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A number of recent global events have reminded travellers of the poten-

tial risks and disruption associated with overseas travel. The New Zealand 

earthquake in February 2011, the Japanese tsunami in March 2011 and the 

ash clouds of 2010, as well as the ongoing threat of terrorist actions, have 

increased awareness and understanding of the challenges travellers can 

potentially face. 

Employers have a duty of care to all employees who travel on business and 

many take seriously their responsibility to protect and support these in-

dividuals. Yet despite the good work that many employers undertake to 

educate, inform and safeguard employees who are overseas on business, 

incidents do take place and employees may become involved in accidents 

and natural disasters.

Reassuringly, a high percentage of organisations, it seems, are prepared 

to cater for unexpected disruptions to business travel. Research from the 

Chartered Management Institute (March 2011) reveals that 58% of senior 

managers have plans in place for this eventuality; although it remains a 

concern that 16% did not know whether their organisation has set crisis 

plans that should be followed in response to this type of event.

Although employers can minimise both the likelihood and impact of inci-

dents and accidents happening to employees who travel overseas on busi-

ness, it’s not possible to stop their occurrence altogether. With this in mind, 

this white paper looks at how organisations can support employees follow-

ing the report of an incident or accident overseas and as they return to 

work.

It draws on the expertise of a number of organisations and highlights the 

importance of good business travel cover to get employees back home 

quickly, as well as considering the impact of emergency or disaster situa-

tions on employees. The report also discusses an employer’s duty of care 

and the importance of rehabilitation services if an individual has suffered 

a traumatic experience. It also considers the legal issues and obligations 

on employers and importance of appropriate pre travel risk assessments.

(1.0)  Business travel: taking appropriate 
action when something goes wrong
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(2.0)  Getting your employees home 
safely

Employers are legally bound to take reasonable care for the safety of their 

employees, including when they’re travelling or are away from home in the 

course of their employment. An employer who fails to discharge this duty 

of care may be exposed to a claim of negligence from an employee who is 

injured or harmed in the course of their employment. 

As part of this duty of care, employers need to make suitable and sufficient 

risk assessments for their employees, particularly when asking them to 

travel overseas on business. Organisations need to demonstrate they have 

taken all reasonably practicable steps to ensure their employees’ health, 

safety and wellbeing needs are met, whether the business travel is in the 

UK or overseas.

A key step employers can take to ensure they meet this duty of care is to 

make certain that employees have the right type of business travel insur-

ance. A business travel policy – in contrast to a leisure travel policy – is 

specifically designed to help organisations provide appropriate and effec-

tive support and protection to employees if there is an emergency, incident 

or crisis while they are travelling on business.

For employees working in global hotspots, for example, a business travel 

policy would provide valuable information and support by advising on per-

sonal safety and managing repatriation or other travel arrangements, if 

they are required.

“Too often employers rely on travel insurance offered via credit cards or 

private bank accounts without appreciating the significant limitations on 

the type of business travel covered or pre-existing medical conditions,” 

comments says Guy Wilson, Head of Group Insurances, Accident and 

Health at AIG.

Karen Archer, chief executive of Law Express, agrees and reminds employ-

ers how important it is to meet their duty of care to all employees in all 

situations, including when they return to work following an incident while 

travelling on business.

“If an employee’s contract requires that they travel on business, the em-

ployer has a responsibility to not knowingly put that individual in danger. 

This extends to educating them about personal safety and security issues 

while travelling overseas on business,” she adds.



Karen Archer, chief executive of Law Express,  

reminds employers how important it is to meet 

their duty of care to all employees in all situations, 

including when they return to work following an 

incident while travelling on business.

4



5

(3.0)  What happens when an employee 
reports an incident overseas?

Understanding what happens when an employee reports an incident or 

accident overseas is important for any employer, as is appreciating what 

support can be available to them in such circumstances. The following case 

study outlines the experience of Alan Powers*, an engineer working with 

a specialist energy company, who travelled to Southern China on business 

last year to supervise the building of a new power plant.

“Before departing for Southern China I contacted ‘My Travel Advice’, my 

company’s travel assistance service to discuss vaccination needs and find 

out more about medical emergency assistance in the region I was travelling 

to as I hadn’t been there before. At the same time I took the opportunity to 

sign up for the free text and email alerts from AIG’s Lifeline Plus that would 

keep me up-to-date about any security or medical issues in the area,” says 

Alan.

“The advisor I spoke with also directed me to the online information on 

business and cultural issues and differences at www.mylifeline.co.uk. The 

online advice also suggested I store copies of my travel and medical docu-

ments in a secure, online emergency record storage, just in case my family 

or the assistance service needed to locate them. In hindsight, I’m glad I 

did!” he adds.

