
 

“Working Together is the Answer...Compassion Consciousness is the Goal.”

Sharing the Journey
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Aviem International, Inc. & the Family Assistance Education & Research Foundation’s 

2020 Americas Member-Partner Meeting  
Workshop and Training 

Meeting - October 21-22, 2020 followed by Group Outing - October 23, 2020  
The Hotel Captain Cook | Anchorage, AK

UPCOMING MEMBER-PARTNER MEETING IN LONDON
UK-Europe Member-Partner Meeting 

Museum of London Docklands, London, UK 
December 4-5, 2019

QPR Gatekeeper Training &  
Train-the-Trainer 

Carnival House Southampton, UK 
December 6, 2019To Register go to: 

https://aviemfaf.zohobackstage.com/
LondonMember-PartnerMeeting2019

The location of the Foundation’s 2020 
Member-Partner Meeting represents our 
des i re to promote connect ion and 
networking among like-minded colleagues 
in the great state of Alaska. Over the years, 
Foundation leadership has been privileged 
to work alongside many company’s Care/
Specia l Ass is tance Team members, 
responders and local authorities in crises 
throughout the state, where deaths and 
injuries have occurred. The remote nature of 
Alaska’s vast, scenic and amazing wildlife is 
both awe-inspiring and challenging. The 

remoteness necessitates connection with and access to local resources for the survival of those whose lives may be at 
risk during an emergency. We look forward to helping promote the “neighbors-helping-neighbors” theme that 
Alaskans are known for and to hosting an event where we can all network with familiar faces and meet new ones.  

Two Alaska professionals and long-time friends of the Foundation will serve as Co-Chairmen for the 2020 Member-
Partner Meeting. Bruce and Jeff's bios appear on page two and the Foundation is privileged to have worked with both 
men in numerous capacities over many years. We first met Jeff Arnold after the American Airlines Flight 1420 crash in 
Little Rock, Arkansas, in June of 1999. As a passenger survivor, Jeff has made a significant contribution to our 
understanding of best practices for survivor assistance following  crises in the workplace. Jeff's background in the 
military combined with his personal experience as a survivor is extremely beneficial. As the Foundation's Regional 
Director for the state of Alaska, Jeff has assisted in multiple responses. Jeff's contribution to the Foundation is 
invaluable.  

Foundation leadership first met Bruce LaLonde when he began building the first Family Assistance program for Alaska 
Railroad. When the Foundation responded to the 2010 crash where Senator Ted Stevens died, Bruce assisted with the 
response. Bruce's experience as a former Alaska Airlines executive and an experienced responder adds to his 
contribution to the Foundation and our ability to respond to crises in the state of Alaska. Both Jeff and Bruce have 
assisted the Foundation in several responses and are perfect for leading our 2020 meeting in Anchorage.

Bruce LaLonde 
Co-Chair

Jeff Arnold 
Co-Chair

https://aviemfaf.zohobackstage.com/LondonMember-PartnerMeeting2019
https://aviemfaf.zohobackstage.com/LondonMember-PartnerMeeting2019
https://aviemfaf.zohobackstage.com/LondonMember-PartnerMeeting2019
https://aviemfaf.zohobackstage.com/LondonMember-PartnerMeeting2019


Bruce holds a Bachelor of Arts degree in Psychology from 
Seattle Pacific University. He has served on numerous 
professional and community boards and committees in 
the state of Alaska including more than ten years of 
service on the Board of Directors of the Medallion 
Foundation, an aviation safety organization.   

Bruce led the development and implementation of Alaska 
Railroad’s first ever family assistance program. He has 
responded to provide support in two tragic aviation 
incidents in Alaska and also provided support to his local 
employees after a major aviation incident outside the 
state, one of these employees lost a family member in the 
accident.
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Jeff’s professional resume includes his commissioning in 
the US Army Reserves in 1981, followed by his graduation 
from Central Michigan University and active duty with the 
US Army.  He trained as a Quartermaster Officer and 
earned his Parachutist’s Badge by completing the rigorous 
Army Airborne School. Military assignments took Jeff to 
many places before he left active duty to return to 
Anchorage and join the Alaska Army National Guard in 
1989. He has since served on Alaska’s State Emergency 
Response Commission and Joint Terrorism Task Force, and 
earned a Masters of Strategic Studies from the US Army 
War College in 2004. 

