Luis Mufioz Marin International Alrport

Irregular Operations (IROPS) Contingency Flan

AEROSTAR

AIRPORT HOLDINGS LLC

.L,-*I Bl .
"“"' L nﬁ!'l!

W !i."
T g P
Ll Ii d

' : ks II.'\.l|'l—|' .. ‘o
‘»*“"’%Mf AL

Pl e "““"‘"'ﬂ L s

T T - 1T & .
Wiy
13 1 1
“"'--'---'W:{:.--:*-H“:*W“ o

AEROPUERTO

« INTERNACIONAL
“ LUIS MUNOZ MARIN

FPUERTO RIiE G

Agustin Arellano Date: 26 August 2013
Ganaral Director
Aarostar Airport Holding

Page | 1



Luis Mufioz Marin International Airport

Irragular Operations (IROPS) Contingency Flan

Record of Changes

Change #

Description

Date of Change

1

= = L - =

Initial Submission New
IROPS

Data of Entry | Approval
16 Qat 2013




Luis Mufioz Marin International Airport

Irregular Operations (IROPS) Contingency Flan

Table of Contents
ROCOrA OFf CHANGES .covviimiimmmmmmmimsmisisrssrssies s sssssssos ossussssssnammasmanmasnssnsss st sssssssssssssssssssuns 2
I AT O U T Ol oevetenrnnrnnrnnsnssessnsessossissas fassassns ansssnnssnssnnpunsssssssssssssssssisssssuasiuasuuusunuuenneerIvnsnens i

Passengers Neads A o i ol

Causes of IROPS EVENIE ... esssnsos e sssssbsasbassasssanssnasassnsassnesrassses 5
Planning for CONtING@NCY ....ourrrrreereeeieis i s s ss s d s s 0 6
PROMUIGALION ...vovecseeeecsssiinimmsnmnimin s st st 6

Chapter | = Executive Buy-In/Get Organized
Establishment of the IROPS Contingency Response Committee .../
Chapter |l - Document Current Situations

Review Existing IROPS Response PIan ... i bbias b s 8

Review Local IROPS Events & Assessing Local SHUation ... 8

Passengers Needs During an IROPS Event ... 10

Tracking of Dalaysd Alrerafts ... s s 10

Trigger Events & Communications PIANS ... s 11

SUPPOIT PABSONGEIS ....ovvvvireerisnsiniiiiesinsin s s s £ s 11

T ORI IIVTTIONY i vaianensinisnnnnnsnnsnisasunns ookt dVma o pisins o s ans R AL A S ST R 1"
Chapter |ll = Established Procedures

Cooparation ProCOUUIES ... st s 13
Chapter IV — Review, Update, & Training

IROPS Coordination Workshops ............. s e T AT AR ML e e ek 16

IROPS Coordination Frontling Training ..o 17
Chapter V — Consolidated Action Plans During the Event

Monitoring IROPS Event Indicators .......covvmerreeeseeesnsisiinn FETS O RNATN S NG 18

Executing IROPS Plans & Procedurés.........eeiii R TV 18
Chapter VI - Capture Lessons Learned & Updating the Plan

O B [ROPE BT i an o it v Aales b e i e i o a1 s 21

LASSONE LORITIB .. cousciiisisioiinaisiaiismesmnmsen isisssamrisssrpsisnaninns SRS . 21



Luis Mufioz Marin International Airport 2013

Irregular Operations (IROPS) Contingency Flan

Appendixes
Appendix | = General Functions by Category ... S L 23
Appendix || = During an Event Action Table for Service Providers..................... PRI, 28
Appendix |l — Aircraft Divarsion CREcKISt ...........coccnmmmmrmmmmsr 32
Appendix |V = During an Event Frontline Checklist........... Ty mym— as
Appendix V - Severe Weather Condition Checklist ..., 42
Appendix VI — Aftar an IROPS Event Debriefing.........ocvvevmmmn i 44

Page | 4



Luis Mufioz Marin International Airport

Irregular Operations (IROPS) Contingency Flan

INTRODUCTION

On February14, 2012, President Barak Obama signed the FAA Modernization and
Reform Act of 2012 (the "Act’) into law. Among other things, the Act requires U.S.
carriers that operate scheduled passenger service or public charter service using any
aircraft with a design capacity of 30 or more seats, and operators of large hub, medium
hub, small hub, er nen-hub U.S, airports, to submit contingency plans for lengthy tarmac
delays to the Secretary of Transportation for review and approval.

Under the statute alrport contingency plans must contain a description of how the airport
operator, to the maximum extent practicable, will; (1) provide for the deplanement of
passengers following excessive tarmac delays; (2) provide for the sharing of facilities
and make gates available at the airport in an emergency, and (3) provide a sterile area
following excessive tarmac delays for passengers who have not yet cleared U.S.
Customs and Border Protection.

Passenger Needs

Neads of passengers, both on board aircraft on the ground or in the airport terminal
during lengthy delay or other IROPS events, vary and normally require the attention of
more than one party to ba met. By understanding the needs of passengers during such
delays, the Luis Mufioz Marin International Airport, diversion airports, airlines,
government agencles, and other aviation service providers can take appropriate steps
to anticipate and address such naeds,

Causes of IROPS Events

Causes of IROPS events can include a number of conditions such as extreme weather,
geological events, reduction of airport facility capacity, aircrafl mechanical problems,
and labor issues among others. The impacts of IROPS events include flight delays,
cancellations, and diversions resulting in potentially adverse impacts on passengers
and other airport customers, In addition to impacts on passengers, IROPS events also
have an impact on airport operations. There are four phases of impact during an
IROPS event that must be planned for;

- Surge

- Capacily

- Off-hours

- Extended stay

Each IROPS event is unique, and airlines, diversion airports, government agancies, and
other aviation service providers will benefit from the Luis Mufioz Marin International
Airport IROPS Contingency Plan accounting for diverse IROPS characteristics by

adapting to changing conditions.
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Planning for Contingency Response

The purpose of the Luis Mufioz Marin International Airport IROPS response
management process Is to identify and document actions requiring coordination
between two or more aviation service providers. Joint actions are identified that reflect
both current individual contingency plans and areas of recommended communication,
collaboration, and coordination between service providers (Refar to the AEP).

