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Welcome, and thank you for your interestinworkinginashelter. Providing asafe
and pleasant environment for people who leavetheir homesduring and after a
disaster can be challenging, but the benefits can betremendous. The personal
satisfaction of ajob well doneand the knowledgethat you assisted in someone’s
recovery arelasting rewards. Welcometo the Community Servicesteam!

Overview

When large groupsof peoplearetemporarily displaced fromtheir homes, the
American Red Crossresponds by opening and operating shelters. Thiscourse
prepares Red Crossand other agencies staff to effectively and sensitively manage
shelter operationsasateam, to meet the needs of people displaced asaresult of a
disaster.
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How This Course Is Organized

Thisworkbook servestwo purpose. Itisdesigned asafield resourcefor workers, and it provides materials
for useintraining. Thefront of theworkbook presentshel pful information and specific shelter procedures
that will guide you through the shelter process. Theback of theworkbook will lead you through the Shelter
Operationscourse. It provides placesfor you to take notes and jot down questions. We encourageyou to
customizethese materids, so that they become aval uable resourcewhen youwork in ashelter. Whenyou
receivethisworkbook during the Shelter Operations course, your instructor will refer to thismaterial
throughout the course. You will find some additiona informationin theworkbook beyond what iscovered
inclass. Thismaterid isgtill critical for running asuccessful shelter. Pleasebesuretoread it after class.

The Shelter Operations course usesavideo to introduce four course segments. Thevideo footagewill
giveyou an opportunity to see Red Crossworkersin action and hear in their own wordswaysto ensure
that the needs of those affected by disaster are met.
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In the Field Assigning Key Responsibilities
(Small Shelters)

For small shelter of fewer than 100 residents, the chart below suggests one way of assigning available
staff to ensure that key responsibilities are covered.

Shelter Manager

Security

Shift Supervisor
Day 7A.M. - 4 PM.

Shift Supervisor
Evening 3 PM.-Midnight

Shift Supervisor
Night 11 PM. - 8A.M

WorkersResponsible For

Regidration, employeeand
volunteer recruitment
Feedingand Materid
Support Services

Disagter Hedlth

Disaster Mental Hedlth
(coverage)

Providing Information Ser-
vicesand Other Client
Services

Communications (coverage)

Wor kersResponsible For

Regidration, employee
and volunteer recruitment
Feedingand Materid
Support Services

Disagter Hedlth

Disaster Mental Hedlth
(coverage)
Communications
(coverage)

Dormitory Management,
Providing Information,
Services and Other Client
Services

Workers Responsible For

B Dormitory Management

B Disaster Health
(coverage)

B Disaster Mental Health
(coverage)

B  Communications
(coverage)
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In the Field Assigning Key Responsibilities
(Larger Shelters)

For shelters of 100 or more residents, the chart below suggests one way of assigning available staff to
ensure that key responsibilities are covered. Shelterswith 300 or more residents may need to add one
to three workers to each shelter responsibility on day and evening shifts. Consolidate position when
work volume allowsiit.

Shelter Manager Security
Shift Supervisor Shift Supervisor Shift Supervisor
Day 7A.M. - 4PM. Evening 3 PM.-Midnight Night 11 PM. - 8A.M
WorkersResponsible For Wor kersResponsible For Wor ker sResponsible For
B Regidraion B Regidration B Regidration
B Employeeandvolunteer saff B Employeeand volunteer B Feeding
recruitment recruitment B Materia Support Services
B Feading B Feeding B Dormitory Management
B Materia Support Services B Materia Support Services B Disaster Hedlth
B Disaster Hedlth B Disagter Hedlth B Disaster Menta Hedlth
B Disaster Mental Hedlth B Disaster Mental Hedlth B Communications
B Communicaions B Communications
B ProvidingInformation Services| | W Dormitory Management
and Other Client Services B Providing Information,
Servicesand Other Client
Services
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IntheField  ghater Manager’s Responsibilities

The shelter manager provides supervision and administrative support for Red Cross responsibilities
within the shelter. This person ensures that the needs of shelter occupants are being met. The shift
supervisors assist the shelter manager with the responsibilitiesin this checklist.

ASSIGNMENT INFORMATION

Obtain thefollowinginformation:

Nature of disaster
Shelter assignment location
Estimated shelter population
Facility contact person
Contact person/supervisor at the chapter
What other staff are being recruited?

- Shift Supervisor(s)

- Registration

- Feeding

- Dormitory Management

- Disaster Health Services

- Disaster Menta Health Sexvices

- Staff Recruitment and Placement

- Materia Support Services
Notify your family and supervisor.
Review Chapter disaster response plan.
Pack personal items: clothes, toilet items, medications, blanket, phone numbers.
Pick up shelter manager’skit.

ARC 3068-11 5
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In the Field

Shelter Manager’s Responsibilities

INITIALACTIONS

Establish contact with facility representativesand activate the building when ready. If clientsare
waiting, thefacility may needto bepartialy activated immediately.

Using the Facility Survey and Facility Agreement, if they already exist, meet thefacility
representativefor apre-occupancy inspection. If one hasnot been completed, negotiateand sign
aFacility Agreement (Form 6621). Conduct pre-occupancy inspection using Self-1nspection
Wor ksheet Off-premises Liability Checklist (Form 6505), and assessthe general condition of
thefacility, Sting pre-existing damage.

Establish and maintain contact with the Red Cross supervisory unit or disaster headquarters.
Survey and lay out the space planfor the shelter.

Organizeand brief staff. Assign staff to perform thetasksonthefollowing checklists:

- Registration

- Dormitory Management

- Feeding

- Disaster Health Services

- Disaster Mental Health Services
- Staff Recruitment and Placement
- Other Client Services

- Materia Support Services

- Providing Information

- Communications(if phonesare out)

Project staffing and other support requirementsfor next 48 hours. Notify the chapter.

Order start-up supplies and equipment and request any support needed, such as security, HAM
radio operators, PublicAffairsstaff or Disaster Health Services personndl.
Coordinaterecruitment of additional personnel. Encouragetheinvolvement of shelter residentsas
workers.

Assessfeeding optionsand discuss recommended sol ution with supervisor. Meet with Feeding
Supervisor, or if thesite has one, an onsitefood service manager.

Establish ashelter log reporting process.

Put up shelter identification bothinsideand out.

Ensurethat theWelfare Information and Individua Client Servicescopiesof shelter registration
formsareforwarded to the chapter.

Shelter Operations
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IntheField  ghater Manager’s Responsibilities

ONGOINGACTIONS

B Maintainregular communicationswith theshelter coordinator or supervisor. Provide Shelter Daily
Report information, and discuss supply needs, problems, and plans.

B Establish and meet regularly with the shelter advisory committee, and ensure that the physical
and mental needs of clients are being met. Develop plans to meet these needs and request
assistanceif necessary.

B Ensurethat shelter residents are receiving updated information about the disaster, the recovery
process, and all of the resources available to them.

B Forward acopy of new registrationsto Welfare Information and Individual Client Servicesunits
dally.

B Establish standard shift schedules for staff, usually for 9 to 13 hours.

B Conduct staff meetings. Include updates on disaster response and shelter operations, direction and
advicefrom disaster headquarters, and status of problemsand resolutions. Identify needsfor clients,
staff, supplies, and systems. Addressrumors.

B Monitor disaster and response efforts, and plan for closing of the shelter.

B Ensurethat the proper systems are in place to track expenditures, bills and invoices, materials,
and local volunteer records.

B Develop plansfor maintaining the shelter until closing is possible, including staffing and
supply needs.

B Routinely inspect the safety and sanitation of the facility, including the kitchen, dormitories,
bathrooms, exterior, and registration area and ensure that health standards and client’s needs
are being met.

B Meet regularly with facility representative to share concerns and resolve potential problems.

B Work with the clients and feeding supervisor to ensure the appropriate menus are being
planned that reflect the preferences of the shelter population.

ARC 3068-11 7
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IntheField  ghater Manager’s Responsibilities

CLOSINGACTIONS

B Coordinate plansto closethe shelter with your supervisor and community well in advance of the
actua closing.

B Coordinatewith Individua Client Servicesto ensuretimely and appropriate placement of dl
remaining shelter occupants.

B Communicateto any remaining shelter resdentsthe planfor closing the shelter. Encourage
individuaswho have not already contacted Family Serviceto do so.

B Consult withyour supervisor about the disposition of all Red Crossand USDA food supplies.

B EnsureMaterid Support Servicesstaff takethefollowing actions:

- Complete an inventory of all supplies owned by the facility that were used in the shelter,
and forward thisto your supervisor.

- Return all rented or borrowed equipment to the owners. Send to your supervisor signed
receipts for such equipment.

- Arrange for the cleaning of the facility and have it returned to the pre-occupancy
condition or as close a condition as possible.

- Return all Red Cross supplies and equipment to the chapter or center storage facility.
Submit to your supervisor alist of items returned.

- Forward al pending financial commitments to the supervisor for payment. Ask suppliers
to send final billsto your supervisor.

B Consult with the supervisor about transfer or rel ease of staff.

B Removeal Red CrossID materidsfromthefacility.

B Prepareathank-you list of other voluntary organizations, vendors, and staff to be thanked or
recogni zed.

B Forward al Community Servicesshelter filesto the chapter.

B Forward al volunteer staff liststo the Staff Services Group or the chapter for recognition and local
chapter capacity building.

B Prepareanarrativereport onthe shelter operation and submit it to your supervisor. Includethe
shelter location and dates of operation, summary of servicesprovided, problems, and
recommendations.

ARC 3068-11 8
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IntheField  pegistration Responsibilities

Theregistration supervisor and workersareresponsiblefor ensuring that personsentering or leaving the
shelter go through theregistration process. Registration supports Disaster Health Servicesnursesby
identifying shelter resdentswith illnessesor other medical needsand aerting thenursing staff. Disaster
Wefarelnformation dependson the Shelter Registration formsto provideinformation to familiesoutsidethe
area. Without complete, legible, and accurate information about the residents of the shelter, our ability to
provide needed servicesisimpaired. Specifically, theregistrars should—

INITIALACTIONS

B Placethereception desk near the entrance to wel comethose entering the shelter, to answer their
questions, and to direct them toward the regi stration tablesand registrars. Allow enough spacefor
awaiting area.

B Useasufficient number of tables to ensure that everyone entering is registered within a
reasonable period of time.

B Post signsdirecting personsto the registration area, and post signs clearly marking the
registration desk or tables.

B Recruit volunteersto tranglate and prepare signs for shelter residents who are non-English-
speaking.

B Useonly one entrance to the building, if possible, to support effective registration efforts
and provide a secure environment. Position signs and/r shelter staff at other entrancesto
direct shelter residents to appropriate areas. However, make sure fire exists are not blocked.

B Usethe Disaster Shelter Registration (Form 5972) to record information about families
entering the shelter.

B Useindex cards (3" x 5", 4" x 67, etc.) or pads of lined paper, if Form 5972 is not available.

