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Medical? Criminal? CriticalMedical? Criminal? Critical? ? 
The 20 Questions of Crisis The 20 Questions of Crisis 
ManagementManagement

Eric Deschamps,  University of Arizona
Linda Melville, University of New Mexico

Why Crisis Management?Why Crisis Management?

� Often in the national news
� NAFSA developing new practice 

resources on this topic
� Opportunity to get proactive and 

develop a plan in advance!

Goals of this sessionGoals of this session
� Give you an opportunity to reflect on 

questions relevant to crisis 
management

� Give you hands-on experience in 
developing a response to specific 
types of crises (case studies)

� Help you to develop or re-evaluate 
your own campus crisis management 
plan considering the three stages of a 
crisis: pre, during and post
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Resources Available to Resources Available to 
International StudentsInternational Students

� Through campus health insurance
� Through state contracts – usually 

applies to students on university 
business
� See http://risk.arizona.edu/insurance/index.shtml for 

examples

� Through institutional contracts

Building Relationships Building Relationships 
in Advancein Advance

� Who will you need to work with in 
different cases?

Examples: University Communication, 
Risk Management, Dean of Students, 
University Police, Residence Life, 
Counseling and Psychological 
Services, Campus Health, Campus 
Center for Relationship Violence, 
Registrars Office

Lines of CommunicationLines of Communication
� If an emergency occurs who will be 

notified?  Who will they notify?

UAPD

Immediate 
response  
from 
campus 
necessary

Immediate 
response from 
campus not 
necessary

Dean of 
Students 
Office

International 
Affairs

Campus 
Emergency 
Response 
Team

International 
Affairs

Cell phones 
for 
International 
Affairs 
Directors

Business 
hours

Non-business 
hours

If international 
student
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Student Population and Student Population and 
Appropriate SupportAppropriate Support

� Is the student a part of your 
population?
� What is your office’s role? 

(Immigration, programming, 
academic advising, 
exchange programs, 
admissions, code of 
conduct) 

� What are the roles of other offices around campus?
� Determine levels of support appropriate for your 

office to provide.

Preparing Students for a Preparing Students for a 
CrisisCrisis

� Resources helpful in 
avoiding a crisis 

� Presenting resources in 
orientation
� Campus police
� 911 and non-emergency 

phone numbers

Preparing Students for a Preparing Students for a 
CrisisCrisis

� Take a pro-active 
approach to find out 
about pitfalls/dangers for 
your students
� Campus drinking
� Alcohol to minors
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Consequences of HelpConsequences of Help

� Legality of accepting 
public assistance 

� Immigration 
consequences

� Financial consequences
� Academic 

consequences

Institutional Institutional 
ResponsibilityResponsibility

� How do you decide/who decides 
if action is needed?

� Who will do what?
Department Bursar
Student Affairs Risk 

Management
Legal Affairs

Health/Counseling
Public Relations President’s 

Office
� How much will you do?

Areas of ResponsibilityAreas of Responsibility

Who is responsible for what at 
your institution?

� Mental health emergencies
� Criminal activity 
� Notifying family members in the 

event of death
� Talking with the media
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Required ContactsRequired Contacts

� Dean of Students
� Campus Police
� President’s Office
� Department
� Family members
� Cultural/Religious 

groups
� Insurance
� Media

What is the emergency?What is the emergency?
� Medical? Criminal? Immigration?
� How serious is it?
� How quickly do you need to respond?
� Do you have time to deliberate?

Are There Immigration Are There Immigration 
Consequences?Consequences?

� Does the student need to drop out?
� Can you work with Faculty to help the 

student stay in status?
� Is disciplinary action being taken as a 

result of a conviction of a crime?
� How much time do you have before 

you have to report information in 
SEVIS?
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Who to Inform?Who to Inform?

� Lots of “inquiring minds”
� What do you do to keep confidentiality 

while at the same time getting support 
for the student?

What permissions are What permissions are 
needed?needed?

� Do you have a release forms?
� What is the policy on talking to 

parents?
� What is the policy on release of 

educational records?

Should you be involved?Should you be involved?
� Not every emergency requires your 

involvement!
� Limited involvement is often the 

solution, be careful playing a role 
beyond your responsibilities and 
expertise

� Active management may or may not 
be the appropriate role to play
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Applicable ResourcesApplicable Resources
� 80% of your homework should be done 

before this point
� Pursue multiple resources 

simultaneously

� Build personal relationships
� Actively manage the behaviors of 

medical personnel, insurance 
companies, and campus staff

Student 
Health 

Insurance

Institutional 
Legal 

Advisors
Home 

country 
health 

insurance

State 
contracts for 

HEIs

Type of StudentType of Student
� Emergencies involving different 

students
� Require different responses
� Have different implications

� Consider if the student is: exchange, 
sponsored, research, undergraduate, 
graduate, or degree-seeking 

� Consider the students’ native 
language and culture

Who else is involved?Who else is involved?
� Emergencies usually involve other 

students
� Do these students need support due to 

their role in the emergency?
� These students may be useful to you.  

