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Disaster Reservist Contact Sheet 
 
 
 

Reservist Name:  __________________________________________ 
 
   Number:  __________________________________________ 
 
        Supervisor:  __________________________________________ 
 
            Number:  __________________________________________ 
 
 
IA Branch Director:      _________________________ Phone __________________ 
 
DRC Coordinator:         _________________________ Phone __________________ 
 
CR Coordinator:            _________________________ Phone __________________ 
 
Housing Coordinator:    _________________________ Phone __________________ 
 
Unmet Needs:                _________________________ Phone __________________ 
 
 Reservist Manager:       _________________________ Phone __________________ 
 
 
Emergency Contacts 
 
Police Department  ****911: _____________________________________ 
 
Fire Department  ****911: _____________________________________ 
 
Ambulance Service ****911: _____________________________________ 
 
Local Hospital      : _____________________________________ 
 
Other        : _____________________________________ 
 
Other        : _____________________________________ 
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Introduction 
 
This manual was designed to aid Disaster Reservists that have been activated to the field. 
The idea behind the manual is to offer clarification on a number of topics that can affect 
you, as a Reservist. Each manual provides general information for all Reservists, but also 
presents guidelines for specific programs that a Reservist may be assigned to. It would be 
beneficial to review all the sections of the manual so that you have an understanding of 
the programs. The more information you have in the field, the better prepared you are for 
your assigned position.  
 
Along with program and position descriptions, the manual supplies examples and tips on 
ways to be a successful Reservist. While the manual is the first place a Reservist can 
check to clarify information, please remember that you can also contact your supervisor 
for any further clarification. In the event of an emergency, safety concern, accident, or 
unexpected demobilization, notify your supervisor immediately. When in doubt, contact 
your supervisor for explanation.       
 
In addition, included in the manual are general state policies and procedures that every 
Disaster Reservist is expected to comply with.  
 
Disaster Reservist Program 
The Disaster Reservist Program provides trained personnel immediately after an event to 
serve in Recovery functions.  Reservists are state Other Personal Services (OPS) 
employees working on a temporary, intermittent basis.  Reservists are a flexible pool of 
disaster staff that can function in many roles. Their primary roles are serving in Disaster 
Recovery Centers, Community Response Teams, and as Disaster Housing Coordinators 
due to the short term, non-specialized nature of these programs’ tasks. OPS employees 
are hired in accordance with Chapter 60L-13, F.A.C.  

 
Duty Assignments 
Reservists are eligible for a variety of duties in the Joint Field Office (JFO) and disaster-
impacted areas. The Deputy SERT Chief—Recovery, in conjunction with the appropriate 
Program Manager, will select the best qualified applicants to fill the necessary positions 
available for Reservists. The majority of Reservists will work in Individual Assistance 
(IA) programs. Listed below are the responsibilities related to the various IA programs 
that, as a Disaster Reservist, you may work with.  
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Individual Assistance (IA) Roles and Responsibilities 
 
State Coordinating Officer (SCO) and Federal Coordinating Officer (FCO) 
Both FCO and SCO are responsible for and authorized to oversee all federal and state 
assistance programs in a presidential disaster declaration. 
 
Individual Assistance Branch Director (IA Branch Director) 
The IA Branch Director is responsible for and authorized to oversee the Individual 
Assistance Programs including Preliminary Damage Assessments, Unmet Needs, 
Disaster Recovery Center Operations, Community Response and Disaster Housing. The 
Branch Director will establish, monitor, evaluate, and confirm that all operations are in 
accordance with the Incident Command System (ICS).  Program coordinators will submit 
a daily activity report of all field operations for reporting at the SCO briefing. 
 
Preliminary Damage Assessment Coordinator (PDA) 
Immediately following an event, the PDA Coordinator works jointly with the impacted 
county to begin assessment of the damaged area.  Teams consisting of state, Federal 
Emergency Management Agency (FEMA), Small Business Administration (SBA) and 
county representatives conduct the PDA and report all findings directly to the PDA 
Coordinator.  Information gathered in the report is used to determine the impact and 
magnitude of damage to HOMES AND BUSINESSES and human needs in an affected 
community. 
 
Disaster Recovery Center Coordinator (DRC Coordinator) 
The DRC Coordinator is the principle state representative that is directly responsible for 
overseeing all Disaster Recovery Center operations within the disaster area to include 
opening, closing, staffing, phase down and all logistical issues for the DRCs.   
 
Community Response Coordinator (CR) 
Upon a declaration, the Community Response Coordinator will assign teams to each 
declared county to disseminate and collect information.  The teams utilize disaster 
specific information and work to assist disaster affected communities and individuals in 
receiving the assistance to which they are eligible.  This is accomplished by meeting with 
local citizens and leaders of the community to provide and distribute information and 
assistance throughout the affected area. 
 
Disaster Housing Director 
Upon a declaration, the Disaster Housing Program will begin identifying all available 
property throughout the impacted community.  The Disaster Housing Teams work closely 
with the impacted county’s EM Director, Long Term Recovery Offices (LTRO), cities, 
council members, and mayors to identify Housing and Urban Development homes, 
lodging, rental properties, large parcels of land, and other potential housing needs within 
a 50 miles radius to be utilized for the survivors seeking housing assistance. 
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Unmet Needs Coordinator  
Once unmet needs have been identified, the coordinator will begin reaching out to 
numerous agencies and organizations to garner additional assistance to support the 
impacted community.  This program provides assistance to the survivors with technical 
questions on the assistance process along with additional necessary documentation and 
status of their application. Critical needs of survivors are continually monitored 
throughout an event and well after other IA programs have demobilized. 
 
Disaster Reservist Cadre Manager 
The Disaster Reservist Cadre Manager supports Individual Assistance programs by 
coordinating the hiring, logistics, and training of Reservists.  The Reservist cadre is 
comprised of individuals who can function in many roles.  The Cadre Manager works 
with personnel to expedite the hiring of Reservists.  Once the Reservists are hired, the 
Cadre Manager is responsible for organizing all transportation, lodging and the 
assignment of equipment.  The Cadre Manager must also facilitate training for the 
Reservist and assign them to a specific program within Recovery.  Once Reservists are 
assigned to a program, the Cadre Manager is responsible for tracking Reservists’ field 
assignments until demobilization. 
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The Joint Field Office (JFO)  
The JFO is a centralized office for administering, training, directing, and supporting 
teams in the field. 
 

General Information Available from the JFO: 
1. Information on the Joint Field Office (JFO) location 
2. Copy of the declaration identifying the incident period (the official    
      period during which assistance is available) and the area affected 
3. Area of assignment 
4. Disaster Recovery Center locations, staffing, and hours of operation 
5. FEMA Tele-registration number 
6. Helpline information number 
7. Preliminary Damage Assessment (PDA) information 
8. Dates of Federal and State meetings 
9. Roster of Florida Division of Emergency Management staff 
10. Chain of Command 
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Survivors’ Reaction to a Disaster: 
In the aftermath of a disaster, survivors experience a wide range of emotions. As a 
Disaster Reservist, you will be interacting with survivors on a regular basis, so it is 
important to be aware and sensitive to how they may react. It is imperative to remember 
that you are there to listen. Even though you may have the best intentions, you are not 
a trained counselor. If you feel a survivor needs more than an opportunity to vent or 
share their experience, you must assist them in locating a trained professional.  You can 
contact your supervisor for aid in locating a counselor.  
 
Psychologists have identified four phases that persons affected by a disaster typically 
experience. They are included here to help you understand changes in a persons’ 
demeanor that may take place over the course of a disaster and that a Reservist must 
expect and plan for prior to an event: 
 

 Heroic

 

: From pre-impact or impact to about one week after the 
disaster. All emotions are strong and direct at this time. Individuals 
are likely to use their energy to save their own or others’ lives and 
property. 
Honeymoon

 

: From one week to two or three months after the 
disaster. There is a strong sense of having shared a catastrophe and 
survived. People expect great assistance from government 
agencies. Uplifted by the promise of help, they clear debris and 
remove wreckage. 
Disillusionmen

 

t: From two months to one or two years after the 
event. Emotions include a sense of anger and disappointment, 
resentment and bitterness, if there are delays in assistance or 
unfulfilled promises of aid. Individuals concentrate on rebuilding 
their own lives and solving their own problems. The feeling of a 
strong community is lost; and 
Reconstruction

 

: For several years after the disaster. People realize 
they must solve any problems in rebuilding their lives. Visible 
progress reaffirms belief in self and community. If recovery efforts 
are delayed, serious and intense emotional problems may result. 

Stress: 
Loosely defined, stress is the body’s response to the day-to-day demands that are made 
on it. Stress is a normal part of life; it can have positive and negative sources and effects. 
Receiving a promotion, for example, can be as stressful as being laid off. Stress in 
moderate levels can serve as a wonderful motivator. In a disaster situation, workers and 
survivors alike may be strengthened by the vital contribution they can make during the 
recovery effort.  
 
Disasters by their very nature are disruptive. Survivors experience tremendous losses, 
sometimes including injury and death of loved ones. Physically and emotionally, 
survivors—and to a lesser extent disaster workers—are dealing with upheavals in their 
normal routines. Sleeping, living arrangements, and eating habits are likely to be upset. 
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These changes may throw off a person’s physical and mental equilibrium. Results may 
include feelings of anxiety, depression, agitation, apathy and anger. These feelings may 
cause people to behave differently than they would in ordinary circumstances. 
 
Dealing with Stress 
Dealing with a Stressed Survivor 
As a Disaster Reservist, you need to be able to recognize stress-induced behavior in 
disaster survivors and identify key concepts that will help you respond to it in a positive 
manner.   
 
1. Develop the Art of Listening 

 Focus attention on the individual  
 Avoid interruptions 
 Acknowledge what the individual has said 
 Offer encouraging feedback 

 
2. Establish rapport and empathy 

 Respond to the individual with sensitivity and understanding  
 Avoid prejudgment 
 Offer reassurance and encouragement 

 
It is important to recognize signs indicating that someone may be having difficulty 
dealing with the reality of the disaster. Often the best assistance you can offer is a referral 
to crisis counseling or voluntary agencies involved in counseling. Do not hesitate to make 
this referral. 
 
Dealing with Your Own Stress 
Like survivors, Reservists are likely to experience undue stress. The following steps may 
help workers to meet the rigorous demands on their minds, emotions and bodies: 
 
 Eat three balanced meals daily and avoid snacking 
 Get seven to eight hours of sleep each night 
 Exercise 30 minutes at least three times a week 
 Drink alcohol in moderation or not at all 
 Talk with co-workers and family about your concerns; and 
 Take a break from the disaster, physically and/or mentally 
 
The services of the stress management personnel working on a disaster are available to 
workers as well as survivors. 
 



 

Personnel and Finance  

 
Here to support you… 
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Personnel and Finance 
 
Rates of Pay 
Compensation rates will be set at the time of hiring and are based on the individual’s job 
assignment. The rate of pay will not change in the event you are requested to change 
positions. Other Personal Services (OPS) employees are paid for the actual number of 
hours they work.  All hours worked in excess of 40 hours at the end of the workweek will 
be paid at one and one-half times the Reservist’s hourly rate of pay. The workweek 
begins on Friday and ends on Thursday. In order to receive overtime pay, you must 
exceed 40 hours within the workweek. 
 

 
Benefits Applicable to OPS Employees 

 Social Security and Medicare taxes (i.e. Federal Insurance Contributions Act 
(FICA) or payroll taxes)  

 Workers Compensation  
 Unemployment Compensation 
 Deferred Compensation (voluntary) 

 

 
Benefits NOT Applicable to OPS Employees 

 Any form of paid leave 
 Paid holidays 
 Participation in group insurance 
 Participation in the Florida Retirement System  
 Reinstatement rights or retention rights 

 
Direct Deposit  
It is strongly encouraged that Reservists complete and return their Direct Deposit form. 
Direct Deposit expedites the process of receiving your pay checks. It takes almost a 
month for the Direct Deposit to take effect. As a result, your first pay check will not be 
direct deposited into your account.    
 
FLAIR 
As a State of Florida employee, you have access to FLAIR where you have the ability to 
make inquiries into your payroll information, W-4 information and reimbursements (i.e. 
travel).  FLAIR gives you the ability to verify money coming to you is correct and also 
post the date of which you should receive payments. 
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Step-by-Step Instructions for FLAIR 
Go to https://flair.dbf.state.fl.us/.  You will see the home page for FLAIR.  This is where 
you will create your account.  
 

 

 
 
 
 

Step 1:  New to Employees’ 
Information Center 

https://flair.dbf.state.fl.us/�
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Step 2:  Enter your last 5 digits of 
your Social Security Number, 
Last Name and Date of Birth 

Step 3: Select a desired User 
Name and check its availability 
(I.e. JSmith, or JohnS).   
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Once you have completed all required fields you will be taken to the FLAIR Log in page. 

 
If you have forgotten your password: 
 

Step 4: Select 3 Security 
Questions and provide answers. 

Step 5: Create a password  

Step 6: Enter your User 
Name and Password 

If you have forgotten your 
password, click here and 
follow the instructions. 
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Enter your User Name and 
Date of Birth 

Answer your Security 
Question and press reset  
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Create a new password 
and continue 

And continue 
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If you have forgotten your User Name 
 

 
 
Once you have retrieved your User Name you will be able to go to the home page and 
Log In.  The following items will be viewable once you have properly logged in. 
 

 

Click on following 
links to obtain your 
payroll information. 
 

To logout, simply 
click here 
 

Enter your SSN, Last 
Name and Date of Birth 
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FLAIR is a tool easily accessed from the internet.  If you are unable to access your 
account after resetting your password and/or retrieving your User Name, do not hesitate 
to contact your program coordinator. 
 
Reporting Accidents 
All accidents, injuries and significant events shall be verbally communicated to the 
Deputy State Coordinating Officer immediately, via the Chain of Command on a 24-
hour basis. Other similar, but less serious events shall be reported to the same office no 
later than the end of the employee’s shift, via the Chain of Command. 
 
Definitions

• 
: 

Accidents
 

: vehicular or industrial accidents involving injury or damage.    

• Injuries

 

: Any employee injury requiring more than basic office first aid.  
Personnel are reminded to follow the Workers’ Compensation Policy to ensure 
proper medical coverage for an on-duty injury. 

• Significant Events

 

: Any event that may result in the formal discipline of an 
employee, an event that may be an embarrassment to the Division or the State, an 
employee (or their family) in crisis. 

See the Florida Policy Section for Workers Compensation, Equal Employment 
Opportunity, Code of Ethics, Drug-Free Workplace, Sexual Harassment, and 

Violence in the Workforce policies. 
 
Purchasing Card (P-Card) 
A state P-Card is similar to a credit card and is paid for by the state. The P-Card can only 
be used for very specific charges. As the cardholder you are responsible for the proper 
use of the P-Card in accordance with state law and the Department of Community 
Affairs’(DCA) policies and procedures. If you use your card improperly, then you will 
have to reimburse the state. 
 
You have the option to decline or accept the P-Card. However, if you decline the card, 
then you will not be eligible for any travel advances or charging to DCA’s central billing 
accounts. As a result, it is recommended that all Reservists use the P-Card. Before 
receiving your P-Card, any outstanding advances must be resolved. 
 
Once you have your P-Card, you must remember to keep all the original receipts for 
every charge made on the card. Every receipt must be legible in order to audit and 
process the charges. Copies of all receipts must be submitted to the travel unit within 24 
hours of the charge. Each receipt must be signed and dated with the date the charge took 
place. Original receipt will be turned in every two weeks with your travel voucher. Make 
sure that you keep a copy of every receipt for your personal records. 
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 There are only two types of parking that are allowed to be charged to your P-Card 
- mandatory parking at hotels and airport parking. NO VALET PARKING. 

Allowed P-Card Purchases 

 Hotel Room Charges – You may only charge the cost of the room and mandatory 
hotel parking to your P-Card. 
1. When checking into the hotel, ask for tax exemption. The tax exemption 

number is on the front of your P-Card. 
2. Also ask that your room charge and mandatory parking (if any) be put on a 

separate account from any other charges (non-mandatory valet parking, room 
service, phone charges, internet charges, hotel restaurant charges, safe 
charges, movies, etc.). The non-mandatory charges will be charged to your 
personal card or paid with cash. 

3. If you are going to stay in the hotel room for an extended period of time (two 
weeks  or longer) find out when the hotel will charge your card. Some will 
charge weekly, bi-weekly and upon your checkout.  This can affect your 
compliance to procedure. 

4. When checking out, LOOK AT YOUR RECEIPT to verify that the hotel has 
charged you properly. Confirm that the only charges to your P-Card are the 
room and mandatory parking. If the hotel has charged your P-Card 
incorrectly, DO NOT LEAVE until a credit has been issued to your P-Card. 
Obtain the original receipt with the invalid charges and the original credit 
receipt from the hotel. 

 Airfare Charges – It is your responsibility to find the most economical fare 
possible.   
1. If you have previously used our central billing account with Alpha to make 

your airfare arrangements, be sure to tell them to change your ID in their 
system and not charge our billing account.  The charges instead should be 
placed on your P-Card. 

2. If you book your flight over the phone or online, make sure to obtain a print 
out of your confirmation and receipt. 

3. All receipts must have a detailed breakdown of charges and must show which 
vendor you are conducting business with. 

 Avis Car Rentals – If you have previously rented a car on our Avis central billing 
account, be sure to tell them to change your Wizard ID and not charge our central 
billing account.  Instead, all charges should be placed on your P-Card. 
1. Make sure to rent the Class B compact car for $25.75 per day (state rate). If a 

larger car is needed, you must have pre-approval from your supervisor. A 
justification is required in writing when you submit your receipt for 
processing. 

 Gasoline – You may only use the P-Card for gas purchases for your Avis car 
rentals. 
1. If you use a state owned car, you must use the state gas card that is issued to 

that vehicle. 
2. If you use a personal vehicle, you will be reimbursed at the state rate of 44.5 

cents per mile.(Must have supervisor’s approval) 
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3. Try to use well known companies such as BP, Chevron or Shell because they 
are in our accounting system. 

4. The receipt for gas purchases must show price per gallon, total gallons, and 
total amount of gas purchased. If the electricity is out and you have purchased 
gas on the P-Card, you must write out your receipt. The hand written copy 
must show all of the details that the normal receipt would show.  

 
Do not tape over or highlight the receipt because this will make the ink disappear. It 
is your responsibility to ensure that all receipts are legible for auditing. 
 

 NO MEALS 
Prohibited P-Card Purchases 

 NO ROOM SERVICE 
 NO MOVIES 
 NO LAUNDRY 
 NO GIFTS 
 NO INTERNET OR TELEPHONE CHARGES.  If these are legitimate business 

expenses then you will be reimbursed for them when you turn in your completed 
travel voucher. 

 NO TOLLS 
 NO MAPS 
 NO SUPPLIES 
 ABOSOLUTELY NO PERSONAL ITEMS OR USAGE 

 

If an erroneous charge appears on your card and it is not a valid charge, you must contact 
the vendor immediately to have them issue a credit to your P-Card. If the vendor refuses 
to issue a credit, then you must contact your P-Card administrator to dispute the charge. 
As an agency, we have a total of sixty (60) calendar days to dispute a charge with the 
bank. It is vital for you to be aware of the charges on your P-Card and dispute them as 
soon as possible, if necessary. If the charge in question is invalid and you failed to get a 
credit from the vendor and failed to dispute it timely, you will have to reimburse the state 
for the amount in question. It does not matter how much the charge is or the 
circumstances of the situation. 

Mistaken Charges on the P-card 

 

One Mistake Rule – If you allow your card to be charged with improper charges, you will 
have to reimburse the state. When the charge is audited by Finance & Accounting, your 
profile will be placed in our file for monitoring. If you make another mistake your card 
will be taken away. This means, from then on, all of your legitimate travel expenses will 
be paid out of your pocket and you will be reimbursed once your travel is submitted to 
and audited by Finance & Accounting. You will not get your P-Card back and you are 
not eligible for advances or central billing. It is imperative for you to use your card 
responsibly because you will be held accountable for all charges. It is a great tool if used 
properly. 

Penalties for not following Proper Procedure 

See the Florida Policy Section for P-Card Manual. 



 

   Time and Travel 
 

Making the hours count... 
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Travel and Timesheets 
 
Travel Status 
To be on travel status, an employee must meet two conditions: 1) the employee’s work 
headquarters must be 50 miles or greater away from their home and 2) the employee 
requires lodging away from home.  If you are on travel status, you have the option to stay 
at a hotel or base camp provided by the state or with family/friends. If you elect to stay 
with family/friends, you will be given an $80 per diem and may not claim any lodging 
expenses. If you utilize the hotel or base camp, then you will not receive per diem but 
will be paid meals. Meal entitlement is as follows: 

 
Breakfast –  $6.00 
Lunch –     $11.00 

Total         $36.00 
Dinner -     $19.00 

 
Hotel Stay 
If you are working within 50 miles of your home, a hotel is not provided by the state and 
you are not considered on travel status. If you are working more then 50 miles from 
where you live, you may choose to stay in a hotel if one is available. Hotels are covered 
by the state and are paid for on your P-Card. Though hotel accommodations may be 
booked for you by the state, there will be times when you are responsible for booking 
your own hotel. While the state does not require you to stay in a particular hotel, it 
required to be in a central location to where you are working and be under $100.00. 
Remember that you must “voucher out” every two weeks. This means you need to check 
out of your hotel and either check back into the same hotel or change hotels. Either way, 
there must be a separate hotel receipt for every two weeks stay in a hotel. Make sure you 
check each receipt before leaving the hotel to be certain that the bill is zeroed out. 
 
Car Rental 
The State of Florida has a contract with Avis for all car rentals. When renting a car, 
notify Avis that the car needs to be rented under the state contract.  Under the this 
contract you, will be given a compact car. You may not request a larger car unless you 
have prior permission from your supervisor. If Avis does not have a compact car 
available then you may be given a different-sized vehicle. If that is the case, the vehicle 
must still be charged as a compact car per the contract deal. This fact must be verified 
before you accept the larger vehicle. Be sure to check all rental receipts for your returned 
car before you leave Avis. Remember to “voucher out” all car rentals every two weeks. 
This means that your rental must be turned in and re-rented every two weeks.  
 

See the Florida Policy Section for Mandatory Seatbelts and Safe Operation of 
Vehicles policy. 
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Leaving your assigned county 
You must have permission in advance from your supervisor to leave your assigned 
county. This is an important safety concern. Once you have permission to leave the 
county, you are required to call your supervisor both before you leave and once you have 
arrived to your destination. This guarantees that your supervisor knows you have arrived 
safely and there are no concerns. From the time it takes you to leave your location and 
arrive at your destination, you are considered “in travel” or are on a “travel day.” This 
means that you are leaving the county and will be on the road for a set period of time. 
The practice of checking in with your supervisor when in travel applies in the event of an 
emergency where you must leave your role as a Reservist or in the event of a permitted 
leave from your duties. It is imperative that your supervisor knows where you are in the 
state whenever you are activated as a Disaster Reservist.    
 
Leave from Duty 
Initially, all Reservists will be working nontraditional hours 7 days a week. The length of 
an event can vary, so leave from duty is a possibility. You must have permission from 
your supervisor in advance to take any leave time from work. If you are not working for 
more then 24 hours, you must return your rental car and check out of your hotel. All 
requests for leave will be handled on a case by case basis and will only be authorized in 
two week increments.   
 
Vouchers 
A voucher documents the money spent while activated in the field. The voucher indicates 
how the money has been spent and what portion the state needs to reimburse you. A 
traveler must submit a voucher at least every 14 days.  
 

• Receipts – attach copies of ALL receipts to your voucher before submitting. Make 
sure to only submit receipts for dates on the current voucher.   

Items Needed for a Complete Voucher 

o Keep all receipts in one secure place (you do not need to maintain food 
receipts because you are paid meals). 

o Look at your receipt before leaving that location. 

 Exemption number – 85-8012631621C-3 

There should be NO 
tax added to any Avis or hotel bill if paid with your P-Card. 

o Make sure all receipts are legible. 
1. Gas

2. 

 receipts include gallons pumped, price per gallon, date of purchase, method of 
payment, vendor name and total amount tendered. 
Hotel

3. 

 receipts are at a zero balance (zeroed out) and includes hotel name, dates of 
stay, method of payment and amount. 
Laundry

                  **If handwritten, vendor name must be present (preferably logo or stamp) and signed   

 receipts include amount, weight of laundry in pounds, vendor name, and 
date. 

                      by a vender representative for receipt to be valid and reimbursed.                                           
4. Toll
5. 

 receipts include date and amount. 
Car Rental receipts are at a zero balance (zeroed out) and include method of 
payment, dates opened and returned and amount. 
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o When on continuous travel, make sure you zero out your rental car bill the 
day before you zero out your hotel bill. This is to ensure that the dates on 
the voucher match the receipts.  

o Make copies of all receipts for your records. 
o Remember to get a receipt even if payment was made by someone else. 

• Advance Letter – if you have an advance, then you need to attach a copy of the 
letter explaining the advance to every voucher. 

 
Step by Step How to Fill Out a Voucher – What Goes in Each Section  
The first rule to remember before filling out your voucher is to never use any acronyms 
on the voucher. Always spell out every program title. Also note that some columns in 
the voucher will automatically calculate the numbers for you once every section of the 
voucher has been completed. When you are done filling out your voucher, go back and 
make sure that the calculations are correct and have been entered. 
 
The Top Information Section: 

 

 In this section, information in light blue does not need to 
be completed on the voucher unless you have an advance.  

• Request Date – If you have filled out your own Request for Travel Authorization 
(RTA), then input the date you requested travel. If you did not fill out your RTA, 
then input the last date you have on the voucher. 

• Name - Enter your full name. 
• ID Number - On the first voucher put your full Social Security number. If you 

are on continuous travel, after that first voucher, you can just input the last 4 
digits of your social security number 

• Agency – Fill in “Division of Emergency Management” 
• Bureau/Area – Input “Recovery” 
• Unit – Enter in “Disaster Reservist Program” 
• Departure Date – Fill in the first date of this voucher 
• Departure Time – Enter in the time you left your house or the hotel on the first 

day of the voucher. 
• Return Date – Input the last date of the voucher 
• Return Time – Enter the time you arrived home or back to your hotel on the last 

day of your voucher. 
• # of Days – Enter the number of days covered on this voucher for reimbursement 
• # of Nights – Enter the number of nights covered on this voucher for 

reimbursement 
• Official Headquarters – If you are working in Community Response (CR), then 

enter the city that you are having your daily meeting with your team leader. If you 
are working in a Disaster Recovery Center (DRC), enter the city where the DRC 
is located. 

• Type of Traveler – Input “OPS Employee” 
• Type of Travel – Fill in “Recovery” 
• Residence (City) – Enter the city where you permanently live at home 
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* If you have an advance, you must enter the following: 

• Revolving Fund – Enter the word “Advance” 
• Check No – Put in the check number 
• Check Date – Input the check date 
• Amount – Enter the dollar amount of the check 

 
Travel Daily Summary: 
 

  

• Date – Enter each date you are requesting reimbursement for on this voucher  
• Hour of Departure or Hour of Return – Input the time you left your home or 

hotel on the first day of the voucher. Then enter the time you arrived back to your 
home or hotel on the last day listed on the voucher.  

• From (Point of Origin) – Enter the city you start from each day 
• To (Destination) – If it is a travel day, then enter the name of the city that you 

ended your day in. If you are working in the same area and you are returning to 
the same city that day, then enter the word “Vicinity.” 

• Class A&B Meals – You will calculate your time, using the Meal Clock, to 
determine what meals you are eligible to be reimbursed for and enter the amount. 
Whenever you are “vouchering out” to go home for demobilization or approved 
leave, you do not receive payment for meals the  last travel day home. On that 
travel day, you will receive per diem. For that day only, you leave this section 
blank and enter the per diem amount in the Per Diem column. If you are staying 
with friends/family, you only receive compensation for meals and this column 
will be left blank. 

• Lodging – If you are paying for your hotel with your P-Card, enter the word “P-
Card” on the first and last day entered on the voucher. If you are paying for a 
hotel out of your own pocket, enter the amount of the hotel for each individual 
day. If you are staying with friends/family, enter the word “COMP”, and explain 
that you are staying with friends/family in the justification section. 

• Per Diem – You only receive per diem if you are staying in a hotel on the day 
that you are traveling back to your home for demobilization or an approved leave. 
When this occurs, you calculate your time using the Meal Clock and enter it on 
the last day. If you are staying with friends/family, you will enter in your 
calculated per diem for everyday.   

• Mode – If you have a rental car, you will enter Avis on the first and last day. If 
you are using a state vehicle or your personal car, then you will enter that 
information in this section. 

• Mode Total – If you paid for the rental car with your P-Card, enter the word “P-
Card” on the first and last day entered. If your rental was paid on the E-card then 
input “Central Billing”. If you paid for your rental car out of your own pocket, 
enter the amount of the car for each individual day.  

• Map Vicinity Amount – The miles entered in the previous two columns, Map 
Mileage and Vicinity Mileage, will be multiplied by .445 and entered. 

• Other Expenses (Summary of Itemized Expenses) - In this section, you will 
total the amount you spent out of your pocket per day and enter that amount.For 
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example, you may add up the laundry, tolls, parking, telephone, faxes, copies, 
internet, etc for that day and input the total. For everything calculated, you must 
show a receipt at the end of the voucher.  

• Summary Totals – Make sure the voucher automatically totals the sum of all the 
columns in this section.  

• Less Advance Received – If you have an advance, input the amount of the 
advance. If you do not have an advance, leave this space blank. 

•  Less Non-Reimbursable – When the voucher is complete, make sure the 
voucher automatically calculates all non-reimbursable items charged on the P-
Card.   

•  Net Amount to Traveler and Net Amount to State will be calculated 
automatically. The formula for this is the summary total minus the non-
reimbursable items. If you have an advance, the formula is the advance received 
minus the summary total plus the non-reimbursable items. 

• Purpose of Travel & Benefit to the State – Input “Mission Critical”, the name 
of the program you are working in, and the event name and disaster number. 
When writing the disaster number do not use “DR” and then the number. DR is 
considered an acronym. Simply put the name and number of the disaster.  If you 
are in the field longer then 14 days and thus doing more then one voucher, you 
must put that you are on continuous travel in this section (see the voucher 
example). 

• Justification – This section is for you to explain anything out of the ordinary that 
may not be understood by looking at the voucher (see voucher example).   
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Total the 
amount you 
personally 
spent for 
business that 
day and enter 
it in this 
column. 

When you have a travel day back to your home you 
do not receive pay for meals. Instead you receive per 
diem based on the time you leave and arrive home for 
that day. See the Meal Clock to calculate.  

If you do not have a rental car because you are riding 
with another Reservist, put “COMP.” Explain why you 
do not have a rental and who you are riding with in the 
justification section. Example – “Vehicle provided by 
co-worker John Smith.”  

If you filled out an 
RTA to request 
travel, enter the 
RTA date. 
Otherwise, enter the 
current date. 

The very first travel day meals are 
based off the time you leave your 
home to the time you arrive to your 
assigned destination. See the Meal 
Clock to calculate the amount. 

You must 
note any 
change in 
location. 

The only vicinity miles 
entered will be for the 
drive to and from your 
home AVIS to pick up 
and return your rental. 
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In this section, you will explain what mission 
critical job you are working in and the event 
name and number. If you are activated for 
more then 14 days and thus will be doing more 
then one voucher, you must explain that you 
are on continuous travel. Example – “Mission 
critical work as a Disaster Recovery Center 
team member on continuous travel for 
Hurricane Jamie 2121.” 

This section provides you with the opportunity to explain 
anything that may be out of the ordinary. For example – 
the reason a hotel costs more then $100, why you did not 
need a rental car or if Avis gave you something different 
than a compact car etc. 
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Travel Performed by Common Carrier or State Vehicle: 
 Input any items (hotel, car rentals, or airlines tickets) paid by the state directly. This 
means not paid using your P-card or out of your pocket. If the bill was paid on the state 
E-card or through central billing, enter the information in this section. 
 
State of Florida Purchasing Card Charges: 
Input all charges made on your P-Card. You must list individual charges on separate 
lines, even if the charges were made on the same day.  

 
 

 
 
 
 
 
 

 
 

 
 
 
 
 
 

 
 

Leave this section blank 
unless you have charges made 
on the E-card or done through 
central billing. 
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State of Florida Purchasing Card Charges for Non-Reimbursable Charges: 
In this section, you should list any charges that were accidentally made on your P-Card 
and are not allocated for P-Card use. These charges will be put in the top section, “Net 
Amount Due to the State.” Make sure that the voucher calculates and inputs the amount. 
If not, enter the amount. You are responsible for refunding the state the total amount. 
 
Itemized Receipts: 
In this section, you need to list out all approved reimbursable purchase made out of your 
own pocket. Make sure to list out all purchases separately even if they were made on the 
same day. See the voucher example. 
 

 
 
 
 
 
 

 
 
 
 

Leave this section 
blank.  
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Time Sheets 
All Reservists will be set up with a People First account. People First is an online system 
where you will provide your time worked for each week. Every work week begins on 
Friday and ends on the following Thursday. It is your responsibility to enter all your 
hours worked by the end of the pay period. The pay period starts on the 15th of each 
month and ends on the 14th

 

 of the following month. Once you submit your hours through 
People First, they will be approved by the Individual Assistances Branch Director. To 
enter your hours, you will be provided a People First account User ID and password. As a 
Reservist, you are required to verbally provide your time worked to your supervisor on a 
daily basis. This is for tracking purposes. The time provided to your supervisor will be 
the only time approved in People First.   

Step by Step Instructions for People First 
Go to https://peoplefirst.myflorida.com/logon.htm. You will see the main log in page for 
People First. This is where you will sign in. See the official People First User Guide 
below for instructions to use People First.  
 

https://peoplefirst.myflorida.com/logon.htm�






















 

Equipment and Demob 
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Equipment and Demobilization 
 
SERT Apparel Policies  
All SERT shirts, jackets, hats, and badges are only to be worn while working during 
activation. Whenever a Reservist is off duty, civilian clothes should be worn. The SERT 
logo is a symbol of the state and as a Reservist, you are responsible for maintaining 
appropriate behavior when representing the state.  
 

See the Florida Policy Section for Grooming and Attire policy. 
 
Creating a Gmail Account 
Throughout your role as a Disaster Reservist, you may be issued a State of Florida email 
account with “Microsoft Outlook”.  “Outlook” is the primary resource for electronic 
communication within Recovery programs. 
  
Once a state employee is issued a “Microsoft Outlook” account or a state computer, you 
are required to obtain a Gmail account.  This account will serve as a secondary email in 
the event “Outlook” servers fail and/or electronic communication has become hindered.  
 
Step By Step Instruction for establishing a Gmail Account   
Go to https://www.google.com/accounts/ManageAccount.  You will see the main log in 
page for Gmail.  This is where you will create your account: 
 

 

http://www.google.com/accounts�
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Please complete all required fields: 

 
 
 
 
 

 
Desired login will be FIRST.LAST.EM  
(I.e. john.smith.em) 
 

Please select a secondary email account 
where your verification can be easily 
accessed.  This may be your personal 
email account. 
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Once you have accepted terms and conditions click here: 
 

 
 

Once you have successfully created your Gmail account, a verification email will be sent 
to your secondary email account.  This may be your personal email.  To log out simply 
click here. 
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To sign in again, simply visit: https://www.google.com/accounts/ManageAccount.  Enter 
your username and password and click sign in: 

 

 
 

Gmail mail is a completely free tool.  Once you have created this account you will be 
able to maintain and utilize it during current and future deployments.     
 
Lost or Broken Equipment 
In regards to lost or broken equipment, an employee write-up must occur before any 
replacement will be issued. An employee write up is a detailed explanation of the 
accident or loss for review. A final determination will be made by senior management as 
to whether the event was accidental or occurred because of neglect (e.g. leaving a laptop 
in a car, then having it stolen). Reservists are held accountable for all property assigned 
to them. They are responsible to protect assets from damage or loss. 
 

Your username will be 
FIRST.LAST.EM  
(I.e. john.smith.em) 

In the event you are not able to remember 
your password or unable to access your 
account click here and follow provided 
instruction. 

https://www.google.com/accounts/ManageAccount�
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Equipment at Demobilization 
All equipment (including clothing, badge, and manual) will be returned to the state when 
a Reservist is demobilized. You are responsible for all of the equipment given to you 
when activated. All the equipment must be accounted for at demobilization. 

 
See the Florida Policy Section for Computer Software and Internet policy and 

Telephone and Communication policy. 
 
Demobilization 
You will be notified by your supervisor the time and place that you will be demobilized. 
During demobilization, all state-issued equipment must be turned back in.  Make sure 
that all of your time sheets and vouchers have been completed and turned in. If not, 
demobilization is the time to correct any errors and/or make changes that need to be 
addressed. You will be asked to fill out a demobilization packet that provides you a 
chance to give feedback regarding our Disaster Reservist program. Before leaving, make 
sure that everything is turned in correctly and that all questions or concerns have been 
addressed with appropriate persons. 
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I. Introduction 
 

The Disaster Recovery Center (DRC) program is typically the largest and most 
geographically dispersed program throughout the process of a Presidential Declaration 
for Individual Assistance (IA).  IA falls under the auspices of the Bureau of Recovery, 
Florida Division of Emergency Management.    

 

The DRC is an active – LIVE – environment.  It is a temporary facility located in or near 
the impacted area, where disaster survivors can go to obtain disaster related information 
and apply for Federal, State and Local disaster assistance programs.  A DRC provides an 
environment where survivors can meet face-to-face with program experts to answer 
questions, file an appeal, get an update on a previously filed appeal or claim, or survivors 
can update personal information as often as necessary. 

 

II. Mission/Scope 
 

The mission of this Standard Operating Guide is to provide clear and concise guidance, 
define procedures, and assign responsibilities for those circumstances when a DRC may 
be needed, and the roles and responsibilities of all parties involved.  This would come in 
the form of identifying resources and personnel available to support survivor’s recovery 
within the impacted area. This Standard Operating Guide is applicable to Individual 
Assistance, Disaster Recovery Center personnel of the Bureau of Recovery as well as 
other personnel who have roles that will support Disaster Recovery Centers. The primary 
scope of this Standard Operating Guide is to provide direction, guidance and authority to 
the Disaster Recovery Center Coordinator and/or their designee to perform the 
function(s) required of their position in “grey sky” conditions. 

 

III.  Assumptions 
 

A. Counties and municipalities have constrained resources and the emergency 
may exceed their response capabilities. Resource requirements under these 
conditions may be required for an extended period of time. Mutual aid may be 
required to support operations. 

 

B. Impacts or restrictions on transportation assets may delay the response time of 
some resources. 
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C. The County will be responsible to procure a firm commitment for the use of a 
“fixed” location(s) for a minimum of 30 days.  The location(s) selected must 
be immediately available following the event. 

 

D. All locations identified will be donated or county owed facilities.  A 
Memorandum of Understanding (MOU) between Federal Emergency 
Management Agency (FEMA), State Emergency Response Team (SERT), and 
the County, will be executed for each DRC opened. 

 

IV. DRC Roles and Responsibilities 
 
State 
 

The Division of Emergency Management’s Bureau of Recovery will be responsible for 
establishing, managing and demobilizing all DRC operations. The Deputy SERT 
Chief/State Coordinating Officer (SCO) will coordinate with other state agencies to 
determine survivor needs.  A State DRC Manager will be assigned to manage and operate 
the DRC. 

 

The Department of Children and Families will provide personnel to distribute disaster 
related information or assistance.  This may include food stamp replacement, disaster 
food stamps, temporary cash, and/or general information on Medicaid. They may also 
provide Crisis Counseling, immediate and regular services to meet mental health needs of 
those affected by a major disaster. 

 

The Department of Economic Opportunity will provide personnel to address disaster 
unemployment assistance that may be available for survivors out of work as a direct 
result of the disaster. 

 

The Department of Elder Affairs may provide case managers to connect elderly to 
appropriate assistance.   

