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https://www.facebook.com/TND/videos/woman-trying-to-find-mother-after-el-paso-shooting/913310092339989/
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-Russell Ackoff
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Basis for ICS

• Not a “fire 
department thing”

• Derived from military 
organizational 
development

• Well-established 
need for 
organizational 
frameworks





E v e r y o n e  h a s  a  p la n
u n t il  t h e y  g e t  p u n c h e d  

in  t h e  fa c e .”
“

-Mike Tyson





AFTER ACTION 
REPORTS

• Communications

• Unified Command

• Interagency Communications

• Emergency Call Centers

• Reunification and Victim Support

• Hospital Response

• Public Information

• Medium & Longterm Recovery



KNOWN GAPS
“It is vital that family reunification operations begin early…family members responded to the scene causing 
safety concerns… the appropriate agency or organization [DHS] never assumed leadership to ensure the process 
was strongly managed…”
Observation 20, Washington Navy Yard Shooting AAR





INVEST IN MASS CARE. 
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• P u b lic - s a fe t y  s t y le  r e s p o n s e  
c a p a b ilit y

• In c id e n t  C o m m a n d  in t e g r a t io n
• T r a in in g  fo r  IC ’s
• U n if ie d  C o m m a n d
• T r a n s it io n  r e c o v e r y  IC

• R e g u la r, r e c u r r in g  t r a in in g  
a n d  e x e r c is e s  w ill  im p r o v e  
r e s p o n s e s . 

• S t a n d in g , a lw ay s - o n  v ir t u a l 
F a m ily  A s s is t a n c e  C e n t e r

• S in g le , r e g io n a l r e u n if ic a t io n  
s y s t e m  a n d  p r o c e s s

• S t r e a m lin e d , s in g le  e n t r y, d is a s t e r  
c a s e  m a n a g e m e n t  s y s t e m





83% of customers expect to interact with someone immediately upon contact.

60% of consumers have switched brands 
due to a negative contact center 

experience.

87% of customers actively avoid buying from brands 
they don’t trust

60% of customers say it feels like they are 
communicating with separate departments, not 
one company.

49% of customers had more bad 
customer service experiences in 
the past year compared to the year 
before.

Nearly 80% of consumers still rank phone 
interactions as their preferred customer 
service channel.

The average response time for a customer service 
request is 12 hours and 10 minutes.

52% of consumers expect to get their question 
answered within one hour of posting it on a 
brand’s digital channels

83% of customers expect to resolve complex 
problems through a single person.

73% of customers expect companies to understand 
their unique needs and expectations





https://www.facebook.com/TND/videos/woman-trying-to-find-mother-after-el-paso-shooting/913310092339989/
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