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In case of aircraft accident
Situation Room in Karachi Tel:
| (+92-21)4673961, 9242339, Fax:
E-mail: khi

initially inform

ovpk@piac.

Within 30 Minutes (or ASAP)

+92-21-4674972,
+92-21-9242361
com.pk

Emergency Response Centre (ERC)
will be activated Tel: (+92-21) 4674862,

(+92-21) 9242273, 4673817, 46

74890, 9242232,

Fax:(+92-21) 9242258

Cells: (+92-301) 8255545, 8200296, 8256665
E-mail: erm@piac.com.pk

<5PIA

Caome F{g_ with Us

For actions in detail, see your checklist inside the Plan.







Pakistan International (ERP/ERMIUZJ’OT} Page 1

L@PlA ERM Chapter 0

L

Emergency Response

Manual PREFACE February 2007

Edition 02/Rev 00

| am delighted to have the first ever manual of crises management issued in
order that Airline can respond to a crises situation, such as aircraft accident,
aircrash, hijacking etc. in a systematic and organized manner without any
ambiguity of whatsoever nature. Experience of such situations has shown that
whenever such an accident does occur, people would understand and reconcile
to the reality of an accident without blaming the airline, but they will not forgive or
forget, the carelessness, insensitivity, or lack of clear decision to meet the needs
of aggrieved families of the passenger or our own crew or survivors / their
families. It is with this objective in view a comprehensive manual has been
prepared in order to ensure that PIA’s response is second to non in the industry
in this respect.

As a first step in the month of September, 2005 an interim Emergency Response
Plan was issued in which Head Office Team and Station Team were identified
alongwith their duties and responsibilities. Initially ER Room was setup at JIAP
with necessary facilities to ensure that airline can react to any emergency in a
systematic and organized manner. Besides regular updates on this all important
subject to the ManCom, an organization of ER Management was approved and
through a proper selection criteria this organization is in its place. ERP offices
have been setup at Flight Simulator Building near PTC and construction is on the
way at this place for the state of art Emergency Response Centre (ERC), as well
and an Emergency Call Center for implementing the precise requirements of
ERP. In the meantime, ERC has also been shifted to the Simulator Building and
has started functioning with skeleton facilities. ER centers of some of the major
domestic locations have also been identified which will be dedicated for handling
such emergencies. Training courses have been conducted on the subject of
family assistance through hiring specialized services of various international
organizations, such as ASC Canada, Institute of Psychotrauma, Switzerland etc.
Enlisting of volunteers is continuing and uptill now we have enlisted around 700
volunteers to handle the envisaged crises should it occur at any time.

Here | would like to add a cautionary note. Whereas, the prescribed manual
provides various actions that are required to handle an aircraft emergency or
disaster, there is a dire need to inculcate and infuse basic spirit amongst our
selves at all management levels to be in state of preparedness at all times for
which the ERP team would carry out training programs as on regular basis.
Above all we must be convinced ourselves that accidents do happen in life and
state of preparedness for this purpose should not be underestimated, and is the
only way to effectively handle an emergency.
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The Emergency Response Manual (ERM) comprehensively covers how to
handle the emergency soon after the news of the accident from activation of
Emergency Response Centre to consequential actions in arranging for a Go
Team, activating family assistance team, and dispatching volunteers for
necessary action to the accident side or to assist aggrieved families, to activating
of the station team nearest to the place of the accident. At the station level the
ER team will be responsible to station head whose duties and responsibilities
have also been laid down in the manual. Therefore, at the station level each
station head / regional head is expected to go through with the manual, to handle
such an emergency and activate his station team, which has already been laid
down in the manual. This manual would henceforth be a part of the handing over
taking over kit between the Station Heads, for which HR Division will issue
necessary instructions.

Duties and responsibilities of key individuals have been laid down in the manual
and all Departmental Heads would be responsible for ensuring that their portion
of ERM is disseminated to the key individuals, as well as those individuals who
would be handling the emergency in their respective areas. PTC / ERP team
would organize regular courses during the year and when-ever such courses are
notified all departmental heads must ensure that the required number of
individuals are released for such courses or ERP exercises or programs
organized by the ERP team.

ERC at Head Office has to be fully equipped with all important telephone
numbers for handling emergencies at all domestic / international stations for
which the format has already been circulated to all domestic / international
stations. This will be updated every three months by the ERP team to incorporate
changes if any. The process of inducting required technology for call center as
well as call back center has already commenced and we expect to complete this
area of activity in the next six months. The program for training the team
members and volunteers has also commenced and aprox. 250 employees have
already been trained for this activity. Regular updates in this respect have been
provided to ManCom by the ERP team. Finally the present ERM has been
prepared with the involvement of all operational departments as well as those
departments who would be required to be involved in this exercise such as HR &
Administration and Public Affairs.

The above shows the various concerted actions taken by the PIA Management to

give the airline proper ERP to cope with any crises connected with an aircraft
accident.
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Whereas | fervently hope that this situation may not arise, ever in PIA, we cannot
rule out emergency of nature outlined above. | do sincerely hope the crises
Management Manual is given due respect and importance it deserves. Needless
to add that failure to take appropriate action during such a situation at any level
of management would invite strict punitive action against the responsible person.

| expect all concerned to go through the ERM in detail and support ERP team
with regular updates, in order that the manual has updated information
incorporated in it at all times. | am confident that we would achieve our objective
through dedicated hard work and mutual corporation in all areas.

-

—

Tariq Kirmani
Chairman & CEO
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We are happy to issue the ond Edition of PIA Emergency Response Manual. This
contains the revised procedures and updated contact lists.

Contents of the first edition were reviewed in consultation with the departments
and where needed new additions have been made and in certain area existing
procedures have been changed for further betterment and ease.

Chapter arrangement has also been revised to facilitate a more user friendly
version.

| will take the opportunity to reiterate that on transfer, officers should make it a
part of handing over — taking over inventory.

All those who have been assigned duties as per this manual should also intimate
the Emergency Response Planning Section on erm@piac.com.pk so that a
revision could be issued accordingly.

Your colleagues in Emergency Response Planning Section are committed to
provide best possible arrangements to help you coping-up the emergencies and
we always welcome your valuable suggestions to make the procedures further
improved to suit the need of the hour. So please feel free and come with your
valuable inputs to strengthen the organized and coordinated response o
accident and incident thus reducing the material losses and human sufferings.

Kind regards,

Anwaar Rasul Khan
SVP Coordination
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ACIM Aircraft Accident / Incident Message
ARR Arrival
ATC Air Traffic Control
ATS Air Traffic Services
BBP Blood Born Pathogen
CAA Civil Aviation Authority
CAR Civil Aviation Rules
CE Chief Engineer
CISD Critical Incident Stress Diffusing and Debriefing
CISM Critical Incident Stress Management (Peer Support)
clQ Customs / Immigration / Quarantine (Health)
CP Chief Pilot
CRC (A) Crew Reception Centre — Airside
CRC (L) Crew Reception Centre — Landside
CST Crash Site Team (Eng and Airport / GHA Staff)
CVR Cockpit Voice Recorder
DEP Departure
ED Emergency Director
ECC Emergency Call Centre
DGCAA Director General Civil Aviation Authority
EMPM Emergency Management Procedure Manual
ERE Emergency Response Centre
ERM Emergency Response Manual
ERP Emergency Response Plan
E&A Emergency and / or Accident
ETA Estimated Time of Arrival
ETD Estimated Time of Departure
FAC Family Assistance Centre
FAST Family Assistance & Support Team
FEL Field Control Centre
FCOM Flight Crew Operating Manual
FDR Flight Data Recorder
FS&HSE Flight Safety & Health Safety Environment
LFOR Digital Flight Data Recorder
FOM Flight Operations Manual
GDC General Operations Control
GMCC General Manager Central Control
ICAO International Civil Aviation Organization
VR Interactive Voice Response (Callout System)
JESOG Joint Family Support Operations Centre
MCC Maintenance Control Centre
MC Media Coordinator (Located in ERC)
MEL Minimum Equipment List
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MOR Mandatory Occurrence Report

NOK Next of Kin

NTSB National Transportation Safety Board (US)

PCAA Pakistan Civil Aviation Authority

BPE Passenger Information Form

PNL Passenger Name List

PRE Personal Protection Equipment

PRC Passenger Record Card

R&M Relatives & Meeters

R&M (A) Relatives & Meeters Gathering Area (Airport)

RA (A) Reunion Area (Airport)

RA (O) Reunion Area (Off Airport)

SAR Search and Rescue

SAT Special Assistance Team

SECR Station Emergency Coordination Room

SIB Safety & Investigation Board

SITREP Situation Report

SMS Safety Management System

SOS Save Our Soul

SRC (A) Survivors (Passenger) Reception Centre - Airside

SRE.(L) Survivors (Passenger) Reception Centre — Landside

SRM Situation Room Manager

SM Station Manager

TECR Town Emergency Coordination Room

WHE Very High Frequency
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1.1 MISSION

The PIA Emergency Response Plan will endeavor to handle and deal with major
mishaps involving PIA aircraft, and / or any emergency affecting PIA’'s
operations, in an efficient and expeditious manner. It will ensure timely
humanitarian assistance and compliance to all relevant laws and regulations.

The PIA Emergency Response Manual shall enable relevant PIA’s departments,
organizations and individuals having defined roles to deal with emergencies in a
systematic and organized manner. Such emergencies include aircraft accidents,
aircraft crash, missing aircraft, hijacking, or any other situation which in the
opinion of Emergency Director compels to activate “Emergency Response
Centre” (ERC). All these individuals are fully prepared, trained and exercised in
their emergency response to perform roles concerning Operational,
Humanitarian, Media, and Corporate issues.

The ERP Section will maintain and enhance all personnel, equipment and other
infrastructure resources available, which are required to conduct any emergency
response effectively and efficiently, and to demonstrate its ability to ensure that
the Corporation is prepared to encounter any Emergency. It would be at a short
notice to activate all departments, in order to mobilize their resources to meet the
emergency.

The resources required alogwith defined roles have been clearly laid down in the
respective departments Emergency Response Plans. Whenever there will be any
change in their roles and equipment, the respective department will be
responsible to promptly notify all concerned. It needs to be emphasized that from
the standpoint of stations as well as from the standpoint of head office, the
manual will need continuous updating, which can only take place if the Station
Heads at Foreign & Domestic Stations are fully involved and take active interest
in updating the ERP records.

1.2 OBJECTIVES

o Establish an efficient coordination and communication system required to
respond to any PIA aircraft accident / crisis in a systematic and organized
manner, in accordance with PCAA / IATA / IOSA requirements.

e Establish a well organized Emergency Response Centre (ERC).

e Establish Special Assistance Team Centre and other required Centres of

activities, for effective utilization in case of Emergency and / or accident
(E&A).
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e Establish a trained team of volunteers charged with providing relevant and
accurate information, and other services to relatives and friends of PIA
aircraft accident victims in the shortest possible time.

¢ Form a Family Assistance & Support Team (FAST) which will comprise
dedicated volunteers from various departments of the airline.

e Train FAST members in matters related to humanitarian support and
family assistance e.g. manning Call Centre, attending to uninjured
passengers and victims’ families, or other humanitarian duty in case of an
emergency / accident.

e Respond to the Media during crisis, in such a way that the reputation of
PIA in emergency response is enhanced.

e Deploy the Field Team for an aircraft accident within 3 hours of initial
accident notification.

e Ensure that all PIA stations (domestic / international) have the best
possible emergency response plans plus trained emergency response
staff, in order to respond effectively, efficiently and expeditiously to a local
aircraft accident crisis (The local ERP should be integrated with ERP of
the airport concerned).

o Ensure that PIA’s Karachi based Departments have the best possible
emergency response plans and trained emergency response staff, in
order to respond to emergency / accident, whether at Karachi or at any
other station.

1.3 EMERGENCY RESPONSE PLANNING (ERP)

In Airline Industry, Emergency is normally associated with an aircraft accident
involving fatalities, injuries, hull loss or a serious incident (high profile accident),
in which a substantial damage to the aircraft and / or property occurs.

How well an organization responds to Emergency is, in large part, a function of
plan preparation and practice. Nobody can begin to prepare after the phone
rings! Effective performance during the heat and chaos of Emergency is
impossible without proper preparation, allocation of adequate resources, and
practices. As such, an ERP has to be developed, updated, often discussed,
practiced, and kept in total readiness for immediate application.

As such, the intent of any ‘ERP’ will always be to bring about a level of
preparedness, which will effectively influence the aftermath associated with
managerial, emotional, financial, legal, public, and social aspects that surround
an aircraft related Emergency. The commitment of an operator to minimize the
human suffering is the driving force on which an ‘ERP’ is based upon.
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The ‘Emergency Response Plan’ for an operator begins with the FIRST HOUR,
and may linger on for weeks, months or for years altogether. Needless to
mention that the onus of responsibility and involvement is much greater for an
operator as compared to an airport authority.

A well conceived ‘ERP’ enhances the ability to focus on resources for the right
activities, in order to obtain best possible results. In addition, knowing what to
expect, when to expect it, and understanding the Emergency Response Process,
greatly helps to off-set the confusion, besides reducing the financial impact for
the operator.

1.4 RESPONSIBILITIES OF THE AIRLINE

Major responsibilities of the airline, in the event of any Major accident /
emergency are:

. Ensuring welfare of passengers and crew.

. Reporting accident to Civil Aviation Authority (CAA) Pakistan.

_ Coordinated release of Information and Evidence to the Authorities.

. Receive the uninjured passengers and crew members.

1

2

&

4

5. Receive meeters and relatives of victims.

6. Provide necessary assistance to family members of victims.

7 Assist and inform Next of Kin (NOK) regarding passengers & crew.

8. Notification to the insurance underwriters.

9. Preservation of evidence as far as possible.

10. Technical Support to the accident site.

11. Liaison with the investigation authorities.

12 Preservation of passengers / crew and company property, as far as
possible.

13.Information to the general public.

14.Aircraft wreckage removal (after gelting clearance from appropriate

authority).
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1.5 RULES AND REGULATIONS GOVERNING AIRCRAFT ACCIDENTS

e PCAA CAR 1994, ANO 91.0020 and other documents on the

subject
= Local Civil Aviation Authority (Local Requirements)
. ICAO Annex 13 “Accident Investigation”

. JAA JAR-OPS “Accident Handling — Airline”
& Foreign Carrier Act (USA)

' NTSB (Family Assistance Act for USA based Airlines and Airlines

from other countries operating into USA)

¢ IATA — ERPWG, Naming Convention for Emergency Plans

" IATA Ground Handling Agreement (How to Order)

- IATA Airport Handling Manual 2004 — Chapter: Emergency
Procedures

o IOSA (IATA Operational Safety Audit Requirements)

d ICAO Airport Services Manual, Part 1 Rescue Fire Fighting, Part 5
Removal of Disabled Aircraft, Part 7 Airport Emergency Planning

o ICAQO Circular on Guidance to Support Victims of Aircraft Accidents

» Federal Family Assistance Plan for Activation Disasters (2000)

. PIA Safety Management System Manual
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1.7 COMPOSITION OF EMERGENCY RESPONSE TEAMS

ERC Team

Field Team

Special / Family Assistance Team
Station Team

waall ol

1.7.1 ERC TEAM

Stays at Airline Emergency Response Centre and provides support to the Field
Team, Station Nearest, Special / Family Assistance Teams and to Accident
investigation activities. This team exercises the central command for the overall
coordination of external and internal information, communication, and response
at all locations.

1.7.2 FIELD TEAM

Proceeds into activity of the accident site or station nearest, to provide support to
the station, liaison with agencies, and represent the company at the accident site,
Airport Emergency Operation Centre (EOC managed by PCAA) and Family
Assistance Centres.

1.7.3 STATION TEAM

Stays at the stations to coordinate with the ERC team at Head Office and to
execute specific responsibilities related to uninjured passengers, relatives and
other family assistance matters, including transportation, boarding, food and
return of personal belongings. Providing full support to Field Team also falls in
the purview of Station Team’s functions.

1.7.4. SPECIAL / FAMILY ASSISTANCE TEAM
Special / Family Assistance Teams deal with the inquiries from public, survivors

and their families, develop official passenger manifest and coordinates with the
Next of Kin notification or immediate family (Next of Kin) member.
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1.8 Organizational Structure — ERP

( Chairman & CEO ]

!

Emergency Director
SVP Coordination

V

Deputy General Manager
Emergency Response Planning

!

Manager Family Assistance

{

[ Asstt. Manager Family Assistance )

!

[ Sr. Emergency Response Planning Officer

¥

( Emergency Response Planning Officer i

1.9 TRAINING & EXERCISES

1.9.1 TRAINING

Team Members and Volunteers should go through the training courses in their
specific areas. Emergency Response Planning Section will arrange the training
courses and refreshers for ERC Team, Field Teams and Volunteers.
Departmental Heads should ensure the participation of their team members in
these courses. Area / Station Heads should arrange the training of their staff in
required ERP / Family Assistance Courses in coordination with ERP Section.
Sample Form for recording the details is given at Form ERP-42 of Chapter 8.

1.9.2 EXERCISES

Training & Testing exercises / drills for ERC Team, Field Teams and Volunteers
will be organized at Head Office by the ERP Section. A full scale exercise will
also be conducted after two years besides exercises of different units.
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Different departments and stations will conduct periodical in-house exercise in
coordination with ERP.

After the exercises and actual events, “de-briefing sessions” will be conducted to
discuss the plus points and shortcomings. Preventive actions suggested In the
result of these sessions shall be communicated to the concerned activity heads,
and implementation will be followed up accordingly by each department. Sample
Form for recording the details is given at Form ERP-43 of Chapter 8.

110 EMERGENCY RESPONSE MANUAL (ERM)

No Airline is immune to an accident. With a good proven response plan, the
airline has an excellent chance to negate some of the negative aspects of the
accident. Pakistan International Airlines is proud to provide safe and comfortable
air transportation. In the event of an aircraft accident, assurance of welfare to our
passengers and crew members requires us to take prompt and effective actions.

This Emergency Response Manual shall enable us to respond immediately and
effectively to a PIA aircraft accident or incident. The manual is designed to
provide guidance for PIA Emergency Response Team Members to mobilize and
action to the highest level in order to fulfill our responsibilities as an airline.

Our Emergency Response Teams consist of PIA employees from several
departments, which are led by the Emergency Director.

This manual is a part of the PIA Emergency Response Plan and is designed to
assist PIA and Ground Handling Agency staff in the handling of an aircraft
accident or high profile incident.

