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February 19, 2021 
 
Via Electronic Submission 
 
Docket DOT-OST-1998-3304 
Docket Management Facility  
U.S. Department of Transportation 
1200 New Jersey Avenue, SE 
Washington, DC 20590 
 
Re. Family Assistance Plan of Aura Airlines, S.L. 
 
Dear Sir or Madam, 
 
Please find enclosed the Family Assistance Plan of AURA AIRLINES, S.L. (“AURA”) filed in accordance with the requirements 
of 49 U.S.C. Section 41313, as amended by the Wendell H. Ford Aviation Investment and Reform Act for the 21st Century 
(AIR-21) and the Vision 100 – Century of Aviation Reauthorization Act.  
 
Additionally, please be advised that the numbers to reach AURA’s operations staff 24 hours a day in the event of an 
emergency has been redacted from the enclosure provided to the Department of Transportation. The unredacted version 
has been provided directly to the National Transportation Safety Board.  
 
Please contact me if you have any questions. 
 
Sincerely, 

 
Leire Mugarra L. 
Counsel for 
Aura Airlines, S.L.  
Tel. +1 (786) 296-6365 
leiremugarra@jmbaviationgroup.com 
 
Enclosure 
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ASSISTANCE PLAN FOR CIVIL AVIATION ACCIDENT VICTIMS AND THEIR FAMILIES.  

CHAPTER 1 - SCOPE OF THE ASSISTANCE PLAN  

1.0. Glossary  
FCC  Family Care Centre. 
CMC  Crisis Committee 
SDR  Special Drawing Rights as defined by the International Monetary Fund 
ERM  Emergency Response Manual. 
OCC  Operations control department, in our case AEROGATE 
PECO  Person designated as contact person by the administration. 
DGs  Dangerous goods 
NOTOC  Notification to the Captain 
ROT  Ground operations manager 
SITA  Text messages, teletypewriting similar to a telephone network, (telegraphic system). 
RAAV  Support manager for victims and families at airports. 

1.1. Objective of the Assistance Plan  

1.1.1. Introduction, objective of the Plan, scope  

The purpose of this Victim Assistance Plan is to improve aviation safety by ensuring a high level of efficiency, diligence 
and quality of investigations, whose sole objective is the prevention of future accidents and incidents, without 
determining fault or responsibility.  
 
This plan complies with regulations on the availability of information in good time concerning all persons and dangerous 
goods on board an aircraft involved in an accident. It also aims to improve assistance to victims of air accidents and their 
families.  
 
When an emergency occurs, in most cases there are a number of people involved. These people may be customers of 
our Company, employees, or third parties who may be accidentally affected by the emergency. Independently of these 
people, we usually meet with family members, friends and other people who are legitimately interested in knowing the 
situation and condition of the former. 
 
Family members are people who are related to passengers, crew members, employees and others affected by the 
emergency, according to the traditions of their cultural identity. In certain situations, and depending on the cultural 
environment, persons united by non-traditional relationships (unmarried couples, etc.) should also be considered as 
family members. 

1.1.2. Definitions/terminology  

For the purposes of this plan, the following definitions shall apply:  
1. "accident": any occurrence which, in relation to the operation of an aircraft, takes place, in the case of manned 

aircraft, in the period between the time when any person boards the aircraft with the intention of taking a flight 
and the time when any such person disembarks, or which takes place in the case of unmanned aircraft, in the 
period between the time when the aircraft is ready to be moved with the intention of flight and the time when 
it stops at the end of the flight and the engines used as a primary source of propulsion are switched off, and 
during which 

a. a person suffers fatal or serious injury as a result of:  
i. being on the aircraft, or  
ii. coming into direct contact with any part of the aircraft, including parts which have become 

detached from the aircraft, or  
iii. direct exposure to a reactor jet,  

2. except where the injuries are due to natural causes, are self-inflicted or caused by other persons, or are injuries 
sustained by stowaways hiding outside areas normally intended for passengers and crew, or  
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a. the aircraft suffers structural damage or failure which adversely affects its structural strength 
characteristics, performance or flight characteristics, and which would normally require major repair 
or replacement of the damaged component, except in the case of engine failure or breakdown, where 
the damage is limited to a single engine (including its cowl or accessories), propellers, wing tips, 
antennas, probes, wings, tyres, brakes, wheels, hulls, panels, landing gear doors, windscreen, aircraft 
skin (such as small dents or holes in the skin), or to minor damage to main rotor blades, rear rotor 
blades, landing gear, as well as damage resulting from hail or bird strike (including random holes), or  

b. the plane disappears or becomes totally inaccessible;  
3. "accredited representative" means a person appointed by a State, on the basis of his or her qualifications, to 

participate in a safety investigation conducted by another State. An accredited representative appointed by a 
Member State must belong to a safety investigation authority;  