Jeff is a regular blood donor; visits patients as part of the 
Spiritual Care Department at a local hospital; is the current 
Chair of Anchorage's Operation Stand Down program to 
assist homeless veterans; and is active in his church as 
Sacristan Coordinator, lector, and lay Eucharistic Minister.

Anchorage Member-Partner Meeting continued 

2020 Member-Partner Meeting Co-Chairs
In 1979, Bruce LaLonde began his career with Alaska 
Airlines as a Customer Service Agent in Sitka, Alaska. He 
later spent nine years with Alaska Airlines in the remote 
Alaskan communities of Nome and Kotzebue. After 
moving to Anchorage in 1989, he worked a variety of 
management positions, from managing the Anchorage 
and Juneau reservations offices to the Director, Station 
Operations responsible for the fourteen Alaska Airlines 
stations in the state of Alaska. In the capacity as director, 
he traveled extensively throughout the state of Alaska.  

In 2006, Bruce was offered a position with Alaska 
Railroad. During his ten years with the railroad, he 
managed the passenger reservations office, directed the 
passenger operation and then served as the Director for 
the Passenger Marketing department.

Anchorage resident Jeff Arnold is the Foundation’s 
Regional Director for Alaska. 

Traveling on business in 1999, Jeff was one of 134 
passengers and crew to survive the crash of American 
Airlines Flight 1420 in Little Rock, Arkansas, USA. Sadly, 
ten passengers and the flight's captain perished.

The experience led Jeff to begin presenting at training 
sessions for airline Care Teams and other organizations, 
all of whom found his insights valuable in improving 
their plans and procedures. During a visit to Alaska 
Airlines, Jeff mentioned that it would be helpful for 
survivors and families to have something tangible 
describing what the Care Team does and how to get in 
touch. In response, the airline created a foldable 
business card, variations of which are now in use all over 
the world.

2020 Member-Partner Meeting Team Members

Kelly Brown is the Safety and Security Supervisor for ConocoPhillips Aviation in Alaska.  She 

is responsible for aviation emergency response planning and is pleased to work with 

multiple Family Assistance teams who are skilled at responding with care and compassion. 

She also serves as the Air Operations Branch Director with the ConocoPhillips Global 

Incident Management Assist Team.

Kelly Brown
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Ray Gonzalez started his CareTeam/Family Assistance career at Carnival Cruise Line, where 
he led Carnival’s CareTeam comprised of over 400 land-based and 4K shipboard company 
employees who are activated to assist guests, shipboard team members and shore-side 
employees when experiencing some type of crisis or involved in a traumatic event while 
vacationing or working with Carnival. The team, which has received formal training ranging 
from the handling of displaced guests caused by itinerary deviations, to the grief and 
trauma resulting from a more devastating event, travels to ports and locations worldwide to 
provide emotional and logistical support in various emergency situations.    

In 2015, Ray joined AVIEM as Director of Call Center Operations and Training. Holding call 
center exercises, agent training and participating in activations and deployments for many 
clients in different industries, were some of his responsibilities. 

Today, he is the CareTeam Manager for Royal Caribbean Cruises, LTD. were he and his 
team oversee Royal Caribbean International, Celebrity Cruises, Azamara Beyond the Sea, 

and Pullmantur. With over 50 ships worldwide, this team provides emotional and logistical support to guests 24 hours a 
day. He has been involved in over 2500 deployments in 31 countries and numerous US cities.

Nicholas Donnison is the Group Quality & Business Resilience Manager for Cathay Pacific 

Airways. He is responsible for empowering and enabling the airline’s teams across 19 

stations within the Americas to respond effectively, confidently, professionally and with 

empathy in a crisis through planning, training and technology.

Group Outing - October 23, 2020 
The Foundation’s Planning Committee is organizing a group outing on Friday following the  

Member-Partner Meeting. Details will be announced in an upcoming newsletter. The event will end in time  
for late night departure out of Anchorage.

Erik Holmbjork is a B-747 pilot who traverses the globe flying for UPS Airlines. He resides 

in Tennessee and is based in Anchorage, AK; he also volunteers in the B-747 training 

department at his airline. Erik is a  Family Assistance Committee  member of 

the Independent Pilots Association (UPS pilots).
Erik Holmbjork 

picture not available

Tucker Remley is the Manager Reservations and Ticketing for the Alaska Railroad. In 

addition to his day-to-day duties, his responsibilities include both Family Assistance and 

maintaining the company Care Team.  