The objective of the Emergency Response Manual (ERM) is to:

« Introduce the Emergency Response Team Members to the PIA
Emergency Response Plan (ERP).

= Enable Emergency Team Members to react effectively to an Emergency
Team mobilization in order to:

= Ensure Passenger and Crew Welfare

» Protect Passenger and Crew Members Property
= Protect PIA Property

* Ensure Good Image of PIA

A copy of the ERM is assigned to each Emergency Team Member of the PIA
Emergency Response Organization.
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The manual is designed to enable every Team Member to begin work in his
particular function, start liaison with other employees within PIA and with
Agencies outside PIA.

The ERM contains checklists for specific functions, which are assigned
to PIA Employees, as well as Managers of Ground Handling Agencies. It is
essential that an Alternate person be assigned to every Team Member position
and that the Alternate is able to fully perform the function in the absence of the
Primary Team Member.

At PIA Line Stations, our Station Heads with their staff will immediately respond,
to fulfill our local responsibilities at the Station Nearest to the Accident Site, and
the Departure and Arrival Stations. At Stations, where services are provided by
one of our Ground Handling Agents, initial response will be performed by local
Ground Handling Agency staff until relieved by our Field Team.

PIA employees, who are not on the Emergency Response Teams, can contribute
to meeting our responsibilities as an airline, by ensuring uninterrupted normal
operation in all areas of the company.

With combined efforts of all of us, we shall meet our responsibilities and continue
to demonstrate our dedication to safety and welfare of our passengers and
employees.

1.11 MANUAL PURPOSE

Purpose of this manual is to describe preparation and operating procedures of
the PIA ERP. when responding to a PIA (or other airline) E&A or other related
crisis.

1.12 REVISIONS
Revisions will be distributed as complete new documents. Individual revision
pages will not be issued.

Amended, deleted text will be indicated in the latest revision by a vertical bar to
the right hand side of the general area where orevious text has been changed.
All vertical bars from previous revisions will be removed in the latest revision

Readers noting factual, syntax and typographical errors are requested to advise
manual owner accordingly.

Suggestions for improvement of this document will be gratefully received by the
manual owner. Please forward any such suggestions to erm@piac.com.pk
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1.13 EMERGENCY RESPONSE CENTRE (ERC)
* Interim Emergency Response Centre (Simulator Building)

Presently, Interim Emergency Response Centre is functioning from
Simulator Building PIA Training Center, Karachi. It had been provided with
required Operational Room, Emergency Call Centre, IT Support,
Televisions for News Channels, Multimedia Projector, Fax Machines,
White Board, World Map, Google Earth, Communication Facilities and
Emergency Kits etc.

* Proposed Emergency Response Centre (Flight Operations Building)
A fully equipped state of the art Emergency Response Centre is being
established at PIA Flight Operation Building, Karachi. Layout of the
Proposed Emergency Response Centre is attached.

1.14 SPECIAL ASSISTANCE TEAM CENTRE (SAT CENTRE)

Special Assistance Team Centre mainly comprise two parts: Telephone Enquiry
Centre and Family Assistance & Support Team / Volunteer Centre. Presently,
Emirates Emergency Call Centre in conjunction with the PIA Contact Centre will
serve the purpose of Telephone Enquiry Centre, and Volunteers will be gathered
at PIA Training Centre. PIA Emergency Call Centre is being established at ERC
in two phases i.e. 20 seats in the year 2006 and additional 30 seats in the year
2007.

115 EXTERNAL / MUTUAL SUPPORT AGREEMENTS

Different organizations and teams also provide emergency response support at
various stations and these should be the part of Station Emergency Plans. PIA
has also entered into following agreements:

3 Use of Emirates Emergency Call Centre by PIA. Through this agreement
Emirates will activate its Emergency Call Centre to meet the PIA Accident.

% Mutual Cooperation & Support Agreement. This agreement will facilitate PIA
to utilize Emirates Resources at Dubai, Sharjah, Abu Dhabi & Muscat. In
return, PIA will render its services at Karachi, Lahore, Islamabad and
Peshawar to assist Emirates in case of an aircraft accident to Emirates
Aircraft.

3 Use of Post Crash Services of Blake Emergency Services, UK. These
services include Advise and assistance in regards with Care Teams, Victim
Identification, Property, Mental Health and coordination with appropriate
local authorities in different parts of the world particularly the West.

Level of their activation will be determined by ERC at the hour of need.

Controlled Document — Do not reproduce without permission



|

()}
Q
> 1~
O O
€ S
Tl S 2
elna
Ql ol 0 2
Ol o = 0o
| T O
Ol W w
w
%)
pd
@)
%
o
ul
O | x
e >
O O
Ak
8 |
= [0
e | =
£ | &
<
o

@v lA
Pakistan International

Emergency Response
Manual

PROPOSED LAYOUT OF
PIA EMERGENCY RESPONSE CENTER (ERC)
AT FLIGHT OPERATIONS BUILDING, KARACHI

1.16

CALL CENTER

Tl

ERP/ ERC PROFOSED SFPACE PLAN
PIA HEAD OFFICE

Do not reproduce without permission

Controlled Document —



Chapter 2

@P] A Alarm & Mobilization

(ERP/ERM/02/07) Page 1
Emergency Response CONTENTE Edition 02/Rev 00
Manual K February 2007

2. Alarm & Mobilization

2.7 Callout Process 02
2.2  Categories of Accidents & Incidents 02
2.3  Classification of E&A — “A” or “B” 02
2.4  Situation Room (Karachi) Checklist 04
2.5 Initiating Emergency Sequence from PIA Contact Centre 06
2.6 Inbound Calls from Relatives of Passengers at PIA Contact Centre 06
2.7  Inbound Calls from ERC Field Teams at Various Locations 07
2.8  PIA E&A — Callout Flow 08

Controlled Document — Do not reproduce without permission




%Pl Alarm & Mobilization ~ |Cheperz |

(ERP/ERM/02/07) Eu‘
Emergency Response Edition 02/Rev 00
Manual CALLOUT PROCESS

- =

February 2007 |
21  CALLOUT PROCESS

On receipt of the emergency notification, Situation Room Manager will classify
situation as Category “A” or Category “B” requiring the appropriate response.

The initial category assessment will be made by the Situation Room.
2.2 CATEGORIES OF ACCIDENTS & INCIDENTS

This manual is primarily applicable to accidents or incidents that occur while the
aircraft is “In operation” (ICAO Term).

“In Operation”

Means: "The period of time during which a crew member or passenger, boards
aircraft with intention of flight, until such time as all persons have disembarked”.

Accidents and Incidents falling within "In Operation" are considered Aircraft
Accidents or Incidents respectively.

Accidents falling outside this definition are considered Ground Accidents.

To facilitate appropriate alarm and response procedures within PIA, a
categorization system for accidents and incidents have been adopted.

Checklists for all Emergency Team Members, Stations and Ground Handling
Agencies are applicable to both for Category "A" or Category "B" type of
response.

2.3  CLASSIFICATION OF EMERGENCIES & ACCIDENTS - “A” OR “B”
Category “A”

An aircraft accident resulting in Fatal and / or Serious Injury to one or several
Passengers and / or Crew Members, and / or resulting in substantial damage to
the Aircraft and / or Property (Company and Third Party) is classified a Category
"A" Accident.

a. Major Aircraft Accident
b. Missing Aircraft (Fuel Exhausted)
G Hijacking
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Category A will require full and immediate activation of PIA “Emergency
Response Plan.”

Category “B”

Airborne Emergency or High Profile Incident. Any type of emergency condition
while Airborne or on Ground in which Assistance or Guidance to Flight Crew
become necessary, such as:

a. Aircraft accident (other than a major aircraft accident or missing aircraft)

b. Bomb Threat

G. E&A to Mutual, Code Share or Charter airlines

d. Ground Accidents: A major ground accident that results in substantial
damage to company property or life or serious injury to personnel caused
by disaster, fire, explosion or mishap, jet blast damage or injury

e. Public Health Emergencies

The initial cateqory assessment will be made by Situation Room

On receipt of an emergency notification, Situation Room will classify
emergency, depending upon situation as:

“Category A” will entail a full and immediate emergency response by PIA,
or

“Category B”, will require assessment prior to the level of emergency response
to be decided. Emergency Director is informed, who in consultation with
Chairman / Key SVPs will decide the level of ERC activities.

Emergency Director may decide in consultation with key SVPs to mobilize
Emergency Response Teams for other potentially serious or high profile
incidents, especially where Welfare of Passengers and Crew Members are to be
ensured (Hotels, transportation after an unscheduled landing etc). Also, where
potentially the Company Image, News Media Relations and Legal Protection of
PIA may become an issue, and need to be protected.

Accordingly, level of the ERP activation for ground accidents or other
emergencies will also be decided by the Emergency Director.
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2.4

SITUATION ROOM (KARACHI) CHECKLIST

On getting accident information, Situation Room Manager will categorize
the accident or emergency into Category “A” or Category “B” as described
in point 2.3.

If time permits, check authenticity of the accident message.

Activate following emergency notification procedure:

&1

5.2

G

3.4

3.4

3.6

3.7

On getting Aircraft Accident Category “A” PIA Situation Room
Manager (by using his phone 9242339) will dial PIA Contact
Centre on 924 2323 or 111-786 -786 or 3464 asking to connect
Duty Officer and will request him to notify all ERP Team Members.

Situation Room Manager will ask Operations Control Manager to
IMMEDIATELY send an e-mail about the accident to Contact
Centre Address khircpk@piac.com.pKk.

Duty Officer PIA Contact Centre will verify and authenticate by
calling back on 9242339 or 4674972 or 4673961,

In case of a Category “A” Accident Situation Room Manager will
ask Station Controller to immediately lockout the Manifest of the
accident flight. In case of Category “B” Accident Situation Room
Manager will first consult Emergency Director. Once the Manifest is
locked, ERC will be able to open the Flight Manifest and will
forward it to departure station for verification task.

Situation Room Manager will also telephone Duty Communication
Officer PIA Exchange on 4444 or 3333 for notifying Key Team
Members as per available list.

Activate relevant checklists to ensure that relevant emergency
services / agencies are notified of the accident.

Inform personally in the following order:
Emergency Director / SVP Coordination 0300-8228250
SVP Flight Operations ....................... 0300-2009045
SVP Engineering ............ocoooiiinnns 0300-8242337
SVP Flight Services.............ccovennnn . 0300-8226241
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* SVP Flight Safety & HSE................... 0300-2138183
= GM Central Control........................... 0300-8231270
ol €11 et L S 0300-8278287

* Any other relevant executive / person

Calls from the family members of crash involving all Twin Otter, ATR or B-
737 Flights and Airbus Domestic Flights will be handled locally by PIA
Contact Centre. For rest of the aircraft, Situation Room Manager will seek
clearance of Emergency Director from 0300-8228250 (Alternatively: SVP
IT 0300-8275473 / DGM ERP 0301-8255545) and will call Emirates 24
hours Operations Call Centre on 00-971-4 220 0100 or 00-971-4 220-
0222 or Mobile 00-971-50 6244781 for activation of Emirates
Emergency Call Centre. If within 15 minutes no one could be contacted he
will directly send the message to Emirates.

Once approved as 4 above, Situation Room Manager will also ask
Operations Control Manager to IMMEDIATELY send SITA Message on
DXBOMEK & DXBUAEK and e-mail on SMNC1@emirates.com &
eccmanager@emirates.com with a copy to erm@piac.com.pk containing
the message “A PIA AIRCRAFT (TYPE. . . . .. ) PK- - - - - HAS MET AN
EMERGENCY. PLEASE ACTIVATE EMIRATES EMERGENCY CALL
CENTRE FOR PIA SUPPORT".

Obtain update of the emergency situation. Consider maintaining an open
line to emergency location.

Emergency Response Centre (ERC) will start functioning within 30
minutes of the notification. Till such time, Situation Room will continue
coordinating the accident related activities.

In case of an accident of Category “B”, the Situation Room Manager will
consult with Emergency Director / SVP Coordination and other concerned
SVPs, to decide the level of activation of ERP.
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2.5 INITIATING EMERGENCY SEQUENCE FROM PIA CONTACT CENTRE
| No Action Time |
1. | On getting Category “A” Accident information from Situation ‘
Room Manager's Phone 9242339, Duty Officer PIA Contact
Centre will verify and authenticate, by means of calling back on \
9242339 or 4674972 or 4673961. |
2. | Duty Officer Contact Centre will check the e-mail sent by
Situation Room Manager on khircpk@piac.com.pk
3. | Duty Officer Contact Centre will then inform System
Administrator. Sequence can be initiated by sending SMS to
server, call to server and by using web interface.
4. | Administrator will initiate calls / SMS to Emergency Response
| Team/FAST Volunteers as defined in ERC document list,
5. | In case first priority personnel in any category is not available,
second / next priority lists will be informed accordingly.
6. | Calls from the family members of crash involving all Twin Otter,
ATR or B-737 Flights and Airbus Domestic Flights will be
handled locally by PIA Contact Centre. For rest of the aircraft,
Management will take the decision if the Emirates Call Centre is
to be utilized.
7. | Duty Officer PIA Contact Centre will inform Contact Centre
agents of emergency and designated agents will immediately
| login to ERC profile. B
8. | System Administrator will also activate Call Diversion Facility
enabling Contact Centre agents to divert the Calls to Emirates
Call Centre.
2.6 INBOUND CALLS FROM RELATIVES OF PASSENGERS AT PIA
7 CONTACT CENTRE - 7
No Action Time |
1. | Next of Kin / Relatives of Customer Pax / Crew Calls at
designated number +9221-111-786-786.
2. | Calls will be received by general category of call center agents.
3. | Agent console will be activated for call diversion.
4. | Calls will be diverted to Emirates ERC.
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2.7

INBOUND CALLS FROM ERC FIELD TEAMS AT VARIOUS LOCATIONS

No.

Action

Time

i

For giving updates from Field, SRC, Hotels, Hospitals etc.,
ERP / Volunteers Team calls designated numbers +9221-
9242229 & +9221-9242352, +9221-9242284, +9221-9242360,
+0221-9242358.

Calls will be diverted to designated agents.

Designated agents will update individual passenger records
with latest information and send this information to Emirates
ERC via email / fax and where necessary via phone.

Alternatively, such calls can be diverted to Emirates ERC.
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2.8 PIA E&A — CALLOUT FLOW

4 Media/ Press

{ Automated Emergency Callout System (IVR)J[

v v i ‘ L v v

FAST TEAM FIELD TEAM EMERGENCY ERC TEAM CHAIRMAN CEO | SVPs EMIRATES
DIRECTOR CALL CENTRE
A
Volunteers to assemble at ALL MEMBERS
PIA TRAINING CENTRE REPORT
TO ERC CENTRE
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3.1 CHAIRMAN & CEO

1. Inform major government functionaries such as Minister of Defence,
Secretary of Defence, Director General CAA, and Minister of Information and
whenever required, keep them informed of various actions being coordinated
at Head Office / Field station for this purpose.

2. Ensure that ERC is fully functional at Head Office immediately on the receipt
of news of aircraft accident / crash, and ensure that ERC team members
nominated for this purpose are available in the ERC and performing their
functions for damage recovery, passenger assistance, family assistance, and
are taking necessary decisions pertaining to Family Assistance Team. and
Field Team.

3. Visit ERC (if required initially) to ensure that planned actions as per ERP are
in place and coordination between various departments is smooth, fast and
efficient. During this first visit analyze the incident in consultation with other
SVPs / Key Heads and formulate a strategy to mitigate the consequences of
the incident.

4. Ensure availability at Head Office or at location nearest to site of aircraft
accident / crash if required.

5. You are keep in hearing updates from Emergency Director and other
operational SVPs (Flight Operations, Flight Services, Information Technology,
Engineering, Human Resource & Administration, Marketing, Flight Safety &
HSE) of actions being taken at Head Office, as well as at field level.

6. Advice all concerned for ensuring the conformity of all actions to established
coordination function. PCAA as well as IATA / IOSA instructions in this
respect.

7. A press release cleared by Chairman & CEO will be issued by Emergency
Director / General Manager Public Relations within one hour of the fatal
accident.

8. The first press conference within three hour of a fatal accident will be held by
Chairman & CEO. Emergency Director, SVP Flight Operations & SVP
Engineering would also be present during the first press conference.

9. All subsequent press release issued by G. M. Public Relations will require
clearance by Chairman & CEO in consultation with Emergency Director.

10. Obtain regular briefings from Emergency Director on the situation, as well as
other SVPs (Flight Operations, Flight Services, Information Technology,
Engineering, Human Resource & Administration, Marketing, Flight Safety &

Controlled Document — Do not reproduce without permission




7. Responsibilities of Senior Executives | Chapter 3
<BPIA :

(ERP/ERII/02/07) Page 3

Pakistan International

Emergency Response CHAIRMAN & CEO Edition 02/Rev 00
Manual February 2007

HSE) and ensure that decisions taken by Emergency Director are being fully
implemented.

11.Ensure all SVPs of the organization, in particular of operational units, such as
SVP Flight Operations, SVP IT / Communication, SVP Engineering and
Maintenance are functioning normally, performing day to day responsibility
with minimum disruption, and giving directions to any of the non-operational
departments to provide, if required, support to emergency operations.

12.Use good offices to facilitate work of ERC and recovery action by coordinating
with top government functionaries such as Ministry of Defence, Ministry of
Information, Ministry of Interior, Ministry of Foreign Affairs, Head of Foreign
Missions, Head of Respective Armed Forces viz. Pakistan Army, Pakistan Air
Force and Pakistan Navy for recovery of aircraft passengers / crew and / or
sending human remains from foreign country to Pakistan, as well as visas of
GO team, Family Assistance and volunteers (if there is a requirement to send
them out of Pakistan).

13.Ensure that Finance Department makes available sufficient funds for ERC
teams and prompt payments to the families of victims or to the injured
passenger at domestic / international stations, in accordance with IATA /
PCAA, ICAO & IOSA requirement, as well as requirement of Montreal &
Chicago Convention.

14.Visit deceased Crew Members’ houses and hospitals where crew are being
treated.

15.Where appropriate, visit deceased passengers houses and hospitals where
passengers are being treated.

16. Attend the Duaiya Gathering (Prayers) in Head Office.

17. Ensure that Condolence Letters to Families & Victims are issued with the
signatures of Chairman & CEO (Specimen at Appendix “A” to Chapter 3).

