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Introduction 
 

The Salt Lake City Department of Airports strives to take a proactive approach in support of our 

customers, tenants, and employees. As such, when an airport catastrophe occurs, a Family and 

Friends Assistance Center (FFAC) may be activated to assist with the needs of the affected 

airline, based on the airline’s choice. This document is an outline of the general response with 

the anticipation that flexibility in accordance to the situation will be factored in. This 

document is considered a living document and may change as needed. 

Background 

Congress passed the Aviation Disaster Family Assistance Act of 1996 and placed the 

responsibility of family assistance in the hands of the National Transportation Safety Board 

(NTSB) in conjunction with the American Red Cross and the affected airline. That Act was last 

revised in December of 2008. Additionally, the Foreign Air Carrier Family Support Act of 1997 

was passed the following year to build on the previous Act. Both laws were enacted to ensure 

the provision of information, services and support to survivors and families involved in 

passenger airline accidents that meet the criteria established by the law. 

The NTSB has the primary responsibility for carrying out the duties required by this law. The 

responsibilities and their benefits to the public include: 

• Providing the name and telephone number of the designated director of family support 

services who will be a contact point within the federal government for families of 

passengers involved in the disaster, and serve as a liaison between the airline and the 

families; 

• Designation of an experienced independent nonprofit organization to coordinate 

emotional care and support for the passengers’ families; 

• Providing counseling and mental health services; 

• Contacting the families of the victims and meeting with family members who traveled 

to the crash location, and providing travel assistance and physical care while there; 

• Coordinating with family members to arrange memorial services; 

• Ensuring that the airlines submit plans to the NTSB for addressing the needs of family 

members including publishing a reliable toll-free number and providing staff to handle 

calls, provide information and answer questions; contacting and coordinating with 

family members about identification, retention and return of the victims’ personal 

belongings; 

• Management of a Family Assistance Center set up by the airlines. This is a meeting 

place (typically in a hotel or conference center) for crash survivors, family members 

and friends to receive investigation updates, management of personal belongings, and 

crisis counseling services; and 
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• Coordination of disaster response resources of federal, state, local and volunteer 

agencies. 

Purpose 

The purpose of the Airport’s FFAC is to provide, if needed, a temporary safe and central place 

where family members and airline personnel can work together after an incident. It is up to 

the airline to determine the initial location where they will conduct their operation and the 

eventual location off-airport where they will continue their operations. The Airport will provide 

a location until the airline support team arrives and makes other arrangements. In the case that 

there are both family members of victims and survivors of the crash, the two groups may be 

separated within the FFAC to ensure that related emotions are respected. 

Salt Lake City Department of Airports (SLCDA) has developed a plan to be activated by Airport 

management in the event of an aircraft incident. The plan will be activated when: 

 

• There is a significant accident involving multiple serious injuries or deaths on an airline 

which was bound for, departed from, or was diverted to Salt Lake City International 

Airport.    

 

NOTE: A diverted aircraft is unlikely to have family or friends at the airport initially, but 

they are expected to arrive eventually and perhaps before the airline has prepared for an 

alternate location. 

 

The plan MAY be activated: 

• Upon request when a non‐airline related disaster occurs near the SLC International 
Airport. Once activated, Airport staff will assist with the following: 

▪ Provide a liaison to the affected agency or locality. 

▪ Help to establish an FFAC that is to be available to the requesting agency. 

▪ Respect and guard the privacy of all families involved. 

▪ Provide necessary and relevant information to the Airport EOC when active. 

▪ Provide transportation if the situation warrants. 

▪ Other related functions. 
 

The Airport Training and Activities Center (ATAC) has been chosen by most airlines 

based at Salt Lake City International Airport as their designated initial FFAC. It has 

been chosen for several reasons. First, it is away from the general operation of the 

airport. Second, it has phone connections and internet accessibility. And finally, it has 

“breakout rooms” set‐up for multiple purposes. The physical address of the ATAC is 

1911 North 2200 West near the northeast corner of Airport property.  Current airline 

selections are as follows: 
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AeroMexico 
• Will use the same facilities used by their Codeshare partner Delta Airlines 

Air Canada 
• Will use the ATAC / FFAC  

Alaska 
• Will use the ATAC / FFAC 

American 

• Will use the ATAC / FFAC 
Delta  

• Will use the Below Wing Conference Room below Gate A-8 as their Local Command 
Center. 