B Useoneform, one card, or one sheet of paper for each family. A family usually consists of
all personsliving in ahousehold. Provide a Shelter Resident Information sheet to each
family asthey register (acopy of pages51-52).

B Recruit shelter residents or local volunteersto do registration, if registration workers are not
available.

B Indicatein the margin of the registration form those shelter residents who would like to
volunteer for specific shelter jobs or have a specific skill that can be utilized in the shelter.

B Refer the following personsto the Disaster Health Services staff:

- Il or injured persons
- Those on special medications or diets
- Thosewho claimto havemedical training

The Disaster Health Services staff should be available at the registration desk to help screen

arrival at the shelter who need medical attention.

ARC 3068-11 9
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IntheField  pegistration Responsibilities

INITIAL ACTIONS (continued)

B Refer personswith missing or deceased family membersto Disaster Menta Health Servicesstaff.

B If youareusing Form 5972, keep theregistration copy ina“ Shoebox file’ at theregistration desk.
All other copies should begivento the shelter manager for distribution to the appropriate activity
groups.

ONGOINGACTIONS

B Place asign at each shelter exit reminding those leaving the shelter to go to the registration
desk for “out-processing.” (Those leaving the shelter temporarily will have their registration
cards flagged in some way to indicate their status.) For those families leaving the shelter
permanently, the registrar should complete the information below the dotted line on the
registration form and forward the form to the shelter manager.

Maintain alog for visitorsto sign in and out.

Escort official visitors, including the media, to the shelter manager.

Maintain a shelter census and, as required, report thisinformation to the shelter manager.
Provide ajob induction for new or newly arriving registrars.

CLOSING ACTIONS

B Ensurethat shelter registration forms are forwarded to the appropriate location, as instructed
by the shelter manager.

Note: Do not accept financial donationsat
the shelter, asthismay givethe appearance
of payment of services.

Instead, donorsare encouraged to mail or
deliver financia donations to the chapter.
See page 43 for moreinformation about
donations.
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IntheField  Foading Responsibilities

Thefeeding responsibilitiesin ashelter include supervising on-sitefood preparation and servicefor shelter
residentsand workers. Thefeeding supervisor advisesthe shelter Material Support Services supervisor of
suppliesthat are needed, ensuresthat safefood handling proceduresarefollowed, and seesthat culturaly
appropriate menusare planned. Thefeeding supervisor may prepare and monitor thefood service staff
work schedule and record the hours of personnel asrequested. This person must keep accurate records of
food and suppliesreceived and expended.

INITIALACTIONS

B Inyourinitid briefing, whether itisat the disaster headquartersand/or with the shelter manager,
discussthe best optionsfor feeding at the shelter. Thesemay includethefollowing:
- Fast food or restaurant-prepared meals (particularly during the first 24 hours)
- Red Cross-managed kitchen
- School cafeteriaworkers
- Staff from church or other organization

B Establish abeverage and snack canteen service assoon aspossible.

I n coordination with the shelter manager, determinewhen thefirst meal will be needed.

B Inyourinitid meeting with arepresentative of thefacility or withthe shelter Material Support
Servicessupervisor, identify supply sourcesfor food and water.

B Inyourinitial meeting with arepresentative of thefacility or with thefacility supervisor, identify food
storage, food preparation, serving, dining, and garbage disposal areaswithinthe shelter.

B Takeinventory of food supplieson hand at thefacility before preparing any meals, or designatea
specific, secured areafor thoseitemsavailablefor use by the shelter food service.

B Work withthe shelter manager and shelter Material Support Services supervisor to identify
procurement procedures, local resources, and financial authority.

B Make surethereceiving areais close to aroad and that there is enough room to maneuver
delivery vehicles.

B | ocate the storage area between the receiving area and the food preparation area. Make sure
the area can be secured. Equip the areas with tables, shelves, and off-the-floor racks for
storage of dry food and staples. Providerefrigeration if available.

ARC 3068-11 11
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IntheField  Foading Responsibilities

INITIAL ACTIONS (continued)

W |f all food iscanned or ready to cook, the preparation area can be small. For fresh food, you
will need work tables, cutting boards, sinks, utensils, cookware, and garbage containers.

B The serving area should be near the preparation area. 1t should be arranged for cafeteria-style
service or line feeding and should be equipped with severa counters or tables for speedier
service. If the shelter is serving as afixed feeding site, be prepared to feed members of the
community in addition to shelter residents. The serving rate for cafeteria-type systemsis
about eight people per minute.

B Set up the dining area near the serving area. Set up enough tables and chairs to accommodate
the maximum number of persons expected to be served. If tables and chairs are scarce, plan
for two or more seatings.

B | ocate the disposal areaaway from the preparation, serving, and dining areas. Provide
containersfor disposal of trash, liquid waste, and garbage and an appropriate areafor cleaning
trash receptacles. Provide cleaning and disinfectant supplies.

B |dentify available utilities. If no utilities area currently available, find out when supplemental
power will be supplied or when utilities may be restored.

B Estimate staffing needs on the basis of whether food isto be prepared on site or delivered.
Try to project these needs for the immediate future. Identify any facility personnel who will
be working in the feeding function. You will probably be able to use shelter residents for
most food service tasks. A generdl ratio is 1 kitchen staff per 100 meals prepared.

B Determinetheinitial menu plan. Review with the shelter manager and, when possible, shelter
resident representativesto ensure cultural sensitivity and needs for feeding babies and young
children.

12 Shelter Operations
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IntheField  Foading Responsibilities

ONGOINGACTIONS

B Establish awork schedule and assign shifts.

B Ensurethat your staff are assigned to and briefed on their specific duties. Document hours
worked daily by local volunteers and facility personnel.

B When the shelter first opens, there may be limited stocks of food available. If thisisthe case,
do what you can with food stocks within the facility and with supplies you are able to acquire
from the community. If necessary, ration food. Once you are receiving food supplies
regularly, consider thefollowing:

- Do not duplicate primary (entree) menu items more than once every five days, if possible.

- Keegp menussimple

- Use USDA foodswhen available. Purchase at wholesale. Observe purchasing
procedures such as authorization limits.

- If staffing levels are low, order convenience-packaged items, such as ready-made cole
slaw, beef stew, etc., to save work.

- Plan menus around the equipment you have on hand for preparation.

- Listento your shelter residents and staff. If you are serving items that are not liked,
change them as soon as possible.

- Beaware of weather conditions. If it's hot, serve more cold or chilled foods; if it's cold,
serve more hot items.

- Planfor 2,500 calories per day per person, three meals per day, and at least one hot meal
per day. Try to serve nutritious snacks between meals and have beverages available
during the day.

- Coordinate specia diet requirements with Disaster Health Services. Usually, products
low in sodium and sugar will meet most needs.

- Determine how many servings should be prepared. Add 10 percent to the number of
persons expected to be served.

- If water isin short supply, use it only for drinking and cooking. Plan on aminimum of 1
gallon of water per day per person for drinking.

- Use perishablefood first; rotate stock.

B Keep arecord of all food and supplies obtained and/or received, including amounts and
sources. Keep receiptsfor all food and supplies that your unit acquireslocally. Record any
food supplies belonging to the facility that were used. Record any breakage of facility-owned
equipment.

B Ensureinvoicesareprocessed promptly for payment; keep copies.

B Ensurerestocking orders are based on need by doing regular inventories. Watch inventory
level and the numbers of meals served. Adjust orders as needed. Reduce orders as shelter
feeding winds down.

ARC 3068-11 13
Rev. September 2005



IntheField  Foading Responsibilities

ONGOINGACTIONS (continued)

B Ensurethat food areas are kept clean and sanitary, and that food holding times and other
safety procedures are followed. Arrange for the local public health inspector to visit and
advise you on local codes and health laws. Coordinate this with Disaster Health Services.

B Providethesheter manager with daily statisticson the number of mealsand snacks served.

- Amed usualy equalsan entree, vegetable, fruit, starch, and beverage.
- Snacksare counted individudly.
- Drinksare counted individually but are reported asasnack.

B Attend staff meetingsand report food service statisticsand any accomplishments, problems, or

recommendations.

CLOSING ACTIONS

B Coordinate with the shelter manager regarding when the last meal will be served.

B Our goal isto end up with no excess supplies. If there area any, however, consult with the

shelter manager about how excess supplieswill be disposed of. Return supplies according to

plan, including the following:

- Inventory all remaining facility supplies.

- Restock food and food service supplies that were taken from the facility’s stores, including
USDA food.

- Inventory remaining supplies received from vendors. Make arrangements for the return of
excess supplies.

Thoroughly clean food service and food preparation areas.

Provide worker evaluation and debriefing.

Turnin all records and other documentation to the shelter manager.

Prepare and submit a narrative report of your unit’s activities, noting accomplishments,

problems and how they were solved, and recommendations for future operations.
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IntheFeld by mitory Management Responsibilities

Dormitory management includes setting up deeping areasin dormitory style, assgning deeping aress, and
coordinating with shelter Material Support Servicesfor cots, blankets, comfort kits, and other items, if
availableand necessary. It a soincludesestablishing entrance and exit controlsand making surethe deeping
areasaremonitored, especialy at night. Specifictasksarelisted below:

INITIALACTIONS

B \When designating spacewithinthedormitory area, consider alocating separate spacefor families
with small children, the elderly, night workerswho deep during the day, and other unique Situations.

B |nanearthquake, consder structural damage and the possibility that resdentsmay prefer toremain
outdoorsin open areas adjacent to thefacility. In hurricanes, consider that shelter residentsmay be
placed into confined areas of lessthan 10 squarefeet per person until thestormisover.

B Ensurethat planning includesaccessto an movement within thebuilding for personswith disabilities
and other forms of support for peoplewith particular needs.

B When needed, work with shelter Material Support Servicesto identify asourceof cotsand
blankets. Use American Red Crosssupplieswhen available. Otherwise, obtain permissionto use
thesupplieslocatedinthefacility being used asthe shelter.

ONGOINGACTIONS

B Coordinatewith shelter Material Support Servicestoissue and return dormitory equipment.

B Coordinateactivitieswithlaw enforcement officialsor security to ensurethat patrolscirculate
throughout the shelter and surrounding areas.

B Recruit volunteers from shelter residents to help keep the dormitory clean.

CLOSINGACTIONS

B Closethe dormitory only after all equipment is properly disposed of and the areais cleaned
and returned to pre-occupancy condition.

ARC 3068-11 15
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IntheFeld  proyiding Information Responsibilities

INITIALACTIONS

B Using ID materials, post shelter directional signs from main roads, so that clients can locate
the shelter.

B Using ID materials, post signs on outside of building, indicating which entrance to use.

B Using ID materials, put up internal signage. A good rule of thumb is about one sign per wall

B Make additional signsto label and provide directions to registration. Disaster Health
Services, and restroom areas.

B Ensurethat registration staff are briefed and prepared to answer common questions from
new clients.

ONGOINGACTIONS

B Work with shelter Material Support Servicesto arrangefor atelevision or radio sothat clientsand
workerscan get information about current disaster conditions.