Controlled Document — Do not reproduce without permission




1p1 P lA Responsibilities of Senior Executives | Chapter 3
‘@‘ Pakistan International (ERP/ERM/02/07) Page 4

Emergency Response DEPUTY MANAGING DIRECTOR Edition 02/Rev 00 1
Manual February 2007 |

3.2 DEPUTY MANAGING DIRECTOR

1. While the Chairman & CEO will be busy in handling the Emergency &
Accident (E&A) situation, DMD has to ensure that normal operations runs
smoothly.

2. If the Chairman & CEO is not available / out of station, DMD will confer
with the Chairman & CEO on phone and will carry out the necessary parts
of Chairman & CEQ’s Checklist as advised.
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3.3
1.

0,

11

1.

SVP INFORMATION TECHNOLOGY
Ensure that IT departmental reps have joined their duties at ERC.

Ensure that Emergency Notification has been given to all required team
members and volunteers.

Ensure that sufficient number of personnel and workstations are available at
Call Centre and calls from Family members of the Victims and other callers
are being efficiently received and responded.

Ensure that Toll Free (0800........ ) and Toll paid numbers........ have been
activated.

Ensure that Communication with IT is effectively operational.

Ensure that Passengers / Crew data have been received from the station of
departure.

Confirm to secure / lock-out of Passenger Record and manifest in
coordination with Passenger Service.

Ensure that Contact Centre has established all IT / Communication Links with
Emirates Call Centre and call diversions are being done satisfactorily. While
authorizing PIA Contact Centre for the activation of Emirates Call Centre,
keep in mind that calls from the family members of crash involving all Twin
Otter, ATR or B-737 Flights and Airbus Domestic Flights can be handled
locally by PIA Contact Centre. For rest of the aircraft, if deemed appropriate
authorize Duty Officer Contact Centre to call Emirates 24 hours Operations
Call Centre on 00-971-4 220 0100 or 00-971-4 220-0222 or Mobile 00-971-
50 6244781 for activation of Emirates Emergency Call Centre.

. Ensure that all required Phone Numbers have been made operational at

Contact Centre and ERC.

Periodically ensure the serviceability of all IT Systems and Communication
Lines of ERC.

Ensure that Live Log System is efficiently being maintained and Periodical
information given by Emergency Director is being updated on the PIA
Website quickly.

Ensure that ERC has required I.T. support.
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3.4 SVP SALES

1. Work as Special Assistance Team Director with the help of General
Manager Reservation Planning, General Manager Airport Services,
General Manager Computer Services, General Manager Welfare,
Deputy General Manager Customer Relations, Manager Family
Assistance and FAST Volunteers Groups.

2. Ensure that self and GM Reservation Planning proceed to Emergency
Response Centre.

3 Ensure that Next of Kin / relatives of victims and members of Go Team (as
required) are provided with the space on PIA Plane / travel faclilities
to the accident site.

4. Ensure that departmental reps join their duties at ERC and Field / Go
team.

59 Maintain normal operations by giving necessary instructions to all
Marketing stations on the network.

6. Ensure activation of Special / Family Support Centres at the station of
departure and arrival, or any other required place.

i. Arrange issuance of tickets and transportation for victims and their

families at the required locations, & for the Go Team (as required).
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3.5 SVP HUMAN RESOURCES & ADMINISTRATION
1. Ensure that H.R. & Admin. and Legal ERC / Field Team members have

joined their duties.

Ensure that Industrial Relations Section is advised to procure required
number of coffins and boxes etc. (if necessary).

Security be posted at Emergency Response Centre, Family Assistance
Centre(s), to check any unauthorized entry, and also to prevent
overcrowding at these locations.

If accident is within Pakistan’s territory, arrange PIA Guards and local Police
at the site of crash.

Ask General Manager H.R. to look after the personal affairs of any staff
members who might have been on board.

Ensure that volunteers are released from their departments for ERP duties
(issue a memorandum via e-mail / fax).

Ensure that Passport and other documents are being sent on time to the
respective stations for necessary action.

Visit deceased Crew Members’ houses and hospitals where crew are being
treated (as appropriate).

Where appropriate, visit deceased passengers houses and hospitals where
passengers are being treated (as appropriate).

10.Arrange a Duaiya Gathering (Prayers) in Head Office and fix the timings and

(o

date in consultation with Chairman & CEO.

.Provide the required human resource.

12. Also mobilize Scouts.
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3.6 SVP ENGINEERING

1. Ensuring that divisional representatives have joined their duties at ERC and
Field Team.

2. Maintaining close coordination with the Engineering Home Base Team.

3. Ensuring the arrangements for disable aircraft recovery through all available
resources.

4. Ensuring close Coordination with the manufacturer of the aircraft about the
accident through the manufacturer’s representative.

5. Ensuring that all concerned documents of the aircraft involved in the
accident have been secured.

6. Ensuring availability of one standby aircraft, if required to operate relief
flight.

7. Ensuring that all maintenance personnel continue working normal so that no
disruption to other services takes place.

8. Visiting the bereaved families and hospitals of Engineering personnel, on
board the unfortunate aircraft and extending support through Family
Assistance Team Members.

9. Ensuring provision of resources regarding the Maintenance Investigation
and Recovery Kits.

10.Notifying any changes in the names and contacts of team members
representing Engineering in ERP to SVP Coordination / SVP IT, whenever
such changes occur due to transfer or attrition.

11.Sit with Chairman & CEO during his Press Conference. If you are going to

accident site detail any Chief Engineer for this purpose.
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3.7 SVP FLIGHT SAFETY & HSE

1. SVP Flight Safety & HSE will lead PIA activities related to accident
investigation, and coordinate matters on official investigation by President
SIB, CAA Pakistan and with Foreign Civil Aviation / Investigation Agencies.

2. Proceed to ERC.

3. Activate PIA Accident Investigation Support Team

4 Confirm that all documents pertinent to the accident have been obtained
and secured.

5. Inform DG-CAA, if not already informed.

6 Confirm that SIB and relevant Civil Aviation Authorities have been notified
as per procedure.

7. Keep a liaison with CAA, SIB and other relevant Civil Aviation Authorities.
8. Coordinate investigation as per SMS manual.
9. Liaise with Chairman & Emergency Director.

10.Brief Chief Executive about initial findings and immediate remedial action,
and on relevant safety and investigation issues / process.

11.Confirm and follow-up the DFDR, CVR, QAR recovery / removal and further
relevant procedures.

12.As per situation, proceed to Accident Site and lead the PIA Investigation
Support Team.

13.Prepare a preliminary report suggesting immediate remedial measures.
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3.8 SVP FLIGHT OPERATIONS

g,

Inform Chairman & CEO immediately on receipt of confirmed and
authenticated information.

. Ensure that Flight Operations’ departmental reps have joined their duties

at ERC and Field Team.
Inform Crew representatives.

Proceed to Emergency Response Centre (ERC) or direct a senior
representative of Flight Operations to do so.

Obtain immediately the authenticated list of Flight Crew involved in the
accident.

. Direct Cockpit Crew Members of Family Assistance team to convey sad

news of the accident to the bereaved families.

Coordinate with Director Administration for advising concerned Industrial
Relations personnel to procure required number of coffins and boxes for
crew involved in the accident.

Coordinate with Chairman - PIA and Director General — CAA, foreign
regulatory body and Government authorities, for operating relief flight to
the place of accident, if required.

Coordinate the arrangements to facilitate the crew during investigation.

10. Confirm if written statement of the crew have been obtained.
11.Liaise with SVP Flight Safety & HSE in initiating investigational process

and other technical matters related to the aircraft accident.

12.Mobilize PIA Passport and Visa Section in arranging necessary visas for

the Field Team.

13.Ensure that normal PIA operations are maintained.
14.Sit with Chairman & CEO during his Press Conference. If you are going to

accident site detail some one for this purpose.

15.Write condolence letters to families of crew members.

16. Visit houses / hospitals of affected crew (victims).

Controlled Document — Do not reproduce without permission




l

aof P lA Responsibilities of Senior Executives | Chapter 3
%5 (ERP/ERM/02/07) Page 11

Pakistan International

1

L

Emergency Response SVP FLIGHT SERVICES Edition D2iRey 00
Manual February 2007

3.9 SVP FLIGHT SERVICES

1. Ensure that the Departmental Representatives have been released
from the department and joined their duties at ERC and Field / Go
team.

2. To visit the ERC and ensure support from Flight Services & Passenger
Services Divisions.

Liaise with Emergency Director.
4. Ensure that Passenger and Crew Data have been received.

5. Ensure that Passenger Record & Manifest have been secured / locked
out in coordination with IT.

6. Ensure Assistance of Flight Services & Passenger Services Support
for Family Assistance Teams.

7. Maintain normal operations by giving necessary instructions to all
bases on the network.

8. Ensure normal / smooth operation so that no disruption to other
services takes place.

9. Obtain immediately the authenticated list of Cabin Crew involved in the
aircraft accident and extend support to them through FAST Members.

10.Visit deceased crew member houses and also hospitals where crews
are being treated.

11.Write condolence letters to families of crew members.
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Dated:

Dear Family Members of

I was deeply grieved on the sudden and sad demise of Mr./
Mrs. our valued passenger in a plane crash at
Please accept my most sincere condolences.

We at PIA share your moment of grief and pray to Almighty Allah to give you
strength and fortitude to bear this irreparable loss. There is no doubt that your
whole family and friends will miss him at every step of the way.

With renewed expressions of sorrow and sympathy, we hope that the fond
memories of Mr./ Mrs. will give comfort to you.

PIA Team Members have been advised to extend full assistance to the bereaved
families. If there is anything that | can do, please do not hesitate to call me or our
SVP Coordination on telephone number +9221-4674216 or +9221-4674890.

Chairman & CEO

Family Members of

CHS/ /
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4.1 EMERGENCY RESPONSE CENTRE (ERC)

The Emergency Response Centre (ERC) will serve as the central
command post for the overall coordination of external and internal
information, communication, response, and all relevant decisions. The
ERC is located at the Simulator building, PIA Training Centre, Karachi,
Pakistan:

1. First on arrival of ERC, members are to commence the organization
and setup of the centre as per the ERC LAYOUT INSTRUCTIONS.
Once setup is complete ensure all phones, faxes, computers,
televisions, and other equipment are on line and ready for use within
30 minutes.

2. Once ERC is setup, if the Emergency Response Planning (ERP)
Manager has not yet arrived, please continue with the ERC Quick
Start Up Checklist. If completed, please continue with duties specific
to you, under your assigned ERC responsibilities in this section.

3. The ERC Quick Start Up Checklist includes duties that must be
carried out immediately upon notification. It is the responsibility of all
ERC members to ensure that the duties are carried out when they
arrive at the ERC. The Emergency Director is in charge and
responsible for the PIA response to the emergency, including:

e Activation and management of ERC

e Coordinating the efforts of various departments

e Orchestration and timing of efforts - when to do what
o The only source where you would give information

Departments should not work autonomously - or between each other
without first going through the Emergency Response Centre.

Edition 02/Rev 00

NOTE:

It is the responsibility of each ERC Member concern that his all contact information is
communicated to ERC. Whenever any change takes place ERP record should be updated
accordingly. If and when an ERC member is not able to fulfil his / her responsibilities either
temporarily or permanently, they will be obligated to update their information on the ERP
Database inform the EMERGENCY RESPONSE PLANNING SECTION by email
erm@piac.com.pk or phone numbers 92-21-4674890, 92-21-4674394 or 92-21-4674376, 92-21-
4674862.

As members of the ERC team, your responsibilities are very demanding in a very stressful
situation. Therefore, it is vital to monitor your personal health and effectiveness throughout the

emergency and recognize the need for personal relief / breaks, and adherence to a shift
schedule.
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4.2

OBJECTIVES OF THE ERC

To provide the physical infrastructure, a team of trained personnel,
relevant plans, procedures and checklists etc., enable the Emergency
Director to:

a. Make the correct E&A response decisions based upon:

. Best available information at the time concerning E&A
situation, and

il. Up to date information on available PIA and other
resources, used in E&A response

b. Translate these decisions into expeditious directions to all
relevant PIA E&A response teams.

c. Provide follow-up and support for the E&A response teams.

d. Based on feedback, continue to make the correct decisions, and
issue appropriate direction, related to the developing E&A
situation. ERC Report Form is available at Appendix ‘C" of
Chapter 5.

e. Be able to mitigate the consequences resulting from the E&A.

The PIA emergency handling philosophy is based upon a response-driven
approach, as there are far too many unforeseeable and possible E&A
scenarios for the airline to prepare specific plans for specific scenarios.

As such, it is the duty of every person involved with Emergency Response
to be fully conversant with the principles and practices of all relevant PIA
Emergency Response Plans, as detailed in the ERM (Emergency
Response Manual).

Accordingly, ERC personnel should have the appropriate mindset to
enable them to quickly adapt to developing circumstances, as no two
crises are the same.

The information in this Manual is intended to provide all ERC personnel
with the framework to be flexible in chactic and ever changing situations,
yet still be able to maintain the required direction, function, and output.
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4.3 EMERGENCY DIRECTOR (ED)
Report to: (For E&A purposes) Chairman & CEO
4.3.1 Main Purpose of Job:

Responsible to the Chairman & CEO for overall ERC functions
(Command, Control, Coordination and Communication)  during an
emergency, with the ultimate goal of achieving successful conclusions,
with respect to Humanitarian, Media, Operational and Corporate issues.
He will manage and maintain the Emergency Response Planning Section
during the normal days for ensuring the effective actions at the hour of
need.

4.3.2 Responsible for: Activation of ERC
All ERP section personnel
All other ERC personnel (as delegated)
All Home Team and Field teams (as delegated)
All Country / Area / Station E&A Teams
All other PIA Emergency response teams.
All other (third party teams to the extent
permitted by the HQ of the organisations of
such teams)

4.3.3 Responsibilities:

¢ Maintain a state of personal readiness for possible activation of the
ERC.

o Attain and retain a full working knowledge of ERM.

e Be contactable at all times, especially by mobile phone.

o Make alternative “contact ability” arrangements if in a location where
mobile phone signals might be deliberately blocked.

e Ensure that any batteries associated with personal contact
equipment always have sufficient charge for the purpose.

e Remain within 60 minutes maximum normal travelling time of ERC.
This must account for traffic conditions in Karachi, at different times
of the year / day.

o If activated, report to ERC as quickly as safely and legally possible.

e On arrival at ERC during E&A, take over the charge of running the
overall Emergency response.
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Report to: SVP (Coordination) /Emergency Director

4.41 Responsible for:

The ERP Manager (Deputy General Manager) assigns the task of day to
day administration of the ERC itself, and of the team of Emergency
Response Planning.

To assist Emergency Director in E&A roles and responsibilities.

In the event of an accident, perform according to the Emergency
Response Checklist.

Maintaining and Updating PIA Emergency Response Manual
(ERM).

Maintaining the PIA Emergency Response Plan (ERP).

Overall coordination of the development and maintenance of
Emergency Response Facilities (ERC, SAT-Centre, Family
Assistance Team Meeting Centres).

Planning and coordinating Training Courses.

Coordinating Refresher Courses for ERP and SAT Team Members.
Attendance at Industry Conferences and Training Courses.
Planning and conducting Exercises for ERP, SAT, Stations and
other Team Members.

Coordinate the activity of the study of local / foreign ERPs of
various airports / airlines and incorporating necessary adjustments
in PIA ERP with the designated area ERP officers. Similarly, the
exercises should be coordinated and their lessons be incorporated
for the betterment.

Keep liaison with countries governmental, defence, corporate, and
volunteers resources to make best use of their capabilities.

Work upon updating Emergency Response as per the picture of
airlines safety status and possible week areas given by FS & HSE.
Keep track of other operator’s responses on their accidents.
Coordinating activities between Suppliers and the Airline.
Independent follow-up of all ERP related activities.

Security of ERC, including supervision of ERC.

General maintenance of the room itself i.e. decoration, furniture,
air-conditioning system, clocks etc.

General maintenance and testing of all electronic and similar
equipment - to include telephones, intercom, PCs, TVs, faxes, SITA
printer, printers, whiteboard, scanner etc.
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o Ensuring sufficient stocks of updated telephone lists (hard copy)
available.

e Ensure sufficient stocks of relevant Manuals in ERC.

e Update of all Manuals held in ERC.

e Ensuring the sufficient stationery, batteries, fax and printer toners /
cartridges etc. are always available.

o Handover duties to a suitable alternate when on leave, sick etc.

e Torun the ERC during E&A.

e Study the local airport authorities (foreign airport) ERP and
integrate with PIA ERP.

e Study all ERP of airports on Pakistan, (make adjustments in
additional PIA places). ER Plans and make adjustments for smooth
functioning of ERP at the time of crisis.

4.4.2 Responsibilities:

» Maintain a state of personal readiness for possible activation of the ERC etc

» Be contactable at all times, especially by mobile phone.

¢« Make alternative “contact ability” arrangements, if in a location where mobile
phone signals might be deliberately blocked.

« Ensure that any batteries associated with personal contact equipment always
have sufficient charge for the purpose.

« |If activated, report to ERC as quickly as safely and legally possible.

e« On arrival at ERC during E&A, take over the charge of running the ERC,
under overall direction of the Emergency Director.

Specific

On receipt of an emergency notification by Situation Room as “Category A”, the
Emergency Response Planning Manager entails a full and immediate
emergency response. [n case of “Category B”, will consult the Emergency
director, prior to taking any action.

Notes:

Where an E&A occurs well away from a PIA on line airport, Emergency Manager
is to select a “PIA Station Nearest” to the E&A location, from where initial “local”
coordination of the E&A might be initiated, if appropriate. Note that it is possible
that “Station Nearest” may be many hundreds of miles (or more) away from the
E&A location.
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4.5

_Checklist is to be shared with other members as they arrive.

ERC - QUICK STARTUP CHECKLIST

First arriving person so assigned or Emergency Response Manager will
action this checklist, in addition to following his own checklist. This

- Action Item Time
Obtain ERC main door key from sealed security box outside the ERC
or from Situation Room manager and open up ERC.

Ensure all equipments are switched on.

Test all above telephones for 7funcitionality. For activation of |
International dialling from phone number 9242273, please request
Duty Communication Officer 4020 or 4299

_|and Field Team Members.

Confirm with Contact Centre that all ERC team and field team
members have been contacted. If not, proceed to contact all ERC

Assign  Emergency Dire;cgrht‘(*)ﬁtélephone number 9242232 |
Emergency Response Manager to tel No 4674890

Distribute E&A telephone directories, c.hecklists, log sheets, SITREP |
sheets, ERP Manuals etc - from storage drawers / cupboard.

