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[bookmark: _Toc222130767]Revision history
Amendments to this manual are recorded below in order of most recent first.
Table 2: Revision history
	Version number
	Date
	Parts and sections
	Details

	1.0
	Jan 2026
	All
	Initial issue


[bookmark: _Toc222130768]Distribution list
A copy of this ERP manual is retained in the reference library.
Electronic or printed copies of the ERP are distributed as follows:
Table 3: Distribution list
	Copy No.
	Document holder
	Electronic copy
	Hard copy

	1
	Reference library
	-
	Yes

	2
	Chief executive officer
	Yes
	-

	3
	Safety manager
	Yes
	-


The safety manager is responsible for making the ERP available to all relevant persons including the organisation’s personnel.
A hard copy of the ERP is to be readily accessible at the locations listed in Table 4. The ERP responsible person is to ensure the ERP is placed in a prominent position and accessible to all personnel at that location.
Table 4: ERP access locations
	Location
	ERP Responsible person
	ERP can be accessed at:

	HOFO office
	Head of flight operations
	e.g., red folder on bookshelf

	e.g. Operations Manager office
	e.g., Operations manager
	e.g., red folder on filing cabinet

	e.g., flight planning and briefing room
	e.g., Flight dispatcher
	e.g., red folder near printer





[bookmark: _Toc222130769]Glossary
Definitions and acronyms
Table 4: Definitions
	Term
	Definition

	
	

	Aircraft accident
	A person suffers a fatal aircraft-related injury in relation to the operation of the aircraft; or
A person suffers a serious aircraft-related injury in relation to the operation of the aircraft; or
The aircraft sustains damage or structural failure, or there are reasonable grounds for believing that the aircraft has sustained damage or structural failure, which:
Adversely affects the structural strength, performance or flight characteristics of the aircraft; and
Would normally require major repair or replacement of the affected component; or
The aircraft is missing; or
The aircraft is completely inaccessible.

	Aircraft incident
	Any event that is associated with the operation of an aircraft and affects, or could affect, the safety of the operation of the aircraft.

The degree to which an occurrence "affects or could affect" the safety of the operation of the aircraft should be understood to mean occurrences that, if not corrected, could endanger the aircraft or its occupants. 

	Distress
	An aircraft and its occupants are threatened by grave and imminent danger and requires immediate assistance.

	Emergency phases
	Uncertainty phase: A situation wherein uncertainty exists as to the safety of an aircraft and its occupants.
Alert phase: A situation wherein apprehension exists as to the safety of an aircraft and its occupants.
Distress phase: A situation wherein there is reasonable certainty that an aircraft and its occupants are threatened by grave and imminent danger or require immediate assistance.

	Relevant sources
	In relation to establishing communications or locating an aircraft: Relevant ATC centre, aircraft operating in vicinity of last known position of aircraft, departure or arrival airports. 

	Serious aircraft incident
	Circumstances indicating that there was a high probability of an aircraft accident (that is, a high probability of a fatal or serious aircraft-related injury and/or the aircraft sustaining damage or structural failure).



Table 5: Acronyms
	Acronym
	Description

	AMSA
	Australian Maritime Safety Authority

	ATSB
	Australian Transport Safety Bureau

	ATC
	Air traffic control

	ATS
	Air traffic services

	CEO
	Chief executive officer

	DAMP
	Drug and alcohol management plan

	ELT
	Emergency locator transmitter

	ERP
	Emergency response plan

	ERC
	Emergency response coordinator

	ERCC
	Emergency response coordination centre

	ERT
	Emergency response team

	HOFO
	Head of flying operations

	HOO
	Head of operations

	SM
	Safety manager

	VHF
	Very high frequency

















1. [bookmark: _Toc222130770]Introduction
This Emergency Response Plan (ERP) manual describes the policies and procedures to assist the organisation respond to an abnormal event triggering a crisis, including accidents or serious incidents. This manual is developed on the basis of the requirements of Regulation 119.190 and 138.145 of the CASR.
The Safety Manager (SM) is responsible for the administration, management and continuous improvement of the emergency response plan.
When an accident, serious incident or crisis occurs, one common factor that exists is uncertainty. This ERP is designed to assist the organisation's personnel in making decisions during times of crisis by providing a structured sequence of procedures to be followed during a crisis or emergency.
The primary objective of the ERP is to manage emergency situations whilst facilitating the safe continuation of operations and the return to normal operations as soon as possible during and after an emergency. This is to ensure there is a structured and orderly transition from normal to emergency operations including the assignment of emergency responsibilities to specific organisational personnel and the delegation of authority during activation of the ERP.
1.1 [bookmark: _Toc222130771]Purpose of the ERP
The purpose of this Emergency Response Plan (ERP) manual is:
1. To minimise adverse or harmful effects on persons, property, or to the environment.
2. To facilitate an efficient transition from normal operations to emergency operations.
3. Delegation of emergency authority and to provide assistance to emergency services personnel.
4. Assignment of emergency responsibilities to organisational personnel.
5. To communicate crisis information to relevant stakeholders and affected persons involved in the emergency (both internal personnel and external agencies) with minimum delay.
6. Safe continuation of operations and return to normal operations as soon as possible.
The ERP manual is designed to consider crisis situations which cannot specifically or precisely be defined. A framework of policies and actions to assist manage a crisis or emergency is contained in this ERP. However, actual emergency situations may involve variables difficult to anticipate. Adaptability and flexibility should therefore be demonstrated in the handling of such events.
1.2 [bookmark: _Toc222130772]Events that may activate the ERP
The following events may result in a crisis situation and activation or use of various levels of the ERP:
1. Uncertainty of the location of an aircraft.
8. Conditions involving an aircraft with potential to decrease safety due to deteriorating in-flight fuel state, daylight, visibility, or operability of an aircraft system. 
9. Flight crew incapacitation during flight.
10. Unlawful interference of an aircraft.
11. Aircraft accident or incident.
12. Fire, explosion, toxic contamination, flood in organisation facilities.
13. Loss of organisational resource: offices, workshop, hangar.
14. Natural disaster: earthquake, volcanic eruption, fire, flood, snow, cyclone, storm.
15. Impact of a disaster within the vicinity of the organisation's operations.
16. Multiple personnel victims connected to a disaster.
17. Death or suicide in the workplace.
18. Internal or external threat: attack, bomb threat, sabotage, terrorism.
19. Social or political unrest: strike, demonstrations, blocking access to organisation facilities.
20. Major media event relating to aviation services.
21. Protracted loss of communications: internet, landlines, mobile phones.
22. Protracted loss of utilities: electricity, gas, fuel.
23. Accident involving personnel whilst travelling for business related matters.
24. A major event that has potential to decrease aviation safety in the immediate, short, and long term: pandemic, war, cyber-attack.
25. Any event or circumstances that has significant consequences for the organisation that can adversely impact safety, compliance, credibility and reputation.
Table 1: Persons authorised to activate the emergency response plan:
	Role
	Name
	Primary Phone
	Secondary Phone
	Email

