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Sometimes things don’t go as 

planned … 

Why gamble when it 

comes to your post-

incident response? 



Fundamental concepts of 

emergency action planning 

1. What are your core values? 

 

 

 

 

2. How will you make 

(tough) decisions (in the 

heat of the moment)? 

Please 

God, I 

hope this 

goes well. 



To start, make sure you’ve clarified your 

core values and that you have an overall 

strategy … if you don’t, you can expect an 

inside fight. 

Surprise! This can be 

way harder than you’d 

imagined, especially if 

difficult decisions have 

to be made under a 

microscope. 



 

 Because they have been 

adversely affected by something 

an organization has done; 
 

 Because they don’t like what you 

are proposing to do; 
 

 Because they disagree in principle 

with something you stand for. 

 

 

Understand why people get 

angry. 

 

 Many people believe an 

organization has a 

responsibility to help the 

injured, to figure out what went 

wrong, and to make sure it 

doesn’t happen again. 



PARADOX ONE: 

Advances in technology … 

 have lead to incredibly high expectations.. 



PARADOX TWO:  

We love/accept familiar 

risks 

…but we admonish unfamiliar 

risky behavior. 



In other words … 

 Society doesn’t like unfamiliar risks. If unfamiliar 

risk exists, society expects the organization 

running the show to bend over backwards to 

fairly “warn and inform” students of these 

unfamiliar risks. 

 

  Society expects us to have top-of-the-line safety 

equipment and safety training so that we can 

prevent accidents and deal with accidents. 

 



Fundamental concepts of 

emergency action planning 
 

 Show you care. 

 Understand the roles 

and limitations of 

insurance companies, 

of public relations and  

of legal counsel. 

 Be willing to change 

course. 

 
Surprise! Insurance companies often 

get to call the shots. 



Emergency Action Planning …           

  the specifics. 

 

 

1. Managing the incident 

(scene) 

2. Crisis communication 

3. Long-term 

considerations 



1. Managing the incident 



Managing the Incident 

It’s expected that your team in the 

field will be able to … 

 

 Provide immediate aid to the 

threatened or injured 

party(ies). 

 

 Provide aid and support to the 

rest of the group. 

 

 Identify means for initiating a 

rescue. 

 

SURPRISE! Sometimes people don’t 

Perform well under pressure. 



Managing the incident … 

 It’s important to provide 

guidance (field checklists). 

 

 Recognize the need of the un-

injured students (gathering, 

touching, information, etc.) 

 

 Be ready for mistakes, 

inaccurate communication, 

and rumors. 

 

 Be forgiving if/when people 

make mistakes. 
WHO’S IN CHARGE HERE 

ANYWAY?!! 



2. Crisis Communication 



2. Crisis Communication 

 includes … 

 Communicating from the field to the 
office. 

 

 Notifying key constituents. 

 

 Notifying the next-of-kin. 

 

 Notifying the media. 

 

 Providing information to uninjured 
employees and participants. 

 

 Keeping records. 



Crisis Communication 

Surprise! Communication is often impressively inaccurate. 

 Start by getting the facts correct. Repeat all 

radio/phone calls (info) to verify  accuracy. 



From field to office: 

 Who’s involved? 

 

 What happened? And what 
will happen next? 

 

 What do the people in the 
field need? 

 

 What can the office do to 
help? 

 

 When will you talk again? Make sure you leave one line open 

at all times. 



From field 

to office 

Make it easy on your 

employees: 

 
Give them a list for 

“who to call; what to 

say.” 

Let them know what do 

do if they reach a recording. 



Notifying key constituents 

Surprise! The on-going communication involved takes more time 

and energy than most people think. 

 

“For a small business like ours …  

addressing the needs of the victims  

and survivors, working with the insurance  

company, and keeping the business  

going at the same time  

was almost impossible.” 

 



Notify key constituents 

Who needs to know?? How quickly do they need to 

know? 

 

 Key employees 

 Board of directors 

 Attorney 

 Insurance representative 

 Others? 



Notifying key constituents 

 All key constituents 

should receive first 

notification within 24 

hours, if at all possible. 

 

 Almost all will expect 

follow-up contact. 

 

 Decide which, if any, 

should come to your 

office. 



Notifying key constituents 

 

 Have this list, with current numbers, ready and 
available. 