An official copy of the IROPS Contingency Plan will be located at the General Director's
office, and Is avallable for inspection.

Promulgation
The Luis Mufioz Marin International Airport has prepared this lregular Operations

Contingency Plan in accordance with the requirements of the Department of
Transportation and the FAA Modernization and Reform Act of 2012,

Agu Date: 15 October, 2013

C Aerostar
Luis Mufioz

ort Holdings LLC
rin International Alrport
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CHAFPTER | = EXECUTIVE BUY-IN/GET ORGANIZED
PURPOSE
Activities described in this chapter provide for:

A. The establishment of the Luis Mufioz Marin International Airport IROPS
Contingency Response Committee

B. Establishment of 24/7 contact/notification list

C. Documentation of procedures with airlines, government agencies, and support
organizations

1D. Conducting workshops and training (including table-top exercises)

Establishment of the IROPS Contingency Response Committee

The Luls Mufioz Marin International Airpart IROPS Contingency Response Committee has
been established following the guidelines of the DOT's Model Contingeancy Plan. The
goal of the committee is to establish and enhance contingency plans through
collaborative decision making as established in the Airport Emergency Plan. This will
ansure that actions result in a unified level of customer care across all Luis Mufioz Marin
International Airport aviation service providers during IROPS avents.

Mambars of the Luis Muiioz Marin International Airport IROPS Contingency Response
Committee include representatives of all local aviation and customer service provider
organizations. Organizations and representatives are shown in the IROPS Contingency
Responsa Commitlee table along with thair 24/7 contact and notification information.
Finally, workshops and training (including table-top exercises) will be exacuted annually
combined with those required under the Airport Emergency Plan.
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CHAPTER Il = DOCUMENT CURRENT SITUATION

The IROPS data collection activities focus on:

A. Reviewing existing IROPS response plans from service providers, including
alrlines, government agencies, and support organizations

Local IROPS event history

Local customer needs

Local tracking of delayed aircrafl

Local trigger events and communications plans

Local support for passengers on board, being deplanad, and in-lerminal
Local tracking of inventory

IQTMOQO®

Local skills availability

Reviewing Existing IROPS Response Plans

It is recognized that Luis Mufioz Marin International Airperts have their own plans for
response to IROPS events. It is also recognized that United States DOT's rules on
enhancing airline passenger protections (14 CFR Part 259 = Enhanced Protection for
Airline Passengers) require air carriers to adopt tarmac delay contingency plans and
coordinate those plans with airports. The purpose of this section is to identify the
saveral IROPS plans of local airlines, airport operations, and FBO organizations as they
ralate to areas of coordination between organizations.

The Review Existing IROPS Response Plans table describes both formal and informal
understandings of coordination between these organizations, as well as individual
organization Standard Operations Procedures (S0Ps) related to IROPS response.

Reviewing Local IROPS Events and Assessing Local Situation

The IROPS Event History table describes the history of local IROPS events, including
lengthy onboard ground delay events. It also describes the role of various service
providers In providing passenger and other customer support during IROPS events. The
purpose of this history is to provide a basis for identification and review of IROPS
response activities with focus on areas needing process improvement,
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Passenger Needs during an IROPS Event

The Passenger Needs focuses on neaeds of passengers and other customers during
IROPS events, with special focus provided for special needs passengers. The needs
analysis is provided by consideration of general information of customer needs during
IROPS svents including availability of all elements of 14 CFR Part 382 requirements of
the Americans with Disabilities Act:

- Availability of means for deplaning
. Reguirements for inter-terminal transportation
— Accessible facilities and services
-~ Boarding assistance using mechanical lifts, ramps, or other suitable devices

+ Special-needs passenger considerations (wheelchairs, oxygen, etc.)

Tracking of Delayed Aircraft

The goal of effective tracking of delayed aircraft in the air and on the ground betweean
airlines, ATC services, and the airport is that it provides accurate, complete, and timely
information in regard to expected flight delays and developing local situations. Also, this
is beneficial for providers to mitigate potential situations and for passengers to revise
travel plans, It is recommended that various service provider organizations work in
tandem to accurately track delayed aircrall to advance overall situational awareness,
improve communication, and ultimately result in superior response to customers.

When alreraft status in the air and on the ground s tracked by both airlines and the FAA
and status of significantly delayed and/or diverted flights is shared with the airport, the
result is shared situational awareness among the key aviation service providers. The
following list includes agencies that can provide tracking aircraft information:

« Government agencles: ATC sarvices

= Alrport: Oparations

s Airlines: All airlines operating at an airport

« Web Pages: FAA, Flight Aware
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Trigger Events and Communications Plans

Effective response to an evolving IROPS event depends on timely shared situational
awareness among all aviation service providers. Relevant IROPS information includes
the early identification of a potential IROPS situation and the evolving IROPS condition
as the event evolves,

Key elements of communication during an IROPS event require coordinated IROPS
response actions by airport operations, the airlines, ATC services, and by affected
divarsion airports to track and share aireraft status both in-air and on-ground. Based on
the situational need, additional communications among other erganizations such as the
TSA, CBP, concessions, and ground transportation may also be required.

Each airline has its own guidelines for establishing triggers. These triggers are usually
included as part of the individual airline’s IROPS plans published in compliance with the
United States DOT's "3-Hour Rule” for domestic operations and "4-Hour Rule” for
international operations.

