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Dear Friends:

The Pointe of Light Foundation, n partnership with The Allsinte Fourndation, is pleased to
present Ready to Rexpond: Disorter Preparedness ond Response for Voiunteer Conters. Thin
revised marmal drews Erom and opdates the previously pobilched companion deaster
prepuredness manuals, Ready fo Reapond: A Divaster Preparedness Momual for Folhmteor
Centers sl Ready 1 Respond: Voluntesr Conters, Partacrs i Disaster Responze. In addition to
providing guidence to help creste a coonlinsted disuser preprredness nd respones effort emong
Volunteer Centters and locs] commmnity and nationsl agencies, this new manual alse incorporates
much of what has been Jeimed durmg sctus] disester respoose e reoovery ciforts of Yohmieer
Centers over the paet several yaao

Disarier take 8 hoge tol] in death gnd injuries, property damags and econone loss, Owver the
paet fewr years, an almost unprecedented mmmber of both patoml mnd men-made dissstern have
preven that no comnumity is imnune from being mbject to 2 disaster of one type or another. An
cven greater tragedy is the fact that much of the devastadion cwm be reduced throwgh existing
mitigadice tachniques, greater public awarensss and, in local community disaster preparednsm
plana, the more effective wliliztion of spantanecus maffilisted volumizars,

Volumnteer Centzra have an important role to play in dicaster preparedness st respocss. The
Points of Light Fourndation eng The Allgtats Foundstion have takzm on the challenge of helping
arepurs Volunteor. Centers throughout the comntry for the significant task of coordinating the
activity of literally thousads of ipoatimeons, pneffitiated valuntesrs who step to the forefront to
help in the aftermath of major disastors, mmlummnwﬂw

Rendy o Rexpond: Disaster Preporedness ond Rexponse for Volunteer Ceniers specifically
provides action stepa designed v help Volunteer Centers become 8 major pariner in local
commumity collaboratdve disexter reaponse cfforts. 'We wish you the best of Tk as you join
with other disaster response crgamizaixms end ool leaders in preparing for and ultimately
wmﬂmwmmmm

Mzi Cotb . Robert K. Goodwin
Vice President Presilent and CEO
?ﬂmmﬂmtqbﬁﬂumt
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Ron Worl

Exaculive Direotor

2774 Bandars Road, Ste. F3
Morthbrock, I 50082
(347 402-TO4A

The Allsteta Foundation Is proud to have parinerad with the Palnts of Light Foundsklon
to create this Impartant communiy resource. With the help of thig gulde, your
volunteer certer and your community will be better equipped to plan for, arxd react to, &
digastar.

Allatate balleves the! it i the obligation of American businass to share in the
responabiily of society’s welfare. We share your desire to provide support for those in
nebd, especially at thaose limee when disaster strikes. By joining forces with yau and
other key stakehciders In this process, wa can best provide the kinds of service that our
cammunitios naad and deserve.

It Is unforiunete ta say that boday, disaster can strike anytime and arywhers. We have
s660 Lime and time again, the power of voluniesrs in amargancy situationa end the
essantial role they play In helping reskdenta rebulld their Ilves. With your halp, we can
cantinue to demanstrate the great spirt of community service.
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Ron Mard
Exacutive Director
The Allstate Foundetion
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Disaster Preparedness and Response for Volunteer Centers

The Volunteer Center of the future mobilizes people and resources to
deliver creative solutions to commumnity problems.

—VC2000 Vision Statement

There is no time when the resources of a Volunteer Center may be more appreciat-
ed than in a disaster. People in disaster planning know all too well the value of an
organization that can quickly mobilize and deploy large numbers of volunteers to
meet a broad array of community needs. The skills and ability to do what every
Volunteer Center does every single day—match someone who wants to help with
a need in the community—is exactly what disaster response systems across the
country have typically lacked.

In a disaster, large numbers of untrained volunteers who have no connection to
disaster relief agencies come forward to help. These spontaneous unaffiliated
volunteers—also called convergent volunteers because they often converge at the
scene of a disaster—can become a problem unless there is a designated place
where their time and talents are efficiently and effectively linked with disaster relief
and recovery efforts.

Mobilizing volunteers for disaster response is clearly a fit with the mission of
Volunteer Centers. Every Volunteer Center that currently recruits and refers
volunteers already has the core competencies necessary to mobilize and deploy
spontaneous unaffiliated volunteers in a disaster.

Participation in collaborative planning will help a Volunteer Center determine
how its expertise and resources can strengthen the efforts of other agencies and
ensure a coordinated response when disaster strikes. For instance, spontaneous
unaffiliated volunteers—sent by Volunteer Centers—can work side by side with
trained volunteers to expand the capacity of major disaster relief agencies.
Spontaneous volunteers can also fill staffing gaps and enhance the ability of
community-based organizations to respond to their constituents. Finally, some
Volunteer Centers may organize volunteer teams to provide direct services to help
individuals and families recover when other resources are limited or unavailable.

Ready to Respond: Disaster Preparedness and Response for Volunteer Centers Was
created to help your Volunteer Center become an effective partner in community
efforts to prepare for and respond to disasters. It is designed to be specific enough
to enable your Center to establish a thorough and comprehensive disaster response
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to create new disaster plans and programs or refine existing ones. Indeed, the
manuals, together with a national training program for Volunteer Centers and other
initiatives of The Points of Light Foundation, have led to the growth of a network of
Volunteer Centers ready for disaster.

With publication of this revised and updated edition, we have consolidated the
two original volumes into a more convenient, single-volume format; updated the
content to reflect lessons learned from more recent disasters; and noted changes
in the way people communicate, especially the increasing use of pagers, cell
phones, and e-mail.