B |f possible, have copies of the daily newspaper available.

B Establish abulletin board where messages, information, and shelter rules and routines, such
as lights-out time, will be posted.

B The shelter manager will keep the lines of communication with the disaster relief operation
headquarters open. Thiswill ensure that up-to-date information from official sourcesis
received.

B Work with shelter manager and staff to initiate regularly scheduled shelter meetings at which
staff and residents can discuss shelter issues and disaster information.

B Work through the chapter or headquartersto invite governmental |eaders and agency
representatives to come and speak regarding recovery programs.

B Work with the shelter manager to initiate regularly scheduled staff meetings.

B Work to dispel rumors.

CLOSINGACTIONS

B Work with shelter Material Support Servicesto return borrowed television or radio equipment.
B Removeadl interior and exterior Ssgnage.

ARC 3068-11 17
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IntheField  pisagier Health Services Responsibilities

When mass carefacilitiesare established by the Red Cross, Disaster Hedlth Services (DHS) isresponsible
for providing quality health servicesand for seeing that applicable public hedlth standards (state, county, or
municipa) aremet. Disaster Health Services employeesand volunteersworking in Red Crossshelters
striveto meet the health needs of clientsand workers. Disaster Health Services workersdo thisin part by
acting asadvisorsto the shelter manager and the feeding supervisor on genera health and safety issues.
DHSworkers—

INITIALACTIONS

B Determinethe health needsof all shelter occupantsand arrangeto meet those needs. Thiswork
includes—
- Assessing and referring the serioudly ill and injured for health care.
- Treating minor illnesses and injuries.
- Looking for unreported health problems of shelter occupants and taking necessary action
to carefor these problems.
- Assisting with arrangementsfor lost prescriptionsor other essential healthitems.

B Beaware of any persons who have a communicable disease, isolate them from the rest of the
shelter occupants as needed, and report noticeable trendsinilinessto the local health
department.

- Work with registration staff to enlist their helpinreferring peopleto DHSwho may have
health problems.

ONGOINGACTIONS

B Arrangefor health carefor infants, the elderly, or personswith disabilities.

Arrange for medical coverage by aphysician as needed.

B Determine any needs for special diets (including formula and baby food for infants) and
ensure that these needs are communicated to the feeding supervisor.

B Assessthe number and type of injuries and the age of the population affected, and plan
preventive interventions.

B Prevent pre-existing health problemsfrom gettingworse.

B Establish contact withloca health care agencies, including the Health Department.

B Refer personsto the Client Casework Servicesor Mental Health Servicesor community
resources as necessary.

B Establish communicationswith other health careproviders.

B Follow up on care that has been provided and on referrals that have been made to ensure
that needs have been met.
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IntheField  pisagier Health Services Responsibilities

ONGOINGACTIONS (continued)

B |ncoordination withthe shelter manager and feeding supervisor, arrangefor ingpectionsof the
shelter by public hedlth officids, including inspections of food storage, food preparation, and food
serving areas, restrooms, and health care areas.

B Ensurethat conditionsare sanitary inthe shelter. The shelter manager should be kept advised about
theseconditions.

B Work with the shelter manager or other administratorsto ensure the security of all medica supplies
and equi pment.

B Provide24-hour medical coveragefor the shelter occupants.

B Maintain appropriate Disaster Health Servicesrecords.

B Maintain open communication with Disaster Mental Hedlth Servicesto ensurethat common hedth
and menta health concernsare being addressed in acollaborative manner.

20 Shelter Operations
Participant’s Workbook



IntheField  pisagier Health Services Responsibilities

CLOSINGACTIONS

B Transfer medical recordsasinstructed by the shelter manager and DHStechnical supervisor.
B Follow shelter Material Support Services proceduresregarding suppliesand equipment.

Note: Disaster Health Servicesisa so respons blefor obtaining necessary waiversfrom public health
officialswhen compliancewith officia regulationsisnot redlistic under thecircumstances. These
walversare obtained by working with the shelter manager, other administrators, or the chapter.

When anursing home or ahospital evacuatesto aRed Crossshelter, itisprovided with separate
spaceto accommodateitspeople, supplies, and equipment. Theresponsbility for the careof the
clientsrestswith thestaff of theingtitution. Theshelter Disaster Hedlth Serviceslead will serveasa
liai son between the shelter and theingtitution’sstaff. The staff of thoseingtitutions must continueto be
present and providethe usual carethat they givetotheir clients.

When the shelter popul ation has many medical casesor many peoplewith specia problems
requiring morethan the usua carethat DHS personnel can provide, DHSin consultation with
operations management should contact local public hed th authoritiesand inform them that public hedth
interventionisneeded, or request that they establish atemporary infirmary.

TheRed Crosscannot operateafacility duringadisaster that would requirelicensure
during non-disaster times. It isimportant to keep in mind that the health of the
community istheresponsibility of thelocal public health authority, not the Red Cross. As
with temporary infirmaries set up by evacuated institutions, temporary infirmaries set up by the
local public health authority are to be operated under the medical supervision of this authority.
If the authority requests assistance, the Red Cross may supplement with staff, who then are
under the supervision and control of the local public health officer. The Red Cross may also
help with food and in procuring supplies and equipment. However, the responsibility for
providing medical and nursing care rests solely with the local public health department.

Temporary infirmaries remain open only until residents of the institutions can return to the
institution or until disaster victims can return to their homes, or are referred by the local public
health authorities to other health care providers.
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IntheFidd Disaster Mental Health Services
Responsibilities

Disaster Mental Health Services(DMHS) workersassist shelter residentsasthey copewith the aftermath of
thedisaster including the stressorsand frustrations of living in acongregate shelter.

INITIALACTIONS

B Assessneedsand devel op aplan to meet the mental health needsof staff membersand clients.
B Consult withtheshelter manger to clarify rolesand expectations.

ONGOINGACTIONS

B Consult withthe shelter manager onadaily basis, a aminimum, in person or by telephoneto review
changing menta health needsand DMHS serviceddlivery.

B Recommend aternate accommodationsto the shelter manager when the stressof communal living or
pre-existing mental health conditionswould besignificantly detrimental to themental headlth of a
victimor thegenerd shelter population.

B |nconsultationwith the shelter manager, implement strategiesthat will hel p reduce stressfor workers

and shelter residents, i.e., coordinate activitiesfor children, assist shelter staff in the best waysto

announce changesin shelter lifeto provide opportunitiesfor optimal support of shelter residents.

Formulateand maintainadaily statistica log of interventions.

Planfor appropriatereferral of DMHS casesto local care providersor agencies.

Request additional DMHS staff asneeded, in consultation with the shelter manager.

Beawareof known and potential mental health problems among community populations.

Cooperate with and supplement the community’ smenta health resourcesasrequested by officialsof

theseresources, and coordinate activities of these resources as necessary and as agreed to by

officialsof theseresources.

B Maintain open communication with Disaster Health Services to ensure that common health
and mental health concerns are being addressed in a collaborative manner.
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IntheField Disaster Mental Health Services
Responsibilities

CLOSINGACTIONS

B Ensurethat follow-upisavailablefor individua clientsand staff asneeded.
B Transfer reportsand records asinstructed by the shelter manager and DM HStechnical supervisor.
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IntheField  other Client Services Responsibilities

Inadditiontotheclient serviceslisted in previous checklists, clientsmay have someadditional needs. Itis
important for shelter workersto determinewhich clientsmay not have spokenwith alndividual Client
Servicesworker and encouragethemto do so. Shelter workersshould also identify needsfor recreation
and play areas and resources such as nearby laundromats and pay phones. Addressing these needs be-
comes particularly important inlonger-term shelters.

INITIALACTIONS

B Consult with the shelter manager and Disaster Health Servicesto identify residents who may
need special services.

B Speak with shelter residents or representatives to help determine their housing needs.

B Determinelocal resources, such aslaundry facilities, pay phones, and kennels for pets, that
are availableto support shelter residents’ needs.

ONGOINGACTIONS

B Work with Disaster Mental Health Servicesto arrangefor counseling services needed for shelter
residents.

B Work with Individua Client Servicesteam assigned to shelter to ensure that emergency assistancei
provided to shelter resdents. Notify the Individua Client Servicesteam of any clientswith ongoing
needsor unusua circumstances.

B |dentify resourcesfor trandation servicesasneeded.

B Providerecresational activitiesfor shelter resdents, especially children and young adults. Provide
coordination of child care servicesasneeded.

B Provideinformation about community resourcesthat might be availableto help meet disaster-cau
needsof shelter residents. Thelndividua Client Servicesteam may beableto provideyou withthi
informetion.

CLOSINGACTIONS

B Coordinatewiththe shelter manager and Individuad Client Servicesto ensurethat dl familiesare
placedindternatehousing. Notify Individua Client Servicesof any unusual needsthat may be
preventing thefamily from recovering.
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- Inter Facility
In the Field Communications Responsibilities

Communicationsis usually afull-time, 24-hour position at shelters when telephones are out of order
or anticipated to be out of order. Consequently, we often rely on amateur radio operators (HAM) to
provideinitial communications between the shelter and the chapter or headquarters and other parts of
the disaster relief operation.

INITIALACTIONS

B Meet withthe shelter manager to determinethe appropriatelocation for radiosand to identify which
peoplewill havetheauthority to transmit messages.

B Establish contact with the chapter or headquarters.

B Brief staff who havetheauthority to send messagesviatheradio.

ONGOINGACTIONS

B Recelve and send messages as requested.
B Maintain communications|og.
B |dentify additional communication needs for staff and clients.

CLOSINGACTIONS

B Return equipment to owners and clean space.
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IntheField  Saff Recruitment and Placement
Responsibilities

Thereare many tasksthat need to be performed in order to open, operate, and closeashelter. Staff
recruitment and placement workers anticipate the demandsfor staff and the peopleavailable. They
coordinate with the shelter manager and supervisory staff to recruit, place, and rel ease employeesand
volunteers.

INITIALACTIONS

B |nconsultationwith the shelter manager and supervisory steff, list thetasksto be performed, specific
skillsneeded, and hoursrequired daily for each key respong bility within theshelter.

B Prepare adaily schedule for each responsibility that includes the list of tasks to be performed,
number of staff needed, and schedule of times for tasks to be performed.

B Secure awork spacethat iseasily accessible, with space for incoming staff to signin, be
interviewed, and begiven job induction.

B Ensurethat appropriaterecordsare kept on all shelter staff and that the records are provided to
Staff Servicesat headquarters.

B Assesstheneedfor jobinduction or additiona training for al shelter respongbilitiesand determine
who can provideit. Makearrangements such aslocation, announcementsof training activities, and
other logistical needs.

B Assessthe need for additional personnel to support the duties of each responsibility.

B Ensurethat al shelter staff are properly identified. Track which identification items are
issued and to whom they are issued. Recover identification materials from local volunteers
after their shiftsare over.
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IntheField  Saff Recruitment and Placement
Responsibilities

ONGOINGACTIONS

B Survey the existing shelter population for people with the types of skills and abilities needed
as apossible source of staff for each shelter responsibility.