 

The Department of Veterans Affairs may provide case managers to provide information 
on benefits, pensions, insurance settlements and VA mortgages. 
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The Division of Emergency Management, Bureau of Mitigation may provide either 
personnel or information on the National Flood Insurance Program to facilitate mitigation 
against future losses.   

 

The Division’s Bureau of Recovery will conduct a State Housing Survey to identify 
present housing needs in the affected area. 

 

The Department of Highway Safety and Motor Vehicles may establish mobile facilities 
to provide replacement drivers licenses, identification cards, motor vehicle tag services, 
voter registration, organ donation designation and emergency contact registration. 

 

The Department of Agriculture may provide information about loan programs to assist 
eligible farmers, ranchers, and aquaculture operators in returning their operation to a 
financially sound basis in the aftermath of a disaster. 

 

The Department of Financial Services may provide information about federal and state 
assistance programs, including insurance awareness. 

 
Federal 
 

FEMA DRC manager will work jointly with the State DRC Manager in daily operations 
and provide support for the security and safety needs of the DRC.   

 

FEMA-IA, Safety, Security, and Logistics will work jointly with the State DRC 
Coordinator or their designee in confirming and inspecting pre-identified locations and 
executing Memorandum of Understanding (MOU), Use Agreement (UA), or other 
appropriate documents with the facility owner or their designee.       

 

FEMA will provide Applicant Services personnel to assist with the registration process 
and address any questions or concerns, in a one-on-one environment, which survivors 
may have. 

 

Small Business Administration (SBA) Specialist will provide information and assistance 
with processing low-interest loans for home, personal property and businesses.  These 
loans are available for individuals or businesses and may be used for restoring or 
replacing uninsured or under-insured disaster-damaged real and personal property.   
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FEMA Mitigation Directorate will provide information on the National Flood Insurance 
Program (NFIP) and meet with survivors to discuss how to facilitate mitigation against 
future losses. 

 

Internal Revenue Service may assist with expedited federal or state tax deduction for 
casualty losses to homes, personal property or household goods. 

 

Young Lawyers Association may provide free legal services for low-income disaster 
survivors. 

 

Social Security Administration may assist in expediting delivery of checks delayed by 
the disaster and applying for Social Security disability and survivor benefits. 

 

Local Agencies 
 

The County Department of Health may provide health safety information and water test 
kits. 

 

Local Utilities may provide information related to restoration of services. 

 

Local building and permit office may provide information related to building and 
remodeling projects, as well as when a permit might be necessary. 

 

Local Community Emergency Response Teams may provide support in education for 
survivors on disaster preparedness within the impacted community and staff support for 
the DRC.  

 

Volunteer Agencies 
 

Long Term Recovery may assist with unmet need identification and will continue to 
address the needs of the survivors after FEMA and the State has left the area.   
 

Faith Based Organizations may provide vouchers for clothing, referrals and household 
items. 
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The American Red Cross may provide feeding and hydration, flood cleanup materials 
and gathering information on specific needs of the impacted community. 

The Salvation Army may provide food, water, sheltering, clothing, and assistance in 
replacement of household necessities. 

Note: State and Volunteer agencies assigned to a Disaster 
Recovery Center will be dependent on the type of disaster 

and extent of damages. 

V.  DRC Concept of Operations 

Once the state has received a Presidential Declaration and Individual Assistance funding 
becomes available, the coordination for the establishment of one or more DRCs begins.  
The Joint - Preliminary Damage Assessments (J-PDA) and the needs of the impacted area 
will determine if a DRC is necessary, and if so, what type of DRC is needed.  The County 
will make a formal request through EM Constellation for the establishment of a DRC and 
confirm a pre-identified site is ready and available, or provide potential sites to be 
utilized as DRC locations. These sites should be located in or as near the impacted area as 
possible. 

The DRC Coordinator and FEMA Inspection Team will jointly work with the impacted 
county emergency management staff to determine the exact locations, logistical support, 
quantity, and staffing of the DRC based upon analysis of several criteria including, but 
not limited to:  

A. Joint Preliminary Damage Assessments (J-PDAs), 

B. American Red Cross (ARC) Street Sheets, 

C. Local Fire and Police Population Density Reports, 

D. Specific recommendation or request by local and/or State Officials, and approval 
by the State and Federal Coordinating Officers (SCO/FCO). 
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As the recovery process evolves, the need for additional DRCs may arise. The 
deployment of additional DRCs requires ongoing collaboration between the State DRC 
Coordinator, the FEMA DRC Group Supervisor and each of the affected County 
Emergency Management Directors (EMDs). They are responsible for identifying and 
inspecting DRC location(s), logistical support, and the needs of the survivors in the 
impacted area. 

Throughout the operation, each DRC will open, be right-sized and demobilize under the 
direction of the State Coordinating Officer (SCO).  The State DRC Coordinator and 
FEMA DRC Group Supervisor will work together to identify and evaluate emerging 
needs. As needs arise, information will be forwarded to the SCO for final approval. 

VI. Phases of Operations

Disaster Recovery Centers (DRCs) open, operate, and close in three (3) general phases. 

Pre-Declaration Phase 

The Pre-Declaration Phase encompasses all effort prior-to and in-anticipation-of a 
Presidential Declaration.  The Recovery Coordination Center performs the following 
actions during this phase: 

A. Identify Logistics/Information Technologies (LOG/IT) resources and the 
availability of Fixed, Mobile, and Soft-Side DRCs sites based on the impact 
suffered by the community. 

B. Coordinate with designated state agencies to identify trained State DRC 
Managers. 

C. Coordinate with Disaster Reservist Cadre Manager to identify available Disaster 
Reservists that are qualified with DRC experience – and have these reservists 
placed on stand-by. 

D. Coordinate with ESF 6 to provide Program Staff to support DRC operation. 
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E. Coordinate with ESF-15 to identify the availability of Long Term Recovery 
Committees, Volunteer and Faith Base Organizations to support DRC operations. 

F. Coordinate with the county to identify any pre-identified equipment they can 
supply to support DRC Operations. 

G. Coordinate with the Logistics Branch Chief to provide pre-identified equipment to 
the DRC not provided by the county. 

H. Verify DRC “GoKits” (supply and sign kit) are available and ready to be 
deployed, with Logistics Branch Chief. 

I. Ensure the County EM Director or designee has properly requested the 
establishment of a DRC and entered a mission request in EM Constellation. 

J. Confirm with the County EM Director(s) or their designee and the State Regional 
Coordinator that the pre-identified DRC site location(s) is/are still suitable for use 
as a DRC.  

K. In a catastrophic event, the Florida National Guard (FLNG) may be tasked to 
conduct a physical reconnaissance “RECON” of the pre-identified  locations for 
suitability. 

L. Contact ESF-1 (FDOT) to ensure the number and placement of Variable Message 
Boards (VMBs) are available and ready for mobilization to support the DRC 
activities, as well as the correct programming has been installed for the message 
board. 

Declaration Phase 

During the Declaration phase, the State DRC Coordinator and the FEMA DRC Group 
Supervisor work jointly to deploy and operate DRCs until the county(s) needs have been 
met. During this phase, the following actions will occur: 

A. Establish Chain-of-Command in accord with Division of Emergency Management 
and Incident Command System principles and practices. 
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B. Deploy State DRC Managers to assigned locations. 

C. Deploy Program Staff. 

D. Relieve State Managers with Disaster Reservist DRC Managers. 

E. Open and operate multiple DRC as needed. 

Demobilization (DEMOB) Phase 

Many factors need to be considered when determining appropriate closure dates for 
DRCs.  During this phase, the State DRC Coordinator and the FEMA DRC Group 
Supervisor will make a recommendation to the IA Branch Director for closure of a DRC; 
these recommendations will be based on the amount of services being provided to the 
community. The county, state and federal partners must all be in agreement on the 
closure date and time. If possible, a minimum of one week notice should be provided to 
the community announcing the DRC closing. 

The following information is considered when determining appropriate closure dates: 

A. Severity of the damage in the immediate area. 

B. The number of DRCs within the county. 

C. Registrations from the impacted area (this can be done by County/city/town/zip 
code). 

D. DRC Manager’s Daily and Weekly reports.  

E. Communication with the county EM Director and local elected officials to gain 
local perspective on the continuing estimated needs. 

VII. Reporting Requirements
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The State DRC Coordinator will be responsible for filing a report with the SERT Chief 
by close of business each day on the following: 

A. Number of survivors served by each DRC, every day. 

B. Which agencies are present in each of the DRCs. 

C. Number of survivors seen by individual state and volunteer agencies each day in 
each DRC. 

D. Type of services or information provided at each of the DRCs. 

E. Changes in contact information (telephone numbers, locations, etc.) at the facility, 
including emergency contact information for responders. 

F. Unmet or emergency needs identified that have been previously un-identified. 

G. Any unusual situation or circumstance at any of the DRCs. 

VIII. Execution of DRC Memorandum of Understanding

At the request of the impacted county or Deputy SERT Chief, a mission assignment will 
be generated and assigned by the Operations Section to Recovery Branch - IA Section for 
the establishment of a DRC.   

Upon receiving a Presidential Disaster Declaration, the state will begin coordination with 
FEMA on the establishment and operations of a DRC.  Local governments and/or local 
organizations shall provide, through donated-use, a facility to support DRC operations. 
Proposed sites should be located at well-known, easily recognized facilities (i.e. Military 
Guard Armories, Libraries, Fire Stations, Community Centers, School Gymnasiums, 
Fraternal or Social Facilities, etc.)  FEMA Inspection Team will visit each pre-identified 
location to ensure site requirements are met. DRC locations are determined by the State 
DRC Coordinator through analysis of available information including, but not limited to: 

A. County Emergency Managers’ pre-identified location. 
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B. Joint-Preliminary Damage Assessment (J-PDA) data. 

C. Federal and State Coordinating Officers’ specific criteria.  

D. Availability of facility for a minimum of thirty (30) consecutive days, seven (7) 
days a week. 

To ensure that a clear understanding for the use of DRC facilities exists between 
FEMA/State and each property owners, every location will require a Memorandum of 
Understanding (MOU) to be signed by the property owner or their designee, FEMA 
Representatives and State DRC Coordinator or their designee.  FEMA and the State will 
jointly inspect and approve each location prior to signing the MOU.   

The State DRC Coordinator shall retain a copy of the MOU that will be kept for public 
records preservation. When possible photos and notations should be taken of all damages 
identified prior to occupying the facility and executing the MOU. 

IX. Closure of DRC

In accordance with the “DRC Memorandum of Understanding,” when the County, State, 
and FEMA determine that a DRC is no longer required, the State DRC Coordinator and 
FEMA Group Supervisor shall provide notice to the County EM Director or designee 
thru the State Coordinating Officer (SCO) as well as the facility owner to inform them of 
the closure date.  Notice shall be in the form of a “DRC Final Inspection” letter.  Once 
the letter is executed by the Owner, the State and FEMA, the DRC Coordinators or their 
designee(s) shall retain a copy of the MOU that will be filed and kept for public records 
preservation.   

X.  Training 

The Florida Division of Emergency management is responsible for training state agency 
employees to serve as state representatives in Disaster Recovery Centers. A three (3) fold 
training process has been developed for state team members, and disaster reservists alike. 
This training process includes DRC Managers Initial Training, Disaster Specific 
Refresher Training/ Pre-Deployment Refresher, and the DRC Manager’s Pocket guide. 
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Disaster Recovery Center Manager’s Initial Training: The State Individual Assistance 
Disaster Recovery Center Initial Training is a state developed course for both full time 
state employees and disaster reservists, who are brought on in times of disasters after a 
federal declaration is signed by the President of the United States. This course 
specifically describes the duties of the DRC Manager, as well as the reporting 
requirements. While this course does not provide FEMA or college credits, it is useful for 
anyone interested in becoming a disaster responder and a required course for DRC 
Managers’. 

Disaster Specific Refresher Training/Pre-Deployment Refresher: The State 
Individual Assistance Disaster Recovery Center Manager’s Disaster Specific Refresher 
Training/Pre-deployment Refresher is updated and conducted prior to deployment of 
DRC Managers’ to the field. The Disaster Specific Refresher serves as a review of the 
program, as well as updates on new procedures and how they are implemented. 

Disaster Recovery Center Manager’s Pocket Guide 
The Disaster Recovery Center Manager’s Pocket Guide has been designed and 
periodically updated to serve as an “At a glance” guide for DRC Manager’s who may 
have programmatic questions, or just may need a quick clarification of duties or 
procedures. Portions of this guide are incorporated into other training such as the Disaster 
Reservist Training Manual, however the Pocket Guide is can be used as a “Stand Alone” 
guide or training tool when necessary. 

XI. Definitions

Activation Role – Employees at Florida Division of Emergency Management (FDEM) 
are assigned a primary activation role by their supervisor. An employee’s primary 
activation role is the duties they will perform in the event of an incident/disaster and/or 
when the State Emergency Operations Center (SEOC) is activated. This role may or may 
not be directly related to an individual’s regular or non-activation duties. FDEM 
employees, typically have one primary incident/disaster activation role and may be 
assigned a secondary activation role based on the necessity and length of their primary 
activation role.  

After Action Report - An after action meeting should be conducted after each event to 
review the successes and areas identified as needing improvement during the 
response/recovery to and from the disaster. This meeting is designed to outline what 
aspects should be incorporated into further activations and what changes can be made to 
improve Recovery’s response. A representative from each program activated for the 
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disaster shall be present. During this meeting, areas of improvement are assigned to the 
appropriate parties to ensure that future operations do not encounter similar issues. The 
After Action Report shall be completed within thirty (30) days of the initial after action 
meeting. Before the closing of the initial meeting, a second meeting will be scheduled 
within sixty (60) days to follow-up on the progress made to improve future activations 
and responses. 

Debriefing - Debriefing is a critical element of the recovery process. This will help a 
transitioning team effectively plan for short and long-term recovery operations. Effective 
debriefing occurs when rotating staff, for a shift change or demobilization, transitions 
pertinent information and accomplishments to incoming staff. The debriefing information 
should include, but is not limited to, scheduled tasks, relevant staff, resources, 
safety/security issues, and all accomplishments and shortfalls. 

Demobilization - This is the process of discharging a resource, including but not limited 
to personnel and equipment, from a disaster. Demobilization takes place throughout an 
event or disaster as resources and staff transition out of the disaster operation. The 
resource may be replaced if its function is still required. A final demobilization takes 
place once the state is no longer actively working in the disaster area and actions have 
transitioned into the long-term recovery period. 

Deputy - A person maintaining a deputy function for any position will be equally capable 
of assuming the primary position’s role. This individual will perform specific tasks as 
requested or will perform the function in a relief capacity, taking over the next 
operational period, as an example. 

Disaster Housing – The Temporary Housing Program coordinates federal, state and local 
resources necessary to facilitate the planning, implementation and occupancy of interim 
disaster housing. By establishing a broad network of local governmental officials and 
housing stakeholders, coordinators assist in collecting information and identifying 
resources that may help individuals, families, and businesses during a housing 
operation. Interim Housing consists of indirect (e.g. use of available rental resources) and 
direct housing (e.g. government provided trailers or mobile homes) operations when 
existing housing options are overwhelmed. Assistance is coordinated in both 
presidentially declared and undeclared emergencies. Interim Housing is an Individual 
Assistance program. 

Disaster Recovery Center (DRC) - A disaster Recovery Center is an active – LIVE – 
environment.  It is a temporary facility located in or near the impacted area, where 
disaster survivors can go to obtain disaster related information and apply for Federal, 
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State and Local disaster assistance programs.  A DRC provides an environment where 
survivors can meet face-to-face with program experts to answer questions, file an appeal, 
get an update on a previously filed appeal or claim, or survivors can update personal 
information as often as necessary. 

 

Disaster Reservist Program - The Disaster Reservist Program provides trained 
personnel immediately after an event to serve in a recovery function. Reservists are State 
Employees designated as Other Personnel Services (OPS) employees working on a 
temporary intermittent basis. Reservists are a flexible pool of disaster staff that function 
in many roles. Their primary employment is serving in Disaster Recovery Centers, 
Community Response Teams, as Disaster Housing Coordinators, and as the Joint Field 
Office (JFO) staff due to the short term, non-specialized nature of these programmatic 
tasks. The Disaster Reservist program is coordinated through the Individual Assistance 
Branch of the Recovery Bureau. 

 

Emergency Coordinating Officer (ECO) – This person has the authority to delegate 
additional duties to their respective agencies, to work with the other state agencies to 
accomplish missions, and speed the aid to disaster survivors. 

 

Emergency Management  Assistance Compact (EMAC) – Large-scale emergencies 
and disasters may exceed the capabilities of the state and local government to effectively 
respond and recover. Mutual aid agreements and memorandums of understanding provide 
reciprocal emergency aid and assistance from other states during an emergency or 
disaster. Other state’s available resources, to include staff resources, can be loaned to the 
impacted state at the impacted state’s expense to improve response and recovery efforts. 

 

EM Constellation - EM Constellation is a web based database that the State Emergency 
Response Team (SERT) utilizes to manage operations,  resources and information for all 
local, state and federal partners during a disaster or emergency response. This tracking 
tool is utilized as an official record of the event. 

 

EM Constellation Missions - EM Constellation Missions are messages that are 
generated and submitted into the EM Constellation database for requesting the 
deployment of assets. 

 

Emergency Management Director (EMD) – This person is in charge of the county’s 
response to and recovery from any emergency. This position is responsible for the day-to-
day county level emergency management operations and coordinates with the state on 
any manner of emergency management issues. 
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Essential Services Center (ESC) – ESCs are temporary, emergency locations where 
impacted survivors of disasters can go for limited essential services and information, 
usually within 24-96 hours following a non-federally declared disaster.  ESCs are 
established prior to the State receiving a Major Disaster Declaration and can provide a 
wide range of assistance depending on the event and needs of the community. ESCs are 
considered a joint operation between the county, non-governmental organizations, and 
the state. The primary responsibility for an ESC lies with the state, but each level of 
government has a role. Should the State receive a Major Disaster Declaration; an ESC 
can quickly be transitioned into a DRC. The ESC program is coordinated through the 
Individual Assistance Branch of the Recovery Bureau. 

 

Emergency Support Functions (ESF) – All state agencies and volunteer organizations, 
that comprise the SERT, are grouped into 18 ESFs to carry out coordination and 
completion of assigned missions. These functions represent specific response and 
recovery activities. Each ESF is comprised of one or more primary agencies, serving as 
the lead, and several other agencies and organizations providing support. The ESF is a 
mechanism that consolidates multiple agencies that perform similar functions into a 
single, cohesive unit to allow for the better management of emergency response 
functions. 

 

Florida Division of Emergency Management (FDEM) – The State agency responsible 
for coordination of all resources to assist the State and subordinate counties respond and 
recover from any number of disasters that may be too large for the individual counties to 
respond to and or recover from on their own. 

 

Federal Emergency Management Agency (FEMA) - The Federal Emergency 
Management Agency (FEMA) is a government agency that brings resources to bear after 
a major disaster to assist communities in their recovery from the disaster. 

 

Florida National Guard (FLNG) – The Florida National Guard is a corps of citizen 
soldiers that are always ready, in the event of an emergency to respond and assist, at a 
moment’s notice, and bring life saving supplies and personnel to bear against any 
situation they would be likely to encounter. 

 

Florida Wildlife Conservation Commission (FWCC) – This law enforcement unit 
specializes in the management of the State’s population of wild game and the laws that 
protect those animals. In their day-to-day operations, these law enforcement personnel 
are highly trained and capable of completing reconnaissance, search and rescue, and other 
various missions in response and recovery efforts. 
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Individual Assistance - The Individual Assistance Branch coordinates the assistance to 
individuals, households, and businesses recovering from disaster impacts. The Individual 
Assistance Branch consists of a number of programs that work together to assist 
recovering communities. 

 

Initial Damage Assessment (IDA) – This is the first damage assessment the county can 
do to “see” the damages left in the wake of an event. This assessment is sent to the State 
Emergency Operations Center (SEOC) and often leads to a J-PDA for the possible 
inclusion into the letter requesting a federal disaster declaration. 

 

Individual Assistance Recovery Coordination Center(IARCC) – Several Branches 
and ESFs in the SEOC main room are assigned breakout rooms to provide additional 
space for staff to work. Recovery’s breakout room is the IA Recovery Coordination 
Center, normally located in the Sadowski Building 350-L conference room. The 
Recovery Coordination Center provides a location for Recovery meetings and 
collaboration. The Recovery Coordination Center staff provides information and support 
to the Recovery Desk and activated programs.     

 

Interim Operating Facility (IOF) – The IOF is a temporary field facility used by an 
Emergency Response Team in the early stages of an incident when the team cannot 
operate at the State EOC, due to space limitations or other reasons, and the JFO is not yet 
established. An IOF is generally located at or near the State EOC or incident site. The 
IOF remains in operations until the JFO is established.  

 

Joint Preliminary Damage Assessment (JPDA)- A joint assessment used to determine 
the magnitude and impact of an event's damage. A FEMA/state/local team will usually 
visit local applicants and view their damage first-hand to assess the scope of damage and 
estimate repair costs. The state uses the results of the PDA to determine if the situation is 
beyond the combined capabilities of the state and local resources and to verify the need 
for supplemental federal assistance. The PDA also identifies any unmet needs that may 
require immediate attention. 

 

Joint Field Office (JFO) –The JFO is a temporary, multiagency coordination center 
established to provide a central location for the coordination of local, state, federal, tribal, 
non-governmental and private-sector organizations with primary responsibility for 
incident oversight, direction, and/or assistance to effectively coordinate recovery actions. 
The purpose of a JFO is to develop a comprehensive and coordinated recovery process 
that will bring about the prompt and orderly restoration of community facilities and 
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services, infrastructure, and economic base, while providing for the health, welfare and 
safety of the population.  The JFO provides a flexible design that adapts to the particular 
size of the event. 
 
Long-Term Recovery Organizations (LTRO) – LTROs are a network of voluntary 
non-profit organizations, faith-based organizations, business representatives and/or 
community-based organizations working to assist survivors recovering from disasters. 
LTROs often continue to assist survivors long after FEMA and the state have transitioned 
back to their daily responsibilities. Each disaster-affected community may take its own 
unique approach in structuring its LTRO, but the general function is much the same: 
assist survivors over the long-term with disaster-related unmet needs that cannot be 
met through the standard assistance process.  

 

Major Disaster Declaration- Once a disaster has occurred or is imminent and the state 
has declared a state of emergency, Florida will evaluate the recovery capabilities of the 
state and local governments. If it is determined that the damage is beyond the states 
recovery capability, the Governor will send a letter requesting federal assistance to the 
President of the United States, directed through the Regional Director of FEMA, Region 
IV. The president then makes a decision whether or not to declare a Major Disaster 
Declaration. After a Major Disaster Declaration has been made, FEMA will designate the 
area as being eligible for assistance and announce the types of assistance available. 
FEMA provides supplemental assistance for state and local governments’ recovery 
expenses, and the federal share will always be at least 75% of the eligible costs. 

 

Memorandum of Understanding- A Memorandum of Understanding is a document 
between parties that ensures there is a clear understanding regarding the use of DRC 
facilities. This document exists between FEMA/State and each property owners, every 
location will require a Memorandum of Understanding (MOU) to be signed by the 
property owner or their designee, FEMA Representatives and State DRC Coordinator or 
their designee.  FEMA and the State will jointly inspect and approve each location prior 
to signing the MOU.   

 

Mission Management – All missions entered into EM Constellation must be updated 
and tracked until they are complete and closed out. Some missions can stay open for the 
entire length of an event and need to be continually updated. The process of monitoring 
and updating EM Constellation to ensure that all missions are complete is known as 
mission management.  
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National Emergency Management Information System (NEMIS) – This is the 
electronic database that FEMA uses to record all information pertaining to disasters and 
survivors.  
 
Non-Governmental Organization (NGO) – NGO’s are local, state and federal disaster 
assistance agencies that are of non-governmental status and assist disaster survivors in the 
recovery process, e.g. The United Way, The American Red Cross, The Salvation Army, 
etc. 
 
National Processing Service Center (NPSC) – This is a series of three (3) call centers, 
nationwide, that take all calls to FEMA from disaster survivors. The survivors can 
register a claim, voice a concern, file an appeal, or get answers to what is going on with 
their claim at the NPSC. 
 
Operational Period – All operational objectives and tasks are planned for in set period, 
usually not to exceed 24 hours. Typically the SEOC’s operational period is 24 hours with 
staff working two shifts of 12 hours each. The time worked for each shift is set by the 
SCO or SERT Chief. All incoming replacement shifts are debriefed and transitioned by 
the exiting shift. Once an activation is transitioned to the JFO, the operational period 
changes to 12 hours.    
 
 Alpha Shift – The first shift worked of an operational period. Typically 0700hrs – 

1900 hrs. (7:00 am to 7:00 pm).  
 Bravo Shift – The second shift worked in an operational period. Typically 1900 

hrs. – 0700 hrs. the next day (7:00 pm to 7:00 am). 
 
Operations Support – Operations Support during JFO activation is primarily responsible 
for ensuring the proper management of missions in EM Constellation. 

 
Premise Use Agreement (PUA) – PUAs are agreements between County governments 
and the State Division of Emergency Management. These agreements allow state use of 
county facilities for the set-up and administration of ESCs. 

 

Recovery After Action Report – An after action meeting should be conducted after each 
event to review the successes and areas of improvement identified during the response to 
the disaster. This meeting is designed to outline what aspects should be incorporated into 
future activations and what changes can be made to improve Recovery’s response. A 
representative of each program activated for the event shall be present. During this 
meeting, areas of improvement are assigned to the appropriate parties to ensure that 

Operations Guidance – Last Revised October 9, 2013 

Disaster Recovery Center 

- 21 - 



Florida Division of Emergency Management 

future operations do not encounter similar problems. The After Action Report will be 
completed within 30 days of the initial meeting. Before the close of the meeting, a 
subsequent meeting will be scheduled within 60 days to follow-up on the progress made 
to improve future activations.     
 
 
Recovery Desk – The Recovery Desk is the physical location within the SEOC where the 
Recovery Branch is situated. The desk is typically staffed 24 hours a day during 
activation and is the resource center for all information pertaining to Recovery. The 
Recovery Desk ensures information flow between the SERT and the Recovery Bureau.    
 
Recovery Incident Action Plan (IAP) – The Recovery IAP captures and communicates 
the overall incident priorities, objectives, and strategies for the next operational period.  
The Recovery Section Chief is responsible for scheduling and conducting the daily IAP 
meeting. A representative of each recovery program is required to attend the IAP meeting 
and provide specific program planning and updates. The Recovery Section Chief shall 
attend the daily SEOC IAP meeting to report on Recovery’s operational and support 
activities.  

 

Situation Report (SitRep)- A situation report offers a standard format for the exchange 
and dissemination of information. This information can be gathered from a variety of 
sources and provides a summary analysis of accomplished tasks and critical information 
for each operational period. 

 

Small Business Administration (SBA)- The Small Business Administration is a 
government agency that provides low interest loans based on credit worthiness to 
homeowners and businesses to assist them in their recovery efforts from a major disaster. 

 
Span of Control – Span of control ensures that the management range of subordinates 
for supervisors is from three to seven, with five being optimal.  
Span of control is critical to effective and efficient incident management. Supervisors 
must be able to adequately manage their subordinates, as well as communicate with and 
direct all resources under their supervision. Controlling the number of allocated staff to 
any one manager, with span of control, allows this.  

 

State Emergency Operations Center (SEOC) – The state’s physical location for the 
coordination of information and resources to support incident management (on-scene) 
activities.   
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 Level One – Full Scale Activation of the State Emergency Response Team:
All primary and support agencies under the state plan are notified. The SEOC will
be staffed by FDEM personnel and all Emergency Support Functions.

 Level Two – Partial Activation of the State Emergency Response Team: This
is a limited agency activation. All primary, or lead, Emergency Support Functions
are notified. The SEOC will be staffed by FDEM personnel and necessary
Emergency Support Functions.

 Level Three – Monitoring Activation: Level 3 is typically a monitoring phase.
Notification will be made to those state agencies and Emergency Support
Functions who would need to take action as part of their everyday responsibilities.
The SEOC will be staffed with State Watch Office and FDEM staff.

State Coordinating Officer (SCO) – The State Coordinating Officer, usually the Florida 
Division of Emergency Management Director, works hand-in-hand with the FCO. The 
SCO is responsible to the Governor for all decisions made by the state during a Federally 
Declared Disaster. 

State Emergency Response Teams (SERT)- Florida SERT is made up of various 
public, private and non-profit organizations working together to ensure that Florida is 
prepared to respond to emergencies, recover from them and mitigate against their impacts 

XII. DRC Annex

The purpose of this annex is to explain the reporting requirements of the individual DRC 
Manager(s) to the State DRC Coordinator. This section incorporates all the forms and 
explanations on how to properly fill out these forms for accurate reporting. Although 
these reports are available in paper form and can be submitted via fax, it would be 
preferred if these reports were filed electronically, and submitted thru state email. This 
aids the DRC Coordinator and the FEMA DRC Group Supervisor in collecting, collating 
and disseminating the most accurate and correct information in a more efficient and 
timely manner. 

The following reports are presented below; here is a quick guide reference to show which 
reports are filed daily, weekly and monthly. 

A. DRC Daily Survivors Sign-In Sheet, this report is filled in every day to assist the 
DRC Manager in completing their other required reporting paperwork. These 
reports are not submitted unless requested by JFO Supervisory personnel. 
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B. DRC Daily State Agency and Volunteer Agency Sign In Sheet, this report is filled 
in every day and submitted on a daily basis. 

C. DRC Bi-Weekly Timesheet and Vehicle Mileage Summary, this report is filled in 
everyday, for the previous day and submitted every two weeks. 

D. DRC Daily Log Sheet, this paperwork is completed and submitted on a daily 
basis. 

E. DRC Daily Situation Report, this report is completed daily, used as a reference 
for the daily DRC conference call and submitted on a daily basis. 

F. Displaced Housing Survey, these reports are filled out by the survivors, entered 
into the database by the State DRC Manager and kept on file, they are not 
submitted unless requested by Supervisory personnel at the JFO or FDEM. 
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No.
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30

Disaster Recovery Center Survivor Sign In Sheet

Disaster Name/Number:_____________________________________________________
Date:________________ DRC Number/Location:________________________________

Name (Please Print) Here To See Reason For Visit

This form should be filled out accurately every day, as the survivors enter the DRC. This 
form should list the names of each survivor visiting the DRC and whom they are at the 
DRC to see. 
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This allows the DRC Coordinator to see who is coming in and for what purpose. This 
report aids the DRC Manager in accurately recording and reporting the number of 
survivors and the accounting of the visits to the DRC on a daily basis. 

This sheet also allows the DRC Coordinator along with the FEMA DRC Group 
Supervisor to readily justify decisions on whether to keep a DRC or a specific program 
within a given DRC, open or to close the program or DRC. 

This report is not to be submitted with the remainder of the daily reporting information, 
as there is Personally Protected Information (PPI) on these sheets. Remember, PPI cannot 
be transmitted, or sent via email or fax as this information would then have to become 
part of public record within Florida’s Right to Know Act. 

These sheets shall be retained by the State DRC Manager in the DRC File box, by date, 
in case the information is needed later by the JFO staff. If it is not then the information in 
these reports shall be kept on file by the DRC Coordinator or their designee. 
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No.
1
2
3
4
5
6
7
8
9
10
11
12
13
14
15
16
17
18
19
20
21
22
23
24
25
26
27
28
29
30

Disaster Recovery Center State, Local & Volunteer Sign In Sheet

Disaster Name/Number:_____________________________________________________
Date:________________ DRC Number/Location:________________________________

Name (Please Print) Here To See Reason For Visit

This form should be filled out accurately every day, by the staff of a given DRC when 
they get to or leave work for any non payable reason. This form should  list all the State 
and Volunteer Personnel who are present and working in the DRC. 

This information allows for a more accurate accounting of all personnel and time spent 
assisting survivors by each and every entity working within the DRC’s.  
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This report allows the DRC Coordinator to provide an accounting of other State Agency 
Employees to their respective bosses when those persons want to find out how their 
employees are doing.  

Additionally, this report allows the DRC Coordinator to represent the DRC’s, with 
regards to the various Voluntary Agencies (VOLAGs) and the Voluntary Agencies 
Active in Disasters (VOADs) when we have meetings at the Joint Field Office (JFO). 

This report is submitted electronically, everyday with the remainder of the daily reporting 
requirements. The “hard Copies of these reports shall remain in the custody of the State 
DRC Manager until he/she is demobilized, or re-assigned to other duties. 

C. DRC Bi-Weekly Timesheet & Vehicle Mileage Summary 

Day Date Start of 
Day

Start of 
Lunch

End of 
Lunch

End of 
Day

Total 
Hours

Day Date Start of 
Day

Start of 
Lunch

End of 
Lunch

End of 
Day

Total 
Hours

Friday 6/1 0:00 Friday 0:00
Saturday 0:00 Saturday 0:00
Sunday 0:00 Sunday 0:00
Monday 0:00 Monday 0:00
Tuesday 0:00 Tuesday 0:00

Wednesday 0:00 Wednesday 0:00
Thursday 0:00 Thursday 0:00

=SUM(I1 =SUM(P

Day Date Total 
Miles

Day Date Total 
Miles

Friday 0:00 Friday 0:00
Saturday 0:00 Saturday 0:00
Sunday 0:00 Sunday 0:00
Monday 0:00 Monday 0:00
Tuesday 0:00 Tuesday 0:00

Wednesday 0:00 Wednesday 0:00
Thursday 0:00 Thursday 0:00

=SUM(I2 =SUM(P

DRC Bi-Weekly Timesheet & Vehicle Mileage Summary

Timesheet Summary

Vehicle Mileage Summary
Week One Week Two

Start Mileage End Mileage Start Mileage End Mileage

Week One Week Two

Total Hours for the Week Total Hours for the Week
Comments: Comments:

Disaster Number/Name:_______________________________________________________
Your Name:__________________________________________________________________
DRC Number/Location:________________________________________  Page ____ of ____

Total Hours for the Week Total Hours for the Week
Comments: Comments:

Signature:__________________________________________________________ Date:________________________________

Fill out this form daily and call the DRC Coordinator or their designee by 8:30AM the following day.
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Day Date Start of 
Day

Start of 
Lunch

End of 
Lunch

End of 
Day

Total 
Hours

Day Date Start of 
Day

Start of 
Lunch

End of 
Lunch

End of 
Day

Total 
Hours

Friday 0:00 Friday 0:00
Saturday 0:00 Saturday 0:00
Sunday 0:00 Sunday 0:00
Monday 0:00 Monday 0:00
Tuesday 0:00 Tuesday 0:00

Wednesday 0:00 Wednesday 0:00
Thursday 0:00 Thursday 0:00

=SUM(I5 =SUM(P

Day Date Total 
Miles

Day Date Total 
Miles

Friday 0:00 Friday 0:00
Saturday 0:00 Saturday 0:00
Sunday 0:00 Sunday 0:00
Monday 0:00 Monday 0:00
Tuesday 0:00 Tuesday 0:00

Wednesday 0:00 Wednesday 0:00
Thursday 0:00 Thursday 0:00

=SUM(I7 =SUM(P

DRC Bi-Weekly Timesheet & Vehicle Mileage Summary

Disaster Number/Name:_______________________________________________________
Your Name:__________________________________________________________________
DRC Number/Location:________________________________________  Page ____ of ____

Timesheet Summary
Week Three Week Four

Start Mileage End Mileage Start Mileage End Mileage

Total Hours for the Week Total Hours for the Week
Comments: Comments:

Vehicle Mileage Summary
Week Three Week Four

Total Hours for the Week Total Hours for the Week
Comments: Comments:

Fill out this form daily and call the DRC Coordinator or their designee by 8:30AM the following day.

Signature:__________________________________________________________ Date:________________________________

Understanding that this form captures two (2) separate categories of information this 
form shall be completed on a daily basis. The first portion of this form, the timesheet 
portion, should be filled out in the morning, for the accurate time reporting of the 
previous day.  

An accurate example of how to correctly fill out this report would be: 

1. When you come in on Tuesday morning, you would fill this form out for the time
you spent working at the DRC on Monday.  Not to include drive time to the DRC
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from the employees hotel and vice versa. This time would not be reimbursable 
and cannot be counted as time worked regarding this report. 

This form should not be changed without adding an explanation for the change in the 
comments section for each change, as well as obtaining permission to change the form 
from the IA Branch Chief thru the DRC Coordinator or their designee. 

When a change is warranted, you must first call the DRC Coordinator and explain the 
circumstance surrounding the change, and get permission for the change; otherwise, it 
will not be allowed. 

This report is submitted electronically, every other week with the remainder of that day’s 
reporting requirements. This report is faxed or emailed to the DRC Coordinator or their 
designee every other week to quantify the employees time. The “Hard copies” of these 
reports shall remain in the custody of the DRC Manager until he/she demobilized or 
reassigned to other duties. The reports are turned over at that time to the DRC 
Coordinator or their designee. 

The second portion of this form, the vehicle mileage portion, of this report is filled out in 
the following manner; 

Every morning fill out the form with the previous days’ ending odometer reading, then 
put that number as the beginning odometer reading in the appropriate space for today. 

1. Do not break down the mileage into categories such as, “On duty vs. off duty”.
Do not think, “Well I went to dinner after work and that was about 15 miles round
trip, etc. Just plug in the end of day mileage and the same number for beginning
day’s mileage.

The end of day mileage would be the mileage you put down after the last trip of the day, 
which may not be the mileage accumulated when you got back to the hotel after work. 
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Disaster Recovery Center Daily Log Sheet

Disaster Number/Name:__________________________________
Day/Date:______________________________________________
DRC Number/Location:___________________________________

Staff/Agency Name Phone Number

SBA Manager
Applicant Services Lead

FEMA Manager
State Manager

Receptionist
EXIT Interviewer

Applicant Services Specialist
Applicant Services Specialist

Dept. of Economic Opportunity
Dept. Oof Children & Families

FEMA Mitigation
SBA Customer Service Representative

FEMA CR Team Member
FEMA CR Team Member

Crisis Counceling
FEMA CR Team Lead

State CR Team Member
Dept. of Elder Affairs

State CR Team Lead
State CR Team Member

American Red Cross Volunteer

FEMA Security Contractor
American Red Cross Lead

Project Hope Volunteer
Project Hope Lead

Salvation Army O.I.C.
Salvation Army Volunteer/Worker

County Health Dept. Rep.

United Way Lead
United Way Volunteer

County Health Dept. Rep.

County Permitting Offic Rep.

County Official

Federal Official
State Official

County Permitting Offic Rep.

Local Official
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This form should be filled out every day, during the day, whenever an employee, visitor, 
(non-survivor) or vendor enters the facility for official business.  

Get the person’s name and phone number, cell phone numbers work too; log the 
information onto the reporting sheet.  

If at all possible acquire a business card from all visitors; this aids you in the building of 
your County Contact List that you as the DRC Manager should be continually building 
on a daily basis. 

In building your County Contact List, you should attempt to get business cards from all 
personnel within the DRC, as well as all businesses you stop at during the day, and any 
dignitaries you have meetings with while working. 

This report is submitted electronically, everyday with the remainder of the daily reporting 
requirements.  

The “hard Copies of these reports shall remain in the custody of the State DRC Manager 
until he/she is demobilized, or re-assigned to other duties. 

Operations Guidance – Last Revised October 9, 2013 

Disaster Recovery Center 

- 32 - 



Florida Division of Emergency Management 

Daily Total

____________________________________________
____________________________________________
Changes in DRC Personnel:_______________________
____________________________________________

Dept. of Veteran Affairs
Dept. of Ag & Cons. Srvcs.
Dept. of Financial Services

Dept. of Economic Opportunity
Dept. of Children & Families

Crisis Counceling

Total Survivor Visits
Dept. of Elder Affairs

____________________________________________
What was discussed:____________________________
____________________________________________
____________________________________________

Dept. of Hwy. safety & Mot. Veh.
Small Business Administration (SBA)

Internal Revenue Service (IRS)
Social Security Admin. (SSI)
Young Lawyers Association

Dept. of health & Human Srvcs.