Al trigger points, airlines generally consider the following factors when making a
detarmination:

- Mational weathar

- Crawmamber rasource planning

, Alrfield situation

,  Gate availability

v Hardstand availability

 Passenger disposition

Support for Passengers

The key goal of the Luis Mufiez Marln International Airport IROPS plan is to ensure
focus on coordinated support of passengers and other customers during an IROPS
event, This focus includes, but is not limited to, the three areas identified as being
United States Congressional concerns for the provision of:

-~ Support for deplaning of passengers from aircraft
- Sharing of facilities, including making gates available
— Having a sterile area available for passengers who have not yet cleared CBF

Tracking Inventory

This section describes guidance for planning and developing procedures across local
organizations identifying resources (equipment and supplies) held by an airport service
organization beyond those which have been planned for shared use, but that could be
made available for use if requested by another Luis Mufioz Marin International Airport
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organization during an IROPS event. The AEP contains the inventory available for use
in case of any IROPS event. The following list includes agencies and vendors
considered for tracking resource:

Airlines: All airlines operating al an airport
Government agencies: FAA, T5A, CBP
Concassionaires: Snack stands, restaurants, stores
Fixed based operator: Local FEO

Ground transportation: Rental cars (on- and off-site), taxis, local mass transit,
bus companies

Overnight accommodations: Hotels, churches, Red Cross
Military inatallations: Puerto Rico Air National Guard

Emergency response: ARFF, LEO, EMT
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CHAPTER Ill = STABLISHED PROCEDURES

COOPERATION PROCEDURES

There are a group of service providers that are considered to be typically found at
airports that are vital in local IROPS planning efforts, Coordination with these entities is
critical in order to establish procadures that will be followed during an IROPS event.

When saevere weather Is forecasted or anticipated or long tarmac delays are likely to
oceur due to any other irregular aperation at the airport, Aerostar Airport Holding will
consider implementation of preventive measures to reduce the probability of long
tarmac delays. In the event that the airport experience flights subjects to tarmac delays
Aerostar Airport Holding has established the following procedures to comply with the
new Tarmac Rule:

1. All remaining/grounded aircraft (if any) occupying any gate position will be
required to relocate such aircraft to the nearest available apron (either Apron 1 or
apron 4).

2. At 1.0 Hours (Arrivals) - Aerostar Airport Holding will give priority to all
international flights that have landed a gate position within 60 minutes of arrival.
N2 and N3 taxiways will be used to hold aircraft until gates become available,

3. At 2.0 Hours (Departures and Arrivals) — if situations goes beyond the 120
minutes and no jet bridges are available for passengers deplaning, arriving
aircraft will be relocated to either apren 1, 4, 5, or 6 and ground support
aquipment's and EMS personnel will be provided if necessary or requested.

4. At 3.0 Hours for Domestic and 4.0 hours for International flights (Departures and
Arrivals) = Alrcraft must be at gate with the doors opens or at remote parking
(Any apron available) with air stairs connected.

According to the Rules, the following two exceptions exist that would relieve a carrier for
from having to comply with the Rule: (1) If in the judgment of the Filot in Command
(PIC) there is a safety or security reason not to return; (2) If in the opinion of the FAA Alr
Traffic Controller movement of an aircraft subject to this rule would cause operational
difficulties.

Alrlines

It Is recognized that the DOT has issued a rulemaking that requires airlines to adopt
tarmac delay contingency plans and coordinate them with both scheduled airports they
serve and thelr diversion airports.,
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FAA

It is recognized that FAA has issued directives to air traffic personnel pertaining to
aircraft making tarmac delay requests related to United States DOT's 14 CFR Part 358
Enhanced Protection for Alrline Passengers. The FAA has also established procedures
allowing airports access to aircraft flight status.

CBP

It is recognized that CBP has |ssued guidance to directors of field operations concearning
passengers on diversion flights, including those into airports not normally staffed by
CBP,

TSA

It is recognized that the Department of Homeland Security has issued procedures to
TSA Federal Security Directors concarning establishing and utilizing secure areas using
procedures n the Airport Security Program,

Concessions

Concessions at Luls Mufioz Marin International Alrport have been requested to agree to
provide sarvice during IROPS events, including those resulting in extendad passenger
stay in the terminal area. Key considerations include agreement to remain open during
extended hours and support for special-needs passengers, including new infant
supplies.

Ground Transportation

Ground transportation organizations at Luis Mufioz Marin International Airport have
been requested to agree to provide service during IROPS events, Including those
resulting in extended passenger stay in the terminal area, Key considerations include
agreement to provide service during extended hours and procedures for obtaining
additional resources when required,
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Other Providers to Consider

Above and beyond the service providers identified in the previous section, several other
entities should be coordinated with, as appropriate to Luis Mufioz Marin International
Alrport, The list below highlights some of these service providers available during
IROPS avants.

-, Alternate transportation providers (mass transit, bussing companies, off-site rental
car agencies)

, Overnight accommodations (nearby hotels®)
— Military installations: Puerto Rico Air Mational Guard
 FBOs
 Re-fuelers
= Off-gite restaurants
., Emergency response (LEO, fire, EMT)
- Red Cross
» FEMA
-~ Special needs service providers (wheelchairs, oxygen, efc.)
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CHAPTER IV - REVIEW, UPDATE, AND TRAINING

The Luis Mufioz Marin International Airport IROPS Plan will be updated periodically
throughout the year with improved practices, procedures, and coordinated response, In
order for this to happen, the IROPS Contingency Response Committee should host
coordination workshops and training at least every 6 calendar months,

IROPS Coordination Workshops

Periodic IROPS coordination workshops are held at Luis Mufioz Marin International
Alrport  providing a common format and venue for periodic review and
confirmation/update of local IROPS plans, The Luis Mufioz Marin International Airport
will determine the frequancy and specific agenda for these meetings, as appropriate.

Tha goals of the IROPS coordination workshop are threefold:
= To explain why planning for mitigating the effects of IROPS events on passengers
is critical.

+ To allow participants to identify areas during lengthy delays that could benefit from
increased coordination, This group discussion is helpful for expressing the
underlying concepts and objectives in terms familiar to airport departments and
key stakeholders.

