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Globalinks Learning Abroad: Emergency Response Plan

The highest priority of GlobaLinks Learning Abroad (Globalinks) is to assure the health, safety
and well-being of the students who participate on international programs with us. Throughout
the entire Globalinks experience our US-based staff and in-country teams work to ensure
students a successful experience abroad.

The country specific Bridging Culture Program and the Host Program orientation program
highlights health and safety considerations and provides students with resources to tap into
throughout their time abroad. Still unforeseen emergency events can impact students and
when this happens we have protocol in place to respond to emergency events regardless of the
location or nature of the situation.

What constitutes an emergency?

An emergency is a situation where the health, safety and well-being of a student or staff
member are in jeopardy. The following is a list of examples of emergency situations:

e Incident/Accident/Iliness: Student or staff member requiring more than routine medical
care. Emergency Response Plan Incident - Accident or lliness

e Crimes/Arrests: Crimes committed by or against a student, including physical and sexual
assault, drug and alcohol related incidents. Emergency Response Incident Plan - Crimes

or Arrests

e Psychological Emergencies: Suicide threats and attempts, serious eating disorders,
erratic or threatening behavior due to mental health related conditions. Emergency
Response Incident Plan - Psychological lliness

e Death: Student or staff member. Emergency Response Incident Plan - Student Death

e Natural Disaster, Terrorism, Fire, Flood or Other Incident: Within the city, region or
country of the program requiring special assistance or relocation. Emergency Response

Incident Plan - Group Crisis Situation




e Evacuation: Natural Disaster/Terrorism/War/Political Emergency. Emergency Response

Incident Plan - Evacuation

e Pandemic: A global disease outbreak. Emergency Response Incident Plan - Pandemic

Emergency Response

Globalinks works in close concert with our Host University Partners to manage the situation on
site while keeping Home Program Partners informed as appropriate through timely and clear
communications. With a well-defined framework to guide the process, our staff make decisions
and manage the response for each student emergency, natural disaster or political crisis
regardless of what and where it occurs.

This document outlines the 5 components of our protocol used in decision making and
emergency response. Inform, manage Roles and Responsibilities, Communicate with

constituents, Identify Appropriate Resources, and Document emergency. This process guides

our actions regardless of the specific event impacting our participant and our partners both in
the U.S. and abroad.

Inform

How does Globalinks staff in the U.S. and abroad learn about and confirm information involving
individual student incidents or occurrences of political or natural emergencies?

e Throughout the study abroad process Globalinks encourages open dialogue with
students to articulate their needs and expectations which foster openness with
students. Our goal is to empower them to both seek help and local resources as needed
while being active participants in their own well-being abroad.

1. Students must inform their local Residential Staff, Host Program partner or
Denver staff of the incident.

2. Regular communications and opportunities for “check in” with the Resident
Director and the use of social media groups (i.e. Globalinks Facebook
Groups) foster open communication in times of need.

e In any emergency situation the Globalinks Resident Director and/or the Globalinks
Program Manager should be notified as soon as possible by the Host Program.
Alternatively, if the Resident Director or any other Globalinks staff member learns of an
emergency situation prior to the Host Program having knowledge of such an occurrence,
every effort should be made to inform the Host via the International Director or



Program Manager to ensure the Host Program is involved in dealing with the situation.
Communications and collaborative coordination are cornerstones of the relationship
among all parties.

There are times when we learn of an incident specific to one student (physical assault,
robbery, accident, illness, etc.) from a parent or another student before the student has
had an opportunity to reach out to us. With today’s technology and social media, we
may not be the first to know of individual situations. When this happens we
immediately begin direct communications with the student impacted and with other
concerned parties as appropriate, assuring that we have a clear understanding of events
and the status of the response. Family members and students may contact emergency
numbers monitored 24 hours a day, 7 days per week.
www.globalinksabroad.org/about/health _and safety/24-hour_emergency support/

Students should contact their local Resident Director as instructed.

