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Doug Kalitta Office (734) 544-3400 x7112 Human Resources - Manager 

Fax (734) 544-3429 Erin Heine  Office (734) 544-3400 x7252 
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Ron Fansler Office 734-484-0088 x7095 Manager of IT/Telecommunications  

Cell (586) 530-7233 Dave McDade  Office  (734) 985-2458   x7228  
Fax (734) 485-6738  Cell (734)-218-6261 

 Asst. Mgr. of Telecommunications   
Bruce Anderson – Manager Office 734-484-0088 X7005 Mohammed Abdulrazzaq  Office x7225 

Cell (734) 905-6587 Jim Renner Office x7287 

Dir. of Operations/Security Office (734) 544-3400 x7210 
Bradley Clark Home (734) 544-6577

Cell (734) 417-9006

Fax (734)487-7222 
Director of Maintenance Office (734) 544-3400 x7213 Office (734)487-7417 
Marcel Cote Fax (734) 544-3415 Office (734)487-7370 

Home (734) 481-9951 Office (734)487-7222 
Cell (734) 276-7287 (817) 222-5006

FAA 
Great Lakes Regional Comm Center 

FSDO-Willow Run 
POI-Larry McKillop 
PMI-Martha Winnard 
PAI- Timothy Powell 
Regional Op. Center – Hazmat 
Local Rep. Hazmat Office (734)-229-2936/2937 

Dispatch Supervisor 
Joel Munson  Office (734) 544-3400 x7206 National Transportation Safety Board (NTSB) 

Fax (734) 544-3421 Central Office (303) 373-3500
Home (734) 612-6205
Cell (734) 612-6205

(Hazmat) Consultant DoD – Air Mobility Command Mission 
Tim Shaw Pager (800) 608-6486 618th Air Ops Center (618) 229-0360

Home (734) 439-2475 HQ AMC/A3B (618) 229-4801 or (618) 229-4343
Cell (734) 904-2934 USTRANSCOM/Duty Officer  (618) 402-2369

(618) 229-4801 or 4343
FBI 
Ann Arbor Office Working Hours (734) 995-1310 

After Hours (313) 965-2323 
 CHEMTREC 

Chemical Emergencies (800) 424-9300
Insurance Adjuster 
Larry Galizi (815) 356-8811

 National Response Center (NRC) 24-hour emergencies  
301-816-5100

Chief Pilot Office (734) 544-3400 x7245 Notify in case of spill or release, fraud, abuse  (800) 233-3497
Spencer Thomas Cell (510) 406-4547 Notify in case of biological hazard  (404) 633-5313

 Nuclear Regulatory Commission 
Notify in case of radioactive hazard (800) 424-8802

 U.S. Department of State 
Assistance with international incidents (202) 647-4000

Transportation Security Admin. (TSA)  
(703)  601-3100/3200 

 (817) 222-5006
FSDO - Willow Run            (734) 487-7222 
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1. PURPOSE 
(Ref: IOSA ORG 4.1.1) 

1.1 The purpose of this manual is to ensure Company personnel are equipped and prepared to 
respond to an emergency involving persons and/or aircraft. 

1.2 The procedures contained in this manual are designed to provide an immediate and structured 
system for the command, control, and coordination of KC emergency response efforts. 

2. OBJECTIVES 

2.1 The four (4) main objectives of this manual are to: 

2.1.1 Provide education and awareness, addressing potential events and what managing 
them effectively may entail, including their risks, ramifications, and response 
requirements. This includes raising the awareness level of all personnel of the 
procedures to be followed for specific emergencies; 

2.1.2 Ensure emergency response preparation and contingency planning to provide a 
systematic and flexible plan to quickly mobilize and coordinate personnel; 

2.1.3 Direct emergency management activities, which includes, identifying participants, 
establishing their roles, and guiding their individual efforts and interactions; and 

2.1.4 Mitigate damage to ensure any harm incurred is minimized and normal operations are 
quickly restored. 

2.2 The priorities below shall serve as a guide for all personnel whenever a conflict arises about 
the direction of response efforts: 

 Priority 1 - People 

 Priority 2 – Property 

 Priority 3 – Process 

3. SCOPE 

3.1 This manual is designed to assist Company personnel with quick and appropriate responses 
to an emergency involving: 

3.1.1 An aircraft accident or incident, resulting in a serious or fatal injury, and/or substantial 
aircraft damage; 

3.1.2 An in-flight emergency;  

3.1.3 An emergency at a KC facility (covered by Appendices E-1 through E-2); and 

3.1.4 Conditions which threaten the safety of personnel stationed or traveling abroad. 

3.2 The three stages of emergency management addressed in this manual are: 

 Stage 1 - Assessment and Notification 

 Stage 2 - Resource Mobilization and Coordination 

 Stage 3 - Recovery and Restoration 
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4. RULES OF CONSTRUCTION 

4.1 Certain key terms used throughout this manual have specific applications, including: 

4.1.1 Words importing the singular include the plural. 

4.1.2 Words importing the plural include the singular. 

4.1.3 Words importing the masculine gender include the feminine. 

4.1.4 “Shall” and “Will” are used to express direct commands and to signal prohibition (shall 
not, will not) and permission. 

4.1.5 “Should” is used to suggest recommended actions. 

4.1.6 “May” is used to state authority or permission to do the act prescribed, and the words 
“no person may…” or “a person may not…” mean that no person is required, 
authorized, or permitted to do the act prescribed. 

4.1.7 “Includes” means “includes, but not limited to”. 

4.1.8 “KC” and “Company” means “Kalitta Charters, LLC.” 

4.1.9 Where “NTSB” and “FAA” are used, it includes “or foreign equivalent”. 
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5. MANUAL HIERARCHY 

5.1 While this manual is designed to serve as a stand alone document, its procedures interface 
with others, and it may be necessary to refer to the documents listed below to understand 
related circumstances and actions taken by others: 

5.1.1 The TSA-approved Security Program (maintained under separate cover), which 
relates to security issues, including reporting requirements; 

5.1.2 The Safety Program/IEP (maintained under separate cover), which includes the 
actions and resources to maximize occupational safety; 

5.1.3 Aircraft Standardization Manuals (ASMs), Operations Manual (OM), or Aircraft Flight 
Manuals (AFM) which detail crewmember actions in response to a variety of 
abnormal and emergency situations; 

5.1.4 The Operations Manual (OM), which describe the actions necessary in response to 
aircraft emergencies; 

5.1.5 The Dispatch Manual (DM), which describes specific flight following procedures; 

5.1.6 The Kalitta Charters Safety Manual (SM), which describes the policies and 
procedures designed to reduce risk and reporting requirements should accidents or 
injuries occur; and 

5.1.7 The Emergency Action Plan (EAP), which describes the policies and procedures 
designed to effectively respond in the event of a facility emergency or sabotage/bomb 
threat. 

5.2 However, if the policies, procedures or information in this manual conflict with those found in 
applicable regulations, NTSB/FAA instruction, or other Company manuals, the following 
hierarchy applies: 

5.2.1 This manual conflicts with or is less restrictive than applicable regulations or 
NTSB/FAA instruction, the applicable regulations and/or NTSB/FAA instruction shall 
apply;  

5.2.2 This manual conflicts with or is less restrictive than the applicable OM, the applicable 
OM shall apply; or 

5.2.3 This manual conflicts with another manual (excluding an OM), the OM shall apply first 
and this manual shall apply second. 

5.3 Should a situation arise not specifically covered by these manuals, personnel are expected to 
use their best judgment. 



Page: D EMERGENCY RESPONSE MANUAL   
Rev: ORIG INTRODUCTION 
Date: 01-01-14 

Page: D  Kalitta Charters, LLC. 

6. MANUAL LAYOUT 

6.1 This manual is divided into chapters, sections and sub-sections by subject matter. Each page 
header includes the document title, chapter title, page number, revision level, and revision 
date. Each page footer includes “KALITTA CHARTERS, LLC and the page number. 

6.2 With the exception of chapter organization, chapters, sections, and sub-sections are formatted 
in a manner consistent with the appearance of Kalitta Charters Manual System.  

6.3 Line formatting is unique to this manual. Lines are numbered for reference in the checklists 
contained in Chapter 1. 

6.4 As a page is revised, the header will change to reflect the latest revision level and revision 
date. In addition, a revision bar will appear in the left margin where content was added, 
deleted, or changed. Revision bars from previous revisions are not included with the next 
revision release of that page. 

6.5 Revision bars will not be included for changes to TOC page numbers, content pagination, or 
formatting. 

6.6 For quick access to information online, this manual may contain hyperlinks to other manual 
sections and other internal Company documents. Links appear in RED text on digital 
document formats. 

6.7 References may appear underneath section headings and may include regulations, guidance 
documents, and contracts. 
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7. MANUAL CONTENT 
(Ref: IOSA ORG 4.1.3) 

7.1 The emergency response procedures in this manual are derived from an assessment of 
potential risks, the basis of which is shown in the equation below.  

Probability of Occurrence + Gravity of Consequences = Risk Assessment 

7.2 Kalitta Charters wants everyone to be able to respond effectively to even the most difficult 
emergency; however, we recognize that this plan cannot anticipate every possible emergency. 

7.2.1 The response efforts detailed in this manual focus on two aspects over which the 
Company has the most control:  

(a) Taking care of personnel; and  

(b) Managing communications.  

7.3 In response to the NTSB Federal Family Assistance Plan for Aviation Disasters, Kalitta has 
established a Family Assistance Plan designed to maximize the care and comfort of victims 
and their family members. 

7.3.1 Refer to Chapter 6 for the KC Family Assistance Plan. 

7.4 Effective communications are managed through a combination of: 

7.4.1 Call scripts, found in Chapter 2; 

7.4.2 Checklists, found in Chapter 1; 

7.4.3 Forms, found in Chapter 9, to preserve information; and 

7.4.4 Training, detailed in Chapter 3. 

7.5 Additionally, Appendices A and B (included in this manual) contain key reference information, 
designed to assist participants in decision-making, as well as, to aid training efforts. 

7.6 All E appendices included in this manual contain facility-specific Emergency Action Plans 
(EAPs) or emergency contact information, (as appropriate). The Director of Safety is 
responsible for ensuring these individual plans are coordinated and contain common 
elements.  

7.7 The duties, responsibilities, authorities, and interactions of Company personnel, contained in 
Chapter 3 and throughout this manual, relate to emergency response procedures only and are 
in addition to those defined in the OM and elsewhere. 

7.8 The Director of Safety shall periodically review the contents of this manual to update and 
refine these procedures when necessary. 
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8. REVISION AUTHORITY AND RESPONSIBILITY 
(Ref: IOSA ORG 4.1.2) 

8.1 All Company personnel are encouraged to, and may, request changes to this manual through 
the formal revision process. Revision requests shall be made using the Manual Revision 
Request Form , found in Chapter 9 

8.2 The Director of Safety is responsible for the content, approval, and assigned distribution of this 
manual and associated bulletins. 

8.3 The Director of Safety and Director of Operations, or designee, are authorized to revise the 
contents of this manual and associated bulletins.  

8.4 Manual holders are responsible for maintaining the currency of their assigned manuals and 
associated bulletins. Upon receipt of each revision, the manual holder shall: 

8.4.1 Insert all revised pages and remove and discard all obsolete pages; 

8.4.2 Make a notation on the appropriate Revision Record Page 

8.5 Replacement pages may be requested from the Technical Publications department. If a 
manual is lost or destroyed, the individual to whom it is assigned may be charged for its 
replacement. 

8.6 Refer to the Introduction to the OM for manual revision methodology, approval and acceptance 
requirements, and document and data control procedures. 

9. COPIES FURNISHED TO FAA 

9.1 Each revision to the policies and procedures contained in this manual, excluding bulletins, will 
be furnished to the FAA Principal Operations Inspector (POI). These revisions  may be 
assigned by any of the following personnel: 

9.1.1 Director of Operations; 

9.1.2 General Manager; or 

9.1.3 Chief Pilot; or 

9.1.4 Director of Safety. 

10. ACCESSIBILITY 

10.1 This manual, and the bulletins described below, are viewable to all affected Company 
personnel from the Company intranet. 

11. BULLETINS 

11.1 Holders of this manual are issued bulletins as a means of disseminating timely information 
essential to the safe performance of their emergency response duties. 

11.2 Bulletins issued to this manual are identified as Emergency Response Bulletins (ERBs). 

11.3 Manual holders are responsible for placing bulletins in this manual after the Bulletins tab. 
Bulletins remain in effect until incorporated in the next appropriate manual revision, rescinded 
or reach their expiration date.  
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11.4 The normal expiration date for bulletins is the last day of the sixth month from the date of 
issue; however, bulletins can be issued either with an expiration date greater than six (6) 
months, or with an indefinite expiration date.  

11.5 A Bulletin Summary will accompany each bulletin issued and/or rescinded and lists all current 
bulletins for this manual. 
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1. GENERAL 
(Ref: IOSA ORG 4.1.12) 

1.1 Instructions 

1.1.1 The checklists contained in this section are: 

(a) To be completed by assigned personnel and submitted to the Director of Safety 
after the emergency is over, or upon request by the Director of Safety. 

1.1.2 The chapters and sections referenced in each checklist provide detailed information 
and should be used by assigned personnel to clarify instructions and to understand 
interactions. 

1.1.3 No checklist is provided for Family Member Notifier(s). Personnel assigned these 
duties are tasked solely with notifying next of kin as instructed and for recording 
communications, as described in this manual. 

1.2 Delegation Of Duties 

1.2.1 Personnel may delegate some (or all) of the duties assigned. 

1.2.2 Delegation of duties is dependent upon the scope of the emergency and availability of 
personnel. 

1.3 Director of Safety and Director of Operations 

1.3.1 These positions are assigned shared duties as part of the Emergency Operations 
Center (EOC) and as part of the Family Assistance Plan. 

1.3.2 Coordination between these individuals at the outset of the emergency is critical to 
effective response. 
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2. CHECKLISTS 

2.1 Chief Pilot 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 Contact fuel vendor    4 2.4.3 

Obtain fueling records from the last fuel vendor    4 11.6.1 

Ensure required drug and alcohol testing is performed    4 2.4.5 

F
IR

S
T

 H
O

U
R

 A
N

D
 O

N
G

O
IN

G
 

Gather records relating to crewmember/ med 
crew/passenger/patient/supernumerary contact 
information, including: 

   4 11.3.1 

 Manual available to crew onboard the aircraft    4 11.4.1(a) 

 Software/data available to crew onboard the 
aircraft 

   4 11.4.1(b) 

 Most recent medical exams of all flight 
crewmembers 

   4 11.4.1(c) 

 Flight training records of all flight crewmembers    4 11.4.1(d) 

Briefly outline each crewmember’s record as a pilot 
with the company, previous experience, military 
experience, years in current position, and latest flight 
check 

   4 11.5.1 

Verify all documents and records are properly secured    4 11.7.1 

Remind personnel not to discuss incident outside the 
company 

   4 2.4.4 

O
N

G
O

IN
G

 Update personnel of known facts regularly (as 
appropriate) 

   4 12.3.1 

Provide family Support Services Representative with 
contact information for next of kin 

   6 3.2.1 

POST-EMERGENCY ACTIVITIES 

Participate in subsequent NTSB investigations, briefings, and 
hearings as necessary 

   4 14.3.1 

Conduct an independent investigation if authorized by the Director 
of Operations and Legal Representative 

   4 14.3.2 
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2.2 Director of Maintenance 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 

Perform subsequent notifications as indicated in 
diagram in the bulletins section of this manual 

   4 2.2.6 

Serve as maintenance liaison to the NTSB and FAA    4 2.5.2 

F
IR

S
T

 H
O

U
R

 A
N

D
 O

N
G

O
IN

G
 

Brief personnel and ensure managers make necessary 
changes to their schedules. 

