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1. Introduction 
Since 2011, Hands on Health Australia have been facilitating individuals and groups of students and volunteers 
to their International Partners in Udaipur, India and other locations both abroad and within Australia.  This 
program has been gradually expanding and trips have been undertaken to other destinations in the Philippines, 
Cambodia and Timor Leste. 

The importance of this document is to put into place protocols for the Best Emergency Response to ensure 
the safety and wellbeing of participants. This handbook is to be used by staff and supervisors both onsite and 
in Australia. 

The key during a crisis is to remain calm and ensure you help the volunteers and students get through a 
difficult time. It is important to work as a team when dealing with crises. 

Emergencies can happen to volunteers and students whether they are at home or abroad. Whilst most trips 
will run smoothly, crises can occur and therefore students and volunteers must participate in emergency 
prevention. Emergencies can be more problematic when abroad due to distance factors, cultural unfamiliarity 
and language barriers. This handbook is intended to provide some tools to cope with different kinds of 
emergencies whilst also serving as a preventative guide to avoid certain minor emergencies. 

 

2. Understanding Crisis Management 
There are several different types of emergencies and risks and these can be classified into different 
categories. Knowing which category an emergency is classified will help to strategise appropriate actions for 
each crisis.  

 

2.1 Minor (Routine) Emergencies 
Minor or routine emergencies tend to be the most common while volunteering or participating in a group 
tour. These include: 

 Pick-pocketing or petty theft (purse/wallet/phone etc.) 
● Lost Passport 
● Minor illness or injury (e.g. cold/flu, sprain, broken arm, toothache, mild gastro) 
● Family emergency back home (e.g. family member illness) 
● Consequence of alcohol use 
● Power failure 

 
 

2.2 Major Emergencies 
Major emergencies are more severe than minor (routine) emergencies but typically happen less frequently 

 Natural Disaster (hurricane, cyclone, earthquake, fire, flood etc.) 
 Major sickness or injury (car accident, epidemics, death etc.) 
 Assault or rape 
 Missing person 
 Arrest 
 Hostage situation 
 Socio-political (terrorist attack, riot, military coup) 
 Behavior of the staff or students that causes or threatens harm to themselves or others 
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2.3. Perceived Emergencies  
Distinguishing between a real emergency or a perceived emergency is a crucial first step. Often people at 
home will become alarmed by a perceived emergency. For example, a cyclone in India even though your 
program is hundreds of miles away or government instability in Pakistan even though you are in many 
kilometers away in Udaipur. Due to media attention and incomplete information, situations abroad may be 
perceived in Australia as more dangerous than they actually are. They can be as disturbing to program 
participants and their family members as real emergencies and require serious and prompt action on your 
part. 

 

2.4 Charter Out of a Country 

Emergency evacuation is needed in the event the Australian High Commission determines and signifies it is 
no longer safe for Australians to remain in the area of travel. Issues that could warrant an emergency 
evacuation include a natural disaster, political event or a security crisis. Hands on Health Australia holds an 
emergency evacuation policy that is a part of the medical insurance (Cover-more Insurance) required for all 
students who study abroad. If emergency evacuation is required, Hands on Health Australia will work with the 
Supervisor, Cover-more Insurance and the Australian High Commission to evacuate participants of the 
program. The Australian High Commission will also provide support for Australian citizens abroad in the event 
an emergency evacuation is required. Emergency evacuation coverage held by Hands on Health Australia will 
provide for the support of all covered students regardless of citizenship. Depending on the level of emergency, 
the program may need to evacuate from the program location.  

 

Questions for consideration include: 

 Is there imminent, persistent danger to the students? 
 What steps have been taken? 
 Have those steps been effective? 
 Any additional possible steps necessary? 
 Can you re-ticket the students? 
 What is the cost of re-ticketing? 
 What is the implication of returning to Australia? Refunds? 
 What is the financial impact on participants including financial aid? 
 What is your preference? How safe do you feel? 
 What is the students' preference? How safe do they feel? 
 Is counseling necessary before students return to Australia? Afterwards? 
 Is the evacuation plan safe? 
 What are the routes and modes of transportation? 
 What are the advantages/disadvantages of separating into smaller groups? 

 

Should such an emergency occur, the Supervisor should be prepared either to continue the program at an 
alternative site or close the program altogether. In deciding whether to move or close a program and evacuate 
students, the physical safety of the students and the supervisor must be the highest priority. The decision to 
terminate a program or evacuate the students will be made by the HoHA Emergency Response Team in 
consultation with the Supervisor, who should have the best understanding of the local conditions. However, 
when there is an inability to reach HoHA for consultation, the Supervisor has the authority to close a program 
and evacuate the students.  

It is imperative the Supervisor plan for such a crisis prior to departure and have a prearranged plan in place for 
evacuation. During an emergency requiring evacuation, the preference is to get the students back to Australia,  
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if at all possible. If this is not possible, the emergency evacuation plan should include at least one alternative 
site that will accommodate housing for the group. For example, if the program is in India and an evacuation is 
necessary that does not allow for a safe return to Australia, the group could possibly meet up with another 
program location. Students should be made aware of a meeting point during on-site orientation, so that they 
know immediately where to go during an emergency.  

At the time of the emergency, the Supervisor is advised to contact the nearest Australian High Commission 
to discuss the need for evacuation and any measures Australia is taking to evacuate its citizens. A member of 
the HoHA Emergency Response Team will contact the Australian Embassy for the same information. The 
HoHA Emergency Response Team will also contact other institutions with programs in that location to discuss 
what actions they are taking. HoHA will convene the Emergency Response Team to decide the best course 
of action, make a decision, about evacuation and determine evacuation costs and means for meeting those 
costs. 

Once a decision has been made to evacuate, the Supervisor should notify students and other staff of the 
evacuation plan in writing and have students/staff sign the plan agreeing to the course of action. HoHA cannot 
be responsible for the safety of any student or staff member who does not sign the plan of action or who 
refuses to comply with the evacuation procedures arranged by HoHA. 

HoHA will issue guidelines to staff about communicating with families. Supervisors should never contact a 
family directly; Hands on Health Australia (HoHA) will handle official communication with families. At the outset 
of a crisis, students should be cautioned to avoid unnecessarily alarming their families and others at home with 
panicky phone calls or emails. You can and should discuss with students the absolute necessity of 
communicating in a way that does not cause undue panic. The principal ingredient in their response will be 
you. You must maintain a level head and assume a forceful but reasonable manner. Level heads abroad and 
at home are the best way to ensure rational, carefully considered procedures.  
In the event of a terrorist attack or other event that jeopardizes the health and safety of program participants, 
it is possible that a program may need to be cancelled. If appropriate and feasible, moving the group to a 
different site may be an alternative to cancellation. The decision will be made by the HoHA Emergency 
Response Team in conjunction with the Supervisor and the dean and department head of the academic unit 
sponsoring the program courses. 

If the cancellation occurs before or soon after the program begins, every effort will be made to refund 
recoverable costs to the participants., however this is subject to verification. If the emergency occurs toward 
the middle or end of the program, it may be best to evacuate the group back to Australia.   

If a program is not cancelled but an individual student feels uncomfortable about going abroad or remaining 
on site, they should be allowed to withdraw. HoHA would not be obligated by policy to offer a refund in this 
situation. 

Non-medical evacuation insurance and trip cancellation insurance are not currently provided by HoHA. If you 
are interested in having these options for your own peace of mind, individually, HoHA can help you find 
resources. They will add additional costs to your program. 

 

2.5 Media Communications 

The first actions taken following an accident, death or emergency may well determine whether a situation is 
contained or leads to panic or rumor mongering. Whenever feasible, statements to the press should be made 
exclusively through the Hands on Health Australia. Many difficulties may arise when more than one source 
releases information to the media. 
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3.  Steps to Take Before a Crisis  
 
3.1 Emergency Action Plan (EAP) 
In addition to the emergency management planning conducted by Hands on Health Australia, it is important 
to understand that the more support networks you build before and during an emergency or crisis, the more 
likely someone will be informed and thus able to help. Being prepared before an emergency will allow for a 
better and more effective response. The first step in crisis management is being prepared before a crisis 
occurs. For this reason, we strongly recommend Supervisors create an emergency action plan. In 
Appendices D, you will find some resources to help you prepare and compose an EAP. Such steps include 
carrying a pocket-sized emergency card containing important phone numbers and contact information (home 
and host country) of the travel insurance company, emergency evacuation number, Australian High 
Commission, Australian Embassy emergency contact, your lodging, a travel agent or contact regarding travel 
arrangements and a small first aid kit.  Also, the host organisation in the respective country, should be made 
aware of the EAP and the actions that would follow. 

 

3.2 Emergency preparation  
All Program Directors are strongly encouraged to follow the procedures below:  

 Register all students and staff with the local consulate/embassy in your location. Every Hands on 
Health volunteer/student who is an Australian citizen and traveling internationally is strongly 
encouraged to register with the nearest Australian Embassy or Consulate through the Australian 
Government Smart Traveler Website https://smartraveller.gov.au/. Registration will make a 
student’s presence and whereabouts known should it be necessary to contact them in an 
emergency. Smart Traveler also allows you to get routine information from the nearest Australian 
Embassy or Consulate.  

 Keep note of students who are not Australian citizens and note their home embassy or consulate’s 
contact information.  

 Assess the program logistics for safety. For example, how will students travel from their 
accommodation to the other program facilities? Are approaches to the residence well-lit at night?  

 Know how to communicate with and access other resources during a crisis.  
These include: 
 Airport authorities  
 Travel agents  
 Other transportation authorities (local train station, bus terminal, etc.)  
 Telephone and other utility companies, hospitals, clinics and a comprehensive list of health 

and counseling professionals and the International Red Cross Offices (See page 47) 
 United Nations Offices (See page 47) 
 Australian Embassy/Consulate and pertinent embassies/consulates for all students on the 

program 
 Other Australian Study Abroad Programs/Organisations Volunteer agencies 
 Cover-more - Insurance: The Hands on Health Australia insurance for overseas participants 
 Office of Global Education Staff Members 
 Local government officials and ministries 
 Local police and fire departments 
 Other local universities/colleges 

 Keep copies of students’ Emergency Contact forms and Health History forms with you on site. 
Ensure copies have been sent copies to HoHA and with your department. 