Globalinks staff is able to exert a more proactive role in informing participants and
others about natural or political events which may negative impact our students.

o U.S.-based Program Managers and Directors stay abreast of world events
through various email notification sites, media outlets and daily newsletters that
include:

= Subscription to Overseas Security Advisory Council (OSAC.gov) which
provides daily security email briefings, notifications of U.S. State Department
travel alerts and other safety resources pertinent to U.S. citizens abroad;

= Daily monitoring of major media outlets such as NPR, BBC and CNN;

=  Subscription to SECUSS-L which is a worldwide network of study abroad
professionals in tune with occurrences impacting students abroad;

= Subscription to HTH Worldwide News Alerts containing daily security advice,
health related information, and other international news briefings.

o Residential Staff keep abreast of local events through local media, governmental
emergency services, other provider networks in the country, and on-site
observation by:

= Monitoring any local protests, strikes, political events or elections in the
country, city and host university (i.e. Thailand, Greece, Spain);


http://www.globalinksabroad.org/about/health_and_safety/24-hour_emergency_support/

= Maintaining direct contact with the study abroad student support office at
the Host Program to assure information flow and coordination during any
events. There may be situations where this is the first source of the event
(i.e. housing is being closed due to earthquake damage, flooding potential,
etc.).

= Monitoring Globalinks Facebook group daily and student pages for indication
of any issues.

Roles and Responsibilities

Who are the primary parties to be informed and involved in decision-making and response?
What are their roles and responsibilities in managing an emergency event?

e Students are the primary players in incidents and events that impact them directly.
They must always be supported as the key participants and first senders and receivers of
information. This can sometimes be a challenge when parental involvement may lead
to the student being removed from or superseded in the communications. Globalinks
staff will always ensure that the student is kept in the loop and not bypassed in the
process as long as the student remains fully capable of participating.

e Globalinks Program Managers at the U.S. headquarters are the primary organizational

representatives to liaise with North American parties including family members, HTH,
travel providers, other Globalinks staff, and the Home University when the incident
involves one student. The Program Manager keeps Residential Staff informed.
Depending on the severity of the incident, a crisis team will be assigned to specific roles
within the Admissions structure. The team may also involve the Director of Admission
and the Executive Director. Program Managers are typically “first responders” and will
assess the situation and document what is needed by the student and submit a
suggested course of action to the Senior Director. The Program Manager then manages
the response.

e Globalinks Residential Staff on site are the primary contacts with those in the host

country, including students, the Host Program, and local resources. Globalinks
Residential Staff will keep the Headquarters Program Manager informed. Any on-site
support and/or travel by the Resident Director in order to join the Resident Coordinator
are approved as warranted (i.e. earthquake in New Zealand, student major
medical/death). Residential Staff are typically “first responders” on site and will assess



the situation and document what is needed by the student and submit a suggested
course of action to the Program Manager and implements on-site response.

Home University Advisors of the students will be kept informed by the Program

Manager depending on the nature of the event. The Program Manager, in consultation
with his/her supervisor as needed, will determine whether the event is serious enough
to necessitate involvement of Home University Advisor. Globalinks relies on the Home
University Advisor to keep other university personnel and offices appraised as necessary
and appropriate.

Host Program Partners provide the lead role in support and serve as liaison for various

issues related to housing, academic absences, host country laws and visa implications.
The Program Manager and/or Resident Director will assure coordinated
communications and collaboration as the situation dictates.

Student’s family support network will also be involved to varying degrees. The Resident

Director should establish the parameters of the student’s wishes immediately to assure
compliance with FERPA requirements and respect of student’s rights. Parent initiated
communications must be verified with student. Resident Directors and Program
Managers need to make a judgment call if the students “health and well-being” is at
stake and unable to clarify their wishes due to incapacitation in some way. Compassion,
quality support, and clear and timely communications with parents is crucial to a
successful outcome response to the event.

Other students on the program may be impacted by a student’s individual incident (i.e.

co-student seriously hurt in bus crash, student death, or other). They should be kept
informed as feasible, respecting the injured student’s privacy, and support networks
made available for counseling.