   4 2.4.2 

Remind personnel not to discuss the incident outside 
the company 

   4 2.4.2(a) 

Notify airframe, engine, and avionics manufacturers 
and obtain contact information 

   4 4.7.1 

Act as EOC Maintenance Representative    4 8.3.1(f) 

Update personnel of known facts regularly (as 
appropriate) 

   4 12.3.1 

POST-EMERGENCY ACTIVITIES 

Refer to the Risk Management Representative Checklist 
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2.3 Director of Operations 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 

Initial call may be routed to the Director of Operations. 
Refer to the Dispatch Supervisor checklist for actions. 

   
4 

4 

4 

2.2.1(a) 

2.2.3 

2.2.4 

Perform subsequent notifications as indicated in 
diagram 

   4 2.2.6 

Instruct Dispatch Supervisor how to respond to 
incoming calls 

   4 2.3.1 

Ensure required drug and alcohol testing is performed    4 2.4.5 

Act as Company liaison to the NTSB and FAA    
4 

4 

2.5.1 

12.1.2(c) 

Keep communication facility informed of the progress 
of the flight, if necessary 

   4 4.2.1 

F
IR

S
T

 F
E

W
 H

O
U

R
S

 A
N

D
 O

N
G

O
IN

G
 

Assign and brief EOC personnel, as appropriate, 
including: 

   4 3.2 

 Legal Representative    4 8.3.1(h) 

 On-Site Response Team Leader    
4 

4 

4 

8.3.1(i) 

13.2.1(a) 

14.3.1 

 On-Site Response Team members    
4 

4 

8.3.1(j) 

14.3.1 

Determine if personnel should be sent to the 
accident/incident site 

   4 6.1 

Verify each person assigned to the EOC has the 
resources necessary to carry out his/her duties 

   4 
3.5 

8.1.1 

Ensure a written report is sent to the FAA, if applicable    4 4.2.2 

Ensure On-Site Response Team has funds and other 
necessary resources 

   4 13.2.1(b) 

Decide whether to continue business-as-usual or stand 
down some or all operations 

   4 5.1 

Notify personnel of changes to the business schedule    4 5.3 

Activate the Family Assistance Plan if the accident is 
categorized as a Crash Scale 1 or if deemed 
appropriate. 

   4 7.1 

Assign and brief persons assigned Family Assistance 
Plan duties 

   4 7.3 

Verify each person assigned Family Assistance Plan 
duties has the resources necessary to carry out his/her 
duties 

   4 7.5 

Approve information leaving the EOC    
4 

4 

12.1.6 

12.2.1(d) 

Keep the President informed on a daily basis as to the  
progress of the investigation  

   4 2.2.6 
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DIRECTOR OF OPERATIONS CHECKLIST CONTINUED 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

O
N

G
O

IN
G

 

Collect and maintain victim and survivor information    4 11.8.1 

Approve independent investigation if appropriate    4 14.3.2 

Provide EOC personnel with cost codes    4 3.6 

Provide personnel assigned Family Assistance Plan 
duties with cost codes 

   4 7.6 

Update personnel of known facts regularly (as 
appropriate) 

   4 12.3.1 

POST-EMERGENCY ACTIVITIES 

Ensure continued care of victims and their families    4 14.1.1 

Verify all checklists are complete and close the EOC    4 14.1.3 

Oversee the ongoing review, investigation, and report of the 
accident 

   4 14.1.4 

Review the Emergency Response Manual and update information 
and procedures as necessary in coordination with the Director of 
Safety 

   4 14.1.5 

Assign personnel to subsequent NTSB investigations, briefings, 
and hearings as necessary 

   4 14.3.1 

Close the EOC and ensure transition back to normal operations    4 14.4.1 

Ensure a detailed debriefing and critique of all emergency 
response activities 

   4 14.4.2 
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2.4 Dispatch Manager (135) 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 Keep communication facility informed of the progress 

of the flight, if necessary 
   4 4.2.1 

Notify HQ AMC/A3B (Director of Operations must 
approve first) 

   4 4.4.1 

Notify HQ Command Center (military charters only)    4 4.5.1 

 
Notify Charter/Med Flight customer of possible 
incident/accident, if required 

   4 4.6 

F
IR

S
T

 H
O

U
R

 A
N

D
 O

N
G

O
IN

G
 

Brief personnel and ensure managers make necessary 
changes to their schedules. 

   4 2.4.2 

Remind personnel not to discuss the incident outside 
the company 

   4 2.4.2(a) 

Assign and brief personnel assigned Family 
Assistance Plan duties in coordination with the Director 
of Operations 

   4 7.3 

Verify each person assigned to the EOC has the 
resources necessary to carry out his/her duties 

   4 
3.5 

8.1.1 

Provide necessary equipment to EOC personnel, 
including: 

   4 8.4.1 

Recorded line telephone    
4 

4 

8.4.1(a) 

12.3.6 

 Computer with internet access    4 8.4.1(b) 

 Fax, copier, printer    4 8.4.1(c) 

 Basic office supplies    4 8.4.1(d) 

 AM/FM Radio    4 8.4.2(a) 

 Television with recording capabilities    4 8.4.2(b) 

 Flip charts, easels, markers    4 8.4.2(c) 

 Bulletin board/tacks    4 8.4.2(d) 

 Atlas or world map    4 8.4.2(e) 

 Airport Facility Directory    4 8.4.2(f) 

 Food and beverage access    4 8.4.2(g) 

 Rest facilities    4 8.4.2(h) 

      

N
E

X
T

 
B

U
S

IN
E

S
S

 
D

A
Y

 

Notify the Administrative Contracting Officer if required 
(military only) 

   4 4.4.2 

O
N

G
O

IN
G

 

Update personnel of known facts regularly (as 
appropriate) 

   4 12.3.1 
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2.5 Director of Quality Assurance 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
  

Perform subsequent notifications as indicated in 
diagram contained in the bulletins section of this 
manual, including notifying the FAA 

   4 2.2.6 

Serve as maintenance/inspection liaison to the NTSB 
and FAA 

   4 2.5.2 

Quarantine maintenance/inspection records, including:    
4 

4 

2.4.6 

11.2.2 

All technical manuals and handbooks applicable to the 
accident or aircraft involved 

   4 11.2.2(a) 

 Manufacturers’ maintenance manuals    4 11.2.2(b) 

 All maintenance manuals available to the crew 
onboard the aircraft 

   4 11.2.2(c) 

 Irregularity reports for 30 days preceding the 
accident or incident 

   4 11.2.2(d) 

 Pre-flight inspection records    4 11.2.2(e) 

 Aircraft log pages    4 11.2.2(f) 

 Maintenance repair sheets    4 11.2.2(g) 

 Radio and instrument inventory    4 11.2.2(h) 

      

F
IR

S
T

 H
O

U
R

 A
N

D
 

O
N

G
O

IN
G

 

Brief QA Department personnel and ensure managers 
make any necessary changes to their workers’ 
schedules. 

   4 2.4.2 

Remind personnel not to discuss the incident outside 
the company 

   4 2.4.2(a) 

Perform notifications as required by 135.415    4 4.6.2 

Act as EOC maintenance/inspection representative    4 8.3.1(f) 

Update QA personnel of known facts regularly (as 
appropriate) 

   4 12.3.1 

POST-EMERGENCY ACTIVITIES 

Liaison with the NTSB for records reviews 
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2.6 Director of Safety 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 

Initial call may be routed to the Director of Safety. Refer 
to the Dispatch Supervisor (DS) checklist for actions. 

   
4 

4 

4 

2.2.1(a) 

2.2.3 

2.2.4 

Provide on-site authorities with names from the 
crewmember/ med crew/ passenger / patient 
/supernumerary manifest 

   4 2.2.5 

Perform subsequent notifications as indicated in diagram 
contained in the bulletins section of this manual 

   4 2.2.6 

Instruct Dispatch Supervisor how to respond to incoming 
calls 

   4 2.3.1 

Determine if an emergency exists and active EOC if 
required in coordination with the Director of Operations 

   
4 

4 

2.4.1 

3.1 

Act as company liaison to the NTSB and FAA    
4 

4 

2.5.1 

12.1.2(c) 

F
IR

S
T

 H
O

U
R

 

Report accident to the NTSB using NTSB Form 6120.1, 
found in Chapter 9 

   4 4.1.1(a) 

Notify pilot representative as appropriate    N/A N/A 

Report a Crash Scale 1 accident to the NTSB at (202) 
314-6290.  
See Crash Scale 1 Checklist for additional duties. 

   
4 

6 

4.1.1(b) 

4.5.1 

Notify insurer    4 4.1.1(c) 

Provide the most current crewmember/ med crew/ 
passenger / patient /supernumerary manifest  to the EOC 
and Chief Pilot 

   6 4.5.2 

F
IR

S
T

 F
E

W
 H

O
U

R
S

 

Ensure company and customer contractual requirements 
are met before assigning personnel 

   6 2.3.3 

Assign and brief EOC and Family Assistance Plan 
personnel, in coordination with the Director of Operations 
(as appropriate), including: 

   
4 

6 

3.2 

2.3.1 

 Public Relations Representative    
4 

6 

8.3.1(g) 

2.3.1(c) 

 On-Site Response Team Leader    

4 

4 

4 

6 

8.3.1(i) 

13.2.1(a) 

14.3.1 

2.3.1(g) 

 Family Support Services Representative    
6 

6 

2.1.1 

2.3.1(d) 

 On-Site Response Team Members    
4 

4 

6 

8.3.1(j) 

14.3.1 

2.3.1(g) 

 Risk Management Representative    4 8.3.1(k) 

Verify each person assigned to the EOC has a copy of 
this manual 

   4 3.4 

Verify each person assigned to the EOC has the 
resources necessary to carry out his/her duties 

   
4 

4 

3.5 

8.1.1 

Ensure On-Site Response Team has funds and other 
necessary resources 

   4 13.2.1(b) 
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Director of Safety Continued 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

F
IR

S
T

 F
E

W
 H

O
U

R
S

 

Determine if personnel should be sent to the 
accident/incident site 

   4 6.1 

Activate the Family Assistance Plan if the accident is 
categorized as a Crash Scale 1. 

   
4 

6 

6 

7.1 

1.2.1 

2.1.1 

Assign and brief persons assigned Family Assistance 
Plan duties 

   4 7.3 

Verify each person assigned Family Assistance Plan 
duties has a copy of this manual 

   4 7.4 

Verify each person assigned Family Assistance Plan 
duties has the resources necessary to carry out his/her 
duties 

   4 7.5 

Provide the On-Site Response Team with the On-Site 
Response Team Kit 

   4 8.6.3 

Maintain a diary/log of response events    4 12.3.2(b) 

Approve information leaving the EOC in coordination 
with the Director of Operations 

   
4 

4 

6 

12.1.6 

12.2.1(d) 

4.6.4 

O
N

G
O

IN
G

 

Maintain a status board of EOC activities    4 12.3.2(a) 

Verify On-Site Response Team Members are actively 
participating in the on-site investigation 

   4 13.3.18 

Brief senior management and EOC personnel regularly    4 12.3.2(c) 

Develop procedures for and approve the release of 
personal items and baggage 

   

4 

6 

6 

13.3.12(c) 

7.2.1(h) 

7.3.1(f) 

Update personnel of known facts regularly    4 12.3.1 

POST-EMERGENCY ACTIVITIES 

Ensure continued care of victims and their families    4 14.1.1 

Provide a secure storage area for at least 18 months for 
unclaimed baggage and personal items 

   
4 

6 

14.1.2 

5.3.1(g)(ii) 

Verify all checklists are complete and close the EOC    
4 

6 

14.1.3 

8.1 

Oversee the ongoing review, investigation, and report of the 
accident 

   4 14.1.4 

Review the Emergency Response Manual and update information 
and procedures as necessary 

   

4 

6 

6 

14.1.5 

6.2.1(i) 

8.2 

Assign personnel to subsequent NTSB investigations, briefings, 
and hearings as necessary in coordination with the Director of 
Operations 

   4 14.3.1 
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2.7  Dispatch Supervisor 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 A

N
D

 O
N

G
O

IN
G

 

Take initial report (calls taken during evening shifts 
should be routed to the Dispatch Supervisor) 

 
  4 2.2.3 

Verify and record initial report information on the 
Aircraft Accident Verification form 

 
  4 2.2.3 

Notify management per the Communication Diagram 
contained in Chapter 4  and the Bulletins section of 
this manual 

 
  4 

2.2.3(a) 
2.2.6 

Obtain crewmember/ med 
crew/passenger/patient/supernumerary manifest 

 
  4 

4 
2.2.4(a) 

11.1.2(a) 

Forward manifest to the Director of Safety and Director 
of Operations 

 
  4 

4 
2.2.4(a) 
11.1.1 

Notify remaining Dispatch management.    4 2.2.7 

Receive direction from the Director of Safety on how to 
respond to incoming calls. 

 
  4 2.3.1 

Forward the Aircraft Accident Verification form to the 
Director of Safety and Director of Operations 

 

  4 2.2.3 

Receive and route incoming calls or take messages 
using either the Communication Log Form or the 
Emergency Message Form. 

 

  4 
4 

2.3.1(a) 
12.3.3 

Keep Communication facility informed of the progress 
of the flight, if applicable 

 
  4 4.2.1 

Collect the following information and forward to the 
Director of Safety and Director of Operations 

 
  4 11.1.1 

 Cargo Manifest with any hazardous materials    4 11.1.2(b) 

 Fight Release with weather and DMI listings    4 11.1.2(c) 

 Permit Packet    4 11.1.2(d) 

 Performance data    4 11.1.2(e) 

 Trip Checklist    4 11.1.2(f) 

 Weight and Balance Form    4 11.1.2(g) 

Assign and instruct OCC Representatives    4 8.3.1(e)(i) 

Meet with family members who come to the office if 
human resources personnel are NOT available 

 
  4 12.1.8 

The Dispatch Representative(s) will perform other duties as directed by the Dispatch Manager, 
Director of Operations, or the Director of Safety.



Page: 1-16 EMERGENCY RESPONSE MANUAL   
Rev: ORIG CHAPTER 1: CHECKLISTS 
Date:  01-01-14 

 

Page 1-16  Kalitta Charters, LLC. 