	CEO
	Insert CEO name here
	Insert phone #
	Insert phone #
	Insert email

	Safety manager
	Insert SM name here
	Insert phone #
	Insert phone #
	Insert email

	HOFO
	Insert HOFO name here
	Insert phone #
	Insert phone #
	Insert email

	
	Insert other authorised person
	
	
	




[bookmark: _Toc222130773]Emergency contact directory
Table 2: Emergency contact directory - INTERNAL:
	Head office - Emergency response team
	Role
	Name
	Primary contact
	Secondary contact
	Other information

	
	CEO
	
	04## ### ###
	04## ### ###
	

	
	SM
	
	04## ### ###
	04## ### ###
	

	
	HOFO
	
	04## ### ###
	04## ### ###
	

	
	Senior pilot
	
	04## ### ###
	04## ### ###
	

	
	Base engineer
	
	04## ### ###
	04## ### ###
	

	
	Insert other personnel as necessary
	
	
	
	



Table 3: Emergency contact directory - EXTERNAL:
	Agency
	Contact Name
	Primary
	Secondary
	Other information

	Police
	
	(0#) #### ####
	(0#) #### ####
	

	Ambulance and Fire Rescue 
	
	000
	
	

	Airport operator
	
	04## ### ###
	04## ### ###
	

	Airport safety officer
	
	04## ### ###
	04## ### ###
	

	Hospital
	
	(0#) #### ####
	
	

	Medical Centre
	
	(0#) #### ####
	
	

	CENSAR
	
	1800 814 931
	
	

	Australian joint rescue coordination centre
	AMSA - JRCC
	1800 815 257
	02 6230 6899
	E: rccaus@amsa.gov.au
Text msg: 0419 309 721

	Brisbane ATC centre
	
	07 3866 3868
	
	For safety related matters

	Melbourne ATC centre
	
	03 9338 4032
	
	For safety related matters

	Perth ATC centre
	
	08 9476 8545
	
	For safety related matters

	Sydney ATC centre
	
	02 9556 6875
	
	For safety related matters

	ATSB accident notification
	
	1800 011 034
	
	

	Airservices Australia 24H helpdesk
	
	1800 801 960
	
	

	CASA
	
	131 757
	
	

	Insurance company
	
	(0#) #### ####
	
	

	Customer # 1
	Emergency contact
	04## ### ###
	
	

	Customer # 2
	Emergency contact
	04## ### ###
	
	

	Insert other emergency contacts as necessary
	Emergency contact
	04## ### ###
	
	

	Royal Flying Doctor Service (RFDS) - contact may be attempted with the RFDS to obtain in-flight medical advice. Initial contact may be with a duty operator who will facilitate communication with medical personnel.

	RFDS
	Western Operations
	08 9417 6389
	
	

	RFDS
	Central Operations
	08 8648 9555
	
	

	RFDS
	South Eastern Section
	08 8088 1188
	
	

	RFDS
	QLD Section - Charleville
	07 4654 1433
	
	

	RFDS
	QLD Section - Mt Isa
	07 4743 2802
	
	

	RFDS
	QLD Section - Cairns
	07 4040 0500
	
	







