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PURPOSE

This plan, which is designed to serve as guidance, assigns responsibilities and describes how air
carriers and Federal agencies should respond to an aviation accident involving a significant
number of passenger fatalities and/or injuries. Organizations given authority or responsibility by
legislation should develop procedures specific to their role. Supporting legislation is located in
appendix A.

IMPLEMENTATION

This plan shall be executed in full or part by the Director, Office of Transportation Disaster
Assistance (TDA), under the direction of the Chairman, National Transportation Safety Board
(NTSB).

1. The Director shall recommend to the Chairman activation of the plan or portions thereof.

2. Federal agencies that have responsibilities under this plan shall maintain control of their
resources while supporting the NTSB in accordance with the above references. (For
purposes of this document, the terms “Federal agencies” and “Federal staff” include the
American Red Cross.)

3. The NTSB, through its communications center, will initiate notification of Federal
agencies to activate planning and will coordinate with the air carrier an appropriate
response based on the magnitude of the aviation accident. As factual information about
the accident is confirmed, additional resources may be requested to support the overall
family assistance response. Upon instruction by the Director, the NTSB communications
center will notify any or all of the following operations centers:

a. American Red Cross

b. Department of State (DOS)

c. Department of Health and Human Services (DHHS) Secretary’s Operations
Center

Federal Bureau of Investigation Operations Center (FBI-SIOC)

Federal Emergency Management Agency (FEMA)

Department of Defense (DOD)

Department of Homeland Security (DHS)

Q o a

4. Under the Aviation Disaster Family Assistance Act of 1996, the NTSB serves as the
coordinator for the integration of Federal government resources and the resources of
other organizations to support efforts of local and State governments and the air carrier to
meet the needs of aviation disaster victims and their families. Crisis intervention, victim
identification and forensic services, communication with foreign governments, and
translation services are among Federal government services available to help local
authorities and the air carrier respond to a major aviation disaster. Local government
emergency services should provide a representative from the Joint Family Support
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Operations Center (JFSOC) to participate in the local, air carrier, and Federal response.
Details of the JFSOC are provided in appendix C. The layout of the JFSOC will depend
on the facilities and rooms available near the disaster location.

Local authorities maintain the same jurisdictional responsibilities in regard to the initial
accident response, recovery, security, site cleanup, and medical examiner operations, and
the NTSB leads the aviation accident investigation. If a criminal act is believed to have
caused the accident, the FBI becomes the lead investigative agency and is supported by
the NTSB.

The air carrier has a fundamental responsibility to victims and their families affected by
an aviation disaster. The air carrier is primarily responsible for family notification and all
aspects of victim and family logistical support. The Aviation Disaster Family Assistance
Act of 1996 (appendix A) and the Foreign Air Carrier Family Support Act (appendix A)
place the air carrier, as well as other support organizations, in a collaborative relationship
with families.

All personnel involved in providing services to assist victims and their family members
should be trained in crisis response and must demonstrate compassion, technical
expertise, and professionalism. Personal information provided by family members and
victims through discussions, interviews, counseling, or any other form of information
exchange should remain confidential and shall not be used for future litigation purposes.
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SCOPE

This plan pertains to any domestic or foreign commercial aviation accidents occurring within the
United States, its territories, possessions, and territorial seas.

ASSUMPTIONS

1. The Chairman of the NTSB will request Federal agencies to support the NTSB in
accordance with the references included in appendix A.

2. Pursuant to the Aviation Disaster Family Assistance Act of 1996, the NTSB has the
primary Federal responsibility for facilitating victim recovery and identification. It is
understood that the presiding medical examiner or coroner is legally responsible
for victim recovery and identification. (It is noted that there are differences between a
medical examiner and coroner. For the purposes of this document, the term “medical
examiner” is used interchangeably with “coroner.”) To ensure adequate resources for
medical examiners to accomplish their jurisdictional responsibilities, the NTSB
coordinates the resources of various Federal agencies to effect victim recovery and
identification. The NTSB supports the use of State and local mass fatality teams and
other trained experience personnel under the direction of the medical examiner.