Switch on all TVs and ensure PTV, GEO, BBC World, and CNN are
showing. Turn volume down to minimum.

Ensure all PCs are operational. Internet connection is established. In
case of any difficulty, contact IT department on telephone No.
4673554, | - -
Ensure inbound and outbound faxes are fully functional and loaded
with paper. Place spares for fax and extra paper at a convenient,
adjacent position.

10

Ensure the printer is fully functional and loaded with paper. Place
spares for printer and extra paper at a convenient, adjacent position.

11.

Ensure SITA machine is fully functional. Place spare for SITA and |
extra paper rolls at convenient, adjacent position.

12,

Ensure multimedia is fully functional and connected to an adjacent
PC.

T

Ensure scanner is fully functional.

14.

Clean off whiteboards if r.equired,‘élgargsufﬁcient whiteboard pens
and whiteboard dusters are available.

15.

Lay out sufficient stationery for the operation.

16.

Ensure that all clocks are functional - and then set to appropriate
times. (PST, UTC, Local time at Departure, Arrival and Accident
stations).

s

In case of any problem contact ERP Manager's Mobile No. 0300-

L

8296242,

SN | F—
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4.6

EMERGENCY DIRECTOR’S CHECKLIST

This checklist is comprehensive, but is to be used as a guide only. Logic,
common sense, expertise, experience, knowledge, skill and other similar
qualities are to be used by the EMERGENCY DIRECTOR to ensure that
all aspects of the crisis are effectively handled i.e., think “outside of the
checklist” where to do so required by circumstances.

Many of the actions required in the checklist are “confirmatory” only, that
they require the EMERGENCY DIRECTOR to keep an eye on the
performance of the ERC teams.

First Hour’s Major Tasks

Action Item Time

Report to ERC and obtain latest E&A brief from ERP Manager,
Situation Room, and Station Head or Station Coordination Room
(SCR]

Brief Chairman and CEO.

Coordinate with Contact Centre 9242323 or 111-786-786 to
authorize the activation of Emirates Call Centre. After 15 minutes of
initial notification, Contact Centre will pass on the information to
Emirates without your authorization even.

Check that activation of all E&A response teams are in progress.

Confirm initial information and check that top management and
support organizations have been notified.

Prepare for issuing the first press release. ldentify company’s
spokesman. Maintain liaison with station teams for issuing press
statement from the station of accident in collaboration with General
Manager Public Affairs.

Ensure that SVP Flight Safety & HSE has notified and maintained
liaison with CAA Pakistan, and has activated PIA Accident
Investigation Team.

Check that SVP Flight Safety & HSE has sent accident report on
the prescribed form to CAA Pakistan.

Arrange the release of Flight Manifest to Departure Station for
verification task from ERC through SITA / email. Also authorize its
release wherever it is essentially required.

10.

Ensure that other tasks are being performed as follows:

a. For E&A, check that airport functions (procedures and
checklists) are being correctly and efficiently performed at
the respective station.

b. ERC, SAT and FAST activation / deployment is progressing
satisfactorily.
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c. Communication is established and maintained with the
Crash Site Team.

d. Communication is established & maintained with all affected
Stations.

e. Communication is established & maintained with relevant
authorities as required.

f. Communication is established & maintained with ERC teams
as required.

g. Communication is established & maintained with Field
teams as required.

14,

If E&A is at an Outstation / away from KHI, reconfirm with Public
Relations and Station Head the arrangements for press release
drafting, approval channels, target timelines for releases, press
conference schedules and locations, spokesperson(s), local PR
agents roles, etc.

2. Ensure that all Online Countries / Areas / Stations, Senior
Management etc. are being regularly updated.

13. Ensure that deceased and injured passengers’ Next of Kin (NOK)
are notified, and family assistance has been provided as per the
plan. o

14. Ensure that PIA crew and staff fatalities are notified to NOK. This
will be an ongoing task.

15. Ensure that PIA crew and staff families / relatives are advised of

) crew / staff status (non fatalities). This will be an ongoing task.

16. For affected US flights, ensure that relevant procedures as

prescribed by NTSB are carried out. -
Second Hour’s Major Tasks
No. Action Item Time

In conjunction with Head Office Public Relations team:

* Re-review media strategy, especially if there are serious
injuries or fatalities.

= Ensure Spokesperson(s) are properly briefed on
developments.

= Continue/reconfirm press release cycle especially for
electronic media.

* Re-review arrangements for first and subsequent Media
Conferences.

= Ensure that CAA and other interested parties e.g. Police,
other government agencies are invited to participate in all
aspects of the media response and vice versa.
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2. Ensure that Emergency Call Centre and Family Assistance Centre
are active.

3 Check that best deployment and use is being made of the PIA
Staff, other relevant staff, and volunteers.

ot Confirm that a satisfactory flow of information is being received
from Police, other Emergency Services, CAA, Hospitals, SCR,
FAC, affected stations, PIA Public Relations etc.

5. If EQA is at an Outstation / away from KHI, ensure:

a. Confirm type and amount of support needed from KHI.
(GO Aircraft/Field Team / Kit).

b. KHI Field Team assembling / obtaining ETD of GO aircraft
from Situation Room.

c. Progress on preparation and loading of GO Kit /
specialized equipment. (i.e. Flight Safety and Medical
Services specialist kit for latter).

d. Check that Customs & Immigration, passes and permits,
briefing etc are being arranged for arrival of Field Team
and GO Kit / Specialist Kit.

e. Ensure that Passport and VISA Section has processed
Visas of all members of the field team.

f. Monitor (and continue to monitor) Field Team activities.

6. Establish policies for flying in victims’ relatives e.g.

a. How many to fly in? (To be decided by the Emergency
Director)

b. Booking and tickets

c. Visas and associated administration (Customs &
Immigration)

d. Meet and Assist (Departure and Arrival)

e. Ground Transport

f. HOTAC (FAC)

g. Allowances

# Establish policies on release of funds to meet the “immediate
economic need” of all Accident flight victims and their families /
relatives, as appropriate. Do this in conjunction with Legal,
Insurance and Finance. 7

8. Confirm the status of DFDR, CVR, QAR recovery and aircraft /
wreckage recovery / removal, as relevant.

9. Ensure that all E&A flight and other associated paperwork is
collected and safeguarded.
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Third Hour’s Major Tasks

Action ltem

Time

Update personal brief for Chairman & CEO.

Updates on the following:

a. Review of total Media strategy

b. Review of status at the Accident Site:
= Search and Rescue / Emergency Response.
= Crew
. Passengers
. Cargo, baggage and mail
. Aircraft & black boxes
. Overall PIA response
. Other

o3 Review of status at all other crisis action sites, Station
Emergency Coordination Room (SECR), Crew Reception
Centres (CRCs), Survivors Reception Centre (SRC), Relatives
and Meeters Centre(A), Hospitals, Mortuaries, FAC (Family
Assistance Centres), FAST teams, Field Team etc.

d. Reconciliation progress especially at E&A
airport/location itself.

e, Requests, if any, from various authorities, embassies,
partner airlines etc.

Ensure that all response teams and centres have put in place a 24
hour roster schedule, including the ERC team.

Re-check with EMERGENCY RESPONSE  PLANNING
MANAGER on the status of DFDR, CVR, QAR recovery and
aircraft / wreckage recovery / removal, as relevant.

Check status of GO Aircraft departure (should be within 3 hours of
initial E&A notification).
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Fourth Hour’s Major Tasks

.

Action ltem

Time

No.[
1. |
|

Updates on the following:

Review of media strategy
Status at the Accident Site:

* Search and Rescue / Emergency Response.
= Crew

* Passengers

* Cargo, baggage and mail

* Aircraft & black boxes

* Overall PIA response

=  Other

Review of status at all other crisis action sites, Station
Emergency Coordination Room (SECR), Crew Reception
Centres (CRCs), Survivors Reception Centre (SRC),
Relatives and Meeters Centre(A), Hospitals, Mortuaries,
FAC (Family Assistance Centres), FAST teams, Field Team
ele.

Reconciliation progress especially at E&A airport / accident
location itself.

2 Check that suitable refreshment (food & beverage), rest and cleaning
arrangements for the ERC are in hand.

Tasks for Subsequent Hours

Time

1. Updates on the following:

Review of media strategy
Status at the Accident Site:

= Search and Rescue / Emergency Response.
* Crew

* Passengers

= Cargo, baggage and mail

* Aircraft & black boxes

* Overall PIA response

=  Other
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* Review of status at all other crisis action sites, Station
Emergency Coordination Room (SECR), Crew Reception
Centres (CRCs), Survivors Reception Centre (SRC),
Relatives and Meeters Centre(A), Hospitals, Mortuaries,
FAC (Family Assistance Centres), FAST teams, Field Team
etc.

* Reconciliation progress especially at E&A airport / accident
location itself.

e [

o, Second + Subsequent Day’s Major Tasks Time
1. Continue briefings to Chairman & CEO. -
2 Review total ESA Media Management strategy.
. Review victim identification and victim / family & relative reconciliation

status.
4. Review all aspects of humanitarian and other assistance offered to

the E&A victims and their families / friends. e
B Review ERC operation (decide when to wind down).
6. Review PIA aspects of Accident Investigation process.
' Review manpower resource allocation, especially deployed utilisation

of Field Team and staff manning of ERC.
8. Review insurance, legal and finance issues with appropriate Heads. )
9. Review cargo (plus baggage and mail) and aircraft salvage and

recovery status.
10. | Review tasks assigned to Departmental Heads.
11. Review identification, recovery and repatriation of "mortal remains'"
12. | Plan for Funeral Memorial services: o

a.  Venue, timings, invitations to participants, etc.
b.  “Minute of Silence”.
c. Visit to E&A site.
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No. Close Down Time
1. When appropriate, initiate close down of various phases of the EQA |
» response. 7 .
2, Ensure smooth handover of responsibility to those PIA and other
parties that will look after the longer term "after events" associated
with the E&A e.g. Legal, Insurance, Finance, etc.
3. After stand-down, ensure:
* All staff deployed at the ERC are debriefed and defused, if
appropriate.
= All such staff take an appropriate number of days off to de-
stress and get back together with their families, especially if
they have been deployed for an extended time.
= Official show of appreciation by the company letter, gathering
cash awards etc.
4. Compile report for submission to Chairman & CEO.
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47 EMERGENCY RESPONSE PLANNING MANAGER’S CHECKLIST

. The primary role of the Emergency Response Planning Manager is to

attain and retain situational awareness (Big Picture) of the E&A, so as
to effectively brief the Emergency Director on the developing crisis,
thus enabling the Emergency Director to make the right decisions at
the right time.

. This "situational awareness" is facilitated by the ERC function of

proactively collecting, organising, screening, preparing and presenting
development information, in a timely and efficient manner, to the
Emergency Response Manager.

. Ensure that all directives, instructions, commands, orders etc, issued

from ERC are logged.

First Hour’s Major Tasks

other relevant Civil Aviation Authorities (if accident is at outstation) as
required, and has activated PIA Accident Investigation Team.

No. Action Item Time
. Ensure that ERC is established / being established. (i.e. assign ERC
“Quick Start Up Check List” to first suitable person to report to ERC)

2 Check with IT (Telephone No. 4673554, 4673129) that Emergency Call
activation of all E&A response teams has been made. Obtain briefing from
Situation Room.

3. Double check activation of response teams on their telephone numbers
provided in the list.
a. Check and make arrangements for Field Team plus GO Aircraft / GO
b. Personal notification to Senior Management.
c. Countries / Areas / Outstations — as appropriate ensure that all E&A
~_teams are activated and are in Direct Contact with ERC.

4 Carry out Emergency Director checklist until he arrives at ERC.

5. Initiate E&A Command, Control, Co-ordination and Communication, and
handover to the personnel of the Home Team that are present in the
ERC.

6. Prepare personal brief for Emergency Director.

7. Ensure that SVP FS & HSE notifies and liaises with CAA Pakistan and
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8.

Send accident message to CAA, as required.

2.

Check that E&A tasks are being carried out, as follows:

E&A airport functions (procedures and checklists) are being
correctly and efficiently performed — i.e. activities associated with
CST, Immediate Care Teams, Hospitals, Temporary Mortuaries),
Document Safeguarding, Pax Manifest Verification, etc.

ERC E&A (hard copy) subsidiary and logs are being completed.
E&A SITREPS (Situation Reports) are being updated regularly.

ERC and FAT activation / deployment are progressing
satisfactorily.

Communications is established and maintained with the Crash
Site Team.

Communication is established & maintained with all affected E&A
flight Station and any other affected Stations.

Communications is established & maintained with relevant
authorities as required.

Communications established & maintained with the Field Team.

SITREPS (Inbound) from all E&A information providers are
coming in regularly via telephone, E-mail, Fax, SITA. etc.

Adequate support is present at all locations.

I

10.

E&A Public Relations team is sending out hourly messages to electronic
and print media.

‘171_1”77, Ensure that PIA crew and staff families / relatives are advised of Accident

flight crew / staff status.

12.

}For E&A affecting US flights, ensure that relevant procedures as
| prescribed by NTSB are being carried out.

13,

|

Assist Emergency Director to handle the crisis.
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L

Second Hour’s Major Tasks

Action Item

Time;

Check that ERC and SAT Centre are being activated.

Check that best deployment and use is being made of the PIA Staff.

Confirm that a satisfactory flow of information is being received from
Police, other Emergency Services, CAA, Hospitals, on airport crisis action
sites, off airport crisis action sites, PIA Public Relations department etc.

If E&A is at an Outstation / away from KHI ensure:

e Communication is established and maintained with the Area
Manager / Station Head / Station Manager and with Station
Emergency Coordination Room. (SECR).

» Confirm type and amount of support needed from KHI. (Field Team
/ Kit).

» KHI Field Team assemble/obtain ETD of GO aircraft from Situation
Room (Tel: +9221-4674972, +9221-4673961, +9221-9242339).

* Progress on preparation and loading of GO Kit / specialized
equipment. i.e. Flight Safety and Medical Services specialist Kit.
Check that Customs, Immigrations and other relevant
requirements, passes and permits, briefing etc are arranged for
arrival of Field Team and GO Kit / Specialist Kit at destination
airport.

» Ensure that all the necessary details of Field Team are available for
VISA processing.

e Monitor Field Team activities.

Ensure that appointed Leader Field Team is issued with a copy of each of
the following documents:

* PIA Emergency Response Contact List for KHI.

= Country / Area / Region / Qutstation Contact Directory.

= Leader Field Team Checklist.

Confirm that a satisfactory information flow is being received from all

| relevant sources.

‘Ensure that policy on issue of funds for relief of “immediate economic
need” has been passed to all members of ERC immediately.

Confirm with Engineering status of DFDR, CVR, QAR recovery and
aircraft / wreckage recovery / removal, as relevant.

Ensure that all E&A flight and other associated paperwork is being
collected and safeguarded.
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Tasks for Subsequent Hours
No. [ Action Item Time
1. Every hour thereafter -
Obtain updates on the following:
* Review of status at the Accident Site:
1. Search and Rescue / Emergency response.
2. Crew
3. Passengers
4. Cargo, baggage and mail
5. Aircraft & black boxes
6. Overall PIA response
7. Other, as required
e Review of status at all other crisis action sites, Station Emergency
Coordination Room (SECR), Crew Reception Centres (CRCs),
Survivors Reception Centre (SRCs), Relatives and Meeters Centre
(RMC), Hospitals, Mortuaries, FAC (Family Assistance Centres),
FAST teams, Field Team etc.
e Reconciliation progress (immediate and subsequent reconciliation),
especially at E&A airport / location itself.
* Requests, if any, from various authorities, embassies, partner
airlines etc.
e Updated personal brief for Emergency Director.
3 Ensure that 24 hour roster schedule for ERC team has been prepared
| and put in place.
. Ensure arrangements are made for catering and cleaning services to ERC
__onaregular basis till the close down of the centre. e
4. Ensure rest breaks, as appropriate, for all ERC members. (either in
| nearby offices or in Airport Hotel if rest is required) -
5. Recheck that a satisfactory flow of information is being received from
Police, other Emergency Services, CAA, Hospitals, on airport crisis action
sites, off airport crisis action sites, PIA Public Relations Department etc. B
6. Re-check with Engineering the status of DFDR, CVR, QAR recovery and
aircraft / wreckage recovery / removal, as relevant.
7. | Check status of GO Aircraft departure B
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Second + Subsequent Day’s Major Tasks
No. | Action Item f Time
1 With Emergency Director, review victim identification and victim /famim
| relative reconciliation status. o
2. With Emergency Director, review all aspects of humanitarian and other
assistance offered to the E&A victims and their family / friends.
3. | With Emergency Director, review ERC operation (decide when to close |
~down). - - ]
4. With Emergency Director, review PIA aspects of Accident Investigation
process.
5 | With Emergency Director, review manpower resource allocation,
especially deployed utilisation of Field Team (as appropriate) and staff
- manning. - I
6. With Emergency Director, review insurance, legal and finance issues with
appropriate Departmental Heads. -
[# With Emergency Director, review cargo (plus baggage and mail) and
aircraft salvage and recovery status. - L
8. With Emergency Director, review tasks assigned to Departmental Heads.
9. Continue supporting Emergency Director briefings to Chairman & CEO
| Senior Management, at agreed times. N
10. | With Emergency Director, review identification, recovery and repatriation
| of "mortal remains".
11. | With Emergency Director, plan for Funeral Memorial services: Venue,
L timings, invitations to participants, etc. J

) Closing Down

- | Decide with Emergency Director the initiation of the close-down of various
1. phases of the E&A response.

2. Ensure smooth handover of responsibility to PIA relevant departments.
They will look after the longer term "after events" e.g. Legal, Insurance,
Finance, etc.
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| Ensure that arriving ERC members are allocated to a workplace and |

1. Primary role is to assist the Emergency Response Manager to gain
and maintain situational awareness, in order for him to be able to
effectively brief the Emergency Director on the developing crisis.

2. This is achieved by proactively collecting, organising, screening and
preparing information in a timely and efficient manner. This will
culminate in constant update of the Master log and concurrent update
of the "E&A Status System".

Action Item t TimeT

Report to ERC on arrival:

= If first to arrive, carry out Emergency Response Manager checklist
until he arrives.

Ensure that at least 4 other ERC Home team members, in addition to '
yourself and the Emergency Response Manager, are present to man
and operate the ERC. Contact personally by telephone if not present.

| Commence E&A Master log

telephone at the main ERC table - and commence individual logs.