The vast majority of employees travelling on business will also access the 

Travel Angel e-learning travel security and awareness programme, says 

Miriam Reid, Major Accounts Relationship Manager (Group Personal Ac-

cident) at AIG. “This resources provides a lot of practical advice about per-

sonal security, preparation and arrival, travel health risks, getting around 

your destination, street crime and robbery, terrorism and unrest. All these 

services are offered free of charge to Lifeline Plus policy holders,” she ex-

plains.

“On arrival in Southern China my luggage was delayed and presumed lost 

in transit. I immediately contacted the assistance service for their help that 

enabled me to access funds to purchase essential clothes and toiletries. 

However, my situation was not as straightforward as it might have been for 

one of my colleagues because my luggage also contained my blood pres-

sure medication which, I had established before departure, was not locally 

available in the region I was going to,” continues Alan Powers.

“The team at the assistance service was able to locate my prescription in 

the emergency record storage and arrange for the tablets I needed to be 

sent to me. It was reassuring to know the team was on hand and I was able 

to continue with my meetings and site visits as planned,” he says.
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As Alan’s business trip continued he developed diarrhoea and severe stom-

ach pain, symptoms he believed to be caused by the local food he con-

sumed. Once again, he was able to call the assistance service and ask for 

their advice. He was able to talk with doctor and, after his initial consulta-

tion, took their advice to visit a local doctor who would be able to confirm 

that no serious medical conditions involved. 

The service forwarded contact details for the most appropriate medical fa-

cility in the area, based on Alan’s conditions and preferences that the doc-

tor he met with could speak English. In addition to this, they made contact 

with the facility in advance to make arrangements for the appointment and 

to guarantee payment for the consultation and treatment, ensuring that 

Alan did not have to settle any bills directly.

The outcome of the medical consultation suggested a possible appendicitis 

for which the medical team in Southern China facility recommended sur-

gery. Following discussions between the Assistance Service and the local 

facility a decision is made to evacuate Alan to the nearest centre of medical 

excellence – in this case Hong Kong. 

“The Assistance Service arranged for all the paperwork, ground ambulance 

and an emergency ambulance flight to Hong Kong,” explains Alan. “They 

even ensured there was a medical team to accompany me during the flight.”

Whilst the medical transfer was taking place, the Assistance Service en-

sured the Hong Kong facility was fully briefed and ready for Alan’s arrival 

and surgery. Once again, the guarantee of payment was made.

“My family and employer was kept informed throughout the consultation 

and transfer process and it was great to know that my wife could fly out to 

be with me. It was reassuring to know they’d handle the tickets, paperwork 

and visas for her so she could get out to me as quickly as possible,” he says.

Despite concerns about Alan’s health and wellbeing, his employer was also 

keen to know that work on the power plant project could continue. As part of 

their Lifeline Plus policy, the organisation was able to send out a replacement 

specialist to Southern China to take over Alan’s tasks and responsibilities.

“Once I had sufficiently recovered from the surgery the Assistance Service 

arranged for me and my wide to be flown back home to the UK where I 

could continue my recovery and get back to work!” adds Alan.

(3.0)  What happens when an employee 
reports an incident overseas?  
(continued)



“The Assistance Service arranged for all the  

paperwork, ground ambulance and an emergency  

ambulance flight to Hong Kong. They even en-

sured there was a medical team to accompany me  

during the flight.”

Alan Powers, an engineer working with a 

specialist energy company, who travelled 

to Southern China on business

(4.0)  The impact of overseas emergency 
situations on the workplace

Whilst an employer would not underestimate the pressure that individu-

als involved in incidents overseas may be subject to, it is also important 

that organisations give consideration to members of staff who remain in 

the workplace. Although these individuals are not directly involved in the 

emerging situation overseas, they will naturally be concerned about their 

colleague and keen to keep informed of what is happening.

With this in mind, there are a number of issues that an employer should 

consider, according to Libby Payne from the Employee Assistance Profes-

sionals Association and clinical director of CiC, an organisation that deliv-

ers psychological support to those impacted by work related traumatic or 

critical incidents. Libby sees communication as the most important factor 

that will support employees in the office who are concerned about a col-

league and friend who may be in difficulties overseas.
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“Regular updates to the team or the wider workforce will ensure employees 

are aware of what is happening in relation to their colleague and how they 

can, if appropriate, offer help to the team as a whole. Managers should also 

consider communication with family or next of kin and how any media and 

social networking sites’ reporting of the incident might impact on those 

at home. It is clearly not appropriate to share confidential details when 

it comes to medical information, for example. However, a more general 

update on the situation can help to keep employees reassured about your 

support and commitment to their colleague, as well as minimising specula-

tion and reducing anxiety levels,” she says.

“It is worth bearing in mind that critical incidents have a ripple effect and 

those at home are likely to experience loss of concentration and other 

symptoms that will affect functioning at work,” advises Libby. 

Employees who regularly travel on business will welcome information and 

clarification on the policies and procedures relating to employee assistance 

overseas, as well as the steps in place, such as pre-travel risk assessments 

and education programmes, to minimise the occurrence of incidents in the 

future. 

