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Section 1: Determining Facilities

To open shelters for people displaced by a disaster, jurisdictions need accessible buildings with adequate space. These buildings can be government owned, leased/purchased, or donated. Regardless of the shelter location or type, an agreement must be in place. 

This section includes the following topics:
1.1 Beginning Facility Identification
1.2 Types of Shelters
1.3 Developing Shelter Sites
1.4 Criteria for Selecting Shelter Sites
1.5 Shelter Population Demographics
1.6 Use of Parks as Non-Traditional Shelters

1.1 Beginning Facility Identification 

There are many disasters, large and small, that may result in the need to establish sheltering operations. Before getting started on selecting your facility locations and creating your sheltering plan consider the following:

	Licensing & Other Regulations
	Determine any state or local sheltering regulations and requirements for emergency shelters.

	Understand Programs & Agreements Already in Place
	Shelter Operations are often performed by Community-Based Organizations (CBOs), such as the American Red Cross. Jurisdictions should discuss preidentified locations with partners when adding or adjusting shelter locations.

The local jurisdiction is ultimately responsible in determining its sheltering capabilities and needs. 

	Understand Shelter Population Demographics & Needs
	It’s important to understand who is most likely to use sheltering services following an incident. 

These assumptions will guide the types of services needed (i.e., translation/communication services) as well as locations of shelters within your jurisdiction.

	Understand Area Threats & Hazards
	Understand the threats and hazards that are most likely to occur in your area. Determine the likely number of people impacted following an incident, as well as their likelihood of needing shelter.


 


1.2 Types of Shelters

Following and incident several types of shelters can be activated based on the impact and needs of the community. 


	TYPE OF SHELTER NEEDED
	INTENT/PURPOSE OF THE SHELTER
	SPACE CONSIDERATIONS
	SANITATION CONSIDERATIONS
(Per Day)
	FEEDING AND LOGISTICS SUPPORT 

	
Temporary Evacuation Points
	A safe staging area utilized for durations typically of several hours for populations that will be or have been displaced by an incident or event.
	May be open spaces—not controlled or defined facility areas.
Examples: Parks, commercial/public facilities, parking lots.
	· 1 toilet per 40 persons.
· Hand wash sink – 1 per – 120 persons.
· 30-gallon trash container with lid/plastic liner is recommended per 10 persons.
	Sufficient food supply and logistics support to provide snacks, hydration, and sanitation for population.

	
Emergency Evacuation Shelters
	A safe congregate care, environmentally protected facility utilized for durations typically not to exceed 72 hours by populations displaced by an incident or event.

	20 square feet per person (dormitory area).
	· 1 toilet per 40 persons.
· 1 shower per 72 persons.
· 1 handwashing sink per 20 persons.
· 5 lbs. dry waste disposal capability per person.
· 1.5 gallons of sewage disposal capability per person.
	Sufficient supply and area to feed population using two shifts (seating) per meal, serving two meals plus snacks/hydration to each person per day.

	
Standard/Short Term Shelter
	A safe congregate care, environmentally protected facility utilized for durations typically not exceeding 2 weeks by population displaced by the incident/event.
	40 square feet per person (dormitory area).

Additional space will be required for individuals with disabilities and other access/functional needs.
	· 1 toilet per 20 persons.
· 1 shower per 25 persons.
· 5 lbs. dry waste disposal capability per person.
· Laundry capabilities meet demands of 33% of the shelter population.
· 1.5 gallon of sewage disposal capability per person.
	Sufficient supply and area to feed population using two shifts (seating) per meal, serving two meals plus snacks/hydration to each person per day.

	Long Term/Mega Shelter

(The focus of this kind of shelter is not the number of people sheltered, but on the need for additional or supplemental services)
	A safe congregate care, environmentally protected facility utilized for durations typically longer than two weeks for populations displaced by an incident or an event.


	60-80 square feet per person as need (dormitory area).