[bookmark: _Toc209952411][bookmark: _Toc222130774]Roles and responsibilities
[bookmark: _Toc222130775]All personnel
All personnel must notify the CEO, Safety Manager, Head of Flight Operations (HOFO), {or HOO} upon becoming aware of any event or circumstances that has resulted in, or could result in, a situation of grave and imminent danger to any person during the organisation’s operations.
[bookmark: _Toc222130776]Emergency response coordinator (ERC)
The Safety Manager is the designated emergency response coordinator (ERC) and is responsible for leading and coordinating the Emergency Response Team (ERT). In the absence of the SM, the CEO is to be the designated ERC. The responsibilities of the ERC include:
Activating the emergency response plan.
Confirmation of initial emergency advice/notification to ensure factual information is received.
Notifying emergency services (call 000).
Establish an emergency response coordination centre (ERCC). 
Control of the emergency site until arrival of emergency services personnel.
Coordinating with on-site emergency services personnel and external agencies for updates and emergency site security.
Referring media enquiries to the CEO.
Assisting authorised investigation agencies.
Initial point of contact and communications with ATSB and CASA.
Briefing the emergency response team on the status of the emergency.
Ensuring the DAMP supervisor makes arrangements for post incident/accident drug and alcohol testing for crewmembers involved in an accident or incident. 
Ensuring all information, data and personnel are managed in accordance with the organisation's just culture and protection of safety data and safety information policy. 
Overall responsibility for execution of the emergency response plan.
[bookmark: _Toc222130777]Chief Executive Officer
The CEO is responsible for chairing the emergency response team and managing internal and external communications. The responsibilities of the CEO include:
· Activate the emergency response team (ERT).
Chair initial emergency event briefing meeting with ERT to establish severity of the event.
Appoint personnel to assist the ERC and emergency response activities.
Initiate an internal investigation.
Management of logistics (authorisation for booking travel and accommodation for emergency related purposes).
Notification and ongoing communications with ATSB, CASA, and insurance company.
Communications with media.
Communications with personnel, customers and any affected stakeholders.
Ensuring passenger manifest and Next of Kin list provided to Police if necessary.
Arranging crisis, trauma, medical and psychological support for affected personnel.
[bookmark: _Toc222130778]Head of Flight Operations {or HOO}
The HOFO {or HOO} is responsible for providing aircraft technical and operational support during the emergency response, the HOFO {or HOO} responsibilities include:
Briefing the emergency response team on technical matters.
Ensure operational records, personnel files and any other evidence related to the emergency event is quarantined and protected as soon as practicable.
Ensure internal and external mandatory reporting requirements are carried out.
[bookmark: _Toc222130779]Head of aircraft airworthiness and maintenance control (HAAMC)
The HAAMC emergency response responsibilities include, or making arrangements with the organisation's aircraft maintenance provider to ensure:
Quarantining of aircraft maintenance and airworthiness documentation.
Download, protection and quarantining of information collected by on-board devices that record operational flight data or make ambient workplace recordings. 
Communications with aircraft, engine or equipment manufacturers.
Develop or coordinate aircraft recovery plan if necessary.
[bookmark: _Toc222130780]Emergency response team (ERT)
The ERT is activated and assembled at the direction of the CEO. The primary role of the ERT is to support the emergency response coordinator and the organisation focus on the immediate actions during an emergency response. The ERT comprises of the following personnel:
1. Chief executive officer - ERT chairperson.
1. Safety manager - emergency response coordinator. 
1. Head of flight operations {or HOO}.
The CEO may appoint additional personnel or individuals to provide further functional support if necessary. Depending upon the nature of the event, the appointment of additional personnel or individuals should consider:
Previous emergency response management experience.
Technical expertise (aircraft, systems, locality environment, weather, procedures).
Medical and first aid expertise.
Communications (media, public, personnel, next-of-kin).
Appointment of additional personnel, or support from external entities should be considered if the assistance will increase the likelihood of achieving a safe outcome for all affected parties.
[bookmark: _Toc222130781]ERP Activation and response
ERP activation and response comprise of three phases.
Phase 1 - immediate response: The first person notified of a serious safety event immediately contacts management personnel. Immediate response to an accident or incident may be made by persons involved in or have observed the event. The primary objective during the immediate response phase is to prevent further injury, damage or loss and provide first response assistance to affected persons.
Phase 2 - crisis management: The CEO activates the emergency response team to provide oversight and support the organisation's response to the emergency.
Phase 3 - post crisis management: Includes internal investigation of the event, assistance with external agencies (ATSB, CASA), ongoing support of affected personnel and next-of-kin. Implementation of recommendations from investigations to prevent recurrence of the event.
[bookmark: _Toc222130782]Immediate ERP activation criteria
The ERP is to be activated upon notification of the following events:
Aircraft accident.
Aircraft in distress.
Company aircraft ELT activation communications received from AMSA.
Overdue or uncontactable aircraft (company monitored SARTIME or ETA). Refer Table 4.
At the discretion of the CEO in relation to any event or circumstances that has significant consequences for the organisation that can adversely impact safety, compliance, credibility and reputation.
Form 1 - Overdue or uncontactable aircraft (emergency phases) form is located in the emergency response process at Appendix A.
Table 4 - Overdue or uncontactable aircraft (emergency phases)
	Emergency Phase
	Criteria
	Action

	Uncertainty Phase
	Within (15) minutes of SARTIME expiry, the last estimated time of arrival notified, or attempted contact with the aircraft.
	Attempt to contact crew
Plan to contact relevant sources to assist locating aircraft.

	Alert Phase
	Following the uncertainty phase: (guide - 15 to 30 minutes)
Attempts to establish communications with the aircraft or enquiries to relevant sources fail to establish position.
Information received indicating an inflight condition that affects or could affect the safe operation of the aircraft.
	Alert CEO and HOFO
Continue attempt to contact the crew.
Contact relevant sources to assist contact/locate aircraft.

	Distress Phase
	Following the alert phase:
Further attempts to establish communications with the aircraft and more widespread enquiries to relevant sources are unsuccessful indicating the probability that the aircraft is in distress.
Fuel on board is considered to be exhausted, or insufficient to enable the aircraft to reach safety.
Information received indicating an inflight condition affecting the safe operation of the aircraft to the extent that a forced landing is likely.
Information received, or it is certain that the aircraft is about to make or has made a forced landing.
A report is received that an ELT has been activated or other communications indicating distress are received.
	Activate the ERP