 

 

 

 

 

 

 

 

 

 

 

 

 

 

INTENTIONALLY 

LEFT 

BLANK 

 



 EMERGENCY RESPONSE MANUAL  Page: 1-17 

 CHAPTER 1: CHECKLISTS Rev: ORIG 
  Date: 01-01-14 

 

Kalitta Charters, LLC. Page 1-17 

2.7 Family Member Liaison 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 Inquire if family members wish to travel to the accident 

site or hospital 
   6 5.3.1(a) 

Provide logistical support to family members planning 
to travel to the incident site or hospital 

   6 5.3.1(b) 

Inquire if family members desire American Red Cross 
crisis assistance 

   6 5.3.1(d) 

IM
M

E
D

IA
T

E
 

A
N

D
 

O
N

G
O

IN
G

 

Ask family members to have records sent to the Joint 
Family Support Operations Center (JFSOC) if 
requested 

   6 5.3.1(h) 

O
N

G
O

IN
G

 

Maintain regular contact with family members    6 5.3.1(c) 

Consult with family members about any company-
sponsored monument/inscriptions 

   6 5.3.1(e) 

Coordinate with the Department of Justice (DOJ), 
when necessary, and On-Site Response Team Leader 
to arrange meetings with family members to explain 
their rights 

   6 5.3.1(f) 

Arrange for baggage and personal items to be claimed 
by family members 

   6 5.3.1(g) 

Inform family members that the company can assist 
with delivering fatally injured crewmember/ med 
crew/passenger/patient/supernumeraries to their 
mortuaries of choice 

   6 5.3.1(i) 

Ask family members to contact the coroner or medical 
examiner and assist them in completing the Death 
Certificate Information Form 

   6 5.3.1(j) 
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2.8 Family Support Services Representative 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
 

Obtain the latest crewmember/ med 
crew/passenger/patient/supernumerary manifest from the 
Dispatch Supervisor (DP) 

   6 3.1.1 

Obtain contact information for next of kin from the Chief 
Pilot 

   6 3.2.1 

Field inquiries from family members and friends of 
victims 

   4 12.1.2(b) 

F
IR

S
T

 H
O

U
R

 A
N

D
 O

N
G

O
IN

G
 

Maintain a diary/log of all plan activities    6 4.7.1 

Coordinate with Director of Safety, Risk Management 
Representative, and Legal Representative to ensure 
company/ customer contractual requirements are met 

   6 2.3.3 

Assign and brief persons for family liaison duties    6 2.3.2 

Remind the Family Member Liaison to accurately and 
completely document all contact with family members 
using the Communications Log Form 

   6 6.2.1(b) 

Provide the Dispatch Supervisor (DP) with a list of 
persons assigned family liaison duties 

   6 4.1.1 

Contact the American Red Cross and the Employee 
Assistance Program provider for assistance with 
psychological support (if required) 

   6 2.3.4 

Prepare a duty-roster and time schedule of assigned 
personnel 

   6 2.3.5 

Create and maintain hard-copy records by crewmember/ 
med crew/passenger/patient/supernumerary 
/passenger/supernumerary name 

   6 6.2.1(d)(f) 

Monitor the notification process    6 6.2.1(a) 

Brief the Director of Safety and Director of Operations 
daily on all activities 

   6 4.7.2 

O
N

G
O

IN
G

 

Ensure third-party assistance is available to all personnel 
in coping with emergency-related depression and stress 

   6 2.7.1 

Collect and maintain the locations and telephone 
numbers of all fatally injured victims, survivors, On-Site 
Response Team members and other key-role personnel 
on-site and forward updates to the Director of Operations 

   
6 

6 

3.3.1 

3.3.2 

Document the time needed by each family to contact 
other family members and communicate with the Public 
Relations Representative 

   6 4.2.4 

Routinely verify the accuracy and completeness of all 
Communications Log Forms 

   6 6.2.1(c) 

Ensure information sent to hospitals or medical 
examiners is copied to victim files 

   6 6.2.1(e) 

Monitor employees for signs of stress and refer them as 
necessary to the American Red Cross 

   6 6.2.1(g) 

POST-EMERGENCY ACTIVITIES 

Ensure continued care of victims and their families    4 14.1.1 

Evaluate the effectiveness of the Family Assistance Plan and 
recommend improvements to the Director of Safety 

   6 6.2.1(i) 
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2.9 On –Site Response Team Leader 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
  

Serve as company liaison at the scene    4 6.4 

Assign members to On-Site Response Team in 
coordination with the Director of Safety 

   
4 

4 

8.3.1(j) 

13.2.1(a) 

Verify On-Site Response Team Kit contents    
4 

4 

8.6.3(a) 

13.2.1(d) 

Instruct On-Site Response Team members on list of 
items to include this their individual kits 

   
4 

4 

13.2.1(d) 

13.4.1 

Arrange for travel, accommodations, and expenses for 
On-Site Response Team members 

   4 13.2.1(c) 

Brief On-Site Response Team members on 
rendezvous point, travel arrangement, lodging, and 
facts as known 

   4 13.2.1(e) 

O
N

G
O

IN
G

 A
N

D
 P

O
S

T
-E

M
E

R
G

E
N

C
Y

 A
C

T
IV

IT
IE

S
 

If first on scene, prior to NTSB or FAA, verify 
emergency response services/law enforcement 
officials are protecting the site 

   4 13.3.6 

Identify all On-Site Response Team members to all 
officials at the scene, remain aware of scene activities, 
and relay information to On-Site Response Team 
members 

   4 13.3.4 

Direct On-Site Response Team members to routinely 
update the location and conditions of all onboard using 
the Survivor Condition Form 

   4 13.3.8 

Document locations and conditions of all crewmember/ 
med crew/passenger/patient/supernumeraries 

   6 7.2.1(a) 

Forward updated Survivor Conditions Forms to the 
Director of Safety 

   
4 

6 

13.3.9 

7.2.1(b)(c) 

Secure a facility, if required, at the arrival airport, 
where family members can meet and protect them 
from the media and solicitors 

   6 7.3.1(c) 

Provide daily update/reports on all activities to the 
Director of Operations and Director of Safety 

   
4 

6 

12.3.4 

4.7.2 

Attend initial and daily NTSB briefings    4 13.3.10 

Encourage survivors to undergo a medical 
examination and post-traumatic stress evaluation and 
have those who refuse complete and sign the Medical 
Examination and Treatment Refusal Form 

   6 7.2.1(g) 

Verify On-Site Response Team Member appointments 
to various NTSB sub-committees 

   4 13.3.11 

Ensure all injured survivors receive the best possible 
care 

   6 7.2.1(d) 

Protect, store, and return baggage and personal items    
4 

6 

6 

13.3.12 

7.2.1(h) 

7.3.1(f) 

Provide support to non-hospitalized survivors (lodging, 
travel, communications, etc. 

   6 7.2.1(e) 
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On-Site Response Team Leader Continued 

O
N

G
O

IN
G

 A
N

D
 P

O
S

T
-E

M
E

R
G

E
N

C
Y

 A
C

T
IV

IT
IE

S
 

Offer assistance to the coroner, if required, including 
securing a private area to collect ante mortem 
information from family members on-site 

4 

6 

13.3.14 

7.3.1(d) 

Provide support, when requested, to the JFSOC 
(space, communications, equipment, etc.) 

6 7.3.1(e)

Request family members of fatally injured victims 
obtain medical records for identification if requested by 
the coroner or medical examiner 

6 7.2.1(i)

Log the date and time of transfer of each deceased 
victim from the coroner to the selected mortuary, using 
the Victim and Response Participant Locator Form 

4 

6 

13.3.15 

7.2.1(j) 

Provide assistance to personnel and agencies involved 
in the cleanup of toxic spills and hazardous materials 

4 13.3.16

Coordinate with the insurer and Risk Management 
Representative regarding the movement, storage, and 
release of wreckage or debris 

4 13.3.16

Assign On-Site Response Team members to act as 
family member escorts 

6 7.3.1(b)

Provide family members on-site with assistance with 
lodging, travel, finances, childcare, medical, etc. 

6 7.3.1(a)

Inform family members on-site that the company can 
assist with delivering fatally injured crewmember/ med 
crew/passenger/patient/supernumeraries to their 
mortuaries of choice 

6 7.3.1(g)

Ask family members on-site to contact the coroner or 
medical examiner and assist them in completing the 
Death Certificate Information Form 

6 7.3.1(h)
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2.10 Public Relations Representative 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

IM
M

E
D

IA
T

E
  

Prepare written statement for EOC personnel    4 
2.3.1(b) 

12.1.1 

Field inquiries from news media    4 12.1.2(a) 

Prepare/approve press releases to news agencies and 
the company website 

   6 4.6.1 

O
N

G
O

IN
G

 Approve information leaving the EOC    4 
12.1.6 

12.2.1(d) 

Update company personnel of known facts regularly    
4 

6 

12.3.1 

4.7.3 

Provide updated press releases as necessary    6 4.6.3 
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2.11 Risk Management Representative 

TIME 
FRAME 

ACTIONS DATE TIME INITIALS CHAPTER SECTION 

O
N

G
O

IN
G

 

Keep management informed of activities related to 
wreckage disposition and environmental cleanup 

   4 12.3.5 

Direct extensive photography of wreckage and 
surrounding vicinity 

   4 13.3.7 

Provide assistance to personnel and agencies involved 
in the cleanup of toxic spills and hazardous materials 

   4 13.3.16 

Coordinate with the insurer and Risk Management 
Representative regarding the movement, storage, and 
release of wreckage or debris 

   4 13.3.16 

L
O

N
G

-T
E

R
M

 

Coordinate with insurer and others for the disposition 
of wreckage released by the NTSB 

   4 14.2.1 

Confirm destruction of airframe and subsystem data 
plates if required 

   4 14.2.2 

Coordinate any quick-settlement provisions with 
insurer 

   4 14.2.3 
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1. INBOUND CALLS FROM FAMILY MEMBERS AND FRIENDS SCRIPT

1.1 Set The Stage

1.1.1 Callers may be concerned family members. Be polite, helpful, and emphatic. 

“Kal i t ta Charters, my name is .  How may I help you?” 

1.2 Deliver The Message 

1.2.1 Use the statement issued by the Public Relations Representative. If a statement has 
not been released, use the following: 

“Fl ight (number) which originated in (ci ty) was involved in an accident 
at (or near) the _____airport.”  

“We are current ly in the process of veri fy ing our 
crewmembers/passenger/patient/supernumerary l ist.” 

1.3 Determine The Needs 

1.3.1 Determine if the caller is asking about a specific person or requesting general 
information.  

“ Is there a part icular person that you are cal l ing about?” 

“Why do you think that (name of person) was on this f l ight?” 

“Could you please hold whi le I check to see i f  we have any information 
available?”  

1.4 If Name Appears On The Manifest 

“Thank you for wait ing. We are st i l l  in the process of confirming 
our l ist  of crewmembers/passenger/patient/supernumeraries. I  can 
take some information from you and a family assistance 
representat ive wi l l  contact you as soon as we have information 
available.” 

1.5 If Name Does Not Appear On The Manifest 

“Thank you for wait ing. That name does not appear on our ini t ial  
l ist  of persons on board the f l ight.  I  can take some information 
from you, and i f  the need arises a family assistance representative 
wi l l  be back in touch with you.” 

1.6 Verify And Confirm Information 

“The person you are cal l ing about is (name) of (address). Your 
name and phone number are (name and number) and your 
relat ionship to that person is (relat ionship).” 

1.7 Conclude The Contact 

 “ I  know that this is a di f f icul t  t ime for you. A Kali t ta Charters 
Family Assistance Representat ive wi l l  cal l  you back with current 
information.” 
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2. INBOUND CALLS FROM THE GENERAL PUBLIC SCRIPT 

2.1 Set The Stage 

2.1.1 Callers may be concerned family members. Be polite, helpful and emphatic. 

“Kal i t ta Charters, my name is______. How may I help you?” 

2.2 Deliver The Message 

2.2.1 Use the statement issued by the Public Relations Representative. If a statement has 
not been released, use the following: 

“Fl ight (number) which originated in (ci ty) was involved in an accident 
at (or near) the _____airport.  We are current ly in the process of 
veri fying our crewmembers/passenger/pat ient/  supernumerary l ist.” 

2.3 Determine The Needs 

2.3.1 Determine if the caller is asking about a specific person or requesting general 
information. 

“ Is there a part icular passenger that you are cal l ing about?” 

2.3.2 If no: 

“As soon as more detai ls are avai lable, we wil l  release the 
information to the media.” 

2.4 Conclude The Call. 

“Thank you for your cal l  and concern. Have a good day.” 

2.4.1 If yes: 

“Why do you think that (name of person) was on this f l ight?” 

“Could you please hold whi le I  check to see i f  we have any 
information avai lable?” 

2.5 Name Appears On The Manifest 

“Thank you for wait ing. We are st i l l  in the process of confirming our 
l ist of persons onboard. I  can take some information from you and a 
family assistance representat ive wi l l  contact you as soon as we 
have information avai lable.” 

2.6 Name Does Not Appear On The Manifest 

“Thank you for wait ing. That name does not appear on our ini t ial  
l ist  of persons on board the f l ight.  I  can take some information from 
you and i f  the need arises a family assistance representat ive wi l l  
be back in touch with you.” 

2.7 Verify And Confirm Information  

“The passenger you are cal l ing about is (name) of (residence 
address only).  Your name and phone number are (name and 
number) and your relat ionship to the passenger is (relat ionship).” 

2.8 Conclude The Contact 

“As soon Kal i t ta Charters has more information avai lable, we wi l l  
release i t  to the family members and the media. Thank you for your 
concern.” 
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3. INBOUND CALLS FROM THE MEDIA SCRIPT 

3.1 Set The Stage 

3.1.1 Callers may be concerned family members. Be polite, helpful and emphatic. 

“Kal i t ta Charters, my name is_____. How may I help you?” 

3.2 Deliver The Message 

3.2.1 Use the statement issued by the Public Relations Representative. If a statement has 
not been issued, use the following: 

“Fl ight (number) which originated in (ci ty) was involved in an 
accident at (or near) _______the airport.  We are currently in the 
process of veri fy ing our passenger l ist .” 

3.2.2 If asked for more specific information, respond with the following: 

“ I  am not authorized to make any statements on behalf  of Kal i t ta 
Charters. The Publ ic Relations Representative would be better 
prepared to answer your questions. The phone number 
is_________.” 

3.3. Conclude The Contact 

“As soon as Kal i t ta Charters has more information avai lable, we 
wi l l  release i t  to the family members and the media. Thank you for 
your concern.” 
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4. INITIAL NOTIFICATION SCRIPT EXAMPLE 1 

4.1 Notice 

4.1.1 The following is only an example, which may give you some guidance as you prepare 
to make your first very difficult call to the family of the crew. The words you select to 
use should come from within you. They need to sound natural, and have a calming 
effect. 

4.2 Script 

“Hel lo, Mrs. Smith? My name is _____, and I  work for Kal i t ta 
Charters. I  am very sorry to tel l  you that we have confirmed that 
your ___ was/were on Kal i t ta Charters Fl ight (number),  which 
crashed at _____(location). I ’m sorry to tel l  you that i t ’s also been 
confirmed that there are no survivors.” 

“Do you have family nearby? Wil l  you cal l  them and have them 
come over? The media wi l l  be asking for a copy of the passenger 
l ists very soon. Would you l ike me to hold off giving the media the 
names so that you may cal l  other relat ives f i rst?”  

“Members of the National Transportat ion Safety Board and the 
American Red Cross wi l l  also be cal l ing. They wi l l  also be trying 
to help you get through this very di f f icul t  t ime.” 

“Let me get off  the phone and give you a chance to cal l  your 
family,  but I ’d l ike to cal l  you back in the next 30 to 45 minutes. 
Would that be OK? My name is _____ and I  wi l l  cal l  you back very 
soon.” 

5. INITIAL NOTIFICATION SCRIPT EXAMPLE 2 

5.1 Notice 

5.1.1 The following is only an example, which may give you some guidance as you prepare 
to make your first very difficult call to the family of the crew. The words you select to 
use should come from within you. They need to sound natural, and have a calming 
effect. 

5.2 Script 

“Hel lo, Mrs. Smith? My name is _____, and I  work for Kal i t ta 
Charters. I ’m very sorry to tel l  you that we have confirmed that 
your husband/son was/were on Kal i t ta Charters.” 

“Fl ight (number),  which crashed a _____(location).  I ’m sorry that 
at this moment we don’t  have any word on the status of your 
husband/son, but we’re trying to get that information as quickly as 
possible. As soon as we f ind out their  status I ’ l l  let  you know.” 

“Do you have family nearby? Wil l  you cal l  them and have them 
come over? Let me get off your phone and give you a chance to 
cal l  them, but I ’d l ike to cal l  you back in the next 15 to 20 
minutes. Would that be OK? My name is _____ and I ’ l l  cal l  you 
back very soon.” 
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1. RESPONSIBILITIES

1.1 General

1.1.1 This chapter provides an overview of the areas of responsibility and chain-of-
command for personnel assigned duties as part of the Emergency Operations Center 
(EOC) and Family Assistance Plan. Detailed instructions are contained throughout 
this manual and in the checklists found in Chapter 1. 