Tucker Remley

Ray Gonzalez

Nicholas Donnison
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About the Hotel Captain Cook 
Anchorage, AK

The Foundation is delighted to partner 
with the Hotel Captain Cook for the 
2020 Member-Partner Meeting. In 2010, 

when Senator Ted Stevens died in the 
plane crash, Aviem International and 

the Foundation were privileged to assist 
General Communications Incorporated 
(GCI) in their response to the passenger 

and family survivors. The Hotel Captain 
Cook served as our base during the 

response. In the tenth year following 
the accident, the Foundation feels 
privileged to work with the Hotel 

Captain Cook in offering such an 
important event.  

More about the Hotel Captain Cook 
Located in the heart of downtown Anchorage, 
Alaska’s Hotel Captain Cook is a perfect basecamp 
for adventure, offering the best cultural, retail and 

natural highlights just steps from your door. 

Captain James Cook helped define Alaska in the 

18th century by mapping its jagged coastline for 
the first time. Since 1965, the Hotel Captain Cook 
has defined luxury in Alaska by offering an 

unparalleled level of elegance and comfort. The 
legendary sea captain and the hotel that bears his 

name share two great qualities: a love of nature and 
an indomitable Alaskan spirit. 

Captain James Cook was a British explorer and 

cartographer whose three major voyages took him 
around the southern tips of Africa and South 

America, to Easter Island and, on his final voyage, 
along Alaska’s majestic coastline. On these 
voyages, he and his crew documented the people, 

animals and flora and fauna that many had never 
seen before. In June of 1778, while looking for a 

Northwest Passage to Hudson Bay, he and his crew 
on the HMS Resolution dropped anchor in 
Turnagain Arm—within sight of the spot where the 

Hotel Captain Cook stands today.
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Shari’s book tells the story of her experience as a survivor of United Airlines Flight 811, 
February 24, 1989. The B-747 departed Honolulu International Airport bound for 

Auckland, NZ carrying 337 passengers and 17 crew members. Shari was one of the 
survivors I interviewed as part of my doctoral study which included UAL 811. Even though 

the interview was over twenty-five years ago, I remember being struck by her amazing 
story of survival.  

In this recently released book, I was delighted to learn more details about the accident, 

the investigation, and to learn more about Shari’s personal story—before, and after the 
accident. In 2009, the twentieth year of Shari’s survival, Shari shared her story at our 

Member-Partner Meeting in Calgary, Canada. Her personable and friendly style, along with her engaging story made 
her presentation a highlight of the meeting.  

One of the most memorable parts of her story pertains to the seat change that occurred during the boarding process 

which resulted in saving Shari’s life. As a travel agent, Shari was upgraded to seat 9-F. When Shari approached the seat, 
she saw another passenger in her seat who held up his boarding pass showing seat 9F. Seat duplications were not that 

uncommon in those days, so Shari took the first vacant seat when the flight attendant told her to “sit anywhere.” The 
seat she randomly chose was, 13-F, four rows behind her original seat with the galley bulkhead directly behind her. 
When Shari spoke at our 2009 meeting, she shared the “framed” boarding pass with us.  

In her book, Shari provides great detail about the sounds and sights about the explosive decompression which 
occurred at 33,000 feet. The unthinkable happened, when the cargo door opened, ripping the floor from beneath 

seats 8G/H through 12G/H. Ten total seats were ejected. Eight of the seats carried passengers that would never be 
seen again. The ninth passenger’s 
seat remained—but the man who 

was sea ted in 9 -F had a l so 
disappeared into the night.  

The Foundat ion i s p roud to 
announce Shari’s new book about 
her survival, and we are delighted to 

have her join us at the October 2020 
M e m b e r- P a r t n e r M e e t i n g i n 

Anchorage, Alaska. Shari will speak 
about her experience and sign 
books while she is with us. Her book 

is a great read, and meeting her in 
person wil l be a unique and 

rewarding experience.

A Book Signing is Planned for the Member-Partner Meeting in Anchorage, October 2020 

The View from 13F 
One Woman’s Story of Surviving Flight 811 
Author: Survivor - Shari Peterson

Shari Peterson 
United Airlines Flight 811 Survivor



Manifest Destiny 
by Jeff Morgan
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For you historians, you'll know that 
the term "Manifest Destiny" was a 
term coined in the 19th century 
related to settlers expanding across 
North America. But, allow me to 
use a play on words to discuss the 
use and access to passenger 
manifests, particularly in the airline 
industry. But, the lessons learned 

are useful for all. 