3. For purposes of this document, the terms “family,” “family members,” “friends,” and
“relatives” are used to refer to those people who have a relationship to a person involved
in the accident. Although these terms have slightly different meanings, they are used
interchangeably throughout the document.

4. Large numbers of family members of those killed in the accident will travel to the city
closest to the accident and will utilize the accommodations provided by the air carrier.
Other family members will remain at their local residences.

5. Most, if not all, families of those seriously injured will travel to where the injured are
hospitalized; once the injured are released from the hospital, these family members and
the injured will return home.

6. Implementation of this plan assumes that the accident will occur in a geographical area
where the resources described above are available. Air carriers operating equipment over
remote areas (for instance, Alaska) should contact NTSB TDA about modifications
needed for accident response in those locations.
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GENERAL MISSION TASKS

The family assistance mission tasks following an aviation accident are as follows:

1. Notify family members of victims involved in the aviation accident based on manifest
documents and other available information.

2. Monitor search and recovery operations, and offer assistance as needed.
3. Determine the status and location of injured victims.

4. Obtain approval of the local medical examiner for Federal assistance (for instance, the
Disaster Mortuary Operational Response Team [DMORT]) to assist in the identification
of fatalities and the notification of their families.

5. Provide crisis intervention, logistical support, and services to victims and their family
members.

6. Provide daily briefings to families on the progress of recovery efforts, identification of
victims, the investigation, and other areas of concern.

7. Arrange for a memorial service, if desired by families.
8. Provide for the return of personal effects.

9. Maintain contact with victims and their families to provide continuous updates regarding
the progress of the investigation and other related matters, both at the accident location
and once the families have returned home.

RESPONSIBILITIES

Seven Victim Support Tasks (VSTs) identify the response requirements assigned to participating
organizations. The organizations responsible for each of the seven VSTs are as follows:

VST 1-NTSB

VST 2-Air Carrier

VST 3- American Red Cross (Family Care and Mental Health)
VST 4- DHHS/ASPR and DOD (Victim Identification Services)
VST 5-DOS (Assisting Families of Foreign Victims)

VST 6-DHS/FEMA (Communications)

VST 7-DOJ (Assisting Victims of Crime)

Because each aviation accident is unique, the following responsibilities may be employed fully,
partially, or not at all.
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VICTIM SUPPORT TASK 1-National Transportation Safety Board

1.

10.

11.

Coordinate Federal assistance and serve as a liaison between the air carrier and family
members.

Provide an NTSB toll-free number and e-mail address (www.assistance@ntsb.gov) to family
members for obtaining information on the victim recovery and identification effort, accident
investigation, and other concerns. This number will normally be provided to families during
the final family briefing. The NTSB will coordinate with the air carrier to provide, through
the air carrier’s family representatives, this contact information to families who do not travel
to the accident city.

Request a copy of the passenger manifest from the air carrier.

Review with the air carrier the logistical needs of the families, giving special consideration to
security, quality of hotel rooms and facilities, and privacy for family members.

Integrate local and Federal government officials and air carrier staff to form a JFSOC to
coordinate services and activities for families.

Coordinate assistance efforts with local and State authorities, including the medical
examiner, local/county/State law enforcement, emergency management agency, hospitals,
and other emergency support personnel.

Maintain communications with the air carrier to receive updates regarding the notification
status of victims’ families.

Conduct daily coordination meetings with the air carrier and local and Federal government
representatives to review daily activities, resolve problems, and synchronize future family
support operations and activities. See appendix D for an example of information required for
the daily coordination meeting.

Provide and coordinate family briefings both with families at the accident city and with
families who remain at home.

Discuss with the medical examiner the capabilities of his or her staff to conduct victim
identification. Examine the capabilities of local/State mass fatality teams and procedures to
use the team in the identification process. Discuss strategies for collecting antemortem
information and other factors influencing victim identification. Discuss the use of DMORT
and standard procedures DMORT uses that support NTSB efforts.

Discuss with the medical examiner the subject of victim identification, in particular the use
of DNA analysis. Explain that the NTSB typically coordinates with the Armed Forces DNA
Identification Laboratory for DNA identification.
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12. At the discretion of the NTSB Investigator in Charge (11C), coordinate a visit to the accident
site for family members. Planning for such a visit will begin only after the I1C agrees that
such a visit will not impede the investigation and is believed to be safe for family members.