The publication of Ready to Respond: Disaster Preparedness and Response for
Volunteer Centers renews and strengthens a shared commitment of Allstate and
The Points of Light Foundation to help Volunteer Centers be prepared for disaster
and to play key roles in community disaster planning and response.

This manual is not a blueprint, but a guide. It offers suggestions and examples
that can help your Volunteer Center create the right program for your needs. The
key point: planning is essential. Planning will give you the confidence to respond
and the expertise to be flexible. With a well-considered disaster response plan in
place, your Volunteer Center will be ready to act quickly and efficiently to serve
emergency needs.

Note: If, during the course of reading this manual, you start to feel overwhelmed,
come back and read this paragraph again; it will help you refocus.

= Of all the roles a Volunteer Center performs in a community, disaster response
may have the greatest potential for directly saving lives, preventing injuries, and
saving property from damage or destruction.

= Every journey begins with a single step.

= Don't let the complexity and interdependence of all the disaster functions para-
lyze you. Give yourself credit for stepping forward. Then pick one area and just
start doing what makes sense. New energy will come from completing one task.
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Assessing Your Readiness and Capacity

Volunteer Centers vary in their readiness for response. An essential first step in
developing a disaster response program is to conduct a careful evaluation of your
Center’s capabilities and your community’s capacity to respond to an emergency.

The following checklist is the framework around which you can build your disaster
plan and enhance your community’s ability to respond in disaster situations. Use it
to candidly evaluate your Center’s current ability to cope with the massive influx
and referral of spontaneous offers to volunteer. Be honest in this initial evaluation;
don't hesitate to put a check in the NO column and don't feel overwhelmed if you
have more NOs than YESes. An accurate assessment of your current capacity for
disaster response is an absolute necessity in laying the groundwork for the devel-
opment of a functional disaster response plan.

Next, review the remainder of the manual. Notice that the contents are divided into
topical sections with introductory comments and related action steps. The action
steps, which are numbered, correspond to the same-numbered questions on the
checklist and contain detailed guidance on how to turn each NO to a YES. As you
read, pay particular attention to the action steps that match the items marked NO
on your checklist.

Now, returning to the NO items on your checklist, develop a detailed action plan
with sequential tasks, target dates, and staff assignments. As you develop this plan,
you need not follow precisely the order of the action steps in the manual. In reality,
some of the steps will overlap and many can be addressed simultaneously. Logic
and the needs of your Volunteer Center and community should dictate the sequenc-
ing of activities.

A word of caution: Do not try to do everything at once. It may take a full year to
complete all the items on the checklist.

Note: As you proceed through your disaster response planning process, you will
obtain many contacts throughout the community, from emergency management
officials to volunteer resources. We recommend that you compile a categorized list
of these contacts, including addresses and 24-hour contact numbers, and that you
keep the list in an easily accessible area. This “disaster resource directory” should
be updated periodically to facilitate activating operations in an actual disaster
response situation. A sample is included in the Appendix on page 54.
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Analysis of Volunteer Center
State of Readiness for Disaster Response

Yes No Completion
Date

] [ 1. Isapaid or volunteer staff member assigned and
trained as Disaster Response Coordinator?

O Is an alternate coordinator designated?

O If you have more than one site, is there a

coordinator for each site?

] [ 2. Hasthe board of directors/advisory board adopted
a resolution committing the Volunteer Center to
disaster response?

(] [ 3. Doesyour community have an emergency

response plan?

O 0O Does it designate a role for the Volunteer Center

in emergency situations?

L1 [J 4. Arethe Volunteer Center’s disaster role and

responsibilities clearly defined and shared with
all concerned?

O O Are appropriate risk management policies and

procedures in place?

] [ 5. Arecooperation agreements in place with local
offices of disaster relief agencies, such as the
American Red Cross and the Salvation Army?

] [J 6. Isyour Volunteer Center a member of a local

interagency disaster planning group, such as VOAD
(Voluntary Organizations Active in Disaster)?

][] 7. lsthere an activation checklist for launching

operations in a disaster?

[]
[]
oo

Are the Volunteer Center’s facility/staff prepared?

[]
[]
[(e]

Is a plan in place for evacuating the Volunteer
Center offices?
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Yes No
0 O
1
0 O
0 O
0 O
1
0 O
1
0 O
0 O
0 O
0 O
0 O

10.

11.
12.
13.

14.

15.

16.

17.

18.

Completion
Date

Do you have a contingency operations plan if the

Volunteer Center facility cannot be used?

If electrical power is lost?

If telephone service is lost?

Is a public information plan in place?

Is a disaster volunteer referral plan in place?

Do you have a list of volunteer resources from local

professional, corporate, and trade contacts?

Does the Volunteer Center have a cost recovery

plan for disaster-related expenses?

Are mutual assistance plans in place with neigh-

boring Volunteer Centers?

Does your Volunteer Center have e-mail and

Internet access to communicate with other
Volunteer Centers and disaster partners?

Is there a plan for involving volunteers in Volunteer

Center operations?

Are staff and volunteers trained at least annually in

disaster response?

Is a plan in place for testing the Volunteer Center’s

emergency operations procedures?

Does the Volunteer Center participate in
community disaster response drills?
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Evaluating Your Center’s Capacity
for Disaster Response

As your Volunteer Center considers its role in disaster response, evaluate some basics:

What are the Center’s physical limitations? How much office space and how many
telephone lines do you have? Do you have a way to get paid and volunteer staff to
your office or to an alternate site in an emergency, such as access to vans or
four-wheel-drive vehicles?

