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Successful 2019 Americas Member-Partner 

Meeting Workshop and Training

Attendees of the April 4-5, 2019 Americas Member-Partner Meeting Workshop and Training in Burbank, CA, gave 
us great feedback about the program. Many who have attended numerous meetings over the years considered it to be 
our best meeting yet. As the leadership team, we at the Foundation could not agree more! The mix of primary and 
family survivors of the Pulse Nightclub shooting and the Route 91 Harvest Festival provided great testimony as to their 
needs in areas that can be woven into our training and logistical planning. 

Responders for both of these tragedies also presented information that can be integrated into care and special 
assistance team training. Attendees heard about the numerous challenges that were faced by local authorities and how 
they met many of them. The presentations were rich with examples and opportunities for learning from experienced 
professionals. 

The management team from Dallas Ft/Worth Airport shared about their plan for disaster response as well as the I-
Pad application developed for registering family members, friends, and survivors in reception centers. Information 
about cruise line responses, where care team members made a significant difference for a family whose loved one died 
in the shooting at the Ft. Lauderdale/Hollywood Airport in January 2017 was also shared. 

Aviem International CEO/Foundation Chairman, Jeff Morgan led day two where the setting up of the Family 
Reception Center and the Family Assistance Center were the primary focus.  

The Foundation team is preparing short training modules including the videotaped interviews from the survivors 
which will be made available for others to use for a small donation to the Foundation. Previews of the video-based 
training modules and the pricing will be announced in the near future.   



Spring 2019                                                The Official Newsletter of the Family Assistance Foundation                                                    Page 2

Carolyn Coarsey, Jeff Xavier &  
Jeff Morgan 

Jeff Xavier is a survivor of the Pulse 
Nightclub Shooting in Orlando, FL 

June 12, 2016

Carolyn Coarsey, Colin Braudrick &  
Jeff Morgan 

Colin is a family survivor of the Route 91 
Harvest Festival in Las Vegas, NV 

October 1, 2017

Carolyn Coarsey, Kelly Hubbard &  
Jeff Morgan 

Kelly is a survivor of the Route 91 Harvest Festival  
in Las Vegas, NV 
October 1, 2017 

“I also wanted to reach out to you and all of the partners 
that were at the meeting. I wanted all of the attendees to 
know that the work they have done on Family Assistance 
is amazing. In my opinion, the private sector is years 
ahead of government in this planning area and should be 
commended for its compassion and foresight.”
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Jeff Morgan, Carolyn Coarsey & John 
Steinbeck, Deputy Fire Chief/Emergency 
Manager, Clark County, Las Vegas, NV

Craig Borkon, Assistant Director, Orlando 
Venues, Carolyn Coarsey & Jeff Morgan

Jeff Morgan, Tara Hughes, President and 
Principal Consultant for Invicta Crisis 

Solutions & Carolyn Coarsey

Jeff Morgan, Carolyn Coarsey &  
Dr. Michael Allswede, Clinical Associate 

Professor-University of Nevada, Reno School 
of Medicine, and the Touro University College 

of Osteopathic Medicine



Jeff Morgan, Carolyn Coarsey & David 
Young, Senior Emergency Manager,  

DFW International Airport Emergency 
Management

Jeff Morgan, Katie McCoy, MEP, Senior 
Emergency Manager, DFW International 

Airport Emergency Management, & 
Carolyn Coarsey
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Patrick Laverty, Jeff Xavier & 
Andrea Davis

Patrick Laverty, Kelly Hubbard, Colin Braudrick & 
Andrea Davis



Checklists in Emergency Response Plans 
by Jeff Morgan
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Most everyone knows what a 
checklist is. Your grocery list is a 
form of a checklist. So, where did 
checklists as we think of them today 
originate? Most attribute the 
creation of checkl ists to the 
introduction of the B-17 Flying 
Fortress in 1935. On the first flight 
of the B-17, the aircraft stalled just 

after takeoff. The ensuing crash injured all five crew 
members, and two later died of their injuries. 

The investigation revealed that the crew had forgotten 
to remove a control lock preventing the pilot from being 
able to control the aircraft properly.  Many feared the 
new airplane, with four engines, retractable gear, flaps, 
and other innovations in aircraft design represented an 
aircraft that was too complex to fly. 