13. Provide information releases to the media, in coordination with the NTSB Office of Public
Affairs, pertaining to the types of Federal support available to assist family members.

14. Maintain contact with family members to keep them informed about the victim recovery and
identification effort, accident investigation, and other accident-related concerns.

a. Approximately 6 to 8 months after the date of the accident, factual reports written by
the NTSB investigators are made available in a public docket. Families should be
informed prior to the factual report being made public that they may request a copy of
the report from the NTSB. The report will be provided to them at no cost.

b. If the NTSB decides a public hearing is necessary for the purpose of the investigation,
families will be notified of the date, time, and location. Such a hearing is designed to
gather additional facts from individuals selected to testify. Travel and lodging for the
hearing is at the family’s expense. Families will be provided seating and copies of
official exhibits discussed at the hearing. NTSB public hearings are broadcast via the
Internet through the NTSB website at www.ntsb.gov.

Vision 100 states the following:

An assurance that, in the case of an accident in which the National
Transportation Safety Board conducts a public hearing or
comparable proceeding at a location greater than 80 miles from the
accident site, the air carrier will ensure that the proceeding is made
available simultaneously by electronic means at a location open to
the public at both the origin city and destination city of the air
carrier’s flight if that city is located in the United States. [49 USC
41113 (b) (18)]

Based on the facts of the accident, location requirements will be reviewed on a
case-by-case basis.

c. Families will be informed of the date, time, and location of any Board meeting to be
held at the NTSB, Washington, D.C., headquarters (travel will be at the families’
expense). At the meeting, the NTSB investigative staff will present to the Board a
draft accident report for member discussion and approval. This report will document
the NTSB’s findings, determination of the probable cause of the accident and
recommendations to prevent future aviation disasters. Board meetings are broadcast
via the Internet through the NTSB website (www.ntsb.gov). See VST 2 “Air
Carrier”, number 30, and to the Vision 100 legislation [49 USC 41113 (b) (18)] for
additional information.
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15. If the accident is determined to be the result of a criminal act, the NTSB TDA staff may
assist the FBI Office for Victim Assistance (OVA) in family assistance support.

16. Consolidate and review After Action Reports (AARS) to resolve problem areas and update
operating plans and procedures.

VICTIM SUPPORT TASK 2-Air Carrier

1. In addition to accident notification required by Title 49 Code of Federal Regulations (CFR)
830.5, notify the NTSB communications center immediately upon knowledge of an accident.
The following information must be provided:

e Place (or general vicinity) of accident, number of passengers and crew (based on
preliminary departure information), and number of injuries and fatalities (if
known).

e Flight number, origination, connection points, final destination, demographics of
passengers (if known), and whether the flight was domestic or international.

e Name and telephone number of the person/persons in charge of the air carrier’s
humanitarian response, passenger manifest reconciliation, and family notification
process.

e Name, telephone number, and location of the facility designated as the Family
Assistance Center (FAC) and JFSOC.

2. Provide the NTSB, upon request, the most current reconciled copy of the passenger manifest.
Each copy should be numbered or annotated indicating the date and time so that it is
distinguishable from previous copies.

3. Provide a reliable publicized toll-free telephone number with sufficient capacity to handle the
anticipated call volume. Although not required, consider providing teletypewriter (TTY)
capability.

4. When disseminating the toll-free number, ask the media to request that the toll-free number
be used only by those who have reason to believe a family member or friend was a passenger
on the accident flight.

5. Emphasize in the media notice that, upon initial contact with the air carrier, family members
will receive basic accident flight and point-of-contact information as the first steps of air
carrier humanitarian support.

6. Ask the media to reemphasize the name of the carrier(s) involved, the accident flight number,
airport of origination, connection, and final destination.

7. Provide the media with continuous updates on the progress of the notification process, such
as providing the number of victims’ families notified as of a certain time and the number

-11 -
Federal Family Assistance Plan For Aviation Disasters
Revised December 2008



10.

11.

12.

13.

14.

remaining to be notified. This process will continue until all victims’ families have been
notified.