1.2 Chief Pilot 

1.2.1 The Chief Pilot is responsible for: 

(a) Contacting the last FBO/fuel vendor used to fuel the aircraft, when fuel cannot be
ruled out as a possible factor, so the fuel vendor can verify fuel is not
contaminated and will not jeopardize other aircraft;

(b) Collecting contact information for family member notifications;

(c) Verifying the gathering and securing of all documents and records required by
this manual;

(d) Documenting flight crew histories; and

(e) Participating in investigations and hearings.

1.2.2 The Chief Pilot is responsible to the Director of Operations.  

1.3 Director of Maintenance 

1.3.1 The Director of Maintenance is primarily responsible for ensuring that all necessary 
changes to schedules are made, for gathering/maintaining contact information, and 
for acting as the maintenance liaison to the NTSB (or foreign equivalent) and FAA. 

(a) These duties may be delegated to the Director of Quality Assurance.

1.3.2 The Director of Maintenance may act as Risk Management Representative. Refer to 
the Risk Management Representative/Director of Maintenance responsibilities at the 
end of this section. 

1.3.3 The Director of Maintenance is responsible to the General Manager. 

1.4 Director of Operations 

1.4.1 The Director of Operations is primarily responsible for the overall response effort, 
including; 

(a) Arranging post accident/incident drug and alcohol testing in accordance with the
Drug and Alcohol Program;

(b) Assigning and briefing personnel;

(c) Providing resources

(d) Performing internal and external notifications;

(e) Developing emergency-specific plans; and

(f) Evaluating the effectiveness of emergency response.

1.5 Manager of Dispatch (135) 

1.5.1 The Manager of Dispatch is primarily responsible for providing resources and 
performing internal and external notifications. 

1.5.2 The Manager of Dispatch is responsible to the Director of Operations.  
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1.6 Director of Quality Assurance 

1.6.1 The Director of Quality Assurance is primarily responsible for obtaining/quarantining 
records and acting as maintenance/inspection liaison to the NTSB (or foreign 
equivalent) and FAA. 

1.6.2 The Director of Quality Assurance is responsible to the General Manager.  

1.7 Director of Safety 

1.7.1 The Director of Safety is primarily responsible for: 

(a) Determining whether or not to treat a given situation as an emergency;

(b) Notifying key personnel and agencies as described in this manual;

(c) Coordinating and directing all Company emergency response activities, including
activation of the EOC and implementation of the Family Assistance Plan, and
contracting with third parties, as described this manual;

(d) Ensuring compliance with all applicable Company, FAA, and NTSB policies,
guidelines, and regulations;

(e) Ensuring contact information, contained in the bulletins section of this manual, is
accurate and up to date;

(f) Reviewing this manual and making any changes required to keep procedures up
to date;

(g) Providing necessary resources, as specified in this manual, including equipment,
personnel and funds;

(h) Briefing assigned personnel on a continuing basis;

(i) Performing internal and external notifications;

(j) Acting as Company liaison to NTSB (or foreign equivalent) and FAA;

(k) Developing emergency-specific plans; and

(l) Ensuring the training requirements contained in this manual are met.

1.7.2 The Director of Safety is responsible to the CEO/President. 

1.8 Dispatch Supervisor 

1.8.1 The Dispatch Supervisor is primarily responsible for the initial report, verifying 
information, notifying management, obtaining key information, and fielding incoming 
calls. 

1.8.2 The Dispatch Supervisor reports administratively to the Manager of Dispatch and to 
both the Director of Safety and Director of Operations for EOC and Family Assistance 
Plan duties. 
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1.9 Family Member Liaison 

1.9.1 The Family Member Liaison is primarily responsible for coordinating Company and third-
party assistance to the family members of victims. 

1.9.2 The Family Member Liaison is responsible to the Family Support Services 
Representative. 

1.10 Family Member Notifier 

1.10.1 The Family Support Services Representative may assume these responsibilities, 
appoint individuals, or contract with an outside organization, such as the American 
Red Cross (ARC).  

1.10.2 Family Member Notifier responsibilities include notifying family members of their loved 
one’s involvement in an aircraft accident/incident, providing details to family members 
as released by the Public Relations Representative, and for connecting family 
members with their designated Family Member Liaison. 

1.10.3 The Family Member Notifier(s) is responsible to the Family Support Services 
Representative. 

1.11 Family Support Services Representative 

1.11.1 The Family Support Services Representative is primarily responsible for providing for 
family members, assigning personnel, and providing for the psychological welfare of 
family members and personnel involved. 

1.11.2 The Family Support Services Representative is responsible to the Director of Safety. 

1.12 Legal Representative 

1.12.1 The President, General Manager and Director of Operations will evaluate the 
emergency at hand and determine the appropriate legal representative to be used. 

1.12.2 The Legal Representative is responsible for providing legal assistance to all 
Company personnel involved in emergency response. 

(a) The General Manager, Director of Operations and Director of Safety must be
able to contact the Legal Representative at all times for the duration of the
emergency to facilitate timely legal assistance within the Company, as well as
inquiries from outside counsel.

1.12.3 The Legal Representative may wish to contact additional support counsel for FAA 
actions and aviation law, and EPA action and environmental law. 

1.12.4 The Legal Representative is responsible to the President. 

1.13 On-Site Response Team Leader 

1.13.1 The On-Site Response Team Leader is primarily responsible for the on-site response 
effort, including: 

(a) Participating in investigations;

(b) Allocating resources;

(c) Supporting family members; and

(d) Communicating with the Company.

1.13.2 The On-Site Response Team Leader is responsible to the Director of Safety. 
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1.14 Public Relations Representative 

1.14.1 The Public Relations Representative is primarily responsible for all formal Company 
statements, including applicable information contained on the Company website. 

1.14.2 The Public Relations Representative is responsible to the President. 

1.15 Risk Management Representative or Director of Maintenance 

1.15.1 The Risk Management Representative is primarily responsible for damage mitigation 
in conjunction with the insurer, including: 

(a) Coordinating the movement, storage, and release of wreckage or debris with
controlling agencies, On-Site Response Team members, and the Company
insurer;

(b) Providing technical and logistical assistance to personnel and agencies involved
in the cleanup of toxic spills (i.e., aircraft fuel, hydraulic fluid, battery acid, metals,
etc.) and the disposal of hazardous materials; and

(c) Coordinating any quick-settlement provisions with insurer.

1.15.2 The Risk Management Representative responsible to the General Manager. 

1.15.3 The Risk Management Representative may work with a risk management consultant 
contacted by the Director of Safety.  
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2. TRAINING
(Ref: IOSA ORG 4.1.13)

2.1 Initial Training 

2.1.1 Initial approval of this manual, by senior management, is contingent upon successful 
completion of a tabletop exercise with all key-role personnel (as described below).  

2.2 Annual Training 

2.2.1 Training shall be conducted annually for all key-role personnel in the form of a 
tabletop exercise (as described below). 

2.2.2 In addition, all personnel assigned key roles will receive additional annual training on 
the proper execution of their roles. 

2.2.3 Records of annual training results will be maintained by the Director of Safety.  

2.3 Additional Training 

2.3.1 Refer to Chapter 6, Family Assistance Plan for additional topic-specific training 
requirements. 

3. TABLE TOP EXERCISE
(Ref: IOSA ORG 4.1.14)

3.1 Purpose 

3.1.1 The Director of Safety shall ensure the Kalitta Charters Emergency Response Manual 
(ERM) is rehearsed annually in the form of a table top exercise. The purpose of the 
table top exercise is to familiarize Kalitta Charters personnel with responsibilities, 
procedures, and the use of checklists that are developed to deal with the different 
incidents or accidents that may arise.  This table top exercise must be performed 
twice a year, 1 day/1 night drill. 

3.1.2 In addition, annual tabletop exercises ensure all training, equipment, and facilities are 
functional and potentially expose any deficiencies in the Emergency Response Plan. 

3.2 Scope 

3.2.1 The table top exercise plan will be based on any flight or ground-related 
incident/accident and will be executed by the applicable departments in a real-time 
scenario. 

3.3 Results 

3.3.1 The results of each exercise will be documented along with any corrective actions 
necessary to correct deficiencies found during the exercise. 

4. INTERNAL EVALUATION PROGRAM (IEP)
(Ref: IOSA ORG 4.1.14)

4.1 Tabletop Exercise Results 

4.1.1 The Director of Operations is responsible for ensuring that the results of all tabletop 
exercises are documented and that the documentation is maintained and made 
available to internal auditors. 

4.1.2 The Director of Safety is responsible for ensuring all revisions made to this manual, 
(as a result of any tabletop exercise) are made through the formal revision process 
described in the Introduction section of this manual. 

4.2 Internal Evaluation 

4.2.1 The suitability of the contents of this manual, along with (all associated training 
activities) are periodically assessed through the formal Internal Evaluation Program 
(IEP), as described in Chapter 12 of the Safety Manual 
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1. DEFINITIONS

1.1 Aircraft Accident

1.1.1 As defined by the NTSB, an aircraft accident is an occurrence associated with the 
operation of an aircraft, which takes place between the time any person boards the 
aircraft with the intention of flight and all such persons have disembarked, in which 
any person suffers death or serious injury, or in which the aircraft receives substantial 
damage. 

1.2 Aircraft Incident 

1.2.1 As defined by the NTSB, an aircraft incident is an occurrence other than an accident, 
associated with the operation of an aircraft, which affects or could affect the safety of 
operations. 

1.3 Family Member 

1.3.1 Today’s family often does not have traditional boundaries. Any definition of “family 
member” will be evaluated on a case-by-case basis, taking into consideration that 
many individuals consider themselves the family of a victim, even though the law 
does not formally recognize the relationship. This would be the case for a fiancée or 
long-time companion. 

1.4 Fatal Injury 

1.4.1 As defined by the NTSB, a fatal injury is any injury, which results in death within 30 
days of an aircraft accident. 

1.5 Serious Injury 

1.5.1 As defined by the NTSB, a serious injury is one that requires hospitalization for more 
than 48 hours or includes fracture of a bone, severe hemorrhage, nerve or muscle 
damage, and/or second or third degree burns. 

1.6 Substantial Damage 

1.6.1 As defined by the NTSB, substantial damage is any damage or failure, which 
adversely affects the structural strength, performance, or flight characteristics of the 
aircraft and which would normally require major repair or replacement of the affected 
component. 

1.7 Crash Scale 1 

1.7.1 As defined by the current NTSB Federal Family Assistance Plan for Aviation 
Disasters, a Crash Scale 1 is an aviation crash that involves 100 or fewer passengers 
and crew who are either fatalities, or require medical assistance. 
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2. INITIAL NOTIFICATION AND RESPONSE

2.1 Initial Company Notification

2.1.1 How Kalitta Charters is notified of an aircraft emergency depends upon a variety of 
factors, including: 

(a) Emergency type (threat, incident, accident, injury, death, etc.);

(b) Emergency location (airport, in-flight, domestic, international, etc.); and

(c) Personnel and equipment involved.

2.1.2 If an aircraft emergency occurs at a controlled airport (in-flight or on the ground), FAA 
control tower personnel typically activate emergency services and should notify 
Kalitta Charters 135 Dispatch personnel.  

2.1.3 If the event is external to a controlled airport, an eyewitness may call 911, causing its 
communications center to dispatch police, fire, and EMS units to the scene, and could 
result in a delayed notification to the Company.  

2.1.4 Keep in mind we may receive numerous calls from a variety of sources, including the 
flight crew, in an attempt either to notify Kalitta Charters of an aircraft accident or 
incident, or to solicit information about an aircraft emergency. 

2.1.5 In addition, calls may come in on one of the main business lines to the Operations. 

2.2 Initial Company Response 

2.2.1 How Kalitta Charter’s initial responder handles these calls and forwards information is 
extremely important.  

(a) Calls taken during normal business hours should be routed to either the Director
of Operations or Director of Safety.

(b) Calls taken during evening shifts should be routed to the Dispatch Supervisor.

(c) Refer to the Emergency Action Plan if a call involves threats of sabotage or a
bomb threat.

(d) Refer to Chapter 8, Personnel Safety Abroad, if an incoming call involves
conditions threatening the safety of personnel stationed or traveling abroad.

2.2.2 The person taking the call begins the internal notification process by forwarding the 
call as detailed above. 

2.2.3 The person to whom the call was routed is responsible for confirming the information 
received by completing the Aircraft Accident Verification Form, found in Chapter 9, 
and for forwarding that completed form immediately to the Director of Safety, the 
Director of Operations, the Director Maintenance, and the Director of Quality 
Assurance. 

(a) Refer to the Communication Chart of the following page.

2.2.4 The Dispatch Supervisor is responsible for notifying the Dispatch Manager 135 (DM). 

(a) The Dispatch Supervisor (DS) is responsible for immediately obtaining a copy of
the crewmember/passenger/patient/supernumerary manifest and forwarding it to
the Director of Safety and Director of Operations.
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(b) It is extremely important that information is complete with follow-up telephone
numbers. Be as accurate as possible and avoid assumptions.

2.2.5 Once notified, the Director of Safety is responsible for contacting on-site authorities 
for information and names of key personnel (police, hospital(s), coroner, NTSB, FAA, 
etc.), and for verifying the site is secured. 

(a) The Director of Safety will also provide on-site authorities with the names of
crewmembers/passenger/patient/supernumerary from the latest manifest
obtained.

2.2.6 The Director of Operations, Director of Safety, and Director of Maintenance are 
responsible for subsequent notifications as shown in the Communications Chart 
below: 

COMMUNICATIONS CHART 

2.2.7 Once initial notifications are made, the Dispatch Supervisor should notify remaining 
Operation personnel, including the Dispatch Manager 135 and Med Flight 
Coordinator. 

2.2.8 The Director of Quality Assurance is responsible for quarantining all maintenance 
records related to the incident/accident. 
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2.3 Company Response To Subsequent Calls 

2.3.1 The Director of Safety or the Director of Operations is responsible for instructing the 
Dispatch Supervisor how to respond to subsequent calls. 

(a) The Dispatch Supervisor is responsible for handling calls as instructed by the 
Director of Safety or the Director of Operations and for recording calls using the 
Communication Log Form or the Emergency Message Form, found in Chapter 9.  

(i) The Communication Log Form is used to record all incoming and outgoing 
telephone calls related to the aircraft accident/incident. 

(ii) The Emergency Message Form is used to record incoming telephone calls 
referred to persons inside or outside the Company. 

(b) Once the EOC is activated, the Public Relations Representative will provide a 
written statement. 

(c) There may be legal liability associated with improper or premature statements to 
individuals outside the Company. Let the Director of Safety and Director of 
Operations direct communications efforts. 

2.4 Subsequent Actions 

2.4.1 After obtaining all available information, the Director of Safety is responsible for 
determining if an emergency exists and, if an emergency does exist, activating the 
Emergency Operations Center (EOC) with coordination of the Director of Operations. 

(a) Refer to the Activating the Emergency Operations Center (EOC) section in this 
chapter for details. 

2.4.2 The Dispatch Manager 135, Director of Maintenance, and Director of Quality 
Assurance should brief their personnel and ensure their managers make all 
necessary changes to their schedules (flight, crew scheduling, maintenance planning, 
etc.). 

(a) The Dispatch Manager 135, Director of Maintenance, and Director of Quality 
Assurance will remind their personnel not to discuss the incident outside the 
Company. 

2.4.3 The Chief Pilot will immediately contact the fuel vendor, used to fuel the aircraft last, 
and inform them of the accident so they can verify their fuel is not contaminated and 
will not jeopardize other aircraft. 

2.4.4 The Chief Pilot will remind personnel not to discuss the incident outside the 
Company. 

2.4.5 The Director of Operations is responsible for required drug and alcohol testing of all 
applicable flight crewmembers in compliance with the Drug and Alcohol Program.  

