operating / updating its own crisis response C4 system

NOTE: As always in the series of ABCX Airways CRPM Part 1 (ERP) documents, you will be working against a
catastrophic aircraft accident (aviation disaster) type scenario. The reasonable assumption is made that if the
latter can be handled adequately from C4 viewpoints, then the same will apply to all lesser types of aviation
related crisis (e.g. aircraft incidents & similar)
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Choices of C4 Systems Available

Part 1 (starts page E) - Manning Models - Typical Airline Crisis Management Centre (CMC)

Part 2 (starts page @) - Airline CMC - Typical Facilities & Equipment

Note - APPROPRIATE (ACTUAL / REAL) CMC IMAGE REQUIRED FOR INSERTION HERE

The author / owner of this guideline document is seeking appropriate images of real airline crisis management centres for
insertion into this document. Of particular interest would be images depicting (approximately) the various CMC models
discussed in this section 1A

If anyone is able to assist in this matter, please make contact via email at:

info@aviation-erp.com
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Section 1A / Part 1 - Manning Models - Typical (Airline) Crisis Management Centre

Which type of Airline Command & Control Centre Manning Model to Choose?

There are typically 3 main ‘manning models’ available for airline consideration (as per title above) -
choice of which impacts significantly on the decision as to which type of (emergency / crisis related)
headquarters based ‘* Command, Control, Co-ordination & Communication (C4)’ facility to plan for,
establish, operate etc.

*This facility is generically known herein as a ‘Crisis Management Centre’ - (CMC)

These manning models are typically based on (normal ops) personnel functional roles and
responsibilities - AND / OR areas of specific (additional) expertise (e.g. humanitarian assistance;
crisis communications; emergency call centre etc.) in crisis response ops:

CMC - Model 1

This model uses staff from functional airline departments etc. (e.g. aircraft engineering; airport
services / ground ops; flight crew; cabin crew; legal; finance; insurance; corporate comms / PR; HR;
security; commercial etc.) to man and operate an associated airline CMC, during a major crisis

SENIOR managers undertake the above roles i.e. General Manager (Vice President or ‘Head of” or
similar) and upwards (e.g. typically Director and / or Senior Vice President and / or similar) - with the
‘top manager’ (CEO / Chief Executive or similar) typically taking on the lead CMC role of “Crisis
Director’ (or equivalent title) i.e. he / she is in overall (strategic) charge of ALL C4 aspects of the
airline’s ENTIRE crisis response effort

The main advantage of this model 1 is that CMC operation is conducted via a complete ‘set’ of the
airline’s most senior managers
e the main disadvantages are:

= ‘Too many Chiefs and not enough Indians’ in the CMC

= Too many people in the CMC (e.g. potential problems with space; noise level; confusion etc.)

= Airline departments / business units etc. potentially left without direction, due their ‘bosses’
being deployed to the CMC - thus ‘normal’ ops + any associated ** ‘disrupted / business
continuity’ ops might suffer accordingly (i.e. due lack of adequate leadership / oversight etc.)

** In the context used herein, disrupted (possibly severely disrupted) operations are typically a direct
consequence of a catastrophic aircraft accident - particularly if the accident airline operates a ‘hub
and spoke’ system and the accident closes down the / a main hub for several days or more

= Further adverse impact on departments / business units (and thus further adversely
affecting ‘normal and disrupted’ airline ops) as the ‘deputies’ to the ‘leaders’ (referred to
above) also need to take their turn in CMC 24 hour shift manning (assuming 12 hour back to
back shifts for days..................... and possibly even weeks!)
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= Heavy on manpower resources - consequently not appropriate for smaller airlines

= It can be ‘difficult’, for a variety of reasons, to get ‘senior’ managers to attend the necessary
/ associated pre-training and pre-exercising - leading to a potential ‘lack of CMC expertise,
knowledge, currency etc.’

CMC - Model 1A

This is a more practical variation of Model 1 as, apart from the Crisis Director and a small (2 or 3
person) senior manager team, the CMC is typically manned by middle to junior level managers -
drawn from trained / exercised ‘Crisis Support Units - CSU’ (See ‘CSU’ definition - page 36)

This model typically ‘frees up’ enough senior managers + deputies etc. to adequately maintain any
concurrent ‘normal ops’ whilst also managing any consequential ‘disruption and / or business
continuity’ type issues, thus negating some of the major disadvantages of the Model 1 CMC system

This Model 1A system works well if plenty of CSU related man-power + adequate facilities (typically
the CMC room itself + associated facilities) and equipment (particularly ICT) are readily available /
very quickly procurable. Along with this goes provision of an adequate and appropriate budget
(applies to other CMC models too)

N

N
A typical (real / actual) Model 1A Crisis Management Centre. See also typical Model 1A sche\nqatic (as
associated with the above image) on the next page. (Image reproduced with permission of owner)™ N
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Typical CRISIS MANAGEMENT CENTRE - Schematic Layout CMC - Model 1A
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Left Wall = Whiteboards & Clocks Right Wall = Whiteboards, Projector & Screen, Electronic Whiteboard,

Dedicated PC / laptop; landline telephone and hardcopy CMC crisis response pack - at each work station

Clipboards on hooks etc.