Daily Total Survivor Visits
Cumilative Survivor VisitsUnusual Events:________________________________

____________________________________________
____________________________________________
Special Visitors:________________________________
____________________________________________
____________________________________________
Local Weather Update:__________________________

Disaster Recovery Center Daily Situation Report
Disaster Number/Name:______________________________________
Today's Day/Date:___________________________________________
DRC Number/Location:_______________________________________

County Plans & Permits Dept.

Disaster Housing Survey

If there are any Unmet Needs, Unusual Events, Special Visitors, or Changes in DRC Personnel, or their contact 

Signature:______________________________________________________ Date:_________________

____________________________________________
Changes in DRC Personnel Emergency Contact Info:____
____________________________________________
____________________________________________
____________________________________________
Meeting With:_________________________________
____________________________________________
____________________________________________
Regarding:____________________________________

information post the issue on the following page of this report.

Newly Identified Unmet Needs:

FEMA Mitigation
Project Hope (PH)

American red Cross (ARC)
Salvation Army (SA)

United Way (UW)
County Health dept.

____________________________________________
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This report is a combination of two older reports and allows a “snapshot” of what is 
going on within a specific DRC, on a daily basis. This report aides the collection, 
collation and dissemination of pertinent information in a more effective and timely 
manner. 

This report is filled out every day by the State DRC Manager. 

The numbers in this report MUST Match the FEMA DRC Managers reporting numbers. 

If there is a discrepancy, the DRC managers, FEMA and SERT, will work together, 
determine what the issue is, and resolve the issue, prior to submitting this report.  

This report should be used for the conference call, fill the form out completely and the 
conference call will run smoother and more efficiently. 

This report is submitted electronically, everyday with the remainder of the daily reporting 
requirements. The “hard Copies of these reports shall remain in the custody of the State 
DRC Manager until he/she is demobilized, or re-assigned to other duties. 
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Current Address:_______________________________________________________________

DISASTER TEMPORARY HOUSING SURVEY
PLEASE PRINT

Name:______________________________________      Phone Number:___________________
Date:____________________     FEMA Registration Number:____________________________
County:__________________     Disaster Number/Name:_______________________________

_______________________________________________________________
_______________________________________________________________

Damaged Address:______________________________________________________________
______________________________________________________________
_______________________________________________________________

With whom will you be staying? FAMILY FRIENDS OTHER
Do you have Homeowner's Insurance?___  Flood Insurance?___  Additional Living Expenses?___
How many people live at this residence?___   Do you have pets?   YES   NO    If YES, How Many?____
If YES, what type?         DOG          CAT          EXOTIC          LIVESTOCK          OTHER

PLEASE CIRCLE THE MOST CORRECT ANSWER

Do you have a place to stay?        YES        NO        If YES:        SHELTER        HOTEL        OTHER
If YES, how long can you stay at this location?__________________________________________
        0-2 WEEKS           2-4 WEEKS           1-2 MONTHS           2-4 MONTHS           INDEFINITELY

Doors & Windows          YES              NO NEEDED

Damage to the structure:     NO APPARENT DAMAGE     DAMAGED BUT HABITABLE
INACCESSIBLE     DAMAGED AND UNINHABITABLE

If INACCESSIBLE, when do you anticipate accessibility?_________________________________

*Advise occupant to call 1-800-621-3362 (FEMA Helpline when dweling becomes accessible again.*

What caused the damage to the dweling?         WIND         FLOOD         FIRE         OTHER
How long will you be out of the dweling?    0-2 WEEKS    2-4 WEEKS    1-2 MONTHS    2-4 MONTHS
If a hotel were available, would you consider this as temporary housing?_______     YES     NO

HABITABILITY ROOF TARPING
Running Water               YES              NO NOT NEEDED
     Electricity YES              NO ALREADY TARPED

**Please attach written consent with specific information.**

Are you currently receiving housing assistance (HUD, USDA, etc)?          YES          NO
If YES, which program:___________________________________________________________
Will you need special housing accomidations (ADA, etc.)?________________________________
If YES, Please specify:____________________________________________________________

Do you have unmet disaster needs? YES  NO If YES, is this an IMMEDIATE orLONG TERM need?
Please describle the specific unmet disaster related need:_________________________________
_____________________________________________________________________________

Have you removed any damaged material from your home (Carpet, drywall, etc.)?     YES    NO
      Carpeting and Padding:       YES      NO      Drywall:      YES     NO     Flooring:     YES     NO
Furniture:   YES   NO   Electronics:   YES   NO   Appliances:   YES   NO   Clothing:   YES  NO
Would you be willing to sign a written consent for VOLAG/LTR Assistance?     YES     NO

**Please fax only the written consent to NPSC for scanning into NEMIS.**
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This report should be completed by every survivor that has been displaced from their 
address of record and/or is not yet in a new residence of their own, providing that they 
did have a residence prior to the disaster; it doesn’t matter if the survivor was a renter or a 
homeowner, if they are willing to, they should fill the form out. 

This form is then turned in to the State DRC Manager, who enters the completed housing 
survey into the State Disaster Housing Database (SDHD). 

Be mindful, if a survivor reports, either on this form or in person that there is/are unmet 
needs in their household, you must notify the DRC Coordinator or State Disaster Housing 
Coordinator immediately upon the survivor leaving the shelter, IF the unmet need 
remains. 

This form is then counted on the DRC Daily SitRep with the remainder of the State’s 
daily required paperwork and that paperwork is submitted at the end of the day, as usual. 
This form is kept on file with the DRC Manager in their file box. These forms are not 
transmitted unless requested. 

The hard copy stays with the DRC Manager, filed by date, in the State DRC Managers’ 
file box. These forms will be turned in to the DRC Coordinator or their designee who will 
turn them over to the State Disaster Housing Coordinating Officer. 

References 

1. 44 CFR. Code of Federal regulations Title 44, volume 1, parts 13, 14 and 206
(Sub – Chapter D – Federal Assistance to Individuals and Households)
https://cfda.symplicity.com/index?s=program&mode=form&tab=step1&id=1dc6a
2308ff5a2ec345b6485f4e4f9ce

2. Florida Statutes 2012, Title XVII, Chapter 252 (Emergency Management)
Military Affairs & Related Matters, Emergency Management.

http://www.leg.state.fl.us/statutes/

3. State of Florida, Comprehensive Emergency Management Plan. Division of
Emergency Management, 2012
http://www.floridadisater.org/documents/CEMP/FINAL%20DRAFT_2012%Basi
c%20CEMP%20%&20%Annexes.pdf
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Disaster Recovery Center (DRC) 
The Disaster Recovery Center (DRC) Field Operations Guide is intended to provide DRC 
Managers with a comprehensive overview of the requirements in establishing, managing, and 
closing a DRC. This guide also provides a synopsis of the individual Assistance Programs and 
clarification on common questions regarding the disaster recovery process. 

In preparation for potential disasters, many steps have been taken to ensure a coordinated 
recovery operation. This guide is designed to provide the State DRC Managers with a 
comprehensive understanding of their role in the recovery process and the specific 
responsibilities which are required of the DRC Managers. The materials contained in this 
document are intended to be used as a reference when DRC Managers are in the field.  

I. DRC Concept of Operations 

The DRCs will be mobilized, operated, and demobilized in three phases. The three phases are: 
Pre-Declaration, Declaration, and Demobilization. 

Pre-Declaration Phase 

The Pre-Declaration Phase encompasses all efforts prior-to and in-anticipation-of an impact 
within the State of Florida. The purpose of the Pre-Declaration Phase is to identify the needed 
resources to quickly mobilize DRCs in the heaviest impacted areas. The DRC Coordinator 
performs the following actions during this phase: 

1. Initiate the DRC Activation Plan

2. Identify the counties with potential for damage using available information from Joint
Preliminary Damage Assessments (PDAs) and activity levels of shelters and mass feeding
sites.

3. Confirm pre-identified DRC locations through the County Emergency Management Director,
designee and/or Regional Coordinators.

4. Assist FEMA in the establishment of the Memorandum of Understanding (MOU) for the
proposed DRC location.

5. Coordinate with ESF 6 – Mass Care/Human Services, ESF 15 – Volunteers and Donations,
ESF 8 – Business, Industry and Economic Stabilization, Department of Highway Safety and
Motor Vehicles (Division of Drivers Licenses), Department of Veterans Affairs, Department
of Elder Affairs, and the Department of Financial Services for identification of program staff
to support the establishment of DRCs.
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6. Coordinate with the county for the identification of local programs that are available to 
support their community and provide staff in the DRC. (County Health Department, Permits 
Office, Property Appraisers Office, etc.) 
 

7. Request FEMA identify the available mobile DRCs and request them to pre-position mobiles 
as necessary.  

 
8. Identify DRC managers from the various State agencies and coordinate DRC refresher 

training for managers. 
 

9. Ensure DRC go-kits are prepared. 
 

10. Request the Disaster Reservist Cadre Manager to identify and place a minimum of ten (10) 
Reservist Disaster Managers on stand-by, and if needed, DRC Assistants.  

 
11. Coordinate with Federal, State, and Local Logistics (LOG) for equipment needed to support 

DRCs operations (i.e., tables, chairs, printers, signage, etc.). 

Declaration Phase 

The Declaration Phase begins once a federal declaration has been signed by the President of the 
United States and will continue through the closure of the last DRC. The purpose of this phase is 
to coordinate with the FEMA Group Supervisor regarding potential DRCs and determine their 
location. DRCs may be operational within 24 hours of cessation of tropical storm force winds or 
as directed by the Deputy State Coordinating Officer. During this phase, the FEMA DRC Group 
Supervisor and the State DRC Coordinator shall work together to determine the number of DRCs 
needed to support survivors throughout the impacted areas. The FEMA/State Coordinators shall 
jointly make a recommendation to the Individual Assistance Branch Director as to the priority of 
opening DRCs based on survivors’ needs and information received from the Joint Preliminary 
Damage Assessments. The following actions occur during this phase: 

1. Finalize a list of impacted counties where DRCs are needed. 
 

2. Representatives from federal, state, and local agencies will jointly assess each identified 
DRC location to ensure compliance with FEMA safety, security and the Americans with 
Disabilities Act (ADA) requirements. 

 
3. Representative from federal, state, and local communities should coordinate the type of DRC 

(fixed or mobile), staffing, staffing needs, set-up of logistics, identify DRC staff and opening 
date. 
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4. Coordinate with Disaster Logistics for shipment of DRC go-kits from the State Logistics 
Resource Center. 
 

5. MOU is signed by appropriate parties and uploaded into EM Constellation (forward original 
to DRC Coordinator for public records preservation). 
 

6. State managers are notified by their ECO’s regarding the confirmed address and date of 
opening for DRCs. 
 

7. Missions are put into EM Constellation requesting deployment of the following: 
a. State DRC Managers; 
b. Logistical equipment to support DRC operations; and 
c. State agency program staff. 

 
8. To ensure a consistent flow of information and materials, a courier system is established 

between the Joint Field Office (JFO) and the DRCs. 
 

9. Mobile DRCs are deployed to pre-identified locations if deemed necessary. 
 

10. Initial wave of DRCs are established and staffed with the following: 
a. FEMA and State DRC Managers; 
b. Small Business Administration (SBA); 
c. Crisis counseling and/or Disaster Mental Health counselors; 
d. Federal mitigation; 
e. State agency program staff; 
f. County/local program staff; and 
g. Volunteer and Faith-based organizations. 
h. Confirm Disaster Reservist Cadre Manager has processed Reservist DRC Managers that 

will deploy to relieve State Managers. Refresher training is conducted and Disaster 
Reservists are deployed to assigned DRCs. 

i. Determine the need to open and staff additional DRCs as the need arises. 
j. Begin developing a draft for the DRC demobilization plan jointly with FEMA. 

Demobilization Phase 

Demobilization of each DRC will be analyzed on a case-by-case basis. Under the direction of the 
IA Branch Director, the DRC Coordinator and the DRC Group Supervisor will jointly coordinate 
with the county EM Directors to determine if the needs of the impacted area have been met. 
Upon confirmation it is then submitted to the State and Federal Coordinating Officers for final 
approval. Many additional factors are considered when determining appropriate closure dates for 
the DRCs. 
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1. Severity of the damage in the immediate area. 
 

2. Number of registrants from the impacted area. 
 

3. Communication with the local emergency managers and elected officials to gain local 
perspective on estimates of need. 

Once the closure dates have been confirmed in writing by the County EM Director, the following 
will occur: 

1. Community Response will begin the last push into the county; and  
 

2. Public Information Office (PIO) will transmit information to the public of closure date/time, 
assistance that will remain after closure and key contacts for immediate or unmet needs. 

 
3. DRC Manager and State staff will be notified of the DRC closure date and time; 

 
4. Facility owner or designee will be notified in writing of the confirmed closure date; 

 
5. An appointment will be set to perform the final walk-through inspection, upon completion 

results of final inspection will be uploaded into EM Constellation; 
 

6. Coordinate with Logistics to remove all state accountable property. 

 
II. Disaster Recovery Center Roles and Responsibilities 

Mobilization and Deployment 

The Disaster Reservist Cadre Manager will be notified via email of how many staff will be 
needed to support the Disaster Recovery Center Operations. Staff will be notified by phone with 
instructions on when and where to report for duty. Each staff member will be required to attend 
specific job training prior to their deployment into the field. 

Logistics and the DRC 

Logistical support is an ongoing task in the DRC operations. The initial logistics request for a 
DRC begins mobilization when the DRC Manager arrives for assignment. The DRC Coordinator 
will notify the DRC Managers of the status of their logistical support. DRC Managers must be 
prepared to work in non-traditional conditions, including tents, without power, and without 
phone service, etc. 
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At a minimum, the DRC Manager will have a “Go-Kit” pre-staged or with them at the time of 
deployment. The go-kits will contain: 

Forms 

20 Registration Forms (90-69) 20 DRC Reception Logs 
20 Declaration & Release (90-69 B) 20 Contact Sheets 
20 DRC Daily Reports 20 Telephone registration Forms 
20 Assistance to Individual and Household Fact Sheets 

Special Items 

1 FEMA/State Banner  1 Flashlight with Batteries 
1 Weather Radio 1 Laptop 
1 Scanner 1 Surge Protector 
1 Extension Cord 1 CD with appropriate manager forms and 

information 
Supplies 

Stapler  Staple Puller 
Box Staples  Box Paper Clips 
Clipboard Scissors 
Box Pencils  Box Ink Pens 
Box Highlighter Box Red Marker 
3” Post-Its  5” Post-Its 
Pencil Sharpener Scotch Tape 
Masking Tape  Security Tape 
Steno Notebook File Folder 
Package Copy Paper Rubber Bands 
Hand Sanitizer  Field Operations Manual 

Wall Signs 

Handicap Accessible Enter 
Exit  FEMA/State DRC 
Hours of Operation Restroom (Men & Women) 
Waiting Area  Emergency Exit 

Table Signs 

DRC Manager  Dept. of Children and Families 
Disaster Behavioral Health  Dept. of Veteran Affairs 
Dept. of Elder Affairs  Dept. of Agriculture 
Dept. of Economic Opportunity State of Florida Mitigation 
Dept. of Financial Services  Dept. of Highway Safety & Motor Vehicles 
FEMA Applicant Services  Small Business Administration (SBA) 
Young Lawyers Association  FEMA Mitigation 
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Social Security Administration  County Dept. of Health 
Local Building & Permit Office  Local Utilities 
Community Response Team   Long Term Recovery 
Faith-Based Organizations   Salvation Army 
American Red Cross 

 

Disaster Recovery Center Coordinator 
 
The DRC Coordinator is the principle state representative that is directly responsible for 
overseeing all DRC operations within the impacted area. This includes opening, closing, staffing, 
phase down, and all logistical issues for the DRCs. The following is a list of tasks that the 
Coordinator will be required to perform: 
 
1. Primary Duty Location (PDL) is at the Joint Field Office (JFO) and reports directly to the 

State Individual Assistance Branch Director; 
 

2. Coordinates with the impacted counties in identification and/or inspection of locations, 
opening, transitioning and/or closing DRC(s); 

 
3. Coordinate with Logistics (LOG) on equipment to support DRCs and managers and set a date 

and time of delivery; 
 

4. Coordinates with state agencies in identifying state managers and program staff in support of 
DRC operations; 

 
5. Coordinates with Disaster Reservist Cadre Manager to identify DRC Field Staff and Joint 

Field Office (JFO) Support Staff; 
 

6. Supervises and mentors DRC staff; 
 

7. Ensures each DRC Manager reports hours worked daily, including a lunch break; 
 

8. Maintains a daily log of hours each DRC Manager worked; 
 

9. Monitors activities and verifies that security, safety, administrative, and logistical support are 
provided for all DRCs; 

 
10. Ensures that accurate and timely reports are distributed to JFO staff on a daily basis. 

Participate in coordination and planning for DRC staff training, conference calls, meetings, 
and other information sharing opportunities; 

 
11. Identifies challenges and trends and implements solutions; 

 
12. May be required to travel to DRC locations and/or work as a DRC Manager; 
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13. Ensures that EM Constellation Tracking Log is maintained and updated daily; 

 
14. Maintains complete and well-organized DRC records for transition and archiving; and 

 
15. Coordinates and facilitates the daily DRC conference call (4:00 p.m.). Provide all 

stakeholders with appropriate phone number and format. 
a. DRC Daily activity count will begin once the first survivor enters the DRC and will end 

at 3:00 p.m. each day. For the remainder of the operation, activity count will begin at 
3:00 p.m. from the prior day and end at 3:00 p.m. the day the report is due. 

 
Disaster Recovery Center Deputy Coordinator 
 
The DRC Administrative Operations Support is responsible for maintaining an accurate and 
organized file system of activities and personnel throughout the operation. The following is a list 
of tasks that the Administrative Operations Support will be required to perform: 

 
1. PDL is at the JFO and reports directly to the DRC Coordinator or Deputy. 

 
2. Provides administrative support for all DRC Operations. (i.e. OPS time sheets, travel 

vouchers, P-Card inquiries, Avis Rentals, daily reports, organizational chart updates, contact 
roster, etc.) 

 
3. Issues and maintains tracking log on all DRC equipment being utilized by appropriate DRC 

location. 
 

4. Restocks Go-Kits for DRC Managers. 
 

5. Maintains an updated list of active and demobilized DRC personnel for each disaster, 
including each assignment. 

 
6. Participates in daily conference calls. 

 
7. Ensures prior to demobilization of DRC staff, all required documents and state accountable 

property have been properly returned to appropriate personnel. 
 

8. Ensures all DRC files, reports, timesheets, log sheets, etc. are scanned and labeled prior to 
demobilization. 

 
 
Disaster Recovery Center Manager 
 
The state, FEMA, and the county where the DRC is located, share the responsibility for opening, 
operating, and closing the DRCs. FEMA DRC Managers have the overall responsibility for 
facility operations, including security, and the supervision of the federal employees of the DRC 
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staff. State Managers work in tandem with the FEMA Managers and supervise state, local, 
volunteer, and faith-based organizations. The State DRC Manager is responsible for expediting 
the mobilization of the DRC site in the most heavily impacted area following an event. In 
addition, the manager is responsible for the initial layout of the facility including signage and 
should ensure that all personnel to work within the facility have sufficient space to carry out their 
daily functions. The following is a list of tasks the DRC Manager is required to perform: 
 
1. PDL is at the assigned DRC. 

 
2. Determines the DRC initial layout and emergency evacuation plan. When soft-sided DRCs 

are utilized, plan the best location for the generator, air conditioning and heating and all other 
vendor installed equipment, to maximized space and prevent repositioning the equipment. 
 

3. Ensures there is adequate room available to provide a berthing station for the FEMA Mobile 
DRC to pull alongside the tent (Soft-sided DRC supported by a Mobile DRC). 

 
4. Mobile DRCs may also be used to support a fixed DRC when services are hindered due to an 

event. 
 

5. Assists state agency program staff during set up in their assigned area. Identify any unmet 
needs and notify the DRC Coordinator or their designee. 

 
6. Assigns all state programs that are likely to assist disaster survivors of similar needs in close 

proximity to one another. 
 

7. Maintains Daily Agency Sign-In Sheet including state, local, volunteer, and faith-based 
organizations. Sheet should consist of: name, agency, contact information and hours present. 

 
8. Responsible for opening, day to day operations, and transition or closing of the DRC. 

 
9. Supervises and mentors state, local, and volunteer staff. Ensure that survivors are 

successfully served throughout the DRC with minimum of delay.   
                                               
10. Performs administrative duties for DRC staff, signs invoices for equipment ordered and 

received by the State, time sheets, and travel. Provides all original documents to the DRC 
Coordinator through the provided courier service. 

 
11. Conducts daily briefings and conference call. 

 
12. Identifies challenges and trends; propose and implement solutions. 

 
13. Monitors staff workload and level or DRC activity to make accurate recommendations for 

transitioning or downsizing the DRC. 
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14. Ensures signs informing the general public of the location for the DRCs are placed, without 
obstruction, along all major roads leading to the DRC. If additional signage is needed, notify 
the DRC Coordinator during the daily conference call. 

 
15. Refers any media arriving at the DRC to the Public Information Officer (PIO) for specific 

questions or information.  
 
The PIO will take the lead on all media related issues unless otherwise 

directed. 
 

16. In the event the DRC becomes overwhelmed with survivors, the state and FEMA Managers 
should jointly institute an appointment schedule through the receptionist table. 
 

17. Establishes a separate or secluded area for crisis counseling. 
 

18. Ensures that all staff are in place and ready for business 30 minutes prior to the DRC 
opening. 

 
19. Mediates any disputes within the DRC. 

 
20. Informs staff of VIP visits to the area and/or the DRC. 

 
21. Prepares and forwards the DRC Log, Situation Report (SitRep) and Disaster Housing 

Surveys to the DRC Coordination Center/JFO no later than 3:30 p.m. daily. 
 

22. Daily activity count will begin once the first survivor enters the DRC and will end at 3:00 
p.m. that day. For the remainder of the operation, activity count will begin at 3:00 p.m. from 
the prior day and end at 3:00 p.m. the day the report is due. 

 
23. Maintains open communications with all agencies involved: 

a. FEMA DRC Manager; 
b. Federal staff; 
c. State, local, volunteer, and faith-based organizations; 
d. State Disaster Temporary Housing Coordinators; and 
e. State Community Response Team Leads and Field Staff. 
f. Maintains complete and well-organized DRC records for transition and archiving. 

 
 
 
Receptionist 
 
Perform the following tasks daily: 
 
1. Greet the survivors who enter the DRC. 
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2. Determine the registration status. 

 
3. If a survivor is not registered, direct them to a phone or computer bank for Registration 

Intake. 
 

4. If a survivor has registered, direct the individual to an available Applicant Assistance 
Specialist or appropriate waiting area. 

 
5. If a survivor has registered and a habitability inspection has been performed on the house by 

FEMA, direct the survivor to Preliminary Placement Interview (PPI) caseworkers. 
 

6. Start the routing slip for the survivor and stress that it should be returned as they exit the 
facility. 

 
7. Receptionists should have program knowledge of all agencies within a DRC so they are able 

to direct survivors to the appropriate services. 
 

8. Ensure log sheets of all visitors are kept up to date. 
 
Applicant Services Specialists 
 
Applicant Services Specialists should perform the following tasks: 
 
1. Conducts the interview with survivors as well as verify all personal information. 

 
2. Provides survivors with information on the application process to ensure they understand the 

time frame involved, inspection process, and response to their needs. 
 

3. Completes routing slip for each survivor, showing the survivor what agencies are present and 
may be able to provide additional assistance.  

 
4. Listens to, analyzes individual unmet needs, and focuses on the resolution through 

appropriate referrals. 
 

5. Conducts research and provides survivors with updates on information requests pertaining to 
their application status. 

 
6. Evaluates and assesses appeal requests. Recommends solutions for unique cases and seeks 

advice from the DRC Manager and/or forwards the case to the Unmet Needs Coordinator. 
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Disaster Behavioral Health/Crisis Counseling 
 
The purpose of the crisis-counseling program is to help relieve any grieving, stress, or mental 
health problems caused or aggravated by the disaster or its aftermath. These short-term services, 
provided by FEMA as supplemental funds granted to state and local mental health agencies, are 
only available to eligible survivors or a presidentially-declared major event. Those who may 
require this confidential service should inquire about it while registering for disaster assistance; 
the DRC staff will refer the applicant to crisis counseling services. Or they may contact FEMA’s 
toll-free number 1-800-261-FEMA (TTY 1-800-462-7858) to find out where these services can 
be obtained. 
 
Exit Interviewer 
 
Exit Interviewer confirms that survivors have successfully met with each of the appropriate 
agencies and representatives in the DRC. An effective Exit Interviewer will perform the 
following: 
 
1. Conducts applicant interviews. 

 
2. Collects the survivor’s routing slips and confirms that the survivor has spoken with all 

agencies that may be able to assist them. 
 

3. Ensures all questions from the survivor have been answered and address any new questions 
or concerns they may have. 

 
4. Distributes informational brochures to survivors from agencies that may not be physically 

present in the DRC. 
 

5. Determines if survivors are satisfied with the services at the DRC. 
 

6. Looks for trends to report to the DRC Managers that assist in identifying the DRC staff’s 
applicant service satisfaction rates. Tracks information to identify trends that will be useful to 
the JFO. 

 
7. Performs other duties as required. 
 
Small Business Administration (SBA) 
 
The SBA Disaster Recovery mission is to assist survivors with recovering from disasters and 
rebuild their lives by providing affordable, timely and accessible financial assistance. This 
assistance is available to homeowners, renters, and businesses that are within the declared 
counties. SBA is an important partner to the State and FEMA in disaster recovery field and will 
work closely with the DRC Managers. May SBA representatives have worked extensively in 
DRCs and may be a valuable resource. Depending on the circumstances, a Disaster Loan 
Outreach Center will be established by SBA and will generally remain in the affected area for 
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two weeks upon closure of the DRC. They will either remain in the location of the closed DRC 
or relocate to a smaller facility. SBA representatives assist survivors in applying for loans. For 
survivors seeking federal assistance, the completion of a SBA loan application will be required. 
During the course of the day, SBA representatives: 
 
1. Provide information on disaster loan programs. 

 
2. Assist in completion of loan applications. 

 
3. Conduct community outreach. 
 
Disaster Unemployment Assistance (DUA) 
 
1. May provide weekly benefit payments to those out of work as a direct result of the disaster. 

 
2. Includes self-employed persons, farm and ranch owners, and others not covered or qualified 

under regular unemployment programs. 
 

3. 100% funded by FEMA, through the US Department of Labor and administered by the 
state’s unemployment agency, the Department of Economic Opportunity (DEO). 

 
Disaster Legal Services 
 
FEMA, through an agreement with the Young Lawyers Division of the American Bar 
Association, provides free legal assistance for disaster survivors. Legal advice is limited to cases 
that will not produce a fee and may not be available for all events. Persons may seek legal 
counseling regarding: 
1. Insurance claims; 

 
2. Landlord/tenant counseling; 

 
3. Home repair contracts; 

 
4. Consumer protection matters; 

 
5. Replacement of wills/legal documents; and 

 
6. Power of Attorney guardianships/conservatorships. 
 
External Affairs 
 
External Affairs is a composition of many areas of expertise. The two specific groups we will 
describe here are Community Relations and the FEMA Functional Needs Group. 
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Community Relations (CR) (on the federal side of the house) goes door to door with a State 
SERT Representative. Their job is to make sure the message gets out to everyone that there is an 
active response in the area for all disaster survivors. The CR element assists disaster survivors in 
registrations, informational brochures, and instructions on how to register for federal and state 
assistance. Additionally, the CR team goes out into the field to look for pockets of disaster 
related damage and survivors that may not be aware of the response presence in the community. 
 
In the DRC, the CR Teams will check in with the DRC Managers, they will exchange 
information on where the survivors are coming from that may not have known about the 
Community Response. 
 
Another important aspect of the external affairs section of FEMA is the Functional Needs 
Integration Group. In this section, employees that are bilingual, as well as those persons who can 
“sign” or interpret sign language ease the burden of those survivors who have not only the 
disaster, but also a language barrier to overcome. These individuals can work in the DRCs via 
online and WI-FI. These employees assist survivors with a language barrier, making these 
survivors efforts to recover from a disaster, just that much easier and effective. 
 
Mitigation 
 
Mitigation focuses on breaking the cycle of disaster damage, reconstruction, and repeated 
damage. Mitigation efforts provide value to Florida citizens by creating safer communities and 
reducing loss of life and property. Mitigation includes activities such as: 
1. Complying with or exceeding the National Flood Insurance Program (NFIP) floodplain 

management regulations; 
 

2. Enforcing stringent building codes, flood-proofing requirements, seismic design standards, 
and wind-bracing requirements for new construction or repairing existing structures; 

 
3. Adopting zoning ordinances that steer development away from areas subject to flooding, 

storm surge or coastal erosion; 
 

4. Retrofitting public buildings to withstand hurricane-strength winds or ground shaking; 
 

5. Acquiring damaged homes or businesses in flood-prone areas, relocating the structures, and 
returning the property to open space, wetlands or recreational uses; 

 
6. Building community shelters and tornado safe rooms to help protect people in their homes, 

public buildings and schools in hurricane and tornado-prone areas. 
 
Individual and Households Program (IHP) 
 
The IHP provides money and services to survivors of a disaster area when their losses are not 
covered by insurance and property has been damaged and/or destroyed. It is designed to assist 
with critical expenses that cannot be covered in other ways. IHP will not cover all property 
losses and is not designed to restore damaged property to its condition prior to the disaster. 
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1. Provides financial and direct assistance for disaster-related necessary expenses and serious
needs that cannot be addressed through other means.

2. Most commonly used forms of assistance are home repair, rental assistance, and personal
property losses.

3. Is divided into two sections:
a. Housing Assistance (HA); and

i. Temporary Disaster Housing: Money that is available for survivors to relocate to a
rental property, or a government provided housing unit, when local rental properties
are not available.

ii. Repair: Money that may be available to homeowners to repair damage that was a
direct result of the disaster and was not covered by insurance. The goal is to make
the damaged home safe, sanitary, and functional.

iii. Replacement: Money that may be available to homeowners to replace their home
that was destroyed by a disaster and was not covered by insurance. The goal is to
assist the homeowner with the cost of replacing their destroyed home.

iv. Permanent/Semi-permanent Housing Construction: Direct assistance or money that
may be available for the construction of a home. This type of assistance occurs in
remote locations specified by FEMA, and only when no other housing assistance is
available.

b. Other Needs Assistance (ONA).
i. Other Needs: Money that may be available for necessary expenses and serious needs

as a direct result of the disaster. This includes items such as medical, dental, funeral,
personal property, transportation, moving and storage, and other expenses that are
authorized by law.

Total IHP Financial Assistance 

1. Cannot exceed the program maximum amounts set by law. This amount is updated annually.
a. $32,400.00 – Effective October 1, 2013

2. Maximum may be a combination of Housing Assistance (HA) and Other Needs Assistance
(ONA).

3. Assistance is not to exceed 18 months from the date of declaration.

STATE REPRESENTATIVES 

Department of Children and Families (DCF) 

1. Food stamp replacement;

2. Disaster Behavioral Health/Crisis counseling; and

DRC-15 



3. Disaster Emergency Food Stamps.

Department of Economic Opportunity (DEO) 

1. Job placement;

2. Training and referrals; and

3. Unemployment benefits that may be available to survivors who are out of work as a direct
result of the disaster.

Department of Elder Affairs (EA) 

1. Case managers connect the elderly to appropriate assistance.

Department of Veterans Affairs (VA) 

1. Case managers provide information on benefits, pensions, insurance settlements, and VA
mortgages.

Department of Highway Safety and Motor Vehicles (DHSMV) 

1. Identification replacement, driver’s license, voter registration, organ donation designation,
emergency contact registration, vehicle tags and registration;

2. Provides locations of facilities that remain open near or in the impacted area; and

3. May establish mobile facilities within the DRC.

Department of Agriculture 

1. Provides loan programs to assist eligible farmers, ranchers, and aquaculture operators in
returning their operation to a financially sound basis in the aftermath of a disaster.

Department of Financial Services 

1. Provides information on federal and state assistance programs, including insurance
awareness.

Note: Which state agencies assigned to a Disaster Recovery Center will 
be dependent on the type of disaster and extent of damages. 
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LOCAL REPRESENTATIVES 

County Department of Health 

1. Water test kits; and

2. Health and Safety Awareness.

Utilities 

1. Information related to restoration of services.

Building and Permit Office 

1. Provide information related to building and remodeling projects when permits are necessary.

Community Response Team 

1. Provide disaster preparedness education for survivors within the impacted community.

2. Provide staff support for the DRC operation.

VOLUNTARY AND FAITH BASED ORGANIZATIONS 

Representatives 
Voluntary and faith-based organizations may assist survivors with emergency food, clothing, 
shelter, and medical assistance. Many additional services may be available in various disaster 
circumstances. Learn and know what is present in your particular situation so you can make 
appropriate referrals. Common agencies and assistance that may be present in a DRC include: 

Long-Term Recovery 

1. Intake; and

2. Unmet need identification.

Faith-Based Organizations 

1. Vouchers for clothing;

2. Referrals for services such as debris removal and flood cleanup; and

3. Assistance in replacement of household necessities.
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American Red Cross 

1. Feeding and hydration;

2. Flood cleanup materials; and

3. Gathering information on identified unmet needs of the impacted community.

Salvation Army 

1. Feeding and hydration;

2. Sheltering;

3. Clothing; and

4. Assistance in replacement of household necessities.

PARTNERSHIPS AND ORGANIZATIONS 

A successful DRC Manager will fully understand the partners within the DRC and the 
relationship between the DRC, FEMA, and other organizations assisting in the disaster recovery. 
Multiple entities, organizations and departments are present at the DRC. All are important 
partners in the disaster recovery process. In addition to those present in the DRC, relationships 
exist with other entities that are vital in the daily operations of the DRC. The following provides 
an overview of the individuals and organizations which form the partnerships necessary to make 
the DRC operation successful. 

State 

The state will have representatives at the DRC responsible for coordinating with the DRC 
Manager. Once assigned to a DRC location, the representative should brief the manager on their 
program and services available.  

Local Government 

The DRC is located within the local jurisdictions domain and it is critical that all parties remain 
informed on daily activities, including issues or concerns that may arise. The local government 
will decide the most effective means of communication; however, there will be a primary point 
of contact with whom the DRC Manager will coordinate with, typically the County EM Director.  

Non-governmental Organizations (Faith-Based and Voluntary Organizations) 

Additional organizations who may contribute to the recovery effort provide a valuable resource 
to the community and the DRC. All agencies and organizations that would like to participate in 
the DRC Operation must be approved by the State DRC Coordinator.  
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Joint Field Office (JFO) 
 
Communications with the JFO and the DRC Coordinator in particular are an important part of 
the daily operation. The JFO must remain aware of the information received in the field to make 
timely and accurate determinations of the need for the DRCs to remain open, increase staffing or 
target various programs within the DRC. 
 
FEMA Region 
 
The region is responsible for the overall coordination of the disaster programs and will be a key 
decision maker in the role of the DRC operations. There will be little direct coordination and 
interaction between the DRC Manager and the Region; however, it is important the relationship 
is recognized in the structure of the organization.  
 
Mitigation 
 
The Mitigation Department of FEMA or the state will maintain a presence at the DRC. The 
Mitigation representative will meet with survivors who are interested in learning about ways to 
rebuild stronger and safer than pre-event conditions. Mitigation may help survivors reduce future 
damages by planning for disaster during their reconstruction efforts. 
 
 
Preliminary Damage Assessments (PDA) Team 
 
PDA Teams are sent to the field following a disaster to determine the extent and location of 
damages. Each team consists of a FEMA, state, local, and SBA representative. Information 
gathered will assist with determining the need for the establishment of a DRC. 
 
Emergency Management (EM) Directors 
 
The EM Directors are the primary coordinating body within the impacted county. To better 
coordinate the delivery of services within the DRC, it is critical the EM Director be notified of 
issues and concerns. 
 
Additional IHP Details 
 
Housing Assistance (HA) Program 
 
Housing Assistance (HA) is one of the most visible programs at FEMA. There is a great deal of 
information surrounding the application and delivery of service for this program. The following 
lists the departments, their roles, and critical information of which DRC managers should be 
aware. As discussed, there are multiple forms of housing assistance and various requirements for 
each element. In order to receive any form of assistance, a survivor must be an eligible FEMA 
applicant and meet the housing damage threshold. It is ALWAYS the policy of the Housing 
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Assistance Program to place eligible applicants in existing resources when available. Direct 
housing units (mobile home and travel trailers) are used ONLY when there are no other 
resources available. Survivors entering the DRC should NOT be informed that they will be 
receiving a housing unit. 
 
Registration 
 
The initial step to any FEMA assistance is the registration process. Survivors can apply for 
FEMA assistance via telephone, the web, or in person at a DRC. The information required is the 
same regardless of the application method. The key pieces of information needed to register 
include: 
 
1. Name of survivor 

 
2. Contact information 
 
3. Address 
 
4. Losses 
 
5. Insurance information 
 
6. Occupants 

 
7. Income 
 
All information will be verified. After the initial record of the survivor is created, the survivor 
will be given a registration number. It is critical the survivor keep this number because it will be 
the means for locating their records. They must provide this number to FEMA whenever they 
make an inquiry about their application or status. Registration may be completed via telephone, 
at 1-800-621-FEMA (3362), or on the web at www.fema.gov.  
 
Habitability Inspection 
 
The National Emergency Management Information System (NEMIS) will auto-determine 
applicants who will receive a habitability inspection, which is the next qualifying step in 
receiving housing assistance. An inspector will contact the survivor and arrange a time to visit 
the property. If the survivor is unable to be present, the inspector may visit the property on their 
own, though this is not the preferred method. 
 
If an owner disagrees with the inspector as to the extent of damages sustained by the home, he or 
she may appeal through the FEMA system. If adequate damages were sustained, the survivor’s 
file is moved into Disaster Assistance Replacement Assistance Consideration (DARAC) 
database system where the Preliminary Placement Interview (PPI) will be conducted. 
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Preliminary Placement Interview (PPI) 
 
This process determines the resources available to meet the needs of the survivor. PPI will 
always provide the survivor a list of rental resources to contact as the first step to locating 
housing. The Applicant Services Specialist can review the overall process for the PPI which 
include: 
 
1. Review survivor status in NEMIS; 

 
2. Verify Housing Assistance (HA) eligibility; 
 
3. Call survivor; 
 
4. Identify need for Direct Housing Assistance; 
 
5. Determine the P-Code; and 
 
6. Forward to the Unit Lead for review. 
 
The P-Code is the category of assistance a survivor may receive and the current status of their 
case. If there are not any rental resources and the Direct Housing Mission has been mobilized, 
survivors may be sent to Mobile Home Operations for continued assistance. PPI will determine 
the size of the housing unit needed and the location based on the commercial sites available or 
the ability of the survivor to locate the unit on private property. 
 
Direct Housing Operations 
 
After the PPI is completed and if the PPI caseworker and the administrator determine there is the 
need for the survivor to receive direct assistance, the case is sent to the Direct Housing 
Operations department. 
 
The Direct Housing department receives site inspection requests or assignments and will: 
 
1. Conduct the site inspection; 
 

2. Determine the feasibility of the site; 
 
3. Obtain a Right of Entry to place the housing unit; 

 
4. Obtain a Pad Lease Agreement to deliver to the Contracting Officer (for commercial sites); 

and 
 
5. Complete an Installation Work Order. 
 
This information is delivered to the Long Term Recovery Office where the work order will be 
issued for feasible sites and given to a contractor for delivery and installation. Once the unit has 
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been set up, the contractor will notify FEMA and the FEMA inspector will conduct a Ready for 
Occupancy (RFO) inspection. The survivor is then contacted and will meet the inspector at a 
designated time to review and complete lease agreements and take possession of the unit. The 
survivor is responsible for keeping the unit in good working order for the duration of the lease 
and at no time should the unit be relocated. 
 