4. "adviser" means a person appointed by a State, on the basis of his or her qualifications, to assist the accredited 
representative in a safety investigation; 

5. "causes" means actions, omissions, events, conditions, or a combination thereof, which have led to an accident 
or incident; the identification of causes does not imply the attribution of blame or the determination of 
administrative, civil or criminal liability;  

6. "fatal injury" means any injury suffered by a person in an accident which results in his/her death within 30 days 
of the date of the accident;  

7. "flight recorder" means any type of recorder installed on the aircraft to facilitate safety investigation in accidents 
or incidents;  

8. "incident" means any occurrence associated with the operation of an aircraft, other than an accident, which 
affects or is likely to affect the safety of its operation;  

9. "International Standards and Recommended Practices" means the international standards and recommended 
practices for the investigation of aircraft accidents and incidents, adopted pursuant to Article 37 of the Chicago 
Convention;  

10. "investigator-in-charge': the person responsible, by virtue of his or her qualifications, for the organisation, 
conduct and control of a safety investigation;  

11. "operator" means any natural or legal person who operates or wishes to operate one or more aircraft;  
12. "person involved" means the owner, a crew member, the operator of the aircraft involved in an accident or 

serious incident; any person involved in the maintenance, design, or manufacture of that aircraft, or in the 
training of its crew; any person involved in air traffic control service, flight information provision or airport 
services, who has provided services to the aircraft; the staff of the national civil aviation authority, or the staff 
of EASA  

13. "preliminary report": the communication used for the rapid dissemination of the data obtained during the first 
phases of the investigation;  

14. "relatives" means the immediate family members, close relatives and any other person closely associated with 
the victim of an accident, in accordance with the victim's national law; 

15. "safety investigation" means the activities conducted by a safety investigation authority for the purpose of 
preventing accidents and incidents; these activities include the collection and analysis of information, the 
drawing of conclusions, including the identification of causes or contributing factors, and, where appropriate, 
the making of safety recommendations;  

16. "safety recommendation" means a proposal issued by a safety investigation authority, based on information 
from a safety investigation or other sources such as safety surveys, and formulated with the intention of 
preventing accidents and incidents;  

17. "serious incident": any incident which is related to the operation of an aircraft and which involves circumstances 
indicating a high probability of an accident occurring, where, in the case of manned aircraft, such operation 
occurs in the period between the time any person boards the aircraft with the intention of flight and the time 
any such person disembarks, or which takes place, in the case of unmanned aircraft, in the period between the 
moment when the aircraft is ready to be put into motion with the intention of flying and the moment when it 
stops at the end of the flight and the engines used as a primary source of propulsion are switched off. A list of 
examples of serious incidents is set out in the Annex;  

18. "serious injury" means any injury suffered by a person in an accident which has one of the following 
consequences:  

a. hospitalisation of more than forty-eight hours, starting within seven days of the date of injury;  
b. breakage of any bone (except simple fractures of fingers, toes, or nose)  
c. lacerations that cause severe bleeding or damage to nerves, muscles, or tendons  
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d. injuries to any internal organ;  
e. second or third degree burns, or burns affecting more than 5% of the body surface; 
f. proven exposure to infectious substances or harmful radiation 

 

1.2. Basic regulatory framework.  

National legislation  

• Law 1/2011 of the 4th March, which establishes the State Operational Safety Programme for Civil Aviation and 
modifies Law 21/2003 of 7 July on Air Safety: Articles 37.3 and 60.3. 6th and 7th. 

• Royal Decree 632/2013 of the 2nd of August on assistance to victims of civil aviation accidents and their families 
and amending Royal Decree 389/1998 of the 13th of March regulating the investigation of civil aviation accidents 
and incidents 

• Coordination Protocol for Assistance to Victims of Civil Aviation Accidents and their Families, approved by 
Resolution of the 14th of May 2014 of the Undersecretary of the Interior Ministry. 