APTs = Airports CSU ECC = Emergency Call / Contact / Info Centre Liaison
CcD = Crisis Director REG = Regulatory & Stakeholder Liaison
cc = Crisis Controller / Chief of Staff HAT = HAT Liaison & Support

Csu = Crisis Support Unit
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................................................ continued from previous page

Schematic Layout CMC - Model 1A

Note - the below refers to the block schematic diagram shown on the previous page

Desk Allocation - CMC Far Wall (i.e. far wall when looking from CMC ‘near wall’ door)

Desk 1 Spare

Desk 2 Security CSU (CMC Rep)

Desk 3 * HOTAC, Travel & Transport Support

Desk 4 *Spare / Operations Control Duty Manager (as per actual circumstances ‘on the day’)
Desk 5 GO-team Support

Desk 6 HR CSU (CMC Rep)

Desk 7 Insurance CSU (CMC Rep)

Desk 8 Legal CSU (CMC Rep)

Desk 9 Finance CSU (CMC Rep)

* = equipped with extra wide screen desktop PC

Note 1 - Model 1A relies on an airline adopting the ‘CSU’ system

Such CSUs concurrently man associated crisis response workstations in both the CMC and also at normal place
of work (manpower permitting)

Note 2 - ICT (IT / telecommunications) support for the CMC shall be provided by the ICT (internet,
communications and technology) Crisis Support Unit i.e. the CMC hardware, software and telecoms etc.
support is very rapidly available (within 5 minutes maximum) via a call to a designated ICT support team, latter
being readily contactable 24H
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CMC - Model 2

This model envisages just ONE trained and exercised (competent) senior manager (Crisis Director)
(preferably Senior Vice President / Director / equivalent level - but exceptionally a minimum of a
specifically and appropriately appointed General Manager / Vice President / ‘Head of’ / equivalent)
in charge of the entire CMC (per each [typically 12 hour] CMC shift) - and thus also in charge of (as
delegated by the airline’s top manager) the airline’s entire emergency response effort

He / she is supported by a relatively small CMC team (e.g. absolute maximum of about 5-8 persons
[per CMC shift] for a medium to large sized airline) of trained and exercised (competent) middle
management staff - all typically / ideally having an appropriate ‘operational’ background - whilst
additionally being as ‘expert’ as it is possible to be in emergency / crisis response matters (via
additional and dedicated training, exercising, self-study etc.), without themselves being dedicated

(full-time) emergency / crisis response specialist staff - of the involved airline

CRISIS DIRECTOR - CD

Candidates for the post of (Model 2) €D should be personally selected, approved and annually re-
approved by the airline’s top manager

Said CDs should have full and free authority / autonomy (having been so pre-empowered
accordingly) to manage the crisis response as they see fit, provided established procedures and
processes (as documented in e.g. the airline’s emergency / crisis response plan[s]) are used for the
necessary guidance. This is not to prevent ‘strategic (higher level management) guidance’ being
provided, when so requested by a CD - or otherwise where exceptional circumstances so require

CDs should receive full initial training and attend all recurrent training related to their emergency /
crisis response duties. They should also attend all CMC exercises planned for them. The airline’s top
manager should regularly monitor / review (with a view to corrective action where required) all of
the latter - including attendance requirements, associated compliance, theoretical and practical
knowledge levels etc.

SUPPORTING ‘EXPERT’ STAFF (CRISIS CONTROLLERS - CC)

The (Model 2) supporting staff (referred to herein as ‘Crisis Controllers’) are specially / specifically
selected and approved middle level managers, typically (but not always) having the right mix of
airline (or equivalent) operational (as opposed to administrative, financial and similar etc.)
background and experience - combined with the appropriate ‘attitude’, interpersonal skills etc.

Crisis Controllers undertake exactly the same training / exercising as Crisis Directors (i.e. typically
training and exercising together) - and are able to deputise for CDs for short periods - as required

The primary function of the Crisis Controller team is to continually collect, collate, document and
‘manage’ all incoming crisis related information, from all and any sources - such that it forms the
component parts of a continually updated ‘CRISIS BIG PICTURE’. The latter is, in turn, presented to
the CD + his / her deputy + the CMC Log Manager - in the simplest, briefest and most relevant
formats available
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Based on said ‘crisis big picture’s’ acquisition, retention, regular update etc. - the CD will continually
make the command and control decisions required of him / her - in order for the airline to be able to
respond / continue to respond adequately and agilely to the on-going emergency / crisis situation

In turn, Crisis Controllers then ensure that such command and control type decisions etc. are rapidly
communicated AND implemented to / by the appropriate recipients e.g. Crisis Support Units (CSU);
airline (and / or airline representative) station staff; specifically contracted 3" parties etc.