 If using a travel agent, make contact and choose one at your overseas site that could potentially help 
you make travel arrangements in an emergency. 
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 Develop a rapid communication system to reach students once on site (email, cell phones, etc.); 
establish a phone tree. You may consider establishing a WhatsApp group for the tour. Develop a 
contingency plan in the event that students cannot be reached or are traveling. 

 If hiring a bus or contracting with a local travel agency, be informed about their insurance coverage, 
as well as the host organisation. 

 Provide your department and HoHA with an itinerary and telephone numbers for each 
accommodation site. 

 Provide participants with site-specific information about potential health and safety dangers, 
preferably in writing. 

 Provide participants with in-country emergency contact information (names and telephone numbers 
of medical emergency officials, law enforcement officials, Australian Embassy/consulate). 

 Prepare a contingency plan that addresses procedures in case of absence or incapacity of the 
Director. If possible, any assistant director or local coordinator should inform HoHA before making 
decisions on emergency matters. 

 Have multiple methods of accessing funds (credit card, ATM, travellers checks, wire transfer, etc.). 
Research these in advance. For example, find out whether an in-country bank has a direct 
relationship with an Australian bank as this would facilitate wire transfers. Make sure contingency 
funds were factored into the program budget. 

 Become familiar with the student health insurance policy through Cover-more. Know how to access 
medical assistance or evacuation, how to file claims and which conditions are excluded. Print a copy 
of local Cover-more doctors prior to departure and keep it with you. These doctors know the Cover-
more system, and all speak English. This list can be printed from the Cover-more website. 

 Create an emergency evacuation plan that includes at least one alternative site that will 
accommodate housing for the group. Students should be made aware of a meeting point during on-
site orientation, so they know immediately where to go during an emergency. 

 Know how to contact HoHA staff or the HoHA Emergency Response Team and carry this 
information with you at all times. 

 

3.3 Decision making during an emergency (General procedures for all emergencies) 
There are four steps to be taken during ANY emergency. These include assessment, securing student(s), 
communication and documentation. Depending on the emergency, each of these steps must be completed 
but this will vary in degree. 
 
 
3.3.1 Assessment  
In general, the first step in ANY emergency is assessment. How serious is the emergency? Do you need to 
administer any first aid immediately? Is this a routine emergency or major emergency? Is one student involved 
or multiple people? Do you need to call an ambulance? Police? Consulate? Is the emergency real or perceived? 
What steps must be taken to secure the environment? The answers to these questions will determine your 
next step of action: securing students.  
 

3.3.2 Securing students  
The second step is to make reasonable efforts to secure students and the environment and remove 
student(s) from any immediate danger if possible. This may require an immediate need for evacuation from 
the area. Administer any first aid to the extent possible. Call for any medical/consulate/police help if 
necessary. Determine the likely availability of medical supplies, food, water, shelter and transportation if any 
of these have been threatened. If there is time in any MAJOR emergency, consultation with HoHA is 
recommended. When HoHA is unable to be reached for consultation, the Program Director has the authority 
to cancel a program and evacuate the students. 
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3.3.3. Communication  
After the students' safety is secured, you should contact HoHA as soon as possible. If direct communication 
is not possible, try to reach HoHA through the Australian Embassy/consulate (or possibly through the 
government of the host country). Refer to HoHA Emergency Contact List (see Appendix E). Remember 
that the Cover-more assistance service is specialised to help with international medical needs and may be able 
to provide more immediate assistance than the Australian Embassy. 
You should be prepared to provide HoHA the following details: 

 Name of caller and victim or casualty, if any 
 Brief description of any accident, injuries and/or emergency 
 Status of any victim(s) or casualty 
 Status of all students/staff 
 Location of the caller like the street, city and country 
 Location of accident or emergency - how close is it to students and staff? 
 Phone - both fixed line or mobile - where the caller is located 
 Has the rescue squad, local law enforcement, Australian embassy/consulate been called? 
 What is the advice of the rescue squad, local law enforcement, Australian embassy/consulate? 
 Any information released to media thus far 
 What impact, if any, did the emergency have on availability of food, water, shelter and medical 

supplies? 
 What was the target of unrest, if the event was political? What is the intensity of the emergency? 
 Are there military or emergency personnel at the site of emergency? 
 Is continuation of the Program possible? 
 How able are students/staff to travel in the country? 

 
Important Emergency Communication Information: 
Please note that under the Australian Privacy Act, it is not legal for HoHA employees including Supervisors to 
contact a student's parent or guardian without permission from the student regarding medical conditions or 
emergencies if the student is over 18.  
For this reason, you should ask students to complete/update the permission and emergency contact 
form prior to departure. If a student on your program is involved in a medical or other emergency, you 
should urge the student to contact his or her parents if possible or to allow you or HoHA to contact them but 
you should not do so until you have the student's permission. 

If the student is unable to communicate his or her wishes, check the emergency contact form to confirm whom 
the student has allowed you to contact. 

Supervisor Communication Responsibilities: 
Once you have secured all students and staff and contacted the appropriate local medical emergency officials, 
law enforcement officials, Australian Embassy/Consulate and HoHA, you are responsible for maintaining 
contact with these people, if possible. In a political crisis or natural disasters, gather as much information as 
possible from local sources. You should maintain contact with HoHA to coordinate issues such as: 

 Group location/activities 
 Health & Safety 
 Legal Liability 
 Financial concern, particularly in the case of program cancellation or evacuation 
 Academic concern including plans to complete coursework after the crisis. 

Even if not all students were involved in the MAJOR emergency, notify all students of the situation without 
breaking confidentiality. Lack of information or discussion is likely to create panic and rumours among 
students. Hold a group meeting to inform and reassure students and to quell rumours. Be careful not to appear 
to be blaming the victim of a distressing incident. Encourage students to call or email home to assure family 
members of their safety. However, a panicked telephone call or email message may heighten emotions at 
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home and impair reason. You can and should discuss with students the absolute necessity of communicating 
in a way that prevents undue panic. The principle ingredient in their response will be you. You must maintain 
a level head and assume a forceful but reasonable manner. Do not make any statements to the media. Consult 
with HoHA who will in turn, deal with media relations and enquiries. 

 
HoHA Communication Responsibilities: 
Once the situation allows you to notify HoHA of the MAJOR emergency, HoHA staff will manage all local 
communications. This includes HoHA staff, parents (if necessary) and university staff (if required). 
Upon notification of an emergency, HoHA staff will call the Australian Consulate Emergency Center on +61 
2 6261 3305 for options, suggestions or assistance if necessary. HoHA will also contact and assemble the 
HoHA emergency response members to develop a plan of action. 

 
HoHA Emergency Response Team Communication Responsibilities: 
The HoHA Emergency Response Team serves to advise and support HoHA in establishing emergency 
protocols and in managing a crisis situation. This Team is the primary vehicle to ensure expertise and campus 
resources are utilised effectively in managing crises in internationally based volunteer/student programs. In 
the event of a MAJOR emergency, the Team members will be consulted as needed or meet as a group to 
address the current situation, based on information provided by the Supervisor and HoHA. 
 
 
The HoHA Emergency Response Team will: 

 Help determine any immediate action that has been taken as well as any additional steps that need 
to be taken to maintain the security and health of participants and staff 

 Help determine other issues of health, safety, academic concerns, financial aid, public relations and 
legal liability 

 Determine whether a program should be: cancelled or interrupted; whether and under what 
conditions it might be re-instated after interruption; any additional steps to be taken abroad 

 Address student panic 
 Recommend appropriate student behaviors 
 Create a written action plan if necessary 
 Ask students to acknowledge - in writing - their receipt of any information 
 Provide assistance with an evacuation plan, if necessary, considering: 
 Safety of various modes and routes of travel 
 Evacuation costs and means for meeting those costs 
 Consider methods of reducing the threat such as dispersing students in small groups to reconvene 

later in another location 
 Consider the availability of additional in-country resources 
 Assist with any necessary communication. 

Once the important facts have been collected, the HoHA Emergency Response Team should follow the 
guidelines in the crisis communication plan.  

 
In summary: 

 Notify key constituencies. Assign members of the HoHA Emergency Response Team to communicate 
the facts to relevant areas and groups. Depending on the magnitude of the emergency, you are to 
make contact with the Chief Executive Officer of HoHA, who will facilitate making contact with 
appropriate individuals, organisations and authorities. 

 Develop a daily communication plan. Provide rotation for phone relief in HoHA or other points of 
heavy communication contact.  Please communicate this to the HoHA contact listed in the 
handbook in a daily basis. 
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 Assess the impact of the event once ended and document all actions taken in a written report and 
ensure that the written report is sent to the CEO of HoHA within 5 days. 

 Determine and designate a spokesperson, this should be, the CEO of Hands on Health Australia, 
who will coordinate responses and actions. 
 

3.3.4 Documentation 
If a crisis occurs, it is important for a written record of all steps taken to be produced and sent to the CEO of 
HoHA and the contact person listed for HoHA in this handbook; it is required to be filed for future reference. 
The HoHA Incident Report should be used for any crisis (see appendix A). 
Do NOT release information directly to the media. It is vital that information is passed promptly, accurately and 
completely at each communication link. Each staff member should keep chronological logs of the crisis (on 
site and at HoHA). The logs should detail what happened, steps taken, when they were taken, with whom 
staff members talked to and what follow-up actions were necessary. The person keeping the log should note 
the time of each event as carefully as possible as well as the time at which the notes were taken.  Please 
make sure that this information is sent promptly to HoHA at: admin@hoha.org.au  

In a MAJOR emergency, the HoHA Emergency Response Team will: 
 Ensure written accounts are obtained as soon as possible from all witnesses, affected students and 

staff/faculty and email to admin@hoha.org,au  
 Prepare a detailed and factual report within 7 days including preliminary recommendations without any 

judgments, conjecture, analysis or conclusions and again email to admin@hoha.org.au 
 Send the entire report to: the CEO of HoHA and the contact person from HoHA in this handbook, 

as the report must be filed and sent to HoHA’s legal counsel for review and revision.  The email 
address is admin@hoha.org.au within 7 days of the report being written.   
 