 

1.2.2. International legislation and regulations.  

• Regulation (EU) 996/2010 of the European Parliament and of the Council of the 20th of October 2010 on 
investigation and prevention of accidents and incidents in civil aviation and repealing Directive 94/56/EC: Arts. 
20 and 21 

• ICAO Doc. 9998- ICAO Policy on Assistance to Aircraft Accident Victims and their Families 

• ICAO Doc. 9973- Manual on assistance to victims of air accidents and their families. 
 

1.3. Collaboration with government and regional bodies  
 
In the case of an emergency that activates the ERM, and in order to reduce the damage caused, the maximum 
collaboration of all the parties involved is necessary.  
Therefore, AURA AIRLINES will facilitate at all times all actions/decisions to be taken, exchange of information, maximum 
collaboration, and actions to be followed with: 

⎯ public intervention services for the care of victims and families, within the organisational framework of the civil 
protection plans of the Spanish Autonomous Communities.  

⎯ the Self-Protection Plans of the Spanish airports in which the company operates, which ensure optimum 
coordination of the measures put in place for the care of victims and their families. 

⎯ the Government Delegations in the Autonomous Communities and other services of the General State 
Administration 
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CHAPTER2 - IDENTIFICATION OF PERSONS IN CHARGE 

2.1. Identification of the person responsible for the plan  

The person designated by the company as responsible for the implementation of the plan. According to Art. 18.4 of 
RD632/2013: 

[redacted]

In absence contact: 

[redacted]

2.2. Identification of the person designated by the company. 

The person designated by the company as the company's interlocutor with the contact person provided for in the 
R.D. Art.18.1 of RD 632/2013:

[redacted]

mailto:laura.delrio@auraairlines.com
mailto:laura.delrio@auraairlines.com
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CHAPTER 3 - NOTIFICATION LIST OF PASSENGERS AND DANGEROUS GOODS ON BOARD 

3.1. Protocol or procedure for notifying the list of passengers on board  

AURA AIRLINES will always have a list of passengers boarding its flights, the handling agent at the airport of origin will 
send the final list of boarding passengers to the flight control department, OCC Aerogate by e-mail or SITA. 

AURA AIRLINES will provide information on the list of passengers and crew members on board to the person designated 
as the PECO contact from where the accident occurred, if other PECOs are activated, they will be referred to the first one. 
This information will always be sent within 2 hours of the incident. 

AURA AIRLINES, will not provide the list to anyone other than the PECO, protecting the confidentiality of the information, 
so contact the handling to block it. The name of the persons on board the aircraft will not be made public before the 
relatives of that person have been informed by the competent authorities. The confidentiality of passenger lists will be 
maintained, in accordance with Union and national law, and the name of each person on the list will be made public only 
if the relatives of the respective persons on board do not object. 

The company AURA AIRLINES, in the process of contracting its services, will offer the possibility of providing the name 
and address of a contact person in case of an accident in accordance with Art. 20 of Regulation 996/2010.  

3.2. List of dangerous goods on board 

The company AURA AIRLINES will always have the documentation of the cargo transported on its flights, the handling 
agent at the airport of origin will send a copy of the NOTOC with the information to the flight control department, OCC 
Aerogate by e-mail or SITA. 

AURA AIRLINES will provide information on the goods and DGs transported to the person designated as the PECO contact 
from where the accident occurred. If other PECOs are activated, they will be referred to the first one. This information 
will always be sent within 2 hours of the incident. 

AURA AIRLINES will not provide any information on dangerous goods transported, except to the PECO, protecting the 
confidentiality of the information. 

CHAPTER 4 - ATTENTION TO QUERIES AND CONSULTATIONS 

4.0. Fleet  

The Airbus A320 is a narrow-body, short- to medium-range commercial jet aircraft developed by Airbus, a consortium of 
European aerospace companies currently controlled by the EADS corporation. The AURA AIRLINES model configuration 
is 180 passengers, 2 flight crew and 4 cabin crew. 