Rather than attempt to do more training Boeing's test 
pilots designed simple, brief checklists. The checklists 
seemed almost like a given. Pilots all had extensive 
training, so on the surface they appeared to be 
redundant. However, pilots went on to fly the B-17 
almost two million miles without a single accident. So, 
checklists made a difference. 

Of course, checklists of many kinds, have been a given in 
aviation for decades. Further, the use of checklists has 
migrated into many complex industries from large 
construction projects to the medical world, space 
programs, and other complex industries. 

As emergency response plans evolved, primarily from 
government agencies, checklists found their way into 
emergency plans. Emergency response plans (aside from 
safety-related plans like fire evacuation procedures) 
slowly grew, mainly following the Tylenol tampering and 
subsequent murders in 1982. Johnson & Johnson was 
widely praised as showing private businesses how to 
manage a disaster effectively. With the evolution of 
company emergency response plans, checklists became 
an integral part of those plans. 

However, there is one vast difference in the personnel 
involved in company emergency responses versus the 
personnel in aviation, medicine and other complex jobs 
where checklists are in widespread use. Checklists for 
many of these specialized areas are used by highly 
trained and skilled people, such as pilots, surgeons,  and 

industrial engineers. Conversely, in companies today 
almost all personnel with responsibilities in the 
emergency response plan have "a day job" and receive 
very little training in their emergency response duties. As 
such, a checklist such as those used by pilots or 
surgeons; that is brief, short and serves as a reminder of 
what the specialist is required to do, is not very effective 
in most emergency response plans. 

The short, brief checklist format only works with those 
jobs where those performing the job have received a 
high level of training and skill building. For those who fill 
a position in an ER plan receive very little training and 
even less practice. While companies are putting more 
emphasis on exercises, most still lack the level of detail 
to fully exercise each position in the plan. In addition, 
companies must always have and assume alternates will 
be called upon to fill a position in many cases. 

So, while short and to the point is great for those highly 
skilled professions, we need just the opposite in 
emergency response plans. For most organizations, a 
checklist should be detailed, instructive and as long as 
necessary to direct someone in filling a position.   

So, it's only appropriate that I provide you with a 
checklist on how to create your emergency response 
checklists. 

1. Define each and every position in your emergency 
response organization. These positions should be 
organized by their function and not a person or a 
department. 

2. You should assume that the persons who will fill a 
position have had little or no training on the position 
or performing the associated tasks. 

3. Start each item on the checklist with a clear action 
verb. Use specific words, not ambiguous ones. Try to 
avoid words like "ensure", "verify", or "review".  
The actions should be measurable in that it’s clear 
that a task is completed or not completed.  A term 
like "verify" may work, for positions who may be 
overseeing others and it’s their job to follow up to 
see if another person completed the task.  

4. Provide as much instruction as necessary to direct 
someone to complete the associated task. Whereas 
historically checklists are brief and short, don't worry 
if this level of instruction expands the checklist to a 
few pages if needed.

continued on page 6
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Checklists in Emergency Response Plans continued

In our high tech world today, the trend is to design 
everything to work on a smartphone or other mobile 
device. It's natural to assume that checklists will migrate 
to this same platform, and they are in many ER related 
programs out there today. However, in a high-stress 
environment such as a corporate emergency response 
there is still a case to be made for paper checklists. 

Using paper and writing notes forces one to slow down 
just a bit and be more mindful. The pace will always be 
hectic, but writing can actually create a space to reflect 
on what's happening and ultimately make better 
decisions. In addition, most technology forces a user to 
jump from place to place and actually hindering the 
ability for someone to see their own big picture as it 
relates to one person's roles and responsibilities. The 
paper checklist allows you to create your own "big 
picture" for your job. 

5. All instruction should be actionable. In other words, 
do not get into information like a concept of 
operations, philosophies, or company policies. Save 
this for training or other documents. 

6. When the checklist item requires a lot of detailed 
instruction or reference, include the details on where 
to find the additional information (i.e. Annex B - 
Page 14, etc.). 

7. Responses to emergencies are complex and each 
response is different based upon the circumstances. 
While you want each checklist item to be specific, 
you must still have room for exceptions and 
variations. A checklist should also be part of the 
incident log and have room to note exceptions to 
items on the checklist and keep other related notes. 
Consider creating the checklist in a landscape format 
to provide more space for writing notes next to each 
checklist item. 