B Recruit for unfilled positions from the community or pass on alist of the remaining unfilled
positions to the shelter manager.

B Make provisionsfor interviewing and assigning spontaneous community volunteers.

B Providejob induction of incoming staff. Brief al new personnel on the following subjects:

- Name and title of their supervisor

- Shelter organizational structure

- Their job description

- Working hours and daily schedule

- Standards of personal attire and the importance of Red Cross ID
- Staff meetings

- Available resources

B Keepadaily record of al local volunteers working in the shelter, including name, address,
phone number, and dates and times worked.

B Providethe shelter manager with daily statistics, by personnel category, on staff assigned and
currently working in the shelter. Report on progressin filling staffing requests and on any
problems encountered the previous day.

B Ensurethat workers from outside the area are prepared for vouchering expenses and that, if
additional travel advances are needed, this need is communicated to the appropriate source.

CLOSINGACTIONS

B Coordinatewith the shelter manager, thetransfer or release of staff from the shelter, ensurethat
performance eval uationsare compl eted, and ensurethat transportationisarranged, if needed, to
the point of out-processing.

B Ensurethat the names and addresses of all staff who worked in the shelter are submitted to
the appropriate office for recognition.

B Ensurethat al employeesand volunteersrecordsareforwarded to the appropriate office.

B Returnretrieved vestsand apronsto Material Support Servicesfor laundering and repackaging.

B Prepareand submit anarrativereport of your unit’ sactivities, noting servicesprovided,
accomplishments, problems and solutions, and recommendations for future operations.
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IntheField Material Support Services
Responsibilities

Materia Support Servicesworkersinashelter coordinate getting needed suppliesand equipment to the
shelter, making surethat thefacility and equipment remain in good condition, and returning borrowed items
whenthe shelter closes.

NOTE: Insomecases, theterm“logistics’ will continueto beused.

INITIALACTIONS

B UsingtheFacility Agreement and Facility Survey, if they aready exist, meet thefacility
representativefor apre-occupancy inspection. If onehasnot been completed, negotiateand signa
Facility Agreement (Form 6621). Conduct pre-occupancy inspection using Self-1nspection
Worksheet Off-Premises Liability Checklist (Form 6505), and assessthe general condition of the
facility, Siting pre-existing damage. Inventory and establish security for suppliesand equipment.

B Inventory supplies belonging to the facility that may be used for the shelter.

Determine your local purchase procedures and limits with shelter manager.

B Order additional supplies as needed (see attached supply ordering procedures). Discussa
process for procuring food with the shelter manager and feeding supervisor.

B Preparethe building for operation with the shelter manager’s approval. I1n coordination with
the shelter manager, identify areas for reception, registration, health and mental health
services, the dormitory, the cafeteria, child care, recreation, the staff restroom, the shelter
manager’s office, and the storage area for Red Cross supplies.

B Arrangefor security inside and outside the facility. Security may be provided by the
following:

- Red Cross workers (primarily responsible for conducting dormitory rounds, checking to
see that doors are locked, etc.)

- Private security guards (do not have the power of arrest).

- Law enforcement officials (with the power of arrest). Arrange for police drive-bys and
assistance, when conditions permit.

- National Guard (if assigned and available).

B If necessary, contract security services, using operational communications channels.

Establish procedures for controlling traffic and parking.

B Ensurethat an adequate number of shower and bathing facilities are available in the shelter.

If the water supply is not working, or facilities are inadequate, make alternative arrangements,
such as delivering additional bottled water, as soon as possible, using operational
communications channels.

B Ensurethat an adequate number of toilets are available. If the water supply is not working or
facilities are inadequate, make alternative arrangements, such as portable or chemical toilets,
as soon as possible, using operational communications channels.

B Consult with the Disaster Health Services supervisor and feeding supervisor about public

health inspection of the shelter, aswell as other pertinent sanitation issues.
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IntheField Material Support Services
Responsibilities

ONGOINGACTIONS

B Conduct routine security rounds. Do not conduct security rounds alone; always arrange for
two or more workersto go together. These rounds should include a perimeter walk (when
conditions permit) and interior walks, which cover all areas of the facility. At night, it should
also include parking areas used by staff and shelter residents.

B Conduct daily inspections, including the following:

- Kitchens

- Food preparation areas

- Storage areas

- Serving lines

- Eating areas

- Restrooms

- Shower facilities

- Entrances and exits

- Sleeping areas

- Disaster Health Services and Disaster Mental Health Services area

B Takestepstoresolveany facility or supply problemidentified. Coordinate effortswith other
activities

B Consult with thefeeding supervisor about food sanitation arrangements.

B Ensurethat invoicesreceived area promptly processed for payment.

B Arrangefor proper garbage and trash disposal through the chapter or headquarters, even if
thereis no municipal pickup, using operational communications channels.

B Order necessary supplies and equipment to ensure proper sanitation and personal hygiene,
using operational communications channels.

B Arrangefor regular cleaning of the shelter, including food preparation areas, feeding areas,
restrooms, and showers.

B Ensurethat laundry facilities are available for the cleaning of towels, if possible.
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IntheField Material Support Services
Responsibilities

CLOSINGACTIONS

B Return al rented or borrowed equipment to owners. Give signed receipts for such equipment
to the shelter manager.

B Arrangefor cleaning the facility and having it returned to the pre-occupancy condition to the
extent possible. If costs are involved, consult your supervisor.

B Re-inventory suppliesoriginally at facility to establish usage, so facility owner can be
reimbursed.

B Return all Red Cross supplies and equipment to the chapter or central storage facility. Submit
to the shelter manager alist of items returned.

B Forward all pending financial commitments for payment according to the established system.
Ask suppliersto send final bills to the supervisor.

B Consult with your supervisor about transfer or release of staff.

B Conduct afinal inspection of the building with arepresentative of the building, and complete
aRelease of Facility (Form 6556) and send the original to your supervisor. If there any
problems or damages, note them on a separate piece of paper and attach them to the release.
The chapter will work with the facility representative to resolve the issues.
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IntheField Material Support Services
Responsibilities

SUPPLY ORDERING PROCEDURES

These procedures are for staff in the shelter when they order supplies through the Red Cross. If
you need to order directly from the community, coordinate with the shelter manager and Community
Servicesat the chapter or headquarters. Thiswill bedonein coordination with Material Support
Services. Coordinationisneeded to avoid duplication of purchases.

Ordering From the Red Cross:
1. Fill out two copiesof the Disaster Supply Requisition (Form 6409) for each order you are placing,
and follow approval proceduresas specified by your supervisor.

2. Theorigind isforwarded to the shelter manager for approval, thento Community Servicesat
disaster headquarters.

3. Whentheorder arrives, check the shipment against your copy. Signyour copy of thereceipt to
indicatethat you received the shipment, and note any shortages, averages, or damaged items.

4. Put the copy of the form in the “Order Completed” file.

5. If certain items have been back-ordered, place the copy of the requisition in the “Back
Orders’ file. Moveittothe* OrdersCompleted” filewhentherest of the order arrives.

Ordering From the Community:
In special cases, it may be necessary for shelter staff to make purchases. The shelter manager can
delegatethistask to shelter Material Support Servicesand sign off onal purchases.
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In the Field _ _
Quick Sart-up Checklist

If clientsaredready waiting at the shelter when you arrive, the building may already be open and clients
ingde. Itisalsopossiblethat facility representatives or government authorities have aready assumed
leadership of theshelter. Dothefollowing critical tasks:

B |dentify yoursdf toany leadership at the Site, such asfacility staff, governmenta authorities, or
spontaneousleadership. Introduce yourselvesand say that you arewiththe Red Cross. Offer your
assi stance and support in getting the shelter up and running.

B Ask for volunteers to help get things running more quickly.

B Immediately assign people to the following tasks:

- Get peopleto safety and out of the weather. Set aside an areafor people to wait
comfortably.

- Set upregistration area.

- Establish crowd control and traffic patterns both inside and outside.

- Post Red Crosssignsand shelter rules.

- Guidemedia(if present) towaiting area, and brief them assoon aspossible.

B Contact disaster relief headquartersor chapter and confirmyour arriva and the situation.

B Oncetasksareassigned, the shelter manager and/or shelter Material Support Serviceswill usethe
Facility Agreement and Facility Survey, if they aready exist, to conduct apre-occupancy
ingpection withthefacility representative. 1f onehasnot been completed, negotiateandsigna
Facility Agreement (Form 6621). Conduct pre-occupancy inspection using Self-lnspection
Wbrksheet Off-Premises Liability Chekclist (Form 6505), and assessthe general condition of the
facility, citing pre-existing damage. During or immediately following thewalk-through, the shelter
manager and shift supervisor should determine how the spacewill bealocated.

B Establish feeding, at least beverages and snacks.

B Once thesetasks are completed, regroup the shelter team and assign more formal roles and
responsibilities.
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IntheField  Asggting People With Disabilities

When peoplewith disabilities seek shelter at aRed Crossfacility, itisimportant to work with them individu-
ally to assesstheir needs and to determine the best way to meet those needs. Many individualsfind Com-
munity Servicesshelter arrangementsdifficult, being separated fromtheir persond itemsand familiar sur-
roundings. Thiscanbemoredifficult, and often frustrating, for anindividual with adisability who, asaresult
of adisaster, hasbeen cut off from people and equipment that he or sherelieson for assistance.

Disaster Health Services and Disaster mental Health Services are valuable resources when trying to
determine ways to meet the needs of an individual with adisability. Inall cases, coordination be-
tween shelter management, Disaster Health Services, Disaster Mental Health Services, and the client
will determine the solution that best meets the needs of the individual and other shelter residents.

PERSONSWHO ARE MOBILITY IMPAIRED

People who use wheelchairs, walkers, crutches, canes, or any other walking aid may have
differing abilities to access and move about in the shelter. Common facility problemsinclude no
curb cuts; no railings; no accessible restrooms (especially if using portable toilets), showers, or
telephones. When selecting possible shelter sites, consider the following:

B Can people with mobile impairments enter the building without assistance?

B Onceinside the facility, can people with mobility impairments access the necessary areas of
the shelter?

B Arethere temporary measures (such as temporary ramps) that will make thisfacility more
accessible?
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IntheField  Asggting People With Disabilities

PERSONSWHO ARE MOBILITY IMPAIRED (continued)

If the Red Cross must open ashelter in afacility which isnot fully accessible, there are several
possible solutions. Discuss with the facility representative any temporary facility changes before
implementing them.

B ook for other entrancesto the facility, such asagarage, if there is no access through usual
entrances. If possible, provide atemporary ramp. Asalast resort consider recruiting Red
Cross staff to open doors and to lift a person in a wheelchair onto sidewalks without a curb
cut, and up and down stairs. However, use extreme caution if you select this option. Lifting
up stairs and curb cuts can be dangerous for both the person with the disability and the
attendants, and may be impossibleif theindividual uses a motorized wheelchair.