Collect names and contact information.

� Who is making decisions?
� If other campus offices are involved, 

start at the top.
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What worked and what What worked and what 
didn’t?didn’t?

� Reflect and react
� What worked and needs to be kept in 

place? 
� What did not work and needs to be 

changed?

• What documentation needs to be kept 
for next time?

Preventing the Next Preventing the Next 
CrisisCrisis

� Include main issues in orientation, 
written materials and web resources

� Develop programs that inform 
students and help them avoid 
problems

� Ensure that students get health 
insurance including repatriation

� Develop policies that help students 
understand and comply with legal 
requirements

What follow up is What follow up is 
needed?needed?

� What follow up is culturally 
appropriate?

� Is a memorial service needed/wanted?
� Who do you have to thank (university 

staff, family members, other 
students)?

� Do you have to renegotiate insurance 
policies in light of the crisis?

� What other contacts do you need to 
develop for next time?
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Crises Management Case Crises Management Case 
StudiesStudies
� Read your assigned case studies
� Discuss the issues involved in each 

case
� What pre, during and post-crisis 

questions are most relevant to each 
case?

� Prepare to report to the large group on 
one of these cases

References/ResourcesReferences/Resources
� Crisis Management in a Cross-Cultural Setting, 

Edited by Patricia A. Burak and William W. Hoffa, 
NAFSA, 2001

� Crisis Management in a Cross-Cultural Setting, 
William W. Hoffa, Patricia Burak and Michael 
Smithee, International Educator Magazine, 
NAFSA, 1999Thank you for attending!Thank you for attending!

� Linda Melville, The University of New 
Mexico

� Eric Deschamps, The University of Arizona



Medical? Criminal? Critical?: The 20 Questions of Crisis Management 
 

 

Pre-crisis  

1. What resources on and off campus are available to international students? 

2. What kinds of relationships do you need to build in advance to handle this type of 

crisis? 

3. What are the normal lines of communication on your campus for student-related 

emergencies?  Is your international office part of that communication plan?  

4. What types of students does your office handle (exchange, grad/undergrad) and 

how much support do you expect to provide in specific types of emergencies? 

5. Are students given resources that will help them respond to a crisis? 

6. What are the consequences of the student accepting the assistance that is 

available? 

7. How do you determine institutional responsibility? 

8. Who handles different types of crises on your campus (health, individual criminal 

incidents, emergency situations involving whole campus, weather related or other 

act of god disasters)? 

9. Who potentially needs to be contacted on campus and off when an emergency 

happens? 

 

 

During the Crisis 

10. What type of and how serious is the emergency (Medical, Criminal, etc.)? 

11. What are the immigration consequences? 

12. Who are you required to/do you want to inform? 

13. What kind of permissions do you need (legal, medical, etc.)? 

14. Should you be involved? How much? 

15. What resources available to the student apply in this situation? 

16. What type of student is it? Grad? Undergrad? Exchange? 

17. Who else is involved (other students)? 

 

 

Post-crisis 

18. What worked and didn’t?  What needs to be changed? What documentation needs 

to be kept? 

19. What could you do to prevent the next crisis of this nature? 

20. What follow up is needed? (Making sure that everyone involved in the crisis is 

okay) and who do you need to thank or touch base with? 



Crisis Case studies 

1) A male student from India comes to your office to tell you one of his roommates, Ravi, (also a male student from 

India) has been taken into custody.  The FBI has come into their apartment and has confiscated computers and 

other materials belonging to Ravi.  The student tells you that Ravi is being held in another town without bail for 

allegedly attempting to solicit a minor and gives you the phone number for the attorney that is representing him.  

Ravi is a graduate student in his second semester enrolled in classes.  He has a wife and child back home in India. 

 

2) You receive a call from the Dean of Students on Sunday that one of your French exchange students, Francois, has 

been in the local jail since Friday night.  His bail has been set for $5,000 and the dean has asked you to go to the 

university cashier’s office on Monday morning, collect $5,000 and go downtown to bail him out.  After speaking 

to Francois on the phone, you find out that he has been arrested for allegedly stalking another student (not 

international), but Francois claims it is a big misunderstanding.  Francois is due to leave the US in May (one 

month away).  The arraignment is set for the following week, but in order to stand trial he would have to stay in 

the US until at least July. 

 

3) A second semester Physics doctoral student from Japan, Yoko, goes hiking with her American boyfriend.  Yoko 

gets separated from the boyfriend, gets lost, and calls 911 to be rescued.  During the rescue operation, the 

helicopter crashes and Yoko and the pilot are killed.  The remaining rescue worker is injured in the crash and in a 

dramatic rescue attempt survives the nightly freezing temperatures and drags himself to safety and eventual 

rescue.  The incident makes the local and state news.  The boyfriend and the graduate department are extremely 

distraught about Yoko’s death.  Yoko was covered by the University health insurance plan.  Her family schedules 

an immediate flight to the US from Japan. 