8. Checklists in an emergency response plan should be 
designed to jumpstart each position by providing 
direction for the first 24 hours. By this time, your 
organization has had time to get a team in place, 
finalize an action plan and have the team working 
toward a common goal. A checklist can be divided 
up into three sections, immediate action items, 
intermediate or next actions and then ongoing 
actions that may repeat daily as long as response 
operations are ongoing. 

9. Finally, organize your checklists so that each one can 
stand alone. Make each checklist a separate 
document, or if you create them all in one document 
make sure each checklist starts on a new page so 
checklists can be printed and separated.

Dede Young 
Administrator  

of the Foundation

Atlanta Annual Team Member Training 
September 25-27, 2019 
Courtyard Atlanta Airport North  

Each year, our current team members, along with prospective team members, gather in 
Atlanta for annual training. This training is held to refresh our current members on what they 
have learned in the past, along with training our prospective members.  

This year we will offer Care (Face-to-Face) and FSR (Telephones) training on September 
25-26, 2019. QPR Gatekeeper and Train-the-Trainer will be held on September 27, 2019. 

The Foundation is always interested in adding new team members. If you know someone 
who may want to attend our September Annual Training please contact Dede Young at 
dede.young@fafonline.org

2020 Americas  
Member-Partner Meeting 

Anchorage, Alaska 

October, 2020 

Exact date will be announced soon. 

Mark your calendars!

mailto:dede.young@fafonline.org
mailto:dede.young@fafonline.org


Book Recommendation: 
Dodging Energy Vampires
An Empath’s Guide to Evading Relationships that Drain 
You and Restoring Your Health and Power
By Christiane Northrup, M.D 
New York Times best-selling author of Women’s 
Bodies, Women’s Wisdom
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Over the past few years, “empaths”, also known as highly 
sensitive people have been the source of a great deal of 
attention. In a related book, The Empaths’ Survival Guide, 
world-renowned medical intuitive Caroline Myss refers to 
empaths as “the new normal.” Empaths are especially 
sensitive to the environment around them and heightened 

levels of traits such as resourcefulness, self-direction, optimism, and loyalty.  

I selected this book to recommend for Care and Special Assistance Team members as I believe that our desire to relieve 
the suffering of others can at times lead to our own suffering. Particularly when others in our personal and social circles 
take advantage of our compassionate and caring nature—and many of us are natural empaths. 

Dr. Northrup differentiates between compassionate people and empaths. While compassionate people may feel about 
the suffering of those around them, an empath actually picks up the true energy of the individual. They can sense the 
deep, often unseen pain of the people near them because the energy of that pain, shifts their very being. The energy of 
the people around them, not merely the emotions, affect the well-being and energy of empaths. Empaths take on 
whatever energy is around them, whether good or bad. And they can’t not feel it.  

Energy Vampires feed off the energy of empaths, using the empath’s energy to fuel their own dysfunctional lives. With 
Dr. Northrup’s help we can learn how to spot energy vampires and recognize the patterns of behavior that mark these 
relationships. We can learn to identify the vampires in our own lives.  

In this book you can learn how to leave these harmful relationships behind; heal from the darkness these relationships 
have cast over your own mind, body, spirit, and let your own light shine. I think this book is a must read for those who 
thrive on helping others, but need to know how to protect themselves from those who leave them feeling drained, 
exhausted and often depleted of their natural, healthy energy.

Carolyn V. Coarsey, 
Ph.D. 

President & Co-Founder 
Family Assistance 

Foundation

New Look to Our Invoices 

Invoices from Aviem and the Foundation may look a little different than they did in the past. 
We have launched a comprehensive suite of business applications called Zoho One. One of 
the new apps is called Books, where we now create our invoices. Now, within the body of the 
email from us, you will see the invoice amount, number, date, and due date. You can then 
click on the “view invoice” button to view the invoice description, print the invoice or 
download it as a pdf if needed. 

We are excited about Zoho One, where all of our business apps will work together, allowing 
our different areas, such as sales, marketing, social media, invoicing, etc., to be connected 
and efficient. As always, do not hesitate to contact me with any financial questions at 
Kelly.McKelvey@aviem.com.