	· 1 toilet per 20 persons.
· 1 shower per 25 persons.
· 1 handwashing sink per 20 persons.
· 5 lbs. of dry waste disposal capability per person.
· Laundry capabilities meet demands of 33% of the shelter population.
· 1.5 gallons of sewage disposal per person.
	Sufficient supply and area to feed population using two shifts (seating) per meal, serving two meals plus snacks/hydration to each person per day.










	TYPE OF SHELTER NEEDED
	INTENT/PURPOSE OF THE SHELTER
	SPACE CONSIDERATIONS
	SANITATION CONSIDERATIONS
(Per Day)
	FEEDING AND LOGISTICS SUPPORT CONSIDERATIONS

	
Extreme Weather Day Center
	A safe congregate, environmentally protected facility utilized during the day to provide resources, respite, and information. 
	20 square feet per person.


	· 1 toilet per 20 persons.
· Handwashing sink – 1 per- 120 persons.
· 30-gallon trash container with lid/plastic liner per 10 persons.
	Sufficient hydration, and sanitation for the population.

	Overnight Extreme Weather Center
	A safe congregate, facility utilized during the evening to provide resources, respite, and information. 
	40 square feet per person.
	· 1 toilet per 20 persons.
· Handwashing sink – 1 per- 120 persons.
· 30-gallon trash container with lid/plastic liner per 10 persons.
	Sufficient snacks, food, hydration, and sanitation for the population.

	Open Space/Non-Traditional Shelter (NTS)
	An open area, such as a park, used as sheltering spaces. While the shelter may be taking place in an open space, all the amenities and services provided in an enclosed shelter are expected with the goal of moving people to enclosed shelters as space becomes available.
	In general, enclosed shelter specifications apply. However, this is dependent upon the model the city chooses to use (provide large community/event tents) versus individual tents.
	· In general, enclosed shelter specifications apply. However, these specifications are largely dependent upon the showers/water sources obtained, servicing/dumping of toilets and shower water, etc. Obtain recommendations from service vendors.
	Significant logistical support and set-up is needed to create the necessary infrastructure (i.e., electricity, sanitation, cooking, security, etc.) and should be considered a last resort. It also requires much work to negate environmental health issues.





1.3 Developing Shelter Sites

Work with community partners to identify and survey local facilities that may be used to shelter persons in a disaster. At a minimum, each city needs its own list or inventory of shelter facilities with basic facility data on (1) capacity, (2) bathrooms, (3) ADA Accessibility, and (4) Floor Plans.

Examples of Potential Shelter Sites

1. Public & Private School Buildings
· School gymnasiums and large multipurpose rooms are ideal for sleeping areas.
· Union organizing facilities, available commercial spaces.
· Civic or community organization buildings.

2. City-Owned Facilities
· Community Centers, Senior Centers, Recreational Facilities, vacant government spaces or Auditoriums.

3. Congregations
· Churches, temples, synagogues, or other privately owned facilities.


Primary & Secondary Sites

When selecting and opening your shelter sites, local jurisdictions may decide to designate primary and secondary shelter sites.

Primary Sites. Primary sites meet most of the criteria identified. They can handle the expected number of shelter residents and are accessible for persons with disabilities (e.g., a person using a wheelchair can enter the facility and access all service areas—eating, sleeping, bathroom, showers, etc.). Primary sites should receive primary status when there is a need to open disaster shelters. 

Secondary Sites. Conversely, secondary sites do not meet all the criteria in the following section, yet they may be advantageous for neighborhood-based sheltering and with some modifications can fully accommodate all individuals.

Planning Considerations for Disaster Facilities

As you develop your plan and designate your shelter facilities, use the Shelter Facility Survey form to assess the facilities and determine any action required to open the shelter. The survey will guide you through assessments in several areas, including:
· Sufficient number of toilets for projected number of residents
· Sufficient parking for all projected activities at the facility
· Properly working heating and ventilation systems
· Electricity
· Sufficient floor space and areas for administration, dormitory, storage, food preparation and/or serving canteen and recreation.
· Accessibility and usability by clients and staff with disabilities

1.4 Criteria for Selecting Shelter Sites

When surveying locations as potential shelters, it is recommended that you do this in connection with the whole community, completing the Shelter Facility Survey and create the necessary MOUs with the building owners, if necessary. It is recommended that shelters be evaluated and designated in advance of a disaster. 