 

4) You receive a visit from an Indian student who reports to you that there have been a number of recent incidents 

of Indian male students being kicked in the back by an adult male of mixed race at several locations adjacent to 

campus.  The students in the Indian community have shared information and have come to the conclusion that 

Indian students are being specifically targeted.  In one instance, the student, after being kicked to the ground, 

thought he heard the perpetrator mutter Namaste after stepping over his prone body.  The Indian students 

believe this is a hate crime.  They have gone to campus police, but complain they have not been taken seriously.  

They have come to you to ask your advice in bringing this person “to justice.” 

 

5) You begin receiving reports from other students and university staff about the erratic and sometimes frightening 

behavior of an exchange student from Spain, Julio.  This student is one who is constantly in your office to 

socialize, seek advice, etc.  He also attends all of your workshops and social events as well as events with your 

community volunteers (who are mostly from local faith groups).  He appears to be a very extraverted and nice, if 

nutty, student.  About two months after the start of the semester, Julio’s roommates come to your office to 

report that he has thrown things through the TV and threatened to get a gun.  They inform you that they are 

moving out.  Julio comes in to your office to ask to advertise for new roommates.  He then starts to come in and 

talk to various staff members about a variety of topics: why he believes one should become a Christian, needing 

another to help him get permanent work permission in the US, telling you that you must help him find additional 

sources of funding as he does not have enough money.  He begins to look more and more disheveled and 

unkempt.  One staff member in another office is so frightened of his behavior that she feels the need to lock her 

office door.  You talk to him about how adjusting to another culture can be difficult and refer him to the campus 



counseling center.  Finally, you receive a report from the Office of Equal Opportunity accusing your international 

office of inappropriate behavior toward the student.  The specific charges include:  a staff member (who is 

agnostic) and a community volunteer (who is Christian) have applied inappropriate pressure on the student to 

attend religious events, that other staff members have discriminated against the student in not assisting him as 

they would other students in locating employment, and the office has acted in a hostile and unwelcoming 

manner toward the student.  Before receiving the report, your office was not contacted by the OEO asking about 

the charges or the student.  

 

6) You get a call from an Egyptian faculty member that one of your Egyptian PhD students, Mohammed, has been 

taken into ICE custody and is in a detention facility.  Mohammed, who is in legal J1 status, is being told by ICE that 

his visa has been “revoked.”  The student had previously been at your school as a Master’s student on Fulbright 

sponsorship.  The student had left the US with a new DS-2019 from your school, obtained a new US visa, and 

returned for the PhD program.   His current visa, DS-2019, and I-94 are all valid.  You attempt to contact ICE, but 

no one will give you any information.  It is the middle of the semester. The department is extremely concerned 

for the student and is also upset as he is supposed to be teaching two classes of Arabic in addition to taking PhD 

classes.  They will have to cancel his assistantship contract if he does not return to class in a few weeks.  The 

student has no money to hire an attorney.  The faculty member lends him some money, but backs out once he 

receives a quote from the attorney’s office.  The student has committed no crime or immigration violation.  The 

entire Muslim community both on and off campus is calling regarding his situation.  

 

7) Yu-Cheng is a Chinese national at your institution on exchange from one of your French partners. Yu-Cheng is 

found disoriented, aggressive, and confused by your campus police.  Yu-Cheng spends two days in the mental 

health wing of a hospital and is then transferred to a mental health center, where she is forced to stay for a few 

days.  Upon returning home to her apartment Yu-Cheng feels unwell and again checks in to a new mental health 

hospital.  Yu-Cheng’s parents, who are in China, want Yu-Cheng to continue her studies in the U.S. or for her to 

return to her institution in France.  Your exchange partner in France insists that Yu-Cheng continue her semester 

at your institution.  Yu-Cheng’s doctor wants her home with her family in China.  Yu-Cheng continually changes 

her mind on what she should do, depending on who she has talked to most recently.  Yu-Cheng repeatedly asks 

for your opinion on what she should do. 

 

8) Two exchange students, Mike and Mark, live with a domestic student Bill.  Bill is found unresponsive and not 

breathing at 8:30am by Mark.  Mark wakes Mike up asking for help and then calls 911.  While waiting for medical 

personnel, Mark is walked through a few medical tasks by the 911 operator, including checking Bill’s airway and 

administering CPR.  Medical personnel arrive and after 15 minutes of CPR, are able to obtain a heartbeat from 

Bill.  The police ask Mike and Mark questions about what happened.  Bill has been hospitalized for 24 hours when 

Mike and Mark come to your office and explain what has happened.   

 

9) A group of 4 international students are travelling to Las Vegas over Thanksgiving Break.  They are driving at night 

in a rented vehicle.  The driver swerves off of the road while trying to avoid a coyote that is crossing the road.  

Three students are banged up but generally okay.  The student in the passenger seat has broken her arm and 

needs a number of stitches.  She is in a hospital outside of Las Vegas when one of the students calls and tells you 

what has happened. 