B Portable toilets and showers may be secured if thereis no access to these facilities for persons
with disabilities.

B |nfacilities where wall-mounted equipment, such as drinking fountains or pay phones, is out
of reach to a person who uses awheelchair or hard to operate by an individual using a
walking aid, consider having alternatives like bottle water with flex straws or pliable paper
cups and desk top or cellular phones available.

B |f the shelter isonly expected to be open for afew hours, it may be possible to have aRed
Cross volunteer or other shelter resident serve as a companion to assist the client in moving in
and out of the shelter and to other areas within the shelter. However, thisisonly a short-term
solution. If the client expect to remain at the shelter for more than 24 hours or usually hasa
personal attendant or companion to provide services at home, the client is expected to make
arrangements for that person to come to the shelter to perform the same duties, or the person
may have to be relocated.

B |t may be necessary to provide hotel accommodationsif a shelter facility cannot be made
accessible or if aperson cannot use a cot. Work with the client and Disaster Health Services
to determine the best solution.

Evenif afacility isaccessible, some clientsmay have additional needs, such asaplaceto recharge

wheelchair batteries, ass stance getting onto and up from cots, or carrying mealsor other personal items.

Be sensitiveto these needsand ask the client what assistance may berequired.

For clientswho have disabilities, transportation to an from the service center or chapter may bedifficult.

Arrangefor access bletransportation, or work with the shelter manager and Individua Client Services

to have aworker cometo the shelter to meet with clients.
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IntheField  Asggting People With Disabilities

PEOPLE WITH VISUAL DISABILITIES

For a person who is blind or has a visual impairment, a shelter can pose several challenges.
Often, cots, tables, and chairs are moved during the day, which can interfere with landmarks for
navigating through the shelter. The shelter environment may also contain communication
barriers. We often use visual means such as signs, posters, and information sheets to convey
information. Remember, a person with avisual impairment has the same needs for information
asaperson who issighted. Suggestions include the following:

Depending on need, provide averbal orientation to the shelter facility.

Provide assistance with equipment such as phones.

Offter assistance when going through feeding lines.

Assign acot space in an areawith a permanent fixture, such asawall or column, and where
access to other facilities like eating areas and restrooms does not take the individual through
an obstructed area.

Post general information in large print.

B Offer to read information aloud.

PEOPLE WITH HEARING DISABILITIES

Hearing impairments may also vary widely, from hard of hearing to profoundly deaf. However,
aswith sight impairments, a hearing impaired person has the same needs for information asa
hearing person. Discuss with the person the level of assistance needed to communicate. If the
client communicates through American Sign Language (ASL), ask if there are any workers or
other clients who know ASL. It may be helpful to assign a companion to the person who is
deaf, or another client may volunteer to assist. Have workers carry paper and pens, and provide
them to other clients who may be communicating with the client who is hearing impaired.

Make sure that information about the disaster from television and radio stationsis relayed to the
client aswell asinformation about or changes in the shelter routine. Here are some suggestions:

B |f theclientishard of hearing or lip reads, try to separate the client from anoisy and
distracting environment.

B If theinformation to be provided the individual islengthy, offer it in awritten format. 1f
there are numerous questions to be asked, write them out with space for the client to
complete them.

B Post general information in numerous locations.

B Provide accessto closed captioned televisionsand TTYs.
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IntheField  Asggting People With Disabilities

SERVICE ANIMALS

We often think of service animals as dogs only, but animals such as monkeys are also used to
assist a person with adisability. Service animals are welcome at Red Crossfacilities. Guide
dogs, for example, are easily distinguished from ordinary petsby their red leash and collar, and service
animalswill usualy have someform of photo ID. Shelter workersshould alow theserviceanimalsto
remainwith thepersonwith adisability at al times. Itisimportant for workersto consider, however,
that animal dander may causerespiratory or alergy problemsfor other shelter resdents.

B For clientswith service animals, offer a sleeping space in a separate room or aroom with
fewer peopleinit. Peoplewith allergies or afear of animals should be directed to space
away from the service animal(s).

B Addresswith theindividual their responsibility for feeding and care of their service animal.
Discuss designating adog relief area, and provide disposal containers.

EMERGENCY PROCEDURES

Occasionally, the circumstances of adisaster force us to evacuate a shelter. It isimportant to
identify thoseindividua swho may need assistancein theevent of an evacuation. Consider assigning
theseindividual sseeping areaslocated closeto theexits. Be sureto communicate emergency
informationto personswith disabilities. If you must rel ocate shelter residents, select amode of
trangportation that will accommodate peoplewith mobility impairments. Besureto shareinformation
about those needing specia ass stance with staff at shift changes.
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IntheField Working With the Media

TALKINGWITH THE MEDIA

Itisawaysimportant that chapters devel op agood rel ationship with the media, but when adisaster
occurs, working with the mediaisespecially important. The presscan help usget the story out by telling
peoplewherethe Red Crossislocated and what servicesare avail able, aswell aswherevolunteersare
needed, and how the public can makefinancial contributions. Itisnot theroleof the staff at ashelter to
actively seek out themediafor interviews. (Ingeneral, all mediaoutreach should be coordinated by
PublicAffairsor the Chapter.) However, shelter staff may encounter themediawhileat the shelter or
whileoutinthefield. Asfar asthemediaisconcerned, anyonefrom the Red Cross may be perceived
asaRed Cross spokesperson, so the mediaare apt to seek information from anyone wearing Red
Crossidentification.

When approached by the media—

B Respond courteously, and cooperate if possible.

B Get the reporter’s name, station or newspaper, phone number, their requests for information,
and any deadline. Give thisinformation to the shelter manager and Public Affairs
immediately.

B Respond to questionsin a positive fashion, commenting only on the activities related to the
shelter and available services.

B Speak only tothefactsthat you know. Refer questionsabout the overall operation to the Public
Affairsor thechapter.

B Beclear. Usenontechnica languagethat iseasy to understand. If you useatermthat may be
unfamiliar tothereporter (e.g., ERV), explainit.

B Think carefully beforeyou answer. Remember that any statement made may be used out of context.

B \When asked about aspecific disaster victim, follow the Red Cross Palicy on client confidentiality,
which arecontained inthe Individual Client Services section of the document.

ﬁemember: TotheMedia, and therefore, the
public, you aretheAmerican Red Cross. Your

actions, thewordsyou use and theimpression you
make may bethe primary way your community
thinks about the Red Cross.
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IntheField Working With the Media

CAMERASINSIDE THE SHELTER

Media crews may ask to take picturesinside the shelter. Our first obligation isto the privacy of
shelter residents; however, it isusualy possible to assist with the story. Explain thisto the crew,
and offer possible alternatives, such as the following:

B Ask oneor two clientsif they might be willing to talk with the media (see guidelines below).
If so, select an areafor theinterview that will not impose on other clients' privacy.

B If the shelter has only afew residents, you could select a small area of the shelter, announce
to all residents that the mediais going to be conducting a short interview in that area, and
ask anyone who does not want to be in the video to step away for just afew moments.

B Set up amediaareain thefacility away from the sleeping areas.

IDENTIFYING POTENTIAL HUMAN INTEREST STORIES
FORTHE PUBLICAFFAIRSACTIVITY

The shelter manager may be asked by the Public Affairs Staff to identify familiesas subjectsof potential
human interest stories. Shelter staff should beaert to such possibilities. Ingenerd, thesefamiliesare—

B Peoplewhoarewillingtotalk about their experience.
B Peoplewhowill not beembarrassed or harmed by the publicity.
B Peoplewho are expressive about the assistance they havereceived from the Red Cross.

The Shelter manager looksfor familiesthat would makefor an unusua story, such asfamilieshelping
othersdespitetheir ownlosses. The story should also convey how the Red Cross hel ped thesefamilies.
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In the Field Donations

All Red Crossdisaster relief isagift from the American public, provided through generous donations of time
and money. The Red Crossdoesnot chargefor disaster assistance, and clients do not repay the Red Cross
for theassistancethey receive.

Cash Donations Often clientsor other membersof thecommunity will try to giveshelter
workersdonationsfor the Red Cross. Workers should never accept cash or
checks. Thereareseveral reasonsfor this. A client might seeaworker
accepting the donation and mistakenly believe he or she must pay for Red
Crossservices. Also, asaRed Crossworker, you will have enough tasks
without having to safeguard cash or checks. Haveanyonewhoisinterestedin
making adonation send their check madeto theAmerican Red Cross
Disaster Relief Fundtotheir local chapter or to American Red Cross Disaster
Relief Fund, PO. Box 37243, Washington, D.C. 20013. If possible, have
themcall 1-800-HEL P-NOW to chargetheir gift or providethe addressand
phone number of thelocal chapter.

In-Kind Donations Merchantsinthe community may contact you to offer mealsor goodsfor the
relief effort. Givethese donorsthe phonenumber for thejob headquartersor
chapter and have them speak with the In-kind Donations admini strator.

Food Just asthefood that is prepared in Red Cross kitchens must meet local heath
department guidelines, donated food must al so meet these same safety and
sanitation guidelines. The Red Cross can only accept food that hasbeen
prepared in health department certified kitchens. The Red Cross seeksto
ensurethat proper food preparation and storage precautionsarefollowed for
food served to clients. Always coordinate the acceptance of any donated
prepared food withlocal public hedlth officials. Unfortunately, food that has
been prepared in home cannot be accepted. Rerouting or denying these
donationsmust be handled tactfully.

Used Clothing Inaddition to food, sometimesindividua sor community groupsgenerously
offer donationsthat the Red Cross cannot accept for health or safety reasons.
We do not generally accept used clothing because we do not have accessto
facilitiesor the staff needed to launder or dry clean clothing that may or may
not beuseful to clients. Instead Individua Client Servicesworkersmay be
ableto offer assistancefor clientsto purchase new clothesfrom local
merchants. Thisisimportant not only sothat clientscan get exactly what they
want or need, but it a so hel ps merchantsin the affected community resume
businessafter thedisaster. A best practiceistoidentify locationswherethese
donations can betaken by other organizations.
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In the Field

orms
FORM USED BY SHELTER WORKERSTO... | WHERE IT COMESFROM
Resour ces Track name of resource and contacts. Shelter manager
Record
6455
Disaster Shelter | Register shelter residents. Shelter staff assigned to
Registration registration
5972
Daily Shelter Keep tack of al shelter activities. Shelter manager
Report (No form)
Disaster Supply | Order supplies needed for the shelter. Supervisor(s)
Requisition
6409
Facility Secure the use of thefacility for aset time | Shelter manager or shelter
Agreement period and define the responsibilities all logistics
6621 parties.
Facility Survey Record facility information used when Mass Care sub-committee at
6564 selecting and opening a shelter. chapter or shelter staff

I nvoice Control
6457

Track financid commitments (bills and
receipts) for shelter.