Recertification 
 
Recertification is performed every 30 days as a part of all housing assistance. The purpose of 
Recertification is to: 
 
1. Document need for continued assistance; 

 
2. Verify progress toward a permanent housing solution; and 
 
3. Check the condition of the housing unit. 
 
At Recertification, the case worker will assist the applicant with establishing their permanent 
housing plan. Direct Housing is only available for 18 months from the date of the disaster 
declaration. In certain extreme circumstances, the time may be extended. However, it should 
never be assumed that an extension will be granted. 
 
Sequence of Housing Options 
 
While the Direct Housing Program uses all available resources to provide housing units, the 
preferred assistance method continues to utilize traditional housing techniques including: 
 
1. Blue Roof Program; 

 
2. Rental assistance; 
 
3. Repair and replacement assistance; and 
 
4. Other Needs Assistance. 
 
Expansion of traditional housing techniques will also be pursued to provide alternatives to Direct 
Housing. As necessary, this may include increasing the amount of rental assistance relative to 
fair market rent and possibly to provide direct housing. The priority for Direct Housing is as 
follows: 
 
1. Utilizing existing commercial pads and identifying additional commercial sites; 
 
2. Placing housing units on private property; 
 
3. Providing site preparation for existing commercial pads; and 
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4. Developing group sites. 
 
If required, group site development will be designed with utilities run above ground unless there 
is the potential for long term benefit (such as a planned housing development) or if the 
municipality requires buried utilities. Benefits to running utilities above ground include 
expediting the delivery of housing and reducing the overall costs. Permitting requirements for 
above-ground temporary utilities are less complex, because it will reduce the time necessary to 
process sites. In addition, construction costs for the installation and deactivation of temporary 
sites is reduced due to fewer excavation and restoration expenses. 
 
In addition to the conventional direct housing techniques, alternate housing methods will be 
explored. Converting commercial properties to temporary housing or performing minor repairs 
on existing housing structures to make them habitable are possible alternatives to commercial 
and group sites. Modular and panelized housing units and other technology will be investigated 
as an alternative to travel trailer and mobile homes. The Direct Housing Program strives to 
provide housing to displaced individuals as quickly as possible. Each technique is applied as the 
situation dictates. If one technique is not a viable option, the response will quickly begin 
applying the next housing techniques. 
 
Other Needs Assistance (ONA) 
 
ONA program is cost shared: 
 
 25% state funds 
 75% federal funds 
 
Two types of assistance with ONA: 
 
 Non-SBA Dependent (Not dependent on a SBA loan) 
  Medical 
  Dental 
  Funeral expenses 
  Other (i.e. generator, dehumidifier) 

SBA dependent (denied a loan by SBA and are referred to ONA; set prices are state 
specific) 
  Personal Property 
  Employer required tools 
  School uniforms 
 Transportation (repairs and replace) 
 Moving and storage (to avoid additional damage or store items during repairs) 

The state must choose from three options when deciding how Other Needs Assistance (ONA) 
will be administered. 
FEMA Option 
   FEMA is program administrator 
   Auto-determination is used 
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Joint Option  State administers ONA with some FEMA involvement 
State Option State administers ONA without FEMA involvement (cannot use NEMIS, 

RI, Inspectors, and other FEMA programs) 
 
III.  Reporting Requirements 
 
The decision to open or close DRCs is made based on the data in reports submitted. The DRC 
Coordinator is responsible for filing a report with the State Emergency Response Team (SERT) 
by close of business each day on the following: 
 
1. Number of survivors served daily by agency; 

 
2. Agencies present in the DRC; 
 
3. Total of Disaster Temporary Housing Surveys; 
 
4. Type of services or information provided at the facility; 
 
5. Changes in contact information (telephone numbers) at the facility; and 
 
6. Unmet emergency needs that have been identified. 
 
It is mandatory that ALL DRC Managers submit a Daily Report via email. A faxed report may 
be accepted pending circumstances and approval via DRC Coordinator. An approved Daily 
Report can be found in the Common Forms for DRCs and on provided CD. 
 
Recording Data for Reports 
 
1. The receptionist will be stationed so that applicants cannot enter or leave the DRC without 

passing in front of the receptionist. 
 

2. The receptionist will enter the applicant’s information into the DRC Reception Log and then 
give the applicant a DRC Routing Slip. The routing slip is an annotated list of the agencies 
the survivor has been referred to for probable assistance. 

 
3. Each of the State and volunteer agencies will be required to keep a tally of survivors that 

have been referred for assistance and who referred the survivor to the DRC. These numbers 
will follow the same timeline as the tally for survivors entering and registering at the facility. 

 
4. The survivor will visit the agencies referred. Once the agency has finished with the survivor, 

the caseworker for the agency will initial the survivor’s routing slip. 
 
5. Once the survivor has visited all of the referred agencies, the survivor will exit the DRC by 

the Exit Interviewer Desk. (The Reception/Exit Interview Desk may in some circumstances 
be the same. This is dependent on the number of survivors being served daily and available 
space.) 
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6. The survivor will place the routing slip in a box on the Exit Interviewer’s desk. The Exit 
Interviewer will conduct an interview to determine if all needs have been met.  

 
7. The Exit Interviewer will use the routing slip to manually count the total of survivors seeking 

assistance. This data will be provided to the DRC Manager daily. 
 

8. Each agency participating in the DRC Operation is to maintain a tally of all survivors 
assisted. This data will be provided to the DRC Manager daily. 

 
9. The DRC Manager will enter the data into the Daily Report. Cut-off time for all agencies is 

3:00 p.m. or at a time designated by the FEMA DRC Manager. The total registration and 
total visitor accumulative total will ALWAYS be the same total submitted by both, the 
FEMA DRC Manager and the State DRC Manager. Ensure the number is the same prior to 
submittal. 

 
10. The completed Daily Report is electronically submitted via email to the DRC Coordinator. 

 
11. The DRC Coordinator will use the information submitted to produce a cumulative total 

report of all DRC operations to be briefed to the appropriate staff. 
 

12. Remember to print the complete report and keep on file as a backup to the data submitted. 
 
IV.  DRC Processes and Checklists 
 
Mobilization and Establishment 
 
The DRC Coordinator works with the County EM Director to determine the locations of DRCs. 
The following are the procedures to identify a DRC site, build-out the DRC, and staff the DRC. 
 
Locations for DRCs are traditionally selected based on a number of criteria, including, but not 
limited to: 
1. Joint Preliminary Damage Assessments (PDAs) 

 
2. Population Density Reports 
 
3. Requests from county and local officials 
 
Locating a DRC Pre-Event 
 
1. The State DRC Coordinator identifies counties that may be in the impacted area. 

 
2. The State DRC Coordinator contacts the EM Directors (of the county’s most likely to be 

severely impacted) before impact and asks them to submit a list of pre-identified potential 
DRC locations. 

 
3. The DRC Coordinator contacts state agencies to identify potential DRC Managers. 
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4. The DRC Coordinator prepares preliminary State DRC Manager staffing rosters. 
 

5. The DRC Coordinator requests availability of mobile DRCs. 
 
Opening a DRC Post-Event 
 
1. The county performs the initial damage assessment immediately following the event. 

 
2. The county requests s Joint PDA. 

 
3. The State DRC Coordinator identifies heavily-impacted areas by reviewing the Joint PDA 

totals, registration intake from the county, location of shelters and feeding sites, and 
voluntary agencies reports. 

 
4. Once the county has received an Individual Assistance declaration, PDAs have been 

completed and tele-registration data gathering has begun, the State DRC Coordinator works 
with the county officials and FEMA liaisons in the impacted areas to determine the most 
suitable locations for DRCs. 

 
5. The County EM Directors will submit a formal request into EM Constellation for the 

establishment of a DRC. 
 

6. FEMA Safety, Security, and Logistics teams assess the sites and determine readiness of site 
and, upon signage of site agreement, the DRC setup process can move forward. 

 
7. The State DRC Coordinator and FEMA DRC Group Supervisor make recommendations to 

the IA Branch Director on the opening of DRCs based on the results of the assessments and 
the extent of the damage. 

 
8. Upon approval from the IA Branch Director, the DRC Coordinator will initiate making 

contact with the facility managers of the selected sites and will gather all necessary contact 
information and specifications for the facility and assess the probability of the identified 
sites. 

 
9. FEMA, State, Logistics, Safety and Security will conduct an inspection of each identified 

location. 
 

10. The IA Officer makes changes as required and approves the sites. 
 

11. It is requested that the county provide sites that are donated or owned by the city or county. 
A Memorandum of Understanding (MOU) is drafted between FEMA, state, and facility 
owner. Each party will retain a signed MOU. 

 
12. In some cases the facility must be leased. This is only done when there are no other options 

available and will need approval by FEMA. Once approved, the FEMA DRC Group 
Supervisor prepares a FEMA form 60-1 and forwards it to Logistics. 
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13. The State DRC Manager is deployed to a specified location (JFO and/or headquarters) for 
issuance of SERT apparel, training assignments, and processing. 

 
14. State Agency Program staff and DRC Managers are assigned to DRC location. 

 
15. The State DRC Coordinator requests comfort stations as needed. 

 
16. The County EM Director or the DRC Coordinator notifies the Department of Transportation 

(DOT) to provide Variable Message Boards, stating: 
a. Facility name 
b. Hours of operation 
c. Location of facility 

 
17. FEMA and State DRC Manager jointly determine the initial layout. 

 
18. The DRC Manager identifies any additional equipment needed for the facility. 

 
19. A courier service is established. 

 
20. DRC Manager verifies that all establishment requirements are met. 

 
21. Staff is deployed to a specified location for issuance of SERT apparel, training assignments, 

and processing. 
 

22. The State DRC Coordinator establishes the communication flow between the DRC 
Coordination Office and the DRCs. 

 
23. The DRC Coordinator submits confirmed DRC locations and opening dates to the IA Branch 

Director. 
 

24. Approved and confirmed locations and opening dates are then forwarded to the Public 
Information Office (PIO) for advertisement to the public. 

 
25. DOT installs Variable Message Boards (VMB). 

 
26. All DRC program staff mobilizes to the appropriate DRC location. 

 
27. FEMA Logistics facilitates the actual move in, including requesting the necessary labor. 

(Post Declaration Event) 
 

28. DRCs open. 
 
DRC Manager Checklist for DRC Set-up/Opening 
 
1. Contact FEMA Counterpart. 
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2. Meet with point of contact for DRC facility. 
a. Confirm hours and days of operation 
b. Obtain building access key 
c. Check building restrictions 
d. Identify public restrooms 
e. Ensure building and restroom facilities are compliant with the Americans with 

Disabilities Act (ADA) 
f. Ensure there is adequate parking 
g. Ensure janitorial and maintenance responsibilities are provided (including weekends) 

 
3. Confirm presence and working condition of available equipment, such as; 

a. Telephones and telephone lines 
b. FAX machine(s) 
c. Copy machine(s) 
d. Tables and chairs 
e. Supplies, kits, and signs 
f. Computers and printers 

 
4. Arrange the DRC Layout. 

a. Waiting area 
b. Traffic pattern is handicap accessible and survivor friendly 
c. Adequate workspace is provided for all agencies present in the DRC 
d. Ensure SBA, Mitigation, and Crisis Counseling are set up in a separate location where 

privacy is available 
e. Identify manager’s location (State/FEMA – locate near exit interview table) 

 
5. Required reports. 

a. Survivor sign in  
b. Daily State, Local and Volunteer agency sign-in 
c. Disaster Temporary Housing Surveys 
d. Staffing list including emergency contacts, hotels, cars, and other necessary information 
e. DRC Situation Report 
f. Accountable property list 

 
6. Set-up and test phone bank registration. 

 
7. Set-up and test agency workstations. 
 
8. Post DRC signs in the interior and exterior, on emergency exit, restrooms, and other public 

places. 
 
9. Prepare for crowd control (implement a numbering system in the event the DRC becomes 

over-crowded). 
 
10. Conduct all-hands kick-off meeting prior to opening. 

a. Briefly introduce yourself and FEMA Manager 
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b. Allow staff to introduce themselves with a brief description of services provided
c. Explain why we are there and give a brief description of the disaster
d. Detail work procedures including survivor flow through center and forms used to

provide information from agency to agency
e. Explain to agencies on reporting requirements (all numbers will end at appointed time)
f. Hours and days of operation

11. Manager expectations:
a. Treating survivors with respect and courtesy
b. Last survivor leaving the facility will be treated as well as the first survivor entering
c. Agencies should ensure that they have assisted all survivors that remain in the center

after doors close and before leaving the facility
d. Respect privacy of interviews

12. Ensure site safety and security including evacuation plan and emergency procedures have
been implemented prior to opening.

13. Announce scheduled mandatory meetings.

14. Ensure survivors have the closest access to parking.

15. Announce agency sign-in sheet daily.

16. IN the event an agency will not be present, ensure adequate material is available along with
appropriate contact information.

17. Ensure that agencies notify or delegate in the event they leave their workstation.
18. Identify telephones available to all agencies (Manager’s phone should remain in a separate

location).

19. Provide information on media or VIP visits.

20. Be prepared to open sooner than scheduled opening.

21. Report status of establishment to the DRC Coordinator.

22. Be prepared for media visit (Refer to the Public Information Officer).

23. Open DRC at published hour (or before if large crowds are present and all agencies are
operational).

24. After opening, conduct rapid assessment of staff, agencies, materials, and supplies and
request additional support if needed.

25. Prepare, anticipate, and respond.
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DRC Coordinator Event Preparation Checklist 

Pre-Event Preparations Checklist 

1. List counties with potential for major damage.

2. Identify sites for DRCs from County EM Directors.

3. Prepare copy of pre-identified sites for the county and advise to verify.

4. Contact state agencies to identify potential DRC Managers.

5. Prepare a Preliminary DRC Manager Staffing Roster.

6. Notify state agency program staff, volunteer, and faith-based organizations of staffing
requirements.

7. Prepare preliminary list of logistical needs.

8. Brief the IA Officer.

Checklist for DRC Manager Briefing with DRC Coordinator 

1. Identify/clarify expectations of DRC Coordinator.

2. DRC facility information.
a. Site location, directions, and specific site issues
b. Logistical arrangements
c. Opening date and time
d. Days and hours of operation
e. Building contact information
f. Safety/security arrangements for site

3. Staffing.
a. FEMA DRC Manager Contact
b. Lodging
c. Cars
d. Special needs for staff

4. Disaster Information.
a. Dates of declaration and Incident Period
b. Declared counties
c. Demographic information on affected area
d. Type of damage (flooding, tornado, hurricane, wind, etc.)
e. Death/injury reports
f. Voluntary agency activities including shelters and mass feeding operation
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g. Disaster fact sheet 
h. Referral phone numbers (for survivors) 
i. JFO contact phone numbers 

 
5. Other Issues. 

a. Other agencies that will be present 
b. DRC reporting requirements (appointed cut-off time and approved forms) 
c. Accountable property issuance including: cell phone, computer, fax, copier, printer, 

MDRC Network Kit, apparel, etc. 
d. Status of DRC kits and signs 
e. Computer configured for staff field use 

 
Transition Communication 
 
During the transition between establishment and daily DRC operations, communication links 
become especially important. The DRC will maintain channels of communication with all 
partners. 
 
1. Communicate one-on-one with each DRC Manager. 

a. Monitor operations 
b. Identify any issues that need resolution 
c. Mentor 
d. Use email for information and updates 

 
2. Conduct conference calls with all centers. 

a. Include other partners 
b. Discuss program issues 
c. Give each DRC an opportunity to report 
d. Provide new news information to all DRC Managers and appropriate staff 

 
3. Receive and distribute information via courier. 

a. Press releases 
b. Situation Reports (SitReps) 
c. Safety Bulletins 
d. Administrative and policy memos 
e. Flash Reports 

 
4. Ongoing report activity. 

a. Provide daily DRC reports to IA Branch Director for distribution 
b. Provide input for the SitRep 
c. Provide a brief report on DRC activity and issues to the IA Branch Director prior to the 

daily SCO/FCO briefing 
d. Provide daily agency attendance report 

 
5. Prepare special reports as required by the IA Officer. 
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6. Maintenance of report files. 
 
7. Records of DRC locations, openings, operating schedules, and closing. 
 
8. Emergency locator listing of DRC staff. 
 
9. Record all accountable property. 
 
10. Staffing report with projected release dates. 
 
11. Files required for transfer and for public records preservation. 
 
12. Ongoing communication with the FEMA DRC Group Supervisor. 

 
Daily Operations 
 
The DRC Manager, in coordination with FEMA, is responsible for the daily operation of the 
DRC: 
1. Ensure that all staff is present and prepared for opening. 

a. Obtain staffing schedules from other agencies 
 
2. Coordinate daily with FEMA counterpart. 

 
3. Participate in conference call(s). 

a. Be prepared prior to conference call on issues or concerns 
b. Allow all staff to attend and participate, and brief accordingly 

 
4. Monitor DRC workload. 

a. Ensure smooth traffic flow through the DRC 
 
5. Ensure resources are available. 

a. Appropriate number of well-trained staff 
b. Equipment and supplies 
c. Facility issues 
d. Program/agency related information 

 
6. Identify trends. 

 
7. Assist with registration and exit interview function when needed. 

 
8. Complete reports. 

a. Ensure that DRC procedures are adequate to produce an accurate daily count 
b. Provide reports on a timely basis (update DRC Coordinator every two hours) 
c. Report significant trends and issues as they occur 

 
9. Prepare for visits by the media and VIPs. 
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Communication 
 
1. On-going coordination with FEMA Manager. 

 
2. Daily staff meetings. 

a. All staff morning meeting 
 

3. One-on-one meetings (as needed). 
 

4. Emergency notices. 
a. Evacuation plan 
b. Verbal announcements 
c. Emergency contact locator 

 
5. DRC/JFO communication is a primary duty of the DRC Manager. 

 
6. Written reports 

a. Daily DRC Reports 
i. Record of number of survivors visiting each agency on a daily basis 

ii. Record of survivors entering the facility 
iii. Record total of collected Disaster Temporary Housing Surveys 
iv. Provided to the DRC Coordinator 

b. Issues and trends 
i. Narrative reports that capture disaster/DRC specific issues for JFO review 

ii. Provided to the DRC Coordinator 
c. Supporting other Individual Assistance Programs. 

 
Community Response (CR) 
 
1. Contact CR Team Leader 

 
2. Identify the number of CR Teams within the impacted community. 

 
3. Forward identified unmet needs to the DRC Coordination Center/JFO. 
4. Notify CR Team Leader of potential outreach opportunities. 
 
5. Provide update to the team leader as information comes available. 

a. VIP visits 
b. Issues and concerns 
c. New news 

 
6. Support CR Team Leader and Field Staff as needed. 

a. Computer/printer access 
b. Courier service 
c. Fax machine 
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d. Copy machine 
e. Reports, timesheets, vouchers, and other needed information 

 
Disaster Temporary Housing 
 
1. Contact Disaster Temporary Housing Coordinator. 

 
2. Maintain a file of the Disaster Temporary Housing Surveys. 

a. Housing Coordinators will collect daily 
 

3. Provide update to the Disaster Temporary Housing Coordinators as information becomes 
available. 
a. VIP  visits 
b. Issues and concerns 
c. New news 

 
4. Support Disaster Temporary Housing Coordinators as needed. 

a. Computer/Printer access 
b. Courier service 
c. Fax machine 
d. Copy machine 
e. Reports, timesheets, vouchers, and other needed information 

 
Travel Unit 
 
1. Will be on an as-needed basis. 

 
2. Coordinate an appointment schedule for state field staff. 
 
3. Provide technical support. 

a. Computer/printer access 
b. Courier service 
c. Fax machine 
d. Copy machine 

 
4. Memos. 

a. Administrative announcements 
b. Safety concerns 
c. Program information  
d. Flashes 

 
5. Email 

a. Daily reports 
b. Hotel updates 
c. Days off 
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6. Courier 
a. Transfer information between JFO and DRCs 

 
Issues and Concerns 
 
To minimize the number of issues and concerns, it is important to ensure that all staff is aware of 
your expectations and to constantly observe staff interactions with co-workers and survivors. 
However, issues will arise and early identification is the first step to resolution. 
 
1. Monitor DRC operations. 

 
2. Talk to staff and survivors. 
 
3. Be aware of what is normal in the DRC and surrounding area. 
 
4. Use common sense on when and how to take actions. 
 
5. Notify DRC Coordinator. 
 
Closing a DRC 
 
1. A joint coordination between the county, state, and FEMA is used to determine that a DRC is 

no longer needed. 
 

2. The State DRC Coordinator makes contact with the local EM Director and/or their designee 
for approval to close the DRC. 

 
3. Upon written confirmation, the State DRC Coordinator and the FEMA DRC Group 

Supervisor determine closing date with approval of the IA Branch Director and County EM 
Director. 

 
4. The State DRC Coordinator notifies the DRC Manager and the facility owner of scheduled 

closing date. 
5. State DRC Coordinator requests Logistics to schedule removal of State Accountable 

Property. 
 

6. Public Information Officer is notified of closing dates. 
 

7. State DRC Coordinator works with SBA to determine if they will maintain a presence. If the 
need remains, SBA and a FEMA Applicant Services Representative will remain for usually a 
two week period post closure of the DRC. 

 
8. Prepare and post “closing signs” on the door and throughout the DRC including: 

a. FEMA 1-800 Tele-registration Number 
b. Key contacts for services that will continue within the impacted community once the 

DRC closes. 
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9. The DRC Manager prepares a “Letter of Recognition” list to include names and addresses of 

all agencies that supported the DRC Operation. 
 

10. Inventory all State Accountable Property and prepare equipment for transition. 
 

11. After the DRC is closed, the State and FEMA DRC Manager, along with the facility owner 
conduct a final walk-through to identify any damages caused by the DRC operations. 

 
12. DRC Managers return accountable property. 

 
13. When a DRC is going to close, the property owner is given written notice by the DRC 

Coordinator. 
 

14. The DRC Coordinator schedules debriefing sessions with DRC Managers in order to collect 
issues, concerns, and lessons learned. 

 
15. The DRC Coordinator ensures that the DRC Managers are demobilized appropriately 

following JFO course of action. 
 

16. After the closure of the final DRC, the State DRC Coordinator restocks DRC Go-Kits, 
replaces signs as needed, forwards any issues or concerns to IA Branch Director, provides 
final report to appropriate agencies, transfers DRC files, and demobilizes from the JFO. 

 
DRC Closure Checklist 
 
1. Staff releases. 

a. Debriefing 
b. Address issues or concerns 

 
2. Logistics arrangements. 

 
3. Back up or reports and records. 

 
4. Building notification. 

 
5. Notify Community Response Teams, Disaster Temporary Housing Coordinators, in addition 

to Local, Volunteer, and Faith-based Organizations. 
 
6. Remove interior and exterior signs. 

 
7. Logistics: 

a. Equipment is properly, neatly packed 
b. All property is accounted for 

 
8. Send appropriate program documentation and DRC records to JFO. 
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9. Collect referral information for agencies. 

 
10. Post closing notice. 

 
11. Prepare and forward final DRC Activity Report. 

 
12. Final meeting to thank all staff. 

 
13. Final walk through and return key. 

 
14. Final meeting with DRC Coordinator. 

 
Post-Event Preparation Checklist 
 
1. Coordinate with the county, state, and federal agencies to be represented in DRCs for space 

requirements. 
 
2. Coordinate with the state agency Emergency Coordinator Officer (ECO) on staffing needs. 

 
3. Brief all appropriate personnel on the location and date of opening including: 

a. FEMA DRC Group Supervisor 
b. State Human Services Officer 
c. State Community Response Coordinator 
d. State Housing Officer 
e. ESF 6 (State Agency Program Staff) 
f. ESF 15 (Volunteer and Faith-Based Organizations) 
g. Disaster Reservist Program Coordinator 

 
4. Complete logistical support request. 

 
5. Brief DRC Managers (include time for emailing the daily report, time, numbers for 

conference calls, and report format). 
 
6. Alert logistics of changing DRC needs. 

 
7. Make sure use of facility is of adequate duration. 

 
8. As DRC staff is released, ensure that accountable property is returned and that they check 

out following JFO course of action. 
 
9. Determine closing dates with approval of IA Branch Director and State Coordinating 

Officer. 
 
10. Notify the DRC Manager and all partners of scheduled closing. 
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11. Ensure that proper notification is provided to: 
a. Facility owner 
b. Logistics 
c. Public Information Officer 
d. Community Response 
e. Disaster Temporary Housing 

 
12. Coordinate debriefing sessions with DRC staff: 

a. Collect information for concerns and issues 
b. Discuss best practices and lessons learned 
c. Thank staff for their service 
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Community Response 
Reaching out to the community… 
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I. Introduction 

Community Response (CR) is an information dissemination, collection, and 
public relations operation used to assist disaster affected communities and 
individuals in receiving assistance. This is accomplished by meeting with disaster 
survivors, local officials, and leaders of the community to provide and distribute 
information and assistance throughout the affected area.  

II. Mission/Scope

The purpose of this Standard Operating Guide is to provide a description 
of Community Response Operations and offer a clear understanding of CR 
responsibilities. 

III. Assumptions

A. Counties and municipalities have constrained resources and 

 the emergency may exceed their response capabilities. 

B. Mutual aid may be required to support operations. 

C. Impacts or restrictions on transportation assets may delay 

 the response time.   

D. No power in the impacted area. 

E. Possible heavy debris. 

F. Possible flooding. 

G. Possible limited hotel accommodations in the impacted 

 area. 

H. Possible limited fuel supply in the impacted area.

IV. Roles and Responsibilities 

A. State
1. The Division of Emergency Management’s Bureau of Recovery is 

responsible for managing CR Operations.

2. The State will work in partnership with Federal Emergency 

Management Administration (FEMA) to conduct CR 

operations in the affected communities.
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3.
Additional staff will be required to support the CR effort. Depending 

on the size of the event, staff will be provided by; Disaster 

Reservists, local hires, State agencies, and the Emergency 

Management Assistance Compact..

4. State agencies will provide relevant informational materials for CR 

to distribute to the population.

B. Federal 

1. FEMA will provide federal counterparts to work jointly with State CR 

Members.

2. FEMA supplies all federal assistance informational material to be

distributed by CR to the community.

C. Local 

1. The County Emergency Management Director or designee will 

provide county demographics, key community contacts, and 

pertinent information to assist CR in outreach to the public.

2. If available, local Community Emergency Response Teams (CERT) or

other volunteers will provide support to CR teams by contributing local

information and points of contact so CR can better disseminate

information to the community.

V. CR Concept of Operations 

Community Response (CR) operates in a disaster affected county in three 
general phases:

Open County 

During the Open County phase, the State CR Coordinator and the FEMA 
Community Relations Coordinator work together to deploy and manage CR. The 
number of CR workers assigned to any given territory will vary depending on 
such factors as the extent of damage, population density, and other 
demographics like special needs populations. 
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During this phase, the following actions will occur: 

 Establish Chain-of-Command in accord with the Division of 

Emergency Management and Incident Command System principles 

and practices.
 CR teams are deployed to assigned locations.

 CR teams become knowledgeable of the community and make contact 

with key community leaders.

 CR teams canvas impacted communities daily to disseminate 

information regarding disaster relief, Disaster Recovery Center 

locations, and FEMA registration.

 CR coordinates recovery efforts with local public officials, 

nonprofit agencies, faith-based organizations, and Long-Term 

Recovery Committees.

 CR identifies unmet needs and vulnerable populations in the 

community. This information must be reported to the CR 

Coordinator as soon as possible.
 CR teams participate in special projects that assist survivors on 

the road to
 
recovery.

County Maintenance 

County Maintenance begins when there is no longer a need to have CR 
presence in the county on a daily basis. State CR and FEMA Community 
Relations Coordinators will advise the County Emergency Manager, when 
maintenance is recommended based on field activity. The county 
maintenance phase is normally one to two weeks. During this phase the 
following will occur:

 The State, FEMA, and the county agree that maintenance is 

appropriate.

 An official CR maintenance meeting is scheduled with the County 

Emergency Manager or designee to determine how to conduct 

the maintenance. This meeting does not need to be in person.

 A CR Strike Team will be assigned to the county to provide
 support and follow up on any unmet needs. A  Strike Team is 
comprised of Federal, State, and sometimes local 
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County Closing 

A county closes when CR does not need to have physical presses in the 
county anymore.  This occurs when all known unmet needs have been 
addressed and the county is able to handle any additional concerns.  

 The county, state and federal partners must all be in agreement on the 

closure dates.

 At the county closeout meeting the County Emergency Director or 

designee will review and sign the CR Closeout Checklist to officially 

close the county.

 The county is provided State contact information should they need any 

additional information or assistance.

VI. Reporting

State and FEMA will work jointly on all reporting. Every team in the field is 

required to submit a daily field report of their activities for the day. Each 

morning a CR Report will be published to detail CR’s activity as a whole in 

the field. This report will cover CR field actions including but not limited to:

A. Number of teams in the field 

B. Areas canvassed 

C. Meetings 

D. Unmet Needs 

E. Special projects  



officials who are already activated CR Team Members. The Strike 
Team works with the County EM to handle any specific problems in 
the county and works to wrap up any concerns before CR leaves.

A projected closeout date and meeting will be established at the 
maintenance meeting.
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Community Response (CR) Field Guide 

I. Introduction to CR 

Community Response (CR) is an information dissemination, collection, and public 
relations activity used to assist disaster-affected communities and individuals in receiving 
assistance. This is accomplished by meeting with local citizens and leaders of the 
community to provide and distribute information and assistance throughout the affected 
area.  

Community Response Goals and Objectives: 
• Meet the needs of those affected by the disaster by directing survivors to

resources that can best fill their needs. 
• Provide information on types of assistance available.
• Work effectively for and with all who have an interest in aiding the community.
• Search for and act on opportunities to inform and assist disaster survivors.
• Identify and report any unmet needs in the community.
• Continually work to discover new ways to deliver critical information to

survivors.

II. County Stages
• Open - CR teams are working within the county on a daily basis.
• Maintenance – The county is placed on maintenance when both the county and

the state agree that CR activity has slowed significantly. At this point, it is
possible to have a Strike Crew cover the county’s needs. A Strike Crew is one or
two CR workers assigned to cover a larger area as needed. The Strike Crew
handles any specific problems in the county and works to wrap up any concerns
before CR leaves.

• Closed – A county is closed when both the county and the state agree the state’s
presence is no longer needed directly in the county. This does not mean that the
county cannot still contact the state if necessary. It simply means that CR
operations are not actively working within their county anymore. When CR closes
a county, we leave contact information that can be used if the county needs
further assistance.

III. Organization

State of Florida Community Response (CR) workers and local volunteer staff trained in 
CR will be deployed in partnership with the Federal Emergency Management Agency 
(FEMA) staff to work in the declared counties of Florida to inform local residents and 
officials about federal/state/local disaster assistance programs. CR field staff is supported 
by a team leader who may be responsible for up to seven teams of field workers. The 
number of CR workers assigned to any given territory will vary depending on such 
factors as the extent of damage, population density, and other demographics such as 
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special needs populations. The state Community Response staff positions and 
responsibilities are briefly described below: 

Community Response Coordinator 
• Serves on the staff of the State Coordinating Officer (SCO)
• Reports directly to the Individual Assistance Branch Director in the Joint Field

Office (JFO)
• Manages, coordinates, and supervises all Community Response personnel and

activities
• Represents Community Response in all senior management meetings in the Joint

Field Office (JFO)
o Supervises Community Response Activities
o Outreach/operations
o Information management
o FEMA speaker’s bureau requests

• Conduct daily Community Response (CR) teleconference with CR Field
Supervisors and Team Leaders

• Identifies information to be distributed by the CR teams

Deputy Community Response Coordinator 
• Reports to the Community Response Coordinator
• Organizes the disaster into sectors and deploys teams accordingly
• Manages and supports field supervisors and team leaders
• Establishes and supervises the Community Response Operations Officer in the

resolution of day-to-day issues
• Participate in daily teleconferences

Community Response Field Operations Coordinator 
• Reports directly to Community Response Coordinator or Deputy Community

Response Coordinator at the Joint Field Office 
• Coordinates the Community Response daily operations with FEMA counterpart
• Organizes and supervises outreach efforts in impacted communities
• Ensures all Community Response daily field reports are received at the Joint Field

Office
• Assists Community Response Field Supervisors and Team Leaders on resolution

of problems and issues
• Participates in daily teleconferences

Community Response Administrative Operations Coordinator 
• Provides administrative support for all Community Response Teams (e.g. OPS

time sheets, travel vouchers, P-Cards, Avis rentals, personnel forms, roaster of 
field locations) 

• Issues and maintains log on all Community Response equipment being sent to the
field 

• Puts together go-kits for team leaders
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• Maintains an updated list of active and demobilized Community Response
personnel for each disaster

• Participates in daily teleconferences
• Certifies that all Community Response personnel has submitted all the proper

paperwork and equipment before demobilization

Community Response Special Projects Coordinator 
• Acts as State Community Response liaison with Civil Air Patrol, Florida Chapter

of NAACP, Boy Scouts of America, and US Coast Guard Auxiliary
• Establishes Community Response recovery exhibit booths for county fairs,

statewide conferences and expositions
• Coordinates Speakers Bureau with Federal Emergency Management Agency

counterpart to ensure that the proper speakers’ personnel (e.g. Small Business
Administration, Mitigation, Public Assistance, U.S. Army Corps of Engineers)
attend town hall meetings and other related meeting requests

• Look for possible information dissemination projects or partnerships not yet
utilized

• Assist Community Response Coordinators as needed

Community Response Field Supervisor 
• Travels to all affected areas in their region as needed
• Monitors field activity to ensure efficiency
• Coordinates with team leaders to provide additional support and guidance in

affected counties
• Works with the JFO to provide needed equipment and supplies to their region
• Monitors effectiveness of recovery effort and report back to Joint Field Office
• Assists team leaders when placing counties on maintenance and when closing a

county
• Participates in daily teleconference

Community Response Team Leader 
• Works with Federal Emergency Management Agency counterpart in supervising

up to six teams, depending on the magnitude of the disaster event
• Organizes and supervises outreach effort in assigned counties

o Works with County Emergency Management Directors and local officials
to determine affected populations

o Trains and directs volunteers identified by county and State Field Workers
o Briefs and debriefs field staff on a daily basis
o Disseminates program information and explain delivery sequence to

community officials and groups
o Identifies and provides materials to local agencies that can provide

outreach (Meals-on-Wheels, churches, etc.)
• Attends federal and state meetings
• Attends community meetings
• Determines need for specialized speakers for meetings relating to the disaster
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• Monitors effectiveness of recovery effort and reports back to Joint Field Office
• Participates in daily teleconference
• Submits daily Team Leader Field Reports
• Signs off on and makes sure all time sheets and vouchers are submitted on time

Community Response Field Worker 
• Works as part of a team comprised of two other individuals—one FEMA

representative and one local representative
• Disseminates program information and explains delivery sequence to individual

disaster survivors
• Provides feedback through the team leader to the Joint Field Office on disaster

survivors and community leaders’ needs and concerns. Making sure to pay special
attention to identifying any unmet needs

• Determines need for specialized speakers for meetings relating to the disaster
• Works with Emergency Management Directors and local officials to identify

affected populations
• Disseminates program information and explains delivery sequence to community

officials and groups
• Identifies isolated populations and notifies local volunteer agencies and Joint

Field Office
• Identifies and establishes contacts with community resource groups in the area
• Identifies government agencies which regularly operate in the area and establishes

contact
• Establishes working relationships with Disaster Recovery Center Managers,

Disaster Housing Coordinators and Public Information Officers
• Identifies and reports unusual political, religious or demographic circumstances

Note: Depending on the size of the event, not all of the positions listed above 
will be utilized. 

IV. Planning

Community Response (CR) functions should be planned early on, even though limited 
information is available. The two most important sources are the JFO and the County 
Emergency Manager.  It is vital to establish priorities. A meeting of federal and state CR 
staff should be used to share information about the disaster area and set priorities. A 
general set of priorities from which to develop more specific priorities include, but are 
not limited to: 

1. Safety of Recovery Personnel
2. Life and Safety of Survivors
3. Survivor Health
4. Reaching Special Populations—especially those that have fewer or no

other avenues of receiving recovery information
5. Property Protection
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Priorities should be reviewed and perhaps changed as knowledge of the area increases 
and CR contacts are expanded.  

Daily Field Reports 
In the planning phase, it is also essential to set up simple reporting procedures for points 
of contact in the field, meeting summaries, daily events, time sheets, travel 
documentation, and other reporting procedures. 

Every member of the CR field staff is required to write and submit joint field 
reports daily. The idea behind this report is to help you and your team organize how best 
to serve the community. Each field report is completed in partnership with your FEMA 
counterpart. The report should include any identified unmet needs, concerns, and activity 
in the community. The report needs to also include upcoming field plans. This report is 
submitted to your team leader and the state/FEMA JFO staff for review. The field report 
breaks down the areas covered so that your team and the JFO can track what has been 
covered and what areas still need to be addressed. The field report should be used as a 
tool to help you plan and track for the future. 

Resources 
Establish a list of federal, state and local sources. The following list contains a few of the 
potential resources available to CR workers. The list will be expanded as the CR 
Coordinator and teams develop additional knowledge of the area and impact of the 
disaster. Suggested contacts include the list below: 

Apartment complexes 
Businesses 

Banks 
Barber shops 
Beauty shops 
Building material stores 
Clothing stores 
Convenience stores 
Department stores 
Drug stores 
Factories 
Grocery stores 
Hardware stores 
Laundromats 
Mobile home parks 
Restaurants 
Service stations 
Shopping malls 
Supermarkets 

Dentists’ office 
Health Care Facilities 

Doctors’ offices 
Hospitals 
Mental Health associations 
Public health associations 
Veterinarians 
Other medical care facilities 

Libraries 
Public Facilities 

Parks 
Recreation centers 
Stadiums and civic centers 
Theaters 

Aging services 
Social Service Organizations 

Family counseling services 
Handicapped and disabled services 
Homeless assistance centers 
Mental health services 
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Businesswomen’s associations 
Business Organizations 

Businessmen’s associations 
Chambers of Commerce 
Economic development associations 
Ethnic and cultural business associations 
Labor unions 
Trade unions 

Community organizations 
Civic Groups 

Homeowner associations 
Jaycees 
Lions Club 
Neighborhood organizations 

Clothing distribution centers 
Disaster Centers 

Disaster Recovery Centers 
Food distribution points 
Information centers 
Shelter and tent cities 
Comfort Stations 

Armed Forces units 
Government Offices 

County and Municipal offices 
Employment offices 
Federal and State offices 
Fire stations 
Police Departments 
Post Offices 
Public transportation offices and vehicles 
Schools, public and private 
Small Business Administration 
Social Security office 
Department of Financial Services offices 
Veterans Affairs office 
State Department of Children and Families 
State Department of Elder Affairs 
State Agency for Work Force Innovation 
County agricultural extension agencies 

Religious social services 
Senior citizen services 
Community Action Agencies (CAA) 

Adventist Community Services 
Voluntary Organizations 

American Red Cross 
Amanda Marga Universal Relief Team 

(AMURT) 
Christian Reformed World Relief 

Committee 
Church World Services 
Church of the Brethren 
Episcopal Church 
Inter-Lutheran Disaster Service 
Legal Aide Society 
Mennonite Disaster Service 
Florida NAACP 
National Catholic Disaster Relief 

Committee 
Presbyterian Church in America-USA 
REACT International 
Salvation Army 
Society of St. Vincent DePaul 
United Methodist Church Committee on 

Relief 

Voluntary Organizations cont…
United Methodist Council on Recovery 

 

United Way 
Volunteers of America 

Bus stops 
Others 

Community leaders 
Damaged dwellings 
Public meetings 
Telephone booths 
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Community Response Go Kit 
It is essential that a kit be developed prior to entry into the field. Many of the items listed 
are easily overlooked in the rush of start-up activity. Suggested items include: 

• Latest maps of the area affected
• Identification (individual and vehicle)
• Steno pads (preferably spiral pad)
• First set of general information flyers (bilingual, if necessary)
• Telephone numbers:

1. State Community Response Coordinator
2. Public Information staff, and
3. Community Response (CR) Team Leaders

• FEMA’s tele-registration information
• FEMA programs guide and state assistance guide
• Roster of state Emergency Management personnel

Information about the Assigned Territory Obtained from County 
Emergency Manager: 

• CR point of contact
• Location of damaged areas and its condition
• Transportation system
• Population factors (special populations, elderly, income levels,

cultural factors, languages spoken)
• Local Voluntary Organization Chairs
• Safety concerns
• List of local key community leaders
• Local maps if possible

Ways to Become Knowledgeable About Assigned Area  
Community Response (CR) Field Workers and Team Leaders have a responsibility to 
become as knowledgeable as possible about the area which they are assigned.  By using 
the opportunities listed below, as well as those identified from other resource contacts, 
CR staff will be able to achieve that goal. 