« To allow your airport participants to have an opportunity to buy into the planning
process for mitigating effects of IROPS events on passenger service by having
their individual concerns made a part of the coordination process

Attendees for this workshep may include individuals from the following agencies and
vandors:
= Airlines: Al airlines operating at an airport

« Government agencies: FAA, TSA, CBP
+ Concessionaires: Snack stands, restaurants, stores
= Fixed based operator: Local FBO

« Ground transportation: Rental cars (on- and off-site), taxis, local mass transit,
bus companies

« Military installations: Puerto Rico Air National Guard
« Emergency response: Fire, LEO, EMT
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IROPS Coordinated Frontline Tralning

Pariodic coordinated frontline training for IROPS response is held at Luis Mufioz Marin
International Airport. In addition to emphasis on actions requiring coordination of two or
more organizations, this training provides an opportunity to test new policies, practices,
and procedures. During the annual Table Tops at Luis Mufioz Marin International
Alrpert, IROPS training andfor procedure updates will be reviewed with appropriate
airport departments.
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CHAPTER V - CONSOLIDATED ACTION PLANS DURING THE EVENT

The joint actions occurring during an IROPS event are described in the following
diagram. The Luis Mufioz Marin International Alrport IROPS Contingency Response
Committee ensures the capability for coordinating shared aircraft status information.
Maotification of relevant aspects of aircraft status are provided to appropriate aviation
service provider organizations during an IROPS event by the Luis Mufoz Marin
International Alrport communication center or point of contact, as appropriate.

F Alrport Operotions

Tracking
Status
{In=alr &
an-graun)

Shared
Situational
Awadreness

- Alrlines Ralovent Communication

Inf ti Caiilar
[ 3 A.T: E'EUIE.‘l armarian

B Diversion Alrport(s)

Figure 1: Joint Actions during an IROPS Event.

MONITORING IROPS EVENTS INDICATORS

While some IROPS events are unpredictable (such as power outages, securily
breaches), many can be handled successfully if service providers are actively
anlicipating an event, Certain actions taken by service providers on a constant basis
can position them well to handle an IROPS event should one occur. Some examples of
these actions include tracking aircraft status and tracking weather patterns. Each of
these is discussed in more detail in the following sections,

Aircraft Status

Alrcraft status in the air and on the ground is tracked by both airlines and the FAA to
provide aceurate, complete, and timely information in regard to expected flight delays
and developing local situations. The Aircraft Status table describes Luis Mufioz Marin
International Airport procedure checklists for tracking aircraft during IROPS events.
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Tracking Weather

Weather patlerns are tracked by the airport, airlines, and the FAA to predict potential
impacts to aircraft operations and to carry out alternate operating procedures (such as
diverting flights to alternate airports) to maintain the safely of the crew and passangers
as well as operations staff out on the airfield.

EXECUTING IROPS PLANS ANS PROCEDURES

In Section 3.1 of this plan, procedures were established with service providers, including
concessions, ground transportation, the FAA, CBP, and TSA, This section provides
specific procedures that are to be executed at the time of an IROPS event. The
following paragraphs outline procedures for each of the service providers,

IROPS Communications Plans

Relevanl IROPS information, including status and related situational information, is
communicated among appropriate Luis Mufioz Marin International Airport organizations
during an IROPS avent,

Passenger Support Plans

Support procedures for passengers and other customers al Luls Mufioz Marin
International Airport during IROPS events include focus while they are on board aircraft,
during their deplaning, in the terminal, and when they need ground transportation.

Procedures with Airlines

Airlines operating out of Luis Mufioz Marin International Airport have implemented
procedures pertaining to the DOT "3-Hour Rule” and "4-Hour Rule’ relating to IROPS
avent response.

Procedures with FAA

The FAA organization at Luis Mufioz Marin International Airport has implemented
procedures pertaining to tarmac delay requests related to United States DOT's 14 CFR
Part 359 Enhanced Protection for Airline Passengers,

Procedures with CBP

Luis Mufioz Marin International Airport has implemented procedures with CBP relating
to response to IROPS events. The Execute IROPS Procedures with CBP table
describes Luis Mufioz Marin International Airport CBP actions specific to IROPS events.
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Procedures with TSA

Tha TSA organization at Luis Mufioz Marin International Airport has implemented
procedures concerning establishing and utilizing secure areas using procedures in the
Alrport Security Program.

Concessions Procedures
Concessions at Luis Mufioz Marin International Airport have agreed to provide specific
support during IROPS events.

Ground Transportation Procedures

Ground transportation organizations at Luis Mufoz Marin International Airport have
agreed to provide specific support during IROPS avent.
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CHAPTER VI - CAPTURE LESSONS LEARNED AND UPDATING PLAN

Since recovery from an IROPS avent s critical to the continual improvement of the Luis
Mufioz Marin International Airport IROPS plan, this chapter is divided into two sections:
Debrief after an IROPS Event and Lessons Learmned. The following tables describe
procedures for these actions, including Incorporation of lessons leamned into the update
of Luls Mufioz Marin International Airport IROPS Contingency Flan, as appropriate.

After an IROPS Event

After an IROPS event, it is important to have a timely and comprehensive assessmant
of the event. The Luis Mufioz Marin International Airport will coordinate this debriefing
meeting and include all aviation service providers as well as the IROPS Contingency

Response Commitlee.

Lessons Learnad

As part of the debriefing, it is important to catalog the lessons learned from the
individual IROPS events. The Luis Mufioz Marin International Airport will coordinate
these lessons learned and provide them to the aviation service providers as well as the
IROPS Contingency Response Committee members.
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APPENDIX |: GENERAL FUNCTIONS BY CATEGORY
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GENERAL FUNCTIONS BY CATEGORY