Shelter logistics (if authorized
to purchase)

Non-Expendable | Record property loaned or rented to the Shelter logistics
Property Record | Red Cross.
5691
Release of Conclude fina inspection of a shelter at Shelter logistics
Facility closing.
6556
Self-inspection Assess shelter safety, suitability, and Material Support Activity
Worksheet general condition.
Off-Premises
Liability
Checklist ¢, FORLONGER-TERM
6505 ﬁ SHELTERING, ADDITIONAL
) FORMSMAY BE NEEDED. ASK
YOUR SUPERVISOR.
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In the Field

ACTION YOU TAKE

WHERE IT GOESNEXT

Fill out completely at time of contact.

Shelter manager

Fill out completely. Make referralsto
Disaster Health Services or Disaster Mental
Hedth Services as needed.

Shelter master file and Disaster
Waedfare Information

Complete and forward to Community
Services at headquarters each day.

Shelter manager

Complete. Shelter manager approves and
forwards to Community Services at
headquarters.

Community Services approves
and givesto Materia Support to
fill order.

Complete with facility owner and forward
copies to appropriate activities as dictated
on the distribution list.

Copies kept in shelter manager
and Materials Support Services
files.

Complete with facility representative.

Chapter keeps agreement.
Copies kept in shelter manager
and Material Support Services
fileswhen thefacility is

outside premises including parking lot.
Review at post-occupancy walk through.

activated.
Enter the commitment made. Shelter manager
Complete a separate form for each item. Shelter manager
Complete during walk-through with facility | Shelter manager
representative at closing to ensure facility
isreturned in proper condition.
Note pre-existing damage to building and Shelter manager

ARC 3068-11
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In the Field

Shelter Manager’s Kit

Aspart of itsdisaster preparedness, achapter should keep on hand one or more pre-packed shelter
manager’skit(s). Thelist below shows the contents of a kit adequate for a shelter housing 100
persons. However, thislistismeant to beasampleonly. Chapters should adapt it to meet local needs. A
footlocker or largeinsul ated plasticice chest makesagood container for thekit. Only itemsthat havean
indefinite shelf life should be placed in pre-packed kits. Other items such as batteries should bereadily
availablefor insertioninkitsbeforeuse. Pre-packed shelter kits should beinventoried annually to ensure
that formsare current and that itemsarein good condition.

Red CrossMaterials:

Red CrossWorker ID:

Offices Supplies:

Other Items;

Toiletries;

PR RPRRPRNN

P
N N

NFPRPNRPNRANR

PR RN

ONBREFL -

pk/50 Disaster Shelter Registration forms (F5972)
pk/5 Disaster Relief With Blank Block (P928)

pk/5 Sgn Srips (P926)

pk/5 Disaster Directional Arrows (P950)

pk/5 Utility Pole 1D (P949)

pk/5 All Disaster Help Is Free 24” x 36" (P902A)

Temporary Name Badges (F6712 shipped in pk/150)
and holders

Vests (320176) or other identification/apparel used
by chapter

pencils 1 box thumbtacks

ballpoint pens 2 rolls masking tape

package 3" x 5” cards 1 roll Scotch tape

clipboards 1 package rubber bands

paper tablets 1 pair scissors

pencil sharpener 24 file folders

staplers 24 filefolder labels

box staples 1 pad of easel paper

boxes paper clips 1 3-ring binder with tab

package carbon paper dividers

manua holepunch 1 whistle

large black magic markers 1 roll orangetapefor
traffic control

box trash bags 1 flashlight

rolls paper towels 1 electric lantern

package paper napkins 1 flashlight batteries

box safety pins 1 lantern battery

bottle of all-purpose cleaners 1 battery-operated radio

pkg. disposable diapers 1 package antiseptic

box sanitary napkins pre-moistened

boxesfacial tissue towel ettes (40)

rollstoilet tissue

ARC 3068-11
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IntheField Annual Disaster Preparedness Checklist

This checklist isdesigned for use by shelter teams who have a standing assignment to a specific
facility.

Obtain names of newly trained shelter staff assigned to your shelter team from your Red
Cross chapter.

Contact your chapter to get the dates of volunteer meetings, and provide the names of shelter
workersyou have recruited.

Meet with the building manager to discuss and record any rules on the use of the building
and update the facility surveys.

Update the shelter staff roster. Ask aternate shelter managers to contact their backups and
team leadersto get alist of vacation schedules.

Prepare for the shelter team meetings and annual refresher session.

Meet with the shelter team and building manager to discuss the plan for registration, the
layout of the site, parking, etc. Provide a copy of the shelter floor plan, and discuss how the
space isto be allocated, the movement of residents in the shelter, and the areas restricted
from use.

Update chapter vendor and material resource lists.

Test telephone notification (call-down) procedures when notifying shelter staff of volunteer
meetings.

Inspect and replenish the shelter manager’skit(s)

Disaster Health Services should inspect and replenish shelter first aid kits.

Review the team roster and shelter plan, and submit changes to the Red Cross chapter.
Schedule aplanning or refresher session for the shelter team.
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IntheField  ghelter Resident I nformation

Welcome We hopethat your stay herewill be as pleasant aspossible under the
circumstances. Please take afew minutes to read this sheet, asit contains
important information that you will need about living in this shelter.

Registration Please Signinat theregistration areaif you have not already done so.
Registrationisrequired so we havetherecords necessary to helpyou. Al
registrationinformation iskept confidential. Pleaseleaveaforwarding address
when relocating out of the shelter. Thiswill alow our Individua Client Services
and Welfare Information personnel to continueto assst you.

Smoking You are not allowed to smoke, use matches, or use lightersinside the
shelter.

Per sonal We cannot assume responsibility for your belongings. We recommend

Belongings that valuables be locked in your car, out of sight, if possible. If that is

impossible, keep valuable items with you.

Pets We understand that your pet are very important to you. For health and
safety reasons, the Red Cross does not alow petsin Red Cross shelters. It
isyour responsibility to make provisionsfor your pet(s) before entering
the shelter. If you need help in locating a kennel for your pet, please see
the shelter staff. The only exceptionsto thisrule are service animals for
people with disabilities.

Children Parents are responsible for keeping track of and controlling the actions of
their children. Please do not |eave them unattended.

M edical Notify our staff of any medicationsthat you are taking. If you havea

Problems medical condition or are not feeling well, please contact the Disaster

or Injuries Health Services staff immediately.

Alcohol, Drugs, You are not allowed to possess or use alcohol or illegal drugsin any part

and Weapons of this shelter. No weapons are alowed in the shelter, except those of
designated police or security staff.

Volunteeringto Shelter residentsare encouraged to help inthe shelter. Therearemany jobs

Help that do not require specia skillsor training. Please seethe staff if youwould
liketohelp.

Telephones Shelter residents are asked to use the public pay phones. The other shelter

phones are reserved for communications with emergency authorities and
the American Red Cross disaster headquarters.
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In the Field

Shelter Resident I nformation

Housekeeping

Quiet Hours

News Media

Special
Requirements

Problemsand
Complains

Please help us keep our temporary home clean. Please pick up after
yourself and help us with cleanup when possible. Food and drinks, other
than water, are not allowed in the sleeping area.

Quiet hours are enforced in the sleeping area(s) between the posted hours
(normally between 11:00 PM. and 7:00 A.M.). However, sleeping areas
should be kept as quiet as possible at all times of the day. Some shelter
residents may work night shifts or may not feel well and want to sleep
during the day.

News media representatives often visit shelter during disaster operations.
They are allowed to enter the shelter and to request interviews or
photographs. They will ask your permission first, and it is your right to
refuse. Please report any problems with the mediato the shelter manager.

If you have any special requirements, such asaspecial diet, please contact
the staff.

Please direct all comments about the shelter operation to the shelter
manager or shift supervisor.

American Red Crossdisaster assistanceisfree.

Note: Poster Kit #906 contains aset of Shelter rules.
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Putting It All Together

Objectives

After taking this course, participants should be able to—

Describe sheiter opening, operating, and closing procedures.
Explain waysto demonstrate quality service.

Organize available humariresources asashelter operationsteam.

Organize the physical facility and material resources to mezt the needs of people in the shelter.

| dentify resources available to assist chelter workers

HERE ISAN OUTLINE OF THE
SHELTER OPERATIONS COURSE:

Introduction

Segment 1. Overview

Segment 2 Organizing the Shelter

Segment  3: Operating the Shelter

Segment 4 Concluding Shelter
Operations

Summary

ARC 3068-11
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Putting It All Together

SHELTER REGISTRATION FORM

NOTES:

QUESTIONS:
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Segment 1 Overview of Shelter Operations

Summary

Inthissegment, you learned about the commitment and val uesthat guide shelter workersasthey provide
quality servicetoclients. Our commitments, valuesand experiences shapeour current sheltering
processes. Wewill look next at theinformation chaptersuseto preparefor opening and operating a
shelter and theinitia stepsinashelter operation.

FROM THE VIDEO SEGMENT

NOTES:

QUESTIONS:
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THEBASICCOMMITMENT OFCOMMUNITY SERVICES

To take care of eating and sleeping needs of the people affected by disaster on an interim basis
while they are making other arrangements.

Shelter workersuphold thiscommitment through ashared set of values. Vauesdescribetheway weintend
to operateeach day. Vauesareexpressed in conversationsand actionsthat support our commitments.

People can interpret our values from our behaviors. If our clients observed usin action at a shelter,
what would they say arethevalues of the shelter workerswho represent the Red Cross.

OURVALUES

Ensuretheshelter isa safe place.
Respect all clients.
Provideservicesfairly and consistently.
Enableclientsto makeother living arrangements.

Use resour ces wisely.

+

American
Red Cross

Thesevaluesare at the heart of each decision that we make and each action that wetake. Youwill havea
variety of resourcesavailableto help you makedecisions. Your fina decision should takeinto account these
vaues. They will dwayspoint youintheright direction.
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7. Shelter Closes

' 1. Pl [
WorkersBat_:k ppwlgglieﬁand —> ! anning
cleanthebuilding. Post-occu- Agreements are estab-
pancy inspectionisconducted. Ii%ed/updated to use other

organizations facilities
when a disaster occurs.

2. Disaster Occurs

Chapter isnotified by local
emergency officids. Shelter
locationisselected.

I I I American I II
Red
Cross

3. Pre-Occupancy I nspection

(B
. ;
6. After Disaster Red Cross worker meets with the
Clientsreturn home. or other owner of the building to ensureit is

arrangements, aremadethrough currently safe and in good condition.

Individual Client Services.
REGISTRATION
[ ]
Ty EI 111 1l
4=~ LU LD
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4. Shelter Opens

5. ClientsArrive

e——| COMMUNIty Servicesworkersopenthe
Workers perform Key Shelter Re- shelter, post Signs, and organize cots,

sponsibilities (may be before, during, (
or after the disaster). food, and other supplies.
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An effective shelter operation beginslong before adisaster strikes. Chapters anticipate what types
of disasters could happen in their area, how many people might be affected, where shelters may be
needed, how many trained workerswill be available to run the shelters, and what supplies will be

necessary.

