WHAT IF TOMORROW DOESN’T
GO AS PLANNED?

Managing disruption before it manages you
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TIMELINE Day of Incident

A 06:30 am A 09:06 am A 13:01 pm A 22:30pm
Notification Affected areas Notam extension for 6 hrs. Cooling restored
of incident became known published, and more flights

are diverted or cancelled at
a later moment.

O O & O O o &
09:00 am 10:40 am 16:54pm
It became clear what the Temperatures have increased up 1. Airport remains closed; All flights
effects of the incident was: to 27 degrees cancelled, no rescue flights.
HVAC outage Notam published Airport closed 2. Notam extended until 23:00
for 3 hours. Several incoming 3. Airport will open again at 07:00 am

Y Y flights are being diverted. 7 on August 10



EFFECT What was not working and why

operations was unable to continue

- Rising temperatures
- Condensation
- Unclear timeline of repair completion

- Safety: Passenger crowding
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RESULT no flights, airport closed
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APPROACH IN HOW TO DEAL WITH THE SITUATION
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APPROACH IN HOW TO DEAL WITH THE SITUATION

AEROPUERTO INTERNACIONAL REINA BEATRIX

10:40 AM

August 11, 2024

. Queen Beatrix International Airport added a new photo.

& IMPORTANT UPDATE JETBLUE PASSENGERS X For those affected by the canceld JetBuefights o Fiday, Augus 9,
2024 JeBlue has added an extra recovery fight for tomorrow, Augus 12t FLIGHT 8043: BOS 10:30 AM 8 AUA 303 PM
FLIGHT 8046: AUA 405 P Bl BOS 48 PM For more iformation orasistance, cal +297-588-5388 or use JeBlugs chat.
By Hootsute

=

August 10, 2024

s sy Queen Beatrix International Airport added a new photo.
= 1 B85 eccengers on US Bound fights need to b processed by US Custors & Border Protaction sevices prior to GPM, AllUS bound
| flghts can depart as pre-cleared flight before 11PM, #AUA #AUAAirport #TravelUpdats
| N By Evers Tomp
N

Queen Beatrix International Airport added 2 new photos.
4 AIRPORT UPDATE: The airport i currently busy, but lines are moving steadily. Our top pr
B safely. We are keeping passengers hydrated and our stafi ready to assit as needied. Thank

peration. #AUA #AUMrport

ity s getting you back home:
u for your paten

By H

tsuite

Queen Beatrix International Airport added 2 new photos.
4 ARUBA AIRPORT OPEN & O

TIONAL Afer yesterday's technica ssues, Aruba Alrport is now flly open and oper
ights are proceed d. Adcitional fights have been added across multple
from canceled fights. Due to high demand, not all passengers may be accommodated

today. Please do not come to the aipo.

By Hoosuite

Queen Beatrix International Airport added a new

photo.

Avuba Airport was temporarl closed yesterday, August 9th, due to a crtical technicalfssue with our a conditioning system,
affecting most fights and passengers. The issue has been resolved, and the airport willreopen today, August 10th,at 7 AM. F
$9°  fulldetails, please read our press release on our website htps://www.airportaruba com/press-releases/AC-issue-resolved #A.
By Marylin Feliciana

Queen Beatrix International Airport added a new photo.
AIRPORT UPDATE  As soon as more ailine contact info is avilable we will updiate t
#ravelUpdate

By Everlis Tromp

informat

AUA #AUARIrport




APPROACH IN HOW TO DEAL WITH THE SITUATION

August 11, 2024

o Queen Beatrix International Airport added a new photo.
_‘.‘i‘ & IMPORTANT UPDATE JETBLUE PASSENGERS & For those affected by the canceled JetBlue flights on Friday, August 9th,
3 2024, JetBlue has added an extra recovery flight for tomorrow, August 12th: FLIGHT 8043: BOS 10:30 AM B AUA 3:03 PM
FLIGHT 8046: AUA 4:05 PM B BOS 8:48 PM For more information or assistance, call +297-588-5388 or use JetBlue's chat...

-

August 10, 2024

Queen Beatrix International Airport added a new photo.

Passengers on US Bound flights need to be processed by US Customs & Border Protection services prior to 6PM. All US bound .55y
fliahts can depart as pre-cleared flight before 11PM. #AUA #AUAAirport #TravelUpdate ;

Queen Beatrix International Airport added 2 new photos.

# AIRPORT UPDATE: The airport is currently busy, but lines are moving steadily. Our top priority is getting you back home

safely. We are keeping passengers hydrated and our staff is ready to assist as needed. Thank you for your patience and 11:24 AM
cooperation. #AUA #AUAAirport

Queen Beatrix International Airport added 2 new photos.