Additional notification responsibilities of HoHA in a MAJOR emergency: 
 Consider having the staff/faculty member who has firsthand knowledge of the accident or illness to 

make a follow-up call to the next of kin and the HoHA office – phone or email. 
 Request that HoHA representative visit the family and also contact the tertiary institution. 

(Normal advance travel clearances must be obtained.) 
 HoHA and its management team and ERT members, will ensure that communications are open. 

Avoid extraneous or uncoordinated efforts in this regard. 
 Contact parents of other students on the participant list in HOHA files. 
 Stay in touch with: HoHA and with the travel agency, insurance company and the University if 

appropriate and, next of kin of the victim. 
 

3.4 Creating an Emergency Action Plan  
Before leaving to travel, develop detailed instructions for yourself and your group showing possible routes from 
your place of residence and the sites you will be visiting to a safe place. You may also want to include other 
places where you might go including shops, restaurants, tourist attractions etc. You may want to draw visual 
aids or include a copy of a map in addition to writing out instructions. This will allow faculty members, HoHA, 
students and the police to better track you in case of an emergency.  Please make sure that you give a copy 
to the Hands on Health contact in this handbook. 
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3.5 Steps to help you stay calm and use your Emergency Action Plan (EAP) more effectively in an 
emergency: 
 STEP ONE Remain calm. Take a deep breath and clear head in order to focus on your next move. 
 STEP TWO Assess the situation/get advice from program staff. Identify the type of emergency 

situation you are in. If applicable, contact program staff for advice. 
 STEP THREE Take action. Exercise good judgment. Go to the safe location you have identified in 

your Emergency Action Plan. Follow your evacuation plan/written instructions/maps you have 
developed as part of your EAP to help remove you and others from the emergency and get to a 
safer location where you can get help. Remember the alternate transportation options you have 
available. 

 STEP FOUR Get in touch. Now you are in a safer and more stable location, update HoHA and 
other contacts as appropriate (e.g. Australian High Commission, emergency personnel) about your 
situation. 

 Take care of yourself. While you are waiting for your contacts to assist you or in case you cannot 
reach anyone to assist you, use your emergency kit if necessary. 

 Keep Trying. If you cannot get a hold of anyone to help you (because phone lines are down, you are 
trapped, etc.) don't give up. 

 Try alternate methods of communication until you are able to reach someone. If you need to move 
to another location, let others know and leave a written description of where you are going. 

 STEP FIVE Move to a more permanent location after you have removed yourself and your group 
from any immediate threat, regrouped at a safer location and communicated with your emergency 
contacts. Consider your transportation options and get yourself to an appropriate location such as a 
hospital, police station, embassy/consulate, contact's home, counseling centre etc. 

 STEP SIX Stay in touch. Maintain contact and update HoHA on your condition. 
 STEP SEVEN After the emergency is over, inform HoHA and the emergency response team. 

 

4. Preparing Yourself and Students 
 
4.1 Pre-departure Orientation  
You must provide pre-departure orientation whereby the concerns in this manual can be directly and openly 
discussed with the students. HoHA can aid you in preparing and presenting a pre-departure orientation. 
 
 
4.2 Managing Expectations  
The difference between what students expect and what they are actually experiencing may determine the 
level of distress they feel. Therefore, it is helpful to review students' expectations and visualisations, so they 
are not surprised or even shocked by the situation they are in. 
 
 
4.3 Understanding Intercultural Adjustment  
Students should be made aware that their perceptions of their home culture will influence how they adapt 
and function in a new culture. 
 
“Group Think” and Mental Health 
Students in an unfamiliar culture can be in a state of personal flux as they don’t have familiar cues around 
them on how to act. As a result, students may cluster together along certain similarities. 
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These new groups will then use one another as a frame of reference for appropriate behavior and may anchor 
to the stronger personalities or more seasoned travelers. As such, there is the likelihood of “group think” 
(where the thoughts, values and actions of the group itself temporarily superimpose themselves over the 
thoughts, values and typical course of action of the individual). Since there is no familiar cultural frame of 
reference any longer, the group becomes their frame of reference. 
 
This behaviour can be of benefit in some circumstances helping students frame their international experience, 
relate to the growth of others and stay engaged and focused on their program. A danger of “group think” may 
be the likelihood that there will be a displacement of blame across the group. Therefore, students may do 
something that is normally against their values or better judgment but because the blame is disbursed across 
the group, they are less likely to feel responsible for their actions.  As an example, previously open minded 
individuals acting and being prejudiced towards a member of the program because the rest of the group has 
designated them as an outsider. 
 

Actions: 
In situations where “group think” has become damaging for a program, the Supervisor should first approach 
the individuals exhibiting the altered behaviour and reintroduce the originally held belief of the students’ home 
culture and point out the disparity between this value and their current behaviour. 
 
For example, the supervisor may highlight HoHA’s belief in diversity and equity and then relating that to how 
a particular student is being mistreated or ostracised. This might first be addressed individually with the 
students directly acting out so they may be reminded that they own their own actions. 
 
Once the behavior is highlighted and the core values of the home culture/institution reintroduced the 
Supervisor should then attempt to uncover the actual concern that may have caused an issue (stress of 
transition, do they feel overwhelmed etc.) 

 Always return to the facts of an event. 
 Address each individual involved. 
 Address the group in broad terms, specific details as needed or deemed appropriate. 
 Separate the personal from the professional.  

In the end, the Supervisor is an agent of Hands on Health Australia and the Institution they are from. Should 
you be concerned about their relationship with the student, contact HoHA because HoHA will be able to 
provide you assistance and options for any further actions. If issues are addressed early on, further escalation 
can be avoided. The stronger personalities can also be swayed and encouraged to: help minimise the negative 
effects of group think; help keep the program on target or; help address issues that may arise. 

 

4.4 Understanding your emotions 
When experiencing a crisis, you may feel one or more of the following emotions: disbelief; fear; anger; anxiety; 
denial; concern; stress; excitement; depression; shock and; difficulty concentrating. However, there are some 
steps one to help better control your emotions given the circumstances. 
 
 

4.5 Tips to help you maintain physical and mental health safety during a crisis 

 Realise your feelings are normal 
 Find or make a safe environment 
 Avoid confrontation both physical and verbal 
 Take one step at a time 
 Assess what you can and cannot control 
 Ask for help and 
 Create a support network  
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4.6 Coping Choices 

It is difficult to know how a person will react in a new environment. Below are some negative ways students 
may cope as well as some suggestions you can share with students to help them cope with any difficulties 
they may experience. 

 

4.6.1 Poor coping choices 

When a student is in a low mood, they are vulnerable and thus, more likely to make poor coping choices. 
Examples of poor coping choices include: 

 Resorting to heavy alcohol use 
 Staying in bed 12-14 hours a day 
 Staying in living quarters all day 
 Eating excessively 
 Avoiding friends and neighbors 
 Escaping into sexual relationships 

 

4.6.2 Better coping choices 

If students identify and think about a range of coping strategies before their struggles begin, they are more 
likely to make good choices. On a case by case basis, encourage students to: 

 Immerse themselves in satisfying study/reading 
 Find a local person with whom they can talk regularly 
 Practice their faith through prayer, meditation, reading etc. 
 Write letters/e-mails (or make videos) to family and friends 
 Visit fellow students 
 Meet with you or speaking with an appropriate professional to talk about their stress 

 

 4.7 Predictable Stages of Adjustment for Students  

There are some fairly predictable stages many students go through when studying abroad as they adjust to 
their situation. Students who become aware of these stages may help them prepare and adjust more 
effectively with the stages being: 

 Orientation and honeymoon 
 Initial culture shock/confrontation 
 Adjustment-crisis/depression-frustration-to adjustment (cycle) 

 Recovery-integration into host culture 
 Re-entry and reverse culture shock 

 

4.8 Culture Shock 

4.8.1 Customs, Cues, Norms 

Culture shock is precipitated/triggered by anxiety that results from losing all familiar signs and symbols of 
one’s own social intercourse and setting. In our home country, we understand how to act in our daily life. For 
example: when to shake hands and what to say to people we meet; when and how to give tips; how to 
make purchases and; how to act around certain people etc. 
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In our home countries, these cues, which may be words, gestures, facial expressions, customs or norms are 
acquired by all of us in the course of growing up and are as much a part of our culture as the language we 
speak of and the beliefs we accept. We depend on these cues, most of which are unconsciously learned, 
for our peace of mind. 

When an individual enters a different culture especially in a different country, all or most of these familiar 
cues are removed and replaced with a whole other set of ‘foreign’ cues.  No matter how broad-minded or 
full of good will one may be, a series of props and understood cues have been taken away. This may be 
followed by a feeling of frustration and anxiety. People react to the frustration in much the same way. Firstly, 
they reject the environment which causes the discomfort: “the ways of the host country are bad because 
they make us feel bad”. 

Secondly, another phase of culture shock is regression. The home environment suddenly assumes a 
tremendous importance, and everything becomes irrationally glorified. All difficulties and problems are 
forgotten and only the good things back home are remembered. 

 

4.8.2 Symptoms 

Some of the symptoms of culture shock are: 

 Excessive concern over cleanliness and the feeling that what is new and strange is “dirty”. This could be 
in relation to drinking water, food, dishes and bedding; 

 A feeling of helplessness and a desire for dependence on long-term residents of one’s own nationality; 
 Irritation over delays and other minor frustrations out of proportion to their causes; 
 Delay and outright refusal to learn the language of the host country; 
 Excessive fear of being cheated, robbed or injured; 
 Great concern over minor pains and; 
 That terrible longing to be back home, to be in familiar surroundings, to visit relatives and in general, to 

talk to people who “make sense”. 

These symptoms can vary greatly between individuals. 