Modify your carrier’s normal “on-hold” messages during an accident to eliminate music,
sales information, and similar non-accident related messages.

Provide timely notification to family members of passengers. As required by AIR 21, at a
family member’s request, inform the family if the passenger’s name appears on a preliminary
manifest for the accident flight. Updated information on passengers will be provided to
family members as it becomes available. (AIR 21 states the following: “...upon request of
the family of a passenger, the air carrier will inform the family of whether the passenger’s
name appeared on a preliminary passenger manifest for the flight involved in the accident.”)

Provide notification to family members prior to releasing passenger names to the public.
Give family members adequate time to notify other family members and friends prior to
public release of the victim’s name. Although it may be necessary for some families to have
more than one contact point with the air carrier, your carrier may request that families
designate one primary contact point for purposes of sharing information. This will allow your
carrier to use its personnel in a more efficient manner. The carrier is under no obligation to
release the victim’s name if family members request otherwise.

Inform family members at the time of notification or soon thereafter of American Red Cross
family care and crisis assistance available at the FAC and after families return home. Relay
requests for crisis assistance to the American Red Cross representative, who will coordinate
on-scene or home area contacts for family members. For family members who do not travel
to the accident location, the American Red Cross personnel on-scene can coordinate
personnel at the family member’s location to provide assistance.

Secure facilities at departure, arrival, and connecting airports for family members and friends
who may be gathering. This facility is designed to allow family members to grieve in
private, shielding them from the media and solicitors; it serves as a secure location where
families can receive continuous updates regarding the reconciliation of the passenger
manifest and other accident information. Be prepared to provide the necessary assistance to
special needs populations per the American with Disabilities Act (ADA). Arrange for one of
your carrier’s employees or agents who has been trained in crisis response to meet privately
with family members once they have arrived at the facility secured. Employees or agents
should be prepared to inform family members that their loved ones were aboard a plane that
crashed.

Secure a facility to be used as the FAC. Factors to consider in selecting a facility are quality
of rooms and size of facility, privacy for family members, ability to secure the facility, and
proximity to the accident site and medical treatment facilities. See appendix B.

Make provisions for a JFSOC to include space, communication, and logistical support for the
local and Federal staff. Details of the JFSOC are provided in appendix C.
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15.

16.

17.

18.

19.

20.

21.

22.

Provide logistical support to family members who desire to travel to the accident city (or to a
hospital location) that includes, but is not limited to, transportation, lodging, meals, security,
communications, and incidental expenditures.

Assist family members as they travel to and from the city by informing flight crews and
airport personnel about family members aboard particular flights. At departure, connecting,
and arrival airports, family members should have air carrier personnel meet and assist them
while on airport grounds. If necessary, seek assistance from other carriers with a larger
presence at the airport. Assist family members as they depart the accident city and provide a
contact person who will continue to be the air carrier’s interface with family members
following their return to their residence.

Provide a contact person to meet family members as they arrive and accompany them at the
accident city. This person will be responsible for assisting the family while in the accident
city and should continue to be the air carrier interface with the family until the family returns
to their residence. At that time the air carrier may decide to designate a single contact person
for all family members. This point of contact should be available through a toll-free phone
number.

Maintain daily contact with family members who do not travel to the accident city by
providing a contact person from the air carrier until the on-site investigation has concluded.

Designate an individual who will be the air carrier’s representative to the Director of NTSB
TDA. This individual will travel to various locations, such as the accident site, morgue,
JFSOC, and FAC with the Director of NTSB TDA. The designated individual should have
the authority, or ready access to those who have sufficient authority, to make decisions on
behalf of the air carrier.

Establish an exclusive badge system to identify family members. In unique cases, the NTSB,
in coordination with the air carrier, will decide on the specifications of the badging system.

Participate and provide operational updates during daily coordination meetings to review
daily activities, resolve problems, and synchronize future family support operations and
activities at the FAC. This information is helpful in planning logistical support (such as
meals, lodging, and transportation) and allows for an update of current and future support
operations. The type of information typically discussed during the daily coordination
meetings is located in appendix D.