 

 Designate who is going to call whom. Document 
successful/unsuccessful communication. 

 

 Have a plan in the event someone is unavailable or 
unreachable. 

 

 Consider charging a single employee (even if you 
have to bring someone in) with updating 
constituents. 



Notifying next-of-kin 

Even if you aren’t the first one 

to provide notification … sooner 

or later you’ll need to talk to the 

loved ones. 



Notifying next-of-kin … 

 Who will make the call? 
 

 Have notes (know what to 
say). Practice ahead of 
time. 

 

 Do not beat around the 
bush. 

 

 Consider what you will do if 
you reach a machine or if 
the caller is busy (in traffic?) 

 

 Provide updates. 
Surprise! Sometimes families become 

angry. Sometimes they react with 

numbed silence. Sometimes they want to 

go to the site. 



Notifying next-of-kin cont. … 

 Consider what type of support (if any) you are willing 

to provide: 

 

 Flight scheduling and payment 

 Hotel arrangements 

 Rental car 

 Taking the loved ones to the site 

 Phone cards 

 Flowers 

 Memorial service 

 

Surprise! Not all insurance 

companies will cover these 

costs. Some lawyers 

recommend against these 

actions. 



Notifying media 



Notifying media 

The media will want to know: 

 

 Who 

 What 

 When 

 Where 

 Why 

It’s not okay to feign ignorance. “No comment” usually doesn’t work. 



 

“Media” today includes … 

 Print media 

 Broadcast media 

 Internet 

 Social media 

Surprise! Most organizations 

don’t have a plan to address 

all these media sources. They 

are not prepared to counter 

rumors or inaccuracies. 



DECIDE WHAT YOU WANT TO 

SAY AND FOCUS ON HOW YOU 

WANT TO BE PERCEIVED. 

YOU’LL LOOK BAD IF … 

 

 People don’t feel like they are 

getting timely, accurate 

information. 

 People believe the incident 

was preventable. 

 People perceive that the 

institution is overly concerned 

with protecting itself. 

 People feel that the institution 

is not taking responsibility for 

its role. 

Don’t let the media bully you! 



Notifying media 

Use a working paper: 

 

 Describe your organization, including mission 

 

 Describe your field employees, typical age, training, 
certifications, etc. 

 

 Describe the type of training you provide to your customers 

 

 Describe other safety measures you use/follow 

 

 Describe your accident history or prideful facts 

 



Addressing the needs of uninjured 

employees and participants 
Don’t underestimate the impact the 

incident can have on others. 

 

Consider the following: 

• “The show will go on” or will it? 

• Peers, family and friends will be 

curious 

• Non-injured students (and staff) 

might be impacted 

• Upcoming trips might have to be 

modified or cancelled 

 

Surprise! Even those who were not 

directly involved will want answers. 



Provide information to uninjured 

employees and participants. 

 

 Expect employees to have questions. 

 Expect participants to have questions. 

 Expect prospective participants, loved ones, 

future employees, etc., to have questions. 

 
Consider … 
Posting info on the web/facebook 

A 1-800 number 

In-house memos 

Designating an employee to this role 



The final step in 

Crisis Communication … 



 

Keep good records. 

 Phone log 
• who was called; when; were they 

reached or was a message left? 

• who called in with questions; do 
they expect a call back? 

 

 Interviews and statements 

 Releases and waivers 

 Evidence 

 



3. Long-term Considerations 

 What effects will the 

incident have on you 

and your organization 

six months from now?  

 

 A year from now? 



In the Path of the Ripple … 

Surprise! It’ll be worse than you think. 



The effect of an incident on 

employees … 

 Your employees (especially those who were 

involved in the incident) will feel the need to 

talk. 

 

Let them! 



Types of on-going support 

 CISD 

 Mental health 

counseling 

 Anniversary letter 

 Time off work 



Educating Employees 

Testing and Modifying the EAP 

 Keep it (the EAP) simple. 

 

 Make sure key employees know what to do in 

the event of an emergency. 

 

 Test the EAP occasionally. 



With all this in mind … just 

remember: 

 Surprise! No matter how well you plan, and how 

well written your EAP is, because we don’t get 

much practice, there will be surprises. 

 

Learn from your own 

as well as others’ 

experiences! 
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