	Considerations
	When seeking and identifying possible shelter facilities, your jurisdiction Threat Assessment should be consulted to ensure sites selected are in relatively low impact areas and still accessible to the general population. For example, avoid designating shelters along a road or bridge that has been identified as unstable following a disaster or, if prone to severe earthquakes, avoid shelter locations in liquefaction zones. 


	Participation of External Partners
	Include external partners in the facility survey. Government partners and Community Based Organizations with expertise in such areas as disabilities and sheltering can be very helpful in assessing the suitability of potential shelters.




1.5 Shelter Population Demographics

Following a major disaster with significant impacts, a percentage of the population (10-15% of those affected) will need shelter. While many individuals will shelter with friends or relatives, stay in hotels, camp in their backyard, or even sleeping in their vehicle shelters are still needed. Individuals who sleep elsewhere, may still use shelter services for meals and obtaining information. 

Variables or Predictors of the Shelter Population

Two factors strongly influence the likelihood of persons seeking public shelter during a disaster.

1. Income—Lower income persons are much more likely to seek shelter following a disaster. Past disasters have shown that low-income families are much more likely to seek public shelter in a disaster if their homes are red-tagged or yellow-tagged, versus moderate- or upper-income families.

2. Household type—Residents from multifamily homes are more likely to seek shelter. 


Demographic Implications for Care & Shelter Plans

Past disasters have taught us that persons seeking public shelter have few options or alternatives (i.e., lack financial resources and a social network). 

· Estimate Demand. The shelter care and demand can be estimated using population income, types of housing, number of people in types of housing, etc. to help with logistical planning for care and shelter operations (i.e., to determine the required number of shelter facilities and number of supplies).

· Census. Look at the most recent information to determine additional population demographic information, such as elderly populations. If there is a large percentage of residents who speak a language other than English, plan accordingly.

· Commuters and Tourists. In certain jurisdictions commuters and tourists may contribute to an increase in shelter population are non-resident populations (commuters and tourists).

· Long-Term Needs. As disaster response winds down and recovery begins the remaining shelter population is generally persons with the fewest resources and greatest need for long-term housing and social services.


1.6 Use of Parks as Non-Traditional/Open Space Shelters

The use of Non-Traditional/Open Space Shelters, such as parks, have been used in recent history following catastrophic events such as, the Northridge Earthquake (1994), Hurricane Katrina (2005), California Wildfires (2007), Hurricane Ike (2008), American Samoa Earthquake and Tsunami (2009).

However, to accommodate large numbers of displaced persons in parks requires a significant amount of work to create the necessary infrastructure (i.e., electricity, sanitation, water, cooking, security, etc.) along with the public health implications (i.e., pestilence, contamination, disease), its strongly encouraged that this option be used a last resort. 

*An example is included in the Additional Resources: Non-Traditional/Open Space Shelter *
5





2







Section 2: Planning to Meet Disaster
			  Shelter Needs

Aside from the actual facility, the next most critical component to shelter operations is planning for meeting the basic needs of shelter staff and their residents. While public shelters (at a minimum) are required to provide occupants with a safe place to sleep along with some provisions for food, shelters have the challenge of trying to meet a diversity of human needs. It is important to discuss with the whole community sheltering needs and tailer plans to meet those needs. 

2.1 Organizing a Shelter Operations Team
2.2 Personal Preparedness for Shelter Staff
2.3 Food Services
2.4 Healthcare Services
2.5 Mental Health Services
2.6 Transportation Services
2.7 Social & Personal Needs
2.8 Animal Services
2.9 Volunteers
2.10 Safety & Security
2.11 Information Services


2.1 Organizing a Shelter Operations Team

Aside from the actual facility, the next most critical component to operating a shelter is the Shelter Team.

Shelters are staffed by shelter teams. The size and the composition of the shelter team is dependent upon the type of shelter and the number of individuals in the facility. 

