TRAVEL SERVICE

CRISIS MANAGEMENT PLAN

— How Travel Service Acts in a Crisis
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A. General

1. Purpose and Objectives

The purpose of this crisis plan is to ensure the safety and support of business
travellers through structured preventive measures and clear actions during an
ongoing crisis.

The objectives are to maintain traveller safety, support them under changing
circumstances, and reduce the company’s risk exposure during business travel by:

e Providing effective and clear communication with travellers
e Ensuring the crisis is properly managed

e Conducting continuous follow-up and improving crisis management processes

2. Definition of a Crisis

A crisis for our business travellers is defined as an unexpected event that threatens
the traveller's safety, health, or ability to carry out their trip as planned.

Examples of crisis situations include:
e Natural disasters, such as earthquakes, hurricanes, or floods
e Political unrest, war, or terrorist threats

e Health crises, such as pandemics
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B. Before the Crisis

3. Organisation / Areas of Responsibility
3.1 Information Flow and Early Warning to Travellers

We monitor news feeds and relevant sources daily to identify risks and any changes
that may affect our travellers at an early stage. When a risk is identified:

e Direct contact: Notifications are sent via email and SMS to travellers
regarding specific risks at their destinations.

e Contact with the traveller’s ICE (In Case of Emergency) contacts.

3.2 Advisory Support for Travel Policy Setup

Travel Service provides guidance in setting up travel policies and support during the
booking process to enhance the safety and confidence of clients travelling to high-risk
areas. This includes:

e Advice on alternatives to high-risk destinations and support during the booking
process.

¢ Recommendations on ticket types to facilitate easier cancellations or changes.

3.3 Educational materials and Information for Travellers
Travel Service provides guidelines and information on request to prepare travellers:

e Educational materials that inform travellers about safety measures when
travelling to risk areas.

¢ Information about our 24/7 on-call service.
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C. During the Crisis

4. Crisis Phases and Actions

4.1 Crisis Organisation and Allocation of Responsibilities

For effective management of crisis situations, Travel Service has a dedicated crisis
team with clearly defined roles:

Crisis Coordinator: Holds primary responsibility for managing the crisis and
coordinating the phone team together with the information monitoring group.

Phone Team: Responsible for practical assistance with bookings, rebookings,
and direct contact with travellers.

Information Monitoring Group: Manages internal information flow and
ensures that all data provided to the phone team is accurate.

4.2 Crisis Measures and Communication During the Crisis

When a crisis occurs, Travel Service acts according to a structured crisis plan:

Assess the situation and identify travellers in the risk zone.

Contact affected travellers to inform them of the situation and provide advice
on possible options, including evacuation if necessary.

Contact the affected traveller’s ICE (In Case of Emergency) contacts.
Coordinate resources through close collaboration with airlines, hotels, and

other service providers to assist travellers in completing their journeys safely
or returning home.

During the crisis, a clear information flow is maintained:

Continuous contact with travellers to keep them updated on developments and
assist with rebookings.

Maintain communication with the client’s ICE contacts to keep them updated
on the situation and ensure the travel policy is followed.
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D. After the Crisis

5. After the Crisis — Follow-up and Evaluation
5.1 Feedback and Closure

Once the situation is under control and the crisis is considered concluded, Travel
Service summarises the response and provides feedback to the client and affected
travellers:

e Evaluate the measures taken to identify strengths and areas for improvement.

e Gather feedback from the client and travellers to collect valuable insights and
create a learning process for future crises.

5.2 Follow-up

After crisis management is completed, the situation is under control, and normal
operations have resumed, the crisis management team shall conduct a follow-up
to draw lessons from the response. The follow-up should ensure that key facts
regarding response times, situational developments, resource usage,
consequences, external assessments, and other relevant aspects of the crisis are
documented, secured, and evaluated. Key questions to consider include:

e Did the crisis management response function effectively?

e Is there a need to revise preparedness measures and/or the crisis plan?
e Do we need to review or update our insurance coverage?

e Collect input from involved authorities and other relevant stakeholders.

e Follow up on previous communications with family members or emergency
contacts.

e |s there a reason to reconsider or change partners or service providers?

It is also important, after completing the response, to review all information
collected during the crisis regarding travellers, emergency contacts, and others.
Once such information is no longer required for crisis management purposes, it
must be deleted in a manner that ensures it is not retained or shared outside the
company.

Members of each crisis management organisation must always have the
competencies required for their role. At least once a year, a review should be
conducted to ensure that contact information is up to date and that alternates are
designated.
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