What is your technological capacity? Do you have access to a photocopier? A fax
machine? Computers? Modems and Internet access? Cellular telephones? Pagers? A
generator? Portable equipment such as a laptop computer? Broadcast fax capability?
Does your staff know how to use the equipment?

Remembering that staffing refers to both paid and unpaid workers, what is your
staffing potential? How many people can you put to work during an emergency?

What are your budget limitations? Do you have contingency funds to use in an
emergency or authorization from your funding agency to respond to disaster needs?

What special skills does your Volunteer Center bring? Do you have experience
working with people from varied cultural backgrounds? People of various ages?
Foreign language speakers? People with disabilities?
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SECTION

Getting Ready to Be Involved

Getting buy-in at all levels of your organization is essential if your disaster program
is to be effective. Employees, board members, and other volunteers all have key
roles to play in response, preparedness, and planning.

Leadership for the disaster planning process is critical for its success. Select a
coordinator to lead the effort and, if at all possible, an assistant coordinator. These
positions can be filled by paid staff, board members, or community volunteers. A
team of two or more has several advantages over a one-person effort: It provides
an expanded skill set to apply to the problems at hand; distributes the workload;
keeps team members motivated; and is a great way to involve volunteers.

The primary role of the coordinator/team is planning—developing the Volunteer
Center’s disaster plan and program over a period of time. But when a disaster
occurs, the coordinator/team must play a different role, that of activating and
managing the Volunteer Center’s response operations. In the latter role, the coordi-
nator/team will manage a larger response team made up of all Volunteer Center
employees and willing volunteers.

Assignment as disaster coordinator or team member should not be taken lightly.
Because the coordinator and team members will develop specialized knowledge
and skills in disaster preparedness and response, they must be ready to respond
when a disaster strikes, no matter how inconvenient. While the Center’s personnel
policies and response plan will spell out expectations for all staff, the disaster
coordinator/team will provide leadership for the response team and must be fully
committed to act.

One risk that Volunteer Centers face is turnover. Whether the coordinator is a board
member, paid staff, or community volunteer doesn’t really matter. The fact is, people
come and go. Prepare for this possibility by asking for and expecting frequent reports
and written documentation of plans, procedures, agreements, resource lists, etc.

Focus your efforts on getting buy-in from the highest-level decision makers in

your Center. These are most likely to be your board of directors and your executive
director. Once their backing is in place, ask for a board resolution affirming the
organization’s commitment.

Here are some hints on how to win top-level commitment for a disaster plan:

= Assess your Volunteer Center’s disaster planning needs.

= Assess the hazards and vulnerabilities your Volunteer Center faces.

= Evaluate the benefits to your Center, such as added visibility and an expanded
volunteer base.

= ldentify the resources you think you will need to successfully complete the
project and ideas of where you might access them.
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= Prepare a proposal detailing the project, explaining the hazards and vulnerabili-
ties, the scope of the project, your estimate of the resources needed and their
cost, and the reasons why you believe the project is necessary.

Volunteer Centers undertaking the building of such a plan and program may well
ask how it is to be funded. The reality is it may be difficult to get start-up funds and
communities vary greatly in resources and priorities. While some Volunteer Centers
have received financial support from a local United Way, community or corporate
foundation, local business, or service club, most have approached the task by
committing existing resources, primarily in the form of staff time. As your Center
faces this question, make the commitment to start and progress as quickly as time
and available funds allow.

Weigh the funding issue against the benefits to the Volunteer Center of having a
disaster plan and program. Chief among those benefits is the feeling of security that
comes from being prepared for any emergency. Many Centers find that working
together on disaster planning enhances teamwork in other areas of endeavor, and
the experience of helping one’s community recover from a disaster is a source of
tremendous satisfaction. Another benefit reported by Volunteer Centers is an
increase in their visibility in the community as a result of disaster planning or
response efforts.

The idea of any organization or entity trying to deal with a disaster
alone is not feasible. All the resources and creativity of a commumnity
must be brought into play in order to recover. Harnessing resources
and connecting people is what Volunteer Centers do best.

—Damon McLeese, City of Aurora (CO) Volunteer Center
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Step 1
Designate a Disaster Coordinator/Team

Many factors may influence who is assigned as the coordinator and assistant coordi-
nator. The size, organizational structure, and location of your Volunteer Center are
important considerations. The coordinator may be the Volunteer Center executive
director, another paid staff member, or a volunteer staff member. Keep in mind that
the coordinator will have the key role in the subsequent development of the
Volunteer Center’s disaster response plan. Depending on the size of your Center
and staffing availability, you may want to appoint additional members to the team.

] 1. Appoint a coordinator and an assistant coordinator.

Coordinator

Assistant Coordinator

[ ] 2. Develop formal job descriptions for each role established to ensure clear
responsibilities and lines of authority. A sample job description is provided
on the next page.

[ ] 3. Add additional team member names if desired.

[ ] 4. For Centers with more than one site, appoint a coordinator and assistant
coordinator for each site.
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Sample Job Description

Disaster Response Coordinator—The Disaster Response Coordinator may be a paid or volunteer
staff member. The coordinator is responsible for the overall development and maintenance of the
Volunteer Center’s disaster response plan. The coordinator’s responsibilities are categorized by
two situations:

Normal Volunteer Center Operations

In accordance with the guidelines set forth in this volume, develop the Volunteer Center’s
disaster response plan or, if applicable, review and revise the existing plan.

Acquire and maintain preparedness equipment and supplies.
Establish contacts with local emergency response officials and disaster relief agencies.
Establish contacts with local agencies that would need volunteers in disaster situations.