ARUBA AIRPORT OPEN & OPERATIONAL After yesterday's technical issues, Aruba Airport is now fully open and operational. All

flights are proceeding as scheduled. Additional flights have been added across multiple airlines to accommodate passengers 7:50AM
from canceled flights. Due to high demand, not all passengers may be accommodated today. Please do not come to the airpo...

Queen Beatrix International Airport added a new photo.

Aruba Airport was temporarily closed yesterday, August 9th, due to a critical technical issue with our air conditioning system,

affecting most flights and passengers. The issue has been resolved, and the airport will reopen today, August 10th, at 7 AM. For  1:35AM
full details, please read our press release on our website: https://www.airportaruba.com/press-releases/AC-issue-resolved #A...

Queen Beatrix International Airport added a new photo.
AIRPORT UPDATE # As soon as more airline contact info is available we will update the information #AUA #AUAAirport
#TravelUpdate



POST INCIDENT Claims Handling

Cooling outage-claim register 2024 * © Y| = | &

Count 1244

|

g d d d|/d|90 |49 U

PAX PAX QTY in claim
Tracy A1r 1
Tracy Sh

Juan Bon 1
Michael ¢ 1
Tabresha 2
Travis Ke 1
Diana Sa 1
Haley De 4
Emily Let 4
Paul Tran 1

— All ltems ~

DATE CLAIM

August 09, 2024

August 09, 2024

August 09, 2024

August 09, 2024

August 09, 2024

August 09, 2024

August 09, 2024

August 09, 2024

August 09, 2024

b. Claims Re...

EMAIL

tracys

jsboni

mikeg

bresh

travis.

diana:

haleyc

emilyl

pauld

c. Payment P... | d. Acc.

PHONE NUMBER

ou. S516¢ gu

ma.. +57:

ah...

ag... +121

45...

ty...

7 Editall
O O

‘S’ Claim details for 1-Tracy A

Pax Info

#

1

PHONE NUMBER
51¢

e Responsible Person

Enter a name or email address

Pax Flight Info

AIRLINE

JetBlue Airways

Pax Claim Details

HOTEL NAME

Hyatt Place Aruba Airport

$€ FLIGHT AMOUNT

Enter value here

$€ TAXI FARE CLAIM AMOUNT

Enter value here

PAX

Tracy AT . .

DATE CLAIM

8/9/2024 12:00 AM

Incoming or outgoing flight

Outgoing

HOTEL INVOICE NUMBER

297

$€ F&B CLAIM AMOUNT

44

OTHER (FIRST CLASS, ESSENTIALS)

CLAIM AMOUNT

@ PAX QTY in claim

1

EMAIL

tracyands

@

$¢ HOTEL CLAIM AMOUNT

276

$€ CARRENTAL CLAIM AMOUNT

Enter value here

$€ ED CARD CLAIM, AMOUNT

Enter value here




POST INCIDENT Service Level Agreements

- ldentify key stakeholders
- Discuss requirements

- Draft & finalize SLA’s
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POST INCIDENT Communication

- Internal: Airport Staff
- External: Airport Community, Passengers & Press
- Stakeholders: Board, Government, Industry Partners, Crisis

Management Office
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POST INCIDENT Cost

- Root cause analysis

- Costs of crisis & operational management
during August 9 and 10
- Total of 1244 claims
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TIMELINE Total Duration of Incident

A Aug.9-06:30 am A Aug.10-10:00 am
Notification First claim comes in
of incident
& o & o =
Aug.10-07:00am June 2026
Airport back open: Last claim finalized
handling flights from
9 August and
10 August




LESSONS LEARNED

» Communication channels had to improve
> Stakeholders importance

> Stakeholders also need to have a certain extent of a
BCP

» BCP drafted and tested

B
>~ SLA’s with key providers 2;; %‘fz}

> Organization of people helping in crisis mode

> |dentification of tools and materials needed during a
crisis
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A SCENARIO




It'S Monday = Your first patients arrive in 15
7.45 AM minutes.

= Your system won't start.
= You cannot access patient records.
= Phones are down.

= Your IT provider says: “we're
investigating.”

» What do you do next?
» How long could you
continue operating?




BUSINESS
CONTINUITY
PLAN



BUSINESS CONTINUITY PLAN

BCP

Why Have a BCP?

»What Could Disrupt Your
Practice?



THE REAL
QUESTION

Not “Can we prevent
everything?” but

“Can we continue delivering
critical care when something
goes wrong?”

Business Continuity Planning is essentially
answering three questions:

« What absolutely must continue?
 How long can we be without it?

 What will we do if it becomes
unavailable?



ACTION
What Can You Will You Be

Do Tomorrow? Ready?

What If Tomorrow
Doesn't Go as Planned?




THANK YOU! ,L_'S/

Emily Ras
Risk Manager

Aruba Airport Authority N.V.

4
T: +297 524 2451 - \?’
ec.ras@airportaruba.com <)/(> Au A

AEROPUERTO INTERNACIONAL REINA BEATRIX
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