• Will use the Sky Club - Alpha Concourse (secure side) for their Family and Friends 
Reception Center. 

• Will use the Kennedy Room on Terminal third floor as their Survivor Center. 

• Will use the Above Wing break room as their Reunification Center. 

• May use their cargo building for a morgue, their hangar for other recovery. 
EuroWings Discover 

• Will use the ATAC / FFAC 
Frontier 

• Will use the ATAC / FFAC 
JetBlue 

• Will use the ATAC / FFAC 
KLM 

• Will use the same facilities used by their Codeshare partner Delta Airlines 
SkyWest 

• Will depend on which mainline partner is involved and that airline’s facility choices. 

• Partnered with Alaska, American, Delta and United Airlines 

Southwest 

• Will use the ATAC / FFAC 
Spirit 

• Will use the ATAC / FFAC 
United 

• Will use the ATAC / FFAC 
 

NOTE: Airlines will need SLCDA chairs / tables /set-up for their use. 
 
For ALL airlines, SLCDA will provide: 

• Use of Shuttle Buses / Drivers as needed 

• Assign SLCDA Operations staff member to be with the Airline Team Leader 

• Issue parking validations to Family and Friends as appropriate. (See pg. 12) 

It is vital that the airline representative and the Airport liaison respond quickly. The 

airline’s full family assistance program team may not be deployed or arrive for an 

undetermined number of hours after the incident. This is a pivotal time where Airport 

staff can play a needed role in supporting the airlines, particularly those with very small 

local staffs. 
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Initial Activities 

Aircraft Incident at Salt Lake City International Airport 
 

Upon notification of a significant airline accident at SLC involving multiple serious 

injuries and/or fatalities, Airport Operations will contact the involved airline and will 

work with them collaboratively. 

Airport Operations will dispatch an FFAC liaison to assist in activating the FFAC and 

coordinate between the airline and the Airport on‐site. 

When needed, Airport Operations will notify other airlines and any other appropriate 

and available personnel to respond to the Information Desk on the second level in 

the terminal. Employees will be briefed and assigned to direct and assist the airline in 

getting family and friends to the FFAC. 

A standard briefing conducted by airline personnel or Airport staff (if applicable), at 

the information desk, may include the following information: 

• Incident aircraft’s flight number, origin and destination. 

• Number of passengers/crew on board, if known. 

• Location of the FFAC.  Use directions, maps or the established QR code. 

• Parking vouchers for family or friends parked in the parking structure or Economy Lot. 
 

Briefed Airport Operations personnel will then be assigned to assist family and 

friends at the following locations: the general area of the security checkpoint, airline 

ticket counters, baggage claim and drop‐off/pick‐up lanes. 

As soon as possible, upon activation of the plan, the FFAC liaison will be dispatched 

to the Airport Training and Activities Center (ATAC) or another chosen site to assist 

with the set‐up of the FFAC and relay information back to the Airport’s Emergency 

Operations Center (EOC). 

 
Aircraft Incident Off‐Airport 

 

When requested by the airline and/or the incident area is near the Airport, 

Operations will contact a FFAC Liaison to assist in the activation of the FFAC. The 

family assistance team will work with the affected airline and local emergency 

management officials to determine the best location to set up the Family and 

Friends Assistance Center. 

The FFAC Liaison will arrange the necessary support, such as transportation of airline 

personnel as well as separate transportation for family and friends to the designated 

reception center. 

If needed, Airport Operations will notify other applicable SLCDA staff to respond to 
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the designated Information Desk to assist with collection of family and friends and to 

maintain positive control of these individuals until transportation to the designated 

Family and Friends Center is arranged. 

A standard briefing conducted by the airline (or family assistance team if applicable), 

at the information desk should include: 

• Incident aircraft’s flight number, origin, and destination. 

• Number of passengers/crew on board, if known. 

• Location of the FFAC providing directions, maps or QR code as available. 