1. Attend federal and state meetings to identify contact points, meet local
officials and develop telephone listings for future use.

2. Identify and establish contact with community resource groups in the area that
may provide information to the community (previously unutilized were
church groups, volunteer agencies, school boards, community leaders and
other community resource groups. Provide the CR Coordinator with
information about these groups in your daily field reports.
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3. When invited, attend community meetings such as town halls, church groups,
homeowners associations and meetings with groups that provide legal or
social services.

4. Establish a good working relationship with Disaster Recovery Center
Managers, Disaster Housing Coordinators, and Public Information Officers
(PIO’s) to ensure that two-way communication is pertinent and effective.

5. Identify unreported areas of damage, special demographics, religious or
political issues, language barriers and other unmet needs. Relay these essential
pieces of information to the Community Response (CR) Coordinator for
appropriate action

6. Community Response will check in with Comfort Stations and Disaster
Recovery Centers to distribute information on resources available from these
centers to survivors.  Community Response also benefits from co-location
with these services because it facilitates information sharing about disaster
specific assistance issues and assists in controlling the spread of inaccurate
information.

V. Operations 

Once start-up plans are ready, Community Response (CR) can move into the affected 
area. This is when you will begin to have first hand contact with survivors. Remember 
when in the field to always have compassion and understanding for survivors. Many 
people are still in shock and need kindness at this time. The people you meet will want to 
talk about the disaster. Listen to their concerns. Always remember that even though 
you may have the best intentions, you are not a trained counselor. If you feel a 
survivor needs more than an opportunity to vent or share their experience, you must assist 
them in locating a trained professional.  You can contact your supervisor for aid in 
locating a counselor.  

While continuing to keep the survivors best interest in mind, start to develop a 
comprehensive overview and a demographic profile which can assist the various service 
delivery programs. Some of the ways to reach out to the damage affected areas are listed 
below. 

Develop a Demographic Profile 
• Travel the assigned area to get a comprehensive picture of the disaster’s impact
• Contact emergency management offices and obtain information on survivors
• Contact city and county government offices to identify key contacts, phone

numbers, types of administration, and other types of necessary information.
Remember that the Disaster Housing section is also going to be making these
contacts. It would be beneficial to work with Housing in this matter as to not
overwhelm officials.

• Attempt to obtain local maps. City engineer and property appraiser offices may be
able to provide these documents. These offices may sometimes color-code
damaged areas for easy visual reference.
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• Visit chambers of commerce, realtors, and other community leaders to identify
the type of communities affected. (e.g. ethnic make-up, homeowners or renters,
retirement communities)

• Walk around the area and talk to local people to gather information about
damaged areas.

• Check out the information contained in the yellow pages of the local phone book.
The resource listings are invaluable tools for CR workers.

• You may work in a densely populated disaster area going door to door or in
isolated areas spread throughout the county.  If available, a local guide will be
furnished by the County Emergency Manager that can quickly lead you to each
isolated damaged address. Utilize this guide as much as possible.

Flyer Distribution 
The most effective way of getting the word out to survivors is by printed flyers. Flyers 
can contain information about the DRC locations and hours of operation, the FEMA tele-
registration number, pertinent phone numbers, types of assistance, and directions on what 
information is needed to apply for FEMA assistance. Flyer distribution works best in 
waves. The first wave of flyers goes out as soon as CR enters a county. As the DRC staff 
observes and evaluates a decrease in the number of applicants and information seekers, 
DRCs may shut down or consolidate. Typically this is when another wave of flyers goes 
out with information regarding DRC closures and consolidations.  

The method of distributing flyers is a fluid process. The area, amount of damage, nature 
of damage, size of the damaged area, number of volunteers, and other types of disaster-
related information, all in one way or another, affect the distribution method.  Many 
methods have been created in the field. It is helpful to utilize what is available and be 
flexible and creative in your ideas. Methods that worked successfully in the past include: 

• Door-to-door distribution in heavily damaged areas. If possible, make the most of
local agencies such as community action agencies, Retired Senior and Volunteer
Program (RSVP), Americorps, students and churches as volunteers to assist in
flyer distribution.

• Councils on Aging and Community Action Agencies generally have programs
such as Meals on Wheels that go door-to-door. Both have been used in the past
with much success in flyer distribution.

• Churches, synagogues and houses of worship present a great opportunity for
distribution and dissemination. Try to meet with officials from these organizations
as soon as possible. Not only are they a source of volunteers, they are also helpful
with getting the word out in bulletins to all of their members. However, remember
that you should always be invited to come in advance. Make sure to be respectful
during times of worship.
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• Regional flea markets - Many people will be trying to replace odds and ends that
were lost during the disaster at the cheapest price possible. Flea market operations
are generally willing to spread the word.

• Many of the state’s disasters are hurricanes. This usually means seaside resorts
are greatly affected by these types of disasters. Resorts have restaurants and
lounges, which employ waiters and bartenders. Right after a disaster, many of
these people are out of work. In resort areas, most people know each other or have
worked together. Approach this group through restaurants and lounges that may
be open in nearby areas about a collective effort on distributing flyers. It will be to
their advantage to see quick recovery so their jobs can be restored.

• Supermarkets and convenience stores will normally post flyers in their stores, and
many allow flyers to be placed in a conspicuous place for customers to take when
leaving the store.

• Contact presidents of homeowners associations in hard hit areas. Usually, they are
willing to have residents distribute flyers to their neighbors.

• Hospitals and large medical facilities are promising spots for posting information
that will reach a large number of people.

• School boards and principals of individual schools will normally agree to have
flyers given to students to take home to their parents. Experience shows that
elementary students rather than high school students are more likely to see that
parents get the flyers.

• Shelters are another location where flyer distribution would be beneficial.
However, make sure that every time you visit a shelter that you first introduce
yourself to the shelter manager. Explain who you are and why you are there. If the
shelter is run by the Red Cross, you need to contact the Red Cross chapter for that
area. It is important to give the Red Cross advance warning of your visit to one of
their shelters so that they can notify their shelter manager about your arrival.

• Hotels and motels should display recovery information in their lobbies. Many of
the people affected by the disaster will be staying in hotels and motels close to
their property.

*Note: Remember that it is illegal to leave flyers in mailboxes.



CR - 11 

VI. Speaking to the Public

Make sure to check with the CR Coordinator before agreeing to a speaking 
engagement. When you are asked to make a presentation at a community meeting, you 
are given the opportunity to bring Community Response into the community on a larger 
scale and can establish channels of communication. Meetings will often generate 
invitations to address additional groups such as volunteer agencies, service clubs, clergy, 
church congregations and other community groups. These groups can be a source of 
information and a means for circulating fliers in the affected areas. A successful 
presentation requires preparation. If you arrive at a meeting just as it is about to begin, 
you may fulfill your obligation to address the group, but rob yourself of opportunities to 
build positive relationships and defuse situations that could otherwise create a hostile 
environment. 

If you have advance warning of a possible speaking engagement, you can take advantage 
of FEMA Speakers Bureau. If you notify the JFO that you would like someone to provide 
a presentation, the JFO will schedule the event with FEMA. FEMA personnel will then 
handle the speaking engagement for you. This is particularly advantageous when you 
have requests for more technical presentations such as hazard mitigation techniques. This 
is when the Speakers Bureau would provide an expert on the topic for you.  

Handling Your Presentation 
Know your audience and what it expects from your presentation. Disasters create a wide 
variety of assistance needs. For example, individuals need different information than 
local officials. The audience will also determine the handouts you bring. You want to 
make sure you have enough handouts for the audience so be aware of how large the event 
is going to be.  

Know the meeting date, time, location and contact person. Showing up Monday for a 
Tuesday meeting is embarrassing. Call and confirm meeting times. You should 
familiarize yourself with the location of the building where you will meet and the parking 
facilities there beforehand. Arrive early. This will allow you to meet and talk with the 
contact person and others to lay the groundwork for a long-term positive relationship. 
You can also talk to individuals in the audience as they arrive. Arriving early also offers 
an opportunity to organize your handouts and your thoughts. 

There is a possibility that there can be upset or angry audience members due to the stress 
of the event. If an individual is angry, it is best to resolve the issue by working with that 
individual one-on-one. Usually, you can get a better understanding of the situation and 
give the applicant better advice under those circumstances.  

Let individuals know how you can be reached if they need to call you in the future. 
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Don’t be the first one out the door. A question and answer session may be part of the 
program, but some people are uncomfortable with speaking in public. Make yourself 
available after your presentation to discuss individual concerns privately. 

Follow up. If you promised to get information for the group or look into an issue, do it. 
Same day services show you take the matter seriously. If that’s not possible, do it as soon 
as you can. Each delay brings the possibility that the person will get the wrong 
information from someone else first.  

Key Presentation Points to Consider 
What the recovery effort will accomplish. 

How and where to apply for aid: 
• Tele-registration (800-621-FEMA [3362])
• Disaster Recovery Centers (DRCs)
• Public Assistance Applicant Briefings; and
• Information helpful when applying
 Address and current daytime telephone number
 Social Security Number (including spouse)
 Family income
 Type of insurance coverage and carrier; and
 Type of damage sustained, and
 Directions to the damaged home or property

Type of assistance which individuals and governments MAY qualify for: 
• Emergency needs
• Human Services (Individual Assistance)
• Infrastructure (Public Assistance)
• Hazard Mitigation
(For details about specific types of assistance, see outline of Individual Assistance 
Programs at http://www.floridadisaster.org/Recovery/ ). 

What happens when an applicant registers? 
• Tele-registration, Disaster Recovery Center (DRC) services, exit interview
• When to expect Federal Emergency Management Agency (FEMA) Inspector –

This depends, but FEMA aims to complete inspections in 10 days.
• Eligibility determination
• Notice of check or denial
• When to expect an assistance check, and
• Information hotline for general information and status check

Precautions you can take to avoid application processing delays: 
• Duplicate applications
• Unreported address and telephone changes
• Incorrect insurance information

http://www.floridadisaster.org/Recovery/index.htm�
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• Small Business Administration (SBA) loan application must be completed and
submitted, BEFORE any other assistance should be applied for.  Even though
individuals and families are not small businesses, they still MUST APPLY for an
SBA loan in order to receive other aid.

Key issues for disasters: 
• Emergency needs – voluntary agencies
• Housing assistance
• Human services
• Debris removal
• Infrastructure
• Cleaning up before a FEMA inspection
• Application deadline
• Preparedness information; and
• Disaster specific issues

VII. Working with Disaster Recovery Centers

It is essential to develop a solid working relationship with Disaster Recovery Center 
Managers and their staff. Regular visits to the centers will augment applicant information 
and help your relationship with center managers. Make your visits short and 
purposeful. 

Center managers should be briefed on pertinent problems that CR has discovered. 
Valuable information about impacted areas, community composition, problem situations, 
and other potentially important areas can be obtained from applicants waiting for 
processing. Local, state, federal and volunteer organizations in the centers are an 
excellent source of information on existing programs for the elderly, low income, ethnic 
and other special groups. 

The DRC can provide telephone facilities and a currier service for you. They also can 
offer a connection to a working computer, printer and copier so that you are able to send 
in your reports and time sheets, if needed. 

VIII. Working with Housing Coordinators

If Housing Coordinators are working in the field, it is important to meet with them. 
Housing is actively reaching out to the same community that you are. Working with 
Housing is beneficial for a number of reasons. First, both programs are a great source of 
information for the other. Second, it is central to remember that many of the same points 
of contact in the community are going to be needed by both CR and Housing. Often 
counties can be overwhelmed by the many different state programs needing their 
assistance for information. Whenever possible, it is important to coordinate your efforts 
with Housing. Have joint meetings or utilize the information the Housing Coordinator 



CR - 14 

has gained from county resources rather then have another separate meeting with the 
county. You will find that working together with shared information is a real asset.   

IX. CR Team Leader

As the team leader, you are accountable for the everyday activity of your team. To stay 
National Incident Management System (NIMS) compliant, there should always be span 
of control. Span of control means that a supervisor should only be directly responsible for 
up to seven individual team members. It is necessary to have continuing communication 
with these team members and know where they are located in your region. To better 
understand your role as team leader, make sure you read the CR and CR Field Supervisor 
sections of the manual. These sections provide valuable information about all aspects of 
CR that you need to know. 

Daily Team Meetings 
As the Team Leader you should find a time and place to hold a daily team meeting. These 
meetings are designed to cover any information the team needs to be aware of as a whole. 
This meeting is a time for announcements and also an opportunity for you to gather 
information you will need for your field reports and conference calls. This is also how the 
team will go about organizing the best way to cover your assigned area. The meetings 
serve as a way to open up communication so that the team can solve any problems or 
concerns together. 

Team Leader Situation Reports (SitRep) 
You and each member of your team are responsible for filling out and submitting a daily 
field report. It is your responsibility to collect the combined information of all your teams 
to then generate a Team Leader SitRep for that day. These reports include where the team 
has been, how many homes or businesses were visited, and any other information gleaned 
from the county. These reports give an idea of crisis areas, special needs, and other 
concerns that need to be addressed.  

The Team Leader SitRep is to be emailed into the JFO everyday. The Team Leader 
SitRep form to follow can be found in the CR Reports section and will also be provided 
to you by the JFO.  

Conference Calls 
There will be daily, mandatory conference calls with the JFO CR staff, Field Supervisor, 
and Team Leaders. County Emergency Managers and FEMA are also informed of the 
calls and invited to join. These conference calls are a chance for the Field Supervisor and 
Team Leaders to verbally report how work in the field is going. Each person should be 
ready to report any special needs or problems in the area. This is a good opportunity to 
hear what other CR Teams are doing in the field and possibly gain tips on ways to 
improve your own team. The calls also allow the JFO and Field Supervisor to have a 
better understanding of any assistance you may need in your area. 
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In addition, this is the time that each Team Leader will verbally inform the CR 
Coordinator of the hours worked for each team member. The hours provided will be what 
is approved in People First for each person so it is imperative that you have the correct 
information directly from your team.  

These calls will allow the JFO the opportunity to make any needed announcements to 
teams in the field. The conference call time and number will be provided to you 
before you leave the JFO. 

• Be professional
Aspects to Remember on a Conference Call 

• Don’t ask repetitive questions
• Speak from prepared notes
• Mute your phone when you are not speaking
• Sensitive information should be handled one-on-one in a separate conversation

Vouchers and Time Sheets 
As the Team Leader you are responsible for making sure that all team members complete 
their vouchers and time sheets. This means setting aside a time at the end of every work 
week to meet with each member to complete timesheets and prepare vouchers. You can 
decide to meet your team members at the hotel or you may set up a schedule with the 
DRC to use their facility.  

As the team leader, you are with your team on a daily basis and therefore know their 
activities. You will need to sign off on timesheets submitted to the JFO. An official 
timesheet will be provided to you via the JFO staff. This is where you will enter the time 
worked for each team member. The team member must sign this sheet approving the 
hours. Once you have the logged hours, submit those signed and approved hours to the 
JFO. This timesheet is due every Friday by 8:00 am. It can be scanned and emailed or 
faxed to the JFO. 

You will also need to allow the team to utilize your computer or schedule the use of a 
DRC computer to enter their hours in People First. This means you must organize time 
every week to guarantee this is done and submitted on time.   

During your weekly individual meetings, you also need to make sure vouchers are 
submitted on time. It is the team leader’s responsibility to make sure all vouchers are 
completed by the staff at their scheduled appointments. Take the time to assist with any 
voucher problems as needed. Your assistance with vouchers will cut down on mistakes 
and guarantee vouchers are turned in every two weeks as required.      

BEFORE LEAVING THE JFO 
1. Meet with the Community Response Coordinator
2. Obtain all information available about assigned sector, city, or county
3. Obtain names of team members
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4. Determine special needs in sector (request appropriate staff) 
5. Check if team members have transportation and communications and know how to 

use them 
6. Find out if there are anything that would affect the safety of the team 
7. Have contact numbers of all team members 
8. Have contact numbers and fax numbers to Joint Field Office and Disaster Recovery 

Centers 
9. Have your first daily team meeting and cover: 
 Summary of critical issues – Go over any safety concerns, special needs, worst 

impacted areas and other potentially critical issues  
 Summary of communication procedures – discuss the chain of command, the 

information you need to report back to the JFO and other communication 
procedures. 

 Provide needed contact numbers – make sure all team members have the team and 
the relevant JFO phone numbers.  

 Provide message of the day – The message of the day is a FEMA concept to 
spread information about specific topics each day. 

 Explain the importance of information flow - Information should flow freely 
between teams in the field and the JFO. Everyone should be up to date and kept in 
the loop.    

 Review of policy for dealing with media – The media may be interested in 
following your team in the field. The State Public Information Officer (PIO) 
should accompany any media. If the PIO is not there, then contact the JFO. Your 
team should only speak with the media if the PIO is present. However, you 
do not have to speak to the media if you are not comfortable. 

 Explain lodging strategy – It is important to know the lodging of each of your 
team members. If possible, it is best to have your team stay in the same or close 
hotels. This makes team meeting and information sharing easier.  

 If possible, make field assignments.  
 Briefing and debriefing schedule. 
 Provide available flyers. 
 Provide important community contacts if available. 
 Make sure all members have a Community Response Manual and have reviewed 

it. 
 
In the Field 
1. Provide leadership 
2. Provide guidance 
3. Be responsive to team members’ needs 
4. Be a team builder 
5. Be a people builder 
6. Create an environment for open communication 
7. Identify training when needed 
8. Establish positive quality control 
9. Maintain proper briefings and provide latest pertinent information 
10. Give daily and weekly goals and objectives to the team 
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11. Set priority for the team
12. Provide message of the day for the team
13. Call in identified critical issues to the CR Field Operations Coordinator
14. Provide feedback to CR field workers
15. Try to ride with each field worker at least once a week
16. Keep in contact with the CR Field Operations Coordinator
17. Follow report procedures
18. Submit daily summary reports
19. Be prepared to evaluate field staff

X. CR Field Supervisor 

As the Field Supervisor, you will work with all the team leaders in your assigned area. 
You are the first link team leaders can go to if they have any concerns. You provide extra 
assistance in the field and are a source of advice. You are also responsible for turning in 
field reports and participating in the daily conference calls (see the Team Leader section 
for further details).  

Being a field supervisor requires a large amount of travel. This is because it is necessary 
that you have personal contact with all of your teams in the field. As the field supervisor, 
it is important to read the CR and Team Leader sections of the manual. This way you 
have a better understanding of the entire CR process. You are a major link between the 
JFO and the teams in the field. The JFO will utilize the contact you have with all your 
teams to make sure that everyone has everything they need.  

BEFORE LEAVING THE JFO 
1. Meet with the Community Response Coordinator
2. Obtain all information available about assigned sector
3. Obtain names of Team Leaders and Team Members
4. Determine special needs in sector (request appropriate staff)
5. Find out from team leaders if there are any special conditions that would affect

the safety of the teams
6. Have contact numbers of all team leaders and team members
7. Have contact numbers and fax numbers to Joint Field Office and Disaster

Recovery Centers

IN THE FIELD 
1. Provide leadership
2. Provide guidance
3. Be responsive to team leaders and team members’ needs
4. Be a team builder
5. Be a people builder
6. Create an environment for open communication
7. Identify training when needed
8. Establish positive quality control



CR - 18 

9. Maintain proper briefings and provide latest pertinent information
10. Call in identified critical issues to the CR Field Operations Coordinator
11. Provide feedback to CR Team Leaders and Field workers
12. Try to ride with each team as much a possible
13. Keep in contact with the CR Field Operations Coordinator
14. Stay in regular contact with each of your Team Leaders
15. Follow report procedures
16. Submit daily summary reports
17. Be prepared to evaluate field staff

County Maintenance and Closing 
As CR begins slowing down or is no longer needed in a county, you will need to work 
with team leaders and the JFO to set up county maintenance and close out meetings with 
the County Emergency Manager. The maintenance and close out meetings are designed 
to make sure that both the county and the state are in agreement about how CR is going 
and what exactly the different CR stages mean. The Operations Field Coordinator will go 
over the maintenance and close out process as the time approaches to make sure that you 
feel comfortable at the meeting and that you understand what needs to occur. There are 
examples of the Maintenance and Closeout forms in the CR Reports section. Each event 
is different so the contact list of resources on the Closeout letter will change. As a result, 
the example shown in the CR Reports section is subject to change depending on the 
event. New, updated forms will be provided that are event specific. 

XI. Forms and Reports

The forms and reports shown below are examples. Copies of these will be provided to all 
CR staff once assigned to the field. For questions or additional information on any report 
or form please notify your supervisor. 
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Community Response 
Team Leader Situation Report 

Florida Division of Emergency Management 
Event Name and Number 

Date 

Total Survivors Assisted Today: 

Reservist County Survivors 
Assisted 

Hours 
Worked 

(TL) 

Field Supervisor: 
Bilingual staffing: 

Areas covered by teams: 

Future Operations: 

Unmet Needs: 

Issues and Constraints: 

TEAM LEADER SITUATION REPROT 
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Team Leader Check Lists 
A quick reference to remind you! 

Daily Check List - 
� Team Meeting 
� Participated in CR conference call 

� Have team member’s hours worked to report 
� Collected daily field report information from the team 
� Submitted Team Leader Situation Report (SitRep) 
� Make sure the team has submitted a copy of their signed P-Card receipts 

Weekly Check List - 
� Met with each team member to record hours worked 
� Sent to the JFO by Friday: 

� Team Leader approved hours worked 
� Mailed team’s original receipts 
� Vehicle Log 

Two Weeks Check List – 
� Scheduled with the JFO for all vouchers to be completed 

TEAM LEADER CHECK LIST 
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Community Response 
DR  # 

CHECKLIST FOR PLACING COUNTIES ON MAINTENANCE 

Maintenance:  When the CR Coordinator, the County Emergency Manager, and the 
assigned FEMA/State Field Officers agree that the communities have received the 
necessary disaster information to access federal assistance.     

The local official city/county EM has been advised that Community Response will be 
placing them on a maintenance level effective  ________________________. 

DATE 

Make sure: 

------------ All CR functions were completed to County EM/local official satisfaction. 

------------ Ask if County EM/local officials have any suggestion or follow-up for CR. 

------------ EM Director has contact numbers for state CR. 

------------ Closing meeting is scheduled. 

OTHER LEVELS: 
Advise local officials/government agencies (if appropriate) of your maintenance date.  
Community Response will be available to them on a maintenance level.  

SUMMARY:
• Any outstanding issues, recommendations, suggestions or concerns?

As the Emergency Manager of _____________ County, I agree to place the county on 
maintenance.  

EM’s signature: ______________________________________ 

State CR signature: ___________________________________ 

COUNTY MAITENANCE FORM 
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STATE OF FLORIDA 
DIVISION OF EMERGENCY MANAGEMENT 

“State Emergency Response Team” 
CHARLIE CRIST      Dave Halstead     
Governor  Director 

Community Response Close Out 
This is to confirm that _______________________ County Emergency Manager, 
__________________________ has agreed to close ______________________ County  
effective (date) __________________________. 

FEMA and State Community Response Field Teams have been working in your county 
distributing information and contacting individuals and community leaders to inform 
them about the FEMA application process. Our mission, with regard to providing 
information to the community, has been completed. The state and FEMA will continue to 
be available should you have any questions or require further assistance after the formal 
close out.  

Please feel free to contact the below parties as needed:  

Community Response 
Sara Whitehead: Office (850) 413- 9817 

Unmet Needs 
Sylvia Hogan 

E-mail:  Sylvia.Hogan@em.myflorida.com 
Phone:  Cell         (850) 241-4985 

 Office       (407) 268-8656 
Emily Meyer 

Email: Emily.Meyer@em.myflroida.com 
Phone: (850) 414-7768 

Public Assistance 
Kevin Adkison:  Office     (850) 413-9873 

Sincerely, 

Joseph Borras 
Individual Assistance Branch Director 

COUNTY CLOSEOUT LETTER - EXAMPLE 

mailto:Emily.Meyer@em.myflroida.com�
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Community Response 
CHECKLIST FOR CLOSING OUT A COUNTY 

COUNTY EMERGECY MANAGEMENT DIRECTOR: ____________________ 
Community Response Representative: _________________________ 
County Closing: __________________________ 

• Inform local officials and County Emergency Management Director (EMD) that
Community Response will be leaving the county, effective___________ (date).

County Emergency Manager and Community Response Field Worker should answer the 
following statements together: CR has made sure that –  
Yes___ No__ 1. Special population groups have been contacted and provided with  

disaster assistance information. 

Yes___No___2.  Damaged businesses in the county have received initial contacts, SBA 
information, referrals, and the SBA workshop schedules and locations. 

Yes___ No__ 3. That all known unmet needs have been addressed and passed along to 
the appropriate agencies. 

Yes___ No__ 4.  The County EMD understands the CR closeout process, has the 
necessary contact information for the State CR and Unmet Needs 
Coordinator, and has the appropriate disaster assistance information. 

Yes___ No__ 5.  The County EMD is aware of the appropriate contacts for the State 
Public Assistance Program. 

Yes___ No__ 6.  The County EMD is aware of the appropriate contacts for the State 
Mitigation Program. 

Yes___ No__ 7.  The County EMD is aware of the appropriate contacts for the State 
Individual Assistance Program. 

Summary—Emergency Management Director should complete the 
following question: 

1. Do you have other recommendations or suggestions to improve Community
Response 

As the Emergency Management Director, I understand the above information and I 
approve Community Response to close the county.  

_______________________________        _____________________________________ 
          Printed Name                            Emergency Management Director’s Signature

COUNTY CLOSEOUT CHECKLIST 



Unmet Needs 

No Survivor left behind… 
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Unmet Needs 
 
I. Introduction  
 
Disasters can cause unparalleled destruction, demolishing homes, uprooting lives and 
changing the faces of long-standing communities for decades.  During the Recovery 
phase of a major disaster, the majority of homes, lives and communities are rebuilt with 
the help of a few prevailing disaster assistance programs. These include the Individuals 
and Households Program (IHP) and the Hazard Mitigation Grant Program (HMGP) under 
State and Federal management.   

 
However, after these grants have been administered, a few individuals and families will 
have additional needs that these programs are unable to meet.  These unmet needs may be 
procedural issues (e.g. documentation or appeals) or may be needs that are outside the 
scope of the standard assistance grants.  In either case, the state works to assist these 
survivors through the State Unmet Needs Program in coordination with Emergency 
Support Function (ESF) 15—Volunteers and Donations, local Long Term Recovery 
Organizations (LTROs) and, in the event of a catastrophic impact, FEMA’s ESF 14—
Long Term Community Recovery. 
 

II. Concept of Operations 
 
In order to assist survivors who cannot move forward in the recovery process without 
additional help, numerous organizations come together to pool resources and knowledge.  
The unmet needs process utilizes local, state and federal resources to bring all survivors 
back to safe, sanitary and secure conditions.  Critically involved in this effort are 
voluntary and faith-based organizations, State Unmet Needs Case Managers and Long 
Term Recovery Organizations—each serving a unique and essential role.   
 
Generally, the State Unmet Needs Case Managers assist in guiding survivors through the 
federal assistance program, providing information on necessary documentation and the 
appeals process.  When a survivor’s need is outside the scope of federal disaster 
assistance, voluntary and faith-based organizations may be asked to assist with their 
short-term needs by providing skilled personnel, resources and/or crisis-counseling.  
Finally, if the survivor’s need is long-term and outside the scope of federal disaster 
assistance, local Long Term Recovery Organizations may be best able to assist by 
coordinating across all available community resources.   
 
Throughout the recovery process, many types of unmet needs will arise and each of these 
organizations will have different criteria for generating, managing and referring cases to 
others.  These criteria will be delineated in this section along with guidelines for working 
in conjunction with each other and other assisting agencies. 
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A. Types of Unmet Needs 
 
i. Federal Assistance Process—Federal assistance is available to 

individuals and families through the Federal Emergency Management 
Agency (FEMA) Individuals and Households Program (IHP) for disaster 
assistance grants, as well as through the Small Business Administration 
(SBA) which offers low-interest loans to disaster survivors.  Survivors 
under stress and with limited exposure to the disaster assistance process 
can easily miss out on critical resources to help them recover.  Survivors 
may need technical guidance on the following issues: 

 
• Documentation—FEMA and SBA require documentation to 

ensure an applicant is eligible for assistance.  A survivor should be 
prepared to provide information showing that the applicant: 
 
o is the owner or legal occupant of the damaged home 

 
o lives at this residence for the majority of the year 

 
o is a citizen, non-citizen national or a qualified alien 

 
o has applied for an SBA loan (for Other Needs Assistance) 

 
o has made claims on all insurance policies (if the survivor is 

insured) 
 

• Appeals—When a survivor is denied for FEMA assistance, they 
have a limited number of appeal attempts. All appeals must be 
made within 60 days of the decision letter’s date.  Survivors can be 
denied for many reasons, the following are some of the most 
common: 
 
o Insurance—Most survivors who have insurance are 

automatically denied for a FEMA grant because they have 
other means to recover.  However, a survivor can appeal if 
they are underinsured for their damages.  They must show 
that the insurance will not cover damage to the structure that 
is necessary to bring it to safe, sanitary and secure condition.  
Also, if a survivor’s insurance settlement has been delayed 
longer than 30 days from the date of filing a claim, FEMA 
may provide assistance with additional documentation.  This 
assistance would have to be paid back after the insurance 
settlement is received. 
 

o Deferred Maintenance—A home inspector may find that a 
damaged home was either previously damaged or left more 
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vulnerable to storm damage because of disrepair.  In this 
case, a survivor must prove that the home was in good 
condition prior to the disaster and the damage was a direct 
result of the event. A letter from a general contractor, 
engineer or another FEMA inspection may be able to attest to 
the veracity of a deferred maintenance appeal. 

 
o Additional Living Expenses (ALE)—Some survivors have 

insurance coverage for additional living expenses, but may 
exceed the insurance limit.  In this case, they can appeal to 
FEMA to receive temporary housing assistance. 

 
• Fatalities—When a fatality is confirmed as a result of the disaster 

in a declared county, the survivor’s next of kin may be able to 
receive money to address the cost of funeral services, burial or 
cremation and other funeral expenses.  The state ensures FEMA 
gets the documentation confirming the circumstances of the fatality 
so the family does not have to provide this.  Documentation 
includes: 
 
o Local Medical Examiner’s preliminary report citing the 

name of the deceased, county of death and disaster-related 
cause of death. 
 

o Other official Medical Examiner’s documentation (autopsy is 
generally not available at the time of the information 
request). 

 
ii. Short-Term Needs—Needs that can be fulfilled through a single action 

or typical donation are short-term needs. These can include food, roof 
tarps, a few days hotel stay, debris removal, and other short-term 
assistance.  These types of needs are generally referred to ESF-15, 
“Volunteers and Donations.” 

 
iii. Long-Term Needs—Needs that will require follow-up over time, 

special donations requests or needs which cannot be fulfilled through 
other means are long-term needs.  These include: specialized medical 
equipment that may not be fully covered by FEMA, assisting 
undocumented immigrants, extended food and shelter needs (especially 
for those with special needs).  These types of needs are generally 
referred to local Long Term Recovery Organizations if they are formed. 
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B. Criteria to Generate a Case 
 
i. Unmet Needs—different organizations generate cases differently, State 

Unmet Needs cases are generated through the following means: 
 
• Inquiries (letters, emails, phone calls)—The Unmet Needs section 

will work closely with the Public Information Officer and the 
Volunteer Hotline staff to ensure that inquiries about assistance 
and unmet needs are communicated back to the state whenever 
necessary.  These inquiries will generate a case for Case Manager 
follow-up. 
 

• Community Response—Community Response teams in the field 
will often come across individuals who have been denied FEMA 
assistance, but that have disaster-related needs.  If the issue is 
easily solved, Community Response teams will provide 
information for a solution on the spot.  However, if the issue 
appears complex, Community Response teams will refer the case 
to the Unmet Needs section for follow-up. 

 
• Referrals—FEMA, state agencies, faith-based, voluntary and civic 

organizations and others may have already generated a case that 
needs state guidance.  When a case is referred from another 
organization, a case will be generated for follow-up. 

 
• Governor’s and Congressional Inquiries—Survivors who have 

suffered damage occasionally contact their legislative or executive 
representatives.  These Governor’s or Congressional Inquiries are 
referred to the Unmet Needs section for follow-up.  Since a 
response is required back to the representative, the State Unmet 
Needs Coordinator generally takes the lead on these inquiries. 

 
• Quality Control—At the direction of the Individual Assistance 

Branch Director, cases may be opened without a referral or inquiry 
to prevent problems in the assistance process.  If problems in a 
survivor’s application are identified, but the survivor has not 
inquired about his or her assistance, the Individual Assistance 
Branch Director will make a determination whether the survivor 
should be contacted directly and a case should be generated or not. 

 
C. Case Management 

 
Since there are many diverse avenues of assistance for survivors, spanning the 
phases of the disaster, many different organizations may be managing the 
same person’s case simultaneously and in different ways.  It is important to 
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note that all case managers should communicate with ESF 15 and the LTRO 
to ensure that assistance is not duplicated or neglected. 
 
i. Unmet Needs—After a case is generated, the State Unmet Needs Case 

Managers assist to ensure that survivors have turned in all necessary 
documentation for FEMA assistance and file appeals with the 
appropriate information.  If a case is generated where FEMA assistance 
is not appropriate, the case manager works to ensure the case is referred 
to an appropriate assisting organization.  Case Managers often follow a 
standard process once a case has been identified, which is as follows: 
 
• When the inquiry or referral comes in, an Inquiry Form is 

completed describing the details of the case, the referring party, 
date, time and contact information. Later, it will be updated with 
the result.  This information is also added to the Unmet Needs 
database for ease of tracking. 
 

• The Unmet Needs Coordinator or a Lead Case Manager (for a 
large event) will utilize the National Emergency Management 
Information System (NEMIS) to research the case history and its 
complexity.  If a Release of Information (ROI) form has been filled 
out by the survivor, then this can be attached to the Inquiry form.  
If one has not been filled out, then the ROI needs to be completed 
before referrals can be made. 

 
• The Unmet Needs Coordinator or a Lead Case Manager will assign 

the case to a qualified Case Manager. 
 

• The Case Manager will review the inquiry form and all documents 
related to the case. 

 
• The Case Manager will then contact the applicant to ensure the 

applicant’s needs are understood and request any additional 
documentation needed to support the case in line with FEMA 
policies and guidelines. 

 
• Once documentation is received, it is reviewed by the Case 

Manager for accuracy and completeness and passed on to FEMA 
Applicant Services.  The Case Manager then composes a brief 
synopsis of his or her findings and makes a determination on how 
to assist the applicant. 

 
• If the case needs further consideration from FEMA, the Case 

Manager will follow up with the National Information Processing 
Service Center (NIPSC) Liaison to ensure all necessary 
documentation has been provided. 
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• The Case Manager may also act as the liaison between the
applicant and other resource agencies.  Depending on the depth of
need from the resource agency, the Case Manager may refer the
case directly to another Case Manager with that agency.

• Once all FEMA program requirements have been met or the case
has been referred to an appropriate agency, the Case Manager may
close and file the case.  The information is then updated in the
Unmet Needs database.  Cases may always be re-opened if
additional needs or resources become apparent.

III. Roles and Responsibilities

A. State Unmet Needs Coordinator 

i. Duties

• Receives cases to review and assign to caseworkers.

• Compiles data to help provide relief and or assistance to
applicants, makes recommendations for remedial action and
implements resolutions and improvements.

• Assists in ensuring that the satisfactory quality of Individual
Assistance programs is maintained.

• Researches and identifies complex Individual Assistance program
issues or problems.

• Determines whether a case needs to be assigned to Case Manager
or directly to FEMA Applicant Services based on NEMIS review.

• Coordinates applicant information, records management, flood
mapping and inspection services functions with FEMA Applicant
Services to facilitate assistance to disaster victims.

• Provides technical guidance on the proper completion and
processing of registration forms and the computerized registration
process. Also ensures that all applicable regulations, standards,
procedures and policies are implemented.

• Provides information and guidance to personnel from federal, state
and private organizations regarding delivery of the disaster
assistance programs.



Unmet Needs - 7 

• Establishes relationships with FEMA and state program managers
to act as quality information sources about frequently recurring
issues and questions regarding Individual Assistance.

• Maintains applicant information files such as databases and
spreadsheets.

• Provides training to new case managers as well as attends training
to enhance services and programs to clients and staff members.

B. State Unmet Needs Case Managers 

i. Duties

• Identifies individual case issues and works as a liaison between the
applicant, state, federal or voluntary/private agencies to assist
disaster survivors.

• Monitors and evaluates the implementation and delivery of
Individual Assistance programs and makes recommendations to
management for further action to improve performance.

• Collects, evaluates and assists in disseminating current disaster-
specific information as assigned.

• Provides all appropriate referrals to other agencies.

• Compiles data for further program analysis and assists in ensuring
that the satisfactory quality of Individual Assistance programs in
maintained.

• Implements individual assistance programs, including all
associated databases and files.

• Researches and identifies complex Individual Assistance program
issues and problems and make recommendations for remedial
action and implements resolutions and improvements.

• Provides information, guidance and support to personnel from
federal and state agencies and private organizations regarding
delivery of disaster assistance.

• Provides technical guidance on the proper completion and
processing of the registration forms and the computerized
registration process. Also ensures that all applicable regulations,
standards, procedures and policies are implemented.
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• Coordinates applicant information and records management in
order to ensure assistance to disaster victims and implements the
timely and accurate transfer of applicant processing data received
from various disaster registration sources.

ii. Tasks
• Every week, check with the counties and the volunteer agencies

through the Internet and all other reasonable means, to identify
funding sources and assistance program availability.

• Manage outgoing and incoming correspondence with applicants,
federal, state and voluntary agencies, and counties.

• Assist applicants with proper completion and processing of the
registration forms following the standards, procedures, regulations
and policies, by ensuring they know what is expected and what
should be done in a step by step manner.

• Encourage applicants to register for FEMA assistance if they have
not done so already.

• Report issues or problems in the assistance process.  Some may be
alleviated through public information or policy changes.

• Prioritize cases according to urgency.  Special needs citizens and
other emergency cases may take precedence over others.



Disaster Temporary Housing 
Home away from home… 

The Disaster Temporary Housing section is 
currently under development and will be 
added at a later date.  
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Dear Colleague:

The ongoing threat of both natural and human-caused
disasters makes it imperative that we support and
encourage the brave men and women who prepare 
for and respond to these events—our crisis response
professionals. These professionals include first responders,
public health workers, construction workers, trans-
portation workers, utilities workers, volunteers, and a
multitude of others. 

This easy-to-use pocket guide focuses on general 
principles of stress management and offers simple,
practical strategies that can be incorporated into the daily
routine of managers and workers. It also provides a
concise orientation to the signs and symptoms of stress.

While every situation is unique, this document provides
some basic tools that can inspire and spread optimism 
and point the way to effective stress management.

Charles G. Curie,  M.A., A.C.S.W.
Administrator
Substance Abuse and Mental Health Services

Administration

Preface
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Introduction
Stress prevention and management should address both
the worker and the organization. Adopting a preventive
perspective allows both workers and organizations to
anticipate stressors and shape responses, rather than
simply reacting to a crisis when it occurs (Center for
Mental Health Services [CMHS], 2005).