4.1. Resources available for consultations (Call Centre) 

The provider of the call centre will be Kenyon, a specialist in airborne disaster relief. Activating its staff in an exponential 
way, from the activation time they will be able to attend to 2000 calls/hour. Enough resources to attend the calls of the 
relatives of our fleet, (A320 of 180 pax). 

Its aim is to collect all information relative to passengers, crews or others affected by the emergency, both information 
originating from the place of the emergency, from reception centres and hospitals, and from families and friends, in order 
to pass it on, as it is completed, to the people who need it and who are entitled to obtain it. 
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Once it is operational, the access number that the Company has planned for this purpose will be published. In accordance 
with the provisions of RD 632/2013 dated 2nd of August, the languages in which calls received will be handled will be at 
least in Spanish and English, although a wide range of languages can be covered, with the possibility of other languages 
depending on the nationality and origin of the passengers concerned. 

The opening hours will be 24 hours until the complete end of the emergency. 

Provision to enable sufficient telephone lines to handle the expected volume of calls by specifying: 

Telephone numbers will be published in press releases, company statements and on the website, www.auraairlines.com 

All the call centre staff are experts in attending to victims and their families, as they are an exclusive service provider for 
these incidents. 

4.2. Location of the victims' relatives. 

In order to be able to quickly provide information to passengers' relatives about the presence of their family members 
on board the crashed aircraft, AURA AIRLINES will offer travellers the possibility of providing the name and address of a 
contact person in the event of an accident during the ticket purchase process. This information is used only in the event 
of an accident and will not be communicated to third parties or used for commercial purposes. 

AURA AIRLINES will make every effort to locate the relatives of the victims of the accident about whom no consultation 
has been made. To this end, AURA AIRLINES will use the billing systems, the reservation system, the calls received from 
commercial telephone lines and the Call Centre and the commercial agreements with other companies. After making all 
possible internal checks and confirming the existence of passengers for whom no consultation has been made within 24 
hours of the accident being reported, the CMC ground operations: (ROT) will provide the Administration's Contact Staff 
with the list of passengers and crew members to coordinate the search through the embassies and consulates, both 
national and foreign, with the State Support Committee, SSC. 

The names of the persons on board the aircraft will not be made public before the relatives of that person have been 
informed by the competent authorities. Confidentiality of passenger and crew lists will be maintained in accordance with 
Union and national law, and the name of each person on the list will be made public only if the families of the respective 
persons on board do not object. 

http://www.auraairlines.com/
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CHAPTER 5 - ASSISTANCE TO FAMILIES AND SURVIVORS  
 
ORG 4.1.18 (V) 

5.1. Definition of the beneficiary of the assistance  
 
Detail the scope and number of beneficiaries (Art. 2.2 and 14.1 of the RD) 
For the purposes of the provisions of RD 632/2013, according to its article 14.1, the needs of five family members for 
each person on board the aircraft involved in the accident will be met, if they can prove it. If the number is less than 5, 
this number will be met. If the number is higher, the CMC of the HR department shall establish the criteria to be followed 
for attending to the specific needs of each person, depending on the specific circumstances.  
 
The rest of the concepts used in this royal decree will be subject to the definitions of EU Regulation No 996/2010, dated 
20th October. 

5.2. Supply of facilities (Art. 13 of the RD).  
 
In the first phase, through the Survivors' Reception Centres (SRC) and Family Centres (FRC) activated at the airport, the 
Handling Agent with representatives assigned to each of the centres, will gather as much information as possible on those 
affected by the emergency and their families and loved ones who have presented themselves at the airport, supervising 
and guaranteeing that they receive all the necessary assistance. 
 
AURA AIRLINES, in collaboration with the airport manager, will provide the relatives of the people on board the damaged 
aircraft with a suitable place to receive assistance and information and with sufficient privacy, both in the places of origin 
and destination of the flight and at the accident site. As soon as possible, they will try to provide a place away from the 
airport. Preferably hotels where the families of the deceased and the injured are separated. 
 
In the places set up in accordance with the above, assistance will be ensured and access to the necessary communication 
services will be facilitated to contact relatives who are not present. 
All the information regarding the facilities available for the emergency will be included in the local emergency plans of 
the destinations operated by AURA AIRLINES. 
 