Maintain a volunteer resource inventory of local professional, corporate, and trade contacts;
connect groups with other disaster relief agencies for predisaster training and assignments.

Develop and send template press releases regarding volunteer needs in times of disaster to
newspapers, television stations, and radio stations.

Recruit volunteers to supplement paid staff for disaster response; train staff and volunteers for
disaster preparedness and response.

Disaster Response Operations

Activate the Volunteer Center’s disaster response plan.
Notify community emergency response officials when the Volunteer Center is ready for operations.

Make initial contact with other disaster response agencies in accordance with established memo-
randa of understanding.

Contact each listing in your professional, corporate, and trade volunteer resource inventory to
determine their availability.

Develop and maintain a list of volunteer service needs in agencies. Update the list frequently
and disseminate it to the personnel taking incoming calls from people wanting to volunteer.

Notify neighboring Volunteer Centers in accordance with established mutual aid agreements.

Maintain frequent contact with media sources to update information being disseminated to the
public regarding volunteer needs.

Debrief personnel and prepare final report.
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Step 2
Adopt a Resolution Committing the
Volunteer Center to Disaster Response

[ ] 1. Determine if your Volunteer Center's board of directors/advisory board has
adopted a resolution addressing the Center’s role in disaster response.

O] If yes, the disaster coordinator should review the resolution to determine
if it adequately expresses the goal of referring spontaneous nonaffiliated
volunteers in times of disaster.

[] If no, the disaster coordinator should recommend adoption of a resolution
or policy statement committing the Center to a disaster response function.

L] 2. Make this policy statement part of the disaster response plan records.

[ ] 3. Address personnel issues in disaster response operations, such as
extended working hours and compensation for overtime. Propose personnel
policy changes or additions as needed and request board approval.

Sample Board Resolution

Moved that the Board of Directors of the Volunteer Center of XXXXX hereby
resolves the following:

= The Volunteer Center is named in the XXXXX County Plan for Disaster Recovery
as the organization designated to refer spontaneous nonaffiliated volunteers to
agencies providing assistance in disaster recovery.

= The Volunteer Center Disaster Response Coordinator and the Assistant
Coordinator shall be paid at the regular salary rate for the time worked at the
Regional Recovery Center with compensatory time awarded as follows: One day
off for every week worked in disaster response operations. Note: This line item
is applicable only if the Disaster Response Coordinator and Assistant Coordinator
are paid staff members.

"
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SECTION

Joining Your Community’s
Disaster Response Team

Begin an inquiry into your community’s preparedness for disaster by finding out what
the local or state emergency response plan entails and how it utilizes volunteers.

Government agencies or departments, such as water and transportation services,
fire and police departments, are likely to have disaster contingency plans. A city or
state office of emergency services or civil defense office may be in place, as well.
A large city may have a detailed plan that addresses the following areas:

Definition of disaster/emergency

Command structure during emergency operations
Initial stage emergency response

Damage assessment

State/county disaster assistance

Federal disaster assistance

Coordination of humanitarian relief

Public information

Long-term recovery

A smaller community may rely on a more informal response network, including
a volunteer fire department and emergency response teams.

If there is a plan, who is responsible for its implementation? How often is it
updated? Who has copies? What is, or could be, the Volunteer Center’s role?

Some communities plan for emergencies with the assistance of a coalition known
as VOAD (Voluntary Organizations Active in Disaster). Others have developed
independent interagency coalitions for disaster planning and response. The Volunteer
Center should look for such a group, join it, and become an active member.

Your community, its hospitals, or military installation may have an annual disaster
drill. The Volunteer Center should participate.

Frequently the American Red Cross is the designated lead disaster response agency
because of its congressional charter to provide relief in time of disaster and its
agreements with local or state governments. Other organizations may play leader-
ship roles as well. Typically, such organizations convene other groups to develop
and maintain a community-wide disaster response plan.

Regardless of who takes the lead in disaster response, there is a role for many
volunteer-based groups, including neighborhood and civic clubs, congregations,
and human services organizations. After a major disaster, arts and literary organiza-
tions, schools, museums, and libraries may be closed. Their skilled volunteer
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coordinators could provide temporary, but invaluable, assistance in recruiting and
interviewing volunteers.

If the support of the volunteer community is not incorporated into an emergency
response plan, your Volunteer Center may wish to convene representatives of
various organizations, along with lead response agencies, to discuss a collaborative
effort that specifically incorporates volunteers in relief efforts. See “Planning for
Volunteer Needs” on page 36 for a list of responsibilities often taken on by volun-
tary organizations. Informally survey representatives before or during such a meet-
ing to find out what services each participating group can offer.

Don't forget to include local businesses and corporations in your planning,
especially those with active community volunteer programs. Their well-organized,
well-coordinated volunteer teams can assist in building relationships as well as
delivering services. Work through a corporate volunteer council or local chamber
of commerce to reach many companies at once.

Defining the Volunteer Center’s Role

Consider the most effective role for your Volunteer Center within the community
plan. Many Volunteer Centers expand their traditional volunteer recruitment and
referral role to assume a leadership position in coordinating a community’s sponta-
neous unaffiliated volunteer response during a crisis and as long as recovery
continues. Whatever its role, the Volunteer Center can provide tremendous support
to other agencies mobilizing and managing their own volunteers for disaster relief.

One of the questions likely to come up is whether your Center will send volunteers
to help people in their homes or businesses. Consider carefully, preferably in
advance, how your Center will respond to these requests. While many Volunteer
Centers manage direct service activities that may prepare them to assume such a
role, others do not. Consider also whether other agencies in the community are
better prepared to provide this kind of service and are willing to take it on. For a
fuller discussion of this topic and suggested guidelines from a Volunteer Center that
does refer volunteers to individuals, see page 55 in the Appendix.

