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FAMILY ASSISTANCE OPERATIONS 



Motorcoach Accidents Happen 

Date City State Passengers Fatalities 
Serious 

Injuries 

Minor 

Injuries 

Minor 

to 

Serious 

Injuries 

2012 Umatilla OR 40 9 

2011 Doswell VA 58 4 14 35 

2011 New York NY 32 15 17 

2009 Dolan Springs AZ 16 7 9 

2008 Sherman TX 55 17 38 

2008 Mexican Hat UT 52 9 43 

2008 Victoria TX 47 1 46 

2007 Atlanta GA 33 5 7 21 

2006 Westport NY 52 5 20 28 

2005 Wilmer TX 44 23 2 19 

2004 Turrell AR 29 14 13 2 

458 109 56 105 153 



QUIZ 
Federal legislation exists that requires certain carriers in two 

modes of transportation to provide family assistance.  

 

 

TRUE 

Federal legislation requires motorcoach companies to 
develop emergency response plans and be prepared to 
provide family assistance in the aftermath of an accident. 

FALSE 

The response to an accident is the responsibility of the local 
jurisdiction; there’s nothing a motorcoach company can do 
except get in the way. 

FALSE 

Motorcoach company representatives talking with victims 
and family members of victims in the aftermath of an 
accident is a bad idea; they don’t want to hear from the 
motorcoach company. 

FALSE 

Working with victims and family members of victims requires 
thoughtful planning and preparation. TRUE 



PRIMARY CONCERNS OF FAMILY MEMBERS 

NOTIFICATION OF INVOLVEMENT 
• Initial notification 
• Immediate information 
• Factual information 

ACCESS TO RESOURCES 
• Disaster mental health 
• Financial/Logistic 
• Information regarding 

investigation 
• Legal rights 
• Roles & responsibilities of 

agencies 

 

VICTIM ACCOUNTING 
• Search, rescue, hospitalization, 

release  
• Search & recovery of fatally 

injured victims  
• Identification, death certification 

and repatriation of remains 

PERSONAL EFFECTS 
• Processing and return of personal 

belongings 
• Associated and unassociated 

Photographs Redacted 



For Families 

Information (factual) 

Consistency (routine) 

Realistic expectations 

A place and the people to get answers 

Safety and security (from public and 
media) 

Support in the grief process 

Reduction in stress and anxiety 
 

 

 

FAMILY ASSISTANCE MAY PROVIDE 



WHY PROVIDE FAMILY ASSISTANCE? 

For Industry/Government 

  “The right thing to do” 

  Provide consistent message 

  Provide realistic expectations 

  Public image 

  Applicable legislation 
  

 

 



FAMILY ASSISTANCE COULD BE… 
• Accurate information 
• Travel arrangements 
• Hotel arrangements 
• Food and beverages 
• Financial assistance 
• Someone to listen 
• Someone to yell at 
• Recovery/return of 
personal effects 

• A presence 
• Someone in charge 
• Memorial 
• Funeral assistance 
• A secure location to grieve 
• A shoulder to cry on 
• Explanation of process 
• Transportation home 

• Dispelling rumors 
• A site visit 
• Legal advice 
• Spiritual care 
• Mental health counseling 
• Comfort dogs 
• Child care 
• Antemortem interviews 
• Toiletries 
• Locksmith 
• Investigative updates 
• Recovery/return of a loved one 
• Words of encouragement from…? 
• Providing realistic 
expectations 

• ??? 



FAMILY ASSISTANCE MIGHT NOT PROVIDE… 

CLOSURE ALL 

THE 

ANSWERS 

ELIMINATION 

OF 

LEGAL ACTIONS 

SUPPORT 

FOR 

ALL NEEDS 



TO COMMUNICATE WITH VICTIMS 
OR 

NOT TO COMMUNICATE WITH VICTIMS… 



FAMILY ASSISTANCE BEYOND NTSB  
• Aviation family assistance legislation 

• ICAO initiatives 

• European Union, Brazil, South Korea, Australia, China 

• Japanese TSB  

• Corporate aviation (Parts 135/91) 