Upon the arrival of the company's intervention team that will travel to the site of the accident (GoTeam), it will collect 
and manage the needs of victims and family members, as well as proceed to set up the Family Care Centre (FCC) as soon 
as possible, in order that airport lounges can be closed, or if the accident/incident has occurred at an intermediate point 
in the flight, the relatives can be in a quiet place. 
 
AURA AIRLINES will set up the Family Care Centre (FCC) away from the airport unless the authority requires otherwise. 
 
The FCC will be provided by the company, as well as the personnel for the start-up of the Centre, said personnel will 
collaborate in the identification and registration of relatives, will provide assistance and any logistic resources not 
foreseen being the responsibility of AURA AIRLINES, either the person in charge of AURA AIRLINES or the handling agent 
assigned to the assistance in the FCC those who provide any necessary assistance requested by the relatives.  
 
When FCCs are located in hotels, they should be in four- and five-star hotels, and if possible, have all the requirements 
to meet the standards for assistance to victims and their families. 
 
In regards to facilities AURA AIRLINES will provide security personnel, who will support the FF and CC to restrict access to 
family members and investigation authorities, as well as the different areas of the interior dedicated exclusively to the 
support plan. It will have common spaces equipped with privacy both for the joint attention of those affected and their 
families and for the use of the different work teams responsible for the emergency response. It will have spaces for 
private use for personal notifications, examinations, meeting point, use of the Contact Person and his/her team, of the 
medical and psychosocial assistance teams, AURA AIRLINES personnel, etc. And it will also have rooms for all family 
members, including rest rooms for those who do not wish to stay in the hotel. For communication, it will provide Wi-Fi 
network or free internet access, telephones and TV in all rooms and common areas, conference, and refreshment rooms
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We will work together with: 
 
- public intervention services for the care of victims and families, within the organisational framework of the civil 
protection plans of the Spanish Autonomous Communities.  
 
- the Self-Protection Plans of the Spanish airports in which the company operates, which ensure optimum coordination 
of the measures put in place for the care of victims and their families. 
 
-the Government Delegations in the Autonomous Communities and other services of the General State Administration 
 

5.3. Provision of transport and accommodation for family members and survivors (Art. 14 of the RD).  
 
AURA AIRLINES will provide return tickets to/from the place of the accident for at least 5 members of each family that 
visit the accident site or hospitals where the injured are located. 
 
They will also provide tickets, or reimburse the cost of tickets, for other means of transport that may be required. 
 
Efforts will be made to select four- or five-star hotels or local equivalent within the availability of the site.  
 
It is preferable to use different hotels for different needs. If there are not enough hotels, survivors and family members 
should at least be separated from the places where GoTeam members are staying if the GoTeam is in a hotel. 
 
Family members of victims must be accommodated separately from family members of survivors. Survivors and their 
families should, as far as possible, be accommodated in the same hotels. 
 
The aim is, as far as possible, to accommodate the crew members and their families in hotels different to those of the 
passenger concerned and their family members. 
 
In the hotels where the relatives of the victims are staying, it is advisable to guarantee an atmosphere of tranquillity, and 
the availability of places where they can receive the assistance they need (psychological, religious, etc.) 
 
In the hotels where the displaced teams are staying, there will be a need for meeting places to coordinate their activities 
and for working facilities (communications and computer facilities). 

5.4. Psychological assistance. (Art.15 of the RD)  
 
AURA AIRLINES have a collaboration agreement with Kenyon to provide answers and assistance to victims and their 
families in the event of an emergency.  
 
According to this agreement, if necessary, AURA AIRLINES will activate, through Kenyon, providers of humanitarian and 
psychological aid services and external specialists (Kenyon, Red Cross, ...).  
 
Through the established partnership agreement, psychological support providers will also be provided for the duration 
of the trip, for those who are travelling, and for a reasonable period of time, for those who are not travelling, with 
specialised persons, the psychological assistance and counselling needed for families and survivors to overcome the 
trauma produced by the accident or incident. The latter will accompany the families that move and the survivors during 
their transfer, always trying to be aware of their material and psychological needs.  
 
We will work together with:  
- public intervention services for the care of victims and families, within the organisational framework of the civil 
protection plans of the Spanish Autonomous Communities.  
- the Self-Protection Plans of the Spanish airports in which the company operates, which ensure optimum coordination 
of the measures put in place for the care of victims and their families. 
- the Government Delegations in the Autonomous Communities and other services of the General State Administration 
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5.5. Immediate financial assistance. (Art.15 of the RD)  
 
AURA AIRLINES have insurance that covers its responsibility for the transport of passengers, luggage, cargo and third 
parties that could be affected by an accident. 
 