Phase 0 Stakeholder
Solution 8l '
Catogo Funatian ; .
S e EEERELIE
Provides professional congulting
support for defining technology
C;’:fﬂ“ﬂ”g integration sirategy befora an event, | X XX | X )| X
R and revises stralagy based on
lessons learned after an avent, et . S
Provides professional data
integration services bafore an avent
Data to enable the sharing of information
: integration | among various technology X XX | X | X
servicas solutions, and modifies data
integration stratagy based on
- l@ggons learnad after an avant i TN B
Provides professional ayatems
integration safvicas balora an avant
System to enabla tha aharing of informatian
integration | ameng various technology X XXX | X
sarvices solutions, and modiflas system
integration strategy based on
lasaons learned after an event,
t Provides for the angoing arnd
IT aystam
- gmergency respoanss managameant X
% [ANAGEMAN | and maintenance of tachnology ol ol Bl B
. assets and systems,
£ Sarvas as a central data repository
m Alrport for alrport operational systems to
S operational | enable the sharing of infarmation X|X| X | X]|X]| X
dalabasa among various technology salutions
i before, during, and aftar an avant. _
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Phase Ops Stakeholder
Category| Solution Type Funetion ; ; y 1
[ Ll I.I...
Provides ovarview of alrapace
Alrapaco anvironmant around the alrport using
ranilaring real-tima data from the airport’s radar X * A
ayatam ayatom, for tho purposa of achaduling
g | mirpor resources.
Provides alrerafl planning and
/
:Enhl T;tml managaman! capabilitios by X X X
ool g mianilaring real-time aircrall poaailions,
airpart status, and weather conditkna
Frovides capability to manage the
complete range of aircraft operations
::::L:: ""lnmlmr;r from gabe o gate, as woll as provides X X * £ X
" oparational and post oparations
migirica and parformancs analysis.
Frovides dala stream o auppo flight
Flu?h:, 3":1“'13 information displays and custom flight X X\ X
o v iracking aoluliona.
Surlace Pravides a iraffic managamani
ﬁ dstaciion systom for ihe airpoert surface that
:E gysiom (ASDE- mainlaing seamless coverngs and X X X
ﬂ i airerall ideniification o air traffie
E ) cantrallars |
% Siurthos Provides n browser-based surface
managemant system for efficlent and
TTI‘:I_?_I“'““"I cost-affactive management and A A o H‘ "
¥ measurement of alrside opertions.
Provides information dashboard ovar
Information wab | the Intemel to facilitale collaborative X ¥ | o | % X
dashboard docisian making for alraide and
landaide aparationg, el i
Frovides the operational Information,
Muvigation altitude, and position necessary for X X %
nyslem miroraft guidancs in all flight phasos
(in Might and on ground tasing).
Providea professional consulting
auppor for airateglc implemaniation,
ﬂ“::f"'m" implamentation ovarsight, and X XXX X £
pl improvemant of ahared alroraft staius
solutions,
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Phage Ops Stakeholder
Solution .
Cate Function ; : g
i . . 2
Provides data siream o
Raal-lima
suppart Might infermation
pircrat data | displays and eustom flight ” % | *
=% | tracking solutkand, = - —
Eliaht Provides flight infermation on
i iﬂgrm atlani o monitor meunted in the
display system anirport using a raal-limae % ® by ®
- airport alrcraft data fead or manual
input. : f- -
Fligh Provides flight infarmation via
information this Intarmst using o real-line
display - airoraft data feed o manual X x| X *
intarnat Linput. Sy - —_— . — —
Flight Provides flight infarmation to
infarmation n moblle device using o real- "
diaplay - time alrcraft data foed o X Xl X
mabils manual input, =il = iy o - LRGSR i
P;ﬂ\rlduq ruall-lgjml Emlr :::Irnlmn
Infarmatian, Including delnys
:': ¥ '::m': and cancallations, in X X ¥
i?pmtr ¥ graphical format using & A
airp maonitor mountad in the
B _ fapor S NN R T s
s Provides real-lima air traffic
E Ajr traffio Infarmation, including delays
E ellaplay - and cancallations, in ¥ ¥ 5 ¥
5 intarma graphical farmal via tha
s | Intemel. — -— B e == .
Provides aulomatad boxi-
Mesaage based mossage broadcasting
brondensting io m prodofined distribution st | » | x x X X
wyalom according to a predefined
communication channal, i . L L B
Emargency Provides automated audio
nalification eall | message broadoasting to a W | x ¥ % ®
sysho pradefined distibution list
Provides the ability (o send
Social madia ongoing communicatian to &
(Facabook, mass number of subscribars X X "
Twiller, blogs, | via the Intermet or mabile X| A%
podeanis, aic) | device npplications and
recalve feadback -
Provides autamated boxi-
based mossage broadeasting
Flight stalus | 15 4 distribution list of gl g | %
ol ' submeribers vin amall or text x| A
massage ragarding a spacilic
flight siatus
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Category | S0lution Funetion R 5 =
WP' q i Fl kic
Provides tha ability to analyze
Alrcraft the caiisa of delays in order to
gats, and datarming s imoal tmea- x *x X X X
Eﬂgﬁ:ﬂ:ﬁ: efficient usage of aircraf, gates,
and alands, e | - —
Gale Provides the abliity to plan and
maintain the schaduling, ® X X
::‘:r;ﬁ::m allooation, and real-time alalud X
y of gotos. — i —
S il LU L -
§ E”’;‘l"d Pravides the ability for
) nr;f ng scheduling and deployment of X X ¥
E :::nunnmu ramp parsonnol o optimize
I ili I :
4 ntsystom | 9round handiing cperations ] L
E Ground Provides the ability for
handling schaduling and managamant of
FRAOLICE ramp personnol and ground X X A
managama | handiing equipmant to optimize
il ground handling opearations. |
Pravides tha abdlity 1o plan and
maintain tha schaduling,
Resource allocation, and mal-lime siatus
manageme | of ressurces including gates, X A A X
nt syslom aircraft parking stands, cheok-in
countar, aliling back offices,
kiosks, and baggage carousals.
Provides professional
consulling suppor for dafining
Conauling | passenger handling strategy X ¥
RETVICEa hefore an avant, and revising
2 strategy based on lessons
= lsarnad after an avent, N L . - -
]
Pravides phyaical mechaniam
: :""“““ﬂ"' for tranaporting passengers
- 4 frunup-u frasiry an mirerafl (hal is not X X X
aran dacked at a gato o ihe terminal
il huilding, Lo i, | b
Visual Provides automated visual
drdiin docking guidance for aifcraf
i nngu based on the active ramp * £ A
E et anvironment o maximize aafely
|~ and efficlency.
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Phase Opa Stakoholder
Category| Solution Type Function : g -H . -
= L
Pravidas Tor the aulomatic
Baggage varification of baggage and its X " X X
il soriation dentination for accurate and
g | S _officiont routing. — — e —
E B Provides for the aulomaled
o “ﬂﬂ‘-"“* tracking of baggage from chack- b L T A
i iracking in ta final destination - _ = e
o Facilitaias iha afliclent recovery
@ | Baggage of bags dus to mishandling or X X X X
i; Py disfiiplad aircraft operations. - =
Provides for the identifieation of
Baggage passengars lhal have not yal ¥ % ¥ ¥
raconcliniion boarded and pravants thsir
baggage from being loaded
o Pravidaa tha ability to sharo
! Common uss check-in and gala resources
passanger amang aiflines for flaxibility and X X| X | X X
procossing afficioncy in paasengor
- | proceasing, I L -
=
Provides the ability for airing
oparations withoul a lacally
Local ?ﬂp&;ﬂl{lﬁ accessible proprietary depariure b X X | X X
cantrol syaler gontrol systoms (o procoss
ﬂ-r___ | passangar and baggags. o L Ty -
Provides visual information
Waeather display | regarding current weather x X| X | X X X
canditions
Waesiher Provides the abllity to analyze
. probable waather conditions 1o % x| % | x ¥ ¥
hm““‘“""“ n::lm anabla decisions o ba mada
reporting sys prior to and during an avanl ]
% Pravides tha ability 1o recelve
Inafant alort instant aleda al tha deskiop ¥ ¥ | % | % ¥ ®
i wanthor system | worketation for relovant woather
wyanis
Providea thi ability to dotect
Ligatmng iighining in local anddor long % X| X | X X X
detection system | o hga condiions,
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APPENDIX Il: DURING AN EVENT FRONTLINE CHECKLIST
FOR SERVICE PROVIDER MANAGERS
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During an Event Action Table for Service Provider Management