PREPAREDNESSGOALS

Vv Useahazard analysis and gather demographic information to predict the people who might
be affected by disaster and the needed for sheltering.

Vv Conduct a pre-disaster survey of potential shelter sites.

Vv Obtain written agreements with school districts, governments, religious organizations, or
other groups to use their buildings as shelters should a disaster occur.

Vv ldentify and train enough staff to open and run shelters for a minimum of 72 hours
following a disaster.

Vv Establish accounts with vendorsto provide food or supplies when a disaster occurs.

Vv Prepare one or more shelter manager’skit(s) containing the supplies and paperwork needed
to open and run a short-term shelter.

Who are our customersin a shelter?

Usually the people who come to a shelter are without other resources or a support network such as
friends or family. Sometimes disaster workers or rescue workers will stay in the shelter too. Thisis
more likely to happen in alarge disaster.
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TYPESOFSHELTERING OPERATIONS

WARNING

NO WARNING
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Example: Hurricane Evacuation

There is more time to open
shelter.

Residents can be advised to bring
essential items.

Residents can prepare
emotionally.

Residents areless likely to need
long-term services.

There may be fewer supply
reguirements

Example: Apartment Fire, HAZMAT

Spill

B Thereislessopportunity to consider site
Seection.

B Clientsmay arrive before Red Cross
Saff.

B Clientshavelittleor notimeto gather
essentids.

B Resdentsarelesslikely toneedlong-
termservices.

B Theremay befewer supply
requirements.
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Example: Slow-Rising Floods,
HurricaneAftermath

There is more time to open
shelters and establish logistical
support.

Residents needs longer-term
services.

There are greater supply needs.
Thereisaneed for longer-term

staffing (shifts and replacements).

The shelter may become afocal
point for other community relief
efforts.

Example: Earthquake, Tornado

B Clientsmay arrive before Red
Cross staff.

B Clients have little or no timeto
prepare emotionally.

B Thereisashort lead timefor
obtaining supplies.

B Thereisaneed for long-term
services.

B Therearegreater supply needs.

B Thereisaneed for longer-term
staffing (shifts and replacements).

B The shelter may become afocal
point for other community relief
efforts.
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Working in Parnership

The Red Cross establi shes partnershipswith other organizationsfor coordination of resourcesin order to
provide shelter and other mass care servicesin communities acrossthe country.

ESTABLISHING AGREEMENTSFOR:

Facilities
Schools, governments, religious organizations, and other
groups allow usto use their facilities as shelters.

Personnel
Often an organization will provide personnel to staff a shelter
such as a church whose volunteers run a shelter, or county

social service employeeswho arereleased to work ina
shelter.

Food, Equipment, or other Materials

The Red Cross may establish agreements with other
organizations to provide food or supplies should a disaster
occur. If aneed cannot befilled with avoluntary agreement,
achapter may set up accounts with vendors to supply these

items.

I nformation

Chapters may share information with local emergency
management officials and other community-based
organizations so that services are coordinated and delivered
in an effective manner.

60 Shelter Operations
Participant’s Workbook



When a disaster occurs, the Red Crossis usually notified by local emergency management officials.
Then the local chapter goesinto action. Often a chapter will send a Disaster Action Team to the
scene to determine whether a shelter and other services are needed. The chapter can then select a
shelter location and contact the shelter team.

These procedures differ from chapter to chapter. Be sure you understand your chapter’s plan for
responding to disasters and procedures for sheltering.

SHELTERING PROCEDURES

B Call-Down Procedures/Notification

B Shelter Selection

B Start-Up Procedures

B Communications

B Proceduresfor Obtaining Additional Resources

B Closing and Follow-Up Procedures
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Summary

In this segment, we will review the initial actions of the shelter workers as they organize the team and
open the facility. One of thefirst tasksisto assign the key responsibilities anong team members.
Completing a pre-occupancy inspection is another priority, along with all ocating space and setting up
theregistration area.

FROM THE VIDEO SEGMENT

NOTES:

QUESTIONS:
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Oneof thefirst tasksof the shelter teamisto assign roles so that the key responsibilitiesbel ow will be

covered.

KEY SHELTER RESPONSIBILITIES

Shelter Management

Registration

Feeding

Disaster Health

Services

Disaster Mental
Health Services

Providing
| nformation

Provide supervision and administrative support for Red Cross
responsibilities within the shelter. Ensure the needs of shelter occupants
are being met.

Ensure that all shelter occupants are registered upon arrival. Maintain a
system for checking occupants in and out when they leave for any period
of time. Manage the system of record keeping for shelter registrations.

Supervise on-sitefood preparation and servicefor shelter residentsand
workers. Advisethe Materia Support Services supervisor of needed supplies.
Ensurethat thefood ordering processis established and implemented. Keep
accurate records of food and suppliesreceived and expended. Prepared and
monitor the food service staff work schedule. Record the work hours of
personnel as requested.

Under the direction of the Red Cross medical consultant, the staff will
protect health, prevent disease, provide first aid for shelter residents and
staff, assume responsibility for the supervision of other health services
staff, maintain records, and provide for 24-hour coverage in the shelter.

Provide mental health services at the shelter for both shelter residents and
staff.

Provide accessto factual information about the disaster. Post the location
and hours of Red Cross Service Centers and other organizations that offer
assistance. Set up bulletin boards and hold shelter meetings to dispel
rumors.
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KEY SHELTER RESPONSIBILITIES

Dormitory
M anagement

Other Clients
Services

Communications

Material Support
Services

Shelter Saff
Recr uitment
and Placement

Set up deeping areas. Assignresidentsto deeping areas. Coordinatewith
Material Support Servicesstaff for cots, blankets, comfort kitsand other
resourcesif available.

Organize and administer play areas, recreation, transportation, and other
serviceswhen shelter staysarelong. Identify residentsneeding additional
servicesand collaborate with Individua Client Servicesand other sourcesto
meet such needs.

If phones are not working, operate and monitor amateur radio to relay
information to and from the chapter or headquarters.

Provide support for the use of the facility. Ensure the safety, security, and
sanitation for the shelter. Procure, store, and distribute supplies and
equipment at the shelter. Work with the representative of the facility to
ensure that the buildings is used properly.

Recruit, place, and support staff assigned to the shelter. Provide
opportunities for shelter residents to serve as volunteersin the shelter.
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&
E ww STEP3: PRE-OCCUPANCY INSPECTION

One of thefirst tasks in opening a shelter isto conduct a pre-occupancy inspection.

PRE-OCCUPANCY INSPECTION

B Theshedter manager, and/or Materia Support Staff (or adesignated team member) meetsthe
building owner/representative at thefacility. Negotiateand complete aFacility Agreement
(Form 6621) if not already completed.

B During thewalk-through, the shelter manager compl etes the Self-1nspection Wor ksheet Off-
PremisesLiability Checklist (Form 6505) and does not following:

- Assessesthegeneral condition of the building

- Notesany safety concernsor pre-existing damage

- Receivesany specid instructionsor restrictionson thefacilitiesuse (for example,
do not use certain rooms)

- | dentifiesequipment or suppliesthat need to be secured

B Keepthisformwiththesheter paperwork. Whenthe shelter closes, thisinformationwill be
used during thefina walk-through with thefacility representative beforethe Red Crossturnsthe
facility back over totheowner. The Red Crosstriestoreturn afacility to the same condition it
wasinwhenweborrowed it.

Theseinspectionsarevery important.
They alert usto potential safety hazardsthat could affect clientsand workers. Also, we
must know the condition of thefacility beforeweuseit, so that we can deter mineany pre-
existing damage and any damagethe Red Crossmay beresponsiblefor.
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During the pre-occupancy inspection, you will begin to think about which rooms are suitable for
various uses. Thisisthefirst step in allocating space, another top priority for the shelter team.
Consider which areas you will designate for the activities below.

ALLOCATING SPACE

Registration area—should be near the main entrance
Sleeping areas—Yyou may need separate areas for the following:
- Families with young children
- Elderly people
- Singlemen
- Single women
- Thosewho have special circumstances

Meal preparation areaand/or serving area

Snack areaswherefood and beverages are available 24 hoursaday
Storage areasfor food and supplies

Play areasfor children and recreation areasfor teensand adults
Disaster Hedlth Services/Disaster Mental Health Servicesarea
Individud Client Servicesinterviewingarea

Shelter manager’soffice

Rest room for staff (in larger shelters)

Mediaarea

&

Guidelinesfor planning:

40 - 60 squarefeeof deeping
Space per person;

1 toilet per 40 persons (6 for
200, 14 for 500)
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Saffing a Shelter

A shelter has to be staffed 24 hoursaday. In general, the following staff are assigned to a shelter:

One shelter manager who works the primary shift.

e o o §

Two to three shift supervisors who each work a shift, and a Disaster Health Services
nurse(s) available 24 hours a day.

Other shelter workers who report each shift.
Clients may volunteer to help out during certain times or on certain tasks.
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Registration
SampleRegigtration Layout
American American
Red Cross Red Cross|
Shelter |] |] Shelter

11

Key Points About Registration

B If possible, set up theregistration areabeforeclientsarrive.

B Signageontheoutside of the building should direct the clientsto the entrancewhereregistrationis set
up.

B Allow enoughroom sothat clientscanformalinewithout waiting outside.

B Havepeopleregister asthey first comeinto the shelter. They shouldsigninandout if they leavethe
shelter for long periodsof time.

B |dentify individualswho havemedical problemsor concernsfor referral to Disaster Health Servicesor
Disaster Mental Health Services.

68 Shelter Operations
Participant’s Workbook



STEP4: SHELTER OPENS

Theshelter team may arriveat the shelter facility beforethe clients; however, if the building hasbeen
previoudy used asashelter clientsmay get there beforeyou. If thisisthe case, usethe Quick Start-up
checklist on page 35 to get the shelter set up and operating asquickly aspossible.

REGISTRATION

TTT‘ EI_ STEPS: CLIENTSARRIVE

If the chapter has been fortunate to have enough warning time to get a shelter team to the shelter in
time for them to prepare the facility before clients arrive, the shelter team should be ready when the
first clientsarrive. We provide a safe environment and try to make their shelter stay as pleasant as
possible. All the while, we get them connected to the Red Cross and other organizations who may be
ableto assist them.

Sometimes, adisaster doesnot develop to thelevel anticipated or the people affected havefriendsor family
they can stay with. Inthese cases, we may open ashelter and no clientsarrive. If thishappens, the chapter
may till leavethe shelter open or on stand-by until after the danger has passed. The Red Crosswould
rather be prepared with ashelter than have peoplewho need shelter with no placeto go.
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Summary

Thissegment focuseson the activitiesnecessary to keep the shelter running smoothly and meeting client
needs. Wewill review the“ Three RS’ of sheltering and discusstheimportance of communicating with those
inthe shelter aswell asthe outsideworld. Wewill aso discussthetransition processif the shelter isopen
for longer periodsof time.