By virtue of article 15 of RD632/2013, AURA AIRLINES will provide the victims and their families with the necessary 
support to face and help overcome the accident and the grieving process after the emergency. 
 

⎯ The Legal and Financial Department of AURA AIRLINES will provide information on the immediate financial 
assistance it provides to family members and survivors, as well as on their economic rights in relation to the 
accident, inter alia on the details of insurance taken out and advance payments made in accordance with the 
provisions of the 1999 Montreal Convention for the Unification of Certain Rules for International Carriage by Air 
and Regulation (EC) No 889/2002 of the European Parliament and of the Council of 13th of May 2002 amending 
Council Regulation (EC) No 2027/97 on European airline liability in the event of accidents, injury or death of 
passengers. 

⎯ To this end, when confirming the information with the CMC, they will contact the broker and advise them on 
the information collected so far. They will then provide the information to the law firms abroad in order to serve 
the crew. 

⎯ The air carrier must make an advance payment to cover immediate economic needs within 15 days from the 
day on which the person entitled to compensation is identified.  

⎯ In the event of death, this advance may not be less than 16,000 SDRs* (approximate amount in local currency). 

⎯ For damages up to 113,100 SDRs* (approximate amount in local currency) the carrier cannot contest claims for 
compensation. Above that amount the air carrier can only contest a claim if it can prove that it was not negligent 
or otherwise at fault. 

⎯ The assistance will be offered by KENYON INTERNATIONAL EMERGENCY SERVICES which will be activated with 
the notice of the CMC Coordinator. 

 
* 'SDRs': Special Drawing Rights as defined by the International Monetary Fund 
 

5.6. Personal effects. (Art.16 of the RD)  
 
Through the collaboration agreement in emergencies established with Kenyon, a specialised service is available for the 
recovery, storage, and cleaning of the personal effects of those affected and the cargo. The company currently providing 
this service is KENYON. 
 
The protection and return of objects will be made, at the request of the interested parties, whenever possible (and, when 
authorised by the Insurance Company), unless these objects are retained for the purposes of the safety investigation of 
the accident or judicial investigation. 
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CHAPTER 6 - HUMAN AND MATERIAL RESOURCES TO COVER ASSISTANCE  

6.1. Human resources (Art. 18.2 of the RD)  
Own personal means 
 
AURA AIRLINES have their own personnel to carry out the tasks contained in the different teams activated in the event 
of an aeronautical emergency. 
 
The description of these teams, as well as their assigned tasks, are contained throughout this Emergency Response 
Manual (ERM). 
 
External personnel resources. 
 
AURA AIRLINES have a collaboration agreement with Kenyon to respond and assist victims and families in case of an 
emergency. 
 
According to this agreement, if necessary, Kenyon will activate the Telephone Information Centre (TIC) to attend to calls 
from family and friends. Likewise, providers of humanitarian aid services and external specialists (Kenyon, Red Cross, 
Mapfre, EuropAssistance...) may also be activated. 
 
Also available at each of the airports where AURA AIRLINES operate are the personal resources provided by the Handling 
Agents. The Handling Agent that performs activities for AURA AIRLINES have and keeps updated a Local Emergency Plan 
aligned and coordinated with the Emergency Plan of the airport where they perform activities and the requirements 
established by the current legislation. 
 
The Government Delegations in the Autonomous Communities and other services of the General State Administration 
will be contacted for their collaboration. 

6.2. Material resources.  
 
AURA AIRLINES, in collaboration with the airport manager, will provide the relatives of the people on board the damaged 
aircraft with a suitable place to receive assistance and information and with sufficient privacy, both in the places of origin 
and destination of the flight and at the site of the accident. 

In the places set up in accordance with the above, assistance will be ensured and access to the necessary communication 
services will be facilitated to contact relatives who are not present.  
 
Preferably hotels, four or five stars, will be provided and if possible, with all the above-mentioned requirements of 
assistance and comfort.  
 
All the information regarding the facilities available for the emergency will be included in the local emergency plans of 
the destinations operated by AURA AIRLINES.  
 

