
Travel security services for international travellers and expatriates

Key learnings from 2011
Managing competing tensions between business, 
human and political risks during a year of global 
crises
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The events that unfolded ……

24 January-
14 February

17 February–
22 February

19 February 
– 5 March

Tunisia Egypt

13 January-
20 February

17 March–

19 March

Bahrain Libya Japan

11 March-

4 April

Christchurch

22 February 
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Common features of a crisis

• Sudden onset

• Urgent demands for timely information
• Urgent decisions required

• Time critical

• Specific threats identified
• Sense of a loss of control

• Routine business increasingly difficult

• Demands made to identify blame 
• External agencies take direct interest

• Potential reputational damage

• Managing communications is challenging
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What were global organisations dealing with?

• Unpredicted
• Overstretched resources

• Different time zones

• Accessing accurate information
• Responsibility to the Board

• Evolving situations

• Difficult communications with staff on the 
ground 

• Competition for resources on the ground

• Cost implications
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What were International SOS & Control 
Risks dealing with?

• Deployment of Incident Management 
teams

• Co-ordination of resources globally

• Failure of communications systems in 
Egypt, no-fly zone into Libya etc

• Sourcing aircraft and vessels

• Chaos at points of departure
• Operation of commercial flights

• Affecting companies evacuation plans

• Setting up localised Crisis 
Management teams
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When the earthquake occurred 
550 companies or 45% of our 
clients who have our tracking 
technology had travellers on the 
ground in Japan.

Narita airport is an important 
transit hub to thousands of 
business travellers an stopovers.

When the earthquake occurred 
550 companies or 45% of our 
clients who have our tracking 
technology had travellers on the 
ground in Japan.

Narita airport is an important 
transit hub to thousands of 
business travellers an stopovers.

Japan: Earthquake, Tsunami, Radiation
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Japan: Our Response

• Managed more than 2000 cases related to the Japan 
Crisis (83% for medical and security information, 10% for 
travel assistance, 6% for security assistance, 2% for 
medical assistance)    

• Supported 225 members with commercial flight 
ticketing

• Evacuated 80 members on two charter flights   
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Issues to consider:

• Radiation threats (spread, health risks, 
mitigation tactics)

• Potassium iodine procurement

• Evacuation options

• Infrastructure and transport safety

Against backdrop of dynamic 
circumstances, fake messages and 
pseudo –science.

Issues to consider:

• Radiation threats (spread, health risks, 
mitigation tactics)

• Potassium iodine procurement

• Evacuation options

• Infrastructure and transport safety

Against backdrop of dynamic 
circumstances, fake messages and 
pseudo –science.

Japan: Crisis of Misinformation
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Organisational Challenge: Reliable Intel

80% of the cases we 
managed globally 
were for medical & 
security information 
and advice

80% of the cases we 
managed globally 
were for medical & 
security information 
and advice
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Egypt: Our Response

• Evacuated more than 
1,250 members (818 on 
7 separate charter flights)

• Deployed a team of 
20 security and medical 
Specialists to provide on 
the ground assistance

• Reliable intelligence
throughout the crisis
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Survey of companies during the Egypt crisis
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Libya: Our Response

• Pre-emptive intelligence
• Supported over 1,500 evacs
• Issued 835 for commercial

air travel
• Conducted 11 flights - 8 

commercial and 3 charter
• Evacuated 96 people by 

ferry 
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Supporting clients in the remote oil fields

• 22-23 Feb- deployed an Incident Management Team to Salum, Egypt and D’jerba, 
Tunisia. These teams comprised medical and logistics experts from International 
SOS, RMSI, and security personal from Control Risks to assist with client evacuation 
efforts from within Libya.

• Mobilized 28 alarm centers as distant as Beijing and Tokyo, to assist clients in 
locating the whereabouts of their employees in Libya

• 28 Feb- Met clients at the border of D’jerba, Tunisia.

IMT in EgyptIMT in Tunisia
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The response in figures ….

� Over 2700 clients tracked

� Over 3000 clients provided with 
evacuation support through over 
430 charter and commercial 
flights

� 100 experts sent as Incident 
Management teams and 
provided local support on the 
ground
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What travellers, expats and managers call us about
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Countries travellers, expats and managers are looking at
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October 2011: The Crisis Effect
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Some key elements clients often forget …

� Importance of business continuity and 
crisis management plans even in 
moderate risk environments

� Plans need to be realistic in relation to 
the prevailing threat

� Access to trusted sources of 
information to make informed 
decisions

� The ability to locate employees 
quickly and communicate with them is 
crucial

� Importance of business continuity and 
crisis management plans even in 
moderate risk environments

� Plans need to be realistic in relation to 
the prevailing threat

� Access to trusted sources of 
information to make informed 
decisions

� The ability to locate employees 
quickly and communicate with them is 
crucial
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Annual activity – An ounce of prevention…

15,000+ reports

14,000+ cases 

80-100 activations/deployments 

10-15 evacuation operations
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How can you prepare for the unexpected?