As mentioned, the CMC Model 2 relies on the airline adopting the ‘Crisis Support Unit’ system. In
such circumstances (i.e. in a Model 2 system) CSUs are * required to operate from their normal
business / duty workstations only (i.e. they do NOT typically operate from the CMC)

* Except for certain CSUs required to contribute specialist ‘manpower’ to any deployed GO Team

A ‘log manager’ (LM) and ‘CMC administrator (one of each per CMC shift - both operating from the
CMC) completes the typical Model 2 CMC team

Note - Where manpower, facilities, budget etc. permit, it is generally advisable (for a number of valid reasons)
to accommodate an airline’s ‘crisis communications [PR] team’ in a separate (but ideally nearby) facility (Crisis
Communications Centre) to that housing the CMC team. However, a senior and appropriately experienced
crisis comms manager (controller) should still operate from the CMC itself (even if on a ‘part-time’ basis) -
typically providing associated ‘expert advice’, liaison & co-ordination duties directly to / with the on-shift CD

The main disadvantage of the Model 2 system is the necessity for CSUs to typically operate from
their normal work locations - when responding to a crisis. This requires establishment and
maintenance of reliable, effective, efficient, robust and rapid (two way) liaison, co-ordination and
info (communication) flows between CSUs, between CSUs and CMC.........etc. The security and
protection of private / sensitive etc. matters is also more difficult to manage in such circumstances

The advantages (which far outweigh the disadvantages) are:

Simplicity

Minimum manpower deployed to the CMC (more space; less noise; less equipment needed)
Minimum manpower deployed to the CMC (attractive to smaller [limited resources] airlines)
Specially selected teams (background, experience, attitude)

Team Expertise (specialised ‘additional’ training and exercising)

CMC Autonomy (CD unilaterally makes most major [airline] decisions re crisis response ops)
Team trained and re-trained on a continual cycle

Team tested (exercised) and re-tested on a continual cycle

Other senior managers (i.e. other than those directly involved in an emergency / crisis
response) remain available to oversee concurrent ‘normal’ + any associated ‘disruption /
business continuity’ type operations
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Typical (Simplified) Crisis Management Centre Layout CMC Model 2 Schematic

TVs & Recording Equipment

Projection Screen
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Electronic Flip Chart
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CMC supporting equipment (including ICT / Telecommunications / Conference Bridge, Stationery, Work-
surfaces, Whiteboards, Clipboards, Storage and SO 0N .......ccccooooevvvvveeeenn. )

1 =*Spare 10 = * Spare 9=CC5

2 = Crisis Controller (CC) 3 8=CC4
3 =CC 1/ CMC Chief of Staff (COS) 7 = Crisis Comms Controller
4 = Log Manager / Admin 5 = Crisis Director (CD) 6 =CC 2/ Deputy CD

* Spare CMC seats used on an ‘as required’ basis - depending on crisis circumstances ‘on the day’ e.g. typically
used for any of additional CCs; ‘Guest’ CSUs; Parent Group staff, External ERP Expert(s), Other Visitors etc.
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Model 2 CMC / C4 Manning and Typical (Deliberately very brief as recorded below) Accountabilities (Schematic)

v |
Crisis Management Centre [REEEEE IR TR
%
(Separate) Crisis Communications Centre (Airline) Crisis Director - CD <€ >  (Separate) Operations Control Centre
CC1/COS 1. Manage CMC facility & staff 2. CD’s ‘Chief of Staff’ 3. Miscellaneous / ad hocissues 4. As directed (AD)

CC2 /Dep.CD 1. Deputise for CD 2. Undertake tasks set by CD 3. Assist other CCs as required (particularly CC1 & CC4) 4. AD

cc3 1. Crisis Support Unit Liaison 2. ‘Other’ Stakeholder Liaison (including parent Group as applicable) not already covered 3. AD
cca 1. Station / Airport Liaison 2. GO Team Support 3. Air Accident investigation Liaison. 4. Aircraft Removal / Salvage 5. AD
CC5 1. Contracted 3rd Party (Parties) Liaison 2. Support to Airline’s HAT 3. Other airlines / charter / lease etc. liaison 4. AD

LM 1. Maintain CMC Logs 2. Use CMC logs to regularly update CD on crisis ‘big picture’ 3. AD

ADMIN 1. General CMC administration / service support. 2.Incoming CMC communications filter. 3. CMC tasking follow-up 4. AD

Note: ‘COS’ = CMC'’s Chief of Staff; ‘HAT’ = Humanitarian (Family / Special etc.) Assistance Team; ‘LM’ = CMC Log Manager
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Model 3

This is an extension of Model 1 - typically having two, (separate) Command and Control teams
(located near to each other but typically not co-located) - one team being STRATEGIC (usually
manned by selected, top management functional appointments). The other team is charged with
support of the strategic team and for conducting TACTICAL command and control operations - based
on strategy formulated by said strategic team

The tactical team (as opposed to the ‘autonomous and expert’ concept of a ‘Model 2 CMC) is still
(generally) functionally based - but uses managers at a lower grade / level (typically middle to junior
level) than those in the strategic centre

Model 3 is probably the least efficient of all in terms of manpower & other resources use - and
is also subject to most of the disadvantages of Models 1 & 1A

The main advantage of Model 3 (provided that the strategic & tactical teams are not too closely co-
located) is the ability of the ‘senior strategy team’ to operate in relative isolation from the rather
frantic activity initially expected in the ‘tactical’ response facility

Other Models

A small number of other CMC models do exist - which are, in the main, relatively minor variations of
one or other of those documented above. They are not mentioned further herein

Which C4 Manning Model to Choose?

