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There are a lot of steps involved in making sure 
your travelers are ready for a trip abroad. No one 
can predict when or where an emergency will 
take place; however, knowing how to react is half 
the battle. 

But how can you proactively prepare yourself and 
your crisis team members to respond to a traveler’s 
medical emergency abroad—especially if you 
aren’t familiar with the behind-the-scenes logistics? 

Don’t worry: we’re here to help! With a 
clear understanding of how an air ambulance 
evacuation works, you can help ensure your 
travelers receive the care they need and your 
organization is responding to the situation 
effectively. This is not only critical in helping to 
protect travelers’ health and well-being, but also in 
fulfilling your organization’s duty of care.
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It’s 11:00 p.m. on the East Coast, and you have a 
group of travelers in India who are just starting their 
day. Your phone rings – it’s one of On Call’s Assistance 
Coordinators, who notifies you that one of your travelers 
has been hospitalized with a serious illness and needs to 
be evacuated to a facility that is better equipped to treat 
their condition.

What now?
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When medical recommendations require your traveler to 
be evacuated to a different facility, On Call’s medical 
and transportation teams determine which facilities in 
the surrounding areas are best equipped to treat the 
traveler’s condition. 

We consider numerous factors when making this 
important decision, including the urgency of the illness or 
injury, whether the traveler is stable enough for transport, 
length of the transport, and which hospitals have the 
best resources, capabilities and bandwidth to treat the 
traveler’s diagnosis. In some cases, it may even be safer 
to transport the traveler to their home hospital for further 
treatment and continuing care.
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UNDERSTANDING THE PROCESS

While our medical team locates the 
right facility, our transportation team 
coordinates the evacuation. 
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On Call utilizes a network of preferred air ambulance 
providers that we trust to ensure travelers receive the care they 
need as quickly and safely as possible. 

Once the plan of action has been finalized, a transportation 
coordinator will reach out to you or the designated 
representatives at your organization to discuss the next steps. 

Remember: medical emergencies don’t always happen 
during normal business hours and if a traveler is in critical 
condition, there may not be time for these details to be sorted 
out. Establishing customized protocols in advance of a crisis 
is one of the best ways to help alleviate this challenge while 
ensuring a traveler’s access to quality medical care is not 
unnecessarily delayed.
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Using our providers also allows us to pass 
in-network cost savings on to travelers and 
their organizations.

UNDERSTANDING THE PROCESS
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TRANSPORTATION LOGISTICS
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 h Gender

 h Age/date of birth

 h Height and weight

 h Home hospital location

 h Primary and supplemental health insurance information

 h Primary care physician’s name and address

 h Home address, contact number and email

 h Passport number, country of issue, 
date of issue and expiration date

 h Social security number 

After a plan is in place, On Call needs to obtain key 
information about the traveler before confirming the 
transport. This process may seem overwhelming at first, 
but the documents aren’t meant to overload anybody 
with paperwork. Rather, having these documents 
completed by your traveler’s treating physician provides 
us with the most up-to-date, relevant medical information 
and recommendations so that we can ensure your 
travelers get the proper care during a medical transport.

To help facilitate this process (important to note that 
many evacuations are arranged from start to finish in a 
matter of hours!), we recommend you ask your travelers 
to have this information with them or readily available 
while traveling: 
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TRANSPORTATION LOGISTICS
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Once all of the necessary documentation is in place and 
an admitting facility is secured, On Call’s transportation 
team works closely with the air ambulance provider 
to secure an itinerary. Sometimes there are obstacles 
that may affect the timeline of an evacuation. In some 
locations, the airport may only operate during daylight 
hours for safety reasons, or an airport may have to 
delay flights due to weather conditions. These obstacles 
can cause last-minute changes to the itinerary. 

Our transportation team will keep everyone apprised 
if there are any issues, and the finalized itinerary will 
be sent to the traveler’s designated contacts and the 
receiving hospital. The designated contacts are also 
updated after each critical step of the evacuation. 
This end-to-end communication process cuts out the 
middleman, keeps you in the loop and, above all, 
ensures you’re not missing any vital opportunities to 
advocate on behalf of your travelers.
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About On Call International
When traveling, every problem is unique–a medical crisis, a political threat, even a common incident such as a missed flight. But every solution starts with 
customized care that ensures travelers are safe and protected. That’s why for over 20 years, On Call International has provided fully customized travel risk 
management services protecting millions of travelers, their families, and their organizations. For more information, visit: www.oncallinternational.com.
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PHONE: +1(888) 289-0567 
EMAIL: contact@oncallinternational.com

Want to learn more about how On Call’s medical 
evacuation process works and holistic travel risk 

management? Contact us today.
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