Regularly (at least every 10 minutes or soo-ner) transfer information from
Master (paper) log to "E&A Status System".

Assist the Emergency Response Manager in the preparation of half hourly

SITREP message.

“Coordinate with Flight Operations, Flight Services for extracts from crew
information, as follows:

Cockpit Crew

Personal
Name and staff No.
Next of Kin / other close family details
Local address
Contact Information
_ Passport - Date and place of issue (if required) ]
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Professional
Licence number and type
Place and date of issue
Years of service
Disciplinary record

Cabin Crew
Personal
As for flight crew above.

Professional

Years of service
Flight roster and rest availed

8. Ensure Engineering representative provide the following for the E&A flight
aircraft, as per their Plan:

* Certificate of Airworthiness (C of A) and

* Certificate of Maintenance

* Aircraft Certificate of Insurance

* Aircraft radio licence

= Aircraft type, serial number and registration

* Date of manufacture of airframe

= Length of E&A aircraft service with PIA, with any previous
operator(s) and initial entry into service date, ex manufacturer.

* Total flight hours and total cycles.

= Time since last check (e.g. A and C Checks or equivalent)

= Engine installation and overhaul records (including current mod
state)

= Records of component installation (last 30 days), maintenance and
overhaul and current mod states. (Include flight / navigation
Instruments)

* Last Tech Log sheet(s) — last 10 sectors

* Fuel Uplift Sheet(s) — last 10 sectors

* Eng Check Sheet(s) — last 10 sectors

* De-icing record(s) — last 10 sectors

= Hard Copy Log Books (Engines / Airframes etc)

Arrange for delivery of originals of the above (if available) to ERC ASAP.
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9. Ensure following documents are safeguarded (originals if possible) and ]

forwarded in due course to ERC.

Pax manifest; GD; Ticket flight coupons of checked Pax / e-ticket
records, Load sheets with LMC’s and offload records; Cargo manifest;
Dangerous goods documentation; Cargo consignment notes (Airway
Bills); Receipts for diplomatic mail, Flight Plan, Met Brief, NOTAM
brief, ATC flight plan etc.

A complete set of the Flight Crew Operating Manuals, Engineering
Manuals for the aircraft of concern.

Any other documents as required by Insurance and Legal
Departments and CAA / Accident Investigation Authority.

Notes:

Many of the above documents will be needed initially by various PIA
Departments responding to the E&A. When finished with, original
Documents are to be forwarded ASAP to ERC.

Where original documents are required by regulatory authorities,
ensure with all parties concerned, that at least 3 Photocopies are
made prior to handover of originals and that a receipt for the original is
obtained. No original documents are to be handed over to anyone
outside PIA circles without Emergency Director authorization.

10. |In conjunctign with Eﬁﬁergency Response Manager, ensure efficient and

effective operation of the ERC.
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5.1 ERC TEAM MEMBERS

Stays at Airline Emergency Response Centre and provides support to the Field
Team, Station Nearest, Special / Family Assistance Teams and Accident
Investigation Team. This team exercises the central command for overall
coordination of external and internal information, communication, and response

at all locations.

5.1.1 Emergency Response Planning (ERP)

9.1.2

51.3

51.4

1)

i)
i)
V)
v)
Vi)

SVP Coordination / Emergency Director (Member)

Deputy General Manager ERP (Standby-1)
Manager Family Assistance (Standby-2)
Assistant Manager Family Assistance (Standby-3)
Senior ERP Officer (Standby-4)
ERP Officer (Standby-5)

Emergency Director

)
i)
i)
V)
v)

SVP Coordination / Emergency Director
SVP Flight Safety & HSE

SVP Engineering

SVP Information Technology

SVP HR & Administration

Flight Operations

SVP Flight Operations

Chief Pilot Training

Chief Pilot Training & Scheduling
Capt. Amir Aftab

Flight Services

)
i)
ii)

iv)

SVP Flight Services

General Manager Flight Services
Senior Purser

Asstt. Mgr. Performance
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5.1.5 Engineering

5.1.6

S B

5.1.8

)
i)
ii)

V)

SVP Engineering

Chief Engineer Line Maint.
Chief Engineer Base Maint.
Chief Engineer (O) PP

Engineering Coordinators

1)
i)

Manager Engg. Bay-Il (BM)
Manager Engg. LM-II (AS)

Finance

)
i)
ii)

SVP Finance
General Manager Accounting
General Manager Funds Management

Human Resource & Administration

D)
i)
ii)

iv)

General Manager Welfare

General Manager Recruitment & Placement
Manager H.R.

Manager Industrial Engineering

List of designated ERC Team Members and their contact details are given at
Appendix “A”, to Chapter 5.
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5.2

CHECKLISTS

5.2.1 Checklist Engineering Members ERC Team

The Engineering member at the ERC Team is responsible to provide all relevant
technical support to the ERC response efforts.

No

Action Item

Time

1

Upon arrival at ERC obtain a briefing of current situation from the
Emergency Director / SVP Flight Safety & HSE / SVP Flight Operations.

Obtain the following information:
Date

Time of accident (GMT / local)
Aircraft Registration

Flight No.

Departure Station

Accident A/C Location

Total Flying hours

Total Engine hours

€6~ 0k Ui S QAP =

w|

a. Coordinate with the Nearest Engineering Personnel / Rep of Tech
Handling Agency and brief him the situation.

Station Name

Name

Contact #

OR

Name

Contact #

b. Get a feedback on local regulations for A/C investigation. Note
down the contacts of local authority for future correspondence in
block 9.

!
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Call to Chief Engineer (Quality Systems) or his Nominee for collection &
security of all pertinent Maintenance Records of the Aircraft involved.
(Tick the box of contacted person)

)

Chief Engineer (Quality Systems)
Name : Mr. Masnoor A. Khan

Home# 021-4522161

Cell # 0300-2537046
Office#021-4675344/021-4673558
Name : ME (QS) Mr. Aslam Tariq
Home #021-4630066

Cell #0333-2109556
Office# 021-4675234
Name :A/E Noor-ul-Qadir
Home # 021-5216730
Cell #0333-2382674
Office# 021-4675234

B Confirmation is received from Chief Engineer (Quality Systems) /
Nominee, that all maintenance records has been collected and secured:
Location of Maintenance Record:

Inform the Emergency Director that all pertinent record has been
secured.

Note: Should the investigative authority or any other agency request this
information directly from the Maintenance Department, refer them to the |

Emergency Director. ;

Note:
1. Investigation Team -—- Annex H
2. Condolence Team -—- Annex K
3. Recovery Team --—- Annex F
4. List of Engrs at out stations --- Annex D
5. List of Handling Agents --- Annex E
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involved
Tick the box of contacted person

6 Call Chief Engineer (Development Engineering) or his Nominee for‘
collection & availability of all pertinent Maintenance Data for the Aircraft

[

AIRBUS

Tech AOG Centre

Flight Safety Hot Line
Customer Service Hot Line
BOEING

Mr. MY Sheikh

Air Safety Desk
Rapid Response Cenlre

()
Chief Engineer (Dev. Engg.)
Name - Mr M Tarig Farooq
Home # - 021-5853371
Cell # 1 0333-2127719 or 0300-8218739
Office # - 021-4675172
Name - ME Mahmood Bin Kafil
Home # - 021-8150253
Cell # - 0320-4012844
Office # : 021-4675592
Name - Mr Inayat Hussain
Cell # : 0333-3298759
Office # - 021-4675114
|
Confirmation is received from Chief Engineer (Development
7 Engineering) / Nominee, that all maintenance data has been collected
and available. {
Location of Maintenance Data: |
Inform the Emergency Director that all pertinent data is available. ,
Note: Should the investigative authority or any other agency request this
information directly from the Maintenance Department, refer them to the
Emergency Director.
8 a) Establish contact with the respective aircraft manufacturer:

Contact Numbers
+33 561 933 400
+33 619 645 643
+33 561 932 880
Contact Numbers
Office: 021-4675363
Fax: 021-9242365
Home: 021-5378169
Cell: 0300-8281733
+1-206-544-1400
+1-206-544-7555
+1-562-497-5801
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ATR Contact Numbers

ATR Technical Desk Office: +33 5-62-21-60-20
Fax #: +33-5-62-21-62-62

Tech Services Email: techdesk@atr.fr

b) Brief them on situation

c) Obtain information from manufacturer as to who, if designated will be
coming to ERC.

Name of the Manufacturer Rep coming to ERC:
Contact #
Time Expected

d) Establish who to contact for any future correspondence

Contact Name
Contact #

e) Find out manufacturer teams being dispatched to the site and their details
if applicable

Team Coordinator Name : \
Contact # i

TRAVEL DETAILS:

f) Keep Emergency Director informed of the manufacturer’s response efforts.
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10

If permitted, coordinate with authorities for any Tech Support (Wreckage
Recovery / PIA Tech Investigation Expertise, etc.) at the site.

Details of the Authority

Contact Name
Contact #

Type of Tech Support

Approved At (time) Completed At (time)

Details of the Authority

Contact Name
Contact #

Type of Tech Support

Approved At (time) : Completed At (time)

Keep Emergency Director informed of Authorities response

In case a relief flight is required, arrange the aircraft for such flight. ‘
Maintenance Control Centre: 021-467 4909
Line Maint I: 021-467 5331/ 021-467 5109
Line Maint II: 021-467 5220 / 021-467 4923

Keep Emergency Director informed of aircraft availability.

11

Coordinate with the Engineering Personnel or Tech Handling Agency at last
Departure Station for:

e Collection of any relevant Maintenance Record.

e Collection of Fuel / Oil Sample (to be despatched for Laboratory
Analysis).

e Despatch of maintenance record and Laboratory report to the ERC by
fastest means.
Station Name
Name
Contact #

OR
Name
Contact #
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4o | Brief Technical Field Team at ERC regarding the response of the Manufacturer
and the Authorities at the site.

13 | Ensure contents of Established Maintenance Investigation Kit at ERC (Karachi)
are as per the given list and periodic inspection of the kit.

Contents Checked YES / NO
Average Weight of Kit: (Ibs / Kg)
Kit Secured for Departure at (time)

Coordinate with Field Team as per travel arrangements for Maintenance
Investigation Kit.

14 | Utilize all information available to initiate plan for wreckage recovery and
removal if necessary.

Current Location of Recovery Kit: Engg & Maint at KARACHI
Contents Checked YES / NO
Average Weight of Kit: (Ibs / Kg)

Kit Secured for Departure at (time)

Contact Nos. of Aircraft Recovery Team:

Name: Mr. Ghulam Sarwar, Chief Engineer (Base Maint)
Office # +92-21-467 5116

Home # +92-21-4592125 / 4591400

Cell # +92-300-8228091

E-mail khimdpk@piac.com.pkK ,

Name: Mr. Shahab Karamat Manager Engineering
Office # +92-21-467 5301

Home # +92-21-663 0029

Cell # +92-300-243 1612

E-mail shahab karamat@piac.com.pk

Name: Mr. Aslam Urooj Khan Incharge Recovery Cell
Office # +92-21-467 5116

Home # +92-21-457 1950

Cell # +92-300-220 6295

E-mail arc@piac.com.pk

Name: Mr. Ali Najeeb Aircraft Engineer
(Recovery)Office #  +92-21-467 5116

Home # +92-21-455 4222

Cell # +92-300-296 4791

E-mail arc@piac.com.pk , anajeeb@hotmail.com
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Name: Mr. Usman Latif Aircraft Engineer (Recovery) |
Office # +92-21-467 5226 1
Home # +92-21-402 0972
Cell # +92-300-292 0170
E-mail usman.latif@piac.com.pk

Coordinate with Field Team as per travel arrangements for Recovery Kit.

rgency Director.

MAINTENANCE

SHIFT II, From

Te

Name
Home #
Office #
Cell #

Standby | Name
Home #

Office #

Cell #

Standby Il Name
Home #

Office #

Cell #

Name
Home #
Office #
Cell #

Line Maintenance I (In Case Accident A/C is from LM |)

: A/E Shamas W. Khan

1 021-4571515

- 021-4675109 / 021-4674703
- 0300-9292280

- A/E Nayyer Is’haq

- 021-6635544

: 021-4675457 / 021-4675109
: 0300-8248550

- ME (O) Khalid Raza Mir

- 021-5886712

1 021-4675331 /1 021-4674902
- 0300-2549692

Line Maintenance Il (In Case Accident A/C is from LM II)

- ME Khalid Mehmood
- 021-4015375

1 021-4675220

- 0300-2674283

45 | Arrange transportation of the Maintenance Investigation Kit and / or the
Recovery Kit as part of the Field Team Kit.
16 | Establish the shift pattern for Primary and Secondary EM and inform Eme

Note: It is very important that the shift schedule be followed to ensure avoidance of burn out
and to maintain an effective team.
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Standby | Name
Home #

Office #

Cell #

Standby Il Name
Home #
Office #

SHIFT I, From

- ME (O) Azhar Khalid

£ 021-4904306

- 021-4674923 / 021-4675247
- 0300-2100517

- A/E Imran Ehsan
1 021-4256403
1 021-4675185 /7 021-4675399

To

Name
Home #
Office #
Cell #

Standby | Name
Home #

Office #

Cell #

Standby Il Name
Home #

Office #

Cell #

Name
Home #
Office #
Cell #

Standby | Name
Home #

Office #

Cell #

Standby Il Name
Home #

i Office #

| Cell #

Line Maintenance I (In Case Accident A/C is from LM 1)

- ME (O) Naeemuddin Haider
- 021-490464

: 021-4675331/ 021-4674902
: 0333-2137005

- ME (O) Wagqgar Farooq

- 021-4982230

1 021-4675331/021-4674902
- 0333-2271801

- A/E Arif Mahmood

1 021-4583467

- 021-4675457 1 021-4675109
: 0333-2109199

Line Maintenance Il (In Case Accident A/C is from LM )

. ME Agha Tamoor

1 021-5866555 / 021-9250622
1 021-4675247 / 021-4674923
- 0300-9226539

: ME (O) Malik Akhtar Hussain
: 021-4989822

1 021-4674923 /1 021-4675247
: 0300-8238598

- M/E (O) Ziauddin Siddigi

- 021-4961619

. 021-4674923 / 021-4675247
- 0300-2253352
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17 | Activate the Engineering Family Assistance Team to proceed to the relatives of
the deceased / injured Engineering Personnel, if on-board the unfortunate A/C.

18 | Get Briefing round the clock.

19 | Quick checklists and recovery list items are available in Chapter 5, Annex-"A".

Note:
1. Home Team Shift | --—- Annex B
2. Engineering Team Lay out --- Annex A
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5.2.2 Checklist for Flight Operations ERC Members
The Flight Operations member at the ERC Team is responsible to

1. Emergency Director for the preservation of all the documents at Flight
Operations in connection with the accident flight, aircraft and flight crew.

2. Coordinate all Flight operations’ ERC base activities.

3. Assist field team member from ERC and assist in the investigation of
accident.

‘No Action Item .
Time

1 Report to ERC and obtain latest E&A brief from ED, ERP Manager,
Situation Room, and Station Head or Station Emergency Coordination
Room (SECR).

2 | Make arrangements to secure all documents in connection with the flight
involved in the accident.

l 1. Flight Plans ( Hard copies and electronically stored versions).
2. Flight Crew Personal files and training records.

3. Flight Crew medical check records.

3 | Obtain the following Manuals:

Aircraft Flight Manuals (AFM)

Flight Crew Operating Manuals (FCOM)

Minimum Equipment List. (MEL / MMEL )

Jeppessen Manuals.

Quick Reference Manual (QRH )

Flight Operations Manual (FOM).

Standard Operating Procedures (SOP)

Emergency Response Guide. If Dangerous goods are on board
All circulars, bulletins, Notams, etc.

R R
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4 | Compile Crew Details

1. Name and staff No.

2. Next of Kin / close family details

3. Contact information

4. License No. and type

5. Total flying hours.

6. Check and training records.

7. Duty Roster ( Check for rest periods)
8. Relevant Air Craft Qualifications.

9. CAA / PIA Medical record.

10. Disciplinary record.

5 | Intimation to Next of Kin confirmed.
6 | Plan transportation of cockpit crew to home base.
7| Plan Security, medical and welfare arrangements for the arriving crew.
8 | Liaison with Public Relations Coordinator.
9 | Liaison with Emergency Director. - N
10 | Information communicated to other crew members.
11 | Arrangements to support the crew during investigation finalized.
12 | Mobilize PIA Passport and Visa Section in arranging necessary visas for
the Field Team.
13 | Confirmed written statements of crew have been obtained. 7
14 | Debriefing / monitoring of crew arranged.
15 | Supervision of interview by media arranged. o
16 | Training of Flight Crew and their return to service planned.

Controlled Document — Do not reproduce without permission




[ ' 1

| < téfz.,.P lA ERC Team Chapter 5 1

! Pakistan International (ERP/ERM/02/07) Page ]6 i
Emergency Response HGIT SERVICES Edition 02/Rev 00

) Manual S February 2007 J

5.2.3 Checklist for Flight Services ERC Members
The Flight Services member of ERC Team is responsible to
vil) Emergency Director for ensuring the welfare of the cabin crew.

vii)  Preservation of documents and manually assist in the
investigation.

{No Action ltem .
Time

1 Report to ERC and obtain latest E&A brief from ED, ERP Manager,
Situation Room, and Station Head or Station Emergency Coordination
Room (SECR)

2 | Obtain the following documents related with accident flight.

Cabin crew personal file and training records
Cabin crew Medical Check record

Cabin crew Safety Manual

Galley Diagram and loading list
Announcement Handbook

o s pR

3 Compile Crew Details

1. Name and staff no

2. Next of Kin / close family details

3. Contact information

4. Emergency Cards validity

5. Type of the aircraft cleared for

6. Total flying hours.

7. Check and training records.

8. Duty Roster (Check for rest periods)
9. Medical record

10. Disciplinary record

4 Intimation to next of kin confirmed.

5 | Transportation arrangements for Cabin Crew to home base confirmed. —
6 éecurity, welfare, Medical arrangements férarriving crew finalized.

7 | Liaison with Public Relations coordinators confirmed. R
'8 | Liaison with Emergency Director confirmed.
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9 | Keep Liaison with Field Team — Crew and their NOK.

10 | Other Crew Members informed.

11 | Arrangements to support the crew during investigation finalized.

12 | Written statements of crew obtained.