Airport Operations Department

— Offar and render assistance as available to air carriers and tenants,

.« Assist In selecting a parking location for the aircraft. Ground handlers are
responsible for parking aircraft because airport operations personnel will not
perfarm this function,

— Ensure diverted aircraft do not obstruct loading gates for scheduled incoming
flights or trap parked aircraft already at a gate or hardstand. It is preferable that
all carriers coordinate parking early to ensure orderly flow.

— Advice responsible ground handlers if parked aircraft must be moved.

~ Assist with vehicle inspections and movement of personnel, vehicles, and
aquipment in and out of the airport operations area or the security identification
display area (SIDA) to unload, load, and service diverted company equipment
parked in the SIDA, or on cargo aprons, tenant ramps, or closed taxiways.

. Evaluate all actions from a customer service standpoint,

~ If passengers must be deplaned to meet DOT requirements, coordinate response
and necessary holding areas with airline, airport police, TSA, and CBP
personnal.

-, Coordinate with airport police, CBP, TSA, and airline suparvisors all planned
holding areas to segregate passengers (PAX) if they are deplaned,

. Ensure that holding area(s) have operable lavatories and otherwise meet DOT
requiremeants.

. Ensure that the storm is monitored real-time and communicate updates to all
agencies at least every 30 minutes,

Airport Operations Department
— Provide security for containment of international passengers in the sterile area as
necessary.
. If any non-sterile area is used for holding international PAX, assist in providing
security for PAX,
— If necessary, request mutual ald support. As necessary, contact other airport
departments or airport tenant businesses directly for assistance.

Airport Fire-Reacua Department
- Provide space as needed to segregale passengers,
~ Augment security efforts as needed.
- |If necessary, requast mutual aid,

Airport Marketing and Community Relations Department
-~ Coordinate with national/international news media and all involved parties to
ensure proper release of public infformation as necessary.
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Alrlines

Notify the CBP of any diverted international flights that are landing at the airport,
regardless of the reason. International passengers will not be deplaned until
adequate holding facilities have been coordinated with airport personnel.

Ensure all decisions regarding deplaning and segregation of international
passengers are made In concert with CBP personnel,

Notify the TSA Coordination Center at least two hours prior to re-boarding when
passengers have deplaned at the airport. Manual screening requires additional
time needed for screaning/re-boarding.

Maintain an accurate passenger manifest at all times and present it to CBP
personnel for immigration or accountability purposes.

Coordinate any passenger needs (e.g., food, water, medicine, child care, health
and hygiene) with CBP and all appropriate organizations as soon as possible.
Comfort, health, and customer service needs must be proactively met,

. For situational awareness and ramp flow, advise airport operations when

L

expecting the arrival of any diverted aircraft,

Coordinate with ATC services, by way of flight crew communications, on where
to direct diverted aircraft for ground handling purposes so as to avoid having a
negative impact on the movement of other aircraft.

Wherevar possible, assist with ground handling support equipment o
accommaodate other diverted aircraft.

Ensure that passengers and crew remain with quick-turn or gas and go aircraft,
Ensure that flight crew communication to airport personnel (e.g., operations,
Aerostar security) pass through local airline supervisory staff. This is a MUST,
Before deplaning, advise passengers of their circumstances and plan for their
care and accommodations. This advisory should come from the crew in
coordination with station management. Airport personnel should also be
informed,

Ensure that deplaning passengers understand that they may remove their carry-
on luggage, blankets, and pillows if they will later return and subsequently depart
on the same aircraft.

Communicate that passengers may be deplaned into the concourse in
accordance with airline policies. It is critical that the airline advise passengers
that if they leave the sterile area they will not be allowed to re-enter, Passanger
and baggage screening services are unavailable when the TSA checkpoint is
closed,

Ensure that flight crews remain with passengers until alternate provisions are
made. They will serve as the customer service representative to and advocate for
thaeir customers.

Ensure ground handling and parking of aircraft and of those of airlines with which
airlines have ground handling agreemants.

Make necessary arrangement if passenger fransportation is needed from a
remote parking location to the concourse or terminal, Vehicles must be operated
by properly qualified driver/escorts when accessing any movemant area, non-
movement area, or the SIDA,
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TSA

=i

|

Implement corporate aircraft diversion plan.

Establish procedures to screen international passengers that have been out of a
sterile area prior to re-boarding an aircraft whose destination is into a controlled
sterile area,

Consider mutual aid requests, Passenger screening and augmentation to monitor
secure/non-secure areas may be needed in extreme situations.

ATC Services

|

-

CBP

Establish aircraft ground control procedures to quickly, and safely park aircraft for
unloading.