Volunteer Centers may also be asked to take on roles that go beyond volunteer
mobilization, for instance, information and referral or management of donated
goods. Again, such decisions require careful consideration, preferably before a
disaster occurs.

Your Volunteer Center can play a valuable predisaster role by offering a workshop
for the staff of mental health agencies, child care organizations, adult daycare
facilities, animal care groups, and other agencies that need guidance in how to use
volunteer assistance during an emergency. Help them anticipate the effect of a
disaster on their program, how volunteers might help, and what volunteer skills
would be needed, including standardized job titles and descriptions. Establishing
a “common language” will help communicate effectively to the Volunteer Center
during a disaster. Such training could be offered in cooperation with the Red Cross
or other agencies with disaster expertise.



14

Ready to Respond

Consideration of the Volunteer Center’s role in disaster leads directly to concerns
about liability. Assuming your Volunteer Center’s disaster role is essentially the
same as its everyday role, chances are the appropriate risk management policies
and procedures are already to place. Check to see whether they are, and how they
will apply in a disaster situation.

If your Center takes on new roles in a disaster, additional steps may be required
to minimize the added risk. Read the following section for suggestions on risk
management for disaster volunteer programs. See also “Should Your Center Make
Referrals to Individuals?” in the Appendix on page 55.

Keeping Risks Under Control

When disaster strikes and volunteers flock to help, two potential calamities could
suddenly threaten your Volunteer Center: liability for harm caused by your volun-
teers and liability for injuries that volunteers suffer while helping. To minimize risk,
your Center should follow three simple steps: plan, train, and document.

By developing a detailed disaster response plan to guide your Volunteer Center’s
efforts during the next emergency, you will go a long way toward avoiding future
problems. Section |1l of this manual provides guidance on the steps you will need
to take to develop such a plan.

Keep records of training your Volunteer Center provides for disaster volunteers,
including when and what they have been taught, especially about safety proce-
dures. While your goal in dealing with disasters and volunteers should be to pre-
vent harm, it’s sensible to remember that your Center may be held liable for the
quality of its supervision and training.

Keep in mind that while most liability cases are settled without trials, defense can
be costly. Prepare your organization by having all agreements in writing. You can
help keep your defense costs down should a suit arise by having documentation
on every aspect of your operation readily accessible.

Assess and address the potential risks for each category of volunteers associated
with your disaster program, including pretrained volunteers who help staff during
disaster operations; spontaneous unaffiliated volunteers recruited after the disaster
to help staff your operations; spontaneous unaffiliated volunteers referred by your
Volunteer Center to other agencies for disaster work; and spontaneous volunteers
deployed by your Center to do disaster work in the community who may or may
not be managed and supervised by your Center.

In addition, you will want to determine how your state law regards the liability of
volunteers in emergency situations. Volunteer protection laws are designed specifi-
cally for volunteers undertaking their ordinary activities. Even if the volunteer is
exempt from liability, a claim can still be brought against your Volunteer Center.

It is also important to know whether volunteers are covered by workers’ compensa-
tion. If workers’ comp doesn’t apply—and it probably doesn’t—the Center may
want to investigate providing accident and injury insurance for volunteers. In any
regard, you should be able to advise your volunteers about their coverage.
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Risk management requires more than just reviewing your insurance needs. It is an
important management tool for helping you review your operation and keep it
under control. Understand your Center’s risk management guidelines and how they
would apply in disaster situations. For more information on risk management for
volunteer programs, obtain a copy of Mission Accomplished: A Practical Guide to
Risk Management for Nonprofits (see page 17, bottom, for source information). And
by all means, have your plans reviewed by a risk management expert.

Strengthening Relationships with Other Organizations

Once nonprofit and other groups agree on their roles in disaster response—always
in collaboration with local government and lead disaster response agencies—a
memorandum of understanding can be prepared. It will provide important docu-
mentation that prevents duplication of efforts, closes gaps in service, and con-
tributes to smooth delivery of aid to those in need. See sample Memorandum of
Understanding on page 19.

A typical memorandum includes the following:
Purpose
Definition of disaster
Method of cooperation—preparedness and response
Activation procedures
Cost recovery/reimbursement of disaster-related expenses

An important aspect of your agreement is determining in advance how to work with
the media. In the event of disaster, the public should receive correct and consistent
information about where and how to volunteer. To avoid conflicting messages, only
one person from each agency should talk to the media. Consider appointing a joint
public information officer to speak for all response agencies. See Step 11 for more
information on this topic.

Disaster preparedness not only brings out the opportunity for more
collaborations, it identifies key players in problem solving and
community building.
—Sherry Mitchell,
George W. Romney Volunteer Center, Detroit, Ml
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Step 3
Become Part of Your Community’s
Disaster Response Plan

Your city or county should have an emergency operating plan and an emergency
management official responsible for the plan. Plans for communities vary widely,
depending on size, location, degrees of need, and available resources. Review your
community’s plan to determine if and how extensively the management of volun-
teers is included in the plan.

It is possible to have agreements with different levels of government concurrently.
For example, if you are county-based, you may want to have agreements with both
your county government and the cities within it. Start with the largest entity that
corresponds to your Center’s geographical area and develop an agreement. Then,
if appropriate, use that document as a model for others.

L] 1. Identify your community's emergency management official.

Name
Address

Phone #

(office, home, mobile, pager)

E-mail Address

[ ] 2. Contact the emergency program official and set up a meeting to introduce
yourself, discuss the background of your Volunteer Center's disaster pro-
gram, and obtain a copy of the community's emergency operation plan. If
the community does not have an emergency operating plan, recommend
establishing one.