Kelly McKelvey 
Finance Manager
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Aviem Welcomes New Team Member - Tan Nguyen
Aviem International is proud to announce that Tan Nguyen is our new General Manager, 
Client Services – Asia Pacific. In her new role, Tan will focus her attention on supporting 
our current clients in the region as well as assisting the team in bringing new clients to 
the Aviem family. 

Tan worked for Garuda Indonesia Airlines from 1992 to 1999 as an Administration 
Manager and Station Manager Assistant in Vietnam. She was responsible for ground 
operations at the Saigon station including the operations of the downtown sales office, 
as well as check-in, baggage and cargo services, gate area passenger boarding and 
deplaning, as well as on-ground aircraft servicing.  

Tan has supported Aviem in an administrative role since 2006. Following her tenure at 
Garuda Indonesia Airlines, Tan worked at Regus for the last two decades and managed 
Aviem’s Atlanta offices. With excellent management and strategic development 
capabilities, Tan has proven herself as an excellent team member and is now embarking 
on a new chapter in her time with Aviem. Tan is looking forward to utilizing her unique 
skills in helping support Aviem’s clients in the Asia-Pacific region and around the world. Tan can be reached at 
tan.nguyen@aviem.com or via our Corporate Offices in Atlanta at +1 404.881.2819.

UPCOMING EVENTS

Watch our website and upcoming newsletters where QPR Suicide Prevention Gatekeeper,  
Train-the-Trainer programs, and upcoming HSR™ Workshops will be announced.

UK-Europe  
Member-Partner Meeting 

December 4-5,2019 
Museum of London Docklands 

London

Atlanta Annual Team Training 
Care (Face-to-Face) and FSR (Telephones) 

September 25-26, 2019 

QPR Gatekeeper and Train-the-Trainer  
September 27, 2019

mailto:tan.nguyen@aviem.com
mailto:tan.nguyen@aviem.com
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Connecting with Aviem International, Inc. will provide you  
with industry leading content and exclusive insight into the Aviem Advantage. 

Gain access to industry leading research and materials by following and liking  

The Family Assistance Education & Research Foundation.  
Plus, FAF is always delivering content you want to see!  

Learn about survivors and Care Team training tidbits in a new Wednesday Wisdom the 1st  
Wednesday of each month, read an article on Depression Awareness/QQQ every 3rd Wednesday, 

and a quarterly newsletter with articles about FAF team members and what our  
corporate members share about their training! 

Dr. Carolyn Coarsey and Higher Resources Incorporated bring you  
annotated booklists for survivors and responders, and articles about helping  

those we care about including family, friends, and/or peers. HRI specializes in creating 
programs and materials which normalize depression, traumatic loss and the integration of all 

life’s experience in order to reclaim our natural wholeness.

We Invite you to interact with us on  
Twitter, LinkedIn, Facebook, and Instagram! 

Connect Today!
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Connecting People with Hope
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Kari Morgan 
Lead Manager 
Marketing & Communications

http://www.linkedin.com/company/higher-resources-inc.
http://www.linkedin.com/company/aviemintl/
http://www.linkedin.com/company/higher-resources-inc.
https://twitter.com/aviemintl
http://www.linkedin.com/company/fafonline/
https://www.instagram.com/aviemintl/
http://www.linkedin.com/in/cvcphd
https://twitter.com/cvc_dr
http://www.facebook.com/fafonline1/
https://www.facebook.com/AviemInt/
http://www.linkedin.com/in/cvcphd
https://www.facebook.com/AviemInt/
https://twitter.com/fafcares
https://twitter.com/cvc_dr
http://www.instagram.com/dr.coarsey/
http://www.instagram.com/dr.coarsey/
http://www.linkedin.com/company/aviemintl/
https://www.instagram.com/aviemintl/
https://twitter.com/aviemintl
https://twitter.com/fafcares
http://www.facebook.com/fafonline1/
http://www.facebook.com/pg/Dr-Carolyn-V-Coarsey-610534209411807/
http://www.facebook.com/pg/Dr-Carolyn-V-Coarsey-610534209411807/
http://www.linkedin.com/company/fafonline/


2019 Americas Member-Partner Meeting 
Survey Summary
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Following our annual Americas Member Partner Meeting in Burbank this year, we sent a survey 
to all attendees, as we do after every conference, meeting or training.  We wanted everyone’s 
feedback and recommendations that are so valuable to us in planning the next Conference. 