2.4.6 The Director of Quality Assurance will quarantine records as defined in the Gathering 
and Securing Information, Maintenance Documents and Records section of this 
manual.  

2.5 Liaison Responsibilities 

2.5.1 The Director of Safety or Director of Operations, or designee, will serve as Company 
liaison to the NTSB and FAA for all flight operations matters. 

2.5.2 The Director of Maintenance or Director of Quality Assurance, or designee, will serve 
as maintenance/inspection liaison to the NTSB and FAA for all maintenance issues.
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3. ACTIVATING THE EMERGENCY OPERATIONS CENTER (EOC) 
(Ref: IOSA ORG 4.1.16, 4.1.17 and 4.1.18) 

3.1 Once the Director of Safety has determined an emergency exists and has notified the Director 
of Operations, Director of Maintenance, and Director of Quality Assurance, he will determine if 
the EOC should be activated. 

3.1.1 The Director of Safety may elect to partially, or fully, activate the EOC, depending on 
the nature and extent of the emergency. 

3.1.2 The EOC may be physically located in the KC Engine Turbine building or in the 
Simulator building (shown below), as determined by the Director of Safety and/or 
Director of Operations. 

A class room on the second floor is designated and includes  
existing telephones, computers, tables, and desks. 

 

3.1.3 If an event is of such magnitude that the training building is not able to be utilized, 
then arrangements have been made to transfer to the Oscoda maintenance facility. 
This will be accomplished by air and land travel. 

3.2 It is the responsibility of the Director of Safety, in conjunction with the Director of Operations 
and the Dispatch Manager 135 to assign and brief all required EOC personnel as soon as 
possible. 

3.2.1 Refer to the Personnel section of the chapter for details. 

3.3 As a minimum, when the EOC is active, the Director of Safety, an Operations Representative 
(typically the Dispatch Supervisor) and a Public Relations Representative should be available 
to each other at all times. 

3.4 In addition, the Director of Safety, will ensure all personnel assigned to the EOC have a 
current copy of this manual and know to follow the procedures contained herein. 

3.5 The Director of Safety and Director of Operations will ensure all personnel assigned to the 
EOC have the support and resources necessary to carry out their duties effectively. 

3.6 The Director of Operations is responsible for notifying all EOC personnel of the cost code(s) to 
assign to all expenses related to the EOC. 



Page: 4-6 EMERGENCY RESPONSE MANUAL   
Rev: ORIG CHAPTER 4: AIRCRAFT ACCIDENTS/INCIDENTS 
Date: 01-01-14 

 

Page 4-6  Kalitta Charters, LLC. 

4. REPORTING REQUIREMENTS 

4.1 Aircraft Accident/Incident Reporting 
(Ref: IOSA ORG 4.1.10) 

4.1.1 The Director of Safety is tasked with reporting an aircraft accident or incident to 
appropriate agencies. Reporting requirements are based on the type of flight and type 
of emergency and include: 

(a) Reporting an aircraft accident or incident to the NTSB using Form 6120.1, found 
in Chapter 9, per the requirements of 49 CFR Part 830 – Notification and 
Reporting of Aircraft Accidents or Incidents and Overdue Aircraft, and 
Preservation of Aircraft Wreckage, Mail, Cargo, and Records.  

(i) Refer to Chapter 6 in the Safety Manual, Event Log section for a complete 
list of aircraft events reportable to the NTSB, FAA, military, Med Flight and 
Company. 

(b) Reporting an aircraft “Crash Scale 1” to the NTSB at (202) 314-6290 and 
notifying the Department of State (DOS) per the NTSB Federal Family 
Assistance Plan for Aviation Disasters, found in Appendix A.  

(i) Refer to Chapter 6, Family Assistance Plan, for detailed information. 

(c) Notifying the insurer of all aircraft accident or incident details as known, including 
the names of crewmembers/ passengers/patients/med flight/supernumeraries 
and cargo onboard. 

NOTE: 
Refer to the AMC Reporting – All Certificate Operations section for additional 
reporting requirements delegated to the Dispatch Manager 135.   

4.2 Emergency Authority Reporting 

4.2.1 Whenever emergency authority is exercised, the PIC, or appropriate management 
personnel (Director of Operations, Chief Pilot, the  Dispatch Manager 135, Dispatch 
Supervisor, etc.), shall keep the appropriate communication facility fully informed of 
the progress of the flight.  

4.2.2 If a Company employee declared the emergency, he/she shall send a written report 
of any deviation, through the Director of Operations, to the FAA Administrator within 
10 days after the flight is completed or, in the case of operations outside the U.S., 
upon return to the home base, when applicable. 

4.3 Event Log Reporting 

4.3.1 Crewmembers shall complete and submit an Event Log whenever a reportable event 
occurs.  

(a) Refer to the OM, Chapter 17, Safety Department – Reporting Issues and 
Inspections, for information regarding submitting an Event Log.  

(b) Refer to Chapter 6 in the Safety Manual, Event Log section, for detailed 
information regarding the Event Log reporting process. 

(c) The Event Log Form can be accessed online from the Kalitta Charters intranet, 
“Safety Dept.” page. 

4.3.2 Refer to the OM, for additional crewmember reporting requirements. 
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4.4 AMC Reporting – All Certificate Operations 

4.4.1 When an aircraft is involved in an accident or incident, whether on a DOD mission or 
not, the Dispatch Manager 135 will notify the contact listed below. Accident 
information should be provided within the next business day by the most expeditious 
means available. Fatal or otherwise serious accident information is forwarded to the 
Commercial Airlift Review Board (CARB) for review in accordance with public law. 

HQ AMC/A3B 
Scott AFB, Illinois 

(618) 229-4801 or 4343 

4.4.2 The following information is requested by AMC for all accident reports: 

(a) Carrier and trip number; 

(b) Aircraft type and number; 

(c) Date and time of the accident; 

(d) Last point of departure and point of intended landing of the aircraft; 

(e) Nature of the accident and the extent of damage to the aircraft so far as is 
known; 

(f) Total number of crewmembers passengers on board; 

(g) Number of injured and fatalities aboard the aircraft; and 

(h) Condition of baggage or government-owned material, if any, on board. 

NOTE: 
Accidents and incidents are defined in 49 CFR, Part 830. Incidents that occur on 
military charters must be reported in accordance with the following instructions. Since 
the classification of events can change between the accident and incident definition 
as additional facts are learned, KC must keep HQ AMC/A3B informed of all mishaps 
that occur on certificate operations that have the potential to fall into the accident 
realm. 

4.4.3 In the event an aircraft operating an AMC mission is illuminated or “spotlighted”, is 
fired upon in the air or on the ground, or is the recipient of any hostile action (potential 
or realized), the following steps shall be taken in accordance with the AMC contract: 

(a) The crew shall note the date, time and, approximate area from which the event 
originated and immediately give that information to the ATC agency. 

(b) In addition, upon landing at the first airfield or airbase with a US military 
presence, the crew shall notify the base operations center of the occurrence, 
complete and submit a Company Event Log, contact the Dispatch Supervisor (so 
that the Company can fulfill contractual reporting requirements), and contact the 
Director of Safety. 
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4.5 AMC Reporting – Military Charter Missions 

4.5.1 When an aircraft is involved in an accident or incident, in conduct of a military charter 
mission, the Dispatch Manager 135 will transmit the report information (described in 
the previous section) by the most expeditious means available to: 

618th Air Operations Center  
(Tanker Airlift Control Center) 

Scott AFB, Illinois 
Telephone (618) 229-0320  

4.5.2 Within the next business day, notification must also be made by the Director of 
Operations to both the following: 

Administrative Contracting Officer/Chief 
International Airlift Management Branch 

USTRANSCOM-TCAQ, Scott AFB, IL 
Telephone (618) 220-6414

HQ AMC/A3B 
Scott AFB, Illinois 

(618) 229-4801 or 4343

4.6 Reporting Cargo Loss To Customers 

4.6.1 The Dispatch Manager 135 is also responsible for reporting potential/known cargo 
loss to all customers in accordance with contractual requirements. 
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4.7 Maintenance/Inspection Reporting 

4.7.1 The Director of Maintenance should notify airframe, engine, and avionics 
manufacturers of the aircraft accident or incident, and obtain contact information for 
future communication. 

4.7.2 The Director of Quality Control is responsible for submitting Service Difficulty Reports 
to the FAA in compliance with 14 CFR 135.415. 

(a) Service Difficulty Reports are submitted to the Federal Aviation Administration in 
the event of a failure, malfunction, or defect of certain aircraft 
systems/components during flight and are generally of a type which may 
endanger the safe operation of an aircraft.  

(b) The Service Difficulty Report must be initiated even if all applicable information is 
not available. Supplemental reports can then be filed to close the item out.  

(c) Each report will cover each 24-hour period, beginning at 0900 local time of each 
day, and ending at 0900 local time of the next day.  

(d) Each report of occurrences during a 24-hour period shall be submitted within the 
next 96 hours, except that a report due on Saturday or Sunday may be submitted 
the following Monday, and a report due on a holiday may be submitted on the 
next work day. 

(e) All Service Difficulty Reports (SDR) are submitted to the FAA by completing the 
submission form on the FAA website: http://forms.faa.gov/forms/faa8070-1.pdf. 
The FAA Inspector (PMI) or (PAI) assigned to KC shall receive a copy of each 
report submitted. 

(f) Refer to the Maintenance Manual (MM) for additional information. 
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5. CONDUCTING REGULAR BUSINESS 

5.1 At the time of the emergency, the Director of Safety and Director of Operations, in conjunction 
with the General Manager and President, must decide whether to continue business-as-usual, 
or stand down some, or all, operations.  

5.2 This decision will depend on the nature and location of the emergency, as well as what 
operations may be affected. 

5.3 The Director of Operations is responsible for notifying all affected employees and facilities of 
changes to the business schedule. 
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DISPATCHING PERSONNEL TO THE SCENE 

5.4 The Director of Safety, Director of Operations, General Manager and President and shall 
determine if Company personnel should be sent to the accident/incident site.  

5.5 These persons may be dispatched as part of the Emergency Operations Center (EOC) as an 
On-Site Response Team. If so, team members are tasked with specific investigative duties, 
which may be limited by the NTSB or foreign equivalent.  

5.5.1 All On-Site Response Team members should read Appendix A, Accident 
Investigations, which provides information about the investigation process for 
domestic and international aircraft accidents and incidents. 

5.6 These On-Site Response Team members may also be assigned duties as part of the Family 
Assistance Plan. 

5.6.1 Refer to the following section for additional information. 

5.7 The On-Site Response Team Leader will serve as Company liaison to all third parties at the 
scene. 
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6. IMPLEMENTING THE FAMILY ASSISTANCE PLAN 

6.1 Whenever a fatality occurs, a significant numbers of persons receive injuries as the result of 
an aircraft accident, categorized as a “Crash Scale 1” by the NTSB, or at his discretion, the 
Director of Safety will implement the Family Assistance Plan. 

6.2 The plan specifies tasks required of Company personnel in response to the needs of victims 
and their family members. 

6.3 It is the responsibility of the Director of Safety, in conjunction with the Director of Operation 
and the Dispatch Manager 135 to assign all required personnel, and brief them as soon as 
possible.  

6.4 The Director of Safety will ensure all personnel, assigned duties under the Family Assistance 
Plan, have a current copy of this manual and know to follow the procedures it contains. 

6.5 The Director of Safety and Director of Operations will ensure all personnel assigned duties 
under the Family Assistance Plan have the support and resources necessary to carry out their 
duties effectively. 

6.6 The Director of Operations is responsible for notifying all assigned personnel of the cost 
code(s) to apply to all expenses related to the Family Assistance Plan. 

6.7 Refer to Appendix B, NTSB Federal Family Assistance Plan for Aviation Disasters, for 
additional information. 

6.8 Refer to Chapter 6, Family Assistance Plan, for detailed information. 
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7. EMERGENCY OPERATIONS CENTER (EOC) RESOURCES 

7.1 General 

7.1.1 The Director of Safety, Director of Operations, and the Dispatch Manager 135, are 
responsible for ensuring necessary resources are available to all personnel assigned 
to the EOC. 

7.2 Contact Information 

7.2.1 Third parties should be instructed to use the numbers listed below:  

Kalitta Charters, LLC. 
843 Willow Run Airport,  

Ypsilanti, Michigan 48198 

World Wide (734) 544-3400 
Fax (734) 544-3421 

7.2.2 Family members shall be instructed to use the toll-free number below: 

Toll Free (800) 525-4882 
7.3 Personnel 

7.3.1 Company personnel potentially involved in the EOC include: 

(a) The Director of Safety; 

(b) The Director of Operations; 

(c) The Dispatch Manager 135; 

(d) The Dispatch Supervisor (DS)  

(e) Assigned 135 Dispatch personnel acting as Dispatch Representative(s); 

(i) The Dispatch Supervisor shall assign and provide instruction to all assigned 
personnel. 

(f) The Director of Maintenance or Director of Quality Assurance, or designee, 
acting as the Maintenance Representative; 

(g) The Public Relations Representative, as assigned by the Director of Safety; 

(h) Legal Representative, as assigned by the President or General Manager; 

(i) The On-Site Response Team Leader, as assigned by the Director of Safety and 
Director of Operations 

(j) The On-Site Response Team, as assigned by the Director of Safety, Director of 
Operations, and On-Site Response Team Leader; 

(k) The Risk Management Representative, as assigned by the Director or Safety and 
Director of Operations; and 

7.3.2 The Dispatch Manager 135/Supervisor will prepare and post a duty-roster and time 
schedule for EOC personnel. 
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7.4 Office Equipment/Supplies 

7.4.1 The  Dispatch Manager 135 will provide the following equipment and supplies to 
personnel assigned to the EOC: 

(a) Recorded line telephone; 

(b) Computer with internet access; 

(c) Fax, copier, printer; and 

(d) Basic office supplies (notepads, pens, etc.). 

7.4.2 In addition, he should make sure the EOC has: 

(a) AM/FM radio; 

(b) Television with commercial or cable /satellite reception and recording 
capabilities; 

(c) Flip charts, easels, and markers; 

(d) Bulletin board and tacks; 

(e) Atlas and/or maps; 

(f) Airport Facility Directory (including listings for key phone numbers); 

(g) Food and beverage access; and 

(h) Rest facilities. 

7.5 Checklists and Forms 

7.5.1 The checklists, contained in Chapter 1, provide quick reference to required response 
actions and direct personnel to forms and applicable manual content. 

7.5.2 The flow and actions contained in checklists may not exactly fit the situation at hand 
and, therefore, are to be used as guides and followed as closely as possible. 

7.6 On-Site Response Team Kit 

7.6.1 The On-Site Response Team Kit contains basic emergency response equipment 
required by the On-Site Response Team. 

7.6.2 The Safety Department is responsible for maintaining the On-Site Response Team 
Kit. 

7.6.3 The Director of Safety is Responsible for providing the On-Site Response Team 
Leader with the kit. 

(a) The On-Site Response Team Leader is responsible for verifying kit contents, 
prior to dispatch, and for ensuring the kit arrives on-site. 

(b) The Safety Department is responsible for inspecting kit contents quarterly and 
restocking items as necessary. Refer to the inventory list on the following page. 
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ITEM QUANTITY 

2 cell D-type flashlights 3 ea 

4 cell packs alkeline D-cell batteries (verify dates) 3 ea 

3 or 5-watt citizens band walkie-talkies Optional 

Sets of alkeline batteries for each walkie-talkie (verify dates) Optional 

Umbrella (no Company logos) 2 ea 

Digital camera with charger and data transfer cable 1 ea 

Disposable cameras (verify dates) 6 rolls 

Micro-cassette recorder with tapes 1 ea 

Sets of batteries for recorder (verify dates) 2 ea 

First aid kit 1 ea 

Steno pads 6 ea 

#2 pencils (sharpened) 1 box 

Ball-point pen (blue) 1 box 

Blood borne pathogens protection kits 6 ea 

Current copy of this manual 1 ea 

Company laptop computer  with charger and data transfer cable 1 ea 
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11. GATHERING AND SECURING INFORMATION 

11.1. Flight Records 

11.1.1. Whenever an aircraft accident/incident is reported, the Dispatch Supervisor shall 
immediately obtain accurate key flight information and forward that information in a 
timely manner to the Director of Safety and Director of Operations. Copies will be 
marked as such, and time received noted on the document. 