• Parking vouchers for family and friends parked in the parking structure or Economy Lot. 
 

Airport Operations personnel, that have been fully briefed and are equipped with 

accurate information, will be assigned to assist family and friends at the following 

locations: the general area of the security checkpoint, ticket counter, baggage claim, 

and drop‐off/pick‐up lanes. 

As soon as possible, upon activation of the plan and possibly prior to the arrival of the 

airlines family assistance team, the FFAC Liaison will be dispatched to the ATAC, or 

other designated location to assist with the set‐up of a Family and Friends Assistance 

Center. 

Non‐Aircraft Incident at Salt Lake City International Airport 
 

Upon notification of a significant incident at or near the Airport involving multiple 

serious injuries and fatalities (i.e. bus crash, terrorist attack, building collapse, etc.), 

Airport Operations will determine what assistance will be needed and if activation of 

the FFAC is necessary. This plan may be activated if requested by a local response 

agency.  

When needed (and if not already activated), Airport Operations will contact the 

Airport Terminal-Landside Operations Group to respond and assist. 

Airport Operations will also notify other applicable SLCDA staff to respond to the 

Information Desk to assist with collection of family and friends that may arrive to 

maintain positive control until transportation to the FFAC is arranged. 

A standard briefing conducted by the requesting agency, FFAC Liaison or Airport Operations 

personnel at the Information Desk, should include: 

• Location, nature and extent of the accident/incident.  

• Number of persons/fatalities involved. 

• Location of the FFAC using directions, maps or QR code as available. 

Prior to arrival of the NTSB and/or American Red Cross, briefed Airport Operations 

personnel will be assigned to assist family and friends as necessary and requested.  
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Operational Plan 

Aircraft Incident at Salt Lake City International Airport 
 

The family assistance process will transition through many different stages. The 

responsibility of family assistance ultimately rests on the shoulders of the affected 

airline. SLCDA will support the airline in working with family and friends in an 

organized and compassionate way. 

When dealing with the families and friends relating to any type of catastrophe, the 

Airport provides information and services. 

Briefed personnel will walk around the airline ticket counter, Information Desk, 

security checkpoints, and baggage claim areas coordinating and directing family and 

friends. 

Initially, all persons claiming to be family members are allowed access to the FFAC. 

Once the center is established, access will be limited to those persons who have been 

issued proper identification by the affected airline or appear on an approved list 

provided by the airline. The airline will coordinate access to the FFAC with airport 

security personnel. 

It is anticipated that the involved airline or the airport may enlist the support of the 

local chapter of the Red Cross, religious relief services and other similar 

organizations. SLCPD Chaplains Service may also be utilized for counselling as 

needed. 

The airport has an understanding with the Utah Air National Guard that in the case of 

an aviation disaster the affected airline may be able to use the Air National Guard’s 

hangar as a temporary morgue. The airport also has an understanding with the State 

regarding use of its hangar as needed. This decision, however, ultimately lies with the 

affected airline and is subject to change. Consideration should be given to the 

location of personal belongings and pets as well. If the incident airline does not have 

a local hangar of their own, they may be able to use the locations above or the 

hangars of other airlines.   

Ultimately, additional support will come from the network provided by the involved 

airline. This support may come from airline personnel provided from other stations 

and airline management, or from contracted companies which provide these services 

for smaller airlines. However, their response time may take anywhere from six to 

twelve hours and possibly longer. 

Aircraft Incident Off‐Airport 
 

Dealing with an aircraft catastrophe off the airport property has been separated into 

three different scenarios. 
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1. The first scenario would be an accident in very close proximity to the Airport. In 

this case, the response may be identical to the protocol of an incident on airport 

property. 

2. The second would be an incident in the local area. Often these incidents will not 

be close enough to the Airport to host family assistance activities. However, the 

Airport may serve as a base for support personnel and supplies. 

3. The third scenario would involve an aircraft incident at a remote location or 

another airport, which departed from or was bound for Salt Lake City. This 

situation may warrant activation of the FFAC since the incident aircraft would 

have most likely contained passengers that have local ties. These family and 

friends would initially be treated as if the incident occurred in Salt Lake City. 

