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Abstract

Voyager was the biggest crisis management exercise ever held in The Netherlands.
About 2000 professionals, ranging from fire-fighters to ministers and from local
teams to the national crisis centre, participated in a complex multi-threat scenario. In
order to learn from this exercise, an evaluation was carried out. The individual actors
as such were not evaluated, but rather the overarching system of national crisis
management. At the system level, three major crisis management functions were
described: information exchange, decision-making, and communication with the
media. Next, an evaluation format was developed. For each function, goals, criteria
and performance indicators were identified. The performance indicators were
specified in consultancy with representatives of all major actors during the Voyager
exercise. This provided relevant information for the evaluators and made the results
of the evaluation study more acceptable to the actors. Based on the evaluation
format, observation schemes were designed to support the observers. Overal, 34
trained observers monitored the performance of 28 teams. The evaluation team
combined all these observations and additional material into one coherent system
evaluation. This paper describes the system approach to the evaluation, the
evaluation format, (briefly) the main results of the Voyager exercise, and
recommendations for further research.

Introduction

Technological developments have resulted in more sophisticated and complex
systems in which humans have to operate. These systems are characterized by a
highly dynamic and sometimes hostile environment, the variation of (often
conflicting) goals, the incompl eteness, uncertainty and ambiguity of information, and
the involvement of teams of officers with members having different roles and
responsibilities (Rouse, Cannon-Bowers, & Salas, 1992). In these situations, many
tasks are conducted by multi-disciplinary teams. Teams are social entities composed
of members with high task interdependency and shared and valued common goals
(Dyer, 1984). They are usualy organized hierarchically and sometimes dispersed
geographically; they must integrate, synthesize, and share information; and they need
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