6.3. Liability regime for code sharing or aircraft leasing  
 
The assistance plan includes the implementation of measures for all AURA AIRLINES flights, including flights with code 
sharing with other airlines or leasing of aircraft to other airlines with or without crew to operate AURA AIRLINES flights.  

6.4. Coordination with government and airport resources  
 
AURA AIRLINES, through the local airport plans, will coordinate with the RAVV who will determine the areas to be 
provided for offering assistance to the victims and their families, giving the RAVV all the possible support in human and 
material resources it needs. 
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In addition, AURA AIRLINES, after contacting the corresponding PECO, will contact civil protection and the government 
delegation of the autonomous communities involved to open a direct line of communication. This communication will be 
done through the ROT. 

CHAPTER 7 - VISIT TO THE ACCIDENT SITE AND COMMEMORATIVE ACTS 

7.1. Visit to the accident site.  

The airline, in collaboration with the airport manager, Government Delegations in the Autonomous Communities and 
other services of the General State Administration, will facilitate visits to the accident site by accident victims and their 
families, as well as by associations of air accident victims.  

7.2. Celebration of commemorative events 

In the event of carrying out any act or commemorative ceremony according to Art. 17.b) of the RD, AURA AIRLINES will 
contact the victims of the accident and their families, as well as the associations constituted by them, to carry out the 
ceremonies. 

CHAPTER 8 - PERSONNEL TRAINING AND DRILLS  

8.1. Training plans (Art.19.1 of the RD)  

AURA AIRLINES have an Emergency Training Plan for all personnel with responsibility in the ERM in section 13. 

The training plan includes different types of activities such as simulations, classroom-based training courses or e-learning. 
Training in regards to the Plan is carried out at 2-year intervals for AURA AIRLINES staff and on 2 occasions every 24 
months for OCC personnel.  

The Compliance Control Department will verify through internal audits that both AURA AIRLINES and OCC personnel and 
the external contractor have received the necessary training in emergency and victim assistance. 

8.2. Carrying out of drills (Art. 19.2 of the RD). 

AURA AIRLINES undertake to carry out an emergency activation drill at least once every two years. In addition, a 
simulation will be carried out every 5 years in collaboration with the competent civil protection authorities in the locality 
where the simulation is carried out, in coordination with the airport manager and the contact person. 
EASA must be notified 3 months in advance of the simulation schedule and has the right to attend and verify the validity 
and management of the Emergency Action Plan 

CHAPTER 9 - REVIEW AND UPDATE OF THE PLAN  

9.1. Review and updating of the Plan (Art.19.3 of the RD). 

The Compliance Department will verify through internal audits that the ERM and consequently the AURA AIRLINES Victim 
Assistance Plan has been updated in accordance with organizational and legislative changes. 

Every time the ERM is activated; AURA AIRLINES must follow the following procedures after an emergency occurs, 
whether the ERP is executed correctly or not, or whether it was a drill or a real situation:  

• Meet with all staff involved in the emergency response plan.

• Hold a detailed briefing. All staff involved should participate.
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• After the meeting, all personnel will send emails with comments and feedback.  

• A report will be made with the correct measures and the improvements detected once the above information 
has been collected.  

 
Based on the report, the ERM and Victim Assistance Plan will be updated with the deficiencies detected in the emergency 
and subsequent meetings.  
 
The ERM and Victim Assistance Plan will be updated at least every 5 years if not revised earlier. 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

INTENTIONALLY 
BLANK 

  



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 18of 36- 

 
 

ANNEX 1 - TRAINING AGENDA  
  



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 19of 36- 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

INTENTIONALLY 
BLANK 

  



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 20of 36- 

 
 



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 21of 36- 

 
 



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 22of 36- 

 
 



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 23of 36- 

 
 



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 24of 36- 

 
 



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 25of 36- 

 
 

  



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 26of 36- 

 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

INTENTIONALLY 
BLANK 

  



 

 

 

 

ERM 
SECTION 14: 

ASSISTANCE PLAN FOR  
VICTIMS AND RELATIVES 

REVISION: 04  
PAGE: - 27of 36- 

 
 

ANNEX2 - WILLIS INSURANCE CONTRACT  
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ANNEX 3 - KENYON CONTRACT  
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