Further, there is the real risk of getting physically sick. Whether due to the local food or feelings of 
depression, culture shock can manifest itself in ways that may make you want to crawl into bed, skype with 
back home and stay there for an entire week. 
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4.8.3 The Honeymoon Stage 

During the first few days, most individuals are fascinated by the new surroundings and country. They stay in 
hotels, associate with nationals who speak their language and are polite and gracious to local people in the 
host country. This honeymoon stage may last from a day to a few days depending on circumstances. If one 
is a very important person, they will be taken to different places, pampered, indulged and in a press 
interview, speak glowingly about progress, goodwill and international harmony. If they return home, they may 
write a book about their pleasant, albeit superficial abroad experience. 

 

Nonetheless, this type of “Cook’s Tour” mentality does not normally last if the foreign visitor remains abroad 
and has to seriously cope with real life conditions. Consequently, the second stage begins characterised by 
a hostile and aggressive attitude towards the host country. This hostility evidently grows out of the genuine 
difficulty the visitor experiences in the process of adjustment. There is maid trouble, school trouble, language 
trouble, house trouble, transportation trouble, shopping trouble and the fact people in the host country are 
largely indifferent to all these troubles. They help but they “just don’t understand” your great concern over 
these troubles. Therefore, they must be insensitive and unsympathetic to you and your worries. The result is, 
“I just don’t like them”. It is possible to become aggressive, band together with fellow nationals and criticise 
the host country, its ways and its people. 

 

This criticism is not an objective appraisal but a derogatory one. Instead of trying to account for conditions as 
they are through an honest analysis of the actual conditions and the historical circumstances which have 
created them, people talk as if the difficulties experienced are more or less created by the people of the host 
country for their discomfort only. They take refuge in the company of their fellow nationals and this cocktail 
circuit becomes the source of emotionally charged labels known as stereotypes. 

 

4.8.4 Stereotypes 

The “dollar grasping American”, the “drunk Australian” and the “loose foreign woman” are samples of 
stereotypes. The use of stereotypes may ease the ego of someone with a severe case of culture shock, but 
it certainly does not lead to any genuine understanding of the host country and its people. This second stage 
of culture shock is, in a sense, a crisis in the sickness. If you overcome it, you stay, if you don’t, you leave 
before you reach the stage of a nervous breakdown. 

 

Culture shock is reduced if the foreigner/visitor succeeds in getting some knowledge of the language and 
begins to get around by themselves. This is the beginning of adjustment to the new cultural environment. 
The foreigner/visitor still has difficulties, but they justify it as “this is my cross and I have to bear it” attitude. 
Usually in this stage, the foreigner/visitor takes a superior attitude toward people of the host country. Their 
sense of humour begins to exert itself. Instead of criticising, they make jokes about the people and even 
about their own difficulties. They are now on the road to recovery. 

 

4.8.5 Final Adjustment 

In the final stage of adjustment, the visitor accepts the customs of the country just as another way of living. 
They can operate within the new environment without a feeling of anxiety although there are moments of 
strain. Only with the complete grasp of all the cues of social intercourse and setting will this strain disappear. 
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For a long time, the individual will understand what the national is saying but they are not always sure what 
the national means. With a complete adjustment, you not only accept the foods, drinks, habits and customs 
but actually begin to enjoy them. When you go back home on leave, you may even take things back with you 
and if you permanently leave, you generally miss the country and people you have become accustomed. 

 

4.8.6 Your Attitude 

Another important point worth considering is the attitude of others to a person suffering culture shock. If you 
are frustrated and have an aggressive attitude to the people of the host country, they will sense this hostility 
and, in many cases,, respond in either a hostile manner or try to avoid you. In other words, their response 
moves from a preliminary phase of ingratiation to aggressive ridicule and onto avoidance. 

To the fellow nationals who have adjusted to the country, you become somewhat of a problem. As you feel 
weak in the face of the host country people, you tend to wish to increase your dependence on your fellow 
nationals much more than is normal. Some will try to help but others will try to avoid you. 

The better your fellow nationals understands your condition, the better they are able to help you, but the 
difficulty is that culture shock has not been studied carefully enough for people to help you in an organised 
manner. 

 

4.8.7 How to Fight Culture Shock 

The majority of individuals and families who emigrate have the ability to positively confront and respond to 
the obstacles and challenges of the new environment. Options to combat stress produced culture shock are: 

 Don’t forget the good things you already have! 
 Are you hungry, tired, thirsty, over-stimulated?  
 Remember, there are always resources that you can use 
 Be patient because assimilating is a process of adapting to new situations and takes time 
 Learn to be constructive. If you encounter an unfavorable environment, don’t put yourself in that 

position again 
 Don’t try too hard 
 Learn to include a regular form of exercise in your routine 
 Write in a journal. This helps you formulate your thoughts and put them into context 
 Relaxation and meditation are proven to be very positive in periods of stress 
 Maintain contact with your ethnic group 
 Learn the local language as this helps become more comfortable in your surroundings 
 Focus your power on getting through the transition 
 Pay attention to your family and work relationships 
 Establish simple goals and evaluate your progress 
 Find ways to live with the things that don’t satisfy you 100% 

 
Maintain confidence in yourself. Follow your ambitions and continue your plans for the future. 
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5. Managing Specific Areas of Risk  
 
5.1 Serious Illness or Injury  

Prior to departure or immediately upon arrival abroad, identify appropriate medical facilities in case of illness 
or injury. 

Make sure you have the emergency numbers for the country for Ambulance, Police and Fire and put these 
into your mobile phone. Also make sure you have the phone numbers for the Australian Embassy or 
Consulate in your mobile phone and other consulates for the students that are not from Australia. 

If an event happens and the student is an Australian, contact the nearest Australian Consulate or Embassy 
in the case of a serious illness or injury. For other citizens, contact that student’s home country’s consulate 
or embassy. 

Never leave a sick or injured student behind while the rest of the group moves on to a new 
location. 

If you are the only Supervisor, then you and the group must not continue on to the next location. 

If there are two Supervisors, one can say with the student while the other continues with the group. 

If there is a serious illness or injury, follow this checklist: 

 Find out what has happened and work through the appropriate response. 
 Has the person been given first aid to stabilise them? 
 What is the exact address of the person? 
 Has the appropriate emergency service been called? 
 What medical treatment has the person received? 
 What has the on-site response been? Who is the attending physician (if any)? 
 Does the attending physician speak English? Is an interpreter required? 
 What is the diagnosis? 
 What is the prescribed treatment? 
 What is the prognosis? 
 Has Cover-more Insurance been contacted? 
 Are other participants at risk (physical or psychological)? 
 Is airlift a desirable and/or viable option? 
 What are the details of the accident (if injured)? 
 Are rescue operations needed (if injured)? Have they been initiated? 
 Were there witnesses to the accident (if injured)? 
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5.1.1 Pre-departure Reminder  

Prior to departure, determine the availability of Cover-more approved English-speaking medical services in 
your location. Also determine the means of transportation to these medical services. Cover-more will be a 
valuable resource. In the event of an emergency, work with area medical personnel to determine if the level 
of care available is appropriate. 

Cover-more and their personnel are key contacts if you need assistance or if it is determined a transfer is in 
the student's best interest. A decision to move a student is ideally the result of an agreement and accord 
between local medical personnel, Cover-more consultants, the student (if it is possible for them to 
participate in the decision), the student's family, and you. 

If it becomes necessary for the student's family to join them, you will need to make every effort to facilitate 
their travel and support them upon arrival. 

It is important for all students to read and understand their Cover-more international travel insurance policy 
and remember, it is only available whilst the student is abroad. 

 

Sample Checklist for Serious Illness or Injury  

Prior to departure: This is the same as the previous section 

 Determine the availability of Cover-more approved English-speaking medical services in your location 
 Determine the means of transportation to these medical services 
 Identify location and contact information of the nearest Australian Consulate or Embassy 
 Identify location and contact information for the consulate or embassies of any non-Australian citizens 

participants 
 Make sure all students read and understood their insurance policy, remember, it is only available while 

students are overseas 

 

During the incident: This is the same as the previous section 

• Identify victim’s location 
• Determine what medical treatment victim has received 
• Identify what has been done on-site, get names and titles of any emergency officials on the scene 
• Identify who is the attending physician 
• Identify whether the physician speaks English and whether an interpreter required 
• Get information on what the diagnosis is diagnosis, prescribed treatment and prognosis 
• Contact Cover-more insurance if it hasn’t been done already 
• Identify whether other program participants are at risk either physical or psychological 
• Collect detailed information about the incident 
• Find out whether there are witnesses to the incident 
• Determine whether rescue operations needed (if injury) and whether they have been initiated 
• Contact HoHA 
• Assist family members in case it becomes necessary to join the victim 
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Questions for assessment: 

 Where is the victim? 
 What medical treatment has victim received? 
 What has the on-site response been? Who is the attending physician (if any)? 
 Does the attending physician speak English? Is an interpreter required? 
 What is the diagnosis? 
 What is the prescribed treatment? 
 What is the prognosis? 
 Has Cover-more Insurance been contacted? 
 Are other participants at risk (physical or psychological)? 
 What are the details of the accident (if injury)? 
 Were there witnesses to the accident (if injury)? 
 What are the major details of the incident? 
 Is counseling available? In English? 
 Has appropriate local law enforcement been notified? 
 Were there witnesses? 
 Does the victim want to return to Australia? 
 What are the likely academic and financial consequences of returning to Australia? 
 Are the victim and the counselor aware of these consequences? 

 

5.2 Sexual Harassment, Sexual Assault or Rape  

In the event of sexual harassment, any instance should immediately notify the appropriate law enforcement 
officials in the area. 

The following precautions should be shared with your students whilst traveling abroad: 

 Immediately report any problems to program staff or Supervisor. 
 Dress appropriately and sensitively for the culture you are immersed in. 
 Alcohol and drugs must not be taken whilst overseas 
 Establish and use a buddy system to the extent practicable when out at night. 
 Avoid leaving restaurants/cafes with strangers and do not get into vehicles with unknown people. 
 Don’t be too quick to trust people you have just met or don’t know well. 
 Find out from locals the areas to avoid in order to reduce the likelihood of becoming a victim. 