Note: The absence of a community disaster response plan does not preclude
the continuation of your Volunteer Center plan development and implemen-

tation. On the contrary, it gives you an excellent opportunity to provide input
in the development of a well-defined community disaster response plan that
avoids duplication of effort and facilitates productivity.

[ ] 3. Review your community's plan to determine if it specifies a role for
volunteers.

[] If it does, determine how the Volunteer Center can complement the plan
with regard to mobilization of spontaneous unaffiliated volunteers.

[] If it does not, recommend to the emergency program manager that the
plan be amended to formalize the volunteer effort and include a role for
the Volunteer Center.
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Step 4
Delineate Volunteer Center Role
and Manage the Risks

It is of critical importance that the Volunteer Center’s disaster role and function

be clearly understood by the Center staff, agencies, and the community in general.
Some Volunteer Centers perform primarily as a volunteer referral agency while
others, with the help of volunteers, provide direct services to community residents.
Because Volunteer Centers function within the context of their own unique commu-
nities, each Center should define its disaster role based on its community’s needs
and adopt appropriate policies and procedures.

Obviously, in the aftermath of a disaster, the volume, pace, and intensity level

of operations are going to be significantly greater than normal, underscoring the
importance of focusing on the Center’s mission: mobilizing volunteers to meet
community needs. It is critical to ensure that all concerned parties are aware of the
Volunteer Center’s role in disaster response. Stay in the business you are in. Don't
try to be all things to all people.

Concerns about liability are heightened for most of us when planning for and
responding to disasters. The best approach is to determine what risk management
components are already in place, how they will apply during a disaster, and
whether additional steps need to be taken.

] 1. Decide what your Volunteer Center will and will not do in disaster response.
Develop your list to apply to your Center and community. Create a written
summary and distribute copies to Center staff (paid and unpaid) and all
concerned agencies. A sample from a Texas Volunteer Center is included
in the Appendix, page 57.

] 2. When memoranda of understanding are being established with other
agencies, always include a disclaimer releasing the Volunteer Center from
selected responsibilities regarding referred volunteers. This may seem
superfluous, but having the statement in writing helps ensure that customer
agencies are aware of the Volunteer Center's function. Example: The
Volunteer Center is not responsible for screening, verifying credentials,
training, or recognizing volunteers being referred to the Red Cross.

[] 3. Adopt appropriate risk management policies and procedures. Obtain a
copy of Mission Accomplished: A Practical Guide to Risk Management for
Nomnprofits. This book and other publications on liability and risk management
can be obtained from the Nonprofit Risk Management Center,

1001 Connecticut Ave., NW, Suite 400, Washington, DC 20036-5504.
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Step 5

Establish Cooperation Agreements with Local
Disaster Response Agencies

Because of its congressional charter to provide mass care in time of disaster and its
agreements with local or state governments, the American Red Cross is often the
designated lead voluntary disaster response agency. The Salvation Army and other
agencies may also play leadership roles.

L1,

Contact the directors of local units of disaster relief agencies. Explain the
role of the Volunteer Center and the status of your disaster response plan.
Describe how the Volunteer Center could enhance the overall relief efforts
by coordinating the unaffiliated spontaneous volunteers. It is most important
to clarify that the Volunteer Center’s goal is to streamline volunteer coordina-
tion and avoid duplication of effort. The number of spontaneous unaffiliated
volunteers who arrive at Red Cross or Salvation Army relief sites in the
aftermath of a disaster may exceed the needs of these agencies. Rather
than turning the volunteers away, the agencies can direct the volunteers to
contact the Volunteer Center, which may know of an area where volunteers
are needed. Likewise, if the disaster relief agencies do need volunteers for
a particular project, they can contact the Volunteer Center as a source.

Local Disaster Relief Agency Contacts:
American Red Cross

Salvation Army

Convene representatives of the various organizations involved in emer-
gency response, including lead community and volunteer agencies, to
discuss collaborating to incorporate spontaneous unaffiliated volunteers
in relief efforts.

Draw up a memorandum of understanding (MOU) with each of the lead
disaster response groups to pledge your mutual support in disaster relief.
A sample is provided on the next page.

Agency/Organization Date MOU Signed

American Red Cross

Salvation Army




Purpose

The purpose of this memorandum of understanding is to establish a working relationship between
the Volunteer Center and . It suggests a pattern by which we may coordinate our personnel
and service facilities, and provides a broad framework for the cooperation between the organiza-
tions in time of emergencies and disasters. The outcome of the cooperation between the two
organizations is the expeditious recruitment, assignment, training, and recognition of volunteers
for our service area.

Definition of Disaster

A disaster is an occurrence such as a hurricane, tornado, storm, flood, high water, wind-driven
water, tidal wave, earthquake, drought, blizzarouildersnteers -34.346 -1.1collapseignmensport coopewuake, dr3
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Step 6
Become a Member of VOAD
or Other Interagency Planning Group

To be a player in the disaster arena, you need to build relationships, understanding,
and trust. Interagency coalitions are the perfect vehicle for achieving this goal.
Especially if your Volunteer Center is new to disaster work, consider the value of
maintaining steady attendance at meetings. A year’s worth of regular participation
during peacetime can save time and improve response capacity during a disaster.

As part of disaster preparedness planning, many communities have formed a
coalition known as Voluntary Organizations Active in Disaster (VOAD). The VOAD
mission is to foster more effective service to people affected by disaster through
cooperation in mitigation and response and avoidance of duplication of effort.
VOAD is not an operational organization in and of itself. Rather it is a coalition of
various volunteer organizations with formal disaster response plans. These organi-
zations share with each other information about their capabilities, resources, and
special areas of expertise.