Ultimately, it is likely that the airline would transport the families to the location 

of the incident or to the airport nearest where the accident occurred. 

Non‐aircraft Incident at Salt Lake City International Airport 
 

The support plan for an incident that is non‐airline related can prove to be very 

complex. Other than initial local agencies, there will not be a plethora of highly 

trained support staff coming from outside agencies like there would be if it were an 

airline incident. Some examples of this kind of catastrophe may include a bus crash, 

terrorist attack, or a building collapse. 

While the general process and procedures will be like the previous procedures in the 

“Aircraft Incident at Salt Lake City International Airport” section, the airport will 

have greater involvement with emergency medical services and the American Red 

Cross. There may need to be representatives stationed at the hospital, passenger 

gathering site, the incident site and possibly the morgue to coordinate with the FFAC 

and the EOC (if active). The Airport may assist the families with transportation. 

Family Assistance Staffing 
 

The duty of the SLCDA Terminal-Landside Operations Group is to assist and support 

the airlines in their Family and Friends Assistance operation (CARE, Customer Care). 

The following duties are grouped into two categories; FFAC Liaison and Terminal-

Landside Operations. 

Each airline has at least one or two representatives working at Salt Lake City 

International Airport who have been trained in their respective Family and Friend 

Assistance Team operations. These people will ultimately be in-charge of the Family 

and Friends Assistance operation. The airport will station a liaison at the FFAC to 

assist the affected airline and update the airport EOC. 

As established by the Aviation Disaster Family Assistance Act of 1996, the airline has 

the responsibility of providing necessary creature comforts such as pillows, blankets, 
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food, drinks, etc. It should be made clear that any purchasing that will be done is 

through the affected airline.  Airport funds will not be used unless approved by the 

EOC Finance Manager. 

Family and Friends Assistance Center (FFAC) Liaison 
 

• The FFAC liaison will be stationed at the affected airline’s Family and Friend 

Assistance Center to communicate information to the airport’s EOC and to 

support the airline. 

• Assume the position of the FFAC liaison until relieved by the Airport/airline EOC. 

• Establish communication with the EOC and regularly report to the EOC. 

• Establish communication with the affected airline. 

• Assist in the preparation and opening of the FFAC. 

• Ensure coordination and communication with involved Airport staff. 

• Attend briefings with the affected airline’s Family Assistance Team members. 

• Keep the EOC advised of any problems and updates regarding the FFAC.  

• Maintain a written situation log. 

• Work with the SLCDA team members to ensure that documentation is 

completed during the family assistance process. 

• Work with the airline’s Family Assistance Team to reunite family members 

and friends with accident survivors. 

• Work with the fire department to address the medical needs that arise during 

the family assistance process. 

• Work with the affected airline and Terminal-Landside Operations to 

coordinate transportation needs. This may include: transportation of family 

members to the FFAC, transportation of airline personnel and support staff 

to an accident site off property and movement of goods and personnel. 

• Ensure that all SLCDA members and support personnel are debriefed prior to departing. 

Terminal-Landside Operations Specialists 
 

The responsibilities of the Terminal-Landside Operations Specialists are three‐fold potentially 

involving gathering, transportation and security. The duties are: 

1. Gathering 
 

Work with the affected airline to gather family and friends in the terminals. 

Communicate transportation needs to the FFAC liaison and the transportation 

coordinator. 

• Obtain parking vouchers for family and friends and provide them with a 

map and/or driving directions as needed. Terminal-Landside Operations 

Specialists may be posted at the Information Desk, security check point, 

and the baggage claim area in the affected terminal building. 

• A typical briefing of Terminal-Landside Operations Specialists may include: 

▪ Incident aircraft’s flight number, origin, and destination. 
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▪ Number of passengers/crew on board, if known.  

▪ Chosen location of the Family and Friends Assistance Center. 

▪ Parking vouchers for those parked in the parking structure or Economy Lot. 

• Maintain a written situation log. 

2. Transportation 
 

• Arrange for ground transportation and parking for airline team members, 

support staff and family members. 

• Assign designated parking areas at the Family and Friends Assistance Center. Reserve 

space on south side of ATAC for bussing operations and Emergency Response access. 