• Other transportation modes 
• Cruise lines, commuter rail 

• Federal/Government 
• Mine Safety Health Administration 

• Internal Revenue Service 

• US Senate/US House of Representatives 

• Cities/States 
• New York City area, Las Vegas, DC Metro  
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IMPACT OF AN INCIDENT 

Incident 

PASSENGERS & EMPLOYEES 

LOCAL COMMUNITY & COMPANY 

STATE 

FEDERAL 

INTERNATIONAL 



OPERATIONAL CONSIDERATIONS – 
THE BIG PICTURE 

• Local, state, Federal, non-profit and private 

sector planning 

• Multi-agency operation 

• Applicable Federal legislation 

• Varying degrees of responsibility 



OPERATIONAL CONSIDERATIONS 
• Emergency response plan (w/family assistance plan)  

• Business continuity plan 

• Media plan 

• Insurance policy coverage and limitations 

• Capabilities, limitations and gaps 

• Primary roles and responsibilities 

• Staffing capabilities and limitations (scheduling) 

• Partner companies, agencies, and others 

• Response partner’s capabilities and limitations 

• Response partner’s roles and responsibilities 

• Locations where you should have representation 

• Support and recovery plan 



OPERATIONAL CONSIDERATIONS: 
PERSONAL EFFECTS 

Significance: 

• Evidentiary 

• Sentimental 

• Financial 

 

BE PREPARED… DEVELOP A PLAN… 
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OPERATIONAL CONSIDERATIONS: 
PASSENGER MANIFEST 

• How is it captured?  Is it captured?  Is it accurate? 

• Reconciliation 

• When?  By whom?  How? 

• Charter trips (Manifest reconciliation?) 

• Contact with family members 

• Incoming inquiries regarding status of passengers 

• Public release of the names of passengers 

 

BE PREPARED… DEVELOP A PLAN 



OPERATIONAL CONSIDERATIONS: 
KEY LOCATIONS 

• Agency / company Emergency Operations Centers (EOC) 

/ Command Centers / Crisis Operations Centers 

• Citywide EOCs  

• Crash site / Command Post 

• Friends and Relatives Center (FRC) 

• Family Assistance Center (FAC) 

• Joint Family Support Operations Center (JFSOC) 

• Joint Information Center (JIC) 

• Departure city 

• Accident city 

• Arrival city  

• Media location 



FRIENDS AND RELATIVES CENTER 
(FRC) 
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FRIENDS AND RELATIVES CENTER 
(FRC) 

• A temporary secure location (accident + ~12 hours) 

• Privacy from the public 

• Updates from the carrier and responding agencies 

• Communications (cellular phone reception, telephones 
(landlines): local/long distance, internet)  

• Available television (separate room for those that wish 
to view news coverage) 

• Food, beverages, restrooms 

• Typically established by local jurisdiction 



FAMILY ASSISTANCE CENTER 
(FAC) 

& 
JOINT FAMILY SUPPORT OPERATIONS CENTER 

(JFSOC) 
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FAMILY ASSISTANCE CENTER 
(FAC) 

• A private, safe and secure location 

• Factual updates and information from the 

carrier and responding agencies 

• “One-stop-shop” for services and information 

• Identify and organize all service providers in 

one location 

• Interagency collaboration and coordination 

• Prevent duplication of services and efforts 

• Local Medical Examiner / Coroner operation 





POSSIBLE JFSOC FLOOR PLAN 



FAMILY MEMBER BRIEFINGS 
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• Provide structure / routine 

• Explain process 

• Cultivate realistic expectations 

• Provide factual information 

• Rumor control 

• Provide investigative updates to family 

members prior to press conferences 

• Answer questions and address concerns 

 

 

FAMILY MEMBER BRIEFINGS 



SITE VISITS 
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SITE VISITS: WHY? 

• One reason: 

• Family members’ request 

• Why would a family member want to 

participate in a site visit? 

• Hoping for “Closure”? 

• Memorialization of the crash site 

• Other reasons 
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Max Green 

Office: (202) 314-6611 

Email: max.green@ntsb.gov 
 

 

NTSB Website: 

www.ntsb.gov 
 

 

NTSB TDA Webpage: 

http://www.ntsb.gov/tda/index.html 
 

 

NTSB Training Center: 

http://www.ntsb.gov/trainingcenter/TrainingCenter.htm 

Resources 