11.1.2. Key information includes: 

(a) A crew/passenger/patient/med flight/supernumerary manifest;  

(b) A cargo manifest, including any hazardous materials onboard; 

(c) A copy of the flight release/flight plan, including weather and DMI listings;  

(d) A copy of the Permit Packet (Refer to the Dispatch Manual (DM) for details); 

(e) A copy of the performance data used; 

(f) A copy of the Trip Checklist used;  

(g) A copy of the fuel slip; and 

(h) A copy of the Weight and Balance Form. 

11.2. Maintenance Documents and Records 

11.2.1. Concurrently, NTSB/FAA officials may request that all documents and records 
pertaining to the aircraft be secured.  

11.2.2. The Director of Quality Assurance is responsible for ensuring all such documents and 
records are gathered and secured (under lock-and-key), including: 

(a) All technical manuals and handbooks applicable to the accident or aircraft 
involved; 

(b) Manufacturers’ maintenance manuals; 

(c) All maintenance manuals available to the crew onboard the aircraft; 

(d) Irregularity reports for 30 days preceding the accident or incident; 

(e) Pre-flight inspection records; 

(f) Aircraft log pages; 

(g) Maintenance repair sheets; and 

(h) Radio and instrument inventory (list of components, when installed and last 
checked). 

11.3. Human Resource Records 

11.3.1. The Chief Pilot and Manager of Human Resources shall gather and make available 
any records relating to crewmember/supernumerary contact information, including 
next of kin, which can be legally released. 



 EMERGENCY RESPONSE MANUAL  Page: 4-17 

 CHAPTER 4: AIRCRAFT ACCIDENTS/INCIDENTS Rev: ORIG 
  Date: 01-01-14 

 

Kalitta Charters, LLC.  Page 4-17 

11.4. Flight Department Documents and Records 

11.4.1. The Chief Pilot should gather and make available any documents and records relating 
to flight operations, including: 

(a) All flight operations manuals available to the crew onboard the aircraft; 

(b) All software and data available to the crew onboard the aircraft;  

(c) Most recent medical exams of all flight crewmembers; and 

(d) Flight training records for all flight crewmembers. 

11.5. Flight Crew Histories 

11.5.1. The Chief Pilot should briefly outline each crewmember’s record as a pilot with the 
Company, previous experience, military experience, years in his/her current position, 
and latest flight check. 

11.6. MedFlight 

11.6.1. Program Director will contact the Associate Program Director upon being contacted 
by the Communication Center in the event of an emergency.   At this time the 
Program Director may delegate help in contacting the following individuals:  Kalitta 
MedFlight Adult Medical Director, Neonatal/Pediatric Medical Director, Chief Flight 
Nurse and MedFlight Risk Manager.  These steps are extremely important and should 
occur immediately.  

11.6.2. The Program Director, Associate Program Director, Chief Flight Nurse and MedFlight 
Risk Manager will proceed to either the Emergency Operations Center or to the 
MedFlight Department to further assist in carrying out their assigned duties.    

11.6.3. The Program Director, Associate Program Director, Chief Flight Nurse and MedFlight 
Risk Manager will work collaboratively to collect all pertinent patient care records, 
including most recent available History & Physical exam (H&P), MedFlight Medical 
History Form or any other available patient information.  Once all necessary patient 
information is gathered, it should be coordinated with responding EMS/Fire Rescue 
and/or the receiving facility for continuity of patient care. 

11.6.4. The Program Director or designee will need to notify the receiving facility that was 
pre-arranged for patient admission prior to the aircraft accident/incident. Only 
necessary information should be shared with outside facilities.  For Example, The 
patient has been diverted to another facility and they should no longer expect this 
patient admission.  

11.6.5. The Program Director or designee will notify the Kalitta MedFlight customer who 
arranged for transport of the patient, and provide them with the current status of the 
patient. 

11.6.6. The Program Director or Associate Program Director will work together with Human 
Resources in making the necessary calls to notify the patient’s next of kin, if 
applicable. 

11.6.7. The Program Director will assign the Chief Flight Nurse or designee to complete all 
required paperwork concerning the patient per Kalitta MedFlight Protocol.  The 
patient’s paperwork can be found on the MedFlight Google site in the Document 
Warehouse under Transport Paperwork.  
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11.6.8. The Program Director, Associate Program Director along with the Chief Flight Nurse 
and MedFlight Risk Manager will compile and coordinate with the Director of Safety & 
Flight Standards all applicable company paperwork. 

11.6.9. The MedFlight Administrative team comprising of the Program Director, Associate 
Program Director, Adult Medical Director, Neonatal/Pediatric Medical Director, Chief 
Flight Nurse and MedFlight Risk Manager will review the Emergency Response 
Program on an annual basis.  All policies and procedures will be reviewed and revised 
as needed.  Accidents/Incidents will also be reviewed at our Company QM Meetings 
and followed to loop closure.   

11.7. Fuel Records 

11.7.1. The Chief Pilot should obtain fueling records from the last fuel vendor used to fuel the 
aircraft. 

11.8. Document and Records Verification 

11.8.1. The Chief Pilot should verify all documents and records are properly secured. 

11.9. Contact Information 

11.9.1. The Director of Operations should, on a continuing basis, collect and maintain the 
locations and telephone numbers of all fatally injured victims, survivors, on-site 
response personnel, and other key-role personnel on-site from the Director of Safety, 
the Family Support Services Representative, and EOC personnel. 
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12. EMERGENCY OPERATIONS CENTER (EOC) COMMUNICATIONS 

12.1. Receiving and Routing Calls 

12.1.1. In addition to the call scripts found in Chapter 2, the Public Relations Representative 
should brief EOC personnel, as soon as possible, on how to respond to incoming calls 
via a written statement. 

12.1.2. Incoming calls should be routed as follows: 

(a) News inquiries are routed to the Public Relations Representative; 

(b) Inquiries from family members and friends of victims are routed to the Family 
Support Services Representative or individual(s) designed by the Family Support 
Services Representative; 

(i) Refer to Chapter 6, Family Assistance Plan, for additional information. 

(c) NTSB, FAA, or other agency calls are routed to the Director of Safety or Director 
of Operations. 

12.1.3. All telephone communications should be held on recorded Dispatch lines and all 
information recorded on the Communications Log Form, found in Chapter 9. 

12.1.4. Routing calls properly is a critical function. Misinformation can hurt Kalitta Charters, 
the crew/passengers/patient/med flight and their families, and potentially have legal 
implications. 

12.1.5. If EOC personnel are unable to route a calls as specified above, they should take 
accurate messages using the Emergency Message Form, found in Chapter 9, and 
forward those messages in a timely manner. 

(a) EOC personnel should NOT discuss with anyone (inside or outside the 
Company) the nature of any calls received and/or messages taken.  

12.1.6. Under no circumstances, should EOC personnel release details of the emergency to 
any third party without prior authorization from the Director of Safety, Director of 
Operations, or Public Relations Representative. 

12.1.7. Communications sent and received by any other means (which may include email, 
SMS, text message, VOIP (such as Skype) or a social networking site) should be 
printed, if possible, or recorded on the Communications Log Form. 

12.1.8. Family members may come to the office. If this occurs, any available human 
resources representative should immediately meet with them. If no human resources 
personnel are available, the Dispatch Supervisor will meet with them. 

(a) The utmost compassion should be exercised; however, it is inappropriate to 
permit family member’s access to the EOC. 
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12.2. Press Releases and Updates 

12.2.1. The Publications Relations Representative is responsible for: 

(a) Ensuring that all written and oral communications are factual and represent the 
Company's position fairly, completely, and in compliance with any NTSB or other 
controlling agency restrictions. 

(b) Developing and implementing a communications strategy that is unique to the 
situation will help to ensure the Company and public are briefed frequently on the 
latest developments.  

(i) This includes preparing specific communication methods and model scripts, 
which utilize multiple channels of communication (i.e., news media, 
Company memos, email, internet, intranet, etc.). 

(c) Continuing to monitor the situation as it develops, and providing updates as 
necessary to the media, the Company, and other outside agencies as required. 

(d) Ensuring that no information leaves the EOC until approved by the Director of 
Safety or Director of Operations. 

12.3. Internal and On-Site Status Reports 

12.3.1. Communication among all key-role personnel is crucial to effective emergency 
response. In addition to the specific reporting requirements detailed in this manual, 
and contained in the checklists found in Chapter 1, top management, in conjunction 
with the Public Relations Representative, should regularly update all personnel of 
known facts. 

12.3.2. The Director of Safety is responsible for: 

(a) Maintaining a status board, visible to all EOC personnel, of all EOC activities; 

(b) Maintaining a diary/log of all response events; and 

(c) Briefing senior management and EOC personnel on a regular basis of 
emergency response activities. 

12.3.3. The Dispatch Representative, or Dispatch Supervisor, is responsible for completing 
the Communications Log Form found in Chapter 9, for ensuring all communications 
are recorded properly, and for ensuring information is available to other EOC 
personnel. 

12.3.4. The On-Site Response Team Leader is responsible for providing daily 
updates/reports to the Director of Safety and Director of Operations on all activities. 

12.3.5. The Risk Management Representative is responsible for keeping Director of Safety 
and Legal Representative informed of all activities related to wreckage disposition and 
environmental cleanup. 

12.3.6. The Dispatch Manager 135 is responsible for arranging for additional telephone lines 
required to handle the emergency, including the recording of those lines as 
necessary. 
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13. THE ON-SITE RESPONSE TEAM 

13.1. Purpose 

13.1.1. The purpose of the On-Site Response Team is to represent Company interests at the 
accident site, work to protect Company assets, including personnel onboard, aircraft, 
equipment, and cargo, and report to management on the status of all on-site activities. 

13.1.2. Refer to Appendix A, Accident Investigations, for an overview of the investigation 
process for both domestic and international aircraft accidents.  

(a) Strict limits are placed on Company personnel participating in an investigation 
with regard to release of information and access to the accident site. 

13.2. Pre-Dispatch Activities 

13.2.1. Whenever the Director of Safety and Director of Operations, in conjunction with top 
management, decide to send an On-Site Response Team to the site of an aircraft 
accident/incident, the following activities will take place prior to dispatch: 

(a) The Director of Safety, in conjunction with the Director of Operations and 
President, will appoint an On-Site Response Team Leader and, with his/her 
assistance, select additional team members based on each individual’s position, 
experience, language and interpersonal skills, aircraft technical knowledge, etc., 
along with currency of vaccination/immunization and passport records; 

(b) The Director of Safety, in conjunction with the Director of Operations, General 
Manager and President, will ensure On-Site Response Team members have the 
funds and other resources necessary to perform all on-site activities, including 
those related to the Family Assistance Plan, found in Chapter 6. 

(c) The On-Site Response Team Leader will arrange for the travel, accommodations 
and expenses (including necessary cash advances) for all team members in 
conjunction with travel and finance personnel. 

(d) The On-Site Response Team Leader will verify the contents of the Emergency 
Response Kit and instruct team members to prepare a list of items to include in 
their individual response kits, including, appropriate clothing, Personal Protection 
Equipment (PPE), documents and certificates, and basic first aid items (refer to 
the Individual Equipment Recommendations section in this chapter). 

(e) The On-Site Response Team Leader will ensure team members are briefed on 
the on-site rendezvous point, travel arrangements, lodging, and the facts of the 
accident/incident as currently known. 

13.3. On-Site Activities 

13.3.1. Typically, local emergency response services will reach the scene of the accident long 
before the Company On-Site Response Team arrives. Injured parties will have been 
sent to a local hospital(s) and, if the accident results in fatalities, a medical examiner, 
or coroner, will have been dispatched.  

13.3.2. In addition, emergency response services will have set up a security zone (much like 
a crime scene barrier) around the accident site to prevent unauthorized entry. 
Wreckage will not be moved without authorization from an NTSB investigator (in the 
U.S.), except to access injured parties. 

13.3.3. The NTSB (or equivalent) investigation cannot begin before the NTSB investigation 
team arrives, the interim NTSB representative has discretionary authority to move the 
wreckage if immediate action is needed. 
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13.3.4. When the On-Site Response Team arrives, the On-Site Response Team Leader 
should identify all team members to all officials at the scene, stay fully aware of all 
activities at the scene, and relay current information to team members, the Director of 
Safety, and the Public Relations Representative. 

13.3.5. As much as is reasonably possible (to preclude communication failure), all 
communications between the Company and the On-Site Response Team should 
remain between the Director of Safety (or his designee) and the On-Site Response 
Team Leader (or his designee). In cases where this is impractical, or 
counterproductive, the Director of Safety and the On-Site Response Team Leader 
should be informed of the content of communications with others. 

13.3.6. If the On-Site Response Team arrives at the scene prior to the NTSB or FAA, the On-
Site Response Team Leader should verify emergency response services/local law 
enforcement officials are protecting the accident site from unauthorized access. 

13.3.7. If appropriate, the Risk Management Representative, will direct extensive 
photography of the aircraft wreckage, including the aircraft interior, the aircraft 
exterior, and the surrounding vicinity. 

13.3.8. The On-Site Response Team Leader will direct team members to document and 
routinely update the locations and conditions of all 
crewmembers/passenger/patient/med flight/supernumeraries onboard using the 
Survivor Condition Form, found in Chapter 9.  

13.3.9. The On-Site Response Team Leader will forward the Survivor Condition Form with 
each update to the Director of Safety, Director of Operations, and Family Support 
Services Representative. 

13.3.10. The On-Site Team Leader will attend initial and daily NTSB, or other controlling 
agency, investigation briefings. 

13.3.11. In addition, the On-Site Team Leader will verify team member appointments to 
various NTSB, or other controlling agency, sub-committees. 

13.3.12. The On-Site Team Leader is responsible for all matters relating to baggage salvage, 
including protection, storage, and returning baggage to victims or their family 
members. 

(a) The On-Site Response Team Leader should pay particular attention to the 
security of loose carry-on items and personal effects found at the scene. These 
items may be very valuable and can be easily stolen. The coroner's office will 
collect and retain all personal effects on/near a deceased victim.  

(b) The On-Site Response Team Leader should collect and inventory any other 
items found at the accident scene; place them in bags or envelopes and lock 
them in a secure location.  

(c) The On-Site Response Team Leader should release baggage and personal 
effects to the victims or their family members only with satisfactory proof of 
ownership and approval from controlling authorities and the Director of Safety. 

13.3.13. The coroner or medical examiner has complete jurisdiction over any fatally injured 
victims and their personal effects until identifications are made, death certificates are 
signed, and victims are released to mortuaries. 

(a) The FBI may have authority over baggage and personal items if the accident or 
incident is the suspected result of a crime.
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13.3.14. In the event of fatalities, the On-Site Team Leader should contact the coroner or 
medical examiner and offer the Company's assistance.  

13.3.15. Also, the On-Site Response Team Leader should log the date and time of transfer of 
each deceased victim from the coroner to the selected mortuary, using the Victim and 
Response Participant Locator Form, found in Chapter 9.  

13.3.16. The Risk Management Representative, On-Site Response Team Leader, and insurer, 
are responsible for the movement, storage, and release of wreckage or debris, and for 
providing technical and logistical assistance to personnel and agencies involved in the 
cleanup of toxic spills (i.e., aircraft fuel, hydraulic fluid, battery acid, metals, etc.) and 
the disposal of hazardous materials. 