Local VOAD groups are linked through their affiliation with State VOAD chapters,
and State VOAD:s are affiliated with National VOAD (NVOAD). VOAD is organized
primarily around statewide and U.S. Territory chapters, of which there are 49.
National members include the American Red Cross, the Salvation Army, Lutheran
Social Services, Catholic Charities, Church World Service, and many other groups
(see Appendix, page 58, for complete list). The Points of Light Foundation has been
a member of NVOAD since 1994.

Many communities have formed local interagency coalitions based on models other
than VOAD. Their membership includes major response and relief agencies as well
as community-based organizations. These coalitions may have funding and paid
staff whereas typically VOADs do not. Like VOADs, these groups offer Volunteer
Centers the opportunity to learn more about the roles, capacities, and resources of
other disaster agencies and to become more connected to the community’s
response network.

L] 1. Determine if your community or state has a VOAD. If it does, contact the
chair, become a member, and attend all meetings.

Community VOAD Chair

Contact #
(office, home, mobile, pager)

E-mail Address
State VOAD Chair
Contact #

(office, home, mobile, pager)

E-mail Address
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2.

If VOAD is not active in your local area, determine if there is another intera-
gency coalition devoted to disaster response planning. If so, contact the
chair, become a member, and attend all meetings.

Interagency Chair
Contact #

(office, home, mobile, pager)

E-mail Address

21
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Once you have evaluated your Volunteer Center’s strengths and resources and your
community’s capacity to respond to an emergency, you are ready to tackle a written
plan. A number of considerations will influence the shape of your plan and the
scope of your Center’s response.

The extent and type of disaster, of course, determines the level and method of
response required. Consequently, in any planning process, it is important to consider
the many circumstances that could trigger the need for emergency action. A partial
list includes:

Blizzard

Building collapse
Chemical spill or industrial accident listceionny of sdisa
Earthquake

Explosion

Fire

Flood

Hurricane

Nuclear accident
Tornado
Transportation accident

Your geographical region may have a gr
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What if your Center needs to be evacuated? \What procedures are in place for
protecting people and getting them out safely? How will valuable equipment and
irreplaceable records be protected?

Is your Center prepared to operate in the face of contingencies?\What happens if
power or phone service is lost? What is the plan if your facility is uninhabitable or
inaccessible?

Is there a plan for communicating with the media? |s there a media list to facilitate
contacts so you can publicize your operations? Is there an identified spokesperson
for your Center who can respond to inquiries from the media?

What is your Center’s plan for mobilizing disaster volunteers? Are there procedures
for identifying and updating community needs? What forms will be needed? How
will you handle “problem” calls?

Planning for disaster response is easier, and the results better, when tasks are
shared. Consider inviting staff from other disaster relief agencies, local emergency
managers, and directors of corporate volunteer programs to plan with you.

A disaster may someday challenge your Volunteer Center to the full extent of its
capacity. Advance preparation, a well-drawn plan, and a committed team with
broad community support will go a long way toward making your response
effective and productive.

By following the steps in this section and capturing the results on paper, you will
have completed most of the essential elements of your Volunteer Center’s response
plan. For suggestions on how to organize the material, there are two sample
Volunteer Center disaster plan outlines on pages 59 and 60 of the Appendix.

While not addressed in this manual, your Volunteer Center may also wish to con-
sider its response to other kinds of community emergencies, such as a riot or public
health crisis.

Note: From this section forward, unless noted otherwise, the word staff will refer
to the Volunteer Center’s disaster response team encompassing both paid and
unpaid disaster workers. To reiterate a point made in Section | of this manual, while
only one or a few people may serve on the disaster planning team, it is assumed
that all employees and trained volunteers will serve on the Center’s disaster
response team.

Whether the service is repairing damaged homes or businesses, feeding
neighbors in need, or using their skills and talents for computer work,
connections, confidence and a feeling of community will be the results
of being prepared for a disaster.

—Mary K. Hall, Dare Voluntary Action Center, Kill Devil Hills, NC
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Step 7

Develop a Disaster Response
Activation Checklist

Once the Volunteer Center has determined its role within the community disaster
response plan, a step-by-step response plan should be developed, beginning with
a Volunteer Center disaster response activation checklist.

o1,

Decide how and when your Volunteer Center will activate. Identify who can
make the decision and what the possible “triggers” might be, including the
occurrence of a disaster significant enough to cause damage in your area;

a warning of an impending major disaster; declaration of a local emergency;
an official request from your local emergency management official or the
American Red Cross.

Establish a mechanism such as a “phone tree"” or call-up list for alerting
volunteers and employees in the event of a disaster (see sample on page
61 of the Appendix). This list should include names, addresses, and
24-hour telephone and fax numbers. Alternates should be listed in case
primary personnel are not available.

Distribute the list to all Volunteer Center personnel to keep at home or in
an alternate location in the event they are off site when a disaster strikes.

In case telephone service is interrupted, establish a backup activation plan
such as the following:

If a disaster occurs during working hours, all personnel who are not on-site
should report to the Center immediately or as soon as feasible. All personnel
already on-site should remain there.

If a disaster occurs during nonworking hours, team members should report
to the Center within four hours.
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Step 8
Prepare Volunteer Center
Personnel and Facilities

Volunteer Centers that intend to play a disaster response role need to be sure that
staff members are as prepared as possible, at home and at work. Each employee
and key volunteer should have a family disaster plan that includes a cache of
emergency supplies, a home evacuation plan, including an alternate place for
family members to meet, and an out-of-area contact who can relay messages. These
precautions will increase the chances of your staff being able to remain at work or
to return to work sooner.