FROM THE VIDEO SEGMENT

NOTES:

QUESTIONS:
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What activitiescould bescheduled on aroutinebasisin ashelter?

What aresomeground rulesthat theshelter team should establish?
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Communications

Clear andtimely communicationsarevita to running asuccessful shelter operation. Think intermsof the
informational needsof other team members, clients, the chapter or disaster relief operation headquartersand
themedia

INFORMATIONAL NEEDS

Clients

B Factual information about the disaster and its effects

B [nformation about what is expected of shelter residents and what they can expect in the
shelter

B Where and how to get assistance (from the Red Cross and other agencies)

B Refer to the Providing Information Responsibilities checklist on page 17 and the Shelter
Resident Information on page 51 for more information

Shelter Team

B Coordination of activities

Expectation

Updates between workers at shift change
General disaster updates

Refer to page 73 for more information

Chapter or Disaster Relief OperationsHeadquarters

B |nitialy, staff, address, phone number(s), shelter count, and initial assessment of situation
B Whether additional shelterswill be needed (call with thisinformation as soon as
possible)

Thereafter, shelter count, number of meals served

Significant issues or challenges

Requests you may have of the headquarters

Other information headquarters may request from you

Refer to the Shelter Manager’s Responsibilities checklist on page 5 through 8 for more
information

Media
B [nformation about what is going on in the shelter
B Refer to the Working With the Media section on pages 41-42 for more information
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Accurate, timely, and appropriate communications can help support the recovery of disaster clients.
Here are some examples of shelter communication techniques and how they can be used to help the
shelter operate properly.

Saff Meetings Communications with people being supervised must be two-way;
otherwise, the relationship will eventually break down. A staff meeting
should be held at least once per shift. Evenif meetingslast for only 15
minutes, they still provide a chance to communicate, relieve stress, and
resolve problems. Try to allow the person fulfilling each Key
Responsibility afew momentsto give a status report. Make up a brief
agenda of what you want to cover so that you can keep the meeting
focused. Keep the meeting as positive and nonjudgmental as possible.

Shift Change It isvery important that the staff coming on shift be aware of what has
Briefings taken place on the previous shifts. Thisisespecially important for
Disaster Health Services, security, and the shift supervisors. Schedule
about 30 minutes of “overlap” asthe shift changes. Thisallows staff from
both shifts to communicate with each other.

L og Sheets Just as the shift change briefing allows the different shifts to be aware of
what happened on the previous shift, log sheets provide a method of
communicating between shifts. They also document problems,
commitments, solutions, and other important information. The log sheet
allows you not only to document problems and solutions, but also to
communicate information “upward.” Information about problems and
possible solutions at your shelter may also be helpful to other locations.

Shelter Resident Clients benefit from being a part of the operation of the shelter. They

M eetings should be alowed not only to help, when possible, but also to beinvolved
in managing the shelter. Most sheltersinclude members of already-
established social groups who know each other and have established their
communication patterns. Involving residents of the shelter by establishing
“shelter advisory committees’ can provide a more efficient methods of
communications. They can assist the shelter staff in resolving any
problems that may occur, and help with menu plans. This becomes more
important the longer the shelter is open.
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Bulletin Boards

Operational
Memos

Job Induction

Bulletin boards are another method of communicating with both the
shelter residents and staff. Resident bulletin boards can be located in the
registration or recreation areas. They can be used to post information,
such as news rel eases, messages from friends and family, and lists of
available resources such as housing. Staff bulletin boards can be placed in
the staff break area. They can be used for many of the same purposes’
news releases, notes from friends and family, staff schedules, thank-you
notes, and operational memos.

All levels of the shelter management team need to communicate
operational information to their staff. The information may be adirective,
athank you-you for ajob well done, or a staff schedule. The memo can
be posted on a bulletin board or delivered in a staff meeting.

There will be times when your staffing needs cannot be filled with
experienced personnel. Sometimes you will have to hold job induction
sessions on the spot. The job induction can be brief, covering a specific
skill such as how to complete aform, or it can be a more extensive,
covering several tasks.

Facility Allowing afacility to be used as a shelter isamajor commitment on the

M anagement pat of facility owners or managers. We must respect their commitment
and their needs for involvement and information. You should meet
regularly with the representative(s) of the facility.
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Transitioning to Longer-Term Sheltering

When adisaster is prolonged or destroys alarge number of homes, more clients are likely to need
additional time to make housing arrangements. Sometimes, the nature of the disaster immediately
indicates that clients will be unable to return to their homes. In other disasters, events unfold in such
away that sheltersthat weinitially anticipate will be open only afew days end up being open much
longer. In either case, theinitial shelter team will have to anticipate longer-term shelter needs. This
may affect the services we provide clients aswell as change members of the shelter team.

In longer-term shelters, clients have needs that may not arise during atypical short shelter stay. For
example, clients may wear the same clothesfor aday or two, but after that, a change of clothing
becomes more important. Supply needs may increase. Personal hygiene items and cots are items
that clients may be able to do without for a short time, but in shelters open 48 hours or more, they
become essential. When preparing meals for days or weeks, it becomes very important to have
menus that reflect the cultures of the community. The need for other client services such as child
play areas, recreational activities, and transportation also increases as the newness of the shelter
beginsto wear off and people begin to resume their pre-disaster activities.

In alarger disaster, where supply and staffing needs become more complex, the Red Cross uses some
forms beyond the basic forms listed on pages 44-45. These additional forms are used to track people
and material resources, and to better serve those affected by disaster. When the time comesto use
these forms, your supervisor will provide you with guidance.

If possible, the chapter or headquarterswill send other shelter workersto help you asyou trangitioninto
longer-termissues. Theseworkersmay befrom outsideyour areaor evenyour stateif the disaster isvery
large. If thedisaster exceedstheability of your local Red Cross chapter, or other chaptersin your service
area, the nationwide network of peopleand materia resourceswill be called into action.

For the shelter team, the transition can cause mixed emotions. Thefirst few days a shelter is open,
people often run on adrenaline and work very long hours. The shelter team will make many
decisions, solve many problems, and invest alot of personal energy in running the shelter.
Sometimes workers arrive well-rested and start to make suggestions about ways to improve the
shelter. It isimportant to remember that just like you, these workers are there to make sure that
clients get the highest quality service possible. They have been sent to allow the original shelter team
time to get somerest or return to other family and work obligations.
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Summary

Inthefina segment, wewill look at the stepsinvolved in closing the shelter and waysto incorporatethe
lessons learned into future disaster relief operations.

FROM THE VIDEO SEGMENT

NOTES:

QUESTIONS:
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STEP7: CLOSING THE SHELTER

Asshdter resdentsare ableto move back into their homes, the shelter population will beginto dwindle.
Individua Client Servicesinterviewerswill assist many clientswiththeir recovery plans, and canbe
instrumental in hel ping thosefamilieswho are unableto returnto their homesor find suitable housing.

Astheshelter popul ation decreases, it istimeto plan for closing the shelter. The Red Crossreturnsshelter
facilitiesto the state they werein when before we opened the shelter, so closing ashelter means packing up
supplies, returning borrowed equi pment, and cleaning the premises. Discontinue phone, electricity, water, or
garbage collection, if the Red Crossarranged for these services.

Theshelter manager or Material Support Servicesworker should schedul e apost-occupancy walk-through
of the shelter with thefacility owner. During thisinspection, the Red Crossrepresentative will refer back to
the Facility Agreement (Form 6621), the Self Inspection Worksheet Off-PremisesLiability Checklist (Form
6505), and any notes made during the pre-occupancy inspection. At the conclusion of thewalk-through,
ask thefacility owner to sign the Release of Facility (Form 6556). If there any problemsor damages, note
them on aseparate piece of paper and attach themto therelease. The chapter will work withthefacility
representativeto resolvetheissues.

: \ STEP 1: PREPAREDNESS

Onefinal step for the shelter team may be to share the lessons learned during the shelter process with
the chapter. Thisinformation may come from the shelter log or through an after-action meeting with
shelter staff. The chapter can use the feedback from the shelter team in future preparedness
activities.
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Summary Exercise

Practice

Instructions: Theexerciseincludessituationsthat could occur inashelter. Determine how your team
would deal with each situation. Usethe Inthe Field section of your workbook asaresource. Youwill each
have 5 to 10 minutesto completethe exercise. Determinethe best responseto sharewiththeclass.

1. You don’t have enough members of the shelter team to fully staff the shelter 24 hours aday.

2. The shelter has asmall kitchen with alimited food preparation area.

3. Alocal church would like to start a clothing drive to assist the people affected by the disaster.
They would like to deliver the used clothing to the shelter.

4. The shelter manager wants comfort kits for the shelter residents.
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Course Evaluation
Shelter Operations

Please answer the questions bel ow and return the eval uation to your instructor. Your ideas and suggestions
help usto assesshow well the Staff Services course satisfiesyour needs.

Name of your chapter or agency:

City and state where course was held:

Date of course:

Areyou 0O employee or O volunteer

L

How did you learn about this course?

| saw or received awritten notice about the course.
| heard about the course from someone.

| inquired about thiscourse or other Staff Services.
Other:

ooono

N

How wereyou recruited to attend this course?

| asked to attend.

| wasinvited to attend.

My supervisor recommended that | attend.
Other:

ooono

w

How wereyou prepared for this Staff Services course?
| read the Fact Sheet.

| too Introduction to Disaster Serviceson
month year

| took Mass Care: An Overview on

month year

ARC 3068-11 79
Rev. September 2005



Course Evaluation (continued)
Shelter Operations

4. Your evaluation of the course
(Indicate your reaction to the course material and presentation using ascale of 1-5, 5 being the
highest rating. Circle anumber for each question.)

a.  Didtheclassroom facilities and arrangements

provide a suitable setting for learning? 2 3 4 5
b. The course purpose was to introduce you to

the key responsibilities of shelter workers.

Did the course meet this purpose? 2 3 4 5
c. Did the course workbook help you understand

and accomplish the learning objectives? 2 3 4 5
d. Wasthe course presented at alevel and pace

suitable for your interest and understanting? 2 3 4 5
e.  Werethe methods used in presenting the course

interesting and effective? 2 3 4 5

5. Your evauation of the instructor Instructor Instructor
a  Appeared to be prepared. 12 345 12345
b. Appeared to be competent in the subject matter. 12 345 12345
c. Gaveclear and concise task instructions. 12 345 12345
d. Encouraged group involvement and participation. 12 345 12345
e. Handled questions and problems from the group. 12 345 12345
f. Usedvisua aids effecively. 12 345 12345
0. Related onetopic areato another during the course. 12 345 12345
h.  Summarized material to emphasize essentia points. 1 2 3 4 5 12345
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Course Evaluation (continued)
Shelter Operations

6. What topics were not included or not covered sufficiently in this course:

7. What comments would you like to share concerning the time, location, physical setting, materials,
or content of this course?

8. What comments would you like to make concerning the instructors’ skills and relationship with
the class that were either helpful or not helpful in your learning?
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