
Effective 
Communications

During Disasters – During 
Business-As-Usual



• Hamad Medical Corporation 

• Dedicated to delivering the safest, most effective 
and compassionate care to all its patients

• HMC manages 12 hospitals:

– 9 specialist hospitals and 

– 3 community hospitals

– National Ambulance Service 

– Home and residential care services

• Major Incident Preparedness & Resilience - 
National Healthcare Incident Command Centre 

Introductions



Qatar FIFA 
World Cup 
2022 
Example



Start 20th November 2022, ending with the Final on the 18th December 2022 (Qatar National Day)

Event Overview

• 32 Teams 

• 64 Games:
• Group Stage: 48 Matches

• Round of 16: 8 Matches

• Quarter Final: 4 Matches

• Semi Final: 2 Matches

• 3rd Place: 1 Match

• Final: 1 Match

• First World Cup held in the 
northern hemisphere winter - 
peak season for respiratory 
disease transmission

• First World Cup held during a 
global pandemic (COVID-19)

• First World Cup held in an area 
the size of a single city



The influx of international visitors

“A mass gathering is a planned or spontaneous event where 
the number of people attending could strain the planning 
and response resources of the community or country hosting 
the event.” 

– World Health Organization 2019





Control Burden Illustration

Peak number Operational 
Call signs under control

379 Event Call Signs
+200 BAU Call Signs
579 Total peak



Health Sector Command & Control



Business / Service Continuity & Resilience Management  

•  Structure–Process–Outcome Theory 
(Donabedian Model)

• A Healthcare Example:



Business / Service Continuity & Resilience Management  

• Risk management vs Crisis management 

• What Outcome Are You Responsible For? 

• What Are The Structures?



Business / Service Continuity & Resilience Management  

• What Are The Processes? 

• Are There Single Points Of Failure 

– What do you rely on?

• Reputation / Confidence Risk

– Reputation-reality gap



Structure – Gold Silver Bronze Command Arrangements 



Process - Silver Command in the Field – Fifa World Cup 2022



Process - Gold Command National Healthcare Incident Command 
Centre (NHICC)



Process - Silver Command Hamad General Hospital



Outcome – Right patient cared for at right facility 



Spectators
43%

Media
2%

Players
1%

Other 
categories

2%

Staff (security, volunteer, 
workforce,FIFA staff, etc)

52%

44 029 

Total medical encounters during 
world cup period

Parallel health system established to serve tournament needs



Parallel  health system utilization during the world cup period

Ambulance Transfers from event sites to HMC 
Emergency departments

359 

ambulance transfer without interfacility transfers

Staff, 
62.70%

Spectators, 27%

Other, 
10.30%



Structure Only – Causality Tracker Failure 



Structure–Process–Outcome Example

• Outcome (Communication uninterrupted)

• Structure (Having redundant communication)

• Process (Switching between channels)



Power of Partnership
▪ The contribution of multiple partners has made this operational model possible
▪ Diversity is only a strength if you make it one



Flow of information during world cup



5 Cardiac Arrests at World Cup 2022
• 2 Workforce & 3 Spectators

• All six had a cardiac arrest during the competition 
• 2 in Stadia

• 1 on the street

• 1 where they were working

• 1 in his fan accommodation

• 3 are alive today







Fadel Senna/AFP/Getty Images

https://www.gulf-times.com
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Tactical Teams
• Strategically placed 

• Only tactically deployed 

• Multiple simultaneous traumatic amputation 
and or mass hemorrhage 



Use Every Opportunity To Learn Together



Scan for full report



Thank you 
for your attention

Brendon Morris
bmorris@hamad.qa 

mailto:bmorris@hamad.qa
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