Crisis response workers and managers—which include 
first responders, public health workers, construction
workers, transportation workers, utilities workers, and
volunteers—are unique in that they are repeatedly
exposed to extraordinarily stressful events. This places
them at higher-than-normal risk for developing stress
reactions (Pan American Health Organization [PAHO],
2001). 

A Guide to Managing Stress in Crisis Response Professions
provides a framework for stress management strategies
for crisis response workers and managers. These
strategies are sufficiently broad so that individuals and
groups can select those that best fit their needs and
circumstances. Education about stress and its prevention
and mitigation through planning are essential.

Introduction
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Content Overview
◆ Chapter I provides a simple overview of the stress

cycle and common stress reactions. 
◆ Chapter II gives managers strategies for preventing

and mitigating stress for themselves and their workers
before, during, and after an event. 

◆ Chapter III makes suggestions for creating a positive
and healthy workplace environment that will reduce
the potential for staff stress. 

◆ Chapter IV offers tips on self-care for workers and
managers alike.

◆ Chapter V gives references and recommended
reading.

◆ Chapters VI and VII give selected SAMHSA resources
and Internet sites for more information.
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Understanding the Stress Cycle

I. Understanding the 
Stress Cycle

Stress is an elevation in a person's state of arousal or
readiness, caused by some stimulus or demand. As stress
arousal increases, health and performance actually
improve. Within manageable levels, stress can help
sharpen our attention and mobilize our bodies to cope
with threatening situations.

At some point, stress arousal reaches maximum effect.
Once it does, all that was gained by stress arousal is then
lost and deterioration of health and performance begins
(Luxart Communications, 2004).

Whether a stressor is a slight change in posture or a life-
threatening assault, the brain determines when the body's
inner equilibrium is disturbed; the brain initiates the
actions that restore the balance. The brain decides what is
threatening and what is not. When we face challenging
situations, the brain does a quick search. Have we been
here before? If so, how did we feel? What was the
outcome? Can we cope with the situation now? If there's
doubt as to any of these questions, the stress response
goes into high gear (McEwen & Lasley, 2002).

The following provides workers and managers with a list
of common stress reactions. Most people are resilient and
experience mild or transient psychological disturbances
from which they readily bounce back. The stress response
becomes problematic when it does not or cannot turn off;
that is, when symptoms last too long or interfere with daily
life.

◆1



CCoommmmoonn  SSttrreessss  RReeaaccttiioonnss
Behavioral
◆ Increase or decrease in activity level
◆ Substance use or abuse (alcohol or drugs)
◆ Difficulty communicating or listening
◆ Irritability, outbursts of anger, frequent

arguments
◆ Inability to rest or relax
◆ Decline in job performance; absenteeism
◆ Frequent crying
◆ Hyper-vigilance or excessive worry
◆ Avoidance of activities or places that trigger

memories
◆ Becoming accident prone

Physical
◆ Gastrointestinal problems
◆ Headaches, other aches and pains
◆ Visual disturbances
◆ Weight loss or gain
◆ Sweating or chills
◆ Tremors or muscle twitching
◆ Being easily startled
◆ Chronic fatigue or sleep disturbances
◆ Immune system disorders

Psychological/Emotional
◆ Feeling heroic, euphoric, or invulnerable
◆ Denial
◆ Anxiety or fear
◆ Depression
◆ Guilt
◆ Apathy
◆ Grief
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Thinking
◆ Memory problems
◆ Disorientation and confusion
◆ Slow thought processes; lack of concentration
◆ Difficulty setting priorities or making decisions
◆ Loss of objectivity

Social
◆ Isolation
◆ Blaming
◆ Difficulty in giving or accepting support or

help
◆ Inability to experience pleasure or have fun

(Adapted from CMHS, 2004)
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First the brain sounds an alert to the adrenal glands. The
adrenals answer by pouring out the first of the major
stress hormones—adrenaline—for the classic fight-or-
flight response. 

The fight-or-flight response evolved with the prime
directive of ensuring our safety and survival. The pulse
begins to race as the adrenaline steps up the heart rate,
sending extra blood to the muscles and organs. Oxygen
rushes in as the bronchial tubes in the lungs dilate; extra
oxygen also reaches the brain, which helps keep us alert.
During this stage of the fight-or-flight response, the brain
releases natural painkillers called endorphins. This phase,
in which adrenaline plays a leading role, is the immediate
response to stress (McEwen & Lasley, 2002).

When the stress response is active for a long period of
time, it can damage the cardiovascular, immune, and
nervous systems. People develop patterns of response to
stress that are as varied as the individuals (Selye, 1984).
These responses simply suggest a need for corrective
action to limit their impact (Mitchell & Bray, 1990; Selye,
1984). 



Extreme Stress Reactions
An optimum level of stress can act as a creative,
motivational force that drives a person to achieve
incredible feats. As noted earlier, most people do not
suffer severe effects from manageable levels of stress.
Chronic or traumatic stress, on the other hand, is
potentially very destructive and can deprive people of
physical and mental health (PAHO, 2001).

If stress is extreme and not managed, some individuals
may experience posttraumatic stress disorder (PTSD).
PTSD is a psychiatric disorder than can occur following
the experience or witnessing of life-threatening events.
People who suffer from PTSD often relive the experience
through nightmares and flashbacks, have difficulty
sleeping, and feel detached or estranged. These symptoms
can be severe enough and last long enough to
significantly impair the person's daily life (National
Center for Post-Traumatic Stress Disorder [NCPTSD],
2005).

PTSD is marked by clear biological changes as well as
psychological symptoms. PTSD is complicated by the fact
that it frequently occurs in conjunction with depression,
substance abuse, problems of memory and cognition, and
other problems of physical and mental health. The
disorder is also associated with impairment of the person's
ability to function in social or family life, including
occupational instability, marital problems and divorce,
family discord, and difficulties in parenting (NCPTSD,
2005). 

Increased substance use or abuse is also a concern. While
researchers appear to be divided on whether substance
abuse disorders increase following a disaster, there is
evidence to suggest that substance use increases. While
substance use increases alone do not qualify as substance
abuse disorders, they can create potential health and
public safety problems. This is of particular concern when
the affected people are crisis response personnel who may
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have responsibility for public safety as part of their job
duties (Center for Substance Abuse Treatment, 2003).

While the effects of PTSD are serious and difficult to
deal with, it can be treated by a variety of forms of
psychotherapy and medication. 

For more information and resources on PTSD, go to
NCPTSD's Web site: http://www.ncptsd.org.
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7◆7Managing Stress Before, During, and After an Event

II. Managing Stress Before, 
During, and After an Event

Everyone who experiences a disaster is touched by it,
including crisis response workers and managers. Good
planning can limit health and psychological conse-
quences, minimize disruptions to daily life, and contribute
to the growth and empowerment of the individual
experiencing the disaster. 

The Nation's mental health, substance abuse, public
health, medical, and emergency response systems face
many challenges in meeting the behavioral health needs
that result from disasters. Management of the behavioral
health consequences of disasters requires a range of inter-
ventions at multiple levels in the pre-event, event, and
post-event phases. 

Pre-Event Planning
There are many preventive measures that you as a super-
visor can put in place before an event occurs which can
minimize stress. A thoughtfully planned comunications
strategy can lessen the impact of stress while accomplish-
ing the goal of delivering accurate and timely information
within the organization and to the public (Federal
Emergency Management Agency [FEMA], 2005).

A clear understanding of roles and procedures is critical
to helping individuals manage stress. Training and
preparedness in incident management procedures are
therefore key to stress management.

The National Incident Management System (NIMS),
developed by the U.S. Department of Homeland Security
(DHS), establishes standardized incident management
processes, protocols, and procedures that all responders—
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Federal, State, tribal, and local—will use to coordinate
and conduct response actions (FEMA, 2005). 

The NIMS Incident Command Structure (ICS) provides a
consistent, flexible, and adjustable national framework
within which government and private entities at all levels
can work together to manage domestic incidents,
regardless of their cause, size, location, or complexity. ICS
helps all responders communicate and get what they need
when they need it (FEMA, 2005).

NIMS ICS is composed of several components that work
together as a system to prepare for, prevent, respond to,
and recover from domestic incidents. These components
include: command and management, preparedness,
resource management, communications and information
management, supporting technologies, and ongoing
management and maintenance.

For more information on NIMS and NIMS ICS, go to:
FEMA’s Web site: http://www.fema.gov/NIMS/.



AAccttiioonn  SStteeppss  BBeeffoorree  tthhee  CCrriissiiss
◆ Create a facility evacuation plan and practice

drills regularly. 
◆ Provide ongoing training to ensure that staff

are thoroughly familiar with safety
procedures and policies.

◆ Maintain an updated list of family members'
contact information for each employee.

◆ Develop guidelines to help workers prepare
for deployment. Establish and communicate
policies on financial reimbursement for
phone calls and short visits home.

◆ Have a pre-established plan for how
employees will check on their families if
disaster strikes during work hours (CMHS,
1994). 

◆ Provide a well-articulated chain of
command. Define the scope and limits of
workers' decision-making authority (CMHS,
1994). Clear lines of authority and
responsibility minimize stress by eliminating
confusion about who reports to whom (Call
& Pfefferbaum, 1999; CMHS, 1994).

MMiinniimmiizziinngg  SSttrreessss  BBeeffoorree  tthhee  CCrriissiiss
◆ Become familiar with the NIMS ICS and

your organization's role in it; and train
personnel in its use.

◆ Establish clear lines of authority and
responsibility to minimize stress by
eliminating confusion about who reports to
whom (Call & Pfefferbaum, 1999; CMHS,
1994).

◆ Provide regular training on stress
management techniques.

◆ Create a facility evacuation plan and practice
drills regularly. 

◆ Provide ongoing training to ensure that staff
are thoroughly familiar with safety
procedures and policies.

◆ Develop guidelines to help workers prepare
for deployment. 

◆ Maintain an updated list of family members'
contact information for each employee.

◆ Have a pre-established plan for how
employees will check on their families if
disaster strikes during work hours (CMHS,
1994). 
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Following are some suggested action steps that may help
you and your workers cope with stress in a more effective
manner. 



MMiinniimmiizziinngg  SSttrreessss  DDuurriinngg  tthhee  CCrriissiiss——
AAtt  tthhee  SScceennee
◆ Clearly define individual roles and

reevaluate if the situation changes.
◆ Institute briefings at each shift change 

that cover the current status of the work
environment, safety procedures, and
required safety equipment (CMHS, 1994).

◆ Partner inexperienced workers with
experienced veterans. The buddy system is
an effective method to provide support,
monitor stress, and reinforce safety
procedures. Require outreach personnel to
enter the community in pairs (CMHS, 1994).

◆ Rotate workers from high-stress to lower
stress functions (CMHS, 1994).

◆ Initiate, encourage, and monitor work
breaks, especially when casualties are
involved (McCarroll, Ursano, Wright, &
Fullerton, 1993). During lengthy events,
implement longer breaks and days off, and
curtail weekend work as soon as possible.

◆ Establish respite areas that visually separate
workers from the scene and the public. At
longer operations, establish an area where
responders can shower, eat, change clothes,
and sleep (CMHS, 1994).

During the Crisis—At the Scene
At the disaster scene, you, as a manager, can provide
certain supports for workers to mitigate stress and help
them effectively perform the tasks at hand. 
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◆ Implement flexible schedules for workers
who are directly impacted by an event
(CMHS, 1994). This can help workers
balance home and job responsibilities.

◆ Reduce noise as much as possible by
providing earplugs, noise mufflers, or
telephone headsets (CMHS, 1994).

◆ Mitigate the effects of extreme temperatures
through the use of protective clothing,
proper hydration, and frequent breaks.

◆ Ensure that lighting is sufficient, adjustable,
and in good working order. 

◆ Lessen the impact of odors and tastes, and
protect workers' breathing by supplying
facemasks and respirators (McCarroll et al.,
1993). 

◆ Provide security for staff at facilities or sites
in dangerous areas, including escorts for
workers going to and from their vehicles
(CMHS, 1994).

◆ Provide mobile phones for workers in
dangerous environments. Ensure that staff
know who to call when problems arise
(CMHS, 1994).
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MMiinniimmiizziinngg  SSttrreessss  ffoorr  WWoorrkkeerrss  
AAfftteerr  tthhee  CCrriissiiss
◆ Allow time off for workers who have

experienced personal trauma or loss.
Transition these individuals back into the
organization by initially assigning them to
less demanding jobs (CMHS, 1994).

◆ Develop protocols to provide workers with
stigma-free counseling so that workers can
address the emotional aspects of their
experience (CMHS, 1994).

◆ Institute exit interviews and/or seminars to
help workers put their experiences in
perspective (Bradford & John, 1991) and to
validate what they have seen, done, thought,
and felt.

◆ Provide educational inservices or workshops
around stress management and self-care.

◆ Offer group self-care activities and
acknowledgments.

After the Crisis
The ending of the disaster assignment, whether it involved
immediate response or long-term recovery work, can be a
period of mixed emotions for workers. While there may
be some relief that the disaster operation is ending, there
is often a sense of loss and "letdown," with some difficulty
making the transition back into family life and the regular
job. Following are some action steps that can help ease
the disengagement and transition process for workers
(CMHS, 1994).

◆12 A Guide to Managing Stress in Crisis Response Professions



A proactive stress management plan focuses both on the
environment and the individual. A clear organizational
structure with defined roles and responsibilities for line-
staff responders, leads, supervisors, and managers reduces
the potential for staff stress (Quick, Quick, Nelson, &
Hurrell, 1997). An effective manager is familiar with the
many facets of worker stress and takes a wide range of
steps to integrate stress management strategies in the
workplace. 

As a supervisor or manager you must assume shared
responsibility for promoting a positive and healthy work
environment, and not rely exclusively on workers
initiating their own self-care practices. You should address
the following dimensions when designing a stress
management plan that prioritizes environmental and
organizational health:

✔ Effective management structure and leadership;

✔ Clear purpose, goals, and training;

✔ Functionally defined roles;

✔ Administrative controls; 

✔ Team support; and

✔ Plan for stress management.

Managers today face the multiple challenges of bringing
energy and passion, promoting a positive attitude, and
creating an environment in which people feel connected
to their work and their colleagues (Lundin, Paul, &
Christensen, 2000). Managers can boost employees'
perception of strong management support through
feedback, open communication, and high visibility—that
is, through a dynamic and supportive leadership style, one

III. Promoting a Positive
Workplace Environment
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which engages with others in such a way as to raise one
another to high levels of motivation (Peters & Waterman,
1982).

Following are some principles of leadership that you can
apply in the ordinary course of your daily life: Meet
challenges head on; be curious and daring; create a
culture where failure and error are looked upon as steps
toward success; demonstrate personal courage to galvanize
a team or organization that lacks resolve; and when life or
business deals a bad hand, have faith. The most inspiring
opportunities for courage come when you face the longest
odds (Sandys, 2003).
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MMiinniimmiizziinngg  SSttrreessss  iinn  tthhee  WWoorrkkppllaaccee
◆ Set the tone by relating to workers with

respect and valuing their contributions.
◆ Hold regular staff meetings to plan, problem

solve, recognize accomplishments, and
promote staff cohesiveness (CMHS, 2000). 

◆ Clearly communicate the rationale behind
procedural or supervisory changes and
performance expectations (CMHS, 2000).

◆ Create a formal employee suggestion system
(CMHS, 2000) and encourage staff to
contribute.

◆ Resolve conflicts early and quickly (Figley,
1995).

◆ Prepare workers for concrete tasks they may
perform through technical training
(McCarroll et al., 1993). 

◆ Acknowledge that work is often stressful and
connect staff to professional help if
necessary.

◆ Promote an atmosphere where attention to
one's emotional state is acceptable and
encouraged rather than stigmatized or
disregarded.





Supervisors, managers, and workers must assume
responsibility for their own self-care. Self-awareness
involves recognizing and heeding early warning signs of
stress reactions. There are many things that you can do to
alleviate stress before, during, and after a crisis occurs (see
chart on facing page). This chapter outlines some ideas
that can be put in place to help you and your family cope
with whatever emergencies may occur. Peace of mind and
concentration will be enhanced if you are prepared. 

Self Monitor for Signs of Stress
Be familiar with the signs of too much stress. Common
stress reactions are provided in Chapter I. Usually, the
symptoms are normal in every way, and simply suggest a
need for corrective action to limit the impact of a stressful
situation (Mitchell & Bray, 1990; Selye, 1984). Information
is also provided in Chapter I about when stress becomes
abnormal and destructive (PTSD).

Whether you are a supervisor or worker, you may not be
the best judge of your own stress as you become intensely
involved in the disaster work. Therefore, a buddy system,
where coworkers agree to keep an eye on each other's
stress reactions, can be important.

Before the Crisis
Your entire family should be involved in developing and
maintaining a family emergency preparedness plan.
Excellent materials on home emergency preparedness are
available from the U.S. DHS, FEMA, local chapters of the
American Red Cross, and local Offices of Emergency
Services. 

For more information on personal preparedness, go to
www.ready.gov.

IV. Self-Care for Crisis 
Response Professionals
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MMiinniimmiizziinngg  YYoouurr  SSttrreessss  
BBeeffoorree  tthhee  CCrriissiiss
◆ Post a weekly schedule at home so that family

members can be located in an emergency.
◆ Develop a home safety and evacuation plan,

and review and practice it regularly.
◆ Create child care and pet care plans.
◆ Design a plan for how family members will

contact each other during a crisis.
◆ Familiarize yourself with the disaster plans in

your children's schools and in each family
member's workplace.

◆ Gather and store emergency supplies including
food, water, first aid kits, battery-operated
radio, flashlights, and extra batteries.

◆ Prepare an emergency bag in advance in case
you are deployed.

◆ Take advantage of any pre-disaster training and
orientation that your organization provides,
including cultural sensitivity awareness.
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During the Crisis
It’s normal to experience stress during a disaster
operation, but remember that stress can be identified and
managed (Aid Workers Network, 2003). You are the most
important player in controlling your own stress. There are
many steps you can take to help minimize stress during a
crisis.

MMiinniimmiizziinngg  YYoouurr  SSttrreessss  
DDuurriinngg  tthhee  CCrriissiiss
◆ Adhere to established safety policies and

procedures.
◆ Encourage and support coworkers.
◆ Recognize that “not having enough to do” or

“waiting” are expected parts of disaster mental
health response.

◆ Take regular breaks whenever you experience
troubling incidents and after each work shift.
Use time off to “decompress.”

◆ Practice relaxation techniques such as deep
breathing, meditation, and gentle stretching.

◆ Eat regular, nutritious meals and get enough
sleep.

◆ Avoid alcohol, tobacco, drugs, and excessive
caffeine.

◆ Stay in contact with your family and friends.
◆ Pace self between low and high-stress activities.
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After the Crisis
You may finish a disaster response project in a state of
physical and emotional fatigue, and you may feel some
ambivalence about giving up your disaster role. Be aware
that you may experience some “letdown” when the
disaster operation is over (CMHS, 1994). It is important to
give yourself time to stop and reflect on the experience
and how it changed you. Following are some action steps
that may be helpful to get closure in the weeks after the
crisis.



In Summary
Stress management is key to emergency management.
Successful stress management is built on prevention and
planning, a solid understanding of roles and responsi-
bilities, support for colleagues, good self-care, and seeking
help when needed.

Crisis response professionals may be repeatedly exposed
to unique stressors during the course of their work.
Successful implementation of any stress management plan
requires overcoming some obstacles and barriers,
including priority setting, resource allocation,
organizational culture, and stigma. 

Taking action to prevent and reduce stress is a critical
element of effective emergency management and supports
those in crisis response professions in their collective
healing and recovery.

MMiinniimmiizziinngg  YYoouurr  SSttrreessss  AAfftteerr  tthhee  CCrriissiiss
◆ Consider participating in organized debriefing

or critique.
◆ Reconnect with your family.
◆ Have a physical checkup.
◆ Continue normal leisure activities. Stay

involved with your hobbies and interests.
◆ Consider stress management techniques such

as meditation, acupuncture, and massage
therapy.

◆ Draw upon your spirituality and personal
beliefs. Take advantage of faith-based
counselors and workplace counseling units.

◆ Avoid using alcohol, tobacco, or drugs to cope
with stress. Seek professional substance abuse
treatment if necessary.

◆ Use Employee Assistance Programs if you need
to.

◆20 A Guide to Managing Stress in Crisis Response Professions



Management 
of Workload

◆ Set task priority levels with realistic work plans
◆ Recognize that “not having enough to do” or

“waiting” is an expected part of disaster mental
health response

Individual  Approaches  for  Stress  Prevention  and
Management

Balanced
Lifestyle

◆ Eat nutritious food and staying hydrated, avoiding
excessive caffeine, alcohol, and tobacco

◆ Get adequate sleep and rest, especially on longer
assignments

◆ Get physical exercise
◆ Maintain contact and connection with primary

social supports

Stress 
Reduction 
Strategies

◆ Reduce physical tension by using familiar personal
strategies (e.g., take deep breaths, gentle
stretching, meditation, wash face and hands,
progressive relaxation)

◆ Pace self between low and high-stress activities
◆ Use time off to “decompress” and “recharge

batteries” (e.g., get a good meal, watch TV,
exercise, read a novel, listen to music, take a bath,
talk to family)

◆ Talk about emotions and reactions with coworkers
during appropriate times

Self-
Awareness

◆ Recognize and heed early warning signs for stress
reactions

◆ Accept that one may not be able to self-assess
problematic stress reactions

◆ Recognize that over-identification with or feeling
overwhelmed by victims’ and families’ grief and
trauma may signal a need for support and 
consultation

◆ Understand the differences between 
professional helping relationships and friendships 
to help maintain appropriate roles and boundaries

◆ Examine personal prejudices and cultural
stereotypes

◆ Recognize when one’s own experience with trauma
or one’s personal history interfere with effectiveness

◆ Be aware of personal vulnerabilities and emotional
reactions and the importance of team and
supervisor support

◆21Self-Care for Crisis Response Professionals
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Mental Health Services Locator
This locator provides comprehensive information about
mental health services and resources and is useful for
professionals, consumers, and their families.

The mental health locator may be accessed through the
Internet at: 
http://www.mentalhealth.samhsa.gov/databases/

Phone:
1-800-789-2647 (toll-free)
Monday-Friday, 8:30 a.m. to 5 p.m. EST

Telecommunications Device for the Deaf (TDD):
1-866-889-2647

Substance Abuse Treatment Facility Locator
This searchable directory of drug and alcohol treatment
programs shows the location of facilities around the
country that treat alcoholism, alcohol abuse, and drug
abuse problems. 

The substance abuse locator may be accessed through the
Internet at:
http://findtreatment.samhsa.gov/

Phone:
1-800-662-HELP (4357) (toll-free)
1-800-622-9832 (Español) 

TDD:
1-800-228-0427



American Red Cross
http://www.redcross.org

Centers for Disease Control and Prevention
http://www.cdc.gov

Federal Emergency Management Agency
http://www.fema.gov

Health Resources and Services Administration
http://www.hrsa.gov

National Association of State Alcohol and Drug Abuse
Directors
http://www.nasadad.org

National Association of State Mental Health Program
Directors
http://www.nasmhpd.org

National Center for Post-Traumatic Stress Disorder
http://www.ncptsd.org

National Institute of Mental Health
http://www.nimh.nih.gov

Substance Abuse and Mental Health Services
Administration
http://www.samhsa.gov

Substance Abuse and Mental Health Services
Administration Disaster Technical Assistance Center
http://www.mentalhealth.samhsa.gov/dtac

U.S. Department of Homeland Security
http://www.dhs.gov
http://www.ready.gov

VII. Internet Sites
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10 Tips for Effective
Stress Management

1. Familiarize yourself with signs of
stress.

2. Get enough rest, exercise regularly,
and maintain a healthy diet.

3. Have a life outside of your job.

4. Avoid tobacco, alcohol, drugs, and
excessive caffeine.

5. Draw strength from faith, friends, and
family.

6. Maintain your sense of humor.

7. Have a personal preparedness plan.

8. Participate in training offered at your
workplace.

9. Get a regular physical checkup.

10. Ask for help if you need it.
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INTRODUCTION 
 
After a natural or man-made disaster, emergency recovery personnel enter unstable and 

potentially hazardous areas in order to assist survivors in rebuilding their lives.  Damage 

and debris assessments may be completed before emergency workers even allow the 

residents to return.  Flood waters may not recede before Community Response teams 

deploy.  Disaster Recovery Centers are meant to be established near the worst impacted 

areas.  Disaster sites, by their very nature, pose a multitude of health and safety risks to 

recovery personnel. 

 

This document gives guidance to emergency recovery managers and personnel in order to 

assess some of the hazards that are most likely to occur during operations.  In addressing the 

most common hazards, overall preventative measures, such as protective equipment and 

hazard-specific prevention, will be discussed.  Despite preventative measures, personnel 

must also recognize that some events and accidents are unavoidable.  Therefore, this guide 

also includes reactive measures that should be taken when such events do occur, such as 

first aid, suggested response, and important emergency contacts. 

 

Remember…BE PREPARED, BE AWARE & BE SAFE. 
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GENERAL SAFETY AFTER AN EVENT 
 

1. Ask if there are safety considerations at the damage pre-briefing. 

Tips 

2. Be aware of your surroundings at all times—BEFORE ENTERING ANY LOCATION: LOOK 

UP, LOOK DOWN, LOOK ALL AROUND for any potential hazards. 

3. If a situation appears dangerous, leave. 

4. Use good judgment.  Remember that emergency personnel may be delayed in assisting you 

and your team if you are hurt. 

5. When in doubt, call the coordinator or appropriate emergency personnel. 

 

 

General Safety 

Even seasoned emergency responders have to be focused at all times in order to avoid serious 

injury in a disaster environment.  It is wise to be overly cautious.  Here are some general safety 

pointers to follow. 

• Walk or drive cautiously. Debris-filled streets are dangerous. Snakes and rodents 

may be a hazard. Washouts may weaken road and bridge structures could collapse 

under vehicle weight. 

• Before entering a building, check for structural damage. Make sure it's not in danger 

of collapsing. Turn off any outside gas lines and let the house air for several minutes 

to remove escaping gas. 

• When entering a building, don't use open flame as a light source. Use a battery-

operated flashlight. 

• As you complete field operations, take note of any children in the area.  Be sure 

children are safe and being cared for at all times. Never leave a young child alone or 

allow them to play in damaged buildings or areas that might be unsafe. 

• Treat and clean all minor wounds quickly to avoid infection. 

• Wear protective clothing on legs, arms, feet and hands while cleaning up debris.  

• Pace yourself, you may be on-scene for long hours with no days off. Drink lots of 

water and take frequent breaks when possible. 
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PERSONAL PROTECTIVE EQUIPMENT 
 
Disaster environments pose an array of physical, chemical and biological hazards.  

Collapsed structures produce loose building materials and if on-site chemical storage is 

likely, the collapse may liberate chemical materials as well.  Physical hazards from electrical 

lines, sharp objects, falling objects and uneven or unsteady work surfaces may be prevalent.  

Biological hazards from exposure to contaminated flood waters may also exist.  An 

inhospitable environment, such as disaster sites, requires heightened focus on personal 

protective equipment.1

 

  Sneakers and Bermuda shorts might be most comfortable for 

extended days on your feet, but they will not protect you most thoroughly against hazardous 

elements. 

Personal protective equipment varies from site to site and disaster to disaster, depending on 

the potential for exposure.  For instance, if you are likely to be exposed to a great deal of 

dust in the air, a mask or respirator may be warranted.  However, if no such exposure exists 

then this protective equipment may become a hazard itself, adding breathing constriction in 

what are most likely already warm conditions.  Below you will find a list of standard 

equipment that all recovery personnel should utilize in the field, after which some 

specialized equipment is listed based upon disaster conditions.  While some protective 

equipment may seem like common sense, it is uncommonly worth noting due to its 

importance in the field. 

 

Lightweight cotton shirts, light in color whenever possible 

Standard Personal Protective Equipment 

• Helps to prevent dehydration, heat stress and exhaustion 

Jeans or long pants of a sturdy material 

• Protects from scrapes, insects and sun exposure 

• Best practice is to tuck the pant legs into boots.  This protects from ticks, spiders and, 

to some extent, snakes. 

                                                 
1 Willis, Castle, Sloss & Bartis.  Protecting Emergency Responders, Vol.4: Personal Protective Equipment 
Guidelines for Structural Collapse Events. Rand Corporation. Santa Monica:2006. 
http://www.rand.org/pubs/monographs/2006/RAND_MG425.pdf 

http://www.rand.org/pubs/monographs/2006/RAND_MG425.pdf�
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Over-the ankle boots, preferably waterproof 

• Protects ankle joint in a fall. 

• Waterproof boots may prevent abrasions from waterlogged shoes, foot fungus and 

foot exposure to unhygienic conditions. 

Hat 

• Provides mobile shade. 

• Wide brim hats are best because they protect neck, ears, eyes, forehead, nose, and 

scalp. 

Sunscreen 

• Use highest SPF available.  Re-apply every 2-3 hours. 

Bugspray, containing 20-30% DEET 

• DEET effectively protects from mosquitoes and ticks for 4-5 hours. 

• Do not use on infants. Do not use sunscreen with DEET since sunscreen will need to 

be applied more frequently and could increase the potential for toxic effects of 

DEET.  Wash treated skin and clothes with soap and water after use.2

Hand sanitizer, containing at least 60% alcohol concentration 

 

• Kills most harmful bacteria and viruses as long as hands aren’t visibly soiled (doesn’t 

cut through dirt well).3

• Doesn’t replace washing hands with soap and water.  

 

Drinking water 

• Prevents heat stress & exhaustion. 

• Drink small amounts of cool water frequently, one cup every 20 minutes.4

Cell phone 

 

• Ensures communication in case of emergency in the field or to notify of impending 

danger from outside the field. 

 

                                                 
2 Arboviruses: Safe Use of DEET Insect Repellent. Occupational and Environmental Epidemiology Branch. August 
7, 2003.  http://www.epi.state.nc.us/epi/arbovirus/deet.html 
3 Franklin, Deobrah. “Hand Sanitizers, Good or Bad?” New York Times, March 21, 2006. 
http://www.nytimes.com/2006/03/21/health/21cons.html 
4 “OSHA Fact Sheet: Protecting Workers from Effects of Heat.” Occupational Safety and Health Administration, 
U.S. Department of Labor. 9/2005. http://www.osha.gov/OshDoc/data_Hurricane_Facts/heat_stress.pdf 

http://www.epi.state.nc.us/epi/arbovirus/deet.html�
http://www.nytimes.com/2006/03/21/health/21cons.html�
http://www.osha.gov/OshDoc/data_Hurricane_Facts/heat_stress.pdf�
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Respirator if smoke, dust or fumes are prevalent 

Some Specialized Equipment 

Gloves if job duty involves lifting or moving things in disaster site 

Ear plugs if disaster area has significant noise pollution 

Waterproof clothing if floodwater must be entered or if rain is consistently likely 

Helmet, eye and face protection if loose or falling matter in the work area 

 

While the diversity in potential hazards creates challenges for protecting recovery personnel, 

even the standard personal protective equipment goes a long way toward ensuring field 

safety.  However, it should also be noted that no amount of safety gear can outweigh the 

importance of aware, focused, safety-conscious personnel. 

 
COMMON HAZARDS 

 
Protecting recovery personnel begins with an understanding of the hazards that hinder field 
operations and put responders at risk.  The next few sections will address some specific and 
common hazards.  These hazards are placed in the order of likeliness of occurrence and are 
discussed in terms of identification, prevention and suggested response.  The Quick Reference 
Guide below summarizes these hazards and provides prevention and fist aid tips.  However, in 
all cases, first aid is not a cure.  It is best to take care to prevent injuries through awareness and 
timely response whenever possible. 
 

Quick Reference Guide 
 
 
HAZARD SIGNS PREVENTION SUGGESTED RESPONSE 

Heat Stress 
& Exposure 

Headaches, dizziness, 
vomiting 
Dry, hot skin, 
confusion, seizures, 
loss of consciousness 

Block out sun, rest 
regularly, drink lots of 
water (at least 1 cup 
every 20 minutes), 
avoid alcohol and 
caffeine 

 Move to cool, shaded area, 
loosen or remove heavy clothing, 
provide cool drinking water, fan 
and mist the person with water, 
call 911. 

Insects: 
Ticks 

Body aches, fever, 
headaches, fatigue, 
rash, stiff neck, 
facial paralysis 
 

Repellent with DEET, 
long pants, avoid sites 
with woods, bushes, 
tall grass 

Remove ticks with fine-tipped 
tweezers—grasp tick firmly as 
close to skin as possible, clean 
area with soap and water 
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Insects: 
Bees, 
Wasps, 
Hornets 

Severe pain at sting 
site 

Avoid perfumed 
soaps, shampoos and 
deodorants. Bathe 
daily. If one attacking, 
do not run.  If many, 
run indoors or jump in 
water. 

Ensure no allergic reaction, 
wash site with soap and water. 
Remove stinger using gauze 
wiped over area or by scraping 
fingernail over area (no 
tweezers).  Apply ice. 

Insects: Fire 
Ants 

Burning sensation, 
red bumps may form 
white fluid-filled 
pustules 

Wear long pants, 
socks tucked in. Avoid 
ant mounds.  May 
also be found on trees 
or in water. 

Antihistamines may help. Seek 
medical attention if sting causes 
chest pain, nausea, severe 
sweating, loss of breath, severe 
sweating or slurred speech 

Arachnids: 
Spiders 

Itching or rash, pain 
radiating from bite, 
muscle pain, reddish 
to purplish color or 
blister. 

Long pants, avoid 
stacked or undisturbed 
piles of materials and 
tall grass. 

Identify type of spider if 
possible, wash bite area with 
soap and water, apply ice, 
elevate bite area if possible, seek 
medical attention. 

Arachnids: 
Scorpions 

Stinging or burning 
sensation-very little 
swelling. Extreme 
pain when sting is 
tapped. Restlessness, 
convulsions, thick 
tongue sensation. 

Long pants.  May hide 
under rocks and wood 
on ground. 

Apply ice to sting site, do not 
take sedatives.  If possible, 
capture scorpion.  Contact 
poison control for advice. 

Snakes Puncture marks at 
wound. Redness and 
swelling. Severe pain 
at site of the bite. 
Nausea and 
vomiting, labored 
breathing, numbness 
or tingling around 
face or limbs. 

Stay away from tall 
grass, rocks and piles 
of leaves when 
possible. Wear boots 
and long pants. 

Remember color and shape of 
snake. Keep still and calm. Seek 
medical attention immediately. 
Lay or sit down with bite below 
heart. Wash the bite with soap 
and water and cover with clean, 
dry dressing. DO NOT attempt 
to catch snake, apply 
tourniquet, slash wound, suck 
out venom or apply ice. 

Poisonous 
Plants 

Red rash within 
days. Possible 
bumps, patches, 
streaking or weeping 
blister. Swelling, 
itching. 

Wear long pants, 
boots. Identify plants 
using “Leaves of 3, let 
it be.” for poison ivy 
and poison oak, not 
poison sumac. 

Rinse skin with rubbing alcohol 
or degreasing soap. Do not 
scratch. Take antihistamines 
and apply wet compresses, 
calamine lotion or 
hydrocortisone cream to reduce 
itching. 
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Aggressive 
Animals 

Growling, snarling, 
snapping, hissing, 
tail high and stiff, 
hair on back 
standing up 

Remain still. Avoid 
direct eye contact.  
Allow space for 
animal to escape. Put 
something between 
you and dog (trash 
can lid) 

If you fall, protect your head; 
curl into a ball with your hands 
over your ears and remain 
motionless.  Wash wounds 
immediately with soap. 

Flood 
Water 
Contact 

Bacterial infection: 
stomach ache, fever, 
vomiting, diarrhea 

Wear boots and rain 
gear. Protect from cuts 
and scrapes. Wash 
hands often. 

Use soap and water to clean 
exposed areas. See doctor if ill. 

Severe 
Weather 

Sudden reversal of 
wind direction, rise 
in wind speed, sharp 
drop in temperature, 
heavy rain, hail and 
lightning. 

Watch for onset 
conditions and retreat 
to safety before the 
weather arrives. 

Take shelter in building or car if 
possible. When no shelter—
avoid high objects, sit or lie 
down, avoid grouping. Drop to 
ground if electrical charge is felt 

Downed 
Power 
Lines 

Downed power line, 
downed conductor. 

Assume electrical lines 
are energized. Do not 
drive over downed 
power lines. Look for 
downed conductors as 
they may energize 
other objects--fences, 
water pipes, bushes, 
trees, etc.   

If vehicle electrified, do not get 
out unless car is on fire.  If on 
fire, attempt to jump completely 
clear (not touching vehicle and 
ground at same time). Land 
with both feet together and 
bunny hop to safety. 

Traumatic 
Stress 

Chest pain, difficulty 
breathing, shock, 
fatigue, dizziness, 
memory loss, 
behavior shifts. 

Pace yourself, monitor 
each other, take 
frequent rest breaks 
and maintain 
adequate nutrition. 

Demobilize. Talk about 
experience when ready. Avoid 
drugs and alcohol. 

 

Eye 
Trauma 

 Wear safety glasses if 
needed. 

Speck in eye: do not rub, flush 
eye with eye wash, see doctor if 
does not wash out or pain 
continues 
Cuts, punctures, objects: do 
not wash out, do not try to 
remove object, stabilize eye 
without pressure (use paper 
cup) 
Chemical burn: flush with 
drinkable water for 15+ minutes 
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Heat Stress 
 
During emergency recovery operations, workers may be required to work in hot 

environments, and sometimes for extended periods. Heat stress is a common problem 

encountered in these types of situations.5  Heat stress can result in heat stroke, heat 

exhaustion, heat cramps, or heat rashes. Heat can also increase the risk of injuries in 

workers as it may result in sweaty palms, fogged-up safety glasses, and dizziness.  Workers 

at greater risk of heat stress include those who are 65 years of age or older, are overweight, 

have heart disease or high blood pressure, or take medications that may be affected by 

extreme heat.6

 

  In order to prevent, identify and respond to the various types of heat stress it 

is useful to describe them individually by symptoms and first aid. 

Heat Stroke 

Heat stroke is the most serious heat-related disorder. It occurs when the body becomes 

unable to control its temperature: the body's temperature rises rapidly, the sweating 

mechanism fails, and the body is unable to cool down. When heat stroke occurs, the body 

temperature can rise to 106 degrees Fahrenheit or higher within 10 to 15 minutes. Heat 

stroke can cause death or permanent disability if emergency treatment is not given.  

Symptoms of heat stroke include:  

• Hot, dry skin (no sweating)  

• Hallucinations  

• Chills  

• Throbbing headache  

• High body temperature  

• Confusion/dizziness  

• Slurred speech  

                                                 
5 “Safety & Health Topics in Emergency Preparedness and Response: Heat Stress.” Occupational Safety and Health 
Administration. 23 February 2005. http://www.osha.gov/SLTC/emergencypreparedness/guides/heat.html 
6 “NIOSH Safety and Health Topic: Heat Stress.” National Institute for Occupational Safety and Health. 22 October 
2008. http://www.cdc.gov/niosh/topics/heatstress/ 

http://www.osha.gov/SLTC/emergencypreparedness/guides/heat.html�
http://www.cdc.gov/niosh/topics/heatstress/�
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First Aid—Take the following steps to treat a worker with heat stroke:  

• Call 911 and notify their supervisor.  

• Move the sick worker to a cool shaded area.  

• Cool the worker using methods such as:  

o Soaking their clothes with water.  

o Spraying, sponging, or showering them with water.  

o Fanning their body.  

Heat Exhaustion 

Heat exhaustion is the body's response to an excessive loss of the water and salt, usually 

through excessive sweating. Workers most prone to heat exhaustion are those that are 

elderly, have high blood pressure, and those working in a hot environment.  