There is no simple answer to this question - except to say that airline size, business model,
composition, resources (particularly manpower, facilities and budget) etc. will be major
considerations. However, some basic guidance follows:

................................ For most airlines - Model 1A or Model 2 will be the best choices

As to which of these two models might be the ‘best’ choice of all, note that Model 2 requires a larger
personnel base (around 2.5 times more) of relatively ‘crisis response related expert’ staff (i.e. Crisis
Controllers in this case) than Model 1A - which is actually / obviously a distinct advantage in
terms of overall crisis response staff expertise & flexibility e.g. if there is no Crisis Director
available (from the CD pool) to undertake e.g. the role of ‘Leader GO Team’ (which is ABCX Airways
SOP) - then the most appropriate ‘crisis controller’ available would be assigned to this role instead

Note also that lack of the * extra CSU personnel resources and / or larger CMC facility resource (both
would be needed by a Model 1A system) - may also dictate that Model 2 is the ONLY choice for
smaller and / or less well-resourced airlines - particularly in terms of manpower

* Reminder - Model 1A requires CSUs to concurrently man associated crisis response workstations in both the
CMC and also at most normal places of work

In a Model 2 system, CSUs do not operate from the CMC (they typically operate from ‘normal business’
locations instead) - thus considerably lowering CMC manpower demands overall - thereby contributing to
improvement of any associated business continuity activities / outcomes
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Consequently, Model 2 probably takes the lead over Model 1A - as ‘best choice of all’

Which C4 Manning Model is used in this Guideline Document?

This guideline (the document you are now reading) uses a Model 2 CMC as its basis _

Note 1 - An equivalent Model 1A CMC guideline document and CMC facility can be produced (as required by
the user) by adapting the Model 2 version (as referred to / used herein). The latter should be a relatively
straightforward task e.g. instead of a Crisis Director and around five or so Crisis Controllers managing the
airline CMC (as per Model 2) — the Model 1A might have instead e.g.

= ACrisis Director

= Adeputy Crisis Director

= One or two Crisis Controllers (with more as an option)

= A Crisis Communications Controller

= Full CSU representation and other staff actually in the CMC - supporting all of the above

= Additional CSU representation at their ‘normal business’ workstations (i.e. not in the CMC)

(In contrast [it will be recalled] CSUs do not operate from the CMC in a Model 2 [they operate from their
normal places of work instead])

The airline’s Crisis Communications Centre should ideally still be separate from the CMC (but close by)

Note that most Model 2 checklists (contained in the ‘parent document’ mentioned further above) will also
apply equally to Model 1A - with appropriate adaptation - particularly with regard to whom they are assigned
e.g. (in a Model 1A) to appropriate CSU staff instead of Crisis Controllers

Note 2 - It will typically not be possible to adapt the Model 2 CMC to Model 1 or Model 3 CMC requirements
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APPROPRIATE ‘REAL / ACTUAL" EXAMPLEs of CMC IMAGES ARE REQUIRED FOR INSERTION HERE

The author / owner of this guideline document is seeking appropriate images of real airline crisis management
centres for insertion here - similar to the image shown on page 26. Of particular interest would be images
depicting (approximately) the different CMIC models discussed above

If anyone is able to assist in this matter, please make email contact at:

info@aviation-erp.com
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CRPM Part 1/ Volume 2 - Attachment A to Section 1A / Part 1
DEFINITION - Crisis Support Unit - (CSU)
The term ‘Crisis Support Unit’ is used herein to describe elements (staff) comprising an airline’s

various departments / business units etc. (typically [but not always] located / working at and / or near
airline HQ location) - having identified, (direct or indirect / greater or lesser) roles and responsibilities to

play, in response to a catastrophic aircraft accident or similar impact emergency / crisis / incident

CSU staff roles and responsibilities are typically (but not always) related directly to what the CSU’s
parent department / business unit is responsible for during normal (day to day) airline operations

Typical CSUs include e.g. ... Flight Operations; Customer Services / Service Delivery
(including cabin-crew); Operations Control Centre; Airports Services (Ground Ops); Finance; Legal;
Insurance; Safety (flight and ground); Security; Aircraft Engineering (Maintenance); Staff / Industry
Travel; HR; Commercial; Corporate Communications / PR etc. There are more!