• Notify Airport tenants or others impacted by the presence of the FFAC. 

• Coordinate transportation between the FFAC and the terminals as 

determined. In the event of an off‐airport incident, coordinate 

transportation for support staff, airline personnel, NTSB, etc. to the crash 

site. 

• Provide directions to the various facilities, hospitals, hotels, and other support 

venues.  

• Coordinate all external transportation services as requested by the FFAC liaison. 

• Maintain a written situation log. 

3. Security 
 

• Work with the airline and FFAC liaison in coordinating security. 

• Direct media to a designated area. The Joint Information Center (JIC) is expected to be 

located in the Airport Operations Center (AOC) and media is expected to gather in the 

AOC Hangar Conference Room. 

• Assist in removal of any individual deemed inappropriate to be in the FFAC. 

• Arrange for sufficient support posted inside and outside of the FFAC. 

• Keep the FFAC liaison advised. 

• Determine the best route in and out of the FFAC and secure that route. 

• Secure the area where the families are directed to park their cars. 

• Ensure that only persons having any of the following identification are 

allowed access to all secure areas of the FFAC: 

▪ Public safety uniform and related identification. 

▪ Airline approved ID badge. 

▪ Identified Family and Friends. 

▪ Identification showing that the person regularly works at the facility being 

used as the FFAC. 
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Provisions for Pets 
 

Pets and other animals that survive an aircraft crash will be gathered by the Airport’s 

Canine Team and transported to their facility at the Police Training Facility. 

Determination will be made by the incident command as to handling injured or 

deceased animals. A site where owners can claim them will be coordinated with the 

involved airline and will most likely be a hangar or cargo facility. 
 
 

Parking Voucher Program 

In the event of an air carrier catastrophe, the Family and Friends Assistance Center 

(FFAC) will be activated. During briefings by airline personnel or Airport staff at the 

Information Desk, parking vouchers will be distributed to the “identified family and 

friends” who may be parked in the parking structure or the economy lot. 

Once the support plan is implemented, Airport staff will notify the parking operator 

of the situation and provide an approximate timeline for departure of family and 

friends from the parking facility. This will allow the operator time to re‐allocate staff 

to provide ease of exiting for the family and friends at the airport. 

Parking vouchers will be utilized and provided by Airport staff to all identified friends 

and family. The voucher will be used in addition to the parking ticket to exit the 

facility at either a cashier lane or an automated station at the exit plaza. Parking 

personnel will be posted at the exit plaza to assist in the exiting process. 

Two hundred parking vouchers will be pre‐printed coupons that are good for 5 hours 

from the time of entry to the parking and are only to be utilized during the execution 

of the plan as authorized by an Assistant Operations Director or the Director of 

Operations. The vouchers will be kept in a secure area of the Airport Operations offices 

for Terminal-Landside Operations. Terminal-Landside Managers will likely already be 

briefed and aware of the need for vouchers or the information desk may request 

appropriate vouchers by calling (801) 575-2430, if necessary. 

As briefings occur at the Information Desk or when encountered by Terminal-

Landside Operations Specialists, people that identify themselves as a family member 

or friend that is in the Airport to meet an involved passenger will receive a parking 

voucher. The voucher allows them to exit the parking facility at no charge and 

proceed to the Airport’s Family and Friends Assistance Center (FFAC) or other location 

as determined by the airline for further briefings. Vouchers are time limited and will 

be turned in as payment with the parking ticket received upon parking entry. 
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Airport Training and Activity Center (ATAC)/Family and Friends Assistance Center (FFAC) 
Building is also referred to as GA-50. 
 
1911 North 2200 West, SLC, UT  84116 
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GOOGLE Map Directions 
 

      
 
 
 
 
 

       

      

      

      

      

      

      
 

 

  From Airport To ATAC    

 ATAC Address: 1911 N 2200 W   
 

 

 

 

 

  

 

   

    

    

    

    

    

    

    

 

 

 

  

 
 

From ATAC To Airport    

 Airport Address: W Terminal Dr 
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Airline Involved: Flight Number:

Origin Airport: Destination:

Incident Location:

TIME COMPLETED

Introduce other arriving personnel, including Airline reps, Red Cross, Chaplain Corps, etc.