Symptoms of heat exhaustion include:  

• Heavy sweating  

• Extreme weakness or fatigue  

• Dizziness, confusion  

• Nausea  

• Clammy, moist skin  

• Pale or flushed complexion  

• Muscle cramps  

• Slightly elevated body temperature  

• Fast and shallow breathing  

First Aid –Treat a worker suffering from heat exhaustion with the following:  

• Have them rest in a cool, shaded or air-conditioned area.  

• Have them drink plenty of water or other cool, nonalcoholic beverages.  

• Have them take a cool shower, bath, or sponge bath.  
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Heat Syncope 

Heat syncope is a fainting (syncope) episode or dizziness that usually occurs with prolonged 

standing or sudden rising from a sitting or lying position. Factors that may contribute to 

heat syncope include dehydration and lack of acclimatization.  

Symptoms of heat syncope include:  

• Light-headedness  

• Dizziness  

• Fainting  

First Aid –Workers with heat syncope should:  

• Sit or lie down in a cool place when they begin to feel symptoms.  

• Slowly drink water, clear juice, or a sports beverage.  

Heat Cramps 

Heat cramps usually affect workers who sweat a lot during strenuous activity. This sweating 

depletes the body's salt and moisture levels. Low salt levels in muscles causes painful 

cramps. Heat cramps may also be a symptom of heat exhaustion.  Muscle pain or spasms 

usually in the abdomen, arms, or legs.  

First Aid –Workers with heat cramps should:  

• Stop all activity, and sit in a cool place.  

• Drink clear juice or a sports beverage.  

• Do not return to strenuous work for a few hours after the cramps subside because 

further exertion may lead to heat exhaustion or heat stroke.  

• Seek medical attention if any of the following apply:  

o The worker has heart problems.  

o The worker is on a low-sodium diet.  

o The cramps do not subside within one hour.  



Safety Guide - 11 
 

Heat Rash 

Heat rash is a skin irritation caused by excessive sweating during hot, humid weather.  

Symptoms of heat rash include:  

• Heat rash looks like a red cluster of pimples or small blisters.  

• It is more likely to occur on the neck and upper chest, in the groin, under the breasts, 

and in elbow creases.  

First Aid –Workers experiencing heat rash should:  

• Try to work in a cooler, less humid environment when possible.  

• Keep the affected area dry.  

• Dusting powder may be used to increase comfort.  

Heat Stress Prevention 

Workers should avoid exposure to extreme heat, the sun, and high humidity when possible. 

When these exposures cannot be avoided, workers should take the following steps to 

prevent heat stress:  

• Wear light-colored, loose-fitting, breathable clothing such as cotton.  

o Avoid non-breathing synthetic clothing.  

• Gradually build up to heavy work.  

• Schedule heavy work during the coolest parts of day.  

• Take more breaks in extreme heat and humidity.  

o Take breaks in the shade or a cool area when possible.  

• Drink water frequently. Drink enough water that you never become thirsty.  

• Avoid drinks with caffeine, alcohol, and large amounts of sugar.  

• Be aware that protective clothing or personal protective equipment may increase the 

risk of heat stress.  

• Monitor your physical condition and that of your coworkers.  
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Food & Water Safety 
 
Water 

After a major storm you must assume that all water sources are contaminated until proven 

safe. Purify all water used for drinking, cooking and for washing eating and cooking 

utensils. Also purify the water used for washing hands, body and kitchen and bathroom 

surfaces.  

 

Do not use water that has a dark color, an odor, or contains floating material. To disinfect 

water, use ONE of the following methods:  

1.  Boil at a rolling boil for 10 minutes. 

2. Add eight drops of liquid chlorine bleach (such as Clorox) per gallon of water (about 1/8 

tsp – this would make a puddle the size of a dime). Make sure the bleach has no active 

ingredient other than 4 percent to 6 percent sodium hypochlorite. Mix the bleach and 

water thoroughly. Let it stand for 30 minutes.  The water should still have a slight 

chlorine odor. If it does not, add another dose of chlorine and let stand for another 15 

minutes.  

Percent Chlorine Drops per gallon of water 

1% 40 

4-6% 8 

7-10% 4 

 

3. Add 20 drops of 2 percent iodine per gallon of clear water or 40 drops per gallon of 

cloudy water.  

4. Add water purification tablets according to directions on the package. These tablets can 

be bought at most drug and sporting goods stores.  

 

Household bleach is acceptable, as long as it is a pure bleach product, without additives 

such as soap, detergent or perfumes. The amount of bleach required depends on the strength 

of the product and the amount of water.  
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Household iodine, such as used for first-aid purposes, is also used to purify water. Use 

iodine that is 2% USP (United States Pharmacopoeia) strength. The amount for disinfection 

is 20 drops per gallon for clear water. Let the water stand for 20 to 30 minutes. If the water 

is cloudy, double the amount of iodine. If the water is cold (below 50 degrees Fahrenheit), 

wait at least an hour. Iodine can cause the water to have an off-taste.  

 

Stores catering to hikers and campers, or drug stores, usually carry chlorine or iodine in 

tablet, crystal, or drop form to use for disinfecting water. Follow product directions 

carefully.  

 

Always use clean or purified water to wash any parts of the body that have come in contact 

with surfaces contaminated by flood waters.  

 

Water in water pipes and toilet flush tanks (not bowls) is safe to drink if the valve on the 

main water line was closed before the flood.  

 

Food 

Storm-damaged foods may not be safe to eat. If you have a question about the safety of any 

item, dispose of it. Otherwise, keep the following points in mind:  

 

• Destroy the following foods if they have been covered by flood waters: fresh fruits 

and vegetables; foods in cardboard or paper cartons; foods in bags, such as rice and 

flour; foods, liquids or beverages in crown-capped bottles or containers with pull-

tops, corks or screw caps. This includes canned foods in glass jars, whether you 

bought them or canned them yourself. 

• Destroy all foods that were covered by water which may have been contaminated 

with industrial waste. This includes those foods sealed in unopened cans. 

• Foods in sealed cans not fouled by industrial waste may be safe to eat if the cans 

don't have bulges or leaks, but you must first disinfect the cans before you open 

them. 
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• To disinfect cans, remove labels and wash the containers with soap or detergent. 

Rinse in a chlorine bleach solution using two tablespoons of household laundry 

bleach to each gallon of water. Rinse containers in clean water, dry and re-label 

them. The cans can also be sterilized by covering with water and boiling for at least 

10 minutes. 

 

Driving Safety 
 
Traffic crashes are the leading cause of on-the-job fatalities in America.7

 

  Natural and man-

made disasters make driving conditions even more hazardous due to debris and rain-slick 

roadways.  Remember, the State Emergency Response Team’s most important asset is its 

people.  Following these work-related safe driving practices, may not allows you to save 

others, it may save your own life. 

Stay Safe 

• Use a seat belt at all times – driver and passenger(s). 

• Be well-rested before driving. 

• Avoid taking medications that make you drowsy. 

• Set a realistic goal for the number of miles that you can drive safely each day. 

• If you are impaired by alcohol or any drug, do not drive. 

 

Stay Focused 

• Driving requires your full attention. Avoid distractions, such as adjusting the radio or 

other controls, eating or drinking, and talking on the phone. 

• Look behind you when backing up. 

• Continually search the roadway to be alert to situations requiring quick action. 

• Stop about every two hours for a break. Get out of the vehicle to stretch, take a walk, 

and get refreshed. 

 

                                                 
7 Pegula, Paul S., Fatal Occupational Injuries to Government Workers, 1992-2001, U.S. Department of Labor, 
Bureau of Labor Statistics, 2004. 
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Avoid Aggressive Driving 

• Keep your cool in traffic! 

• Be patient and courteous to other drivers. 

• Do not take other drivers’ actions personally. 

• Reduce your stress by planning your route ahead of time (bring the maps and 

directions), allowing plenty of travel time, and avoiding crowded roadways and busy 

driving times. 

 

For more information on safe driving for work, refer to “Guidelines for Employers to 

Reduce Motor Vehicle Crashes” at http://www.osha.gov/SLTC/motorvehicle 

safety/index.html.8

 

 

Insects & Arachnids9

 
 

Stinging or biting insects or scorpions can be hazardous to recovery field workers. Stinging 

or biting insects include bees, wasps, hornets, and fire ants.   The health effects of stinging or 

biting insects or scorpions range from mild discomfort or pain to a lethal reaction for those 

workers allergic to the insect’s venom. Anaphylactic shock is the body’s severe allergic 

reaction to a bite or sting and requires immediate emergency care. Thousands of people are 

stung by insects each year, and as many as 90–100 people in the United States die as a result 

of allergic reactions.  

This section gives guidance on how field personnel can prevent and protect themselves from 

stings and bites, and what they should do if they are stung or bitten. 

 

 

 

                                                 
8 Quick Card: Motor Vehicles Safe Driving Practices for Employees. Occupational Safety and Health 
Administration. OSHA 3314-08N-06 http://www.osha.gov/Publications/Safe_Driving_Practices.pdf 
9 Taken directly from “NIOSH Safety and Health Topic: Insects and Scorpions.” Center for Disease Control: 
National Institute for Occupational Safety and Health. 22 October 2008. http://www.cdc.gov/niosh/topics/insects/ 

http://www.osha.gov/SLTC/motorvehicle%20safety/index.html�
http://www.osha.gov/SLTC/motorvehicle%20safety/index.html�
http://www.osha.gov/Publications/Safe_Driving_Practices.pdf�
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Bees, Wasps, and Hornets 

 

Bees, wasps, and hornets are most abundant in the warmer months. Nests and hives may be 

found in trees, under roof eaves, or on equipment such as ladders. 

Photos courtesy of Gary Alpert (1) and U.S. Department of Agriculture (2 & 3) 

Preventing Insect Stings—Workers should take the following steps to prevent insect 

stings: 

• Wear light-colored, smooth-finished clothing.  

• Avoid perfumed soaps, shampoos, and deodorants.  

o Don't wear cologne or perfume.  

o Avoid bananas and banana-scented toiletries. 

• Wear clean clothing and bathe daily. (Sweat may anger bees.)  

• Wear clothing to cover as much of the body as possible.  

• Avoid flowering plants when possible.  

• Keep work areas clean. Social wasps thrive in places where humans discard food.  

• Remain calm and still if a single stinging insect is flying around. (Swatting at an 

insect may cause it to sting.)  

• If you are attacked by several stinging insects at once, run to get away from them. 

Bees release a chemical when they sting, which may attract other bees.  

o Go indoors or jump into water.  

o A shaded area is better than an open area to get away from the insects. 

• If a bee comes inside your vehicle, stop the car slowly, and open all the windows.  

• Workers with a history of severe allergic reactions to insect bites or stings should 

consider carrying an epinephrine auto injector (EpiPen) and should wear a medical 

identification bracelet or necklace stating their allergy. 
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First Aid—If a worker is stung by a bee, wasp, or hornet: 

• Have someone stay with the worker to be sure that they do not have an allergic 

reaction.  

• Wash the site with soap and water.  

• Remove the stinger using gauze wiped over the area or by scraping a fingernail over 

the area.  

o Never squeeze the stinger or use tweezers. 

• Apply ice to reduce swelling.  

• Do not scratch the sting as this may increase swelling, itching, and risk of infection. 

Fire Ants 

 

Imported fire ants first came to the United States around 1930. Now there are five times 
more ants per acre in the United States than in their native South America. The fire ants 
that came to the United States escaped their natural enemies and thrived in the southern 
landscape. 

Photos courtesy of National Center for Environmental Health (1 & 2) and Harold G. Scott (3) 

Fire ants bite and sting. They are aggressive when stinging and inject venom, which causes a 
burning sensation. Red bumps form at the sting, and within a day or two they become white 
fluid-filled pustules. 

Preventing Fire Ant Stings and Bites—Workers should take the following steps to prevent 

fire ant stings and bites: 

• Do not disturb or stand on or near ant mounds.  

• Be careful when lifting items (including animal carcasses) off the ground, as they 

may be covered in ants.  
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• Fire ants may also be found on trees or in water, so always look over the area before 

starting to work.  

First Aid 

Workers with a history of severe allergic reactions to insect bites or stings should consider 

carrying an epinephrine auto injector (EpiPen) and should wear a medical identification 

bracelet or necklace stating their allergy. 

Workers should take the following steps if they are stung or bitten by fire ants: 

• Rub off ants briskly, as they will attach to the skin with their jaws.  

• Antihistamines may help.  

o Follow directions on packaging.  

o Drowsiness may occur. 

• Take the worker to an emergency medical facility immediately if a sting causes 

severe chest pain, nausea, severe sweating, loss of breath, serious swelling, or slurred 

speech. 

Mosquitoes10

  

 

 

 

 
 

Photo courtesy of the Department of Environmental Quality (1) and Contra Costa Mosquito and Vector Control District (2) 

Rain and flooding in a hurricane area may lead to an increase in numbers of mosquitoes, 

which can carry diseases, such as West Nile virus or dengue fever. In most cases, the 

mosquitoes will be pests but will not carry communicable diseases. Local, state and federal 

public health authorities will be actively working to control the spread of any mosquito-

                                                 
10 “Emergency Preparedness and Response Fact Sheet: Protect Yourself from Animal- and Insect-Related Hazards 
After a Disaster.” Centers for Disease Control and Prevention. 16 September 2005. 
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borne diseases. For more information on West Nile virus, see the CDC’s West Nile virus 

Web site.  

Prevention—To protect yourself from mosquitoes: 

• Use screens on dwellings 

• Wear long pants, socks, and long-sleeved shirts 

• Use insect repellents that contain DEET or Picaridin. Follow directions on the 

product label and take care when using DEET on small children.  

Scorpions 

 

Scorpions usually hide during the day and are active at night. They may be hiding under 

rocks, wood, or anything else lying on the ground. Some species may also burrow into the 

ground. Most scorpions live in dry, desert areas. However, some species can be found in 

grasslands, forests, and inside caves. 

Photos courtesy of U.S. Fish and Wildlife Service and World Health Organization 

Symptoms of a scorpion sting may include: 

• A stinging or burning sensation at the injection site (very little swelling or 

inflammation)  

• Positive "tap test" (i.e., extreme pain when the sting site is tapped with a finger)  

• Restlessness  

• Convulsions  

• Roving eyes  

• Staggering gait  

http://www.cdc.gov/ncidod/dvbid/westnile/�
http://www.cdc.gov/ncidod/dvbid/westnile/�
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• Thick tongue sensation  

• Slurred speech  

• Drooling  

• Muscle twitches  

• Abdominal pain and cramps  

• Respiratory depression 

These symptoms usually subside within 48 hours, although stings from a bark scorpion can 

be life-threatening. 

Preventing Scorpion Stings—Workers should take the following steps to prevent scorpion 

stings: 

• Wear long sleeves and pants.  

• Wear leather gloves.  

• Shake out clothing or shoes before putting them on.  

• Workers with a history of severe allergic reactions to insect bites or stings should 

consider carrying an epinephrine auto injector (EpiPen) and should wear a medical 

identification bracelet or necklace stating their allergy. 

First Aid—Workers should take the following steps if they are stung by a scorpion: 

• Contact a qualified health care provider or poison control center for advice and 

medical instructions.  

• Ice may be applied directly to the sting site (never submerge the affected limb in ice 

water).  

• Remain relaxed and calm.  

• Do not take any sedatives.  

• Capture the scorpion for identification if it is possible to do so safely. 
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Venomous Spiders11 

 

Venomous spiders found in the United States include the Black Widow, Brown Recluse, 

and Hobo spiders.  Spiders are usually not aggressive and most bites occur because a spider 

is trapped or unintentionally contacted. 

Photos courtesy of University of Missouri (black widow), Ohio State University (brown recluse), and Washington 

State University (hobo spider) 

Black Widows 

 

Black Widow spiders are found throughout North America, but are most common in the 

southern and western areas of the United States. They are identified by the pattern of red 

coloration on the underside of their abdomen. They are usually found in workplaces 

containing undisturbed areas such as woodpiles, under eaves, fences, and other areas where 

debris has accumulated. They may also be found living in outdoor toilets where flies are 

plentiful.  

Photos courtesy of Ohio State University and University of Missouri 

                                                 
11 Taken directly from: “NIOSH Safety & health Topic: Venomous Spiders.” The Centers for Disease Control 
National Institute for Occupational Safety and Health. 22 October 2008. http://www.cdc.gov/niosh/topics/spiders/ 

http://www.cdc.gov/niosh/topics/spiders/�
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Black widow spiders build webs between objects, and bites usually occur when humans 

come into direct contact with these webs. A bite from a black widow can be distinguished 

from other insect bites by the two puncture marks it makes in the skin. The venom is a 

neurotoxin that produces pain at the bite area and then spreads to the chest, abdomen, or 

the entire body. 

Brown Recluse Spiders 

 

The Brown Recluse spider, also known as the violin spider, is most commonly found in the 

midwestern and southern states of the United States. It is brown in color with a 

characteristic dark violin-shaped (or fiddle-shaped) marking on its head and has six equal-

sized eyes (most spiders have eight eyes). Brown Recluse spiders are usually found in 

workplaces with secluded, dry, sheltered areas such as underneath structures logs, or in piles 

of rocks or leaves. If a brown recluse spider wanders indoors, they may be found in dark 

closets, shoes, or attics.  

Photos courtesy of Ohio State University and Texas A&M 

The Brown Recluse spider cannot bite humans without some form of counter pressure, for 

example, through unintentional contact that traps the spider against the skin. Bites may 

cause a stinging sensation with localized pain. A small white blister usually develops at the 

site of the bite. The venom of a brown recluse can cause a severe lesion by destroying skin 

tissue (skin necrosis). This skin lesion will require professional medical attention. 
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Hobo Spiders 

 

The hobo spider is found throughout the Pacific Northwest. It is large and brown with a 

distinct pattern of yellow markings on its abdomen. Unlike many other similar looking 

spiders, hobo spiders do not have dark bands on their legs. To catch their prey, hobo spiders 

build funnel webs in holes, cracks, and recesses. They may be found in outdoor workplaces 

with retaining walls, and in foundations, window wells, and stacks of firewood and bricks. 

Indoors, they can nest between boxes or other storage items, on window sills, under 

baseboard heaters or radiators, behind furniture, and in closets. Hobo spiders do not climb 

like most spiders but are fast runners. These spiders are much more likely to attack if 

provoked or threatened. The bite of a hobo spider may go unnoticed; however a moderate 

to severe, slow-healing wound will develop. 

Photos courtesy of Washington State University 

Symptoms 

Symptoms associated with spider bites can vary from minor to severe. Although extremely 

rare, death can occur in the most severe cases. Possible symptoms resulting from a spider 

bite include the following: 

• Itching or rash  

• Pain radiating from the site of the bite  

• Muscle pain or cramping  

• Reddish to purplish color or blister  

• Increased sweating  

• Difficulty breathing  
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• Headache  

• Nausea and vomiting  

• Fever  

• Chills  

• Anxiety or restlessness  

• High blood pressure 

Prevention—Workers can take the following preventive steps: 

• Inspect or shake out any clothing, shoes, towels, or equipment before use.  

• Wear protective clothing such as a long-sleeved shirt and long pants, hat, gloves, and 

boots when handling stacked or undisturbed piles of materials.  

• Minimize the empty spaces between stacked materials.  

• Remove and reduce debris and rubble from around the outdoor work areas.  

• Trim or eliminate tall grasses from around outdoor work areas.  

• Store apparel and outdoor equipment in tightly closed plastic bags.  

• Keep your tetanus boosters up-to-date (every 10 years). Spider bites can become 

infected with tetanus spores. 

First Aid—Workers should take the following steps if they are bitten by a spider: 

• Stay calm. Identify the type of spider if it is possible to do so safely. Identification 

will aid in medical treatment.  

• Wash the bite area with soap and water.  

• Apply a cloth dampened with cold water or filled with ice to the bite area to reduce 

swelling.  

• Elevate bite area if possible.  

• Do not attempt to remove venom.  

• Notify your supervisor.  

• Immediately seek professional medical attention. 
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Venomous Snakes 
 
Venomous snakes found in the United States include rattlesnakes, copperheads, 

cottonmouths/water moccasins, and coral snakes. Although rare, some workers with a 

severe allergy to snake venom may be at risk of death if bitten. It has been estimated that 

7,000–8,000 people per year receive venomous bites in the United States, and about 5 of 

those people die. The number of deaths would be much higher if people did not seek 

medical care. 

 
Rattlesnakes 

 

There are many species of rattlesnakes in the United States. Rattlesnakes are the largest of 

the venomous snakes in the United States. They can accurately strike at up to one-third their 

body length. Rattlesnakes use their rattles or tails as a warning when they feel threatened. 

Baby rattlesnakes may actually be more dangerous because they do not have control over 

how much venom they inject when they bite. Rattlesnakes may be found sunning 

themselves near logs, boulders, or open areas. These snakes may be found in most work 

habitats including the mountains, prairies, deserts, and beaches. 

Photos courtesy of U.S. Fish and Wildlife Service (1 & 2) and Edward J. Wozniak (3) 
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Cottonmouths/Water Moccasins 

 

Cottonmouth snakes average 5–55 inches long. The adult snake’s skin is dark tan, brown, or 

nearly black, with vague black or dark brown crossbands. Juveniles have a bold crossbanded 

pattern of brown or orange with a yellow tail. Cottonmouths are frequently found in or 

around water. They do not scare easily and will defend themselves when threatened. 

Photos courtesy of U.S. Fish and Wildlife Service (1 & 2) and Edward J. Wozniak (3) 

Coral Snakes 

 

These snakes are often confused with nonvenomous king snakes, which have similar 

colored bands although in a different arrangement. However, if the red bands are touching 

the yellow bands, then it is a venomous coral snake. Coral snakes tend to hide in leaf piles 

or burrow into the ground. 

Photos courtesy of U.S. Fish and Wildlife Service (1) and Edward J. Wozniak (2) 

Signs or symptoms associated with a snake bite may vary depending on the type of snake, 

but may include: 

• A pair of puncture marks at the wound  

• Redness and swelling around the bite  

• Severe pain at the site of the bite  
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• Nausea and vomiting  

• Labored breathing (in extreme cases, breathing may stop altogether)  

• Disturbed vision  

• Increased salivation and sweating  

• Numbness or tingling around your face and/or limbs 

Preventing Snake Bites—Workers should take the following steps to prevent a snake bite: 

• Do not try to handle any snake.  

• Stay away from tall grass and piles of leaves when possible.  

• Avoid climbing on rocks or piles of wood where a snake may be hiding.  

• Be aware that snakes tend to be active at night and in warm weather.  

• Wear boots and long pants when working outdoors. 

First Aid—Workers should take the following steps if they are bitten by a snake: 

• Try to remember the color and shape of the snake, which can help with treatment of 

the snake bite.  

• Keep still and calm. This can slow down the spread of venom.  

• Seek medical attention as soon as possible (dial 911 or call local Emergency Medical 

Services.)  

• Inform your supervisor.  

• Apply first aid if you cannot get to the hospital right away.  

o Lay or sit down with the bite below the level of the heart.  

o Wash the bite with soap and water.  

o Cover the bite with a clean, dry dressing. 

Do NOT do any of the following: 

• Do not pick up the snake or try to trap it.  

• Do not apply a tourniquet.  

• Do not slash the wound with a knife.  

• Do not suck out the venom.  

• Do not apply ice or immerse the wound in water.  
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• Do not drink alcohol as a painkiller.  

• Do not drink caffeinated beverages. 

 
Poisonous Plants 

 

 

Many native and exotic plants are poisonous to humans when ingested or if there is skin 

contact with plant chemicals. However, the most common problems with poisonous plants 

arise from contact with the sap oil of several ever-present native plants that cause an allergic 

skin reaction—poison ivy, poison oak, and poison sumac. 

Photos courtesy of Edwin P. Ewing, Jr., (poison ivy) and U.S. Department of Agriculture (poison oak and poison 
sumac) 

Poison ivy, poison oak, and poison sumac release an oil, urushiol, when the leaf or other 

plant parts are bruised, damaged, or burned. When the oil gets on the skin an allergic 

reaction, referred to as contact dermatitis, occurs in most exposed people as an itchy red 

rash with bumps or blisters. When exposed to 50 micrograms of urushiol, an amount that is 

less than one grain of table salt, 80 to 90 percent of adults will develop a rash. The rash, 

depending upon where it occurs and how broadly it is spread, may significantly impede or 

prevent a person from working. Although over-the-counter topical medications may relieve 

symptoms for most people, immediate medical attention may be required for severe 

reactions, particularly when exposed to the smoke from burning these poisonous plants. 

Burning these poisonous plants can be very dangerous because the allergens can be inhaled, 

causing lung irritation. 

Forestry workers and firefighters who battle forest fires are at additional risk because they 

could potentially develop rashes and lung irritation from contact with damaged or burning 

poisonous plants. 
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Plant Identification 

The old saying "Leaves of three, Let it be!

Poison Ivy 

" is a helpful reminder for identifying poison ivy and 

oak, but not poison sumac which usually has clusters of 7-13 leaves. Even poison ivy and 

poison oak may have more than three leaves and their form may vary greatly depending 

upon the exact species encountered, the local environment, and the season. Being able to 

identify local varieties of these poisonous plants throughout the seasons and differentiating 

them from common nonpoisonous look-a-likes are the major keys to avoiding exposure. 

 

• Eastern poison ivy is typically a hairy, ropelike vine with three shiny green (or red in 

the fall) leaves budding from one small stem  

Photos courtesy of U.S. Department of Agriculture 

• Western poison ivy is typically a low shrub with three leaves that does not form a 

climbing vine  

• May have yellow or green flowers and white to green-yellow or amber berries 

Poison Oak 

 

• Typically a shrub with leaves of three, similar to poison ivy  

Photos courtesy of U.S. Department of Agriculture 
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• Pacific poison oak may be vine-like  

• May have yellow or green flowers and clusters of green-yellow or white berries 

Poison Sumac 

 

• Woody shrub that has stems that contain 7-13 leaves arranged in pairs  

Photos courtesy of U.S. Department of Agriculture 

• May have glossy, pale yellow, or cream-colored berries 

Exposure—Workers may become exposed to urushiol through: 

• Direct contact with the plant  

• Indirect contact, such as touching tools, livestock, or clothing that have urushiol on 

them  

• Inhalation of particles containing urushiol from burning plants 

 

Symptoms 

Signs or symptoms associated with dermal contact with poisonous plants may include: 

• Red rash within a few days of contact  

• Possible bumps, patches, streaking, or weeping blisters (blister fluids are not 

contagious)  

• Swelling  

• Itching 

 

Prevention 

Workers can prevent contact with poisonous plants by taking these steps: 

• Wear long sleeves, long pants, boots, and gloves.  
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o Wash exposed clothing separately in hot water with detergent. 

• Barrier skin creams, such as a lotion containing bentoquatum, may offer some 

protection before contact.  

o Barrier creams should be washed off and reapplied twice a day. 

• After use, clean tools with rubbing alcohol (isopropanol or isopropyl alcohol) or soap 

and lots of water. Urushiol can remain active on the surface of objects for up to 5 

years.  

o Wear disposable gloves during this process. 

• Do not burn plants that may be poison ivy, poison oak, or poison sumac.  

o Inhaling smoke from burning plants can cause severe allergic respiratory 

problems. 

Employers should prevent workers from being exposed to burning poisonous plants 

whenever possible. However, when exposure to burning poisonous plants is unavoidable, 

employers should provide workers with: 

• A NIOSH-certified half-face piece particulate respirator rated R–95, P–95, or better. 

This recommendation does NOT apply to wildland firefighters. Firefighters may 

require a higher level of respiratory protection to protect against possible exposure to 

combustion products.  

• These respirators should protect against exposure to burning poisonous plants, but 

will not protect against all possible combustion products in smoke, such as carbon 

monoxide.  

• Respirators must be worn correctly and consistently throughout the time they are 

used.  

• For respirators to be effective there must be a tight seal between the user’s face and 

the respirator.  

• Respirators must be used in the context of a written comprehensive respiratory 

protection program (see OSHA Respiratory Protection standard 29 CFR 1910.134, 

or www.osha.gov/SLTC/respiratoryprotection/index.html). 

 

 

 

http://www.osha.gov/sltc/respiratoryprotection/index.html�
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First Aid 

Workers who have come in contact with poisonous plants should: 

• Immediately rinse skin with rubbing alcohol, specialized poison plant washes, 

degreasing soap (such as dishwashing soap) or detergent, and lots of water.  

o Rinse frequently so that wash solutions do not dry on the skin and further 

spread the urushiol. 

• Scrub under nails with a brush.  

• Apply wet compresses, calamine lotion, or hydrocortisone cream to the skin to 

reduce itching and blistering.  

o Follow the directions on any creams and lotions. Do not apply to broken 

skin, such as open blisters.  

o Oatmeal baths may relieve itching. 

• An antihistamine such as diphenhydramine (Benadryl) can be taken to help relieve 

itching.  

o Follow directions on the package.  

o Drowsiness may occur.  

o If children come in contact with work clothing contaminated with urushiol, a 

pediatrician should be contacted to determine appropriate dosage. 

• In severe cases or if the rash is on the face or genitals, seek professional medical 

attention.  

• Call 911 or go to a hospital emergency room if the worker is suffering a severe 

allergic reaction, such as swelling or difficulty breathing, or has had a severe reaction 

in the past.  

 

 

 

 

 

 



Safety Guide - 33 
 

Aggressive Dogs12

 
 

Only trained disaster personnel experienced in animal behavior should attempt to rescue 

animals. Before a disaster, develop a list of qualified animal rescuers to act as first 

responders and keep the list current. Untrained disaster responders/volunteers should 

contact the designated animal control officer for guidance. 

 

General Guidelines 

• Any attempt to capture animals can be potentially dangerous. 

• Always use extreme caution when approaching animals. 

• Some dogs may bite or show aggression even if not provoked. 

 

Avoiding Animal Bites 

• Recognize possible warning signs that an animal is about to attack – tail high and 

stiff, ears up, hair on back standing up, barking and showing teeth. Even the 

friendliest dog can bite or attack when in fear and/or in pain. 

• If you are threatened by a dog, remain calm. Don't scream. If you say anything, 

speak calmly and firmly. Remain as still as possible until the dog leaves or back away 

slowly until the dog is out of sight. Avoid direct eye contact. Don’t turn and run.13

• Put something between you and the aggressive animal, such as a trash can lid. 

 

• If you fall, protect your head; curl into a ball with your hands over your ears and 

remain motionless. 

 

If Attacked or Bitten 

• If the dog is biting, avoid struggling or attempting to pull away, as this can cause 

open, torn wounds. If you stay still and protect your ears, face, chest, and throat, the 

                                                 
12 Taken directly from: “OSHA Quick Card: Rescue of Animals (Dogs) by Disaster Relief Personnel.” Occupational 
Safety and Health Administration. OSHA 3321-8-07. 
http://www.osha.gov/Publications/rescuers_of_animals.pdf 
13 “What you should know about dog bite prevention” pamphlet.  American Veterinary Medical Association, May 
2006.  http://www.avma.org/animal_health/brochures/dog_bite/dog_bite_brochure.asp 

http://www.osha.gov/Publications/rescuers_of_animals.pdf�
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dog will only be able to inflict puncture wounds on areas of your body that have 

thicker skin.14

• If the dog is biting someone else, do not pull the victim away for the very same 

reason. Try to force your arm in the dog's mouth. Push your arm in forcefully 

towards the throat to minimize damage to yourself.  If you have time, wrap your arm 

in a shirt or jacket first.

 

15

• Use dog repellent if the dog attacks. Do not use repellent to keep the dog at a 

distance or if there is a danger of spraying others, especially children. 

 

• Wash wounds immediately with soap; seek immediate medical help. Secure and 

observe offending dog. 

Heart Attack Symptoms16

 
 

While some heart attacks are sudden and intense, many start slowly, with mild pain or 
discomfort. If you or someone you are with begins to have chest discomfort, especially with 
one or more of the other signs of a heart attack, call 911 immediately.  
 

Symptoms of a heart attack:  

• Chest Discomfort: Most attacks involve discomfort in the center of the chest that 

lasts more that a few minutes or that goes away and comes back. It can feel like 

uncomfortable pressure, squeezing, fullness of pain.  

• Discomfort in other areas of the upper body: Symptoms can include pain or 

discomfort in one or both arms, the back, neck, jaw or stomach. 

• Shortness of breath: May occur before, with or without chest discomforts. 

• Other Signs: Breaking out in a cold sweat, nausea or light-headedness. 

 

 

                                                 
14 Donahue, George. “Some Personal Observations on Dealing with Dog Attacks,” FightingArts.com. 
http://www.fightingarts.com/reading/article.php?id=337 
15 Ibid. 
16 “911 Basics: Responding to a Heart Attack.” St. John Health. 24 March 2008. 
http://www.stjohn.org/HealthInfoLib/swArticle.aspx?1,1828 

http://www.fightingarts.com/reading/article.php?id=337�
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First Aid:  

• If someone you’re with shows one or more of these signs, don’t ignore them. Call 
911 immediately. Don’t wait longer than a few minutes to call. Learn the symptoms 
so you can diagnose and call for assistance quickly. 

 
While waiting for emergency help to arrive: 
 
• Help the victim get into a relaxed sitting position, with the legs up and bent at the 

knees, to ease strain on the heart. 
• Loosen tight clothing around the neck and waist, and be calm and reassuring that 

medical help is on the way. 
• Give the victim an adult aspirin with water if the person is conscious and able to 

swallow. 
 
 

Flood Water Contact17

 
 

Flooding can cause the disruption of water purification and sewage disposal systems, 

overflowing of toxic waste sites, and dislodgement of chemicals previously stored above 

ground. Although most floods do not cause serious outbreaks of infectious disease or 

chemical poisonings, they can cause sickness in workers and others who come in contact 

with contaminated floodwater. 

 

Symptoms: 

 

Floodwater often contains infectious organisms, including intestinal bacteria such as E. coli, 

Salmonella, and Shigella; Hepatitis A Virus; and agents of typhoid, paratyphoid and 

tetanus. The signs and symptoms experienced by the victims of waterborne microorganisms 

are similar, even though they are caused by different pathogens.  These symptoms include 

nausea, vomiting, diarrhea, abdominal cramps, muscle aches, and fever. 

 

Most cases of sickness associated with flood conditions are brought about by ingesting 

contaminated food or water. Tetanus, however, can be acquired from contaminated soil or 

water entering broken areas of the skin, such as cuts, abrasions, or puncture wounds. 
                                                 
17 Taken directly from: “OSHA Fact Sheet: Flood Cleanup.” Occupational Safety and Health Administration. 
09/2005. http://www.osha.gov/OshDoc/floodCleanup.html 

http://www.osha.gov/OshDoc/floodCleanup.html�
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Tetanus is an infectious disease that affects the nervous system and causes severe muscle 

spasms, known as lockjaw. The symptoms may appear weeks after exposure and may begin 

as a headache, but later develop into difficulty swallowing or opening the jaw. 

 

Floodwaters also may be contaminated by agricultural or industrial chemicals or by 

hazardous agents present at flooded hazardous waste sites.  Flood cleanup crew members 

who must work near flooded industrial sites also may be exposed to chemically 

contaminated floodwater. Although different chemicals cause different health effects, the 

signs and symptoms most frequently associated with chemical poisoning are headaches, 

skin rashes, dizziness, nausea, excitability, weakness, and fatigue. 

 

Prevention: 

 

After a major flood, it is often difficult to maintain good hygiene during cleanup operations. 

To avoid waterborne disease, it is important to wash your hands with soap and clean, 

running water, especially before work breaks, meal breaks, and at the end of the work shift. 

Workers should assume that any water in flooded or surrounding areas is not safe unless the 

local or state authorities have specifically declared it to be safe. If no safe water supply is 

available for washing, use bottled water, water that has been boiled for at least 10 minutes or 

chemically disinfected water. (To disinfect water, use 5 drops of liquid household bleach to 

each gallon of water and let it sit for at least 30 minutes for disinfection to be completed.) 

Water storage containers should be rinsed periodically with a household bleach solution. 

 

If water is suspected of being contaminated with hazardous chemicals, cleanup workers may 

need to wear special chemical resistant outer clothing and protective goggles. Before 

entering a contaminated area that has been flooded, you should don plastic or rubber gloves, 

boots, and other protective clothing needed to avoid contact with floodwater. 
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Tips to Remember 

• Before working in flooded areas, be sure that your tetanus shot is current (given 

within the last 10 years). Wounds that are associated with a flood should be 

evaluated for risk; a physician may recommend a tetanus immunization. 

• Consider all water unsafe until local authorities announce that the public water 

supply is safe. 

• Do not use contaminated water to wash and prepare food, brush your teeth, wash 

dishes, or make ice. 

• Keep an adequate supply of safe water available for washing and potable water for 

drinking. 

• Be alert for chemically contaminated floodwater at industrial sites. 

• Use extreme caution with potential chemical and electric hazards, which have great 

potential for fires and explosions. Floods have the strength to move and/or bury 

hazardous waste and chemical containers far from their normal storage places, 

creating a risk for those who come into contact with them. Any chemical hazards, 

such as a propane tank, should be handled by the fire department or police. 

 

First Aid: 

 

If a cleanup worker experiences any of the signs or symptoms listed above, appropriate first 

aid treatment and medical advice should be sought from a medical professional. If the skin 

is broken, particularly with a puncture wound or a wound that comes into contact with 

potentially contaminated material, a tetanus vaccination may be needed if it has been five 

years or more since the individual’s last tetanus shot. 
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Hygiene18

 
 

Preventing or minimizing disease exposure when working in contaminated flood waters is 

possible by taking various precautions, specifically with proper hand hygiene and the use of 

protective gloves. 

 

Prevention: 

 

After an emergency, it is often difficult to find running water. Still, it is imperative to wash 

your hands with soap and clean (or disinfected) water to avoid illness. 

 

Before working in flooded environments, assemble adequate supplies of the following items: 

• Clean water, disposable latex or nitrile gloves; hand lotion 

• Household bleach; rubbing alcohol (or alcohol-based towelettes) 

• Spray bottles 

 

Wash hands with soap and clean (or disinfected) water before preparing or eating food; after 

toilet use; after participating in decontamination and other cleanup activities; and after 

handling articles contaminated with floodwater or sewage. 

• If clean water is not available, contaminated water can be bleach-disinfected by 

mixing 1/4 teaspoons of household bleach per 1 gallon of water and let stand for 30 

minutes. 

• Label containers (e.g., “Bleach-disinfected water -- do not drink”) 

• If clean water is available, follow these procedures: 

o Place hands under running water pointed downwards; 

o Rub hands together (with soap if available) and wash all surfaces well, 

including under fingernails. 

o After rinsing thoroughly, dry hands completely with a clean towel. 

 

                                                 
18 Taken directly from: “OSHA Fact Sheet: Hand Hygiene & Protective Gloves in Hurricane-Affected Areas.” 
Occupational Safety and Health Administration. 09/2005. 
http://www.osha.gov/OshDoc/data_Hurricane_Facts/hand_hygiene_and_gloves.pdf 

http://www.osha.gov/OshDoc/data_Hurricane_Facts/hand_hygiene_and_gloves.pdf�
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If water is not available, use alcohol-based products made for washing hands. 

• Use a solution of 70% (v/v) rubbing (isopropyl) alcohol (~3 quarts rubbing alcohol, 

and ~1 quart water). 

• Using a sprayer, cover all surfaces well, including wrists, palms, backs of hands, 

fingers and under fingernails. Rub gently and allow to air dry. 

• Alcohol-based towelettes or hand rubs significantly reduce the number of germs on 

skin (The Association for Professionals in Infection Control (APIC) suggests using a 

towelette to cleanse the hands and then an alcohol gel to thoroughly disinfect). 

 

Glove Safety in Contaminated Flood Waters 

 

It is extremely important to wear protective gloves when working in contaminated flood 

waters, particularly when handling human or animal remains. Ungloved hands should 

never make direct contact with body fluids and fecal materials, or flood waters 

contaminated with fecal material. 

 

When working in contaminated flood waters: 

• Wear a combination of gloves (if possible) including an inner cut-resistant glove 

(nitrile or similar washable material) and an outer nitrile or latex disposable glove 

(preferably 4 to 8 mil thickness). 

• Protect gloved hands from cuts or any puncture wounds caused by sharp objects. 