Ideally, every airline HQ department / business unit with CSU responsibilities (which is the vast
majority of them) might be imagined to be “virtually” divided into two sections during crisis
response ops, with one section (non-CSU) looking after normal (and possibly disrupted / business
continuity) operations, whilst the other (the CSU) focuses its efforts on that department’s / business
unit’'s emergency / crisis response ops

CSU staff can typically assist in the manning and operation of an airline’s Crisis Management Centre
(CMC) at time of crisis - under the leadership of a Crisis Director ... AND / OR
conduct emergency / crisis response operations from their normal place of work. Some CSUs are
expected to deploy staff as part of an airline’s GO Team - as appropriate

Note - a very small number of airline HQ departments might not be required to form a CSU in the sense
described just above. For example, an airline’s Quality Department generally has no obvious crisis response
role (related to its ‘normal’ day to day business) during actual response to a catastrophic aircraft accident.
Note however, that Quality Department staff can still assume non-CSU “* generic’ crisis response roles such as
e.g. CMC - Log Manager’; ‘CMC - Emergency Call Centre Liaison’; ‘CMC - GO Team Support’ etc.

* Such crisis response generic roles are not typically related to the functional (normal business operations)
roles and responsibilities of the departments / business units / person(s) specifically referred to just above

In the context of CMC - Model 1A - CSU responders assigned crisis duties at / near airline HQ - should
operate from normal work locations - and most will ALSO (additionally) need to provide a rep to the
CMC (manpower permitting - which might be problematic?). Similar should apply to the ‘tactical’
part of a CMC Model 3

In the context of CMC Model 2 - CSU reps assigned crisis duties at / near airline HQ generally operate
from normal work locations ONLY at time of crisis (i.e. not from the CMC facility). However, close
and constant liaison between CSUs & CMC staff (Crisis Controllers for latter) is obviously ESSENTIAL

For more information on CSUs - see (separate document) - CRPM Part 1 (ERP) / Volume 7
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Section 1A / Part 2 - Crisis Management Centre - Typical Facilities and Equipment used

Ideally located (/andside [i.e. NOT airside] if airline HQ located at an airport) at airline HQ

Appropriate accommodation facility (accessible 24H; adequate size, secure; private; heating /
cooling; near washrooms; near rest facilities; catering readily available etc.)

Adequate ICT hardware and software connections (wireless capable) - see next page
Adequate No-break / Uninterrupted Power Supply (UPS) available 24H

Geographically separate backup (alternate) CMC facility planned for, available, equipped etc.

Fixtures & Fittings

Workstations / desks / chairs etc.

Work surfaces (for equipment)

Storage facilities e.g. cupboards

Wall mounted whiteboards (lots and lots - you can never have enough!)

Pre-prepared (template & ‘blank’ formats) wall mounted ‘information’ boards (fill in the blanks)

Adequate number of pre-prepared wall mounted (appropriately labelled) clipboards etc.

Documentation & Stationery

CRPM Part 1/ Volume 2 - C4 - Jan 2024

Comprehensive CMC Documents Library + similar ‘Individual CMC Workstation Documents
Packs’ - all readily and quickly available in soft and hard copy formats

Comprehensive (soft & hard copy + internal / external) crisis contact directories (phone, email,
FAX etc.)

Stationery - lots & lots of all types - especially whiteboard markers and hard copy log sheets

Flipchart(s) etc.
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‘Ideal’ List of ICT and Similar

Modern computers (laptops [wireless capable] ideal as they can be moved to separately located
CMC backup facility if required) - one per each CMC workstation

PCs / laptops to have modern (recent) & adequate operating system + all relevant applications
(operational [functional] and administrative) pre-loaded as per CMC and airline requirements
Dedicated crisis email addresses for all CMC workstation positions (i.e. no use of personal
[company / business] emails in general CMC use - BUT latter should still be accessible from CMC)
Selected company ICT security and similar restrictions lifted (removed) for CMC ICT systems
operation e.g. no limits on the size, content etc. of information sent or received by CMC
Genuine high speed (e.g. fibre) internet access - preferably independent of (in addition to) the
airline’s ‘normal’ internet access system

Landline telephones (one per CMC workstation + several CMC spares). If landlines reliant on a
local digital exchange - then a number of (external) analogue landlines also required in CMC
Headsets for all landline telephones (quieter CMC environment) (+ equivalent for M. Phones)
Dedicated CMC mobile / smart phones etc. (In adequate numbers and also being separate from
those used by e.g. the GO Team and those issued to staff for ‘normal business’ purposes)
Satellite telephones (2 or 3 - CMC specific - i.e. separate from those used by GO Team)

Walkie / talkie (short range) radios - in case of complete, local telephone failure

Modern (state of art) Video Conferencing equipment / connections / software etc.

PC / laptop etc. connectable overhead projector and related screen(s) (or equivalents)

Smart Televisions (at least 2) / equivalent - capable of monitoring all major international news
channels (including social media) via a wide variety of inputs

Plasma screen(s) - at least 1 (easily & quickly connectable to appropriate source device[s])
Modern PC / laptop etc. connectable electronic whiteboard (or similar) drawing / writing system
etc. with outputs to appropriate (electronic) display systems etc.

Adequate supply of ‘large capacity’ memory sticks / portable hard disk storage units etc.
Comprehensive (aviation type crisis specific) Crisis Management Software System

A regular, reliable system in place to ‘check-out / maintain etc.” all of the above, as required
Anything else?