13 | Critical Incident Stress (CIS) De-briefing or monitoring of crew arranged.

14 | Supervision of interviews of crew with the media arranged.

15 | All crew received information bulletins about:

1. Confirmed accident details
2. Position of the airline and actions taken
3. Guidance to operating cabin crew for handling passengers

16 | Crew moods and concerned monitored.

17 | Training of Cabin Crew and their return to service planned.
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5.2.4 Checklist for Pax Services ERC Members

The Pax Services Member of ERC is responsible to:

1.

2.

Assist the Emergency Director and SAT Director in deploying and
managing Family Assistance and Support Teams.

Obtain and manage manifest, confirm verification of passenger names
and to secure and lockout the Passenger Record.

Action Time

1 mReport to ERC and obtain latest E&A brief from ED, ERP Manager,
Situation Room, and Station Head or Station Emergency Coordination
Room (SECR).

2 Establish contact with Station Manager / Duty Station Manager and collect
all relevant information.

'3 | Arrange to retrieve and secure / lock-out Passenger Record and manifest
in coordination with IT.

4 Ensure that Passengers / Crew data have been received from the station

- of departure. - I

5 Have details of following from Station concerned:

e verified pax manifest with verified names neatly ticked,
(accompanied by verified ticket coupons and E-ticket pax list);

e prepared list of unverified ticket coupon names (accompanied by
unverified ticket coupons).

e prepared list of unverified E ticket names accompanied by and
photocopy of E-ticket pax list.

6 | To facilitate practicability, advise Station Manager / Duty Station Manager
concerned to send forward verified names in batches (say 50 at a time) to
ERC - ie. do not wait until all names have been checked before
forwarding to Station Emergency Coordination Room.

Fi If verification process is not complete within 90 minutes of starting contact
Station Manager / Duty Station Manager concerned and sort-out its
immediate completion.

'8 | Coordinate with Station and obtain the list of required logistic support and

human resource which could be sent with the Go Team and afterwards.
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l9 Assist Special Assistance Team Director in rostering and deploying
Family Assistance Teams & Volunteers and work in coordination with
i other SAT Team Members including Manager Welfare, Manager
1 Customer Relations and Volunteers Groups.
10 Keep on coordinating with Station / Station nearest for Situation Reports
(SITREP).
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5.2.5 Checklistfor l.T. ERC Members

The IT Member at the ERC team is responsible to assist the Emergency Director
in ensuring complete IT support in connection with Emergency Call Centre,
Communication lines, maintenance of Website and other IT related functions.

No. Action Time
1 Upon arrival at ERC obtain a briefing of current situation from the
| Emergency Director / SVP Flight Safety & HSE / SVP Flight Operations.
2 Ensure that Emergency Notification has been given to all required team
members and volunteers.
K Ensure that 10-20 number of personnel and work stations are available at
Call Centre and calls from Family members of the Victims and other
callers are being efficiently received and responded.
4 Ensure that Emergency Call Centre (Outbound & Reconciliation) Work
Stations at ERC have been made functional and staff assigned.
5 Ensure that Toll Free (0800) and Toll paid numbers have been activated
from all required parts of the world and sufficient number of telephones
| lines are available for the purpose. - e
6 Retrieve and secure manifest data for flight in trouble and after retrieval of
required data lock the flight in coordination with Passenger Service.
7 Ensure that Passengers / Crew data for flight in trouble have been
received from the station of departure.
8 Ensure that Communication with IT is properly operational. )
2| Ensure that Contact Centre has established all IT / Communication Links
with Emirates Call Centre and call diversions are being done satisfactorily. ]
10 Ensure that all required Phone Numbers have been made operational at
VVVVV | Contact Centre and at ERC.
17 Periodically ensure the serviceability of all IT Systems and
| Communication Lines of ERC. -
12 Ensure that Live Log system is efficiently being maintained and Periodical
information given by Emergency Director gets updated immediately on
PIA Website on time.
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5.2.6 Checklist for Public Relations ERC Members

Public Relations Member at the ERC is:

Responsible for the over all direction of public information handling,

Providing Relations expertise and policy advice to the Emergency

Director.

Responsible for ensuring that Public Relations Department provides draft

media statements, internet updates and internal communication, for

authorisation by the Emergency Director - and subsequent release.

Responsible to work with the Public Relations coordinator Field team and

monitor his activities and support him, in order to maintain control of

information flow to the media to maintain a good PIA image.

Action ltem

Obtain Briefing of Current Situation upon arrival at the ERC.

Ensure that arrangements have been made to respond to early media
calls, i.e. the preliminary company press statement (first press release
within one hour of emergency notification) and provide initial media
information.

Arrange the manning of Media Response Office at ERC. Check
connectivity of Telephone, Fax, PC, TVs, VCRs etc.

Ensure that all Press Releases are also being sent to
khinspk@piac.com.pk, shahzad@piac.com.pk, atif@piac.com.pk,
zubair@piac.com.pk, ifan@piac.com.pk, erm@piac.com.pk,
khidupk@piac.com.pk, nadeem.ikram@flypia.aero to help maintain ERC

| Record & Website.

Arrange press conferences and agreed press briefing timings at PTC
(first press conference by Chairman & CEO within 3 hours).

Review initial and subsequent media holding statements - facilitate,
update and approve. Ensure that legal approval for all such statements
has been made and then passed on for approval from the Emergency
Director.

Ensure that MRC and internal statements are updated regularly to
reflect latest information.

Establish contact with the nearest available Manager (PIA Country /
Area / Regional Manager) near the Accident for any support at
Outstation / Overseas and provide all possible support and guidance.
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9 | Ensure that adequate PR resources are available close to the incident
and at any affected outstations.

10 | Ensure that the local authorities and the airport authority, etc, are
contacted and there is an exchange of appropriate information and
press statements. PIA’s participation in any joint press conference is

7 requested, as appropriate.

11 | Consult with senior management as to the appointment of the
Spokesperson.

12 | Confirm with Spokesperson the media interview schedule arranged by

| Media Response Team.

13 | Ensure media statements include the PIA Emergency Call Centre (ECC)

telephone numbers for relatives and friends to call. (Only when ECC
has been activated).

Note: Ensure that the Media are carefully briefed, through all avenues,
that the PIA ECC telephone number is for family, relatives and friends’
calls only and should not be abused by the Media. Ensure provision of
the correct PIA numbers (Press Officers) for Media-related enquiries.

14

Through Security via the ERC, ensure any employees (pilots and crew /
others) directly involved in the E&A and their direct families and homes
are supported and protected from media intrusion.

i<

Ensure media coverage is monitored and recorded. Provide regular
reviews of media coverage to the Emergency Director.

16

In the event of the Field Team being activated, double check that Public
Relations representatives are assigned to the Field Team and can meet
the take-off deadline of 3 hours.

17

Review the feasibility of offering media seats on the Field Team flight
and ensure that the appropriate arrangements are made.

Ensure thal the Public Relations representatives travelling with the Field
Team are fully briefed.

19

Ensure that the ERC activities, MRC Media releases, updates on Field
Team deployment and actions, etc, are effectively communicated within
PIA. with all internal communication procedures activated, and
resources are available to provide regular updates to the staff
throughout the PIA network.

20

Ensure that all advertising, sponsorsmp “and promotional activity is
‘assessed and, if required, removed from sight.

Ensure that PR level contacts with any code share airlines are
maintained.

Liaison with Emergency Director and evaluate the situation, whether
Chairman & CEO should visit the accident site.
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5.2.7 Checklist for Insurance ERC Team Members

The Insurance member, along with Legal Member at the ERC team is
responsible to:

1. Assist the Emergency Director on insurance related matters in
consultation with the Legal Department.

2. Assist the Emergency Director for passenger Claims.

3. Obtain Legal advice through the Legal Department in passenger and Next
of Kin compensation task.

Action ltem Time

1 | Obtain Briefing of Current Situation upon arrival at the ERC.

2 | Obtain a preliminary Name list of the passengers and open a file for each
passenger.

3 | Liaise with Emergency Director and develop claims and Next of Kin
compensation policy.

4 | Establish Contact with Insurance Brokers, Local Insurers / Re-insurers
and Surveyors and inform them of the situation.

&

London Broker Representatives
Marsh Ltd.

Aviation and Aerospace Practice
Tower Place

London EC3R 5BU

Telephone : 0044 207 357 1000
Facsimile - 0044 205 357 2126 {

. Name Office Home Mobile
Steven Crook 020 7357 53563 01277213908
07818 408522
E-mail - Steven.A.Crook@marsh.com
Les Sullivan 020 7357 5315 020 8480 5599 07775
723941
E-mail . Lesilie.H.Sullivan@marsh.com
Steve Wilkinson 020 7357 5313 020 8265 5397
07768 502087
E-mail - Stephen.R.Wilkinson@marsh.com
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6 | Local Insurers’ Representatives
National Insurance Company Limited
NICL Building
Abbasi Shaheed Road, Near Kala Pul
Karachi
Telephone: 92 21 920 2741
Name Office Home Mobile
Muhammad Nusrat Hussain 9202776 0300-2714536
E-mail - nusrathussain@nicl.com.pk
7 | Local Reinsurers’ Representatives - - .
Pakistan Reinsurance Company Limited
PIC Towers, 32-A Lalazar Drive
M.T Khan Road,
Karachi
Telephone: 92 21 9202908-15
Facsimile: 92 21 9202921-22
Name Office Home Mobile
Anzarul Hassan Hashmi 9202919 6931879 0304-2090724
E-mail: anzarhashmi prc@yahoo.com
8 | Surveyors and Loss Adjusters N -

CTC Services Aviation (LAD)
International House
1 St. Katherine’s Way

London
EAWAUT

Telephone
Facsimile

020 7488 3494
020 7522 7586
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E-mail: Frank.esaw@ctcplc.com

Mark Kenway 442075226481 441306 880291 447710393122
E-mail: Mark.kenway@ctcplc.com

Martin Matthew 6564230122  +6564723184 +6591797044
E-mail: Martin.matthews@ctcplc.com

Manual INSURANCE February 2007
[ Name Office Home Mobile W
Frank Esaw 442075226452 441234352110 777710 393 099

|
|
|

9 | Obtain the Following Information that will be required to enable legal
advisors, Loss Adjusters or underwriters’ lawyers to proceed further on
settlement of claims and in case of litigation.

Date, time and place of the occurrence

Scheduled and actual departure / arrival times (where
appropriate).

Details of the occurrence together with any accident or incident
reports that are available.

Details of aircraft destroyed or damaged.

Approximate extent of the damage or loss to the aircraft.
Passenger manifest with details of nationality, sex, age, fatalities,
nature of non fatal injuries, and passenger seating plan.

Details of any third party property damage or destruction.

Details of certificate of registration.

Details of certificate of airworthiness.

Flight Plan- including routing / approach let down charts.
Meteorological information / briefing to flight crew.

Crew manifest.

Load and trim balance sheets or equivalent- details of C of G
etc- pre-flight maintenance check or clearance certificates.
Available photographs of the wreckage or damage to aircraft.
Flight crew licenses-route training details.

Airframe / Engine / Propeller logbooks.

Transcript of R/T communications between the aircraft and the
tower, or approach consider/ area ATC as relevant.

Transcript from Cockpit Voice Recorder.

Readout and analysis from Flight Data Recorder.

Copy of flight coupons or other flight documents issued to
passengers (with complete routing).

Cargo manifests — copy of Airway bill, details of damage to mail/
freight / checked baggage.
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e Certificate of maintenance-copy of last maintenance check- copy
of technical log / un-serviceability lists / carried forward defects-
relevant extracts, if applicable to the accident cause from Flight
Operations and Maintenance Manuals (amended to the date of
the accident).

e Airframe Hours

e Aircraft Serial No. / Time Since new

o Time since last major overhaul / last inspection

e Engine type / model

e Serial numbers-engine No. 1,2,3,4 (as applicable)

e Time Since new- engine No. 1,2 3.4 (as applicable)

e Time Since overhaul — engines No. 1,2,3,4 (as applicable)

e Had flight crew reported any operating route problem?

e List of cabin staff

o Cabin staff reports on the accident.

e Details of any costs already incurred or about to be incurred for
reasons of safety or for protection of the aircraft.

e Documents relating to ownership of hull- purchase, leasing and
lien agreements.

e Notices served by local Aviation Authorities relating to
investigation of accident- please ensure so far as is possible that
the local Aviation Authority or investigation team does not take
away any original documents unless a clear Photostat or other
adequate copy is retained.

10 | Obtain Crew Information that will also be needed by Surveyors:
Details of Captain, First Officer & Flight Engineer:

e Name

e Age

e License No

e License type

e Date of first issue

* Validations and valid to

¢ Total flying hours

» Total hours on type

* Date of last proficiency test

e Date of last route check

e Date of last medical and validity

o Total flying time in the last 30 days and types flown

» Length of rest period prior to the incident / flight

11 | Liaison with Emergency Director.
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5.2.8 Checklist for Finance ERC Team Members

As the Finance Representative on the Emergency Response Centre (ERC) team,
you are responsible to ED for:

Ensuring that emergency funds are available through various sources (i.e.
Credit Cards, Accounts & other Credit Lines) for the response effort and to
ensure the Field Team is equipped with the appropriate funds needed for
immediate use. Most of these processes will have to be arranged and
placed ahead of time in order to be accessible in an emergency situation.

Communicating with the Legal Department and the Insurance Section with

regards to all financial decisions after E&A.

= Arranging Credit Cards for sufficient amount along with necessary

activation codes like pin codes etc.

No

Action ltem

Time 7

Obtain Briefing of Current Situation upon arrival at the ERC from the
Emergency director

\
|
i
|

2 | Obtain a preliminary Name list of the passengers and open a file for each
passenger.

3 | Ensure all emergency funds are activated via Credit Cards, Accounts, -
Reserves, Lines of Credit. etc, and are accessible.

4 | Liaise with SVP Finance and Emergency Director and develop a claim
and Next of Kin compensation policy.

5 | Establish Contact with the Insurance Section, and the Legal Department
with regards to the availability of funds and the methods of access.

6 | Communicate with SVP Marketing as to the best travel arrangement
option necessary for the situation at the time and the financial information
needed to accommodate the options chosen.

7 | Ensure that funds are established and readily available for the Field

Team to collect before they are dispatched to the site

Communicate with the Station Emergency Response Centre (SERC) to
determine what facilities are available at or near the site to accommodate
funds being transferred, e.g. money exchangers, bank

Transfer etc.

Ensure all instructions for the Field Team Accounting Representative are
prepared and ready before the Field Team is dispatched to the site.

10

Maintain constant communication with the Field Team Accounting
Representative at the site to provide direction and guidance.
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5.2.9 Checklist for SAT Director
(Member Sales)

No. Action List Time

1 Be a link person of PIA in the communication chain from ERC Team to
the place of accident. “Domestic OR International”.

2 To supervise / Liaison by family assistant specialist team between the
survivors / family members of the aircraft in emergency.

3. | To arrange at the initial phases of the E&A, the SAT will be deployed to
Family Assistance Coordination Centre (FACC) to provide operational
command, control, communication, co-ordination. Administrative support
will be given to FAST and SAT Teams during emergency response
activation, in liaison with ERC base SAT Centre at Jinnah International
Airport Karachi.

4 To arrange transportation VISA travel documents for SAT and FAST
Teams in case of international E&A.

S To supervise the establishment of SRC-Airside. To provide / transport to
all injured non-hospitalized survivors, minus crew to the Landside nearest
airport hotel.

a) CRCs - To provide the emotional and physical needs of all non-
hospitalised crew.

b) R&M: To provide an initial place of Refuge and Support.

c) JFSOC: Located within the FAC where all management of R&M
post E&A might jointly operate.

d) Hotels at Airport, Hotels at City.

e) Hospitals: To offer support to hospitalize victims.

f) Morgue SAT staff will be sent to each mortuary as point of liaison

L with the authorities. -

6 To arrange immediate deployment of FAST / SAT Teams at the effective

airport designated hotel for surviving passengers, hospitals and family |

hotel in city / town nearest to the accident site. \

iy Deployment of various team members and volunteers would be done

with the assistance General Manager Pax Services, CMO, Mgr. Welfare

and Mgr. Customer Relations. In case of their absence, help should be

taken from their deputies and other available Team Leaders and

| Volunteers. B -

8 Arranging their accommodations / childcare and obtain clothes / Toiletries
Bic,

9 Arrangement of medical examination / treatment first aid and hospital
facilities. |
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possible in the facilitation and healing process of survivors and NOKs.

10 | Identify, to help survivors of their personal belongings and possessions. T
11 | Notifying Passengers’ status to NOK. t
12 | To arrange / coordinate travel arrangement. \
|
13 | To Supervise special assistance team to extend MAS / Ground
: Transportation ambulance services to NOKs.
14 | To help family members / NOKs in obtaining legal documents, medical
and dental records in identifying any pax who are deceased.
15 | Arrangement of funeral.
16 | Coordination with PIA Outstation / International offices to notify foreign i
passengers’ NOK.
17 | Helping NOK with repatriation “shipping the deceased to the country of
origin / residence”.
18 | Participation and special assistance de-brief.
19 | To limit PIA’s liabilities.
20 | To supervise FAST and SAT Teams enabling them the control as
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5.2.10 Checklist for Medical ERC Team Members

As the Medical Representative on the Emergency Response Centre (ERC) team,
you are responsible to:

No. Action List Time
Assess the situation from the medical point of view.

Get the details of the incident and numbers of injured and dead passengers

| and crew members. _

8 Assess the level of medical support required. Accordingly manage to
provide necessary doctors, paramedics, medicines, finances etc.

4 Coordinate with the area Medical Officers, Hospitals for providing full
medical welfare support to passengers, crew members and employees
involved in the accident. .

< Liaison with the Field Team Medical Rep on continuous basis and provide
him necessary resources to deal the situation in the field.

6 Assist Special Assistance Team Director in rostering and Deploying Family
Assistance Volunteers. B B

7 Ensure that Family Assistance Volunteers have been dispatched to each
hospital and providing necessary support to hospitalized victims. I

8 Utilise maximum number Volunteers Doctors and Staff of Medical Division
for deployment in hospitals.

9 Keep on having the up-dates from the Field Team Medical Rep and
volunteers in hospitals. ) L

10 | Regularly have up-dates from the hospitals on “life threatening” or “non-life
threatening” injuries from all hospitals. Ensure that these up-dates are
being provided continuously to Contact Centre for onward communication
with victim families.