• Should a puncture wound occur, carefully remove the contaminated gloves and wash 

the affected area with soap and clean (or disinfected) water or an alcohol-based hand 

cleaner. See a doctor or health department official if the wound is contaminated with 

feces, soil, or body fluids. Seek immediate medical attention if the wound becomes 

red, swells, or oozes pus. 

• Avoid touching your face with contaminated gloves; hand-to-mouth contact is a 

major route of contracting disease. 

• Remove contaminated gloves after use; discard if gloves become torn or damaged. 

• Take extra care when removing contaminated gloves. 
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o Point the hand downward and peel off the outer glove starting at the wrist, 

turning them inside out as you proceed. Do the same for any inner gloves 

worn. 

o Be careful to avoid splashes of contaminated body fluids or fecal materials to 

your face or that of others. 

o Avoid contacting any uncontaminated areas of skin. 

• Properly discard outer gloves if disposable and disinfect inner washable gloves, if 

used. 

• Wash hands with soap and clean (or disinfected) water, or use an alcohol-based hand 

cleaner immediately after removing contaminated gloves. 

 

Electrical Safety19

 
 

Electrical hazards can cause burns, shocks and electrocution (death). 

 

Downed Power lines  

Overhead and buried power lines are especially hazardous because they carry extremely 

high voltage.  Fatal electrocution is the main risk, but burns and falls are also hazards. 

 

Safety Tips 

• Assume that all overhead wires are energized at lethal voltages. Never assume that a 

wire is safe to touch even if it is down or appears to be insulated. 

• Never touch a fallen overhead power line. Call the electric utility company to report 

fallen electrical lines. 

• Stay at least 10 feet (3 meters) away from overhead wires during cleanup and other 

activities. If working at heights or handling long objects, survey the area before 

starting work for the presence of overhead wires. 

• If an overhead wire falls across your vehicle while you are driving, stay inside the 

vehicle and continue to drive away from the line. If the engine stalls, do not leave 

                                                 
19 Taken directly from: “OSHA Quick Card: Electrical Safety.” Occupational Safety and Health Administration. 
OSHA 3298-09N-05. http://www.osha.gov/OshDoc/data_Hurricane_Facts/electrical_safety.pdf 

http://www.osha.gov/OshDoc/data_Hurricane_Facts/electrical_safety.pdf�
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your vehicle. Warn people not to touch the vehicle or the wire. Call or ask someone 

to call the local electric utility company and emergency services. 

• Never drive over downed power lines.  Assume that they are energized. And, even if 

they are not, downed lines can become entangled in your equipment or vehicle. 

• If you must exit any equipment because of fire or other safety reasons, try to jump 

completely clear, making sure that you do not touch the equipment and the ground 

at the same time. Land with both feet together and shuffle away in small steps to 

minimize the path of electric current and avoid electrical shock. Be careful to 

maintain your balance.20

• Never operate electrical equipment while you are standing in water. 

 

• Never repair electrical cords or equipment unless qualified and authorized. 

• Have a qualified electrician inspect electrical equipment that has gotten wet before 

energizing it. 

• If working in damp locations, inspect electric cords and equipment to ensure that 

they are in good condition and free of defects, and use a ground-fault circuit 

interrupter (GFCI). 

• Always use caution when working near electricity. 

 

Generators 21

One of the common tools utilized following the loss of power are portable generators. Most 

generators are gasoline powered and use internal combustion engines to produce electricity. 

Carbon monoxide is a colorless and odorless gas produced during the operation of gasoline 

powered generators. When inhaled, the gas reduces your ability to utilize oxygen. 

Symptoms of carbon monoxide poisoning include headache, nausea and tiredness that can 

lead to unconsciousness and ultimately prove fatal. 

 

 

 

 

                                                 
20 “OSHA Fact Sheet: Working Safely Around Downed Electrical Wires.” Occupational Safety and Health 
Administration. 07/2005. http://www.osha.gov/OshDoc/data_General_Facts/downed_electrical_wires.pdf 
21 Taken directly from: “OSHA Fact Sheet: Working Safely with Electricity.” Occupational Safety and Health 
Administration. http://www.osha.gov/OshDoc/data_Hurricane_Facts/elect_safety.pdf 

http://www.osha.gov/OshDoc/data_General_Facts/downed_electrical_wires.pdf�
http://www.osha.gov/OshDoc/data_Hurricane_Facts/elect_safety.pdf�
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Safety Tips 

• DO NOT bring a generator indoors. Be sure it is located outdoors in a location 

where the exhaust gases cannot enter a home or building. Good ventilation is the 

key. 

• Be sure that the main circuit breaker is OFF and locked out prior to starting any 

generator. This will prevent inadvertent energization of power lines from back feed 

electrical energy from generators and help protect utility line workers from possible 

electrocution. 

• Turn off generators and let them cool prior to refueling. 

 

Extension Cords22

Normal wear on cords can loosen or expose wires. Cords that are not 3-wire type, not 

designed for hard-usage, or that have been modified, increase your risk of contacting 

electrical current. 

 

 

Safety Tips 

• Use only equipment that is approved to meet OSHA standards. 

• Do not modify cords or use them incorrectly. 

• Use factory-assembled cord sets and only extension cords that are 3-wire type. 

• Use only cords, connection devices, and fittings that are equipped with strain relief. 

• Remove cords from receptacles by pulling on the plugs, not the cords. 

 

Traumatic Incident Stress23

 
 

Emergency workers must respond quickly to natural disasters, such as earthquakes or 

hurricanes, and to manmade disasters, such as technological failures or terrorist attacks. 

These workers are at risk of experiencing stress from what psychologists refer to as a 

traumatic incident

                                                 
22 Ibid. 

. A traumatic incident is one that may involve exposure to catastrophic 

events, severely injured children or adults, dead bodies or body parts, or a loss of colleagues. 

23 Taken directly from: “NIOSH Safety and Health Topic: Traumatic Incident Stress.” Centers for Disease Control 
and Prevention: National Institute for Occupational Safety and Health. 06 October 2008. 
http://www.cdc.gov/niosh/topics/traumaticincident/ 

http://www.cdc.gov/niosh/topics/traumaticincident/�
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NIOSH recommends that all workers involved in response activities help themselves and 

their coworkers and reduce the risk of experiencing stress associated with a traumatic 

incident by utilizing simple methods to recognize, monitor and maintain health on-site and 

following such experiences. 

 

Symptoms: 

Workers may experience physical, cognitive, emotional or behavioral symptoms of stress. Some 

people experience these reactions immediately at the scene, while for others, symptoms may 

occur weeks or months later. 

 

Physical symptoms 

Workers experiencing any of the following symptoms should seek IMMEDIATE medical 

attention: 

• Chest pain  

• Difficulty breathing  

• Severe pain  

• Symptoms of shock (shallow breathing, rapid or weak pulse, nausea, shivering, pale 

and moist skin, mental confusion, and dilated pupils)  

Workers may also experience the following physical symptoms. If these symptoms occur 

over time or become severe, workers should seek medical attention. Additional physical 

symptoms include:  

• Fatigue  

• Nausea/vomiting  

• Dizziness  

• Profuse sweating  

• Thirst  

• Headaches  

• Visual difficulties  

• Clenching of jaw  

• Nonspecific aches and pains  

 



Safety Guide - 44 
 

Cognitive symptoms 

If these symptoms occur on the scene workers may not be able to stay clearly focused to 

maintain their own safety or to rescue injured victims. Workers may experience momentary 

cognitive symptoms; however, if symptoms are chronic or interfere with daily activities, 

workers should seek medical attention. These symptoms include: 

• Confusion  

• Disorientation  

• Heightened or lowered alertness  

• Poor concentration  

• Poor problem solving  

• Difficulty identifying familiar objects or people  

• Memory problems  

• Nightmares  

 

Emotional symptoms 

Strong emotions are ordinary reactions to a traumatic or extraordinary situation. Workers 

should seek mental health support from a disaster mental health professional if symptoms or 

distress continue for several weeks or if they interfere with daily activities. Emotional 

symptoms include: 

• Anxiety  

• Guilt  

• Denial  

• Grief  

• Fear  

• Irritability  

• Loss of emotional control  

• Depression  

• Sense of failure  

• Feeling overwhelmed  

• Blaming others or self  

• Severe panic (rare)  
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Behavioral symptoms  

As a result of a traumatic incident, workers may notice the following behavioral changes in 

themselves or coworkers: 

• Intense anger  

• Withdrawal  

• Emotional outburst  

• Temporary loss or increase of appetite  

• Excessive alcohol consumption  

• Inability to rest, pacing  

• Change in sexual functioning  

 

Recommendations to Monitor and Maintain Health On-Site: 

Responders need to take care of their own health to maintain the constant vigilance they 

need for their own safety. Responders must be able to stay focused on the job in the 

dynamic, changing emergency environment. Often responders do not recognize the need to 

take care of themselves and to monitor their own emotional and physical health. This is 

especially true if recovery efforts stretch into several weeks. The following guidelines 

contain simple methods for workers and their team leaders to help themselves and their 

team members. These guidelines should be read while at the site and again after workers 

return home.  

 

Control the organization and pace of the rescue and recovery efforts 

• Pace yourself. Rescue and recovery efforts at the site may continue for days or 

weeks.  

• Watch out for each other. Coworkers may be intently focused on a particular task 

and may not notice a hazard nearby or behind.  

• Be conscious of those around you. Responders who are exhausted, stressed, or even 

temporarily distracted may place themselves and others at risk.  

• Take frequent rest breaks. Rescue and recovery operations take place in extremely 

dangerous work environments. Mental fatigue, particularly over long shifts, can 

greatly increase emergency workers' risk of injury.  
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Maintain adequate nutrition and rest 

• Eat and sleep regularly. Maintain as normal a schedule as possible and adhere to the 

team schedule and rotation.  

• Drink plenty of fluids such as water and juices.  

• Try to eat a variety of foods and increase your intake of complex carbohydrates (for 

example, breads and muffins made with whole grains, granola bars).  

• Whenever possible, take breaks away from the work area. Eat and drink in the 

cleanest area available.  

Monitor mental/emotional health 

• Recognize and accept what you cannot change—the chain of command, 

organizational structure, waiting, equipment failures, etc.  

• Talk to people when YOU feel like it. You decide when you want to discuss your 

experience. Talking about an event may be reliving it. Choose your own comfort 

level.  

• If your employer provided you with formal mental health support, use it!  

• Give yourself permission to feel rotten: You are in a difficult situation.  

• Recurring thoughts, dreams, or flashbacks are normal—do not try to fight them. 

They will decrease over time.  

• Communicate with your loved ones at home as frequently as possible.  

 

Recommendations to Maintain Health Following the Incident: 

Over time, workers' impressions and understanding of their experience will change. This 

process is different for everyone. No matter what the event or an individual's reaction to it, 

workers can follow some basic steps to help themselves adjust to the experience: 

• Reach out—people really do care.  

• Reconnect with family, spiritual and community supports.  

• Consider keeping a journal.  

• Do not make any big life decisions.  

• Make as many daily decisions as possible to give yourself a feeling of control over 

your life.  



Safety Guide - 47 
 

• Spend time with others or alone doing the things you enjoy to refresh and recharge 

yourself.  

• Be aware that you may feel particularly fearful for your family. This is normal and 

will pass in time.  

• Remember that "getting back to normal" takes time. Gradually work back into your 

routine. Let others carry more weight for a while at home and at work.  

• Be aware that recovery is not a straight path but a matter of two steps forward and 

one back. You will make progress.  

• Appreciate a sense of humor in yourself and others. It is okay to laugh again.  

• Your family will experience the disaster along with you. You need to support each 

other. This is a time for patience, understanding, and communication.  

• Avoid overuse of drugs or alcohol. You do not need to complicate your situation 

with a substance abuse problem.  

• Get plenty of rest and normal exercise. Eat well-balanced, regular meals. 

 

Eye Safety24

 
 

Disaster Recovery workers may find themselves in situations where eye safety becomes 

central as part of their work environment.  Especially in areas where cleanup is occurring, 

Recovery workers can be exposed to dust, small flying debris and chemicals in the air.  

While it is not likely that these hazards will pose a significant risk, when they are present it 

becomes critical to protect one’s eyes against them. 

 

• Dust, concrete, and metal particles  

Common hazards 

• Falling or shifting debris, building materials, glass  

• Smoke, noxious/poisonous gases  

• Chemicals (acids, bases, fuels, solvents, lime, wet or dry cement powder)  

• Welding light and electrical arc  

                                                 
24 Taken directly from: “NIOSH Eye Safety: Emergency Response & Disaster Recovery.” Centers for Disease 
Control and Prevention: National Institute for Occupational Safety and Health. September 2001. 
http://www.cdc.gov/niosh/eyesafe.html 

http://www.cdc.gov/niosh/eyesafe.html�
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• Thermal hazards and fires  

• Bloodborne pathogens (hepatitis or HIV) from blood, body fluids, human remains 

• Corneal abrasions and conjunctivitis (red eyes)  

Common injuries 

• Concrete or metal particles or slivers embedded in the eye  

• Chemical splash or burn  

• Welder’s flashburn  

• Eyeball laceration  

• Facial contusion and black eye  

• Bloodborne pathogen exposure from blood or other body fluids or human remains 

 

4 Points to Eye Safety 

• Minimize hazards from falling or unstable debris.  

1. Have a safe work environment 

• Keep bystanders out of the hazard area.  

• Know your primary hazards.  

2. Evaluate your safety hazards 

• Recognize hazards from nearby workers, large machinery, and falling/shifting debris 

• Use certified eye protection.  Look for the “Z87” mark on the lens or frames. Then 

select the Z87 eye protection for the hazard.  

3. Wear the proper eye and face protection 

• Make sure the eye protection is in good condition.  

• Make sure it fits properly and will stay in place.  

• Eye/face protection devices should not be relied upon to provide complete 

protection. 

• Have an eyewash or sterile solutions on hand. 

4. Prepare for eye injuries and first aid needs 

 

• Use safety glasses for general working conditions where there may be minor dust, 

chips, or flying particles.  

Prevention: Safety Glasses 
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• Use safety glasses with side protection such as side shields or wrap-around style.  

• Use safety glasses treated for anti-fog.  

• Use an eyewear retainer to keep the glasses tight to the face or hanging from the neck 

if not in use. 

 

First Aid for Eye Injuries 

• Do not rub the eye.  

Specks in the Eye 

• Use an eye wash, flush eye copiously.  

• See a doctor if speck does not wash out, pain or redness continues. 

• Do not wash out the eye.  

Cuts, Punctures, Objects Stuck in the Eye 

• Do not try to remove an object stuck in the eye.  

• Stabilize eye with a rigid shield without pressure such as with the bottom half of a 

paper cup.  

• See a doctor at once. 

• Immediately flush eye with water or any drinkable liquid. Open the eye as wide as 

possible. Continue flushing for at least 15 minutes. For caustic or basic solutions 

continue flushing while in route to doctor.  

Chemical Burns 

• If a contact lens is in the eye, begin flushing over the lens immediately. Flushing may 

dislodge the lens.  

• See a doctor at once.  

 

• Apply cold compress without pressure.  

Blows to the Eye 

• Crushed ice in a plastic bag can be taped to the forehead to rest gently on the 

injured eye.  

• See a doctor at once in cases of continued pain, reduced vision, blood in eye 

or discoloration which can mean internal eye damage.  

First aid advice reprinted with permission of Prevent Blindness America® 
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IF YOU ARE INJURED… 
 

Due to the number of hazards that add to the likelihood of a recovery worker suffering an 

accident, injury or illness while working to assist survivors, it is essential that procedures 

exist to clarify the responsibilities of employees and their supervisors in this circumstance. 

 

Employees are required to immediately report all accidents, injuries, or illnesses suffered 

during the course of employment to their supervisors.  In the event of injuries or illnesses 

requiring emergency medical treatment, employees must notify their supervisors as soon as 

possible after receiving medical treatment. 

 

Three Points of Contact 
 

There are three points of contact that must be made to report an injury: 

1. Your immediate supervisor 

2. Department of Community Affairs (DCA) Personnel Officer 

 1-850-487-4627 

3. the OptaComp Corporation—if after regular business hours, on holidays or 

weekends (ensure you make a follow-up call to DCA Personnel on the next 

regular work day) 

 1-877-518-2583 

If an injury requires non-emergency medical treatment, call your supervisor, then call the 

DCA Personnel Officer immediately and BEFORE obtaining medical treatment.  Personnel 

will contact OptaComp and they will assist you in selecting an appropriate medical provider 

and will arrange the appointment.  Service through OptaComp is available 24 hours per 

day, 7 days a week. 

 

After medical treatment is arranged, OptaComp will provide the Division of Risk 

Management, the Workers’ Compensation Coordinator, and the injured employee with a 

copy of the First Report of Injury (Form DWC-1).  Section 440.134(17). 
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• Emergency Phone Numbers

Emergency Medical Services—911 

Poison Control Center—1-800-222-1222 

Individual Assistance Branch Director—1-850-519-4787 

PDA Coordinator - ____________________________ 

DRC Coordinator - ____________________________ 

CR Coordinator - ______________________________ 

Disaster Housing - _____________________________ 

Reservist Coordinator - _________________________ 

Florida Emergency Information Line—1-800-342-3557 

State Warning Point—1-800-329-0519 

Railroad Emergencies (CSX Transportation)—1-800-232-0144 

To Volunteer and Donate Goods—1-800-FL-Help1 (354-3571) 

FEMA Tele-Registration—1-800-621-FEMA (3362) 
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Disability Etiquette 101

Presented by:
Statewide Disability Coordinator for Emergency 

Management
Florida Division of Emergency Managtement

850-413-9969

Disability Etiquette 101 
Visual Impairments

Approximately 2.5 million people in the United 
States are “legally blind” – meaning that even 
with corrective lenses, they have less than 
20/200 visual acuity or that their visual field is 
20 degrees or less, regardless of acuity. Many 
of them ha e some resid al ision Less thanof them have some residual vision. Less than 
10% of blind people use Braille for reading; 
many people who are legally blind are able to 
read large print. 

Disability Etiquette 101 
Visual Impairments

• Many have “low vision.” Many have 
eyesight that is better than 20/200 or a 
visual field that is greater than 20 degrees, 
but they have some significant impairmentbut they have some significant impairment 
that substantially limits their ability to see 
well under different circumstances.
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Disability Etiquette 101 
Visual Impairments

• Visual impairment does not necessarily 
mean an individual is legally blind or totally 
blind. It could mean a dependency on 
glasses contact lenses etcglasses, contact lenses, etc.

Disability Etiquette 101 
Visual Impairments

• Many people who are blind or who have low 
vision wear very thick glasses or very dark 
sunglasses. Others carry white canes. Still 
others use service animals such as guide dogs.

• Some walk with another person who serves as a 
sighted guide. Some who are legally blind or 
who have low vision do not use a cane or a 
guide dog or wear glasses of any kind.

Disability Etiquette 101 
Visual Impairments

• Visual Impairments
– How do survivors arrive at your site?

– How do survivors move about your facility?

How do you communicate with visually– How do you communicate with visually 
impaired survivors?

– How do survivors register for services ?
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Disability Etiquette 101 
Visual Impairments

Using Appropriate Language. 
• Use disability-sensitive language and etiquette. 

Using words such as “blind, visually impaired, 
seeing, looking or watching television” are 
acceptable words in conversation. p

• Similarly, using descriptive language, including 
references to color, patterns, and the like, is 
appropriate. 

• When referring to survivors with disabilities, refer 
to the person first, then the disability.

Disability Etiquette 101 
Visual Impairments

• Forms and Documents. Upon request, staff should read 
fully, and provide assistance in completing  registration 
forms and other documents based on requirements of 
law. You may find it more helpful to your survivors to 
provide frequently used documents – including 
registration instructions in Braille and large print Manyregistration instructions – in Braille and large print. Many 
people who are legally blind or who have  low vision are 
able to read documents printed in 18 or 20 point type in a 
sans serif font such as Arial. Personnel can offer to assist 
in completing the form. 

Disability Etiquette 101 
Visual Impairments

• You may simply place a cardboard edge 
horizontally below a signature line or orient 
the opening of a signature template 
wherever a signature is requiredwherever a signature is required.
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Disability Etiquette 101
Visual Impairments

Orientation to a Room or Service Area. 

• Staff should always inform survivors as to 
the location of the nearest fire exit, using 
specific language such as “In case of a firespecific language such as, In case of a fire 
or other emergency, exit the room to your 
left. Someone will be there to assist you.”

Disability Etiquette 101 
Physical Impairments

• Do not lean on the wheelchair unless you have 
permission to do so. A wheelchair is part of an 
individual’s personal space. 

• Do not assume a person using a wheelchair p g
needs assistance. Always ask before providing 
assistance. If your offer of assistance is accepted, 
ask for instructions and follow the instructions 
given. 

Disability Etiquette 101
Physical Impairments

• When talking to a person who uses a 
wheelchair, look at and speak directly to 
that person, rather than through a 
companioncompanion. 
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Disability Etiquette 101 
Physical Impairments

• Relax and speak naturally. Do not be 
embarrassed if you happen to use 
accepted common expressions such as 
"got to be running along" that seem togot to be running along  that seem to 
relate to the person's disability.

Disability Etiquette 101
Physical Impairments

• When talking with a person in a wheelchair 
for more than a few minutes, use a chair, 
whenever possible. This can facilitate 
conversationconversation.

Disability Etiquette 101 
Physical Impairments

• When greeting a person who uses a 
wheelchair, it is appropriate to offer to 
shake hands with that person even if 
he/she has upper extremity limitationshe/she has upper extremity limitations.
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Disability Etiquette 101
Physical Impairments

• Use proper terminology when referring to a person 
who uses a wheelchair. Terms such as "wheelchair 
bound" or "confined to a wheelchair" are 
inappropriate. Using a wheelchair does not mean 
confinementconfinement. 

• Do not assume that all people who use wheelchairs 
have the same limitations. People use wheelchairs 
for a variety of reasons and have different 
limitations and abilities. 

Disability Etiquette 101
Physical Impairments

• When giving directions to a person with a 
mobility impairment, consider distance, 
weather conditions, and physical obstacles 
such as stairs curbs and steep hillssuch as stairs, curbs, and steep hills.

Disability Etiquette 101
Physical Impairments

• If a person uses a service animal, do not 
pet, feed or try to play with it. A service 
animal is working and should not be 
interruptedinterrupted.
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Disability Etiquette 101
Hearing Impairments

• Address questions, comments, or concerns 
directly to the individual, not to a person in their 
presence.

• Shouting or exaggerating one's speech does not 
help communication.p

• To get a person's attention, call his/her name. If 
there is no response, lightly touch him/her on the 
arm or shoulder.

• If you do not understand what is being said, do 
not pretend to understand. ASK again !!!

Disability Etiquette 101
Hearing Impairments

• Make direct eye contact. Natural facial expressions and 
gestures will provide important information to your 
conversation.

• Do not allow your face and mouth to be obscured by your 
hands, hair, or food., ,

• When speaking to a person who lip-reads, speak clearly 
without over-articulating.

• If you experience extreme difficulty in communicating 
orally, ask if writing is all right. Two people can share a 
keyboard and the view of a computer screen or just use a 
note pad. 

Disability Etiquette 101
Cognitive Impairment

• Don’t assume the person is not listening just 
because you are getting no verbal or visual 
feedback. Ask them whether they understand or 
agree. Don’t assume you have to explain 
everything to people with learning disabilities. 
They do not necessarily have a problem with 
general comprehension. Offer to read written 
material aloud, when necessary.
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Disability Etiquette 101
Speech Impairments

• Listen patiently and carefully. Don’t 
complete sentences for the person unless 
they indicate they need help. Don’t pretend 
you understand what a person with a 
speech disability says just to be polite Askspeech disability says just to be polite. Ask 
the person to repeat if you don’t 
understand. Ask the person to write down a 
word if you’re not sure what they are 
saying.



Policies and Procedures 
Following the rules… 





























































































































































































































28 | P a g e

ATTACHMENT E 

Video Conference Guidance 

For guidance please  contact  the Division of Emergency Management’s Communications Unit at  (850) 

921‐1854. 
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TRAVEL POLICY AND PROCEDURE ACKNOWLEDGEMENT FORM 

I hereby acknowledge and agree: 

1. That I have received and read a copy of the Travel Policy and Procedure (Adopted April 21, 2010)

and agree to abide by this policy.

2. That I will comply with the rules and regulations outlined in this policy.

3. That this original acknowledgement will be placed in my personnel file and maintained by my

bureau or office.

_________________________________________ 

Name of Employee (printed)

____________________________________________________________________ 

Employee signature              Date 

_________________________________________ 

Name of Supervisor (printed) 

____________________________________________________________________ 

Supervisor signature              Date 









STATE OF FLORIDA  
DIVISION OF EMERGENCY MANAGEMENT 

ADOPTION OF GROOMING AND ATTIRE POLICY AND PROCEDURE 
(Effective December 1, 2008) 

______________________________ 
W. Craig Fugate 

1. General Statement

The purpose of this policy and procedure is to establish guidelines for dress and
personal appearance of employees of the Division of Emergency Management
(“Division”).  The Division requires employees to dress in a manner that is
professional and appropriate to your job function.  Therefore, the Division has
adopted general guidelines and dress code for employees who work at the
Division, as well as deployed employees during an emergency activation.

2. Authority

a. 60L, Florida Administrative Code.

3. Supersession

None, this is a new policy.

4. General Grooming Standards

 Always maintain a clean, professional, and groomed appearance.
 Hair should be neat, clean, and of and conservative in style and color.
 Facial hair should be clean and trimmed.
 Facial jewelry (excluding earrings) is not allowed.  Covering facial jewelry

with a band aid is not permitted.
 Earrings must be professional in nature and not pose a safety risk.
 Body piercings must not be visible other than earrings worn in the ears.
 Offensive tattoos must not be visible. Offensive tattoos include depictions

of nudity, obscenities; promote racial or ethnic offenses, or criminal
behavior.

 Personal hygiene should be maintained.

5. General Day-to-Day Office Attire Standards

The following list of items to wear is for illustrative purposes only and is not
meant to be exhaustive. The list is based upon the Division’s desire to maintain a
professional atmosphere which is free of harassment and disruption of any kind.



 At all times, employees should choose business casual clothing that 
 communicates professionalism.  Clothes must fit well, and be neat, clean, and 
 without holes or ragged edges. 
 
 Appropriate Attire: 
 

 Dress pants, khakis, corduroy  
 Dress shirts (tucked in) 
 Polo shirts (tucked in) 
 Sweaters, turtlenecks 
 Blouses, dresses 
 Dress sandals and heels for woman; dress shoes for men  
 Ties (optional) 
 Suits (optional) 
 Dress coats (optional) 
 
*** SERT attire (polos, t-shirts, dress shirts, and baseball caps) are issued to 
Division personnel for the purpose of creating an identifiable and professional 
looking appearance during an emergency activation or while the individual is 
representing the Division on state business.  SERT issued attire is not 
intended to worn as day-to-day attire.  The Logistics Section of the Bureau of 
Response shall be authorized to wear SERT t-shirts on a daily basis unless 
members of the units are representing the Division on state business before 
the public.   
 

 Inappropriate Attire: 
 

 Baseball caps, bandanas 
 Sneakers 
 Jeans (depending on your job function) 
 Workout clothing, sweatpants, sweatshirt, sweat suits 
 Mesh shirts 
 Hawaiian shirts 
 Shorts, Bermuda shorts, bicycle shorts, etc. 
 Spandex 
 Tank top 
 T-shirts, unless working outside and in a hot and humid environment or 

authorized by supervisor. 
 Pajamas 
 Flip-flops, slippers, crocs 
 Transparent or revealing garments 
 Ripped or torn clothing 
 Attire with offensive comments or slogans 
 Athletic sportswear 
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Exceptions:  On each Friday, Division employees are permitted to dress 
casually.  This is a privilege that may be revoked at will by the Director.  Jeans 
are approved, but should be professional looking. They should also be neat, 
clean, and must fit properly. The fading should not give the notion of tattered 
jeans. No rips or tears.  Any shirt, including sports jerseys should be tucked in 
and any shirt that is not designed to be tucked in are considered appropriate for 
Fridays. 

6. Emergency Activation Attire Standards in the State Emergency Operations
Center

The following list of items to wear is for illustrative purposes only and is not
meant to be exhaustive.

Appropriate Attire

 Authorized SERT logo shirts, polos and baseball caps
 Khaki pants, jeans
 Shoes, sneakers
 Dress pants, khakis, corduroy
 Dress shirts (tucked in)
 Polo shirts (tucked in)
 Sweaters, turtlenecks
 Blouses, dresses
 Dress sandals or heels for women

Inappropriate Attire 

 Baseball caps, bandanas
 Jeans (depending on your job function)
 Workout clothing, sweatpants, sweatshirt, sweat suits
 Mesh shirts
 Hawaiian shirts
 Shorts, Bermuda shorts, bicycle shorts, etc.
 Spandex
 Tank top
 T-shirts, unless working outside and in a hot and humid environment or

authorized by supervisor.
 Pajamas
 Flip-flops, slippers, crocs
 Transparent or revealing garments
 Ripped or torn clothing
 Attire with offensive comments or slogans
 Athletic sportswear
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Exceptions:  An employee may be excused from the dress code above if the 
individual is required to report to the State Emergency Operations Center 
immediately and does not have sufficient time to comply with this policy.   The 
employee, however, will be required to dress appropriately when he or she is 
presented the opportunity to acquire the appropriate attire.  

 
7. Field Operations Attire Standards  
 
 The following list of items to wear is for illustrative purposes only and is not 
 meant to be exhaustive. 
  
 Appropriate Attire: 
 

 Khaki pants, jeans, cargo pants 
 Shoes, boots, sneakers 
 Authorized SERT polos, including SERT t-shirts 
 Authorized SERT baseball caps (other hats must be approved by 

supervisor) 
 Authorized SERT jackets  

 
 Inappropriate Attire: 
 

 Shorts, Bermuda shorts, bicycle shorts, etc. 
 Spandex 
 Flip-flops, slippers 
 Transparent or revealing garments 
 Ripped or torn clothing 
 Attire with offensive comments or slogans 
 Athletic sportswear (sweatshirt, sweatpants) 
 

8. Identification/Name Badges 
 

 A Division issued name badge must be worn at all times while working.  It must 
 be visible at all times. 

 
9. Other 
 

Employees shall not wear any SERT issued apparel while off-duty.   For the 
purposes of compliance with this paragraph, “off-duty” shall mean the time by 
which the employee arrives at his or her primary place of residence and is no 
longer considered at work by the Division.   Employees that have been deployed 
by the Division during an emergency activation are considered on-duty for the 
period of the activation.  
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10. Compliance

Supervisors must enforce the grooming and attire standards for their respective
areas of responsibility. Personal preferences should not influence varying
interpretations whereas when implementing these standards in their areas,
consistency should be maintained. Supervisors will follow up verbally if standards
are not met. In any case, particularly that of personal hygiene, a verbal follow up
will be approached in a considerate manner by means of confidentiality and
discretion. In the case of reoccurrence, the supervisor may send the individual
home to become consistent with the policy. This will be unpaid leave.

Subsequently, if standards are not met, progressive disciplinary actions will be
applied.  Repetitive disciplinary actions may lead up to and including dismissal.

11. Exceptions

At the Director’s discretion, he or she may make exceptions based upon religious
doctrine, special tasks, inclement weather, emergency activation, health, or for
any other reasonable purpose.

This policy becomes effective on December 1, 2008 and shall be applicable to 
employees of the Division of Emergency Management only.  Any action arising prior to 
the adoption of this policy shall bring forth a claim in accordance with personnel policies 
and procedures adopted by the Department of Community Affairs. 
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MEMORANDUM 

To: All Division Personnel 

From:  David Halstead, Interim Deputy Director 

Date: June 26, 2009 

Re:  Alternate Email Procedure for Continuity of Operations 

Pursuant to section 252.365, Florida Statutes, and consistent with guidance issued by 
the Division on September 9, 2002 as it relates to Continuity of Operations, in the event 
the Division’s email service (Microsoft Outlook) is interrupted or rendered inoperable, 
you will be required to communicate through an alternate (backup) email system. This 
will ensure that you have a viable capability to communicate and perform essential 
functions during an emergency. Therefore, on or before July 1, 2009, please establish 
an alternate email by using the following naming convention to create a Google Gmail 
account:  firstname.lastname.em@gmail.com.    

Email Usage by the Division 

Your Google Gmail account should be used for agency business only. You are also not 
to conduct personal business using this email account. It is strictly for COOP purposes 
only.  

As a reminder, Division policy prohibits the viewing of pornography, or sending 
pornographic jokes or stories via email. These acts are considered sexual harassment 
and will be addressed according to the Division’s sexual harassment policy. 

Additionally, any emails that discriminate against employees by virtue of any protected 
classification including race, gender, nationality, religion, and so forth, will also be 
addressed in accordance to the Division’s harassment policy. These emails are 
prohibited and sending or forwarding non-business emails will result in disciplinary 
action that may lead to employment termination. 
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Continuity of Operations  

If the Division’s normal email service (Microsoft Outlook) is rendered inoperable, if 
accessible, each employee shall use their Google Gmail account (among other 
technologies) as a backup to communicate.  

In order to comply with Chapter 119 (Public Records), Florida Statutes, any employee 
using their Google Gmail account shall also copy every business related email 
communication to their Microsoft Outlook email account for public records preservation 
purposes.   

Division Owns Employee Email 

Please keep in mind that the Division owns any communication sent via email or that is 
stored on Division equipment. Management and other authorized staff have the right to 
access any material in your email or on your computer at any time. Please do not 
consider your electronic communication, storage or access to be private if it is created 
or stored at work. 

Application Familiarization 

As an employee of the Division, you are required to be prepared to respond to any 
event or emergency. In accordance with Continuity of Operations guidance, you should 
familiarize yourself with Gmail by Google and learn how to use their services.  It is also 
recommended that you duplicate an emergency contact list within Gmail by Google that 
is the same or similar to your Microsoft Outlook contacts. This will enable you to 
communicate instantaneously with emergency stakeholders or work related personnel 
when your Microsoft Outlook account is inaccessible.   


















































	Reservist Manual Cover 1 pg
	Reservist Contact Sheet
	Table of Contents - region coordinators
	Manual Index
	Intro Cover
	Manual Introduction
	Dealing with Stress
	Dealing with a Stressed Survivor
	Dealing with Your Own Stress

	Personnel and Finance Cover
	Personnel and Finance
	UBenefits Applicable to OPS Employees
	UBenefits NOT Applicable to OPS Employees
	Any form of paid leave
	Paid holidays
	Participation in group insurance
	Participation in the Florida Retirement System
	Reinstatement rights or retention rights

	Timesheets and travel cover
	Travel and Timesheets
	Equipment Cover
	Equipment and Demobilization
	DRC Cover
	DRC SOG
	Introduction
	II. Mission
	III. Assumptions
	V. DRC Concept of Operations

	DRC Field Guide
	NAME                AGENCY  CELL PHONE #         HOURS           E-MAIL ADDRESS            SIGNATURE
	NAME                  NAME              NAME

	Community Response Cover
	CR SOG
	I.  Introduction
	II. Mission/Scope
	III. Assumptions
	V. CR Concept of Operations

	Community Response Field Guide
	Community Response Coordinator
	Deputy Community Response Coordinator
	Community Response Field Operations Coordinator
	Community Response Administrative Operations Coordinator
	Community Response Special Projects Coordinator
	Community Response Field Worker
	Key Presentation Points to Consider
	BEFORE LEAVING THE JFO
	In the Field
	BEFORE LEAVING THE JFO
	Meet with the Community Response Coordinator
	IN THE FIELD
	Checklist for Placing Counties on Maintenance

	Unmet Needs Cover
	Unmet Needs - Manual
	Concept of Operations
	Roles and Responsibilities


	Disaster Temporary Housing
	Stress Management Guide
	Safety Guide
	INTRODUCTION
	GENERAL SAFETY AFTER AN EVENT
	PERSONAL PROTECTIVE EQUIPMENT
	COMMON HAZARDS
	Quick Reference Guide
	Heat Stress
	First Aid—Take the following steps to treat a worker with heat stroke:
	First Aid –Treat a worker suffering from heat exhaustion with the following:
	First Aid –Workers with heat syncope should:
	First Aid –Workers with heat cramps should:
	First Aid –Workers experiencing heat rash should:

	Food & Water Safety
	Driving Safety
	Insects & ArachnidsP8F
	Bees, Wasps, and Hornets
	Preventing Insect Stings—Workers should take the following steps to prevent insect stings:
	First Aid—If a worker is stung by a bee, wasp, or hornet:

	Fire Ants
	Preventing Fire Ant Stings and Bites—Workers should take the following steps to prevent fire ant stings and bites:
	First Aid

	MosquitoesP9F
	Scorpions
	Preventing Scorpion Stings—Workers should take the following steps to prevent scorpion stings:
	First Aid—Workers should take the following steps if they are stung by a scorpion:

	Venomous SpidersP10F
	Black Widows
	Brown Recluse Spiders
	Hobo Spiders
	Prevention—Workers can take the following preventive steps:
	First Aid—Workers should take the following steps if they are bitten by a spider:


	Venomous Snakes
	Rattlesnakes
	Cottonmouths/Water Moccasins
	Coral Snakes
	Preventing Snake Bites—Workers should take the following steps to prevent a snake bite:
	First Aid—Workers should take the following steps if they are bitten by a snake:

	Poisonous Plants
	Poison Ivy
	Poison Oak
	Poison Sumac

	Aggressive DogsP11F
	Heart Attack SymptomsP15F
	Flood Water ContactP16F
	HygieneP17F
	Electrical SafetyP18F
	Downed Power lines
	Generators P20F
	Extension CordsP21F

	Traumatic Incident StressP22F
	Physical symptoms
	Cognitive symptoms
	Emotional symptoms
	Behavioral symptoms
	Control the organization and pace of the rescue and recovery efforts
	Maintain adequate nutrition and rest
	Monitor mental/emotional health

	Eye SafetyP23F

	IF YOU ARE INJURED…
	Three Points of Contact
	Emergency Phone Numbers


	Training
	Disability Etiquette
	Policy Cover
	CodeofEthics
	Equal Employment Opportunity
	DrugFreeWorkplace
	Smoking
	SexualHarassmentPolicy
	ViolenceintheWorkplace
	P-Cardholder Manual
	Cardholder Responsibilities
	1TSecurity
	1TLost or Stolen Card
	1TFiling
	1TTermination
	1TPenalties

	Card Limits
	Purchasing Rules
	What happens if I inadvertently charge a personal cost?
	Will I have to pass a credit check?

	Purchase in Person
	Purchase by Telephone
	Purchase via Internet
	Suppose my card is denied?
	Suppose the merchant does not accept Visa?

	Documentation
	Credit
	Dispute
	Merchant Dispute
	Merchant Dispute filed with Bank of America
	Alteration of Amount
	Unauthorized Mail or Phone Order
	Cardholder Dispute
	Credit Not Received
	Imprinting of Multiple Slips
	Merchandise Not Received
	Merchandise Returned
	Inadequate Description/Unrecognized Charge
	I am no longer disputing this charge
	What happens if I charge a purchase in error?
	Suppose I loose the receipt?
	Am I required to have electronic access to my receipts?

	Airline Ticket
	Hotel
	Transportation
	If I use the card for travel and do not want any personal reimbursement, am I required to submit a travel form?
	Will I have to cancel my personal accounts with travel organizations?
	Administrator
	Agency
	Cardholder
	FLAIR
	Merchant
	Merchant Category Code (MCC)
	Bank of America  (NationsBank)
	Payer
	Point of Sale
	Reconciler
	Reviewer
	Transaction


	TravelPolicyApril21Adopted
	Property Mgmt 9-18-09
	Safe Operations of Vehicles
	Grooming Policy
	ComputerSoftwareandInternet
	Alternate Email Memo 6 26 09
	Cellular Devices Policy 2 20 09 _3_

	Text1:    
	Florida Regions: 
	Text3: Florida Regions
	Text4: 
	Text5: 