Note 1 - all required user names, passwords etc. to be quickly, easily (but securely) available

Note 2 - all required connections / leads / cables / plugs / adaptors / chargers / spare batteries etc. (in
adequate quantities) to be pre-fitted and connected - and / or otherwise quickly and easily available / set

up

Note 3 - all required operating instructions (in adequate quantities) to be quickly and easily available (soft
and hard copy)

Note 4 - A reasonable stock of required ‘consumables’ to be maintained at all times e.g. for printers (ink),
for FAX etc. A rapid (24H) re-ordering system for same to also be in place

Note 5 - it may be necessary for CMC to store and issue certain equipment, documentation and funds to
e.g. the airline GO Team (if / when latter deploys)
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Section 2A - Background (General) Information

The ‘INTEGRATED APPROACH’ to AIRCRAFT ACCIDENT RESPONSE PLANNING & OPERATIONS

The typical (airline / aircraft operator) catastrophic aircraft accident will involve many responding
parties (possibly world-wide) in addition to the accident airline itself - and the latter needs to be
aware of all of them, as it will inevitably be inter-operating (to a greater or lesser degree) with
same, under such circumstances. Such ‘parties’ typically comprise (list is far from being exhaustive):

Emergency Services (including possible military, paramilitary & search & rescue assistance)
Airport Authorities / Airport Management Companies / Airport Operators

Airline Representative(s) - typically ground handling organisations, supervisory agents etc.
Health & similar authorities, including hospitals, ambulance operators, mortuaries etc.

Government level authorities primarily concerned with air accident investigation (e.g. the
UK’s [Department for Transport] Air Accident Investigation Branch [AAIB]; the French
‘Bureau d’Enquetes et d’Analyses’ [BEA]; the National Transportation Safety Board [NTSB]
from the USA etc.)

Other organisations concerned with air accident investigation e.g. the appropriate engine,
airframe and systems manufacturers; aircraft owners / lessors; insurance companies / hull
loss adjustors; lawyers etc.

Government level authorities (national, regional and local / tribal) and others (e.g. voluntary
groups) primarily concerned with humanitarian / welfare (psycho-social) and similar support
operations (e.g. Humanitarian / Family Assistance) - related to accident victims and their
associated families, relatives and friends (FR)

Coroner / Medical Examiner / Disaster Victim Identification authority (including personal
effects recovery element etc.)

City / Town / Village etc. ‘local government’ type authorities

Volunteer Groups, Non-Government Organisations (e.g. Red Cross / Crescent), ‘Faith /
Religious’ representatives etc.

Other airlines (& similar) involved e.g. appropriate leased /chartered aircraft operations;
codeshare, alliance & mutual aid partners; tour (holiday package) operators etc.

Embassies, consulates and similar

Airline sub-contracted (3" party / external / commercial) specialist (expert) support
0rganisations ..., and so on

There are a relatively small number of international & national statutory / requlatory procedures
and processes in place relating to some of the above (e.g. the ERP related requirements of ICAQ’s
‘Safety Management System - SMS’). Same should be identified and documented in the relevant
‘volume’ of the ABCX Airways ERP (CRPM Part 1)
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Limited local liaison and co-operation (integration & best practice) has also taken place for some
areas mentioned on the previous page - typically resulting in associated mutual aid co-operation
agreements and appropriate / associated ‘memorandums of understanding - (MOU)’

It is important to note that most commercial airports worldwide are ‘legally’ required to have an
Airport Emergency Plan (AEP) in place and, as part of same, must set up, man and operate an
airport crisis response C4 facility - (often known as an ‘Emergency Operations Centre’ (EOC) - but
many other titles are in use around the world) - at time of major crisis

Airlines operating to / from such airports must be aware of the latter - being typically ‘obliged’ by
the airport of concern (at least in most [but not all] of the more developed countries) to submit an
airline emergency response plan (to the airport authority / operator) which integrates with (but is
subordinate [at least in theory] to) that of the airport’s equivalent plan (i.e. the AEP)

The ‘accident airline” will also typically be required to provide a locally based (airline) representative
to an airport’s EOC at time of airline crisis at or near to that specific airport. Many airlines assign /
delegate this requirement to their local ground handling agency / (airline) representative

All of the above serves as a reasonably representative indication of the main (but not all) external
parties which an airline’s CMC, CSUs, GO Team etc. - might need to work / integrate with - following
a catastrophic aircraft accident to one of its aircraft. Ideally, a pre-planned, integrated crisis
response approach (between the ‘airline’” and all such organisations [as appropriate]) is highly
desirable in theory - but has proven to be difficult to achieve in practice

In reality, such a pre-planned, integrated approach will be impossible to achieve universally across
an airline’s network and might, consequently, need to be conducted on an ‘ad hoc’ basis in many
circumstances - e.g. only after an accident has actually taken place