13.3.17. Refer to the Family Assistance Plan, found in Chapter 6, for additional On-Site 
Response Team responsibilities. 

13.3.18. The Director of Safety will verify that On-Site Response Team members are 
continually participating in the official investigation. 

13.4. Individual Equipment Recommendations 

13.4.1. The On-Site Team Leader is responsible for developing a list of recommended items 
for all team members to have in their individual response kits. 

13.4.2. Contents will vary based on the type and location of the emergency, but may include: 

(a) Summer or winter weight clothing; 

(b) Rain suit; 

(c) Steel-toe work boots; 

(d) Work gloves; 

(e) Latex gloves; 

(f) Eye protection; 

(g) Face protection (Dust masks, etc.); 

(h) Cellular telephone (Satellite telephone); 

(i) Flashlight/extra batteries; 

(j) Maps of the region and accident site; 

(k) Company credit card; 

(l) Personal and Company identification; 

(m) Passeport; and/or 

(n) Certificate of vaccination – CDC 731. 
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14. POST-EMERGENCY ACTIVITIES 
(Ref: IOSA ORG 4.1.4 and 4.1.15) 

14.1. Director of Safety Responsibilities 

14.1.1. The Director of Safety, in conjunction with the Director of Operations and Family 
Support Services Representative will ensure the continued care of victims and their 
family members. 

14.1.2. The Director of Safety will provide a secure storage area for no less than 18 months 
for unclaimed baggage and personal items. 

14.1.3. The Director of Safety, in conjunction with the Director of Operations, will oversee the 
Company’s ongoing review, investigation, and report of the accident. 

14.1.4. The Director of Safety, in conjunction with the Director of Operations, will review the 
procedures maintained in this manual and assess response effectiveness, revising 
manual content as required. 

14.2. Risk Management Representative Responsibilities 

14.2.1. On a long-term basis, the Risk Management Representative, in conjunction with the 
insurer and others, as appropriate, will coordinate the disposition of the wreckage 
released by the NTSB or agency in charge. 

14.2.2. If the aircraft is determined to be “destroyed”, the Risk Management Representative 
will confirm the destruction of the airframe and subsystem data plates (to prevent their 
future use any subsequent liability). 

14.2.3. In addition, the Risk Management Representative will coordinate any quick-settlement 
provisions with insurer. 

14.3. Chief Pilot Responsibilities 

14.3.1. The Chief Pilot, in addition to others as assigned by the Director of Safety and 
Director of Operations, will participate in initial NTSB investigations and briefings, and 
attend NTSB Accident Investigation hearings, briefing senior management on all 
activities. 

(a) As a result, the Chief Pilot may, with the approval of the Director of Operations 
and the Legal Representative, elect to perform an independent investigation, 
briefing senior management on all findings. 

(b) Care must be taken not to breach NTSB regulations concerning independent 
investigations during an active NTSB investigation. 

14.4. Director of Operations Responsibilities 

14.4.1. While the care for victims and their family members may be ongoing, once all other 
EOC activities have ended, the Director of Operations will verify that all checklists are 
complete, close the EOC, and ensure the transition back to normal operations. 

14.4.2. In addition, the Director of Operations will ensure that a detailed debriefing and 
critique of all emergency response activities is conducted and documented. 
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1. GENERAL 

1.1 Purpose 

1.1.1 This chapter references the procedures necessary to ensure effective response to an 
in-flight emergency. 

1.2 Scope 

1.2.1 In-flight emergencies, including the procedures to be followed, are contained applicable 
Operations Manual (OM), Standardization Manual (SM), Quick Reference Handbooks 
(QRH), and include: 

(a) Smoke/Fire in cabin; 

(b) Loss of cabin pressure; 

(c) Air contamination inside the cockpit; 

(d) Medical emergencies; 

(e) Navigation abnormalities/failures; 

(f) Engine failures/Fire; 

(g) Dumping fuel; 

(h) Overweight landings; 

(i) Ditching/Emergency landings; 

(j) Interceptions; 

(k) Hijackings/Terrorist attacks; and 

(l) Bomb threats. 

1.2.2 Depending upon the nature of the in-flight emergency, certain procedures contained in 
Chapters 4 and 6 may need to be followed. 

(a) For example, if the in-flight emergency mandates landing away from any base of 
operations, an On-Site Response Team may be dispatched as part of the 
Emergency Operations Center (EOC), as described in Chapter 4. 

1.2.3 Refer to the Emergency Action Plan for procedures to follow in the event threats of 
sabotage/bomb are received.  
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2. COMMUNICATION 

2.1 Instructions for flight crew communication of in-flight emergencies are contained in the OM. 

2.2 Should conditions change while en-route, to the extent the flight cannot be carried out in 
accordance with the planned flight, the individual first learning of the changed conditions shall 
immediately contact the Dispatcher and/or the Pilot-In-Command (PIC).  

2.3 It is the responsibility of both the Dispatcher and PIC to ensure the other is properly informed 
and to amend the Flight Release in accordance with the decision of the PIC. 

2.3.1 Refer to the Dispatch Manual (DM) for flight release amendment/re-issue instructions. 

2.4 Should other Company personnel become aware of an emergency involving a Company 
aircraft, they shall contact the Director of Operations, Dispatch Manager, or Director of Safety 
immediately so that emergency response procedures are activated in accordance with this 
manual. 

2.5 Dispatch Center personnel, discovering or being made aware of an emergency situation 
involving a Company aircraft, shall implement immediate emergency response by notifying 
persons in accordance with the Communication Chart, found in Chapter 4 and in the bulletins 
section of this manual. 
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3. EMERGENCY RESCUE CARDS 

3.1 Emergency rescue cards for both the Lear Jet series and Falcon 20 have been issued to 
emergency response personnel located at our primary-use airports. 

3.2 These cards provide emergency response personnel with the following information: 

3.2.1 Main access doors and their operation; 

3.2.2 Seating configurations; 

3.2.3 Locations of batteries, portable fire extinguishers, oxygen cylinders, and ELTs; 

3.2.4 Standard cargo, Passenger, Patient configurations ; 

3.2.5 Fire bottle activation procedures; and 

3.2.6 Engine cut-off procedures. 

3.3 Copies of both emergency rescue cards can be found in Chapter 9, Forms, and may be useful 
to Company personnel when communicating with airport officials about preparations for an 
emergency landing.
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1. OVERVIEW 

1.1 Purpose 

1.1.1 The NTSB Federal Family Assistance Plan for Aviation Disasters was developed in 
response to the Aviation Disaster Family Assistance Act of 1996, and provides the 
framework for Kalitta Charter’s Family Assistance Plan.  

1.1.2 The purpose of this plan is to provide an effective and coordinated response by 
Company personnel in addressing the needs of victims and their families. 

1.1.3 All personnel assigned activities under this plan must recognize the range of their 
responsibilities and become familiar with the various organizations potentially 
involved, by reading the NTSB Federal Family Assistance Plan for Aviation Disasters 
found in Appendix B. 

1.2 Scope 

1.2.1 Whenever a fatality occurs, and/or a significant numbers of persons receive injuries 
as the result of an aircraft accident categorized as a “Crash Scale 1” by the NTSB, or 
at his discretion, the Director of Safety will implement this Family Assistance Plan. 

1.3 Confidentiality 

1.3.1 Information provided by family members and victims through discussions, interviews, 
counseling, or any other form of exchange, will remain confidential. 
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2. RESOURCES 

2.1 General 

2.1.1 The Director of Safety will determine if the Family Assistance Plan should be 
implemented, and if so, will appoint an individual as the Family Support Services 
Representative. 

2.1.2 It is important to point out that many of the activities detailed in this plan may take 
place in an order other than listed. And, depending upon the situation, certain 
activities may not be necessary, while others may increase in scope. Therefore, the 
effective execution of this plan will be the result of immediate and collaborative 
preparations by the Director of Safety, Director of Operations, Family Support 
Services Representative, and On-Site Response Team Leader. 

(a) These preparations involve determining what parts of this plan to implement and 
what resources (personnel, funds, equipment, etc.) will be required to ensure 
plan responsiveness. 

2.1.3 As information becomes available in the hours and days following an aircraft 
accident, the resources necessary for effective plan implementation may change. 
Therefore, constant communication and continuous plan evaluation among all plan 
participants is vital. 

2.2 Contact Information 

2.2.1 Refer to Chapter 4, Emergency Operations Center (EOC) Resources, Contact 
Information, for the location and contact numbers for the Emergency Operations 
Center (EOC). 

2.3 Personnel 

2.3.1 Company personnel potentially involved in the Family Assistance Plan include: 

(a) The Director of Safety; 

(b) The Director of Operations; 

(c) The Public Relations Representative, as assigned by the General Manager and 
Director of Operations; 

(d) The Family Support Services Representative, as assigned by the General 
Manager and Director of Operations; 

(e) The Family Member Notifier, as assigned by the Family Services Support 
Representative; 

(f) The Family Member Liaison, as assigned by the Family Services Support 
Representative; and 

(g) The On-Site Response Team, as assigned by the Director of Safety and Director 
of Operations. 
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2.3.2 Depending upon the situation, the Family Support Services Representative may 
perform family member notifications and family liaison activities, or assign additional 
personnel. Furthermore, it may be necessary to contract with outside agencies, such 
as the American Red Cross (ARC), or work with individuals assigned by customers.  

2.3.3 The Family Support Services Representative must coordinate with the Director of 
Safety, the Risk Management Representative, and the Legal Representative to 
ensure Company and customer contractual requirements in dealing with personnel 
involved with emergency response support, are met prior to assigning personnel. 

2.3.4 In addition, the Family Support Services Representative should establish contact with 
the American Red Cross (ARC) and the Employee Assistance Program provider to 
secure future assistance with psychological support for Family Assistance Plan 
personnel. 

2.3.5 The Family Support Services Representative, in conjunction with department 
management, will prepare a duty roster and time schedule for assigned personnel 
and post it in the EOC. 

2.4 Equipment and Supplies 

2.4.1 Assigned personnel, operating on-site and out of the EOC, will use equipment and 
supplies provided by the Dispatch Manager 135, as described in Chapter 4. 

2.5 Call Scripts 

2.5.1 The Call Scripts, found in Chapter 2, are tools used by Family Member Notifiers to 
gather and communicate specific event-related information.  

2.6 Checklists and Forms 

2.6.1 The checklists, contained in Chapter 1, provide templates for overall emergency 
response activities, directing personnel to use specific forms contained in Chapter 9, 
necessary for effective emergency response and data collection/retention.  

2.6.2 The flow and actions contained in checklists may not exactly fit the situation at hand 
and, therefore, are to be used as guides. 

2.7 Third Party Assistance 

2.7.1 The Family Support Services Representative will ensure third-party assistance is 
available to all personnel coping with emergency-related depression and stress. 

2.7.2 Third-party assistance may be provided by the American Red Cross (ARC) and/or 
professionals obtained through the Employee Assistance Program, as described in 
the Company Employee Handbook. Personnel are strongly encouraged to utilize 
these services when feeling overwhelmed or uncomfortable. 

2.7.3 As an industry resource, Pilot Union Critical Incident Response Program (CIRP), 
designed for aviation professionals, may be available and useful. 
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3. GATHERING AND SECURING INFORMATION 

3.1 Crewmember/Patient/Passenger/MedFlight/Supernumerary 

3.1.1 The Family Support Services Representative will obtain the latest 
crewmember/patient/passenger/med flight/supernumerary manifest from the Dispatch 
Manager. 

3.2 Next of Kin 

3.2.1 Using the latest crewmember/patient/passenger/medflight/supernumerary manifest, 
the Family Support Services Representative will obtain contact information for next-
of-kin from the Chief Pilot. 

3.2.2 Additional sources of contact information include Jumpseat Log Forms, personnel 
files, and information provided by the employers of non-Company supernumeraries. 

3.3 Additional Information 

3.3.1 The Family Support Services Representative should, on a continuing basis, collect 
and maintain the locations and telephone numbers of all fatally injured victims, 
survivors, on-site response personnel and other key role personnel on-site from the 
Director of Safety, the Family Member Notifier(s), the Family Member Liaison(s), and 
the On-Site Response Team Leader. 

3.3.2 The Family Support Services Representative should forward this information to the 
Director of Operations each time the information is updated. 
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4. COMMUNICATIONS 

4.1 Routing Calls 

4.1.1 To ensure incoming calls are properly routed, the Family Support Services 
Representative is responsible for providing a list of personnel assigned to notification 
and liaison activities to the Dispatch Manager.  

4.2 Family Member Notification 

4.2.1 Kalitta Charters will establish contact with the family of a victim, as soon as possible 
following an accident, before the Public Relations Representative releases victims’ 
names to the public. 

4.2.2 While notification in person is preferred, since the KYIP base may not be home for 
the crewmembers involved, notifications will likely take place over the telephone. 

(a) The Director of Operations should be consulted before making crewmember 
notifications, as it may be advisable to have pilot crewmembers travel to the next- 
of-kin to provide support and assistance. 

4.2.3 Kalitta Charters is not required to release the names of 
crewmember/patient/passenger/med flight/supernumerary to the media. However, if 
the Public Relations Representative does plan to release victims’ names, the 
Company will delay such releases until each family has had enough time to contact 
other family members. 

4.2.4 The Family Support Services Representative will document the amount of time 
needed by each family to contact other family members and communicate that 
information with the Public Relations Representative. 

4.3 Notification Priority 

4.3.1 Family members, listed on the emergency contact information provided to the Human 
Resources Department, will be contacted. If no previously recorded emergency 
contact information can be found, attempts to notify family members will be made in 
the priority of the following relationships: 

(a) Spouse 

(b) Father, mother 

(c) Adult son, adult daughter 

(d) Adult brother, adult sister 

(e) Grandfather, grandmother 

(f) Uncle, aunt 

(g) Other adult relative 

(h) Minor children 

4.3.2 Crewmember/patient/passenger/medflight/supernumerary information will be provided 
to family members as it becomes known.  

4.3.3 Family Member Notifiers must not wait until all the names on the manifest are 
confirmed before notifying family members. 
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4.4 Using Call Scripts 

4.4.1 The Call Scripts for Family Member Notifiers, to be used when responding to inquiries 
or notifying family members, are contained in Chapter 2.  

4.4.2 While call scripts should be followed as closely as possible, Family Member Notifiers 
should feel comfortable collecting and providing information and therefore may 
deviate from these examples.  

(a) Family Member Notifiers are expected to use good judgment when deviating 
from these scripts. 

4.4.3 First impressions are very important. We want to limit the number of people we re-
traumatize. Family Member Notifiers should practice these scripts and work with the 
Public Relations Representative to do their best if ever called upon.  

4.5 Agency Notifications 

4.5.1 Anytime the Family Assistance Plan is implemented, the Director of Safety is required 
to notify the NTSB at (202) 314-6320, and, if requested, send a copy of the most 
current crewmember/patient/passenger/medflight/supernumerary manifest, as 
described in Chapter 4. 

4.5.2 In addition, if any foreign crewmember/patient/passenger/medflight/supernumeraries 
are involved, the Director of Safety should provide the most current 
crewmember/patient/passenger/medflight/supernumerary manifest to the Department 
of State (DOS). 

(a) The DOS will facilitate interaction with appropriate foreign government 
embassies on behalf of any foreign crewmember/patient/passenger/med 
flight/supernumerary. 

4.6 Press Releases 

4.6.1 The Public Relations Representative may need to provide a press release to news 
agencies, and may post it to the Company website. The press release should include 
specific flight information (aircraft, flight number and routing) and the toll free number, 
listed in Chapter 4, for family members and friends of 
crewmember/patient/passenger/medflight/supernumerary to call to obtain and provide 
information.  