First person responding
Upon first notification of a serious event, emergency or aircraft in distress, the person receiving the notification must contact, without delay, at least one of the following key personnel:
1. Chief Executive Officer (CEO)
30. Safety Manager (SM)
31. Head of Flight Operations (HOFO) {or Head of Operations}.
Do not delay contact as this initial call is intended to initiate a series of follow up calls within the management team to facilitate the most rapid response possible to effect plans to ensure the safest possible outcome for the emergency or event.
Important
Initial information relating to an aircraft emergency may be incomplete or incorrect. This information may be provided from a member of the public or any person not directly related to aviation operations. Be sure you know who is providing the information. Relay to company key personnel only the facts as reported along with source of the information and their contact details.
The person making the initial response communication to key personnel must cease all other duties until at least one of the key persons listed in this subsection have been notified. The person making the initial response communications must ensure that an open line of communication exists between themselves and the key personnel. In a situation of heavy incoming phone calls, an alternative phone number may be used with the agreement of the key personnel listed in this subsection.
When making the initial notification call to a key person, focus on the following information:
1. Confirm the event has occurred.
Describe the event based upon known facts, including if there are injuries or fatalities.
Report if emergency services are aware of the event.
Form 2 - emergency notification information is located in the emergency response process at appendix A.
Situation appraisal
The CEO or a person assigned by the CEO shall conduct an appraisal of the event, recording all available information relating to the event to assist with decision making and activation of the appropriate emergency phase described in Table 4. 
Emergency response coordination centre (ERCC)
To assist with the effective response to an emergency event, a functional location from which emergency response operations are coordinated is to be designated. The emergency response coordinator shall establish the ERCC in a suitable location to accommodate the emergency response team. The ERCC is to be located in an area or room that allows the emergency response team to function without interruption and with confidentiality. The ERCC is to be separate from other functional areas and shall be considered off-limits to any individual not authorised by the emergency response coordinator. The primary functions of the ERCC are:
Emergency event appraisal
Record inbound/outbound calls
Collect critical information.
Manage requests for emergency response resources and personnel
Manage communications with emergency services, SAR agencies, ATSB, CASA
Manage communications with personnel, family members, media.
Facilitate and support assistance to emergency services personnel (Police, Ambulance, Fire).
Facilitate and support assistance to ATSB officers.
The ERCC should include sufficient space for the emergency response team to work, which should include, at a minimum, desks and chairs, internet and telecommunications access. Table 5 contains details of recommended resources for the ERCC.
Table 5 - ERCC Recommended Resources
	Room
	Communications

	Door, lockable access
	Landline or mobile phone

	Climate control
	Internet access

	Desks and chairs
	Portable computer / laptop

	Power outlets
	Spare chargers (mobile phone / computers)

	
	Portable VHF radios (aviation)



	Equipment
	Supplies

	Printer and copier
	Notepads

	Whiteboard, markers, eraser
	Pens, pencils

	Power boards
	A4 folders / sleeves

	Stapler
	Post-it notes

	Hole punch
	Copy paper

	Television
	Drinking water

	Radio (AM/FM)
	Sustenance items

	Radio (Base VHF)
	



	Documents (operational)
	Documents (other)