Make provisions for private areas within the hotel for medical examiner personnel and the
DMORT FAC Team to collect antemortem information and DNA reference samples from
families. Provide quiet space and communications for DMORT and medical examiner
personnel to telephonically collect antemortem information from family members who are
not at the FAC. Secure a sufficient number of rooms for DMORT/crisis counseling use.
Based on NTSB experience, the number of rooms required ranges from 4 to 12, depending
on the number of fatalities.
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23.

24,

25.

26.

217.

28.

29.

30.

31.

32.

Be aware that crisis counseling and DMORT facilities are also used as venues to inform
families when positive identification has been made. By having the medical examiner or
DMORT team representative located within the FAC, transportation of victim’s remains and
other logistical considerations can be better coordinated. Support requirements for planning
purposes are in appendix C.

Provide DOS representatives the necessary information regarding foreign passengers to
facilitate interaction with appropriate foreign government embassies.

Establish a liaison with the American Red Cross at each medical treatment facility to monitor
the status of injured victims and to provide assistance to their families.

Develop procedures for the handling of personal effects released by the NTSB or the FBI if
the aviation disaster is declared a criminal act. Consider utilizing a third party that has
experience in the return of personal effects associated with aviation disasters. As required by
law, provisions will be made for unclaimed possessions to be retained for at least 18 months
from the date of the accident. NTSB has developed guidelines for the on-scene search for
personal effects.

Consult with family members about any air carrier-sponsored monument, including any
inscriptions.

As required by the Aviation Disaster Family Assistance Act of 1996, provide reasonable
reimbursement to the American Red Cross for the services provided to the family, air carrier,
and supporting personnel.

Provide the same support and treatment to families of non-revenue passengers or any other
victim of the accident (for instance, ground fatalities) as is provided for revenue passengers.

If the NTSB conducts a public hearing or comparable proceeding at a location more than 80
miles from the accident site, ensure that a simultaneous transmission of the proceeding is
available to family members at a location open to the public at both the origin city and
destination city of the accident flight.

In the event of an accident outside the United States, AIR 21 legislation requires “...in the
event that the air carrier volunteers assistance to United States citizens within the United
States with respect to an aircraft accident outside the United States involving major loss of
life, the air carrier will consult with the Board and the Department of State on the provision
of the assistance.”

In the event the investigation determines the accident is the result of a criminal act,
coordinate with the FBI OVA in arranging meetings with family members to explain their
rights as victims of a Federal crime.

-14 -
Federal Family Assistance Plan For Aviation Disasters
Revised December 2008



VICTIM SUPPORT TASK 3—-American Red Cross—Family Care and
Mental Health

1. An American Red Cross Critical Response Team (CRT) is deployed from the American Red
Cross National Headquarters Disaster Operations Center (DOC) and serves as the functional
leadership of family care and crisis intervention during the aviation accident. The CRT will
support the local American Red Cross response and manage any spontaneous volunteers.

2. Assign a representative to the JFSOC to coordinate and address American Red Cross—related
issues and family requests for assistance.

3. Coordinate and manage the numerous organizations and personnel offering counseling,
religious and other support services to the operation. Create a staff processing center,
operated away from the FAC, to screen, monitor, and manage personnel (employee and
volunteer staff). The staff processing center will also be responsible for developing an
exclusive badge system for personnel, matching staff skills with organizational needs,
assigning work schedules, briefing and debriefing of support staff, and planning for future
activities.

a. Qualified local resources should be integrated with American Red Cross
personnel for crisis and grief counseling, food services, administrative assistance,
and other support services to family members and support organizations.

b. Crisis and grief counseling for family members who travel to the accident city
should be coordinated with air carrier personnel.

4. Employ an accounting system to accurately record cost data in specific cost categories for
reimbursement by the air carrier.

5. Assess the needs and available resources of other crisis support agencies, coordinate with
them to ensure ongoing emotional support for workers during the operation, and provide exit
interviews before departure.

6. Establish a liaison with the air carrier at each supporting medical treatment facility to monitor
the status of injured victims and to provide assistance to their families.

7. Coordinate with the air carrier to establish areas in the FAC for families to grieve privately.

8. If deemed necessary, deploy a Critical Response Childcare Team (CRC) to coordinate on-site
childcare services for families who arrive with young children. Ensure the CRC Team is
equipped with the necessary supplies to operate a childcare center along with specially
trained staff qualified to attend to children in the aftermath of a traumatic disaster.