As to be expected, airlines are very protective of the 
passenger manifest for any flight that is involved in an 
accident or other emergencies. All airlines have 
procedures to inhibit access to the manifest in their 
systems and to ensure only a few authorized persons 
have access. As we have worked with several airports this 
year, the issue of a manifest almost always produces a 
discussion about manifests. Qualifying persons as family 
members is simple with a manifest. Still, most airlines are 
reluctant to make the manifest available. 

Two particular issues arise for airlines, airports, and other 
agencies who may be assisting in these situations. It's 
common practice to ask a family member whom they are 
looking for before they are allowed into the reception 
center. The easiest way to verify their information is to 
compare the name provided to the manifest. No access 
to a manifest makes this impossible. This means most 
anyone can gain access to the family reception center, 
including the media. While we hope the staff discovers 
any attempts quickly, this also means there can be many 
more persons in the center than is necessary putting 
greater demand on potentially limited staffing. 

The second issue is about the information that can and 
should be provided to families quickly. Dr. Carolyn 
Coarsey has interviewed hundreds of family survivors 
over many years. What families tell us consistently is that 
getting information is always their primary need, and 
knowing what the company knows as soon as they know 
any facts at all is part of that information. Families 
understand information can change quickly in a crisis, yet 
they still feel they have a right to this information about 
how it affects their loved ones.

Having access to the manifest in a family reception 
center means you can inform family members quickly 
and not make them wait. Many organizations express 
concern over the need to verify the information before 
informing families and they fear giving information 
prematurely. Interviews with families tell us that 
withholding information is what increases their anxiety 
and harm. 

For airlines which operate under Part 121 of the Federal 
Aviation Regulations, the amended family assistance 
provisions in the U.S. Federal code state: 

"An assurance that, 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.''. 

This amendment does not specify how or where you 
honor the request, so it would apply for family members 
calling into a telephone inquiry center or if they are 
requesting this information in person. 

Note that the provision refers to a "preliminary" 
manifest, and also informing family members about the 
status of the manifest is essential. Families understand 
information changes, and they also tell us that most 
families knew their loved one was on board, but 
psychologically, needed the confirmation from the 
airline. Delaying this information does more harm and 
prevents families from moving to what is next for them. 

We acknowledge that airlines or other operators are the 
owners of the manifest information and honor those 
rights to protect it. But, there are some ways to protect 
information and also let it be useful. 

1. An authorized airline representative possesses and 
controls the manifest. As family members register, 
the passenger name provided can be given to the 
authorized representative to check against the 
manifest. If there is a match, then the family 
member(s) can be escorted into the reception 
center and briefed on what helpers know at the 
time.
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Manifest Destiny, continued

As with many aspects of working with families, this is a 
"fuzzy" process. It is not a black or white procedure 
where families are only allowed in if their loved one's 
name appears on a manifest. Use situational awareness, 
and if there are any questions, families are still allowed in 
for additional follow up.  

This article has focused on airline operators. But, the 
issues are similar for all transport operators and other 
industries when you have any manifest or a list. Tell 
family members what you know as soon as you know it. 
Families understand things are likely to change, and they 
appreciate your openness to communicate and it builds 
a trusting relationship even in the worst of circumstances. 
Using this information wisely also goes a long way 
toward running an effective reception center operation. 

If you have questions about your processes and 
procedures or would like help, please give me a call or 
send me an email at jeffmorgan@aviem.com

2. While a hard copy manifest is the simplest, today's 
technology means an authorized representative 
can store this information on a smartphone or 
tablet and further reduce the possibility of the 
manifest being misplaced or stolen. 

3. If having a manifest in the reception center is still 
not acceptable to some, then the process can 
even be improved by remaining in communication 
via phone or other electronic means with an 
authorized person in the airline's head offices with 
access to the manifest. A representative in the 
reception center then submits a name that can 
quickly be checked against the manifest and then 
receives a yes or no as to whether the name 
provided is on the manifest.

Drills - Important Aspects - Part II:  
Taking the Activation Exercise  
One Step Further
Aviem Duty Manager/ POC interaction in the initial stages of the activation 
These drills are similar to the Activation Drills we discussed in the previous newsletter, however, 
here we go one step further:  

• Once the activation call is completed, the Aviem Duty Manager sends an e-mail to confirm 
the information received and to provide their direct contact information. 