Staffing Chart

[image: ]
Core Functions

Core Functions are the basic functions/standard activities of a shelter. These functions include:
· Shelter Management
· Client Registration
· Dormitory Management
· Feeding/Meal Service
· Healthcare Services
· Mental Health

In smaller shelters one shelter worker may fill multiple positions. For example, dormitory workers can be used for feeding/meal service or for registration.

Additional Functions

Additional Functions may increase or decrease with resident populations and/or with the diverse needs of residents.

	FACILITY/LOGISTICS SUPPORT FUNCTIONS
	RESIDENT SERVICES & SUPPORT FUNCTIONS

	· Janitorial/Waste/Sanitation Services
· Logistics Support
· Security and Building Access
· Information & Technology
· Building Maintenance 
· Parking & Traffic Control
· Donations & Volunteer Management
	· Childcare/Respite Services
· Household Pet
· Spiritual Care
· Access Control/Security
· Shelter Population Liaison/Communications
· Laundry
· Transportation Services



Shelter Management Team

The formation of a shelter management team should be conducted before an event.  The focus of this team should be on identifying and training those who would work as shelter managers and then working towards other positions involved. It is imperative that shelter managers receive annual training to stay current on position responsibilities.

Below is a sample organizational chart.
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2.2 Personal Preparedness

Each person on the shelter roster/team needs to be responsible for their own personal disaster preparedness. As shelter workers, employees must have a self and family preparedness plan in place. Without being prepared at home, one cannot effectively serve in shelter operations. 

At a minimum, individual preparedness should include the following:
· An Evacuation Plan.
· Family Communications Plan, including and out-of-state contact.
· Two weeks ready (enough supplies to last two weeks at home).


2.3 Food Services

Shelter staff must ensure that food, provisions, and an ordering system are in place to feed shelter residents. This will require a close working relationship with the EOC. Feeding options may vary depending upon the size, type, and impact of the disaster, as well as the availability of resources.


Planning Considerations

· Option One – Catered or Fast Food. The simplest strategy for feeding the shelter population is to have food catered or brought from the outside.

· Fast Food Outlets—Given the need for quick action following a disaster it may be easiest to initially use 24-hour restaurants or fast-food outlets for obtaining meals for shelter residents. As sheltering operations continue fast food should be phased out of the feeding plan.

· Restaurant Caterers—Identify local commercial suppliers, restaurants, catering companies, hotels, etc. and make pre-planned arrangements for suppliers to provide meals to persons in shelters.

· Institutional Suppliers—As needs grow the option of institutional suppliers of food may be necessary. This decision will come from the EOC.

· Option Two—Designate a Central Kitchen. An alternative strategy a jurisdiction can take is to designate a, central institutional to prepare and provide meals for each shelter currently operating. 

· Option Three –On Site Meal Preparation. A third strategy is to prepare on site meals.

· Cafeteria Staff—If a school is used for the shelter facility, care and shelter personnel may have the use of food services staff who normally operate the cafeteria.

· Food Preparation & Cleanup Volunteers—Shelter residents can also assist as part of food preparation, serving, and clean-up crews.

· Basic Menu Planning Tips—Plan menus for the food available. Use perishable foods first. Prepare sufficient amount of food to provide for all of the residents at the shelter and those coming in for meals.

· Meeting Special Diet Needs—Consider special dietary needs, including ethnic, vegetarian, gluten-free, religious food restrictions, mechanical soft chew, and infant/child considerations. Strive to meet as many special diet requests as possible, and work with the EOC as necessary.


It’s important to note that the Shelter Team will need to collect information regarding dietary requirements and communicate the number of people with those requirements to the EOC in order to obtain the appropriate meals. 

2.4 Healthcare Services

Given that healthcare issues will arise, shelter facilities must provide access to adequate healthcare services and understand local/state liabilities and scope when administering or providing aid. 


Planning Considerations

A. First Aid—Shelter workers must plan to have basic first aid assistance available at the shelter. This may include creating contracts with local first responders before an event.