Employers will also need to manage the absence of employees who have 

been involved in incidents overseas. They should give consideration to 

managing the workload of the individual in the immediate aftermath of a 

situation, as well as planning for the longer term to ensure that the load is 

shared equally among remaining team members or that additional support 

is brought in to cover the extended absence. Careful planning and the pro-

vision of support will ensure that stress levels are managed and contained 

appropriately.

Finally, employers should consider the impact of this type of event on work 

and personal relationships. Whilst support from external experts, such as 

employee assistance programmes – if this type of service is available from 

the employing organisation – can be offered, it is important to appreci-

ate that the trauma can reverberate through out the immediate commu-

nity. The provision of information for managers as well as family members 

should be available to provide support and increase awareness of possible 

problems and have suitable referral options available to access as needed. 

(4.0)  The impact of overseas emergency 
situations on the workplace  
(continued)
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(5.0)  The importance of workplace  
rehabilitation

Engaging rehabilitation services to support an employee’s return to work 

following an incident or emergency overseas can have a very positive effect 

on the recovery, health and wellbeing of the employee and save a great deal 

of time, stress and effort for them and their employer, according to Tara 

Hinkly, director of Health Services at AIG Medical & Rehabilitation. 

“Many business travel insurance policies will provide for rehabilitation ser-

vices to support an employee’s return to work. Rehabilitation works best 

when we are notified at the earliest opportunity so we can put a plan in 

place to assist with the rehabilitation of the employee’s injury or assist in 

the management of their condition before the symptoms become chronic,” 

she explains. 

“While the goal is always to get people back to work as quickly and safely as 

possible, it is often beneficial for all parties involved to allow the employee 

to follow a graduated return to work programme that allows them to ease 

back into their role in a safe and managed environment. This type of ap-

proach will incorporate expertise from our Case Managers and Vocational 

Consultants who can put together a safe, graduated return to work strategy 

that is appropriate for the employee and can enable their return to their pre 

illness or injury role,” says Tara.

Services such as AIG’s Medical & Rehabilitation team are also able to li-

aise with an employer to discuss alternative duties and retraining, if this 

is relevant. In the event that an employee has to wait for the appropriate 

treatment via the NHS, AIG MR, for example, can facilitate this on a private 

basis to ensure the employee has timely access to the treatment they re-

quire and minimises any absence from work. 

“Employees on long term sick leave and their employers are often are un-

sure how to navigate round their employer or the medical system. This can 

contribute to additional stress and pain for the individual and generally re-

sults in even longer periods away from work. By providing employees with 

access to experts who can provide the correct information and simplify the 

process, return to work can be faster and much more effective” she says.
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(6.0)  Resources and further information AIG Europe Limited

We are one of the UK’s largest general insurance companies. With offices 

throughout the country, we provide innovative products and services to 

more than half the country’s top 1000 companies as well as many public 

and private sector organisations and millions of individuals. We are part of 

AIG Inc., a world leading property-casualty and general insurance organisa-

tion with a 90-year history, serving more than 40 million clients in over 160 

countries and jurisdictions. AIG offers an extensive range of products and 

services, deep claims expertise and excellent financial strength. 

AIG Europe Limited is authorised and regulated by the Financial Services 

Authority (FSA number 202628). 

www.aig.co.uk 

AIG Medical & Rehabilitation

Founded in 1998, AIG Medical & Rehabilitation Limited (AIG MR) is the 

longest-established case management company in the UK.

AIG MR is an award winning case management and occupational health 

company. We provide a nationwide service delivering case management, 

vocational consultancy and assessment services over the telephone or face 

to face in an injured parties’ residence, hospital or preferred environment. 

We operate independently, providing a variety of services to a range of in-

surers, solicitors and third party administrators.

www.aig.co.uk/mr

UK Employee Assistance Professionals Association

EAPA is the professional body for Employee Assistance Programmes 

(EAPs). It represents the interests of professionals concerned with employ-

ee assistance, psychological health and well being in the UK. EAPA mem-

bers include external and internal EAP providers, purchasers, counsellors, 

consultants and trainers.

www.eapa.org.uk

*Alan Powers case study - The employee’s name has been changed in the interest of the 
employee’s confidentiality



‘Engaging rehabilitation services to support an employee’s 

return to work following an incident or emergency  

overseas can have a very positive effect on the recovery, 

health and wellbeing of the employee and save a great 

deal of time, stress and effort for them and their employer’

Tara Hinkly, director of Health Services  

at AIG Medical & Rehabilitation
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AIG Europe Limited
The AIG Building
58 Fenchurch Street
London
EC3M 4AB
www.aig.com

AIG Europe Limited is authorised and regulated by the 
Financial Services Authority (FSA number 202628). This 
information can be checked by visiting the FSA website 
(www.fsa.gov.uk/Pages/register). Registered in England: 
company number 1486260. Registered address: The AIG 
Building, 58 Fenchurch Street, London, EC3M 4AB..M
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