Maintain open lines of communication with airlines and ground handlers
oparating at the airport,

Authorize any aircraft servicing or crew movemant on international flights. This
authorization can be given in advance by CBP personnel via telephone if
servicing/crew preflight inspection is critical and a CBP officer has not yet arrived
at the diverted aircraft,

Coordinate international diversion deplaning with airport personnel. Passangers
will be deplaned and moved directly to the designated area. That location will be
determined by the number of passengers on the diverted aircraft and available
faculties. Every effort will be made to keep passengers segregated in the
concourse for security, comfort, and rapid re-boarding.

. Ensure that security for the segregation of passengers and crew will be a

coordinated effort by the CBP, TSA, and airport personnel.

Ensure that due to personnel, equipment, and regulation issues, clearing
passengers for entry into the United States will only be done as a last resor,
Every effort wil be made to move international passengers to their original
destination for clearance purposes.

Ensure that the processing of passengers for entry at the airport port of entry is
coordinated with the port of original destination. If authority to clear passengers is
granted, they must be processed for entry with all carry-on and checked
baggage. A separate clearance area will be set up where both electronic
processing and luggage search can be accomplished with the appropriate level
of privacy. To do so, TSA requires a minimum of two hours advance notice.
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APPENDIX lll: DURING AN EVENT FRONTLINE CHECKLIST
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DURING AN EVENT FRONTLINE CHECKLIST
AIRPORTS

Communication

0 Media and communication plan activated
Terminal

[0 Capacity provided for large number of passangérs
O Rest areas provided/blankats
[0 Lavatory service
Parking/Ground Transportation
O Ground transportation plan activated
Passenger Essential Provisions
[0 Food / hydration (eoncesslons plan activated)
O Ratall {concessions plan activated)
0O Loedging (hatels notifled)

Additional Staffing

Employee transportation
Supplemeant staffing

Assistance desk

Speclal services

Medical respanse

Tracking aircraft

Coordination with relief organizations

OOooOooOooO0ooao

Equipment
00 Gate sharing
O Hard slands
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Deplaning
[0 Onward transportation
[ Coordination with airport eperations
Ground support equipment (e.g., gates, hardstands, tugs, towbars, AC) requested

Passenger Care

Lodging

Baggage

Compensation
Information/sammunication
Food/hydration
Cleanliness

Spacial services

OoOoooOooao

FBO
O FBO support equipment provided

GOVERNMENT AGENCIES

ATC Services
O Priority treatment for delayed flights if requested by the aircrafl operator or a
designee (pilots, dispatchers, etc.)
CBP
Activate plan for after-hour capabilities
Creation of ad hoo sterile areas via memorandum of understanding (MOU) activation

oo

TSA

Creating of ad-hoc sterile areas via MOU activation
Escort plans activated

Re-licketing plan activated

OO0

cbc
Flan activation for international flights subject to quarantine
Plan activation for diversion airparts in the syatem

O o
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APPENDIX IV: AIRCRAFT DIVERSION CHECKLIST
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DIVERSION CHECKLIST

AIRLINE

Before:
= Notify airport operations, Include:
= Alrline
= Approximate arrival time
= Approximate departure time — if available
© Reason for potential diversion
Intentions (examples: gas and go, extended delay, or unknown)
-~ Polential services needed
= Number of passengers on board
During:
= Communicate plane's Intentions to airport operations,
« Confirm airport operations and ensure that the duty manager will assist with
communication.
= |f necessary, ask for assistance, Determine who will coordinate passenger
accommodations, including:
- Food
= Transportation
= Lodging
Security
= Special Needs
« Communicate status to necessary service providers at least evary 30 minutas.
After:
¢ Supervisor — obtain feedback from employees about what went well, what did not,
and what changes could ba made.
« Manager and supervisor join post-diversion conference call with airport,
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AIRPORT OPERATIONS

Balore!

Create a 24/7 email contact/distribution list of major airport stakeholders in your
ragion, including diversion airports, to communicate status and track diverted
flights. For hubs and large airports, establish a conference call with key
stakeholders 24 to 48 hours prior to severe weather forecasts to facilitate
communications and coordination (l.e., National Weather Service, FAA, airlines,
CBP, TSA, and airport departments),

When notified by airline of a diversion, communicate to airlines that alrport
operations will be the point of contact during the event,

Determine whether this is a regular diversion (airline and aircraft that are regularly
sarvicad at airport).
= If regular aircraft/airlines, determine and communicate equipment available to
halp service (see attached sample equipment list)
= If airline has no representation at airport, determine potential services neaded
and communicate what equipment/options are available to service particular
aircraft (see included sample equipment list)

International diversions: Have a plan in place ahead of time with CBP to handle
and/or offload passengers from International diversions, especially if there are no
CBP officers or facilities present at an airport. At a minimum, coordinate with the
reglonal CBP official and local law enforcement to share important CBP contact
information, such as 24/7 phone numbers.

During:

Operations Center (OCC)
Notify:

Airside Operations Manager

Law enforcement officer (LEO) in charge

Federal security director (FSD)

Airport Safety Operations Responsible, Safety Chief (Airside)

Concessions, if sarvices are needed

CBP (if International flight, need 24/7 contact information)

Communicate with aiflines freguently during event (at least every half hour),
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= Remind airlines of available assistance, including:

- Additional resources (If aircraft cannot taxi from its location, coordinate to use
local FBOs and/or aireraft recovery service to have aircraft removed.)

- Ability to contact resources for airlines if requested
" Use of soclal media to inform passengers
Providing of flight information display systems (FIDS) updates

Communicate status to necessary service providers at least every 30 minutes.

Ascertain who is making the decisions about the status of an aircraft regarding loading
and unloading of passengers, bags, and cargo. This is especially important if an airline
ia not represented at an airport; airport staff should find out from the flight crew some of
the systam operations centers (S0Cs) or headquarters phone numbers so that they can
contact someone in a position to make a decision at critical times (such as when the 3-
and 4-hour rule is reached). This should be done as soon as the aireraft is grounded
and parked.

Acrostar Airport Operations Control Center (AOCC)

« When notified of a possible diversion, contact the applicable airline to determine the
potential length of the delay.