4.6.2 Kalitta Charters is not required to release the names of 
crewmember/patient/passenger/medflight/supernumerary to the media. However, if 
the Public Relations Representative does plan to release victims’ names, the 
Company will delay such releases until each family has had enough time to contact 
other family members. 

4.6.3 For the duration of the emergency, the Public Relations Representative should 
continue to monitor the situation as it develops and provide updates as necessary to 
the media, the Company, and others as required. 

4.6.4 No information shall leave the Company until it has been cleared by the Director of 
Safety or Director of Operations. 
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4.7 Internal and On-Site Status Reports 

4.7.1 The Family Support Services Representative is responsible for maintaining a diary/log 
of all Family Assistance Plan activities. 

4.7.2 In addition, the Family Support Services Representative and the On-Site Response 
Team Leader shall provide daily briefings to the Director of Safety and Director of 
Operations. 

4.7.3 The Public Relations Representative will keep EOC personnel and other Company 
personnel informed of activities, as deemed appropriate. 
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5. THE FAMILY MEMBER LIAISON 

5.1 General 

5.1.1 The purpose of assigning a Family Member Liaison is to ensure the family members 
of victims receive proper support. 

5.1.2 The activities of the Family Member Liaison depend solely upon the situation; no call 
scripts are provided. Therefore, personnel assigned to these duties must maintain a 
professional manner and appearance and maintain a supportive attitude at all times.  

(a) In addition, the Family Member Liaison(s) must possess excellent verbal 
communication skills, be extremely well organized, detail oriented, and sincere. 

5.2 Victim Support 

5.2.1 If no On-Site Response Team is dispatched to the scene, the Family Member Liaison 
is responsible for performing the victim support duties on-site, specified in the On-Site 
Response Team section of this chapter.  

5.3 Family Member Support 

5.3.1 The Family Member Liaison is responsible for: 

(a) Inquiring, as soon as possible, if the family member(s) wishes to travel to the 
accident site or hospital.  

(b) Within the limitations set by the NTSB and local authorities, providing logistical 
support, in conjunction with senior management, travel personnel, and the On-
Site Response Team, to family members planning to travel to the incident site or 
hospital. This support includes providing escorts, transportation, lodging, meals, 
security, communications, incidentals, and funds. 

(i) Factors to consider in selecting a facility include the quality and size of 
rooms, privacy for family members, and relative location to medical 
examiner's office, temporary morgue, airport operations, crash site, NTSB 
investigation headquarters, and medical treatment facilities. 

(c) Maintaining regular contact with family members, regardless of available 
information.  

(d) Inquiring if family members desire American Red Cross (ARC) crisis assistance, 
and passing all such requests on to the Family Support Services Representative.  

(e) Also, if necessary, and at a time deemed appropriate, consulting with family 
members about any Company-sponsored monument, including any inscriptions. 

(f) If the accident or incident is the suspected result of a crime, coordinating with 
Department of Justice (DOJ) and On-Site Response Team Leader in arranging 
meetings with family members to explain their rights under victims of crime 
legislation. 



 EMERGENCY RESPONSE MANUAL  Page: 6-9 

 CHAPTER 6: FAMILY ASSISTANCE PLAN Rev: ORIG 
  Date:  01-01-14 

 

Kalitta Charters, LLC.  Page 6-9 

(g) Arranging with family not traveling to the site, the claiming of any baggage and 
personal items of a fatally injured crewmember/patient/passenger/med 
flight/supernumerary. This requires coordination with the On-Site Response 
Team Leader and Family Support Services Representative and involves precise 
verification before items can be released. 

(i) The return of baggage and personal items may take days or months to 
complete, depending upon accident or incident findings. Verify contact 
information often. Record changes in contact information on the 
Communications Log Form, found in Chapter 9. 

(ii) The Director of Safety is responsible to providing a secure storage area for 
unclaimed items for a minimum of 18 months. 

(h) If requested by a Joint Family Support Operations Center (JFSOC), coroner, or 
medical examiner, asking the family to have the records and x-rays overnight 
expressed to the address of the hotel where the JFSOC is located (attn: Deputy 
Director, FAA, NTSB), or to the coroner, at the Company’s expense.  

(i) Informing the family that the Company would, if so requested, handle the details 
of delivering a fatally injured crewmember/patient/passenger/med 
flight/supernumerary to their mortuary of choice. The Family Member Liaison 
should point out that the Company already has people at the scene who are 
available to make arrangements, and that it may be unnecessary for the family to 
assume this responsibility. 

(i) The mortuary caring for the deceased must know where the family wants to 
send their loved one. The Family Member Liaison may be asked to forward 
the name of the family's mortuary. The family will need to arrange for a 
funeral service with their mortuary. 

(j) If the family wishes the Company to handle the details of delivering a fatally 
injured crewmember/patient/passenger/medflight/supernumerary to their 
mortuary of choice, asking the family to contact the coroner or medical examiner 
as soon as possible and assisting the family in the completion of the Death 
Certificate Information Form, found in Chapter 9. 
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6. THE FAMILY SUPPORT SERVICES REPRESENTATIVE 

6.1 General 

6.1.1 The purpose of assigning a Family Support Services Representative is to ensure all 
activities required by the Family Assistance Plan are coordinated and conducted 
properly.  

6.2 Support Responsibilities 

6.2.1 In addition to the activities and responsibilities detailed throughout this chapter, the 
Family Support Services Representative is responsible for: 

(a) Monitoring the notification process and remaining aware of the status of 
notifications. 

(b) Reminding all personnel, including Family Member Liaisons, to accurately and 
completely document all contacts with family members using the 
Communications Log Form, found in Chapter 9. 

(c) Routinely verifying the accuracy and completeness of all notification and liaison 
documentation.  

(d) Creating and maintaining records, in hard copy, by 
crewmember/patient/passenger/med flight/supernumerary (one folder per name) 
of all notification and liaison documentation, including documentation generated 
from on-site activities. 

(e) Ensuring that any information sent to hospitals or medical examiners is also 
copied to the victims’ files. 

(f) Generating hard copy summary information, for briefing purposes, on each 
crewmember/patient/passenger/med flight/supernumerary. 

(i) Refer to the Family Support Services Representative Checklist, found in 
Chapter 8, for required summary information. 

(g) Monitoring all employees for signs of stress and referring them to the American 
Red Cross (ARC) or professionals obtained through the Employee Assistance 
Program. 

(h) Assisting the Director of Safety with training activities as required. 

(i) Once the emergency is over, evaluating the effectiveness of the Family 
Assistance Plan and recommend improvements to the Director of Safety. 
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7. THE ON-SITE RESPONSE TEAM 

7.1 General 

7.1.1 An On-Site Response Team may be dispatched to the accident site as an extension 
of the EOC. As such, their responsibilities rest primarily with accident investigation 
and resource recovery. However, as part of this Family Assistance Plan, their roles 
expand to include the care of victims and their family members traveling to and from 
the site. 

7.1.2 The On-Site Response Team Leader is responsible for all team duties under this plan 
and for assigning team members specific activities, as required. 

7.2 Victim Support 

7.2.1 The On-Site Response Team Leader is responsible for: 

(a) Immediately after reaching the scene, documenting the locations and conditions 
of all crewmember/patient/passenger/med flight/supernumerary. 

(b) Recording the injuries, treatment, and prognosis for each survivor. These records 
should be updated as the survivor’s condition changes.  

(c) Forwarding medical records to the Director of Safety and Family Support 
Services Representative as part of the permanent record of the accident. Refer 
to the Survivor Condition Form, found in Chapter 9. 

(d) Ensuring all injured survivors receive the best possible medical care. 

(e) Supporting non-hospitalized survivors as required, i.e., providing temporary 
lodging, travel, communications with family members, senior management, union 
representative, etc. 

(i) Family and Company medical consultants may recommend the relocation of 
injured survivors. The Company’s aircraft and crews may be used to 
transport injured survivors. However there are numerous aero-medical 
operators properly trained and equipped to perform these delicate and 
complex duties. It is typical for corporate insurance to cover such 
transportation costs. 

(f) Ensuring the smooth flow of information from victims to their family members, 
that do not travel to the site. 

(g) Encouraging all survivors, even those who appear to be uninjured, to undergo a 
medical examination and post-traumatic stress evaluation at Company expense. 
If they decline these medical examinations, they must sign the Medical 
Examination and Treatment Refusal Form, found in Chapter 9. 

(h) Developing procedures, in conjunction with the Director of Safety and Family 
Support Services Representative, for the handling and return of baggage and 
personal items to victims. 

(i) If requested by the coroner or medical examiner personnel, informing family 
members at an appropriate time, but as early as possible after being notified, that 
it is critical to the victim identification process that they contact their family dentist 
to obtain dental records of their loved one. 

(j) Tracking the movement of all fatally injured crewmember/patient/passenger/med 
flight/supernumerary from the accident scene to the morgue and from the 
morgue to the mortuary, and for recording all movements using the Victim and 
Response Participant Locator Form, found in Chapter 9.
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7.3 Family Member Support 

7.3.1 The On-Site Response Team Leader is responsible for: 

(a) Identifying any immediate needs the family may have once at the site, and 
providing for them, including lodging, travel, monetary, childcare, medical, etc. 

(b) Acting as, or assigning members of the response team to act as, family escorts. 

(i) Family escorts should accompany family members to and from the incident 
site or hospital. Family escorts will be responsible for assisting family 
members while at the site and should continue to be the Company interface 
with the family until the family returns to their residence. 

(c) Securing a facility, if required, at the arrival airport where family members may be 
initially gathered to protect them from media and solicitors. 

(d) When necessary, securing a private area, within the hotel, for the coroner or 
medical examiner personnel to collect ante mortem information from family 
members at the site, and providing quiet space and communications for the 
coroner or medical examiner personnel to telephonically collect ante mortem 
information from family members who decide to stay away from the site. 

(e) Providing support, when requested (including space and communications 
equipment) to the Joint Family Support Operations Center (JFSOC), if activated. 
Refer to Appendix C for information on the JFSOC.  

(f) Developing procedures, in conjunction with the Director of Safety and Family 
Support Services Representative, for the handling and return of baggage and 
personal items to the family members of fatally injured victims. 

(i) The return of baggage and personal items may take days or months to 
complete, depending upon accident or incident findings. Verify contact 
information often. Record changes in contact information on the 
Communications Log Form, found in Chapter 9.  

(g) Informing the family of fatally injured crewmember/patient/passenger/med 
flight/supernumerary that the Company would, if so requested, handle the details 
of delivering the deceased to their mortuary of choice. 

(i) The mortuary caring for the deceased must know where the family wants to 
send their loved one. The Family Member Liaison may be asked to forward 
the name of the family's mortuary. The family will need to arrange for a 
funeral service with their mortuary. 

(h) If the family wishes the Company to handle the details of delivering a fatally 
injured crewmember/patient/passenger/med flight/supernumerary to their 
mortuary of choice, asking the family to contact the coroner or medical examiner 
as soon as possible and assist the family in the completion of the Death 
Certificate Information Form, found in Chapter 9. 
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8. POST EMERGENCY ACTIVITIES 

8.1 While the care for victims and their family members may be ongoing, once all other EOC 
activities have ended, the Director of Safety, in conjunction with the Director of Operations will 
verify all checklists are complete. 

8.2 In addition, the Director of Safety, in conjunction with the Director of Operations and Family 
Support Services Representative will review the procedures maintained in this manual and 
assess, in conjunction with senior management, response effectiveness, revising manual 
content, as required. 
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1. GENERAL 

1.1 Purpose 

1.1.1 The purpose of this chapter is to establish the procedures necessary to ensure 
effective response to reports from personnel (stationed or traveling abroad), that 
conditions, which threaten their safety, exist. 

1.2 Scope 

1.2.1 While the Company plans and provides resources to help ensure the safety of 
company personnel stationed and traveling abroad, situations may develop which 
place personal safety in jeopardy. 

1.2.2 This chapter contains response procedures that relate to the following possible safety 
risks for  personnel stationed and traveling abroad: 

a) Natural disasters; 

b) Political or civil unrest; 

c) Military action; 

d) Violent crime; 

e) Medical condition; or 

f) Personal detention by a law enforcement/government organization(s). 

1.2.3  Should further response be necessary, contact the Director of Safety or Director of 
Operations. 
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2. PROCEDURES 

2.1 General 

2.2.2 While employees stationed and traveling abroad are instructed to take all measures 
necessary to protect themselves, situations may develop which threaten personal 
safety. 

2.2.3 Employees are also instructed to immediately contact the Duty Manager, should 
conditions warrant assistance from the Company. 

2.3 Initial Responsibilities and Actions 

2.3.2 Should the Duty Manager be contacted, he/she is responsible taking the following 
actions immediately: 

e) Recording detailed information about the situation, including the names and 
locations of personnel affected with telephone/fax/email, and itineraries, using the 
Communications Log Form, found in Chapter 9; 

f) Briefing the employee’s direct supervisor/manager, i.e. Chief Pilot, Director of 
Maintenance, etc.; 

g) Obtaining copies of the employee’s current passport and verifying citizenship; and 

h) Notifying the Director of Safety and Director of Operations for response planning. 

(i) The Permit Coordinator on duty can be a vital source of contact information 
for companies, personnel, and agencies in the region which could provide 
assistance. 

2.4 Response Plan 

2.4.2 The Director of Safety and/or the Director of Operations will determine, using all 
available information, if an emergency exists. If so determined, they, in conjunction 
with the Duty Manager, Planning Coordinator and employee’s supervisor, as 
necessary, will develop an immediate response plan and will establish/maintain 
communications with all affected personnel. 

2.4.3 The response plan will be unique to the situation and, to ensure timely action, will be 
based on information available at the time.  

2.4.4 Information and assistance may come from a variety of sources, including: 

e) Ground handling or other non-government agencies in the area, with which the 
company has direct relationships. 

f) Consular personnel at U.S. Embassies and Consulates abroad and in the U.S, 
which are available 24 hours a day, 7 days a week, to provide emergency 
assistance to U.S. citizens. Contact information for U.S. Embassies and 
Consulates appears on the Bureau of Consular Affairs website at 
http://travel.state.gov. 

g) The Office of Overseas Citizen Services in the State Department’s Bureau of 
Consular Affairs, which can be reached at 1-888-407-4747, if calling from the U.S. 
or Canada, or 202-501-4444, if calling from overseas.  

h) The State Department (DOS), for assistance with foreign Embassies and 
Consulates if an employee is not a U.S. citizen.  
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2.4.5 Once information and assistance options are known, the plan will be developed and 
implemented as quickly as possible.  

2.4.6 The plan may provide for: 

e) Releasing necessary funds; 

f) Arranging different lodging; 

g) Arranging immediate travel for personnel to an airport, an Embassy, a different 
hotel, a medical facility, or other secure area; 

h) Arranging legal services/representation; and/or 

i) Arranging security services for personnel, aircraft, and cargo as necessary. 

3. CONTRACTING THIRD PARTY INTERVENTION 

3.2 The Director of Safety or Director of Operations may determine that intervention by a global risk 
management organization, such as ASI Group, is necessary. 

3.3 The Director of Safety and Director of Operations, or their designees, are the only individuals 
authorized to contact with such an organization. 

3.4 Should ASI Group, or another organization, be contracted, they will be assist in the 
development and implementation of an action plan at the direction of the Company. 

3.5 Should any third party be contacted, it is of utmost importance that a member of the Pilot Union 
Executive Council or Safety Committee be immediately notified, to preclude the possibility of 
two third parties being involved and possibly interfering with each other accidentally. 

3.6 Company personnel will assist any contracted third party as required. 
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NTSB 6120.1 FORM 
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VICTIM AND RESPONSE PARTICIPANT LOCATOR FORM 
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FALCON 20 – EMERGENCY RESPONSE CARDS 
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