	Exposition / Operations Manual
	Local topographical maps

	SMS manual
	Customer emergency procedures

	Emergency response plan
	Airport emergency procedures

	Aircraft flight manuals
	

	Aircraft checklists / standard operating procedures
	

	Aeronautical information publication
	



1.2.1 Communications
During an emergency or crisis, numerous individuals (internal and external) and external agencies will request information. Under no circumstances are personnel permitted to release details of the event, including information relating to passengers or crew, or regarding injuries or fatalities. Any disclosure of information, video footage, images or recordings related to the event is not permitted without the express authorisation of the CEO.   
The organisation manages emergency response communications through authorised personnel only. It is important that all communications present factual information as it is available, and conforms with relevant privacy laws, and the organisation's policies related to just culture, confidentiality, and protection of safety information.
Managing incoming enquiries
Personnel responsible for operating the organisation's primary phone number are likely to receive incoming phone calls requesting information relating to the event. The name and contact details of each individual or agency shall be recorded and this information provided to the emergency response coordinator.
Form 3 - inbound call request for information is located in the emergency response process at appendix A.
Internal communications
Personnel may be adversely affected by the event. Management shall make all efforts to provide timely and accurate information to all personnel, including actions taken for managing the event. The CEO or delegate is responsible for briefing personnel and shall provide information on:
What has occurred, where, and when.
Who is affected
The status of event (e.g., search, rescue, recovery, investigation).
Reminder that disclosure of information to persons or entities outside of the organisation is not permitted.
Attendance to accident site is not permitted unless authorised by the emergency response coordinator.
Information on resources and services the organisation has made available to provide counselling and psychological support for personnel and accident victim relatives. (Refer Table 6 at Appendix A).
External communications 
All external communications are to be made by the CEO or a person delegated by the CEO. No other personnel are permitted to make statements to the public unless authorised by the CEO. 
It is possible that personnel may receive calls or electronic messages on their personal devices from the media, relatives or members of the public seeking information relating to the event. All such requests are to be referred to the CEO or ERC.
General guidelines for external communications
Personnel authorised to make external communications relating to an emergency event are to apply the following guidelines:
Never distribute information that has not been confirmed or authorised by the CEO or delegate.
Do not enter into discussions or enquiries of who is at fault.
Do not enter into discussions about what caused the accident. Instead, respond that the investigation will reveal causes.
If enquiries are received by relatives or friends before facts can be confirmed, say that the exact circumstances are still unknown, but as soon as they are known, a representative of the organisation will contact them.
Public enquiries
Until such time the organisation has made an official media release, all questions from the media or the public are to be answered with the reply:
"I'm sorry, I am unable to provide any information about the occurrence. An official company statement is expected to be released shortly".
Media
The release of information to the media will only occur once factual information is available, and the event is under positive control from the relevant authorities.
All statements made to the media must be factual, non-speculative and not contain the identity of persons involved. Released media statements must be recorded and retained. Broadcast or published information relating to the event should be monitored for accuracy and the relevant media outlet contacted if updates or corrections are required.
A media release checklist and media statement example is located in Form 5 of the master emergency response process at appendix A.
Relatives and next-of-kin
Communications to relatives, emergency contacts or next-of-kin of persons involved in the event are to be made by the CEO, a person delegated by the CEO, or in circumstances involving fatalities, the Police.
Communications will only occur after accurate information is obtained and the status of those involved in the event has been confirmed.
[bookmark: _Toc222130783]Emergency response actions
This section provides information for the emergency response team to manage the event after the ERP has been activated.
Emergency response actions - order of priority
Following an emergency event, the priority of response actions are:
1. Protect people - saving lives and minimising injury is the first priority.
Protect property - property should be protected from any unnecessary or additional damage.
Protect evidence - accident sites should be treated like a crime scene and secured by an organisation representative until the Police or ATSB take control.
Protect people
Assess hazards and risks at the site to ensure persons assisting accident victims do not become victims themselves.
Keep onlookers, and non-essential personnel clear.
Ensure persons directly involved in an accident receive a medical examination, even if the person indicates that they have not been injured.
Be aware of hazards at an accident site, which can include:
Biological hazards - blood, bodily fluids, human remains.
Toxic substances - Fuel, oil, hydraulic fluid, dangerous goods that may have been carried as cargo.
Gases and fluids under pressure - hydraulic accumulators, tyres, fire extinguishers, oxygen bottles.
Mechanical hazards - torn metal, splintered composite materials, heavy objects.
Fire hazards - fuel, oil, hot metal, aircraft batteries, lithium-ion batteries, ignition of vegetation.
Environmental hazards - terrain, weather (heat/cold), wildlife, falling tree limbs or aircraft components from trees damaged by aircraft impact.
Protect property
If organisation personnel are first on the scene at an accident site, they are responsible for protecting the site until Police have arrived.
Any wreckage, contents of the aircraft, debris, or any third-party property that has been damaged should not be disturbed or moved except to remove victims, protect the aircraft or property from further damage, or to protect the public.
Protect evidence
Depending upon the seriousness of the event, the Police may secure and protect the site until such time the ATSB has arrived, where control of the site is transferred to the ATSB. 
The ATSB may issue a protective order over the site and any wreckage, and then becomes the responsible authority for the wreckage and site safety, including the authorisation of persons accessing the site.
The purpose of a protective order is to prevent unauthorised persons from entering the area and to minimise disruption to, or loss of evidence that may be used for investigation.
Personnel must cooperate with the ATSB and comply with any instructions given under the order.
External alerting
Depending upon the nature of the emergency various external agencies may be required to be notified to provide assistance. Agencies such as Police, Fire, Ambulance, and airport operator may need to be notified. If an aircraft is missing, the AMSA Joint Rescue Coordination Centre (1800 815 257) and Police (000) are to be notified.
It is the responsibility of the emergency response coordinator to alert the relevant external agencies or delegate a responsible person for the task.
Accident site response
For an event that has occurred remotely from the organisation's base(s) it is likely that Police and emergency services personnel will reach the site before organisation personnel arrive. The first priority of Police and emergency services personnel is to preserve life and property and transport injured persons to the closest medical facility for treatment. 
Police will usually set up a security zone around the site to prevent unauthorised entry or access to the site. The ATSB are to be notified immediately of an event of this level of significance. Emergency and rescue services personnel will not normally move any part of an aircraft wreckage without the authorisation from an ATSB investigator, except to access and assist injured persons.
Police or ATSB investigators will be the controlling authority of a serious accident site. Ensure all organisation response personnel recognise and respect who is the controlling authority. 
Once the emergency response coordination centre is active, the emergency response team must decide which personnel will attend the site. The criteria for on-site emergency response personnel should be planned and agreed upon in advance. Some considerations are: authority to make decisions, interpersonal and communication skills, and technical expertise. The organisation's on-site response personnel are to report to the accident site controlling authority (Police or ATSB) to offer assistance.
On-site procedures - at an organisation base airport
In the event of an emergency at an airport that has organisation facilities, where appropriate, the actions listed below should be followed:
Assist survivors - without endangering self or others, assist all persons in getting clear of the aircraft.
Call emergency services.
Provide what first aid is necessary and possible.
Determine the level of emergency response required.
Protect the site from onlookers and media.
Ensure the aircraft and related equipment are protected continuously and nothing is removed from the site except to the extent necessary:
To remove injured or trapped persons.
To protect the aircraft and related equipment from further damage, or to protect the public from injury.
Relay all available information to management and emergency response team.
Preserve the site to the fullest extent possible, including the aircraft, related equipment, and records.
Record any important information at the site while it is recent. Any photographs or video recordings taken are to be secured and treated with confidentiality.
Obtain names and contact details of any persons witnessing the event. Record as much information as possible relating to the event.
Make no statements to the media or public regarding possible causes, injuries, or extent of damage. Media enquiries are to be forwarded to the emergency response coordinator or the CEO.
Off-site procedures - remote of an organisation base airport
The actions listed below should be followed upon notification of an event occurring at a location remote from an organisation base:
Attempt to make contact with the crew to establish status of all aircraft occupants and other information related to the event.
Commence compiling as much information that is available relating to the event.
Call emergency services and AMSA Joint Rescue Coordination Centre (1800 815 257).
Inform any site first responders to ensure security and preservation of any documents, records, equipment, and personal effects from the aircraft and occupants.
Ensure the security and retention of any records, reports, manifests, flight plans and other documentation held by the organisation in relation to the event or aircraft.
· Obtain names and contact details of any persons witnessing the event. Record as much information as possible relating to the event.
· Make no statements to the media or public regarding possible causes, injuries, or extent of damage. Media enquiries are to be forwarded to the emergency response coordinator or the CEO.
1.2.2 Identifying victims
Normally the Police will deal directly with identification of victims. The organisation will provide full support to Police or other authorities responsible for the identification of victims. This may involve providing information from passenger manifests, and details relating to crew members stored in the organisation's records.
Supporting next of kin
Arrangements may need to be made for a representative of the organisation to meet family or next-of-kin of victims that may arrive at the organisation's facilities or near an accident site. Assistance may be required in locating suitable accommodation for family or next-of-kin and transport to accommodation.
Supporting personnel
Co-workers and friends of personnel may be hospitalised or critically injured. Personnel, even if not directly involved in an accident may experience significant emotional distress or become traumatised. The emotions associated with trauma may be very acute and overwhelming for affected individuals. Actions to assist traumatised personnel or other individuals may include:
Relocate traumatised individuals from any accident site or the workplace to a less stressful location.
Confidently reassure the individual that you are there to help.
Talk to the affected individual, show empathy, carefully provide them factual information if asked.
Be compassionate, empathetic, and understanding.
Permit the affected individual to express themselves. Do not take anger personally.
Refer to the emergency response coordinator to arrange professional grief and trauma support services.
Crew stand-down
Flight crew that have been directly involved in an accident are to be stood down from active duty. Stand-down actions are not punitive. The purpose of standing-down affected flight crew is to ensure their safety, wellbeing, and that the crewmember is not affected by any unknown or untreated injury.
The HOFO {or HOO} is responsible for standing-down affected flight crew and making arrangements for post incident/accident drug and alcohol testing in accordance with DAMP policies.
There is no specific time period for the stand-down. The period will be of sufficient duration to ensure the health and wellbeing of affected crew members and to permit a review of the event.
Only the HOFO {or HOO} is permitted to authorise return to flying duties. Return to active flying duties is to be actioned in accordance with the organisation's training and checking procedures.
Salvaging baggage and personal effects
The organisation is responsible for all matters relating to salvage of baggage or personal effects. If the site has a protective order in place by the Police or ATSB, removal or baggage or personal effects can only proceed with the authorisation of the relevant authority.
Baggage and personal effects are to be removed to an area or location where it can be protected from further damage or unauthorised access.
The release of baggage or personal effects of victims to other persons (e.g., next-of-kin) may be made after recording identification details of the person collecting the items.
Ensure an inventory is made of all baggage and personal effects found and collected at the scene. 
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Returning to normal operations following an emergency involves a coordinated effort from all personnel and stakeholders involved. This section provides information to assist the return to normal operations, and to aid in effective response actions for future emergencies.
Personnel support
Personnel that have been either directly or indirectly involved in an accident or other serious emergency may need ongoing emotional and psychological support. The organisation will ensure that this support is available to personnel who need these services. Personnel needing this support shall contact the safety manager. 
A list of support services is located in Table 6 of the master emergency response process at appendix A.
Aircraft recovery
In circumstances where an aircraft is damaged away from an organisation base, arrangements may need to be made to recover the aircraft. Aircraft recovery operations may only proceed once the ATSB has released the aircraft and any protective orders in place are cancelled. Authorisation to move the aircraft may also need to be obtained from the aircraft insurer.
The HAAMC and CEO will liaise with the organisation’s maintenance provider to arrange and supervise recovery of the aircraft. The CEO and HOFO {or HOO} shall plan the recovery operation with the maintenance provider's Maintenance Manager, or other suitable senior aircraft maintenance personnel.
Aircraft recovery actions are to consider the preservation of the aircraft and its components for the possibility that the aircraft and its components may need to be accessed to further assist any investigation. 
Investigating the event
To prevent the recurrence of accidents, incidents and other safety-related events the organisation will conduct an internal investigation to understand the circumstances that caused or contributed to the event. 
The safety manager will be responsible for conducting internal investigations in accordance with the investigation procedures described in the safety management system manual.
Depending upon the classification of the event (accident, incident, serious incident), the ATSB may initiate an investigation into the event.
Information that is revealed during an internal investigation that is safety critical or will assist the ATSB in their investigation should be provided to the ATSB in a timely manner. Any information disclosed to the ATSB is to be considered as sensitive information, and prior to its release, the safety manager will request the ATSB issue the relevant authoritative safeguards for on-board recordings or restricted information in accordance with the relevant provisions of the Transport Safety Investigation (TSI) Act.
Post emergency-response review
Once normal operations are established, the safety manager is responsible conducting a post emergency-response review. The purpose of the review is to identify areas for improvement of the ERP and should include:
An analysis of the effectiveness of the emergency response plan and associated actions.
Identification and analysis of any unexpected issues that arose during the response.
What worked well (strengths of the ERP and personnel).
Where possible, external stakeholders that were involved in the emergency response should be included in the review for the purposes of identifying any issues relating to coordination during the response, and if there are areas for improvement. External agencies may include emergency services, airport operator, AMSA, ATSB, CASA, maintenance provider, insurer.
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This appendix contains forms and checklists to assist personnel respond to a crisis or emergency.
Form 1 - Overdue or uncontactable aircraft (emergency phases)
	Name:
	Date:
	Aircraft Registration:

	UNCERTAINTY PHASE:
Within (15) minutes of SARTIME expiry, the last ETA notified, or last attempted contact with aircraft
	#
	Actions
	Time completed

	
	1
	Check the following:
Flight tracking app/service
Flight plan
ATC, departure airport
	

	
	2
	Attempt to contact overdue aircraft directly and by alternate means.
	Crew mobile phone
ATC or ATS frequencies
Other company aircraft
	

	Additional information
	



	Name:
	Date:
	Aircraft Registration:

	ALERT PHASE:
(guide - 15 to 30 minutes)
The flight enters alert phase when: 
Consecutive attempts to establish contact with the aircraft fail.
Information received indicating inflight condition that affects or could affect safety of aircraft.
	#
	Actions
	Time completed

	
	1
	Notify the following that flight has entered alert phase:
· CEO: 04## ### ###
· HOFO: 04## ### ###
SM: 04## ### ###
	Provide following:
· Callsign
· Flight planned route
· Last known position
· Time of last communications
Crew and passenger details
	

	
	2
	Continue to attempt to contact overdue aircraft directly and by alternate means
	· Crew mobile phone
· ATC or Centre frequencies
Other company aircraft
	

	
	3
	Notify AMSA: 1800 815 257
	Provide following:
· Callsign
· Aircraft type/model
· Flight planned route
· Last known position
· Time of last communications
· Number of aircraft occupants
	

	Additional information
	




	Name:
	Date:
	Aircraft Registration:

	DISTRESS PHASE:
The flight enters distress phase when: 
All attempts to establish contact with aircraft are unsuccessful.
Fuel on board is likely to be exhausted.
Information received a forced landing is likely or has been made.
Information received that an ELT is activated.