9. If deemed necessary, deploy a Spiritual Care Response Team (SRT) to coordinate on-site
spiritual care. The SRT is trained to provide spiritual care to an array of faiths and will
manage spiritual care for the victims and their families. If desired by the families, the SRT
will coordinate the planning for a suitable interfaith memorial service within the first few
days following the accident. The SRT deploys an events manager to begin planning the
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10.

11.

12.

memorial service upon a request from the family members. The American Red Cross Events
Manager will work closely with the NTSB, the air carrier, and local, county, and State
governments to plan a suitable memorial site. The American Red Cross will also deploy a
Life Safety and Asset Protection manager to the JFSOC to manage safety and security
concerns related to the memorial.

If deemed necessary, arrange a memorial service for any future burial of unidentified
remains.

Provide families, at their request, with referrals to mental health professionals and support
groups in the family member’s local area.

Provide additional support to affected special needs or other demographically or culturally
diverse populations as deemed necessary.

VICTIM SUPPORT TASK 4-Department of Health and Human Services,
Assistant Secretary for Preparedness and Response-Victim
Identification Services

At the time of an accident and following notification by the NTSB, activate the National
Disaster Medical System (NDMS) and the appropriate DMORT team personnel, supplies,
and equipment to assist in the management of victim identification.

Assign a representative to the JFSOC to address DMORT-related issues.

Assign the necessary DMORT team members to assist the medical examiner with victim
identification and mortuary services. The configuration of team and skills required will be
determined by the details of the accident and the capabilities of the local medical examiner.

Follow the “DMORT Standard Operating Procedures for National Transportation Safety
Board Activations.”

Provide, if necessary, a morgue facility, a DMORT Portable Morgue Unit (DPMU), and the
necessary equipment and supplies to augment the local medical examiner’s capabilities.

Monitor the status of all incoming antemortem records to include dental, medical, and DNA
data to ensure that all records have been received. If not, take steps to obtain the records and
radiographs.

Employ a standard antemortem questionnaire and disposition of remains form that can be
adapted to meet local medical examiner and State requirements. The disposition of remains
form will be used to obtain directions from the lawfully authorized next of kin (NOK)
regarding what he or he desires the medical examiner to do with remains that may later be
identified as those of his or her family member. Information collected from family members
is strictly confidential and is ultimately under the control of the medical examiner.
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10.

11.

12.

13.

Using a specially trained FAC team, interview family members who are both on and off site
for information regarding antemortem identification and disposition of remains.

Coordinate with the medical examiner to integrate qualified personnel who are providing
assistance to the medical examiner*s office into the morgue operation.

If necessary, assist the medical examiner in notifying family members of positive
identification, including an explanation of how identification was determined.

Ensure the accuracy of the chain of custody by performing a check of documentation and
remains prior to their release to the designated funeral director.

Assist the medical examiner with the reassociation of remains following the identification
process. This may occur weeks or months after the accident.

Using information gathered from the antemortem interview, provide the NTSB with contact
information for the NOK (addresses, telephone numbers, e-mail addresses) and the NOK’s
relationship to the victim.

Support of VST 4-Department of Defense—Victim Identification
Services (As required)

1.

Provide the use of a military installation, such as the Charles C. Carson Center for Mortuary
Affairs located at the Dover Air Force Base, to support mortuary operations.

Provide resources from the Office of the Armed Forces Medical Examiner (OAFME) and
Armed Forces DNA Identification Laboratory (AFDIL) to assist in the identification effort
and to conduct appropriate DNA comparison testing on specimens submitted by the medical
examiner. OAFME and AFDIL personnel may be asked to travel to the accident site to assist
with victim identification.

Provide available medical and dental records and DNA reference samples of fatally injured
passengers who may have antemortem records based on prior or current military service.

VICTIM SUPPORT TASK 5-Department of State—Assisting Families of
Foreign Victims (As required)

1.

Assign a representative to the JFSOC to coordinate DOS-related issues with other members
of the operations center staff. Assist in obtaining dental and medical records and DNA
reference samples from 