• From this point forth, the Aviem Duty Manager becomes the direct contact for our client, so 
dialing the 24/7 Communications Center is no longer necessary.  

• This e-mail is sent directly to the POC or to an e-mail address they confirm as valid for all 
communication from this point onward. This can be a group e-mail address that includes key 
members of our client’s organization that should be informed of our actions, step by step. 

• During this type of drill we further test the upload of the lists of directly affected in our 
systems (CS2 and SERTS). 

• At this stage, if a list of persons directly affected is available, it can be sent to us, so we can 
perform the test upload. We also draft and request approval for the wording of the 
confirmed information that will be relayed to family members calling in to inquire about their 
loved ones through the inbound call center.  

• We can now continue to exercise working on activating other services required by our client.  

Since time is of essence, having pre-approved holding statements and sample lists of persons directly affected saved 
under the account is recommended. Moving past the initial activation call in drills is a great opportunity to practice 
these important and time sensitive steps.  

Year-to-date, we have performed over 40 drills, both internal and with clients – the number includes internal call center 
activation drills, call center agents testing, client activation drills both simple and complex, client drills with call center 
interaction and table top exercises.

Ana-Maria Dumitru 
General Manager,  
Client Services -  

Europe, Middle East 
& Africa

mailto:jeffmorgan@aviem.com
mailto:jeffmorgan@aviem.com


Book Recommendation: 
The Spiritual Anatomy of Emotion 
By Michael A. Jawer and Marc S. Micozzi, M.D., Ph.D.
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In 1972, Eastern Airlines Flight 401 crashed into the Florida 
Everglades. Ninety-nine people died on impact of the L-1011. 

The three pilots and two of the ten working flight attendants 
were among the fatalities. Within a few months stories began 
to circulate around the airline system about sightings of 

Captain Bob Loft and Second Officer Don Repo aboard other 
L-1011 flights. Passengers and Eastern crew members, both 

flight attendants and pilots, reported seeing the pilots on 
flights who then disappeared before their eyes. Once the parts 
of the downed aircraft were no longer used on repair of other L-1011s in the fleet, the 

sightings ended.  

I was surprised and delighted to see an article in Spirituality and Health Magazine shortly after this book was released 

explaining, scientifically, the sightings of the ghosts of flight 401. I called the primary author, Michael Jawer at once and 
told him my reaction to his work—and quickly ordered the book. It is not light reading, but well worth the time, whether 
you thumb through, or read cover-to-cover.  

Researchers and authors Michael Jawer and Marc Micozzi explain this phenomenon along with others in their book, The 

Spiritual Anatomy of Emotion.  Using many other examples of similar sightings of apparitions, precognition, and other 

paranormal experiences, Jawer and Micozzi help the reader understand the power of emotions—and that emotions do 
not die. The authors show how feelings, emotions, and sentience are a kind of Rosetta stone that helps us decipher the 
connections between a variety of illnesses, conditions, and strange happenings.  

According to Dr. Larry Dossey, known for his research on the power of prayer and writings about pre-cognition and 
other similar spiritual phenomenon, this book challenges all of us to open our eyes, expand what we are willing to 

engage and cease our censorship of reality. (see November Wednesday Wisdom to read about the science behind 
apparitions.)

The Need to Listen  
I had the privilege of attending the Support Team Member annual training and QPR Train-the-
Trainer in Atlanta in September. The stories shared were heartfelt, to say the least, and as I sat 
there listening to the training and stories, I noticed a recurring theme for responders– the need 

to listen. I am trained as a Stephen’s Minister in the United Methodist Church and the one thing 
that is stressed over and over again in that training is listening.  

We are not there to make a survivor’s problems go away or fix everything; we are there to 
listen. As a mom of three, I truly believe if you give your child the respect of listening to them 
and validating their feelings/ideas, they will also respect you.  

The folks that have been deployed on a response made the comment that just by listening and observing what is 
going on, you are able to assist the family in unexpected ways. HSR™ refers to Empathic Responsive Listening – the 

ability to listen to a survivor without judgement or comment. That type of listening may be just what a person needs 
to get them through!

Kelly McKelvey 
Finance Manager

Carolyn V. Coarsey, 
Ph.D., CCHt 

President & Co-Founder 
Family Assistance 

Foundation
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make just by showing someone we care and reaching 

out to them. We know that we would rather try than take 
a risk of losing someone. I realized that I have people in 

my life, right now, that I can be reaching out to more 
often. 