Comply

Prepare

Track

Communicate

Respond

Having reliable channels to communicate with travel lers is essential for providing them 

with the latest advice and support that they may ne ed to deal with any incidents that may 

affect them.

Prepare travellers for their trip, giving them the necessary medical, security and 

travel information on their destinations so they ar e more likely to have a successful 

trip with minimal disruptions. 

To be effective, a travel risk management policy ha s to be followed. Having tools to 

oversee and ensure compliance is essential to ensur ing that your policy is effective. 

It is essential to know where travellers are at all  times when they are deployed on 

business. This knowledge is crucial to be able to p rovide the most relevant medical, 

security and travel advice and to support them in t he event of an incident. 

Being able to respond to any problems that travelle rs may have and assist them 24/7 

wherever they are in the world is crucial for minim izing the impact of an incident that 

may threaten their health and safety. 
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Where to next?

The world beyond 2011!
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Scope

• Strategic drivers of risk

• Geopolitical power shifts

• Demographic changes
• What keeps CEOs awake at night!

• Global security issues

• Hot spots
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Advanced Country Employment Growth
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Geopolitical

• Emerging economies suffered less

• Recovered better

• Seeking increased political clout
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Politics and commerce collide!

• China-well know strategic investor

• Russia, Brazil, Turkey, India also leveraging commercial 
diplomacy

• Competitive forces unleashed!
• South-South engagements outside the control of traditional 

institutions

• Key issues:

– Security of energy
– Water

– Minerals

– Food
• Investing in resource rich markets traditionally ignored by 

advanced economies
• Competition and tension in frontier markets
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What does this mean for business?

• This is manifesting as:

– Increased complexity for business:
• Political risk now a major issue for business

• Business caught in political maneuvering

• Rise of state backed banks
• Policies on trade, environment informed by business interest

• Operational risks-indirect pressure through customs, visas and letters of 
credit

• Indigenisation

• Regulatory attacks
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Spectrum of key factors

DRIVERS VARIABLES

POPULATION GROWTH

YOUTH BULGE

AUSTERITY

FOOD PRICES

ENERGY PRICES

PSYCOLOGY

INFORMATION

ELECTIONS

GLOBALISATION

GOVERNANCE

(YOUTH) UNEMPLOYMENT

DYNASTIC SUCCESSION
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Drivers: Food and fuel prices

20 year 
average

2003 2005 2007 2009 2011

Apr 08: Haiti, Trinidad, 
Cambodia, 
Bangladesh. Thailand, 
Madagascar

Feb 11: 
Bolivia

Jan 11: Algeria, 
Tunisia, Egypt, 
Jordan

Mar 08: Egypt, 
Ethiopia, UAE, 
Senegal, Cote 
d’Ivoire, 
Argentina

Sep 07: Morocco, 
Uzbekistan

Jan 08: Pakistan, 
Indonesia
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Variables: Accelerating velocity of information
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The end of fear!
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The future is Asian and urban

• Since 2008 the majority of us live in cities

• By 2025 there will be 11 cities in Asia with populations of over 20 million

• London growing by 6 people per hour, NY12, Dhaka 50, Lagos 58
• Monumental governance challenge

• Rise of the mega city in India and China:

– Chronic poverty

– Corruption
– Extremism

• They will also be centres of business

– Massive informal economies
– Insufficient police resources

– Massive environmental issues

– Overburdened economies
– Combustible juxtaposition of wealth

and poverty, power and powerlessness

• Massive business opportunities!



Travel security

Travel security services for international travelers and expatriates

What keeps executives awake at night?

C Level

1.Staff issues
2.Organisational culture
3.New business
4.Customer retention
5.Innovation
6.Regulation

Risk managers

1.Supply chain continuity
2.Product/brand integrity
3.Staff malfeasance
4.Environmental breaches
5.Cyber/IT attacks
6.Black swans
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Reputation trends

Trend
•Companies learning to do 
the right thing
•Brand integrity increasingly 
threatened

– Hacktivists
– Issue motivated groups
– From above, middle and 

below

Example
•Govts using environmental 
laws and CSR as a means to 
get further control
•Credit card transactions 
being attacked by hacktivists 
(170 mill loss)
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Staff/partner malfeasance

Trend
Bribery, corruption, data theft
•Insider threats
•Expats exposed
•Unscrupulous behaviour by 
local business partners

Example
•Off shore local staff running 
separate books with ghost 
staff

– Threatened expat CFO
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Politics/regulation

Trend
Desire by governments to 
boost local employment and 
tax revenues:
•Indigenisation
•Local content
•Not just in developing 
countries

Example
•Russian pharma

– 75% imported
– Want to develop own by 2020
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Black swans

Trends
•Natural disasters not 
increasing but globalisation of 
business and supply chain 
has lead to increased 
exposure

Example
•Australian companies in 

– Japan
– China
– Africa

•Luxury car supply chains
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Global security issues

• Piracy
• Direct Action

• Global Business Issues

• Terrorism
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Questions