	#
	Actions
	Time completed

	
	1
	Notify the following that flight has entered distress phase:
· CEO: 04## ### ###
· HOFO: 04## ### ###
· SM: 04## ### ###
	Provide following:
· Callsign
· Flight planned route
· Last known position
· Time of last communications
· Crew and passenger details
	

	
	2
	Notify AMSA: 1800 815 257
	Provide following:
· Callsign
· Aircraft type/model
· Flight planned route
· Last known position
· Time of last communications
Number of aircraft occupants
	

	
	3
	Activate Emergency Response Plan
	

	Additional information
	



	Notes

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Form 2 - Emergency notification information form
	Use this form if notified of an accident or if an aircraft is overdue or uncontactable

	Your name:
	Date:

	1. Collect as much information from the caller as possible.

	Date and time
	

	Details of person raising the alert
	Name:
Phone:

	Aircraft details
	Type/Model
Registration

	Crew details (names and number of crew)

	

	Passengers (number)
	

	Location of the event/accident


	

	Circumstances of the event/accident


	

	Weather conditions and time of day

	

	Terrain conditions

	

	Crew injuries (if known)

	

	Passenger injuries (if known)

	

	Third party injuries (if known)

	

	Consequences for aircraft (damage if known)

	

	Are there any eyewitnesses (Yes/no - details)

	

	Emergency services at location contacted
(Yes/no - approximate time)
	

	2. Take the next actions

	Contact one of the following:
CEO: 04## ### ###
HOFO: 04## ### ###
SM: 04## ### ###
	If immediately required, contact:
AMSA 1800 815 257
Emergency Services 000
ATSB 1800 011 034


Form 3 - Inbound call request for information form
	Use this form to record details of persons calling main switchboard number requesting information.
Important:
Until such time the organisation has made an official media release, all questions from the media or the public are to be answered with the reply:
"I'm sorry, I am unable to provide any information about the occurrence. An official company statement is expected to be released shortly".


	Record caller information

	Date and time
	

	Caller details
	Name:
Phone:

	Caller agency or authority details
	

	Caller request



	

	Call taken by
	

	
	

	Date and time
	

	Caller details
	Name:
Phone:

	Caller agency or authority details
	

	Caller request



	

	Call taken by
	

	
	

	Date and time
	

	Caller details
	Name:
Phone:

	Caller agency or authority details
	

	Caller request



	

	Call taken by
	





Form 4 - Crewmember emergency response checklist
	Use this checklist if you are a crewmember of an aircraft involved in an emergency

	Your name
	Date

	Action
	Time completed

	Declare emergency: Declare a Mayday or distress situation as early as possible to allow emergency services to respond as rapidly as possible.
	

	Evacuate aircraft: Perform emergency evacuation in accordance with aircraft flight manual and exposition {or operations manual} procedures.
	

	Provide emergency first aid: The welfare of all aircraft occupants and other persons is of high priority. Provide or arrange first aid to all injured persons.
	

	Notify emergency services: Call 000 and request assistance from relevant service (Police, Ambulance, Fire, Rescue)
	

	Notify one of the following:
CEO: 04## ### ###
HOFO: 04## ### ###
SM 04## ### ###
	

	Secure the accident site: Ensure accident site is secure from public or onlookers. 
	

	Witnesses: record details of any persons that witnessed the event.
	

	Do not make statements to media or public: The CEO or delegate will make necessary statements to media, public and relatives of victims.
	

	Cooperate with Police, emergency services, ATSB officers.
	



	Notes

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	



Form 5 - Emergency response coordinator emergency response checklist
	For use by the emergency response coordinator (ERC)

	Your name
	Date

	Action
	Time completed

	ERP: Ensure the emergency response plan is activated.
	

	Record: start a record of all information, actions, times and communications.
	

	Event appraisal: Determine the nature and significance of the event (e.g., type, severity, location, potential for further deterioration, response actions taken so far, safety and reputational risks).
	

	Emergency response team (ERT): Activate, assemble and brief on the event.
	

	Emergency response coordination centre (ERCC): Activate
	

	Notify: as necessary
Emergency services (Police, Ambulance, Fire, Rescue) - Call 000
AMSA: 1800 815 257
ATSB: 1800 011 034
CASA: 131 757
	

	Protect people: identify, prioritise, and ensure necessary actions are being arranged or taken to assist aircraft occupants and other affected persons.
	

	Protect accident site: ensure necessary actions are being arranged or taking place to secure the accident site and aircraft for subsequent investigation.
	

	Main phone number: Brief on use of the inbound call form, and that media enquiries will be managed by CEO or delegate.
	

	Crewmembers: ensure affected crewmembers receive medical evaluations, treatment, and arrangements made through DAMP supervisor for post incident/accident drug and alcohol testing.
	

	Records retrieval: Arrange with flying operations personnel to obtain:
Flight plan and notification
Fuel plan
Passenger and freight manifest
	

	Organisation representative: arrange with the emergency response team to consider if a representative from the organisation is required at the site to assist persons affected, relatives, emergency services personnel, ATSB.
	