TASK TO BE COMPLETED

Establish communication with involved airline

Airline Contact (name, phone number):

FAMILY AND FRIENDS ASSISTANCE CENTER

Location:  Airport Training and Activity Center (ATAC): 1911 North 2200 West

Supply/Storage Closet Key in Masterlock at South Entrance: Call Control for CodeMain Gate and Building on CASS

Date/Time of Incident:

People onboard:

FAMILY AND FRIENDS ASSISTANCE CENTER LIAISON, stationed at ATAC

Open all needed offices and Incident Command space

Reserve space along south side of ATAC for bussing and Emergency Response access

Inspect kitchen space

Establish communication with EOC, regularly report to the EOC

EOC phone numbers: 801-575-3601/3603

Additional numbers:

Assist in the preparation and opening of the FFAC

Coordinate Transportation for friends/family, airline personnel, staff, property

Contact Standard Parking to request shuttles 801-575-2887

Between Terminal and FFAC

To the Accident Site (authorized personnel only)

Call for Grounds Maintenance (via Control or EOC) to request tables/chairs as needed

Inventory first aid and medical supplies

Inspect restrooms for operation and verify supplies (toilet paper, soap, paper towels, etc.)

Retrieve and set up FFAC supplies from black box in ATAC storage closet (GA50-102)

Attend any briefings with affected Airline's family assistance team members

Debrief SLCDA members and Support Personnel

Brief every 15 minutes as needed to inform Family and Friends

Location, nature, extent of accident/incident (Details should be briefed by airline)

Number of persons/fatalities known (Consult airline before release)

Location of necessary facilities:  restrooms, smoking areas, quiet room, children's room, etc.

Purpose of the FFAC and what Family and Friends can expect there

Create and maintain an entry/exit log of personnel/public using the FFAC

Keep record of activity involving the FFAC

Coordinate with SLCPD in their duties at the FFAC

Safety, security and removal of individuals deemed inappropriate to be at the FFAC

Standard briefings on the bus or at the ATAC to Family and Friends should include:

Set up any necessary phone lines or other equipment
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Airline Involved: Flight Number:

Origin Airport: Destination:

Incident Location:

TIME COMPLETED

People onboard:

FAMILY AND FRIENDS ASSISTANCE CENTER
Location:  Airport Training and Activity Center (ATAC): 1911 North 2200 West

Main Gate and Building on CASS Supply/Storage Closet Key in Masterlock at South Entrance: Call Control for Code

Date/Time of Incident:

Airline Contact (name, phone number):

Establish communication with EOC, regularly report to the EOC

EOC phone numbers: 801-575-3601/3603

Gather Friends and Family in the Terminal at the Information Desk with help from Airline

TERMINAL-LANDSIDE OPERATIONS, stationed at Terminal

TASK TO BE COMPLETED

Establish communication with involved airline

Post Landside/Terminal Operations to assist (Information Desk, Security 

Checkpoint, and Baggage Claim)

Arrange for Friends and Family/airline personnel transportation to the FFAC

Call Standard Parking for busses: 801-575-2887

Coordinate with Standard Parking for parking vouchers for affected Family and Friends

Standard briefings at the Information Desk to Family and Friends should include:

Brief every 15 minutes as needed to inform Family and Friends

Location, nature, extent of accident/incident  (Details should be briefed by airline)

Number of persons/fatalities known  (Consult airline before release)

Location of the FFAC using street directions, maps, available QR code as available

Debrief SLCDA members and Support Personnel

Between Terminal and FFAC

To the Accident Site (authorized personnel only)

Provide direction to various facilities, hospitals, hotels, other support venues

Direct Media personnel to designated area (away from FFAC)

Joint Information Center (JIC) set up at AOC Hangar 

Parking vouchers can be provided for Family and Friends parked in structure or lots

Purpose of the FFAC and what Friends and Family can expect there

Notify Airport Tenants or others impacted by the FFAC

Coordinate with Airport Control to issue Core Group 2 AdHoc if not done already

Coordinate Transportation for friends/family, airline personnel, staff, property
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