Participants who filled out the survey indicated that they appreciated the Survivors Presentations 
most, followed by the Responders Presentations. The Ft Lauderdale Shooting Responder and 
the DFW Airport presentations followed in the ranking, which our Attendees indicated they 
liked equally.  

The Survey was sent via e-mail, within 10 days from the end date of the event, to 35 attendees 
and had a response rate of 51%. Of all the responses, 50% included additional 
recommendations, a lot of great suggestions regarding future ideas for our meetings.  

All the attendees who filled in the survey felt that their time was well invested by attending the meeting and that it 
provided useful information and takeaways that are applicable to their organization. This was our goal and we are so 
humbled to know we have been able to achieve it. 

We sincerely thank our survivors, responders and attendees, for coming together to make this meeting great! 

We look forward to seeing you at our next meeting.  We will continue to use your recommendations and suggestions to 
bring more valuable content to our work and specifically to future meetings for all of you! 

Ana-Maria Dumitru 
General Manager,  
Client Services -  

Europe, Middle East 
& Africa

Surveys and their key role in driving our quality 
management processes 

more practice. With more data recorded and analyzed, 
we are working on implementing a way to thank our best 
performing agents by presenting Agent of the Month 
award and incentive. We truly do appreciate our team 
and their efforts. 

We also utilize surveys at the end of each training or 
event to ensure we get our attendees opinion, each 
response is important to us.  Our goal is to create 
trainings and events that are well worth each attendees’s 
time and provide useful information and takeaways that 
are applicable to their organization. By utilizing surveys 
we are able to include our attendees voice in our future 
events and training planning and we do so with the 
utmost respect and by valuing each opinion.  

We will continue to utilize our surveys and their 
respective reporting capabilities to help us better our 
operation and serve our clients.

Continuous Quality assurance is an important part of our 
processes and procedures and helps drive our efforts to 
continue to work on what is truly important. We routinely 
test the quality of our call center services, of the 
trainings we deliver, and we analyze our procedures and 
performance. In doing so we use surveys to gather 
important data that can be further analyzed, and then 
utilized in making decisions in the quality management 
process.  

In the last newsletter we spoke about internal drills. 
Those drills, via the use of surveys, generate valuable 
data we need in order to 1)  establish short term and 
long term goals regarding the quality of our call center 
services and 2)  continue to measure our results and 
whether those goals are achieved.  

In the call center quality assurance process, the data 
gathered from surveys is transferred to dashboards that 
help us analyze trends and monitor the quality of the 
services provided by each call center site (location) and 
by each call center agent (individually). We are able to 
identify top performers and also identify areas of 
improvement  and  focus  on  training  those that require
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On April 2- 4, 2019, we were invited to co-sponsor the IATA Emergency Response Planning 
Forum in Montreal, Canada, organized by the  International Air Transport Association  (IATA). I 
had the opportunity to represent AVIEM and the Family Assistance Foundation.  

The purpose of the FORUM was to bring worldwide senior emergency response experts and 
decision-makers together to discuss the evolving ERP topic. It was very interesting to me to 
spend three days with delegates from airlines, airports, regulatory authorities, and ground 
handlers from around the world. Thanks to this unique platform we heard experiences, 
challenges, and lessons learned from representatives of the entire industry with different 
operations (f.g., international and domestic airlines, from West to East). 

This rich exchange of knowledge is intended to make a contribution to the enhancement of 
emergency response worldwide. The forum lasted three days and the agenda was comprehensive: 
First Day 

• Our friend, Roz Wheatley, from Virgin Australia, shared some interesting thoughts on what to do when ‘The 
Tragedy Unfolds’. Her presentation certainly posed a lot of questions to the audience and made all stakeholders 
think outside the box as she used a lot of ‘What if..’ questions. Roz reminded the audience of the importance of 
‘Preparing, Planning, Training, Exercising and Reporting’ 

• Tom Parry, from Virgin Atlantic, showed us their lessons learned from a ‘Double Amber’ activation due to a Drone 
attack in Gatwick Airport, England 