= Record in diversion contact log:
= Date/time
= Air carrier name and contact information
= Flight number
= Alrcraft type and tail number
= Passenger count
* Arriving from/original route
= Parking location
= Reason for diversion
- ETA/ETD
= Jet bridge use and departing flight number
= Crew time left (international flights only)
Services neaeded

» Determine gate needs (coordinate a gate from which to deplane if delay exceeds 3
hours for domestic flights and 4 hours for International flights), whether airline wil
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accommodate aircralt at their regularly assigned gate(s), and can or will they
accommodate other airlines, Gate options must take into considaration:

= Aircraft typa/size

= Access to restroom facilities and restroom service needs
Access to vending machines

= Access to drinking fountains

- Food and beverage services through tenant restaurant vendor

- Abllity to restrict international passengers from mixing with demestic
passengers”

= Alrline support to contain passengers isolated from domestic passengars®
Mo CBP processing available for international flights®

*international flights only

= If no gates are available:

- Coordinate with airlines and ATC services to direct aircraft to park at alternate
parking location, escort marshaling/ground handling crew as nacessary.

= Coordinate with airline or ground handlers to provide access to aircraft for air
stairs, refueling, lavatory services, ground power units (GPUs), and other
ground service aquipment (GSE)

- Coordinate deplaning of passengers via air stairs and buses or via loading
bridge at terminal when delay exceeds 3 hours (4 hours for international flights)
and/or when airline requests access to terminal

If the aircraft delay is a departure and the passengers are deplaned at the terminal.

- Sgreening for passengers who leave the concourses must be provided or
passengers must remain in the sterile area and food, beverage, and restroom
facilities must be provided until the passengers are re-boarded for departure

If the projected time at the gate is after the time that acreening is closed:

-~ Coordinate passenger screening operations to remain open or coordinate with
the LEO to provide staffing of the checkpoint to prevent re-entry of unscreened
pasSengers

Coordinate provisions with the airport's concessions.

Ensure that LEO is available to assist with disruptive passenger(s),
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« Maintain contact with the alrline representative to detarmine if the flight may be
cancelled and, if so, the airline's intantions concerning its passengers.

= For international flights:

= Coordinate with CBP port director for any concerns for passenger
boarding/containmeant

= Arrange for LEQ to monitor passengers to prevent mixing with domestic
passengers (must be local airline employee or air crew mambers when no local
representative is available)

- Establish visual or physical perimeter stanchions, seating, and so forth to
contain passengers (perimater should allow restroom access without escort)

« Communicate status to necessary service providers at least every 30 minutes,

Aftar:
= [nitiate conferance call:

= QObtain feedback on what went well, what didn't go well, and any changes that
need to be made

+« Type up notes from conference call — disseminate to all entities as lessons
learned/action items.

+ Chack that the following entities altended conference call,
= Airport operations
© Alrlines

F AR
= TEA
- CBP
- LEO
- Public safety
© Concessions
= Car rental
= Parking
= Military (if on-site)
- FBO
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PUBLIC SAFETY DEPARTMENT
Before (if notified prior to aircraft landing):

« Notify Aerostar AOCC

« Fill out diversion contact log.

s If warranted, notify additional personnel or entities such as concessions, FBO, and
the like.

= For extended delays at the airport, determine the resources to accommodate the
situation and call up resources as appropriate.

During:

« Obtain additional information about aircralt.
= Tail number
= Tima landad
= Any other pertinent information

Fill aut diversion contact log
s Inform airlines of public safety assistance avallable.
« Communicate status to necessary service providers at least avery 30 minutes,

Alter:

« Obtain feedback from officers regarding what went well, what didn't, and any
changes that nead to be made (similar to post-incident discussion).

s Join the post diversion conference call and provide input.
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APPENDIX V: SEVERE WEATHER CONDITIONS CHECKLIST
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Weather Checklist

Before,
« Contact your local NWS office Meteorologist-in-Charge or Warning Coordination
Metaorologist (public telephone number lists follow)

+ Discuss bast method/number for contacting the office
« Discuss critical thresholds for your oparations
o Threshold for planning 2 - 5 days ahead of time, for example
»  Significant snow/ice
= Significant winds
« Significant thunderstorm outbreak
o Thresholds for real-time decisions, for example
= Onset of snowlicing
*  Amount of snow/ice/rain
«  Onset of significant winds
* Onset of thunderstorms

s Determine best method of communicating weather information for strategic
planning

« Routinely exercise this process to ensure smooth operations during an avent

During:
= Contact local NWS office for updated information on weather events and impact

=  Receive information from NWS office from predetermined sources

After:
*  Provide feadback to NWS office on content and flow of waather infarmation

* Review event for improvements in the process
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APPENDIX VI: AFTER AN IROPS EVENT DEBRIEFING
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AFTER AN IROPS EVENT DEBRIEFING

It is important to debrief the response to an IROPS event in order to discover lessons learned
and improve passenger service during an event. This tool describes how to discuss and
document lessons leamed, as well as response actions needed by each service provider related
to surge, capacity, off-hour, and extended delay situations,

Date e S Fiie =

Briaf deacription of event
Insart a brief description of event

Causes!:

» Local weather

= Diversion(s)

« Aircraft machanical

= Aircraft crew

=  ATC service system

« Other

Impacts

Surge: Potential impact caused by the rate of arrival of aircraft, timing of deplaning passengars,
and subsequant movement of passangers through airport.

= Aircraft

+ Passangers®

Capacily: Potential impact caused by the tolal number of aircraft that have arrived at the airport
and of the number of passengers located in any particular areas of the airport

« Alreraft

= Passengers*

Off-hours: Potential impact caused by the time of day at which aircraft arrive at airport and the
subsequent need to process passangers

« Aircraft

« Passangers®

Extended Stay: Potential impact caused by the duration of stay (often measured in days) that
alreraft remain at the airport and that passengers are delayed before resuming their travel

« Aircraft
« Passangers*

*Including animals
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i.lua_qn: Learned Response Actlon Response Party

Tarminal
« Coemmunication center
« Ramp
« Gates
+ Concessions
« Ground transportation

Aireraft
« Tarmac
« Cockplt communication
« Passenger deplanes
= Additional service
IROPS Actlons
+ Communication lssues
Procadure modifications
+ Equipmeant and resourcas
« Service lapse

+ Operallons and maintenance
rastock

« New capabllity
Othar
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