	ERCC personnel: Ensure personnel managing and assigned roles in responding to the emergency are coping with the stress, workload and fatigue.
	










	Notes

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	



Form 6 - Chief Executive Officer (CEO) emergency response checklist
	For use by the Chief Executive Officer.

	Your name
	Date

	Action
	Time completed

	ERP: Ensure the emergency response plan is activated.
	

	Record: start a record of all information, actions, times and communications.
	

	Emergency response team (ERT): Chair meeting with the ERT to discuss appropriate response to the event and delegation of responsibilities.
	

	Communications: as necessary
Emergency services (Police, Ambulance, Fire, Rescue) - Call 000
AMSA: 1800 815 257
ATSB: 1800 011 034
CASA: 131 757
	

	Customer communications: contact customers that are impacted by the accident or event.
	

	Personnel communications: brief organisational personnel on accident or event:
Do not inform crew whilst they are performing flight crew duties. Wait until they have completed duty for the day.
Advise personnel the CEO or delegate is only person authorised to discuss the accident or event with anyone external, including media, the public, relatives, next-of-kin, ATSB or CASA.
Advise personnel to contact CEO (or arranged person) if they require trauma, medical or psychological support.
Consideration should be made for personnel to have time off work if needed to help with their emotional state.
	

	Family member communications: Make arrangements for family members, next-of-kin of accident victims to be notified appropriately, and by the relevant authority, e.g., Police. 
	

	Media communications: Prepare a statement for the media. State only factual information, do not speculate, do not discuss possible causes. Refer to example below:
Initial media statement example
“We have been notified that an aircraft operated by our company (has not been able to be contacted / has been involved in an accident). The aircraft has (##) persons on board, including (##) crewmembers. The aircraft is a (type/model) and was operating on a flight (from) and was enroute (to). This is all the information we have at this time, and we are working with emergency services and relevant authorities to determine exactly what has happened. Further statements will be made once more information is available”
Establish control of media communications by being an approachable and cooperative source of information:
Be readily available
Be well prepared
Be accurate
Don’t talk ‘off the record’
	

	Organisation representative: arrange/authorise travel and accommodation for organisation representatives assigned to attend accident site or location.
	

	Aircraft insurer: contact aircraft insurance company or representative to initiate accident/loss notification process. Make arrangements for crewmember statements at an appropriate time.
	

	Legal representative: Coordinate with legal representative for guidance relating to third-party injuries or property damage.
	



	Notes

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Form 7 - Head of Flight Operations emergency response checklist
	For use by the Head of Flight Operations (HOFO) or {HOO}

	Your name
	Date

	Action
	Time completed

	ERP: Ensure the emergency response plan is activated.
	

	Record: start a record of all information, actions, times and communications.
	

	Communications: as necessary
Emergency services (Police, Ambulance, Fire, Rescue) - Call 000
AMSA: 1800 815 257
ATSB: 1800 011 034
CASA: 131 757
	

	Dangerous goods / hazardous material: Provide information to emergency response coordinator and/or onsite response personnel or agencies information on any hazardous materials that may be onboard or part of the aircraft.
	

	Last refuelling point: make arrangements to obtain fuel uplift information (quantity, fuel type) and obtain a sample and arrange quarantine.
	

	Records retrieval and quarantine: Retrieve and make copies of the following documents for future investigation reference or use by ATSB or CASA:
Weather reports and forecasts for the flight (METAR, TAF, GAF, SIGMET, Charts, NOTAM).
Flight plan, fuel plan, weight and balance calculations.
Crewmember training records and personnel files.
Flight crew logbook(s) - quarantine in a secure location if stored in company facilities.
Aircraft flight manual, normal and emergency checklists.
Exposition {or operations manual}
Aircraft standard operating procedures (SOP).
Establish a log of all records and quarantine in a secure location.
	

	Report: Ensure SMS voluntary and ATSB mandatory reporting obligations are met, report the matter:
In the organisation’s voluntary reporting system.
To the ATSB
Immediately reportable matters (IRM) by telephone as soon as practicable and written report within 72 hours - 1800 011 034
Routine reportable matters (RRM) a written report within 72 hours
	









	Notes

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	



Form 8 - Head of Aircraft Airworthiness and Maintenance Control (HAAMC) emergency response checklist
	For use by the HAAMC.

	Your name
	Date

	Action
	Time completed

	Records retrieval and quarantine: Retrieve and make copies of the following documents for future investigation reference or use by ATSB or CASA:
Aircraft maintenance and airworthiness logbooks
Expired maintenance releases
Current maintenance release information
Fuel consumption records
Other maintenance records (e.g., maintenance work packages)
Establish a log of all records and quarantine in a secure location.
	

	Flight data: Coordinate with aircraft manufacturer or maintenance organisation for any special considerations for retrieving data recorded or stored by on-board recording equipment.
Protect and quarantine any recorded data retrieved from aircraft.
	

	Airworthiness and manufacturer contacts: Arrange contact information of airworthiness and aircraft maintenance providers, and original equipment manufacturers to aid in any investigation.
	

	Aircraft recovery: Commence coordination of suitable arrangements for recovery of aircraft in consultation with Police and ATSB.
	



	Notes

	

	

	

	

	

	

	

	

	

	

	

	

	

	

	


Table 6 - List of support services
	

	Service
	Contact

	Beyond Blue
	1300 224 636
www.beyondblue.org.au

	Black Dog Institute
	www.blackdoginstitute.org.au


	Grief Australia
	1800 642 066
www.grief.org.au

	Griefline
	1300 845 745
www.griefline.org.au

	Lifeline
	13 11 14
www.lifeline.org.au
Lifeline Trauma Support

	Mensline Australia
	1300 789 978
www.mensline.org.au

	Mental Health Line
	1800 011 511

	NALAG Grief Support
	www.nalag.org.au
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