B. Role of County Public Health Department—Shelter staff should plan in advance with County Public Health around how to prevent and mitigate potential health issues.

· Health & Sanitation Inspections—To provide periodic health inspections of the shelter, including a sanitary inspection.

· Public Health Nurse/Medical Reserve Corp./First responders—To provide public health nursing services to shelter residents.

· Prevent Communicable Disease—To monitor/evaluate the health status of the shelter population and prevent the spread of communicable disease.


C. Prescription Drug Management—Some persons within the shelter will have very individualized medication regimens that cannot be interrupted without consequences.

· Medication Storage—Plan for the storage of medications; refrigeration is required for some medications (e.g., insulin, HIV antibodies, and some antibiotics). Medications need to be secured in an area that is accessible to the individual at all times.

· Prescription Refills—Plan for the need to obtain or refill medication prescriptions; establish a vendor agreement with local pharmacies and clarify how to obtain medications post-disaster. 

· Documentation—Plan for and establish a process to maintain all health records and health incidents and the actions taken.

2.5 Mental Health Services

The mental health impact of disasters ranges from emotional stress and anger to severe trauma and depression. The potential for drug and alcohol abuse often increases. Mental health support for shelter residents, as well as staff, is very important in helping people to cope with their losses and begin the recovery process. 

Planning Considerations

A. Enlist Mental Health Counselors—Plan to work with the EOC to obtain qualified personnel to provide counseling and support disaster victims with their emotional needs. 

B. Organizing Additional Support

· Debriefing Sessions—Shelter workers will also experience additional stress and may need opportunities to share their feelings and to realize that their particular reactions are not abnormal.
· Children—Children will need activities to help them express their feelings about the disaster. This could include drawing, clay modeling, etc. Special training is often needed to manage children, work in you jurisdiction to understand local requirements.

2.6 Transportation

During a period in which the shelter is operating, some persons will require transportation to the shelters, to work, and/or from the shelter to medical and other appointments. 

Planning Considerations

A. Coordination with the EOC—Shelter personnel must plan to work closely with the EOC to provide transportation resources for shelter residents. In addition, work in advance with the individuals responsible for EOC operations to understand their transportation plans and how they plan to service shelters.

2.7 Social & Personal Needs

Given a significant disaster or event, residents will begin to work toward recovery while in the shelter. Shelter personnel should plan to coordinate with external agencies and services (via the Logistics Section & Mass Care Coordinator) to help meet the personal recovery needs of shelter residents.

Planning Considerations

A. Childcare—Shelters open for more than 48 hours may need to plan to provide for childcare services, childcare/play areas to support parents with child supervision and care needs.

B. Clothing—Emergency clothing becomes a need when possessions are lost in a disaster or if shelters are open for an extended period of time.

C. Comfort Kits—Shelter residents will need basic hygiene items such as soap, washcloth, toothbrush, toothpaste, razor, comb, etc.
· Local Suppliers—Plan to obtain these items in advance and decide how these items will be distributed. 

D. Case Management—Work with your local Community-Based Organizations, Mass Care Coordinator, and Logistics Section in the EOC to ensure you have case managers in your shelter to provide housing resources and other transitional support need. Case Management ultimately works with individuals and families to get them out of shelters and into longer term solutions.

E. Language Translation—By law in Washington State, individuals have the right to receive information and messaging in their native language. Consider the following bilingual support/resources:
· Bilingual Volunteers—seek out city disaster volunteers with bilingual skills.
· Community-Based Organizations with Ethnic-Specific Services—Coordinate with CBOs that specialize in serving specific ethnic communities and have bilingual staff.
· Translational Services Contract/MOU—Consider developing an MOU or contract with a private, translational services.
· Contracted Language lines—consider working with your city’s already contracted services to understand their emergency operations plans and capabilities.
· Bilingual Shelter Residents—Ask bilingual shelter occupants to volunteer and assist non-English speaking shelter occupants. This option should be used only as a last resort. It can put shelter residents in a difficult position of disclosing personal information to an untrained and unvetted individual.