HTH Insurance case managers and STA travel agents may be involved with GlobaLinks

staff serving as initial communications liaisons. STA coordination will rest with the
Program Manager or the Resident Director, while HTH liaison may be best facilitated by
residential staff on site with student and medical facilities. Students and/or their
designated parental contact will be the direct communicator with these parties and
receive direct medical, safety and medical counsel from these expert providers with
facilitation by Globalinks staff as necessary.



e U.S., international or local media may be involved depending on the seriousness and

broad nature of the event. All Globalinks staff defer media request (from local,
university, domestic or international media) to one designated person, usually the
Director of Admissions or the Executive Director.

e The Globalinks Director of University Partner Programs and Director of Onsite Programs

and Services are responsible for programs and student safety management and are key
leaders in deciding the level and nature of support in the case of emergencies with
participants. Expenses such as local transportation or communication expenses such as
telephone calls to either assess a situation or provide immediate care are all pre-
authorized expenses and should be utilized immediately as needed by onsite staff. For
other necessary student expenses in times of crisis, Senior Directors should be
consulted before issuing funds. Consultation between these Senior Directors and the
Executive Director is recommended; however, should timing be short and contact
cannot be made within 24 hours, Senior Directors, as defined above, are authorized to
distribute funds if needed. The organization sets aside a contingency fund of $10,000
per year for these purposes with additional funding as needed. Prior to distributing any
assistance, Senior Directors should assess the other available sources of funding such as
insurance coverage (like HTH Worldwide or the ISIC card) to ensure proper
documentation is completed and that the party responsible for payment (either
immediately or eventually) is contacted and the process for claim invoked.

Communicate
How does Globalinks communicate with constituents during an emergency situation?

e Consistency of communications assures the accuracy of information flow and builds
confidence in the relationship. All concerned parties should have one primary contact
during the event rather than several people.

e Globalinks has a detailed checklist for action and a structured communication flow
contained in the Student Situation Report template for individual incidents and the
Emergency Response Report for events that impact the group. These documents are
utilized both to guide and document management of the emergency. Both U.S. based
and international staff are trained and tested in the usage of these tools during
emergency events.



Communication with students and other involved parties transpires through various
means including cell phone, Facebook (for group announcements), Skype or email
communications. At the program site the Resident Coordinator/Director is in personal
contact. All communication — and details of the conversation — MUST be documented
by the Globalinks staff in the Student Situation Report; this ensures there is a written
record of the incident and response.

Globalinks staff always maintains the student’s confidentiality and works to ensure that
his/her individual right to privacy is respected. Globalinks receives consent from our
participants to share information between the host program and home university
through the student declaration contained on the application. Additionally, FERPA
(Family Educational Rights and Privacy Act) allows schools and providers to disclose
those records, without consent, to the following parties or under the following
conditions:

School officials with legitimate educational interest;

Other schools to which a student is transferring;

Specified officials for audit or evaluation purposes;

Appropriate parties in connection with financial aid to a student;
Organizations conducting certain studies for or on behalf of the school;
Accrediting organizations;

To comply with a judicial order or lawfully issued subpoena;
Appropriate officials in cases of health and safety emergencies; and
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State and local authorities, within a juvenile justice system, pursuant to
specific State law.

Identify Appropriate Resources

What additional reference and administrative resources are utilized by Globalinks to manage

emergency response?

Globalinks has sourced and compiled a variety of resources to serve as background
knowledge and to help guide policies, decisions and emergency management. As
specific situations occur, Globalinks staff reference the appropriate documents to help
frame their knowledge of the subject matter, to benefit from “lessons learned “ in
similar past situations, and to guide response and management.



A folder is kept on the company drive with various emails, articles, situational checklists,
SECUSS-L postings, key website links and Globalinks templates for tracking and
monitoring events. This is a constantly evolving pool of resources with new documents
added as found and proven useful in past situations. Internal access may be found
through Resource Documents. A sampling of the documents would include:

=  How do | help sexual assault victims?

= Disclosure of HIV Positive Students

= Faculty driving students abroad

= How the government issues travel alerts

= What Globalinks staff need to know about HTH

Each Residential Staff has a manual of emergency procedures including names and
contact information of local resources as appropriate to their site. This includes a
variety of organizations, individuals and businesses which may be needed during an
emergency response. Resident Coordinators have student photo rosters, email and
physical addresses, cell phone numbers, and health reports for all participants at their
site.

