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Creating Pioneering Adventures 

Since 1981



Our World 

200 ground agents

130 Countries
600 itineraries

30,000 customers

130 UK staff
400 Leaders





Absence of Evidence is not 

Evidence of Absence



Risk awareness

• It won’t hit our area

• It won’t hit our town

• If it hits our town it won’t 

hit our business

• If it hits our business it 

won’t affect me as much as 

others
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Korea



Our World

• Terrorism and health

• Texting

• The Village 

• Friday 13th

• September 11th

• Hurricane Katrina 

• Avoiding the avoidable

• Dealing with the inevitable









Slips and trips 

• South Africa – how much ?

£55,000!



It’s important…



Why would we NOT bother?

• Time & resource

• Lack of awareness

• Lack of procedures & knowledge

• It has never happened to me

• It will never happen to me…..



Why would we bother?

• Minimise  number of incidents

• Maximise customer satisfaction

• Increase efficiency 

• Protect  and enhance reputation

• Sleep at night– avoid moral guilt

• Portray a professional image 

• Reduce  litigation

• Reduce compensation pay outs

• Your commercial advantage 

• Reduce  Public Liability Insurance  costs.

• These people…..





FCO 

Foreign and Commonwealth 

Office
www.gov.uk/foreign-travel-advice

Country specific TRA

Understanding the risks

https://www.google.co.uk/url?sa=i&rct=j&q=&esrc=s&source=images&cd=&cad=rja&uact=8&ved=0CAcQjRw&url=https://history.blog.gov.uk/category/art-and-design/&ei=9sNRVfO6HYS07gb0mYHwBg&bvm=bv.92885102,d.ZGU&psig=AFQjCNERgsCXjs2BvgzyWEqjTUXrcUjQiQ&ust=1431508326695647


Briefings 

• Your staff are your eyes on the  ground 

and your policemen & teachers

• Prevention is better than cure

• Good briefings will….

Show that your staff are professional

Show  that you are a professional company

Prevent accidents – protect your customers staff and reputation



South Africa fire beehive huts 

Country specific TRA

Poor Reporting 





when things go badly 

wrong?

What happens…. 



The Golden Hour? 



Is the tour operator ready?

• Is the office  prepared for an incident ?

• Is there a 24 hour duty Manager?

• Is there  an Incident handling  checklist?

• Do you have an Emergency response plan?

• Will your telephones  be overwhelmed?

• Are the staff trained to deal with sensitive issues?

• Does your office have a Crisis  Team?

• How will they deal with the media?

• Will  the company’s commercial reputation be 
damaged or enhanced?

• Do you have people with language skills 

– do you know who they are ?



Safety Awards 2017

file://File1/Ops/Tour Leaders/Training/New training presentation and links/Docs linked to presentation/safety_awards.ppt


5th place

Cable Fixing





4th place

Basement Painting





3rd place

Aeronautical Engineering





2nd place

Electrician





And the First Prize …

Street Light fixing





Who are the most dangerous people?

• The most dangerous people are the 

people who don’t know they are 

dangerous.

• To themselves

• To others

• This can be a combination of arrogance 

and ignorance



In summary…..

• Know what  you are doing and the risks

• Know your weaknesses

• Know who you are working with

• Understand and follow safety  guidelines to 
reduce incidents

• Be better placed to protect your reputation, your 
business, your staff and our customers

• NEVER believe because it has not happened 
that it will never happen to you – and have plans

• Assume when news breaks, that it will get worse



Your objective

• To reduce the number of incidents

• To reduce the severity of incidents

• To have a plan to deal with incidents

• Learn



Yemen  1998



Lessons learnt

• We need some sort of crisis plan and team 

(crisis manual was created post incident)

• We should have a crisis simulation to 

practice

• We need to send people from the office to 

be on the ground



September 11th 2001



Ash cloud 2010 



Tsunami 2004



Lessons learnt

• Lots of people will be calling- we need the 

staff, systems and resources to be able to 

handle it all

• Make fast decisions on what is being 

covered

• Experience meant that the handling of the 

incident was smooth enough for us to 

also manage to run a charity event at the 

same time

• It will get worse before it gets better



Turkey Balloon 2009 



Malaysia 2006 



Lessons Learnt

• You  need members of staff from all around 

the business in the crisis team 

• It’s a 24 hour a day effort for several days

• It is important staff are the at the scene ASAP 

– when in doubt - send



Prevention?

Or cure?



Prevention

Know…

• What we are doing

• Where we are doing it

• How we are doing it

• Who we are doing it with

• Consequences



Cure

• Know your operating environment 

• Prepare and train your staff

• Look after them!

• Have a crisis plan in place 

• Review and test it on a regular basis –
conduct unannounced crisis simulations 

• When it happens put customers emotional 
and physical wellbeing (and their friends and 
family) at the top of the list



• Prepare for the worst

• Prepare for it to happen out of office 

hours

• Prepare for an incident to get worse

• Review