Furthermore, such integrated crisis response ops with & within ‘/ess and least developed’ countries
(AND in some developed countries too!) - can be problematic e.g. due to the lack of will, knowledge,
appropriate documentation (crisis response plans, procedures, checklists etc.), finance, adequate
facilities (emergency ops centres, uninjured survivor reception centres, fire and rescue vehicles,
ambulances etc.), trained and / or proficient manpower resources, other required resources - etc.
Ineptitude, corruption, local security situation etc. can also be adverse factors here

Unreliable ad hoc and / or non- existent arrangements as described above must nevertheless still be
managed and / or addressed (by the airline[s] involved) insofar as is possible / practicable so to do -
particularly for airports considered by an airline to be associated ‘major hub(s) / primary airports’

For the latter situation, formal, pre-planned and integrated crisis response plans must be actively
pursued (again, insofar as is possible under ‘local’ conditions) with all appropriate ‘partner’
organisations at such ‘hub / primary’ airports (and as many other involved airports as possible) -
typically covering e.g. joint C4 procedures; joint humanitarian / health / welfare ops; joint crisis
communications ops; protocols re accident aircraft salvage / recovery; joint training & exercising etc.

Whilst the reasons for the above should be obvious to any airline, the difficulties in so achieving
might (probably will) be considerable - but, as already mentioned, the desired outcomes MUST be
pursued nonetheless - no matter how hopeless the actual situation ‘on the ground’ seems to be

Sometimes it has to be accepted that success in such endeavours might not be possible
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Section 2B - ABCX Airways C4 - Manpower Resources Summar

CMC - Crisis Director Team (CD) (See also pages 61 & 62 herein) (Note: 24 / 7 / 365 airline ops assumed)

Nominated and approved ABCX Airways senior managers (typically [but not always] of ‘director /
senior vice president’ etc. grade or equivalent) comprise the CD on-call pool

All CDs shall be appropriately trained and exercised (and shall be current in same) accordingly

An ‘on-duty / on-call’ CD has absolute and complete authority (as delegated by the airline’s top
manager) to command, control, co-ordinate, direct, instruct, communicate and otherwise manage
(as he / she feels appropriate) all aspects of an associated emergency / crisis / similar response
operation - with the ultimate goal of achieving successful conclusions from humanitarian, safety,
operational, regulatory, crisis communications and any other required / appropriate viewpoints

A (one) CD shall be reliably on-call 24 / 7 / 365. During actual emergency / crisis response ops, CDs
will be assigned to duties - based on a 12 hour shift pattern - and shall (typically) operate from the
airline’s Crisis Management Centre (CMC)

Note - until such time as the CMC has been activated and adequately manned, the crisis response shall be

LTl L R R AR = AN RUCEIRINEEOperations Control Centre (OCC) Duty Manager & his / her team

Nominated OCC staff shall be appropriately trained and exercised (and be current in same) accordingly

CMC - Crisis Controller Team (CC) (See also pages 63 & 64)

During emergency / crisis response ops, ‘on-duty / on-call’ CDs are supported by a small, dedicated
team of CCs - being trained, exercised and current (same training as for CDs) accordingly

Nominated ABCX Airways * senior to middle level managers shall form the CC on-call pool

* Senior managers shall be assigned to one or other of CD or CC roles (but not both) - depending on
background and experience. All CDs and senior manager level CCs shall be nominated and approved by the
airline’s Top Manager

It is expected that one CC will deputise for an ‘on-duty’ CD whilst a second oversees the detailed and
hands on running / operation of an activated CMC facility + its staffing i.e. a ‘chief of staff (COS)
type role (See page 63 for more details re the ‘COS’ role)

Other (additional) CCs directly support CMC C4 operations, including oversight of all airline related
crisis response ops taking place outside of the CMC (e.g. Crisis Support Unit ops; Outstation ops; GO
Team ops; 3" party [specialist] support ops etc.)

A (one) CC shall be reliably on-call 24 / 7 / 365. During actual emergency response ops, CCs will be
assigned to duties - based on a 12 hour shift pattern - and shall (typically) operate from the airline’s
CMC facility
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Crisis (Response) Planning Manager (CPM)

The airline’s CPM (i.e. the person primarily and permanently accountable for the overall
effectiveness and efficiency of the airline’s entire emergency / crisis response planning system) shall
be considered to be both the ‘big picture (strategic)’ and ‘close-up picture (tactical)’ subject matter
expert on all matters concerning same

Accordingly, this person’s primary duty during actual emergency / crisis response ops (based 24H in
OR very close to the airline’s CMC) is to exercise such expertise - largely in an advisory / consultative
/ expert role, encompassing the whole airline (+ any parent group / company; engaged [specialist]
3™ party support etc. - where appropriate and so authorised)

However and where necessary, the CPM may ‘propose’ direction and implementation of whatever
overall and overriding remedial measures he / she may consider necessary (i.e. as appropriate to the
circumstances during actual emergency / crisis response operations) aimed at ensuring the overall
integrity of such response. Such ‘proposals’ should, in general, be accepted by all appropriate staff
involved - whatever their title or grade, unless there is very good reason not so to do

Similarly, other (subordinate) Crisis Planning Section personnel (if any) shall have the same ‘implied
authority’, within their relevant and specific areas of crisis response specialisation / expertise e.g.
‘Humanitarian (Family) Assistance ops’; ‘Emergency Call Centre ops’; ‘GO Team ops’ etc.