 

Please note that Hands on Health Australia (and most of the affiliated organisations we work with) has a no 
drug and alcohol policy in our code of conduct. 

 

5.2.1 Pre-Departure Reminder 

Supervisors and students need to be aware of host country laws regarding sexual assault; in some countries, 
it is the victim who can be arrested. 

Sexual assault victims do not always tell someone at the time of the incident. However, they may tell you at 
a later date or you may notice incident-related symptoms (e.g. anxiety/depression, pregnancy, STD). 
Students who report that they have been sexually assaulted should be treated in a compassionate, 
nonjudgmental manner. 

In the event of an assault or rape, encourage the student to go to a hospital/clinic after the assault as soon 
as possible. If possible, students reporting rape should be asked not to urinate, defecate, rinse their mouths, 
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bathe or clear under their fingernails before a medical examination. Protect and maintain clothing in original 
form. Inform the student that this request is to help obtain evidence that might later be used in court and is 
not in itself for medical reasons. At the same time, medical advice should be sort regarding the health 
implications and consequences of the sexual assault. 

The attending doctor should tend, first and foremost, to the student's well-being. The student should not be 
left alone and should be taken to a comfortable, safe area. The student may prefer to be accompanied by a 
friend. Consent from the student must be given before examination and treatment. Remember to keep the 
victim's name confidential. The victim's name should be protected to the maximum extent possible. The 
victim must authorise, in writing, the release of confidential medical information or notification of their 
condition to family members. 

Once there has been a notification of an assault or rape (actual or attempted), as the Supervisor, you must: 

 Not leave victim alone 
 Provide support to the victim 
 Make sure that other students are safe and not in harm’s way. 
 Notify HoHA 
 Encourage the victim to go to a doctor (who can then treat injuries, undertake an examination, provide 

pregnancy & STD protection, recommend a counselor, etc.) 
 Maintain medical confidentiality 
 Provide and/or arrange psychological support 
 Document everything including: 

 1. Type of assault 
 2. Date and time 
 3. Location - including details such as the city, streets, building, etc. 
 4. Whether assailant is known and their details 
 5. Number of assailants 
 6. Whether a weapon was involved and what type 
 7. All steps taken after the incident was reported to you including dates, times, locations, 

persons involved, etc. 

Much of the information in this section is derived from the Center for Global Education’s “Rape Response 
Handbook.” The full handbook can be found on their website: http://globaled.us/peacecorps/rape-
response-handbook.asp. 

Prior to departure, determine the availability of Cover-more approved English-speaking medical services 
(including counselors) in your location. Also determine the means of transportation to these medical services. 
Cover-more will be a valuable resource. 

 

Sample Checklist for Sexual Harassment, Sexual Assault or Rape Prior to departure:  

 Determine the availability of Cover-more approved English-speaking medical services in your location 
 Determine the means of transportation to these medical services 
 Make sure that during orientation, all students are familiar with precautions whilst traveling abroad as 

recommended in section 5.2 above 
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Once you have been notified of an assault or rape (actual or attempted), as the Supervisor, you 
must: 

 Not leave victim alone 
 Provide support to the victim 
 Make sure that other students are safe and not in harm’s way 
 Notify Hands on Health Australia 
 Encourage victim to go to doctor (who can then treat injuries, give examination, provide pregnancy & 

STD protection, recommend counselor, etc.) 
 Arrange for medical treatment/Medevac 
 Maintain medical confidentiality 
 Provide and/or arrange psychological support 
 Document everything: 

 Type of assault 
 Date and time 
 Location – including city, streets, building, etc. 
 Whether assault was related to the program 
 Whether assailant is known 
 Number of assailants 
 Whether a weapon was involved 

 All steps taken after incident reported to you including dates, times, locations, persons involved, etc. 
 Identify and document the major details of the incident 
 Identify whether counseling is available and whether it can be provided in English 
 Notify local law enforcement, if appropriate. Collect the names and titles of the officials 
 Identify whether there were witnesses 
 Identify whether the victim want to return to Australia. 
 Identify the likely academic and financial consequence of returning to Australia. 

 

5.3 Arrest  

While in a foreign country, a student is subject to that country's laws and regulations which sometimes differ 
significantly from those in Australia and may not afford the protections available to the individual under 
Australian law. The Australian Travel safe website provides specific Information. The website on: 
https://smartraveller.gov.au/help/someone-else/in-trouble-with-the-law/detained.html explains that 
penalties for breaking the law can be more severe than in Australia for similar offenses. Persons violating the 
law, even unknowingly, may be expelled, fined, arrested or imprisoned. Penalties for possession, use or 
trafficking in illegal drugs may be strict and convicted offenders can expect jail sentences, fines and in some 
countries, the death penalty. 

If arrested abroad, a student must go through the foreign legal process of being charged or indicted, 
prosecuted, possibly convicted and sentenced, as well as any appeals process. Within this framework, 
Australian consular officers can provide a variety of services to Australian citizens arrested abroad and their 
families. If a student is arrested on your program, the nearest Australian Consulate/Embassy or student’s 
home country consulate should be contacted immediately. 

Check the Australian Smart Traveler Government web site for more detailed information on services provided 
by US Consulate officers to Australian citizens arrested abroad https://smartraveller.gov.au. Be sure to get 
the answers to the questions below and then contact HoHA. The HoHA Emergency Response Team will 
then likely meet to determine a course of action depending on the severity of the charge.  
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Questions for assessment: 

 Has the student been detained? 
 Has the appropriate embassy been notified? 
 What was the embassy’s response and advice? 
 What agency made the arrest? 
 What are the names, addresses and phone numbers of the arresting authorities along with the case 

number? 
 Have charges been filed? 
 What are the specific charges? 
 What are the facts? 
 Were there witnesses? If so, obtain a signed statement from each witness. 
 What rights have been granted? 
 Is the student entitled to place a phone call? 
 Does an attorney or lawyer represent the student? 
 What is the name, address and phone number of the attorney? 

 

Sample Checklist for Arrest Prior to departure: 

 Identify the location and contact information of the nearest Australian Consulate or Embassy and 
embassies of the home country of non-Australian citizens on your program 

 Make sure during orientation, students understand that while they are in a foreign country, an Australian 
citizen is subject to that country's laws and regulations  

 

Once you have been notified of an arrest of a student, as the Supervisor, you must: 

 Identify whether the student has been detained 
 Notify the nearest Australian Embassy or Consulate or appropriate embassy immediately 
 Receive advice from the Australian Embassy or Consulate regarding appropriate course of actions you 

need to take 
 Identify which agency made an arrest 
 Collect all the names, addresses and phone numbers of the arresting authorities and officers 
 Obtain the case number 
 Identify whether charges have been filed 
 Identify what are the charges 
 Identify all the facts related to the incident 
 Identify whether there were witnesses 
 If possible, obtain signed statements from each witness 
 Identify what rights have been granted to the arrested student 
 Identify whether the student is entitled to place a phone call 
 Identify whether there is an attorney or lawyer representing the student 
 If there is, obtain the name and contact information for the attorney 
 Contact Hands on Health Australia to report the incident 
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5.4 Criminal Case 

As mentioned above, when a student leaves Australia, they are subject to the laws of the country of travel. 
Therefore, before leaving Australia, you should stress during your pre-departure that students should learn 
as much as they can about the local laws and customs. In addition, keep track of what is being reported in 
the media about recent developments in those countries. 

The Australian Government web site that offers country specific information for all international travelers is 
https://smartraveller.gov.au. 

Many practices which are illegal or grounds for a mistrial in Australia including the extraction of a confession, 
entrapment or police searches without a warrant, are admissible in courts in other countries. In some judicial 
systems, there is no bail requirement, no jury trial and the burden of proof is on the accused to prove their 
innocence. 

 

5.4.1 Victim of Crime  

Contact local police and your nearest Embassy if you become a victim of a crime overseas. Detailed 
information is available at the following Australian Safe Traveler Government website: 
https://smartraveller.gov.au/help/someone-else/in-trouble-with-the-law/need-a-lawyer.html 

 Contact local police to report the incident and obtain immediate help; 
 Remember to request a copy of the police report; 
 Contact the nearest Australian embassy, consulate or consular agency for assistance. 

 

Remember, for Australian citizens, an Australian Consular Officer can help to: 

 Replace a stolen passport 
 Contact family, friends, or employers 
 Obtain appropriate medical care 
 Address emergency needs that arise as a result of the crime 
 Explain the local criminal justice process 
 Obtain information about your case 
 Connect you to local and Australian resources to assist victims of crime 
 Obtain information about local and Australian victim compensation programs 
 Provide a list of local lawyers who speak English 

 

An Australian Consular Officer CANNOT: 

 Investigate crimes 
 Provide legal advice or represent you in court 
 Serve as official interpreters or translators 
 Pay legal, medical or other fees for you  
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5.4.2 Criminal Penalties 

When students are traveling abroad, they are subject to the laws of the country they are in. Foreign laws and 
legal systems can be vastly different than our own. These criminal penalties will vary from country to country. 
There may also be some things that might be legal in the country student visits but still illegal in Australia and 
a student can be prosecuted under Australian law. If a student breaks local laws in the country of travel, their 
Australian passport won’t help avoid arrest or prosecution. It’s very important to know what’s legal and 
what’s not in the country a student is visiting. Contact the nearest Australian Embassy or Consulate for 
assistance or visit the website: http://smartraveller.gov.au/guide/all-travellers/laws/ 

 

Sample Checklist for Criminal Case Prior to departure: 

 Identify the location and contact information of the nearest Australian Consulate or Embassy and 
embassies of the home country of non-Australian citizens on your program 

 Make sure during pre-departure orientation students understand that while in a foreign country, they are 
subject to that country's laws and regulations 

 

Once you have been notified of a criminal case involving a student, as Supervisor, you must: 

 Contact the nearest Australian embassy, consulate or consular agency for assistance 
 Receive advice from the Australian Embassy or Consulate regarding appropriate course of actions you 

need to take 
 If the student was a victim of crime, contact local police to report the incident and obtain immediate help 
 Remember to request a copy of the police report 

 

5.5 Missing Student 

Prior to departure, be sure to remind students that if they will be traveling outside of your program’s itinerary, 
they are required to leave a copy of their itinerary with you. Also arrange for students to notify you by phone 
if they change their travel plans and will not be back by the time they had declared. Ensure they know how 
to get in touch with you by providing them with your mobile phone and email details. 