F. Recovery Services—Shelter residents will need assistance in identifying where to go for services to meet their disaster recovery needs. Disaster relief organizations along with other government, faith, and community-based programs may initiate recovery services. Consider locations within the shelter you may host these organizations.

G. Replacement Equipment—Elderly persons and people with disabilities may need help replacing durable medical equipment (i.e., wheelchair, powerchair, additional colostomy bags, hearing aids, etc.). 

H. Recreation—If large numbers of people are housed in the shelter for a prolonged period of time, provide recreation opportunities for residents. Arrange for support through jurisdictional assets and community partners and work, in advance, to procure recreational supplies.

2.8 Animal Services

Care and shelter personnel must have plans in place to shelter pets. Pet owners who evacuate to disaster shelters will likely arrive at the shelter with their pet. Other than service animals, which legally must remain with their owner at all times, jurisdictions should plan to accommodate pets, even if pets are not allowed into the shelter.

Planning Considerations

A. Offsite Care. Work with the local animal shelter, local kennels, veterinarians, or the humane society, along with your local emergency manager or proper ESF branch, to plan for the care of pets during shelter operations. Ensure that a shelter facility for animals is identified in the plan and that provisions are made for temporary care of pets. Be sure to communicate the pet policy in advance.

B. Onsite Holding Area. Create a pet holding area in or around the shelter as space allows.

C. Emotional Support Animals. It’s important to understand and delineate between service animals and emotional support animals. Emotional Support Animals ESAs) are not protected under the ADA requirements. Language and policies around Emotional Support Animals should be developed, and shelter staff should be trained on the difference between the two as well as handling situations regarding emotional support animals.

2.9 Volunteers

Shelter workers must plan for the involvement of volunteers in all aspects of delivering care and shelter services. Volunteers (either from the community or from within the shelter) may help to staff shelter functions. When possible, work to source your volunteers in advance of the disaster and train them in shelter procedures.

Planning Considerations

A. Sources for Volunteer Recruitment

· Shelter Residents—Use volunteers from within the shelter population. Shelter resident volunteers are limited in the functions they can provide as they, typically, have not gone through a background check process.

· Community Residents—Use volunteers from the community, either through referrals from the city’s personnel office or a local community organization.

· Voluntary Organization—CBOs, faith-based organizations and local congregations are another source of voluntary support. 

· Maintain a Volunteer List—The jurisdiction may want to train a cadre of local volunteers, in advance of a disaster, to provide support at disaster shelters.

All volunteers, excluding shelter residents, must undergo a background check prior to working in a shelter.

B. Areas for Volunteer Involvement. The following are some of the roles for volunteer in their shelter.
· Provide Reception—Meet and greet arriving residents and provide comfort.
· Registration—Help newly arrived shelter residents to fill our registration forms.
· Runners—Help in obtaining goods and services or acting as “runners.”
· Tour Guides—Help show new shelter occupants around the shelter and to their cots.
· Amateur Radio—Check with your EOC regarding the possibility/need for an amateur radio operator.
· General Operations—Support shelter operations through set-up, food services, shelter maintenance, etc.
· Health & Human Services—Support with more specialized services such as first aid, mental health, childcare, recreation, personal assistance services, and language translation. Additional licensing and credential verification should be done for more specialized roles.

2.10 Safety & Security

Shelter workers must plan to operate shelter facilities in a manner that promotes the safety and security of residents. This includes establishing and posting clearly understood rules, in multiple languages, so that all shelter occupants understand what is expected of them.

Planning Considerations

A. Shelter Rules

· Providing and Posting Rules—Shelter residents must understand the rules at the outset. Consider creating rules in advance to post in large print/posters throughout the facility as well as having copies of rules available at registration.

· Enforcement Rules—State clearly the consequences for disobeying rules. Depending on the circumstances, the shelter manager may oversee minor disputes and call on local law enforcement to assist with serious disputes or rule violations.

B. Policing Functions

· Security/Safety Inspections—Plan to regularly inspect the facility (and the surrounding grounds) to ensure shelter compliance with rules, fire regulations and to spot any potential problems. Police should not be regularly stationed inside the shelter as this may cause fear among certain client populations.