If you haven’t attended a Gatekeeper training, I highly 

recommend it. It is such practical training that can 
benefit everyone and can be used in every area of your 

life. With the suicide rate increasing so rapidly, it’s 
becoming more and more important to learn how to be 
a strong support for those who are struggling.  

I am not certain yet how I will use this training 
certification, but I know that it has impacted my life for 

the better and as Carolyn teaches, that ripples out to all 
those around me. I’m grateful to be equipped in this 
way so that I might be able to teach others to be more 

aware of other’s needs as well. I’ve said it before and I’ll 
say it again, this organization has blessed me in so many 

ways and I am honored to be a part of it. I am grateful 
for the opportunity to care for others through my work, 
but to be personally impacted through it as well. 

The Foundation is always interested in adding new team members.  
If you know someone who may want to become a team member, please have 

them contact me at dede.young@fafonline.org 

Also please watch our website and upcoming newsletters where QPR Suicide 

Prevention Gatekeeper, Train-the-Trainer programs, and upcoming 

HSR™ Workshops will be announced. 

Please let me know if you have any questions.

Anytime I am challenged to take 

notice of other people’s struggles 
and how to care for them in a 

better and deeper way; I know I am 
in the right place. This is how I felt 
recently when attending the QPR 

Train-the-Trainer and Gatekeeper 
session in Atlanta. I believe that my chief purpose in life 

is to love God and love others, and this training gave me 
additional skills to help me grow in loving others more 
fully.  

In Carolyn’s teaching, she gives many examples of what 
not to do if you suspect someone might be suicidal, but 

she also gives many examples of what you should do. 
Both of which are of such value. The stories she shares of 
what not to do, typically end tragically. While we don’t 

enjoy hearing the tragic endings of these stories, we can 
learn so much from them.  

Many times, when we see someone hurting, we don’t 
know what to do, or we are afraid we will do or say the 
wrong thing, or maybe, we suspect the person is looking 

for attention or not serious, so we decide to do nothing. 
Through the HSR™ and QPR trainings, we are reminded 

of the hugely important role that we can play in someone 
else’s life and the ripple effect that it can have.  We  

don’t  always  know what difference we might be able to

Thoughts After Attending My First QPR 
Gatekeeper Train-the-Trainer

Cheri Johnson 
Executive Assistant

Contact Cheri Johnson at 
cheri.johnson@aviem.com for more information 

on our upcoming Foundation QPR training 
dates.

Dede Young 
Administrator of the 

Foundation

mailto:dede.young@fafonline.org
mailto:dede.young@fafonline.org
mailto:cheri.johnson@aviem.com
mailto:cheri.johnson@aviem.com
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Call Center Agent Scripts 
(English/Spanish and other languages) 
In my previous article I talked about how much I enjoy communicating in languages different 
from English.  

In this article I would like to further explain to our readers some of the bilingual work we do.  
Along with English speaking call center agents, we have Spanish speaking agents that we train 
to support our Spanish clients.  

For all our Spanish clients we set up the scripts that our agents use when taking phone calls in 
both Spanish and English.  

Our agents practice these scripts every month during our internal drill. Every month we have at 
least a couple of agents practicing the Spanish scripts and every three months we do a Spanish drill with at least 20 
agents participating. The script below represents the very first interaction with the caller on a ‘bilingual’ script.  

The agents have to introduce themselves with their full name. They also have to specify the company that they are 
taking the calls for, and they also give the ‘Incident Name’. In this case we are using an aviation crisis, so the incident 
name will be a flight number. If it was a cruise line, we would probably use the name of the ship involved in the 
incident/accident, or if it was to be a tour company, we would use the name of the tour, and so on with other 
industries.  

This is how we ‘qualify the caller’. From the first interaction we want to make sure that the callers are actually calling 
because someone they know was involved in this specific situation/accident. If that is not the case, the agents will 
follow the script and ask the caller to kindly hang up so that other family members can call in asking for their loved 
ones. 

Each script can be edited according to our clients’ needs and preferences. Depending on which of the plan our clients 
have with us (Basic, Standard, Premium), we can create different type of scripts, according to different situations, and 
they might have the option to use our call center software, called CS2 (Call Center Support System), within their call 
center; depending on the plan they also can get online training.  