Inform them that if they are over 24 hours late without notification, you will try to discover their whereabouts 
and depending on the circumstances, where the student went, with whom, special circumstances, etc. 

We also recommend that prior to departure, you fill out a Student Emergency Contact for each participant of 
your program and complete the “Student Independent Travel Notification” form (see Appendix B). Please 
note that when you fill out the “Student Independent Contact Information” form (see Appendix C) (gender, 
race, height, weight, eye color, hair color, hair length and other distinguishing factors), we recommend that 
you put height and weight both in Imperial/US and metric systems. 

You should check the Australian Citizens Missing Abroad page http://smartraveller.gov.au/guide/all-
travellers/when-things-go-wrong/someone-is-missing.html of the Australian Smart Traveler Government 
website that describes assistance of local Australian Embassies and Consulates.  
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Questions for assessment: 

 When and where was the missing person last seen or heard from? Did the person tell anyone of plans to 
be absent? 

 Does anyone know or have an idea about where the person went? 
 How was the person traveling? (alone and by train, in a group and by foot, etc.) 
 If the person left and was expected to return at a specific time, what was the date and time of the 

expected return? 
 Are reliable search and rescue operations available on site? 

o Have they been initiated? 
o Should they be initiated? 

 What is a description of the student (height, weight, eye color, hair color, hair length, gender, race, other 
distinguishing factors and clothing at time of disappearance)? 

 Do you have the student's passport number? 
 Have the local missing persons officials been notified? What is the agency and case number assigned? 
 Has the U.S. State Department been contacted if the student is a US citizen? 

o Who is the contact at the State Department (name, title, phone)? 
o Has the State Department initiated a Welfare and Whereabouts check? 
o For which countries? 
o Clergy involvement? 

 

Sample Checklist for Missing Student Prior to departure: 

 Make sure that during pre-departure orientation, students understand that if they will be traveling outside 
of the program itinerary, they should leave a copy of their itinerary with you 

 Make sure to fill out a “Student Independent Travel Notification” form (Appendix B) and the “Emergency 
Contact Information” form (Appendix B) for each participant of your program and keep it with each 
student’s file with you while abroad. Once you become aware of a student’s absence for over 24 hours 
without notification, as the Supervisor, this triggers a concern for the student. 

 

As a Supervisor, you must: 

 Identify when and where was the missing person last seen or heard from 
 Ask other program participants whether the missing person told anyone of plans to be absent 
 Ask whether anyone knows or has an idea about where the person went 
 Gather information regarding how was the person traveling? (alone and by train, in a group and by foot 

etc.) 
 Identify what was the date and time of the expected return 
 Identify whether reliable search and rescue operations are available on site. If so, make decision about 

should they be initiated and initiate them when appropriate 
 Use a Student Independent Travel Notification form (see Appendix B) and identify student’s clothing at 

time of disappearance 
 Get the student passport number from Student Emergency Contact Information form (see Appendix C) 
 Contact the Australian Embassy or appropriate embassy in your area and collect the contact information 

(name, title, phone number) of the contact person (your nearest Australian Embassy can assist 
contacting local authorities and help quickly check local hospitals, police stations and morgues) 

 When appropriate, notify local missing persons officials and collect the information on what is the agency 
and case number assigned 

 Ask whether the State Department initiated a Welfare and Whereabouts check 
 Contact HoHA to report the incident 
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5.6 Theft precaution 

Theft is fairly common all over the world, especially in highly tourist areas. During pre-departure orientation, 
you need to discuss with your students’ local crimes and how to prevent them. 

Some tips include: 

 Exercise extra care when studying abroad. 
 Secure your personal belongings (money, cards) in a safe place when you travel and make copies of all 

their important documents and to not carry them in one place. A money belt is an effective way of 
carrying important documents when travelling. 

 Make copies of your passport; leave a copy at home with someone you trust and pack additional copies 
somewhere apart from the originals (suitcase, jacket, etc.). 

 Write down location specific telephone numbers for debit/credit cards. 
 Write down account numbers and pack them somewhere apart from the originals (suitcase, jacket, etc.). 
 Remember that toll free numbers generally do not work from overseas. Call providers (credit card 

companies, phone card companies) before departure and get local numbers to use in an emergency. 
 Report any crime to local authorities as soon as possible after the event. 
 

File the proper paperwork accordingly. This paperwork often requires documentation from the local 
authorities on the crime as well as a copy of the official police report. If funds from the travel advance are 
part of the crime, these monies require the overseas police report in order for you to be reimbursed by the 
Insurance Company. 

 

5.7 Death of Student  

In the event of a death or fatality, wait for legal authorisation (usually the local authorities) before moving the 
body. Arrange for photographs before the body is moved. You should, if at all possible, make a positive 
identification of the body. You should notify HoHA and Cover-more immediately and DO NOT contact next 
of kin directly as HoHA will handle that. You will most likely need to make the on-site arrangements with the 
Embassy and Cover-more for repatriation of the body. The responsibility for supporting other students will 
fall heavily on you also. 

Explore the possibility of utilising local trauma counselors if necessary. In a major crisis, it may be possible to 
send a counselor to the site of the emergency. 

 

Family Notification:  

You DO NOT contact the family. In any death occurring on a HoHA study abroad program, the Head of 
Department or the HoHA International Co-coordinator will confer before any action for family notification is 
taken. 

The most likely notification procedure would be for the Head of Department and the HoHA International Co-
Ordinator to follow its standard guidelines to make the initial contact, with HoHA making a follow-up call or 
visit to provide details of the incident. 

The Directors offices would, in most cases, also contact the family to offer additional information and 
support. If, at a later date, you do speak with the family, keep in mind these general guidelines: 
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 Sensitivity to the feelings of the family is the foremost consideration. 
 Think through what you will say before you make contact. 
 Have your facts organized and accurate. 
 Be sure to convey whatever personal condolences might be appropriate. 
 Remember that the next of kin have a right to all factual information pertaining to the incident. 

 

Sample Checklist for the Death of a Student 

 Contact the nearest Australian Embassy or Consulate if the student is Australian or the U.S. Embassy or 
student’s home embassy immediately. They should be able to assist with contacting appropriate local 
authorities 

 Contact the local police immediately; local authorities will run an investigation and issue necessary 
documents 

 Wait for legal authorisation (usually the local authorities) before moving the body 
 Arrange for photographs before the body is moved 
 If at all possible, make a positive identification of the body 
 Notify HoHA immediately. The Head of Department and the HoHA International Co-Ordinator will 

confer before any action for family notification is taken. Do not contact the family directly; all 
communications should be handled through the university relations. 

 Make the on-site arrangements with the local Australian Embassy or Consulate and Cover-more 
insurance for repatriation procedures  

 Explore the possibility of utilising local trauma counselors if necessary 

 

5.8 Political and natural/man-made disaster 

Questions for assessment (see Serious Injury section if appropriate): 

 Has the Australian Embassy advised citizens to take appropriate action? 
 Have all participants/staff been made aware of these precautions and in writing? 
 Are all participants/staff following these precautions? 
 Have local authorities imposed a curfew? 
 Is travel in or out of the country being restricted in any way? 
 Is the group in danger? 
 Who or what is the target of the unrest? 
 Has any particular group or organisation been threatened? 
 What kind of military or other security or public safety personnel are present? 
 Are they unusually visible? 
 How is the military behaving with respect to the civilian populations? 
 Is an airlift a desirable and viable action? 

 

5.8.1 Terrorism- in General 

In pre-departure orientation, advise students to do the following: 

 Avoid American or Anglo hangouts. 
 Avoid speaking loudly in English when walking with groups of other Westerners. 
 Avoid dressing in ways that identify them readily as foreigners or Americans (university t-shirt, baseball 

hat, etc.). 
 Exercise care in how much information they give to strangers - be skeptical of new acquaintances. 
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 Be alert to any danger signs such as the presence of suspicious looking strangers or unidentified 
packages. 

 Keep abreast of local news through the Internet, radio and newspapers. 
 In airports, bus terminals and train stations, do not linger at ticket counters; go immediately to departure 

area after conducting your business. 
 Do not drive someone else's car, especially across national borders. 
 Do not borrow suitcases from anyone. Do not look after cases or carry packages from anyone. 
 Remove all luggage tags or other external items that provide identification. 
 Stay in touch with families so they know their students are safe and they know where to reach them in 

case of an emergency or should an incident cause them to worry about their students' safety. 

 

5.8.2 Terrorism - in the event of a threat 

You need to do the following: 

 Eliminate outward signs on the program premises of a Western presence. 
 Call the Australian Embassy or Consulate for advice. Check with them daily or more often if necessary. 

Make certain they have your contact information. 
 Stay in touch with HOHA. 
 Be vigilant about incoming mail. Alert authorities to the presence of anything unusual. Do not open or 

allow students to open suspicious letters or parcels. 
 Make a rapid communication plan, e.g. a telephone tree. 
 Ask students to give you detailed travel plans or if necessary, details of their schedules on a daily basis. 

Cancel as necessary. 
 Control access to the program site. 

 

5.9 Hostage situation  

Questions for assessment (same as Missing Student and Political and natural/man-made disaster but 
include: 

 Has the Australian Embassy there been notified? 
 What is the Australian Embassy's response and advice? 
 Who is the contact person at the Australian Embassy (name, title and phone)? 
 Who is the contact person at the Australian Consular Emergency center in Canberra  +61 2 6261 3305 

(name, title and phone)? 
 Have the kidnappers made contact? 
 Have the kidnappers identified themselves? 
 Who are they and what do they want? 
 Is negotiation support available onsite? 