Check with local disaster relief agencies for community disaster education materials.
There are many excellent publications and videos available on personal and
family preparedness.

Staff should also have smaller, portable disaster kits in their cars or alternate loca-
tions. The car kit should contain, at a minimum, water, a small first aid kit, and a
flashlight and batteries. Other useful items include a change of clothes, comfortable
shoes, moist towelettes, a toothbrush, and other personal care items.

As you plan for the full range of disaster situations, a primary concern of your
Volunteer Center should be its ability to remain functional. Ask yourself, What kind
of supplies and equipment would we need in the wake of an earthquake? If a
hurricane were imminent? In the event of flooding? If we were stuck at the Center for
three days? The Red Cross has many resources to help you answer these questions.

As with any office, plan to keep heavy-duty flashlights and extra batteries on hand,
at minimum. Consider potential needs for other supplies and equipment—extra
water, food, sanitary supplies, tools, emergency first aid kit. People may be required
to stay in the office overnight or even for a few days, so it's advisable to keep at
least some basic supplies on hand.

Your office may be destroyed or inaccessible, so lists of volunteers and employees,
with addresses and phone numbers, should be in the hands of all supervisors.
Create and store a Go-Kit (office in a box) so you can quickly set up operations in
an alternate location.

Duplicate sets of accounting records and essential computer programs and data
should be stored off site, in two separate locations, if possible. Be sure to include
disaster files, such as a database with agency information or list of disaster volun-
teers. Develop a system for updating information that needs to be current. If you
have a laptop computer, keep your disaster files on it and have it ready to go in
case you need to move to another location.

Hint: Many of us put off assembling supplies and otherwise preparing our homes
and our workplaces for disaster. Use humor and other motivational tools to inspire
staff to cooperate.
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O

Ask each staff member to develop a family response plan (American Red
Cross has information on how to do this).

Ask each staff member to assemble and maintain a portable kit for the car
or other accessible location.

Keep a supply of flashlights and batteries on hand in the office.

Keep a supply of large heavy-duty plastic bags and waterproof tape on hand
so equipment such as computers and filing cabinets can be protected from
water damage.

Make a list of other supplies and equipment needed; then acquire, and
store them.

Prepare duplicate documentation of important records and keep them
stored in a remote location.

Develop and maintain a routine for refreshing preparedness items that have
a shelf life—certain medical supplies, water, batteries, etc.

Create and keep ready one or more Go-Kits (office in a box) for operations in
an alternate location. See page 62 of the Appendix for a sample Go-Kit
contents list.



Disaster Preparedness and Response for Volunteer Centers

Step 9
Develop a Volunteer Center Evacuation Plan

One of the most important aspects of preparing for disaster response is developing
a customized checklist for evacuating the Volunteer Center office spaces. Its prima-
ry purpose is to protect the health and safety of those on the premises (including
visitors and other non-staff) but consideration should also be given to preserving
important records and equipment. In all circumstances, human safety must come
first, and property protection or salvage second.

While the following list identifies a number of areas of concern for safeguarding
Volunteer Center personnel, facilities, and equipment, it is by no means all-inclusive
or applicable to every location. Key differentiating factors will include the part of
the country you are in and the types of hazards most likely to happen there,
whether your Center owns or rents its space, and whether your facility is self-
contained or in a building with other tenants. Evaluate your Center’s vulnerabilities
and develop your evacuation plan accordingly.

[ ] 1. Assign individuals and backups to specific preparation and evacuation jobs,
including directing visitors and other non-staff.

L] 2. Identify who in your building is responsible for shutting off power and water
supplies and for other facility preparations.

] 3. Display office and building evacuation routes.

[ ] 4. Identify perishable irreplaceable records, materials, and merchandise
and prepare to safely store and waterproof them, or move them off site
if appropriate.

[ ] 5. Identify a location in the building where mobile equipment and files may
be moved to protect them from wind or rain damage.

L] 6. If appropriate, see that storm shutters are installed or have thick plywood
cut to fit outside windows with permanent attachments for easy installation.
Water damage from blown-out windows is a major source of loss.

[ ] 7. Post shutdown and evacuation procedures in a conspicuous and easily
accessible area.

[ ] 8. Ensure all personnel are familiar with preparation and evacuation proce-
dures. Brief new staff (paid and volunteer).

L] 9. Identify a location where staff should meet following an evacuation; post
the information.

] 10. Ensure that staff cooperates with authorities and complies with the
community’s evacuation safety requirements.

2]
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Step 10
Establish a Contingency Plan
for Volunteer Center Operations

A vital consideration in a Volunteer Center’s disaster preparedness plan is how
to operate in the face of contingencies, such as loss of Center facilities, electrical
power, or phone services.

Plan in advance for contingency locations for Volunteer Center operations. Estimate
needs for square footage, phone lines, and other amenities. Businesses, shopping
centers, and community foundations may be willing to donate space in an emer-
gency. Local governments and the Red Cross may offer assistance in identifying
suitable locations. Solidify the arrangements with a written agreement.

Advance planning should address the demand for emergency communications. A
community can typically expect a three-day telephone outage after a major disaster,
so the Volunteer Center needs to consult with the telephone company about
priority status for re-establishing communications and other options, including
establishing an emergency 800 number, call forwarding, or voice mail.

Cellular phones are increasingly popular; their popularity, however, can result in
overcrowded frequencies. Pagers, too, are becoming indispensable tools for those
who must respond to emergencies. If your Volunteer Center invests in one or more
cellular phones and/or pager