If you have a question or request regarding your script, please contact me on Rosangela.maxwell@aviem.com.  

INITIAL ANSWER 
SPANISH 
*usa un tono compasivo* 
Hola, mi nombre es Rosangela Mento. Ha contactado al centro de Información de Pasajeros de Aerolineas de 
America del Sur. ¿Está llamando sobre un pasajero o un miembro de la tripulación del vuelo XX9876? 
Escucha atentamente a la persona que llama.  

ENGLISH 
*use a compassionate tone*  
Hello, my name is Rosangela Mento. You have reached the Passenger Information Line for South America 
Airline.  Are you calling about a passenger or crew member on flight XX9876? 
Listen carefully to the caller.

Rosangela Maxwell 
General Manager, 

Client Services - The 
Americas

If the caller speaks a different language then English and Spanish, our call center agents are trained how to connect 
with an Interpreter who would join the call and they will help the agent and the caller with a three-way call. 

An upcoming article will address internal drills.
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Jet Aviation 
October 1-2, 2019



Hurricane Dorian Support 
The Foundation was privileged 

to assist two of our corporate 

members in the aftermath of 

Hurricane Dorian. Trauma 

Counselor, and long-term 

family assistance responder, 

S a n d r a N o v a k t r a v e l e d 

courtesy of Royal Caribbean 

Cruise Lines to the Bahamas 

and supported employees who experienced 

significant losses in the storm.  
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Effective Response to a  
Business Aviation Accident Workshop 

October 8, 2019 | Atlanta, GA

Sandra Novak

Sandra arriving in the Bahamas
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Follow us on Twitter @fafcares

and on Facebook

Greater Orlando Aviation Authority  
August 26, 2019

The Family Assistance Foundation and Aviem International are delighted to announce that the Greater Orlando 

Aviation Authority hosted training for the airport and community responders earlier this summer. The Airport Authority 

has included the Aviem international Call Center in their response plan in order to offer a more comprehensive 

response in the event of a crisis. Survivors, Terry and Scott Maurer, joined the Foundation leadership at the training 

and discussed the crucial nature of the airport response, based on the challenges faced in the crash where their 

daughter and a total of fifty people died. Terry and Scott's daughter, Lorin, died in the Colgan Air/Continental 3407 

accident on February 12, 2009. 

https://www.facebook.com/fafonline1/
https://www.facebook.com/fafonline1/
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Atlanta Annual Team Training 
September 25-27, 2019

Jeff Morgan, Carolyn Coarsey, Carole and Glenn Johnson

Karen Perry

At the 2019 Annual Foundation Team Training, held in Atlanta on September 25-27, experienced as well as new 
members practiced and prepared for future responses. Depression Awareness and Suicide Prevention Training (QPR) 
was greatly enhanced when family survivors, Glenn and Carole Johnson and Karen Perry presented about the 
enormous contribution family and friends made to their survival after losing their children in aviation disasters. Glenn 
and Carole's daughter Beth Ann perished along with a total of 270 people in the Pan Am Flight 103 disaster in 1988 
and Karen Perry's  three children died in a plane crash in 2011. Their contribution was invaluable to our training.
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Atlanta Annual Team Training 
continued 

LeAnn Soudelier 
Delta Air Lines Flight Attendant

Karen Perry 
Delta Air Lines Flight Attendant

Experienced responder and Duty Manager, Sally Fleming, pictured above helped the Foundation's Care Team review 
processes and procedures for our Foundation responses. 

Delta Flight Attendant, Karen Perry, 
described the many contributions that 
Delta and her friends made to her 
survival when her children and ex-
husband died in a crash over the 
Thanksgiving holiday 2011. One of her 
now good friends, LeAnn Soudelier, a 
fellow Delta flight attendant pictured 
here with Karen, personally held a 
fund-raising event in Atlanta to assist 
Karen, as after she lost her children, 
she also lost her home.  

At the time, LeAnn did not even know 
Karen, but was so moved by Karen’s 
loss, she felt compelled to help. One 
special moment at the fundraising was 
a performance by the very talented 
musician, Brian Brody, who was flown in 
f rom I re l and by De l t a . LeAnn 
represented many other f l ight 
attendants and friends who were so 
moved by Karen's loss that they 
wanted to do all they could to help 
Karen survive what man considered 
"unsurvivable." 

The Foundation highly recommends Karen as a speaker.
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