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LESSONS LEARNT — WAY FORWARD

> SINGLE SPOKESPERSON TO PROVIDE THE BRIEFING:;
> SPOKESPERSON SHOULD BE ABLE TO CONVEY THE MESSAGE,

AUTHORITY'S SORROW AND GENUINE CONCER
ORGANIZATIONS SHOULD HAVE IN PLACE: WEL

N FOR FAMILY;
BRECONIEMPLATED

AND REHEARSED AIR DISASTER FAMILY ASSISTANCE
PROGRAMME/PLAN GUIDED BY ICAO DOC 9998 AND ICAO -

CIRCULAR 285-AN/166;

TIMELINESS IN DISSEMINATING THE ACCURATE FACTUAL
REPORTS/NOTIFICATION, ACCESS TO RESOURCES AND ALL
RELEVANT INFORMATION TO AVOID SPECULATION




LESSONS LEARNT = WAY FORWARD

> ORGANIZATIONS SHALL HAVE IN PLACE PHASES OF
FAMILY ASSISTANCE RESPONSE:

INITIAL/IMMEDIATE RESPONSE RIGHT AFTER ACCIDENT;
INTERMEDIATE RESPONSE — AFTER 3RP DAY TILL 15 DAYS;

POST — RESPONSE, LONG TERM SUPPORT
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LESSONS LEARNT = WAY FORWARD

> TIMELINESS IN PROVIDING
- ACKNOWLEDGEMENT
= ANSWERS
- APOLOGIES
« ACCOUNTABILITY
« COUNSELLING
- COMPENSATION



LESSONS LEARNT — WAY FORWARD

IN ANY AIR DISASTER, THE MOST BASIC EXPECTATION BY THE
FAMILY [S:

IFIT WERE YOUR FAMILY MEMBER IN THE AFFECTED
AIRCRAFT, HOW WOULD YOU WANT TO BE TREATED®?

THE FAMILY WOULD WANT ANTACKNOWLEDGEMENT FROM
THE AUTHORITY/AIRLINE ON THE ACCIDENT AND

TAKE RESPONSIBILITY RATHER THAN DENYING THE REPORTS
OR POINTING FINGERS AT OTHERS;




LESSONS LEARNT — WAY FORWARD

THE
THE

ACT

| HIS

'HE

E

FAMILY WILL

ONS ARE BE

-FAMILY WOL
NEWS RATHE

LIKELY ATTEMPT TO SEEK ANSWERS FOR

DISASTER, WHY , HOW , WHEN IT HAPPENED , WHAT

NG TAKEN;

LD LIKETOBE THE FIRST ONE TO RECEIVE
R THAN FROM MEDIA;

FAMILY WILL

REQUIRE ALL THE RELEVANT

INFORMATION, IDENTIFICATION, RETURN OF THE LOVED
ONES AND THEIR BELONGINGS; AND

CONVERSATIONS OFTEN WILL BE EMOTIONALLY DIFFICULT
AND THE OFFICERS SHALL BE PREPARED TO RESPOND




LESSONS LEARNT — WAY FORWARD

THE AUTHORITY /AIRLINES SHALL APOLOGISE IF THERE IS ANY
MISHAPS IN THE OPERATION BUT SHALL NOT REVEAL THE DETAILS
UNTIL ANY CREDIBLE EVIDENCE OR PENDING INVESTIGATION;

THEY SHALL TAKE FUESISESIESNNEREMPLOY ALL AVAILABLE
RESOURCES INCLUDING ASSISTANCE FROM NEIGHBOURING
COUNTRIES TO RECOVER THE REMAINS; AND

P ARTICULEA
MMEDIATE

RESPONDING TO PHONE CALLS/ENQUIRIES ARE VERY ESSENTIAL

RLY THE CREW. UNAFFECTED EMPLOYEES SHOULD

LY NOTIFY THEIR FAMILY.
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LESSONS LEARNT — WAY FORWARD

THE AUTHORITY /AIRLINES SHALL ENSURE CONTINUITY IN ASSISTANCE

AND CARE FOR

THE AIRLINE SHA

REMAINS, BURIA
BELONGINGS;

FAMILIES;
L FOCUS ON IDENTIFICATION, REPATRIATION OF

B FUNERALS AND RETURNING OF PERSONAL

OTHER IMPORTANT ELEMENTS SHALL BE FINANCIAL ASSISTANCE
AND CLAIM SETTLEMENT, BESIDES THAT COUNSELLING AND
PSYCHOLOGICAL SUPPCOIKIENAINE

COMMEMORATION OF ANNIVERSARIES AND CONSTRUCTION OF
MONUMENT SHALL BE CONSIDERED