11 | Ensure arrangements for temporary mortuary, relocating of dead bodies to
proper mortuary and deployment of family Assistance Volunteers for
assisting family members at mortuary.

12 | Coordinate with external resources, such as Kenyon International / EDHI
and organizations specializing in the recovery, identification and |
repatriation of human remains.

13 | Ensure continuous updating of data on the casualty status.
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5.2.11 Checklist of Hotel Inn ERC Team Members

Action ltem

To arrange Food and Beverages.

No. Time
Immediately on hearing about the incident, Resident Manager,
1 Mr. Ali Hashmi or his representative will be sent to ERC for getting
immediate report and initial coordination.
5 Banners of ERC will be placed at the reception area and designated
hall.
3 Security Guards will be informed of enacting as liaisons to guide
= | Staff / Officers of PIA to designated Hall / Rooms.
4.

To arrange and block 10 or required number of rooms for a

as per his Checklist 7.5.8a.

prolonged period in case of an emergency requirement.

6. Coordinate with Communication Division / IT Department.

7 Placement of 2-3 T.V Sets with cable in main reception area as well

' as inside the hall. -

8 Organize through Motor Transport / contractor one or two micro

o vans for use of Family Assistance Team Members and general duty.
Coordinate with Emergency Director / SVP Finance for sufficient

g. amount of cash for unforeseen expenses including transportation /
taxi charges etc., for assistance of relatives of victims.

10 Assist PIA Survivors Coordinator (Hotel) by making arrangements
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5.2.12 Checklist of PTC ERC Team Members

No.

Action ltem

Time

Immediately on hearing about the incident, the designated person
(Manager Training Support or his deputy) will immediately report to
PTC and will coordinate opening of Auditorium, Staff Canteen,
Room 225, Room 240, Conference Room and any other required
premises.

He will also provide any other assistance to ERP Team / FAST
Volunteers.

Will inform Principal PTC / Manager Training Coordination and will
seek their guidance on various matters as required.
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5.2.13 Checklist for Flight Safety & HSE ERC Team Members

ERC Rep. of Flight Safety & HSE will coordinate the PIA activities related to
accident investigation and coordinate the matters on official investigation by SIB,
CAA Pakistan and with foreign Civil Aviation / investigation bodies.

No

Action ltem

Time |

1

Report to ERC and obtain latest E&A brief from ED, Situation Room,
and Station Head or Station Emergency Coordination Room( SECR).

2

Obtain following information about the accident:
o Date/Time/Place
e Aircraft Registration
e Flight No.
e Departure Station
e Accident Location (Nearest geographical point)
o Details of the passengers and crew on board

Prepare summary of events.

Activate PIA Accident Investigation Support Team and organise to

| gather all related personnel for ensuring their departure on Go Aircraft.

Confirm from relevant departments that all required / following
documents in connection with the flight involved in the accident have
been secured and obtained:

e Aircraft - Maintenance Record, Life History, Technical records,

Fuel & Oil samples, etc.

e Crew - Personal, training, medical records.

o Flight - Flight Log, Tech Log, Load Sheet, De-Brief

e Flight Plan, Cabin Tech log. etc.

Ensure that CAA Pakistan, President SIB and relevant Civil Aviation
Authorities have been notified as per procedure.

Keep a liaison with CAA, SIB and other relevant Civil Aviation
Authorities.

Coordinate the arrangements to facilitate the crew during investigation

Coordinate the investigation as per SMS manual.

10

Liaise with Emergency Director.

11

Brief Chief Executive about the initial findings on relevant safety and
investigation issues / processes.

i1

Confirm and follow-up the FDR, CVR, QAR recovery / removal as
relevant

13

Prepare a prelimihary report suggesting immediate remedial
measures.
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5.2.14 Checklist for Cargo ERC Team Members
No Action | Time |
1 Report to ERC and obtain latest E&A brief from ED, ERP Manager, ‘
Situation Room and Station Head or Station Emergency
Coordination Room (SECR). B
2 Call out other cargo staff as required. Proceed to Cargo Office, as
soon as possible.
3 Make arrangements to obtain and secure all documents and
manifest in connection with the Cargo and mail on board from
Origin, en-route station and departure station.
4 | Obtain / Verify documents with information regarding DGR or any
o special Cargo on board, along with loading positions (if available). B
5 | Plan security of Cargo at Site.
6 Coordinate with station / station nearest to resolve cargo related
matters (provide details, if cargo on board).
0 Support field team representative and keep a close contact with him
8 | Advise preventive actions in regard with the dangerous goods /
—— cargo. o o -
9 Take all actions as per section 7.4.9 of Emergency Response

Manual Chapter 7.
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5.2.15 Checklist for Human Resources & Admin ERC Team Members

In the event of an Aircraft accident the HR Department is to arrange extra
manpower required by the Emergency Director and the other action items are as
follows:

No. Action Iltem Time
1. | Ensure that HR & Admin. and Legal ERC / Field Team

Members have joined their duties.

2. | Ensure that volunteers are released from their departments for

ERP Duties.

3. | Manager Industrial Relations is the Member of ERC Team Rep.
working under SAT Director / SVP marketing PIA.

4. | Security be posted in Emergency Response Centre, Family
Assistance Centres, to check for any unauthorized entry and to
prevent these locations from overcrowding.

5. | If accident is within Pakistan’s territory, arrange PIA Guards and
local police at the site of the crash.

6. | Ask General Manager Personnel to look after the personal
affairs of any fatalities amongst staff members who might have
been on board.

7. | Ensure that Passport copies, visa letters & other documents are
being sent in-time to the respective stations for necessary
action.

. | Provide required human resource.

9. | Ensure that Industrial Relations Section is advised to procure
required number of coffins and boxes etc. (if necessary).

10.| Also mobilize Scouts.

11.| Arrangement & welfare of ERC Team of food / drinks etc.

12.| Arrangement welfare of PAX arrangements of food / drinks /
clothing etc.

@0]
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5.3 List of Investigation Kit Items

Maintenance Representative please use best judgment for additional items (Suggested but
not limited to)

S/No [tem Status
1 Aircraft Maintenance Manual (CD ROM)— A
2 Any other relevant Manual pertaining Aircraft type (CD ROM) A+
3 Parts Catalogue for Aircraft A
4 Aircraft information specific as required A
-5 All blank Aircraft diagrams specific to type N/A
6 Maintenance Laptop with Modem and Printer N/A
7 Model Aireraft of type N/A
8 35mm Camera with wide angle lens N/A
9 Tripod Camera stand - N/A
10 Polaroid Camera with film N/A
11 Video Camera N/A
12 Digital Video Camera NA
13 Mobile Telephones N/A
14 VHF Mobile Radios (set) B N/A
15 Hand Held GPS (if applicable) o N/A
16 Screw drivers and all other tools specific to Aircraft A
L Ilash lights and batteries A
18 Measuring tapes (100ft / 30m & 30ft/ 10m) A
) Micrometer and other relevant measuring devices N/A
20 Compass B N/A
21 Calculators (Solar Powered) NA
22 String N/A
7__23 Graph paper N/A
24 Writing utensils N/A
Everyday Personal Protective Equipment (Hard ]
23 N/A
Hats/Glasses. . .ctc)
26 Portable Generator Powered by fuel A*
27 Portable Compressor Powered by fuel N/A
Note:
A - Available, N/A - Not Available,
s - Not for Fokker & Twin Otter

- Available Generator (Model-1977) is Obsolete. Spars not available in maintenance.
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CONTACT NOS

Emergency Response Planning (ERP)

Anwaar Rasul Khan Cell No +92-300-8228250
SVP Coordination / Tel Office +0221-467-4216, 9242305
Emergency Director Tel Home | +9221-5892536
Fax No +9221-9242345
Telex | KHIDUPK
E-mail khidupk@piac.com.pk
' Tariq Moen Cell No +92-301-8255545
Deputy General Manager | Tel Office | +9221-467-4890, 9242232
ERP Tel Home | +9221-021-4619792
 Fax No +9221-9242258
Telex KHIERPK
E-mail erm@piac.com.pk
tarig.moen@piac.com.pk
Jawed Mansha Cell No +92-301-8200296
Manager Family _Tel Office | +9221-467-4376
Assistance | Tel Home | +9221-4589375
Fax No +9221-9242258
E-mail jawed.mansha@piac.com.pk
Muhammad Aamir Cell No +92-301-8256665
Memon Tel Office | +9221-467-4394
Assistant Manager Tel Home | +9221-5841778
Family Assistance Fax No +9221-9242258
E-mail aamir.memon@piac.com.pk
Sajid Qayyum Cell No +92-301-8200297
Senior ERP Officer Tel Office | +9221-467-4862
Tel Home | +9221-4974614
Fax No +9221-9242258
E-mail sajid.gayum@piac.com.pk
Khursheed Ahmed Cell No +92-301-8200298
Khan Tel Office | +9221-467-4862
ERP Officer Tel Home | +9221-4400788
Fax No +9221-9242258
E-mail khursheed.khan@piac.com.pk
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Emergency Director
Anwaar Rasul Khan Cell No +92-300-8228250
SVP Coordination / Tel Office +9221-467-4216, 9242305
Emergency Director Tel Home | +9221-5892536

Fax No +0221-9242345

Telex KHIDUPK

E-mail khidupk@piac.com.pk
Capt. Shahnawaz Dara Cell No +92-300-2138183
SVP Flight Safety & HSE | Tel Office | +9221-467-4484, 467-4486
Standby - 1 Tel Home | +9221-9243585

Fax No +9221-9242322

Telex KHIOFPK

E-mail khiofpk@piac.com.pk
AVM Iftikhar Ahmed Gul | Cell No +92-300-8242337
SVP Engineering Tel Office | +9221-467-5302, 467-4365
Standby - 2 Tel Home | +9221-9240522

Fax No +9221-4675502

Telex KHIMZPK

E-malil khimzpk@piac.com.pk
Nadeem lkram Cell No +92-300-8275473
SVP Information Tech. Tel Office +9221-4673554
Standby - 3 Tel Home | +9221-4555207

Fax No +9221-4673024

Telex KHINSPK

E-mail _khinspk@piac.com.pk
Wasim Bari Cell No +92-300-8221362
SVP HR & Administration | Tel Office +9221-4674907, 4019,
Standby — 4 9242344

Tel Home +9221-5878948

Fax No +9221-9242290

Telex KHIGOPK

E-mail khigopk@piac.com.pk
Flight Operations
Captain Syed Furquan Cell No +92-300-2505073
Ahmed Tel Office +9221-467-4686, 4573564
SVP Flight Operations Tel Home | +9221-5840047
Member Fax No +9221-4577162

Telex KHIOMPK
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Captain Mirza Rafi Cell No +92-300-5001457
Chief Pilot Training Tel Office | +9221-467-4613
Standby Tel Home | +9251-2212148

Fax No -

Telex KHIORPK

E-mail khiorpk@piac.com.pk
Captain Sohail Tayeb Cell No +92-300-8280581
Chief Pilot Planning & Tel Office | +9221-467-4439, 467-3735
Scheduling Tel Home | +9221-5850503
Standby Fax No +9221-4570895

| Telex KHIOIPK

E-mail Capt adnan@piac.com.pk
Captain Naweed Aziz Cell No +92-300-9239641
Chief Pilot Standard Tel Office | +9221-467-4957
Inspection Tel Home | +9221-5863982
Member Fax No -

Telex KHIVIPK

E-mail khivipk@piac.com.pk
Flight Services
Umar Ghafoor Cell No +92-300-8226241
SVP Flight Services Tel Office | +9221-4673414-4673516
Member Tel Home | +9221-5850392-3

Fax No +9221-4571517

Telex KHIDRPK

E-mail khidrpk@piac.com.pk
Zulfigar Mirza Cell No +92-300-8223631
G.M. Flight Services Tel Office | +9221-467-4222, 4674885
Standby Tel Home | +9221-9230521

Fax No +9221-4571976

Telex KHIHZPK

E-mail khihzpk@piac.com.pk
Javed Bhatti Cell No +92-300-2017048
Senior Purser Tel Office -
Standby ' Tel Home +9221-4539048

Fax No -

Telex | KHIUIPK

E-malil khivuipk@piac.com.pk ]
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Abdul Samad Shaikh Cell No +92-321-2408244
Asstt. Mgr. Tel Office | +9221-4674562
Performance Tel Home | +9221-5878444
Standby Fax No +9221-4674447
| Telex KHIUIPK

E-mail khiuipk@piac.com.pk
Engineering B
AVM Iftikhar Ahmed Gul | Cell No +92-300-8242337
SVP Engineering Tel Office +9221-467-5302, 467-4365
Member Tel Home +9221-9240522

Fax No +9221-4675502

Telex KHIMZPK

E-mail khimzpk@piac.com.pk
Maqgsood Ahmed Cell No +92-0301-
Chief Engineer Line 8233300/03333323456
Maint. Tel Office | +9221-467-5323/4674570
Standby Tel Home | +9221-4519898

Fax No +9221-9242355

Telex KHITYPK

E-mail khitypk@piac.com.pk
Ghulam Sarwar Cell No +92-300-8228091
Chief Engineer Base Tel Office | +9221-467-5116
Maint. Tel Home | +9221-4592125, 4591400
Standby Fax No +9221-4675502

Telex KHIMDPK

E-mail khimdpk@piac.com.pk
Z. 1. Jami Cell No +92-300-8290583
Chief Engr., (O) PP Tel Office | +9221-4675355, 4675270
Standy Tel Home | +9221-4622142

Fax No +9221-4675298

Telex KHIMAPK

E-mail zafar.jami@piac.com.pk
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Engineering Coordinators
Shahab Karamat Cell No +92-300-243 1612
Deputy Chief Engineer Tel Office +9221-467-5157
Bay-Il (BM) Tel Home | +92-21-663 0029
Coordinator Fax No -
Telex -
E-mail shahab.karamat@piac.com.pk
Agha Taimoor Ali | CellNo | -
Deputy Chief Engineer Tel Office | +9221-467-5220/5310/5230
Scheduling & Planning Tel Home | -
Coordinator Fax No -
Telex -
E-mail -
Finance
Arif Majeed Cell No +92-300-8223628
SVP Finance Tel Office | +9221-467-4138, 467-4003
Member Tel Home +0221-2254524
FaxNo | +9221-9242370
Telex KHIAZPK
E-mail Khiazpk@piac.com.pk
Muhammad Igbal Cell No +92-300-8278432
G.M. Accounting Tel Office | +9221-467-4901, 467-4055
Tel Home | +9221-4122228
Fax No +9221-9242326
Telex KHIAQPK
E-mail Khiagpk@piac.com.pk
Khagan H. Ibrahim Cell No. +92-300-8206923
G.M. Funds Management | Tel Office | +9221-4674830, 9242311
Tel Home | +9221-4612674
Fax No +9221-9242271
Telex KHIBCPK
E-mail khibcpk@piac.com.pk
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Human Resource & Administration

Talat Mehmood Cell No +92-300-8220744
G.M. Welfare Tel Office | +9221-467-4937
Member Tel Home | N/A

Fax No 021-9242309

Telex KHIIMPK

E-mail khiimpk@piac.com.pk
Aasim Ahmed | Cell No | +92-300-8276924
G.M. Tel Office | +9221-467-3826
Recruitment & Placement | Tel Home | N/A
Standby Fax No N/A

Telex KHIGEPK

E-mail aasim.ahmad@piac.com.pk
Ishrat Hussain Khan Cell No +92-345-2080491
Mgr. H.R. Tel Office | +9221-467-4907, 4019, 4203
(SVP HR&A Sectt.) Tel Home | +9221-6974114
Standby | Fax No N/A

Telex | KHIGOPK

E-mail ishratkhan9@piac.com.pk
Muhammad Fayyaz Cell No +92-300-2623013
Mgr. Industrial Tel Office | +9221-467-4525
Engineering Tel Home | +9221-4632416
Standby Fax No N/A

Telex KHIGFPK

E-mail khigfpk@piac.com.pk
Sales
Kamran Hassan Cell No +92-300-8220742
SVP Sales Tel Office +9221-467-4763, 467-3129
Member Tel Home +9221-5851748-49

Fax No +9221-4673480

Telex KHISZPK

E-mail khiszpk@piac.com.pk
Zahir Hayat Cell No +92-300-203276
G.M. Reservation Tel Office | +9221-4674051
Planning Tel Home | +9221-4570141, 4674277
Standby Fax No +9221-9242503

Telex KHIRZPK

E-mail khirzpk@piac.com.pk
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Shahid Latif Cell No +92-300-8268187
G.M Cargo Tel Office | +9221-4674696, 4571844
Standby Tel Home | +9221-5341581
Fax No +9221-4674017
Telex KHIFYPK
E-mail khifypk@piac.com
Faizul Hadi Cell No +92-300-2435192
Manager CRC Tel Office | +9221-467-3806, 9242527 /
Standby 4570130
Tel Home | +9221-6047799
Fax No +9221-
Telex KHIRSPK
E-mail khirspk@piac.com.pk
Airport Services
Mazhar Z. Kiyani Cell No +92-300-8214399
GM Pax Services Tel Office +9221-4674345, 4355
Member _T_e] Home =
Fax No +0221-9242511
Telex KHINZPK
E-mail khinzpk@piac.com.pk
Yousuf Shaikh Cell No +92-345-2283192
Manager Pax Services Tel Office | +9221-467-4970, 3170, 4583
Standby Tel Home | +9221-4584444
Fax No +9221-9242511
Telex KHIOUPK
E-mail | khioupk@piac.com.pk
Aliuddin Ahmed Cell No +92-301-8200295
DGM ACSI Tel Office | +9221-4674361
Standby Tel Home | +9221-4551355
Fax No +9221-9242511
Telex KHISBPK, KHINCPK
E-mail ali@piac.com.pk
khisbpk@piac.com.pk
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Cargo Division, (Sales)
Shahid Latif Cell No +92-300-8268187
G.M Cargo Tel Office | +9221-4674696, 4571844
Member TelHome | +9221-5341581
Fax No +9221-4674017
Telex KHIFYPK
E-mail | khifypk@piac.com
Mustansir Mahesri Cell No +92-300-8294068
Manager Cargo Tel Office | +9221-4674879
Operations TelHome | +9221-4528103
Standby Fax No +9221-4674017
Telex KHIFTPK
E-mail khiftpk@piac.com
Qamar Jafarey Cell No +92-345-2172244
Project Manager Tel Office | +9221-4674264, 4637, 4582
Standby | Tel Home | +9221-5378900, 5378300
Fax No +0221-4674017
Telex | KHIFUPK
E-mail khifupk@piac.com
Imtiaz A. Bhutto Cell No +92-345-2230950
Manager Cargo Sales Tel Office | +9221-4674624, 4544
Standby Tel Home | +9221-5832331
Fax No +0221-4674017
Telex KHIFZPK
| E-mail Khifzpk@piac.com.pk
Information Technology
Nadeem lkram Cell No +92-300-8275473
SR IT Tel Office | +9221-4673554, 3140
Member Tel Home | +9221-4555207
Fax No +9221-4673024
Telex KHIIDPK
E-mail Khiidpk@piac.com.pk
Abdul Aziz Sangi Cell no +92-300-8200238
G.M. Computer Services | Tel Office | +9221-4674341, 3539
Standby Tel Home | +9221-4613253
Fax No +9221-4673024
Telex KHINSPK
E-mail kKhinspk@piac.com.pk ]
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Asad Afridi Cell No +92-300-8230569
G.M. Communications Tel Office | +9221-4674713, 4817, 3100
Standby Tel Home | +9221-4968959