• Gill Sparrow, from Emirates Airlines, shared her experience with response to two airline accident responses.  
• We had the pleasure to hear from two officials of the Canadian Department of National Defense who showed us 

how an Emergency Response is carried out in extreme conditions. 
• Our friend, Rodolfo, from Aeromexico, shared his lessons learned from their recent incident in Durango where all 

passengers and crew survived. He felt that Aeromexico did a great job taking care of the survivors in a timely 
manner 

Second Day 
• Aircraft Recovery Forum: we learned how that is performed from a representative of Lufthansa  
• Live Survey: a panel of experienced ER practitioners from airlines of different sizes and from different regions of the 

world answered questions related to their ER team and practices. This was a great opportunity for the audience to 
hear and compare stakeholders with different ER structures and background. 

• The afternoon of the second day was open to airline employees only and they discussed specific industry related 
items.  

continued on page 12 

Rosangela Maxwell 
General Manager, 
Client Services -  
The Americas

IATA Emergency Response Planning Forum

Fernando Ennes, GOL; Rosangela Maxwell, Aviem; Ruka Bustos, Iberia; Ariel Prado; LATAM 
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My First Member-Partner Meeting 
In April, I had the privilege of attending my first Member-Partner meeting in Burbank, CA. It 
was such a wonderful experience to meet so many of our clients and partners; many whom I 
have connected with via email or phone but getting to meet them in person was so 
meaningful. It was also very humbling to have the opportunity to meet so many survivors 
and hear their stories, especially those who were impacted by the Las Vegas and Orlando 
shootings. Their perseverance and tenacity are so inspiring and reminded me just how 
precious life is and that it really can change in the blink 
of an eye without warning. I sincerely appreciate their 
courage to share so openly and authentically with all of 
us.  

Another awesome experience I had was getting to meet Ray Gonzalez, who 
is CareTeam Manager for Royal Caribbean Cruise Lines. I was able to 
connect him with my cousin, Kyle who is an entertainer on one of their ships. 
It turned out that Kyle was in Ray’s QPR class later in the month! What a 
small world!  

I’m so grateful to Aviem and the Foundation for giving me this opportunity. 
It is truly an honor to be a part of this organization, or as my husband 
described, this “huggy group of people!” He had the opportunity to meet 
some of our team too, when he and my kids joined me in California. We 
were able to spend a few days sight-seeing and enjoying the area after the 
meeting. Being a part of this group, and not only getting to meet some of 
my team members face to face for the first time, but also so many clients, 
members, and survivors was an experience I won’t soon forget! Ray Gonzalez & Kyle Southern

Cheri Johnson 
Executive Assistant

IATA Emergency Response Planning Forum continued 

Third Day  
• Highlights of the CIRP Program: Critical Incident Response Program, a 

program some companies use for providing support to crew members. This 
type of program is intended to mitigate the impact of an incident that could 
affect the performance of the crew, families and health of all involved. 
(editor’s note: this model is not practiced by the Family Assistance Education 
and Research Foundation due to academic research findings) 

• IATA best practices 

This event was a great opportunity to network and engage with ERP leaders 
from around the globe. The participants had a chance to establish relationships 
with all stakeholders that have the same common objective: improving the 
development and implementation of global standards and tools.   

I found this forum to be very unique and definitely a great way to learn from 
each other’s experiences. I look forward to attending the IATA Forum again in 
the near future. 

Sarah Jasinski, Sun Country 
Airlines & Rosangela 

Maxwell
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Cheniere Energy

Equinor
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Foundation Bolsters Team Responders in Alaska 
Alaska Tourism Industry Association

Jeff Arnold, Foundation Regional 
Director for Alaska, assists in training 

Care Team classes in April, 2019.

Anchorage-based UPS Captain Kelly Lepley, interviews with 
Carolyn Coarsey as part of the Foundation’s Depression 

Awareness and Suicide Prevention Program (QPR).

Care Team Training 
sponsored by Alaska 

Railroad, ConocoPhillips, 
and Cathay Pacific Airways
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Collier County Health District, Lee County Port Authority, and  
Lee County Healthcare Coalition Conference



Spring 2019                                            The Official Newsletter of the Family Assistance Foundation                                                       Page 16  

2019 Americas Member-Partner Meeting
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