The vast resources and support services of the Host Program will be the primary
resource in times of emergency response. Partners are chosen BECAUSE of these
existing local networks and are often best placed to coordinate the response in
emergency situations on their soil. Globalinks on-site and U.S. based staff will
coordinate with these partners to advocate and liaise as appropriate.

HTH Worldwide, the international insurance provider, is a key resource in resolution of
events involving the health of the student. Globalinks staff are not experts in the
medical or psychological needs of our participants. Students will be directed to the vast
resources of HTH worldwide services to identify and receive appropriate treatment for
any of their health needs while abroad. GlobalLinks staff will liaise with HTH and student
as necessary.

The way that we have handled past emergencies can often serve as a foundation and
reference when confronting a new incident. Globalinks has an Excel document in place
for easy tracking of prior events. A quick review of similar events in the past may help
guide current response. These are filed internally and may be accessed by the Program
Manager or Director.



Document

How does Globalinks assure accurate documentation of events, timelines and involved parties

to efficiently manage and track the emergency response?

Careful documentation is a key component of the Globalinks Response Plan to assure
accuracy of information, clarity in communication flow, and efficiency of incident
management. All primary players can refer to a concise timeline of events,
communications, participants, and actions. A detailed record of events is a
demonstration of due diligence in Globalinks’ decision making and communications
when responding to emergencies.

Globalinks utilizes two primary reporting templates as internal central points of
communication, documentation of timelines and actions, and incident tracking.
Program Managers and Resident Directors are responsible for maintaining and
distributing these documents as appropriate. For incidents impacting an individual
student Globalinks utilizes Student Situation Reports (Emergency Required

Documentation Templates\Student Situation Report - Template.doc). For incidents
impacting a group of students (natural disaster, political strife, etc.) the Emergency
Response Report Template (Emergency Required Documentation Templates\Emergency

Response Report - Template.doc) is utilized. There is an additional template utilized by

first responders to record the initial report of the incident (Emergency Required

Documentation Templates\Emergency Phone Detail Collection Form.doc). This

document is used by Globalinks Residential Staff.

Successful management of an emergency must include keeping all appropriate
constituents informed of events in a complete, ongoing, and timely manner.
Globalinks posts Health and Safety Announcements and Updates to its website
throughout the duration of an event when the event affects a group of students in a
destination (i.e. natural disaster, political unrest).

http://www.globalinksabroad.org/about/health_and safety/health and safety annou

ncements/

During an emergency response Globalinks staff will often utilize email as the primary
means of communication. Group distributions with updated information may be sent to
students, emergency contacts, or home and host advisors. These written
communications are important to document response, keep constituents up-to-date,
lessen time required for individual communications, and show due diligence. It is
important to be clear, factual, and professional in these communications and Program


http://www.globalinksabroad.org/about/health_and_safety/health_and_safety_announcements/
http://www.globalinksabroad.org/about/health_and_safety/health_and_safety_announcements/

Managers are encouraged to ask the Director of University Partner Programs to review
the communication prior to transmission.

Overriding Guidelines for Emergency Response:

e The incident will be managed by both the Resident Director and the Program Manager
and/or Director of University Partner Programs in the U.S. office, as both parties will be
responsible for specific details within the Host Country and North America respectively.

e The Resident Director and Program Manager in the U.S. office will gather the facts and
talk to other relevant parties involved.

e Chronological logs should be kept in a crisis, utilizing the reporting documents listed
above, to outline what steps were taken, when they were taken, with whom staff
members talked, and what follow-up actions were necessary.

e The chronological log should include the nature of the incident, what emergency
support/assistance was provided and by whom, who was involved, what injuries were
sustained and by whom, who was treated and what for, if there were fatalities, if/when
families have been notified, and what ongoing support is available to students and staff
involved. In addition it should be noted if any further follow up is required and any
additional circumstances that still must be considered.

e All involve should always respect confidentiality and ensure that the individual’s right to
privacy is recognized.

e |t is important to be aware of stress management for staff and others handling an
incident.



