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Family Member Concerns

What happened?
e [nitial notification
 Immediate information

How will | get information?

* Information sharing and access to
resources
e Short-term and long-term

* Prelim, factual, probable cause

Where is my loved one?
« Search/Rescue/Recovery
» Hospitalization
« Identification of remains

Where are their personal

effects?

* Processing and return of personal
effects

 Associated and unassociated
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Four primary concerns
What happened?  Who tells me and how do they tell me?  = Initial notification
-- at that point I want to know where I can get more accurate information quickly and that I can reach someone who can help answer my immediate questions
-- thus- in the Aviation and Rail legislation, there are requirements for initial notification
Where is my loved one? Alive, injured, dead….
   -- what is happening in the search/recovery process
    – family members hold out hope that their loved one escaped, was not on board, etc
   -- if there are injured, what hospital are they in?  What is their condition?  
  -- for all-fatal accidents, families will shift to understanding that they’ll be dealing with remains and the process of identification
	--thus, in the legislation--- the Board has “primary Federal responsibility for facilitating the recovery and identification 
	    of fatally-injured passengers”
	– ME/C has local (and most important) jurisdiction
Where will I get information?  Both right now and later?  About the cause of the accident?  
      And about other things– ID, burial, PE, etc?
      TDA is used to knowing where to go to get information after accidents
      from the NTSB side, we must by law keep families informed of investigative updates
Where are their personal effects?  Wedding band, teddy bear, bible, laptop, etc.
     We don’t know what is important or sentimental to families
     there is a process to collect, stabilize (restore- if wanted) and return to families– mandated in legislation/carrier responsibility
     PE has assoc and unassoc-- define




NTSB

Family Assistance Model

At accident scene/location

« Family Assistance Center
— Physical or virtual

o Family briefings
— Immediate factual information

e Coordination with medical
examiner/coroner

e Site visit
 Personal effects process
» Access to support services

Long term

« NTSB products
— Toll-free #, email, website

« NTSB hearings/meetings
« Advocacy/support groups

 Provision of services
— Where do | get...?
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NTSB/air carriers model focuses on provision of services through a FAC
Organized and staffed by Carrier and ARC
NTSB is the coordinator
various agencies/personnel together to address immediate concerns-
  Air carrier, different federal agencies, Red Cross, local personnel (law enforcement, ME/C, etc)

-these can be done via phone/email– in fact, this a majority of our daily caseload.





.

What does famil

y assistance

provide?

For Families
e [nformation
« Manage expectations

« Safety (from public and
media)

 Reduces stress/anxiety

* Place/people to get answers .

 Move through grief process

For Industry/Government
e “The right thing to do”

Humanitarian/ethical

Provide consistent
message

Manage expectations for
public

Public image
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FA provides– Families
Information- to allow them to understand and to do the things they need to do
Consistency– in the chaotic environment, FA provides some consistency– FAC as a place, briefings for info, etc
Manage expectations– families have wide ranging expectations about what they want and need, and FA provides a way to realistically manage their expectations– based on experience
FA provides a place to get answers to their questions—
FAC is safe and away from the eyes of the public and the media 
  -”To take such actions as may be necessary to provide an environment in which the families may grieve in private”
FA allows families a  supportive foundation from which they can proceed through the grief process
FA- thru the above- can reduce stress and anxiety

For Industry and Govt
“it’s the right thing to do”– 
Ethically and from humanitarian perspective- it is the least that is owed to family members
Allows the business/govt to put out a consistent message to families– whatever that message is
  -- allows access to families thru briefing
Allows the govt/business to let the public know that families are being take care of and manages the public’s expectations about what is happening/being done
-- can protect the public image of a corporation or govt agency (if they are doing the right thing)


) What doesn’t family assistance
provide?

o “Closure”
— Step in the grief/recovery process
— “Resiliency”
o All the answers
— Factual information when available/allowable

— Information on process when no factual information
available

o Support for all needs

« Elimination of legal actions
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A word on closure:
Internal discussion in TDA
FA does provide family members a step (a good one hopefully) so that they can proceed in the grief and recovery process
Resiliency is a good work--- maybe more useful than closure– that speaks to what an effective FA program can provide and what family members should seek to be

FA cannot, nor could it ever, provide answers to every question a family member has
  In TDA, we provide factual information when we can-given our rules of release
  if none, we talk process-which, although frustrated by no info, gives families some knowledge that the investigation is ongoing

FA cannot provide for every need of a family member

FA does eliminate, nor should it, the civil actions/lawsuits that will occur



What makes family assistance
effective?

 Build rapport and credibility
e Expectation management

 Flexibility based on event
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FA is effective because:

We build rapport and credibility with family members through becoming a source for factual information and access to support
We interact with families from a base of experience as well–  we provide support and information based on experience

Family members deserve honesty and we do this by managing their expectations– 
  what to expect, when to expect it, why to expect that way– e.g. investigative info
   families have not been through this before so don’t know what to expect
   manage expectations so they are not caught off guard by what is and what will happening
   (under-promise and over-deliver– Tom Peters as reminded by Tricia Coffman)
   understand their needs and over-deliver on those things you have control over
   
FA is effective as well because those of us in TDA have learned to be flexible- 
   interactions in the FA environment are rapidly changing, so the need to be flexible and look for new ways to solve problems is essential
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Only one legislated accident– Colgan 3407
Note Sen Stevens accident (Aleknagik) and San Bruno
Non-legislated launch criteria

http://upload.wikimedia.org/wikipedia/commons/e/e9/Blank_US_Map_48states.svg�

TDA efforts in 135 Operations
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Family Assistance- Beyond NTSB

e Aviation family assistance legislation

— EU, Brazil, South Korea, Australia, China

e Corporate aviation (Parts 135/91)

e Other transportation modes

— Motorcoach, cruise lines

e Federal/Government
— Mine Safety Health Administration
— US Senate/US House of Representatives

» Cities/States 4 RoiCaribean

INTERN |
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— New York City area, Las Vegas, DC Metro
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Developing a family
assistance program

Identify core needs of families that operator can address

— Notification, return of remains, personal effects, information
(short/long term)

Identify unique features of operator impacting family assistance
— e.g. remote operations, customer demographics

Identify operator-specific mechanisms to provide assistance
— What can you pay for?
— Which needs will insurance cover?

Develop partnerships to provide assistance
— Red Cross, local/state support groups

— Industry partners

— Government partners

— Vendors

National Transportation Safety Board
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Identify core needs of families that industry can address
What are the core needs?
	Notification, return of remains, PE, information (short/long term)
	In commuter rail, how would you handle notification?
	
Identify unique features of industry impacting family assistance
e.g. remote operations, customer demographics
What would be unique about motorcoach industry, cruise lines, amusement parks, college/university
HEMS- less need for PE involvement, but “caretaking” industry

Identify industry-specific mechanisms to provide assistance
What can you pay for?
Which needs will insurance cover?

Develop partnerships to provide assistance
Red Cross, local/state support groups– know the resources where you operate/work 
Industry partners– associations, etc.
Government partners



Paul Sledzik
Director, Transportation Disaster Assistance
NTSB
202-314-6185
paul.sledzik@ntsb.gov
www.ntsb.gov/family
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Are there any additional comments regarding what we’ve discussed thus far?

Keep this conversation in your mind throughout this course.
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