Fax No +9221-4573333

Telex KHIXRPK

E-mail khixrpk@piac.com.pk
S.M. Kashif Zia Cell No +92-
DGM Software Dev. Tel Office | +9221-4674388, 3391
Standby Tel Home | +9221-4519696

Fax No | +9221-4673024

Telex -

E-mail kashif.zia@piac.com.pk
Central Control B
Arif Sultan Cell No +92-300-8231270
G.M. Central Control Tel Office +9221-467-4278, 467-4415
Member Tel Home +9221-4902223

Fax No +9221-4575118

Telex KHIOCPK

E-mail arif.sultan@piac.com.pk
Abbas Mahmood Cell No +92-333-3078762
Mgr. Operational Control | Tel Office | +9221-467-4919
Standby Tel Home | +9221-4674286

Fax No +0221-457518

Telex KHIOCPK

E-mail khiocpk@piac.com.pk
Flight Safety & HSE
Capt. Shahnawaz Dara Cell No +92-300-2138183
SVP Flight Safety & HSE | Tel Office +9221-467-4484, 467-4486
Member Tel Home +9221-9243585

Fax No +9221-9242322

Telex KHIOFPK

E-mail khiofpk@piac.com.pk
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F/E Jamil Malik Cell No +92-300-8294164 T
General Manager Tel Office | +9221-467-3288
Flight Safety Tel Home | N/A
Standby Fax No +9221-9242322
Telex KHIOFPK
E-mail khiofpk@piac.com.pk
Col. Mansoor Akram Cell No +92-301-8264424
General Manager Tel Office | +9221-467-3124
Flight Safety & HSE Tel Home | N/A
Standby Fax No +9221-9242322
Telex KHIOFPK
E-mail khiofpk@piac.com.pk
Shahid Muhammad Cell No +92-300-2194389
Ground Safety Officer Tel Office | +9221-467-4837
Standby Tel Home | +9221-4633446
Fax No +9221-9242322
Telex KHIOFPK
E-mail khiofpk@piac.com.pk
Food Services
Shahid Sarwar Cell No +92-300-8256567
G.M. Food Services Tel Office +9221-467-4268, 467-3065
Member Tel Home | +9221-5343400
Fax No +9221-4578568
Telex KHIDHPK
E-mail khihdpk@piac.com.pk
Syed Aamir Raza Cell No +92-300-2333571
Field Services Officer Tel Office | +9221-467-4775
Standby Tel Home | -
Fax No +9221-4578568
Telex KHIUZPK
E-mail khiuzpk@piac.com.pk
Wajid Hussain Cell No +92-300-9276940
Field Services Officer Tel Office | +9221-467-3413
Standby Tel Home | +9221-4632926
Fax No +9221-4578568
Telex KHIHDPK
E-mail _ihiuzpk@piac.com.pk
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Aslam Farooq Cell No +92-300-2256298
Field Services Officer Tel Office | +9221-467-4829
Standby Tel Home | +9221-4600288
Fax No +9221-4578568
Telex KHIHMPK
E-mail khihnpk@piac.com.pk
Medical
Dr. Abdul Qadir A. Cell No +92-333-2132186
Akhund Tel Office +9221-467-3277, 9242374,
Chief Medical Officer / +9221-4549797
Chief Flight Surgeon Tel Home | +9221-5877318
Member Fax No +9221-4572510
Telex KHIGMPK
E-mail khigmpk@piac.com.pk
Dr. Capt. M. A. Hadi Naqvi | Cell No +92-301-2638955
Dy. Chief Medical Officer | Tel Office | +9221-4673280
Standby Tel Home | +9221-4631822
Fax No | +9221-4572510
_Telex | KHIGMPK
E-mail khigmpk@piac.com.pk
Dr. Muhammad Nazir Cell No -
Sr. Medical Officer Tel Office | +9221-4380464
Standby Tel Home | +9221-8145090
FaxNo | +9221-4572510
Telex KHIGMPK
E-mail khigmpk@piac.com.pk
Dr. Murwah Jawaid CellNo | +92-333-21689/7
Lady Medical Officer Tel Office | +9221-4521512-209
Standby Tel Home | +9221-4852603
Fax No -
Telex -
E-mail drmurwah@hotmail.com
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Security
Lt. Col. Moin Rauf Cell No +92-300-8278287
G.M. Security Tel Office +9221-467-4657, 467-4948
Member Tel Home +9221-
Fax No +9221-9242334
Telex KHICGPK
E-mail khicgpk@piac.com.pk
Maj(R) Shahid Khan Cell No +92-300-8283717
Toro Tel Office | +9221-467-4523
Security Manager Tel Home | +9221-5823536
Operations & Training Fax No +9221-4575969
Standby Telex KHIQPPK
E-mail khicgpk@piac.com.pk
S.H.M. Kazmi Cell No +92-300-2210100
Security Manager Tel Office | +9221-467-4709
(South) Tel Home | +9221-4560287
Standby Fax No +9221-9242334
Telex KHICGPK
E-mail khicgpk@piac.com.pk
Shamshad Ahmed Cell No -
Security Manager Tel Office | +9221-467-4359
Jinnah Terminal Tel Home | +9221-4510659
Standby Fax No -
Telex KHIGWPK
E-mail khigwpk@piac.com.pk
PIA Training Centre
Najeeb Khan | Cell No +92-300-8213355
Principal PTC Tel Office +9221-467-4725, 4577832
Member Tel Home +9221-
Fax No +9221-4674363
Telex KHIGTPK
E-mail khigtpk@piac.com.pk
ahjawed@piac.com.pk
Riaz Shah Cell No R
Manager Training Tel Office | +9221-4674727, 3052
Support Tel Home | +9221-4986499
Standby Fax No +9221-4673252
Telex KHIGTPK
E-mail khigtpk@piac.com.pk
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Sohail Mahmood Cell No +92-300-2251320
Mgr. Training Tel Office | +9221-467-3579
Coordination Tel Home | 5878849
Standby Fax No +9221-4674363
Telex KHIGTPK
E-mail khigtpk@piac.com.pk
Igbal Malik Cell No +92-321-2132288
Training Support Officer | Tel Office | +9221-467-3249
Standby Tel Home | +9221-4583486
Fax No +9221-4674363
Telex KHIGTPK
E-mail khigtpk@piac.com.pk
Public Affairs
Capt. Hassan Jaffery Cell No +92-300-8209324, 9266428
G.M. Public Affairs Tel Office +9221-467-4109, 467-4066
Member Tel Home +9221-4526370
Fax No +0221-4575969
Telex KHISRPK
E-mail Khisrpk@piac.com.pik
Chaudhry Bashir Cell No -
DGM Public Relations Tel Office | +9221-467-4558, 467-4561
Standby Tel Home | +9221-9230520
 Fax No +9221-4575969
Telex KHISRPK
E-mail khisrpk@piac.com.pk
Asad Salahuddin CellNo | +92-300-8493911
Public Relation | Tel Office | +9221-4674275
Standby Tel Home | -
Fax No +9221-4575969
Telex KHISRPK
E-mail kKhisrpk@piac.com.pk
Sameer Nazami Cell No +92-345-2133347
Standby Tel Office | +9221-4674561
| Tel Home | +9221-5841984
| Fax No +9221-4570420
Telex KHISRPK
E-mail khisrpk@piac.com.pk
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Insurance |
Sajjad Ahmed Cell No +9221-0300-2487512
Manager Insurance Tel Office | +9221-4673228
Member Tel Home +9221-5693822

Fax No +0221-9242236
Telex KHIAHPK, KHIAIPK
E-mail | khiahpk@piac.com.pk
Tofique A. Daudpota | Cell No +92-333-3078331
Accounts Officer Tel Office | +9221-4674228
Standby Tel Home | +9221-4616298
Fax No +9221-9242236
Telex KHIAHPK
E-mail Khiahpk@piac.com.pk
Farhan Ansari Cell No +92-320-4083890
Accounts Officer Tel Office | +9221-4674220
Standby TelHome | +9221-5844717
Fax No +9221-9242236
Telex KHIAHPK
E-mail kKhiahpk@piac.com.pk
‘Muhammad Haroon Cell No = ’
Hashmi Tel Office | +9221-4674419
Accounts Officer | Tel Home | +9221-6331220
Fax No +9221-9242236
 Telex KHIAPKH
E-mail Khiahpk@piac.com.pk
Legal
Suhail Mahmud Cell No -
Deputy General Manager | Tel Office +9221-4674701, 4674756
Legal Services TelHome | +9221-4570805
Member Fax No +9221-9242283
Telex KHIQVPK
E-mail Khigvpk@piac.com.pk
Muhammad Ismail Khan | Cell No +92-300-2390738
Khattak Tel Office | +9221-4673192
Senior Legal Officer Tel Home | -
Standby Fax No +9221-9242283
Telex KHIQVPK
E-mail Khigvpk@piac.com.pk
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S. Fayyaz Ali Shah Cell No +92-333-2265324
Masoomi Tel Office | +9221-4674967
Law Officer, Legal Tel Home | +9221-4616856
Services Fax No +9221-9242283
Standby Telex KHIQVPK
E-mail khigvpk@piac.com.pk
Passport Cell
Zia Ahmed Cell No -
Asstt. Mgr. Passport & Tel Office | +9221-4674502
Visa Tel Home | +9221-6681281
Member Fax No .
Telex KHIVKPK
E-mail khivkpk@piac.com.pk
Muhammad Nawaz Cell No +92-300-8255963
Tabsum Tel Office | +9221-4674502
Visa Officer Tel Home | -
Standby Fax No -
Telex KHIVKPK
E-mail khivkpk@piac.com.pk
Rashid Ullah Cell No +92-321-5004617
Manager Passport (ISB) Tel Office | +92-51-9280955, or 9024376
Standby Tel Home | +92-51-5505487
Fax No +9251-9280965
 Telex ISBVKPK
E-mail rkhan@piac.com.pk
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Customer Relations

S.A.Hakeem Cell No -
Manger Customer Tel Office | +9221-4674320
Relations Member Tel Home +9221-5346882

Fax No +9221-9242165

Telex KHIDWPK

E-mail khidwpk@piac.com.pk

khimcr@piac.com.pk

Mashood Abbass Rizvi Cell No +92-333-2154528
Quality Assurance Officer | Tel Office | +9221-4674737
Standby ' Tel Home | +9221-4611017

Fax No +9221-9242165

Telex KHIDWPK

E-mail khidwpk@piac.com.pk
Erum Khalid Cell No -
Customer Services Tel Office | +9221-4673236
Officer Tel Home | +92-21-5672054
Standby | Fax No +9221-9242165

Telex KHIDWPK

E-mail Khidwpk@piac.com.pk
TGS
Tasleem Jat Cell No -
Manager TGS Tel Office | +9221-467-3456
Member Tel Home | +9221-4616230

Fax No +9221-4578401

| Telex KHIOTPK
E-mail khiotpk@piac.com.pk
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S. Fazal Ahmad Cell No +92-300-8221502
Executive Director Tel Office +9221-4573882, 4673031,
Member +9221-4570141-5 Lines
Tel Home +9221-4521730
Fax No +9221-4578401
Telex -
E-mail skyroomskarachi@yahoo.com
info@airporthotel.com.pk
Ali Akbar Hussain Hashmi | Cell No +92-301-3376931
Residential Manager Tel Office | +9221-4673199-4570141-5
Standby Tel Home | +9221-4570141-5
Fax No +9221-4578401
Telex -
E-mail skyroomskarachi@yahoo.com
info@airporthotel.com.pk
Tarique Jamal Cell No +92-301-3376935
Rooms Div. Manager | Tel Office | +9221-4570141-5 Lines
Tel Home | +9221-4389699
FaxNo | +9221-4578401
Telex -
E-mail skyroomskarachi@yahoo.com
info@airporthotel.com.pk
Ghulam Qadir Cell No +92-301-3376857
Manager Purchases Tel Office | +9221-4675543, 4570141-5
Tel Home | +9221-4631213
Fax No +9221-4578401
Telex -
E-mail skyroomskarachi@yahoo.com

info@airporthotel.com.pk
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Precision Engineering Complex (PEC)

—

AVM Muhammad Rafi Cell No +92-301-8224133
8BVP PEC Tel Office | +9221-4570601
Member Tel Home | +9221-9245026
Fax No +9221-4572695
Telex Khiezpk
E-mail khiezpk@piac.com.pk
Nadir Ali Shah Cell No +92-300-8272824
GM PEC Tel Office | +9221-4674578
Standby | Tel Home | +9221-9247041
Fax No +9221-4572695
Telex Khiezpk
E-mail gmprod.pec@piac.com.pk
Shahid Islam Rishi Cell No +92-300-2116487,
Manager Marketing B +92-333-2216264
Standby Tel Office | +9221-4675389
' Tel Home +9221-6671733,6633649
Fax No +9221-4572695
Telex :
E-mail | shahid.islam@piac.com.pk
Muhammad Igbal Cell No +92-300-8243785
Engineer Tel Office | +9221-4675110
Standby Tel Home | +9221-5893292
Fax No +9221-4572695
Telex -
E-mail igbalerp2006@yahoo.com J
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10.

SVP ENGINEERING

Ensuring that divisional representatives have joined their duties at ERC and Field

Team.
Maintaining close coordination with the Engineering Home Base Team.

Ensuring the arrangements for disable aircraft recovery through all available

resources.

Ensuring close Coordination with the manufacturer of the aircraft about the

accident through the manufacturer’s representative.

Ensuring that all concerned documents of the aircraft involved in the accident

have been secured.
Ensuring availability of one standby aircraft, if required to operate relief flight.

Ensuring that all maintenance personnel continue working normal so that no

disruption to other services takes place.

Visiting the bereaved families of Engineering personnel, on board the unfortunate

aircraft and extending support through Family Assistance Team Members.

Ensuring provision of resources regarding the Maintenance Investigation and

Recovery Kits.

Notifying any changes in the names and contacts of team members representing
Engineering in ERP to SVP Coordination / SVP IT, whenever such changes

occur due to transfer or attrition.
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Chief Engineer Line Maintenance
(Engineering Member at ERC)

Chief Engineer (Line Maintenance) / Nominee is responsible to provide all relevant

technical support to ERC response effort. The Emergency Director is in control of entire

including flow, release, control of information and all decisions.

In respect of ERP his responsibilities are:

1.

2.

10.

.

12.

Upon activation of ERP join duty at ERC at the earliest.
Provide liaison between engineering department and ERC.

Inform CE (QS) or his nominee in timely manner for security of maintenance

record of the unfortunate Aircraft and get the confirmation for the same.

Inform CE (DE) or his nominee in timely manner for the availability of all pertinent

maintenance data for the accident aircraft.

Ensure effective coordination between nearest Engineering Personnel /Technical

Rep of handling Agency and ERC.

Ensure effective coordination between Engineering Personnel at last departure
station and ERC.

Activate the Engineering Family Assistance Team whenever required.
Arrange the availability of aircraft, when relief flight is required.
Establish contact with the appropriate aircraft manufacturer whenever required.

Ensure effective administration of shift patterns of Engineering Member (EM) at

home base team to ensure avoidance of burn out.

Ensure notification (through SVP Engineering) of any changes in the names and

contacts of any team member and the standby personnel nominated in ERM.

Ensure that the Maintenance/Investigation Kit should be ready for use in case of

emergency.

Ensure effective coordination between ERC and CE (BM) for activation of

recovery team.
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Chief Engineer (Quality Systems)

Chief Engineer (Quality Systems) / Nominee, is responsible to provide all relevant
technical support to the ERC response effort. The Emergency Director is in control of the
entire effort including flow, release, control of information and all decisions.

In respect of ERP his responsibilities are:

1 Ensure collection and security of records of the accident A/C whenever required
by Engineering Member Home Team (EM).

2. Keeps effective coordination with EM regarding the record and investigation of
the accident aircraft.

3. Ensure the transportation of the secured maintenance record to a location
desired by EM if required by ERC.

4. Ensure periodic inspection of Investigation/ Maintenance Kit placed at ERC
(KHI).

5. Ensure the availability of Investigation Team whenever required by the ERC.

6. Ensure development of procedures necessary for the investigation of various
aircraft.

7. Ensure periodic training of personnel on investigation procedures & techniques.
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Chief Engineer (Development Engineering)

Chief Engineer (Development Engineering) / Nominee, is responsible to provide all
relevant technical support to the ERC response effort. The Emergency Director is in
control of the entire effort including flow, release, control of information and all decisions.

In respect of ERP his responsibilities are to:

1. Ensure collection and availability of all pertinent Maintenance Data of the
accident A/C whenever required by Engineering Member Home Team (EM).

2. Ensure effective coordination with EM regarding the Maintenance Data of the
accident aircraft.

3. Ensure the transportation of the Maintenance Data to a location desired by EM if
required by ERC.
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Chief Engineer (Base Maintenance)

Chief Engineer (base Maintenance) / Nominee, is responsible to provide all relevant
technical support to the ERC response effort. The Emergency Director is in control of the
entire effort including flow, release, control of information and all decisions.

In respect of ERP his responsibilities are to:

1. Ensure the availability of Recovery Team whenever required by the ERC.
2. Ensure the availability of Recovery Kit whenever required by the ERC

3. Ensure development of procedures necessary for the recovery of the different
aircraft.

4. Ensure periodic training of personnel on recovery procedures & techniques.
5. Ensure up-gradation of Recovery Kit as and when required.

6. Ensure the transportation of Recovery Kit whenever required by EM.
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