 

5.10 Discrimination and Harassment 

Incidents of unlawful discrimination and harassment can occur abroad just like anywhere else. These types 
of allegations may include claims of racial, sexual or religious harassment as well as claims of unlawful 
discrimination on the basis of national origin, sexual orientation, disability, race, gender, religion and other 
groups. 

A faculty member needs to take immediate action if a student identifies they are being harassed or 
discriminated against. 
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5.11 Safety of LGBTIQ Students 

The safety of all students participating in study abroad is a top priority for the university and therefore, we 
recommend that as the faculty leader, take some time to learn about safety of lesbian, gay, bisexual and 
transgender (LGBT) students abroad. 

Attitudes and tolerance toward persons vary from country to country, just as they vary among some 
Australians. Most LGBT travelers encounter no problems while overseas, but it helps to be prepared and 
research your destination before you go. There are a number of countries that provide legal protections to 
those who are LGBT. Unfortunately, there are others that do not and a significant number that even 
criminalise consensual same-sex sexual relations. 

Persons convicted in these countries could be sentenced to prison and/or be punished by fines, deportation, 
flogging or even sentenced to death. If you are traveling with students to a country with strict anti-LGBT 
laws, be sure to speak with all of your students about these laws. HoHA can also assist you with explaining 
this to students. 

 

5.12 Accommodating Students with a Disability 

Many students have invisible disabilities such as attention deficit hyperactivity disorder (ADHD), acquired 
brain injuries (ABI), deafness, psychological disabilities or learning disabilities. 

Accommodations commonly utilised by these students include extended time on tests, low distraction 
testing, qualified sign language interpreters and note taking assistance. 

 

Tips for the Supervisor 

Encourage disability disclosure so the student and the Supervisor can consider disability needs early in the 
advising process. Include access statements in the syllabus. Include detailed information about the 
requirements of the program including information about academics, housing and dining options, 
transportation, field trips and access to technologies (for example, the internet, computers). 

 

5.13 Mental Health Issues 

The stress of traveling and being in a foreign country can cause anxiety and stress in all of us. Please 
encourage your students to come to you if they have any personal concerns about themselves or other 
participants. If you notice altered behavior - binge eating/drinking, withdrawal, manic behavior, serious 
weight loss - talk to the student. 

You should inquire if the student may be taking any medications; often students stop taking their 
prescriptions when they are feeling well or can get off-cycle while traveling and adjusting to time changes. 

During pre-departure orientation suggest that if a student has a mental health condition, the student talks to 
their doctor prior to departure and takes a copy of their medical record on the study abroad program. This 
will aid the process if a student needs to meet with a doctor overseas. 

The insurance provider (Cover-more) can help identify a counselor abroad in advance so that medical 
records can be released directly. 

Mental health issues are sometimes complicated to manage as often the student is in denial of any existing 
problems and will do their best to hide any problems they may be experiencing. It is harder to manage 
mental health issues while abroad because: there may or may not be adequate health resources, hospitals in 
your destination; students don’t have their usual support system of family, friends and counselor; they are 
dealing in a different and unfamiliar environment and; they have limited autonomy. For these reasons, it is 
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very important for you to act on any concerns you may have as soon as you have them and to talk to the 
student as soon as possible. 

Contact HoHA immediately as well. HoHA can provide assistance in connecting you and the student with 
professional resources. 

 

Manifestation of Stress: 

Many emotions and reactions are to be expected when you are stressed. Some common manifestations are: 

 Irritability over small things 
 Difficulty concentrating 
 Difficulty falling asleep or staying asleep 
 Queasy stomach 
 Desire to run away 
 Constant feeling or tiredness 
 Psychosomatic illness 
 Excessive criticism of others 
 Poor work performance 
 Difficulty making decisions 
 Being unusually introspective 
 Feelings of guilt, worry and anxiety 

 

5.14 Alcohol 

Excessive drinking is a primary cause of a vast number of problems with students studying abroad. It can 
result in STD’s, brawls, rape, theft, injury, arrest etc. 

Excessive drinking can also be associated with depression and other mental problems that could affect the 
student and the group as a whole. 

While studying abroad, students will most likely be going to a location where they will be of legal drinking 
age in that country and where alcohol may be more a part of the everyday culture. 

(Please note that the legal drinking age in Rajasthan, India is 32 years. In the Bohol, Philippines is 18 years. 
In Timor-Leste and Cambodia there is no legal drinking age. However, Hands on Health Australia and its 
associate organisations overseas have a strict no drugs or alcohol policy in their code of conduct.) 

Being away from home may lessen students’ inhibitions. However, students should be encouraged to use 
good judgment if they choose to consume alcoholic beverages while abroad. 

In pre-departure orientation, be clear with students about the expectations you have about responsible 
drinking and any consequences you may wish to have for those who excessively drink, such as termination 
from the program. Be sure to discuss the cultural drinking norms of your host country. Note that the Cover-
more insurance does NOT cover any injuries that occur while students are under the influence of alcohol or 
other drugs not prescribed by a physician or medical doctor. 
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Tips for responsible use of alcohol for you to review with students during pre-departure 
orientation: 

 Be aware of and abide by the customs and laws of the host country. 
 Drinks may have a stronger alcohol content than what you are used to. 
 Avoid over-indulgence. Do not become intoxicated, arrive intoxicated or miss any scheduled events or 

classes due to alcohol consumption. 
 Drinking to get drunk is not a common practice in many countries abroad. 
 Do not accept drinks brought and given to you by someone you do not know. 
 Do not drink from an open container if you walked away from it. 
 Do not accept a drink that you did not watch get made. 
 Never go home with strangers. Travel in pairs or small groups. 
 Remember, injury or illness resulting from alcohol use is EXCLUDED from the Cover-more health 

insurance coverage. If alcohol is found in your system, they will deny your claim. 

 

5.15 Drugs 

Drug laws are often stricter around the world than in Australia. In some countries, possession of even a 
relatively small amount of illegal drugs can be grounds for a mandatory jail sentence or the death penalty. 
Remember, once students have ventured beyond Australian borders, Australian laws and constitutional rights 
no longer protect them. It is important you review the host countries drug laws and encourage your students 
to do that same. "I didn't know it was illegal" is not an acceptable defence. Some drugs legal in Australia 
may be illegal in other countries. For example, Sudafed is considered illegal in Japan. 

If students ever get into legal trouble abroad, you should immediately contact the nearest Australian 
Embassy or Consulate and HoHA. 

 

5.16 Motor Vehicle Accidents 

Motor vehicle and pedestrian accidents are a leading cause of injuries and legal claims involving international 
programs. You and your students should be aware that the road-structure is not always the same; streets 
and rules also vary across countries and regions and for this reason you must always be extra attentive on 
the road.  

 

The following steps can guide and help you prevent incidents that involve motor vehicle 
accidents: 

 Make sure you always take legitimate public transportation and taxis. 
 Ensure that required and appropriate automobile insurance is in place and that the coverage provided is 

effective in all countries of travel. 
 It is not recommended that you drive students. 
 Never allow students to drive. 

 

5.17 Fire 

You should check that all students housing has fire extinguishers and smoke detectors. Help students to 
think about what to do in case of a fire - whether they are in their residence or traveling independently. Be 
sure students know local emergency numbers to call in case of fire. Establish a safe meeting point to meet 
in case of a fire. Be sure to also address fire safety issues with housing and classroom providers. 
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5.18 Flood 

Most of HoHA International sites are in areas where there is a Monsoon season. HoHA organises trips 
outside of this period but on some occasions, the Monsoon can be early/late whereby, there is a possibility 
of flooding. Ensure all students are aware of an emergency evacuation plan in case of flooding. Establish a 
safe meeting point on high ground away from riverbanks and unstable land. 

 

5.19 Earthquake 

If an earthquake occurs and you are indoors, stay there. Get under - and hold onto - a desk or table or stand 
against an interior wall. Stay clear of exterior walls, glass, heavy furniture, fireplaces and appliances. The 
kitchen is a particularly dangerous setting. If you’re in an office building, stay away from windows and 
outside walls and do not use the elevator. 

If you're outside, get into the open. Stay clear of buildings, power lines or anything else that could fall on 
you. 

If you're driving, move the car out of traffic and stop. Avoid parking under or on bridges/overpasses. Try to 
get clear of trees, light posts, signs and power lines. When you resume driving, watch out for road hazards. 

If you're in a mountainous area, beware of the potential for landslides. Likewise, if you're near the ocean, be 
aware that tsunamis are associated with large earthquakes. Get to high ground. 

Establish a safe meeting point and ensure all student are aware of this meeting place in case of earthquake. 

 

5.20 Living Space 

Tell students to consider the following precautions for their living space areas: 

 Don’t bring strangers to your housing facilities. 
 Always lock your doors. 
 Speak with your roommate if you have an issue with something they are doing. 
 Notify the faculty leader when you have safety concerns about your current location. 
 Don’t give your address to unknown parties. 
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APPENDIX A: Hands on Health Australia Critical Incident 
Report Form 

 

 

Critical Incident Report Form 
 

 

 

A critical incident is any serious or unexpected event or incident affecting or impacting on the health and 
welfare of volunteers/recipients of care delivered by or as part of a HoHA managed project. 

 

Critical incidents include unforeseen, unexpected or unanticipated events or incidents that may affect the 
health and welfare of volunteers or recipients of care delivered by HoHA volunteers. 

 

*** use risk register nomenclature  

 

This report form must be used to inform the risk management committee of a critical incident. The project 
manager or group supervisor must notify the HOHA CEO as soon as possible (within 24 hours) and submit 
the Critical Incident Report Form (either with the original notification or within 5 working days of the original 
notification). If another project team volunteer is unable contact the project manager regarding the critical 
incident, the project team member may submit the report directly to the CEO. 
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Responses must be typed into the form; do not write responses by hand (except signatures). Please 
tick the box. 