All members of the airline’s Crisis Planning (CP) Section should generally be prepared for 24H
availability for the duration of any major crisis - taking rest and sustenance as and when available.
Where sufficient manpower is available, the CPM shall directly support the emergency / crisis
response, typically at the CMC / airline HQ location - whilst a further (appropriately competent) CP
section member shall be part of any deployed GO Team - with a similar supporting role

CMC Log Manager (LM) and CMC Administrator Teams

An activated CMC shall be supported on a 24H basis (12H shifts) by a CMC Log Manager and a CMC
Administrator. Sufficient trained & exercised persons shall comprise the ‘manpower’ pool for this
team - so as to reasonably expect adequate availability for crisis response duties, without necessarily
operating an ‘on-call’ system

CMC Crisis Communications Team (Manpower resourced from airline’s Corporate Comms / PR Dept.)

Responsible for all aspects of airline internal and external crisis communications - including provision
of adequate (both in terms of experience, training & numbers available) ‘spokespersons’

At time of major emergency / crisis, a senior and experienced member of this team (Crisis
Communications Controller) shall operate 24H (12 hour shifts or similar) from the airline’s CMC and /
or from the (separate but nearby facility) Crisis Communications Centre (CCC). The remainder of this
team shall conduct crisis communications ops from the CCC. In all likelihood the latter will be located
in the ‘normal business’ Corporate Communications / PR office(s) at airline HQ. However, airlines
with adequate resources may be able to operate a dedicated use CCC facility instead

For a number of valid reasons it is generally not advisable to co-locate the CCC with the CMC (but
they should ideally be located close to each other)
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Normal Operations Control Centre Team - OCC
This team is headed by the OCC Duty Manager (ODM)

The ODM and his / her team are responsible for managing all initial aspects of any ABCX Airways
emergency / crisis response until such time as the CMC is able to assume this responsibility

Note - for more in-depth information on this team - see separate document in this series, CRPM Part 1/
Volume 7A - ‘OCC Crisis Support Unit’ - Emergency Response Plan)

Crisis Support Units (CSU) - See ‘CSU’ definition - page 36

CSUs typically operate from the airline’s main HQ location AND / OR as part of any deployed GO
Team. Depending on the nature of the particular emergency / crisis, most CSUs shall plan to man &
operate on a 24H (12H shifts) basis

Note - As a reminder, CSUs typically perform vital roles related to the emergency / crisis response elements of
what they generally ‘do’ (roles, responsibilities etc.) during normal airline ops

In a Model 2 CMC (see page 29) - CSUs typically operate / respond from locations external to /
separate from the CMC (typically at normal place or work [i.e. not as a direct element of the CMC]
AND / OR as a‘significant part of any airline GO Team deployment)

Accordingly (because-of such separate operating locations), great care must be taken during pre-
planning to ensure the achievement of continual, effective (guaranteed) communications and liaison
between CMC and CSUs, during actual emergency / crisis response ops

Reminder - By way of contrast, in a Model 1A CMC - CSUs typically operate / respond from the CMC itself and
/ or from normal place of work and / or as part of any GO Team deployment

Reminder - this guideline (you are reading it now) is based on a Model 2 CMC system
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Leader GO Team (LGT)

A qualified, current and ‘appropriate’ CD (or, exceptionally, a specifically nominated and approved
CC) - appointed ‘on the day’ by the on-duty Crisis Director, to lead and manage all aspects of
deployed ABCX Airways GO Team operations (i.e. the LGT deploys as part of the GO Team)

Manpower permitting, an appropriately qualified and current CC will also deploy with any GO Team
in the dual roles of ‘deputy LGT and ‘Operations Support & Admin Manager

The LGT reports directly to the on-duty CD at airline HQ (CMC)

Note - where GO Team deployment is not required - the position of ‘Leader GO Team etc. does not exist

Investigation Manager (IM)
(Manpower resourced from any / all of Safety, Flight Ops, Cabin Crew, [Aircraft] ENG CSUs etc.)

The appropriate ABCX Airways manager / pilot / equivalent person, deploying with the GO Team (or
not as the situation on the day requires), in order to represent the airline’s interests (if so invited) in
and / or provide expert support (if so invited) to - any formal air accident investigation process

The IM (when [if] GO Team deploys) reports to the deployed LGT (from an airline viewpoint) -
otherwise he / she reports directly to the on-duty Crisis Director at airline HQ

During GO Team deployment (where appropriate manpower might be in short supply) the LGT may
be required to also assume the role of ‘Investigation Manager’. In such circumstances the LGT must
have the appropriate qualifications(s), expertise and experience so to do

GO Team - Humanitarian Manager (HM)

A qualified, current and ‘appropriate’ CC (or otherwise an appropriately qualified, trained and
experienced person) shall deploy with any airline GO Team (or otherwise) in the role of
‘Humanitarian Manager’. All aspects of GO Team associat