 

Project Details 

Country  

Project/Tour Title  

Project/Tour Dates  

Project Team 
Manager/Supervisor 

 

Project Team 
Manager (PTM) 
contact details 

Email: Phone: 

Contact details for 
person making report 
(if different to PTM) 

Email: Phone: 

Date of this report dd/mm/yyyy 

Is this report: ☐Initial Report ☐Follow-up Report 

 

If this project is funded, please also complete the following information 

 

 

Name of Funder  

Contact name  

Contact details Email: Phone: 
 

 

Event Details 

Start Date of Event dd/mm/yyyy 

Description of Event (including details of all relevant times/dates, persons, locations etc.) 
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Action Taken (including details of all relevant response to event) 

 

Welfare of Volunteer / care recipient ☐ Death 

☐ Major Illness 

☐ Major Injury 

☐ First Aid 

☐ Unknown 

Relationship of event to the conduct of the project ☐ Definitely related 

☐ Probably related 

☐ Possibly related 

☐ Unrelated 

☐ Unknown 

Is the event considered to have a significant impact on 
continuation of the project? 

☐ Definitely 

☐ Possibly 

☐ No 

Is any further action recommended by the PTM? ☐ Yes 

☐ No 

 

Recommended Action 

If ‘Yes’, was selected above in relation to the ‘further action recommended’ item in the Events 
Details table above, please provide the actions recommended by the investigator (please insert 
additional rows into this table as required) 

1  

2  

 

NOTE: If any changes are made to the Protocol, Participant Information Sheet and Consent 
Form(s), or any other documents, the PTM/Supervisor must submit the amended document(s) to 
HoHA staff for approval and change 
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HoHA Acknowledgement (Office use only) 

 

Name  Position  

Signature  Date dd/mm/yyyy 
 

 

  

Declaration 

 

☐ I confirm that to my knowledge, this is a true and accurate report which reflects the adverse event 
and progress of the research project 

 

PTM/Supervisor Name  

 

Signature  

 

Team Member Name  

 

Signature  

 

Date dd/mm/yyyy 
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APPENDIX B: Student Independent Travel Notification 
 

Please complete this form before traveling to any other destination other than your host country. 

This form is needed to know where you are in case of an emergency. 

 

Last Name: ______________________________  First Name:          _________________________  

Email Address: ______________________________  Phone Number:   _________________________  

Today’s Date ______________________________  Length of Travel: _________________________  

 

Names of Anyone Traveling with You:  

___________________________  

___________________________  

___________________________  

 

Travel Destinations with Specific Dates Example: Destination: Udaipur, Rajasthan, India. Dates of 
Stay: Jan 2-Jan 4, 2014 

Destination: ___________________________ Dates of Stay: ___________________________  

Destination: ___________________________ Dates of Stay: ___________________________  

Destination: ___________________________ Dates of Stay: ___________________________  

Destination: ___________________________ Dates of Stay: ___________________________  

 

Mode(s) of Transportation:   
 _____________________________________________________  

Train/Flight Information:  Number:  ____________________ To/From: 
_________________________  

Number:  ____________________ To/From: _________________________  

 

Hotel/Hostel/Host Contact Information: 

Name of Establishment: _____________________ Phone Number: _______________________  

Name of Establishment: _____________________ Phone Number: _______________________ 
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APPENDIX C: Emergency Contact Information 

 

Participants Name:  Date of Birth:  

Residential Address:  

Email:  Contact 
Number: 

 

Citizenship:  Blood Type:  

Passport Number    

 

Special Medical Conditions (Please include past medical conditions, accidents, illness and 
injury):_________________________________________________________________________________ 
_______________________________________________________________________________________ 

_______________________________________________________________________________________ 

 

Current Medications: 
_______________________________________________________________________________________ 

_______________________________________________________________________________________ 

 

Emergency Contact 
Abroad: 

 Organisation 
Name: 

 

Address:  

Email:  Contact 
Number: 

 

 

 

Family Emergency 
Contact: 

 Relationship:  

Address:  

Email:  Contact 
Number: 

 

Alternative Contact 
Number: 

 

 

Insurance Company Name: ____________________________________________________________ 

Policy Number:______________________________________________________________________ 

Contact Phone Number_______________________________________________________________ 
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Embassy/Consulate: _________________________________________________________________ 

Address: ___________________________________________________________________________ 

Contact Number: ____________________________________________________________________ 

 

Student description information  

Gender: M___ F___  
Race: ________________________________________  

Height: ________________ cm _________’(feet) _________”(Inches) (Imperial/US system)  

Weight: ________________Kg (metric system)___________ Lbs (Imperial/US system)  

Eye color: ______________ Hair color: _________________ Hair length: ________________  

 

Other distinguishing factors(Scars, tattoos, birth marks etc.):  

_______________________________________________________________________________________ 

_______________________________________________________________________________________ 

_______________________________________________________________________________________ 

_______________________________________________________________________________________ 
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APPENDIX D: Emergency Action Plan (EAP) 
 

 

Know the numbers for the following: 

 

Airport:                                                             Bus Station:                                   Train Station: 

Metro Station:                                                 Car Rental:  
Boat/Ferry/Port Authority: 

 

 

Know Your Emergency Contact Information 

 

In addition to your personal emergency contacts, we also recommend you look up the numbers for the 
following individuals and agencies nearest to your study abroad and/or travel location(s): 

 

City or country’s Emergency Number (e.g. 911 America. India 112): 

Local government office: 

Consulate/Embassy: 

Police:                                                                              Fire:                                                

Hospital:                                                                           Post Office:  

Translator Service:                                                             Lawyer: 

Red Cross:                                                                        24 hours assist/insurance:  

Other: 

Who will you call first, second, third, etc. in an emergency? 

 

1. 

2. 

3. 

 

Do your emergency contacts have each other’s’ phone numbers so they can communication and relay 
information about you to each other? (Remember, you will need a country code for all numbers) 
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What are some alternate ways of communicating with your emergency contacts? 

The following are some communication options you may have available: 

Telephone/ mobile Cell phone/text message Fax Email/internet Post/Express Mail Service Wire Service 

Who should be the main contact onsite in the event of your illness, injury, etc.? 

Where should participants meet in case of an emergency? 

Where is your back up location in case the first meeting point is unsafe/inaccessible? 

 

Back-up Plan/Special Conditions  

If the situation does not permit you to follow the original plan, what is the backup plan?  

Are there any other special conditions to consider which are unique to your situation (i.e. weather conditions, 
hazards in your region of travel, poor public transcription, limited phone service, etc.)? 

 

Emergency Kit and Money 

Make sure you have a stocked emergency/first aid kit. 

Suggested items to include are flashlight, whistle, band-aids, antibiotic ointment, aspirin 

Do you have emergency cash reserves via multiple means (cash, cards, etc.)? 

Using the emergency supplies and money you have set aside, for how many days would you be able to 
sustain your group? 

What would you use each day? 

 

Documents that should be attached to your EAP:  

1. Copy of your own and your students’ passports and visa, if applicable 

2. Copy of your driver’s licence 

3. Copy of your students’ and your insurance card/information 

4. Area maps/safety routes 

5. Emergency card 

6. Communication trees 

7. Students’ special medical needs information 

8. Copy of debit/credit cards 

 

 

Know Where to Go: 

Where should you go first in an emergency and what methods of transportation will you use to 
get there? 

Be aware of all your emergency transportation options. 
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APPENDIX E: Emergency Contact Information  
 

The following are some resources that you may find useful in the event of an emergency or other problem 
whilst abroad. However, before using any resources, please contact Office Administration first to coordinate 
your efforts. 

 

Office Administration. 
Don Nardella 
admin@handsonhealth.com.au 
Office Phone: +61 3 9417 6787 
Address: Level 1, 215 Wellington Street 
Collingwood 3066, Australia 
 
International Project Coordinator. 
Don Nardella 
don.nardella@hoha.org.au 
Phone: +61 418 104 007 
 
HoHA Volunteer Recruitment Officer, India 
India  - Mr Ganesh Purohit, JJVS Jagran Jan Vikas Samiti Sapetia Road,  
Bedla, Udaipur, Rajasthan India, 313011 
jagranjan.org -     Tel: 91-294-244 1322 

 
HoHA Philippines and Cambodia Supervisor. 
Rotana Cheng 
Rcheng@clinicalmyotherapygroup.com 
Phone: +61 411036546 
 
Jagran Jan Vikas Samiti, India 
Nikita Shalot 
Jagranudr@gmail.com 
Phone: +91-0294-2441322 
Address: Sapetia Road, Bedla, Udaipur, Rajasthan, 313011, India. 
 
Emergency Consular 24-hour Centre: 
Phone: +61 2 6261 3305 
SMS: +61 421 269 080 
 
Australian High Commission, India 
Address: 1/50 G, Shantipath, Chanakyapuri, New Delhi, Delhi 110021 
Phone: +91 11 4139 9900 
 
Australian Embassy, Philippines. 
Address: Level 23-Tower 2 RCBC Plaza, 6819 Ayala Avenue 1200, Philippines 
Phone: +63 2 757 8100 
 
Australian Embassy, Cambodia 
Address: National Assembly Street, Phnom Penh, Cambodia 
Phone: +855 23 213 470 
 
 
 
 



 

44 
�

Australian Embassy, Timor-Leste 
Address: Rua Mártires da Patria, Dili, Timor-Leste 
Email: austemb_dili@dfat.gov.au 
Phone: +670 3322 111 
 
United Nations India 
UN Resident Coordinator’s Office 
Address: UN House, 55 and 73 Lodhi Estate, New Delhi – 110 003, India 
Phone: 91-11-46532333 
Email: unrco.in@one.un.org 
 
International Red Cross Society India 
Address: 1, Red Cross Road, New Delhi – 110001, INDIA 
Phone: (+91-11) 23716441/2/3 
Fax: (+91-11) 23717454,23717063 
Email: ircs@indianredcross.org 
 
Cover-more Insurance Emergency Numbers: 
Australia 1800 010 075 
India 0008 006 10 1108 
Indonesia 001 803 61 098 
Thailand 001 8006 121 082 
All other countries (+) 61 7 3305 7499 (reverse charge) 
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