· Private Security—For large shelter populations (greater than 100) or for non-traditional/open space shelters, consider contracting with a private security company to handle policing functions.

Shelter Rules & Regulations Considerations

· Indicate any restricted area within the shelter and provide adequate signage for those areas.
· Encourage shelter residents to keep valuables elsewhere. If this is not possible, encourage residents to keep valuables with them at all times. The shelter is not responsible for lost or stolen items.
· Establish quiet hours.
· Establish shower and bathing schedule and post prominently.
· Establish a curfew.
· Establish policies regarding use of telephones.
· Establish outdoor smoking areas.
· No abusive or belligerent behavior toward staff or other shelter residents.
· No stealing or destruction of property.
· No food in the dormitory area.
· Children must be accompanied by an adult at all times.
· No alcohol or drugs allowed in the shelter and no admittance into the shelter is allowed while a person is under the influence of drugs or alcohol.
· No weapons or firearms.

More rules and regulations may need to be established on a shelter-by-shelter basis.

2.11 Information Services

Shelter personnel must plan for the collection, distribution, and translation of care and shelter information. This includes information about the disaster, available disaster services, as well as information to help reunite family members.

Planning Considerations

A. Advanced Communication—Work with your Joint Information Center or your Public Information Officer to craft public messages before events.

B. Bulletin Boards—Plan to post daily updates to the response, shelter activities, available recovery resources and assistance programs.

· Special Needs Communication—Consider the information needs of persons who are deaf, blind, hard of hearing, or non-English speaking.

C. Shelter Meetings—Plan to hold daily shelter meetings with shelter residents. This meeting will allow residents to gain situational information and ask questions.

D. Disaster Welfare Inquiries—Respond to disaster welfare inquires (seeking to locate shelter persons who are presently unaccounted for) by referring to shelter registrations. The privacy of shelter residents is important. Rules and regulations around the type of information and who the information is given to needs to be developed in advance.

E. Additional Communication Resources—Plan for additional communication technologies to facilitate communication between shelter residents and family members outside the area. 
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Section 3: Building Relationships with CBOs to Strengthen Care & Shelter Operations

Care and shelter personnel will work with their Logistics Section, Mass Care Coordinator, and other government departments to come up with the services and resources that are necessary to meet the needs of disaster victims. Working with government services alone will not be enough to meet the needs of the disaster victims. The human service demands created by the disaster will necessitate that personnel find additional support within their community to meet needs. 

3.1 A Checklist for Working with Community-Based Organizations
3.2 Memorandums of Understanding



3.1 A Checklist for Working with Community-Based Organizations

For an effective response, it is very helpful to have a working relationship with Community-Based organizations within the local community before a disaster. 


Local governments should look to establish working relationships with local Community and Faith-based organizations to help supplement their care and shelter operations.

Suggested Areas for Involvement & Cooperative Planning with CBOs

· Begin by identifying and building relationships with the Community-Based Organizations already linked to local government through service contracts.
· From these contacts, have a meeting or workshop to discuss potential areas for CBO involvement in shelter operations, or any area of post-disaster assistance.
· Given the resources that CBOs have, find out how you might work cooperatively to ensure that care and shelter services meet the needs of more vulnerable residents within the local community.
· Find out how you can be supportive of CBO efforts to keep services going to the populations they serve following a disaster.
· Focus on future meetings around specific planning issues (coordinated assistance, volunteer management, commodities distribution, etc.)
· Get CBOs involved in your disaster planning, training, and exercises. Work with your local CERT.
· Local government can also support CBOs by:
1. Giving priority status to CBO requests for supplies or resources
2. Having a CBO representative in the EOC
3. Forming Memorandums of Understanding with selected CBOs

3.2 Memorandums of Understanding (MOUs)

If local government is dependent upon a Community or Faith-Based Organization to deliver a specific service, the relationship between government and the CBO should be documented in a Memorandum of Understanding (MOU). It is very important for the CBO to have some up-front authorization agreement with the government for the specific disaster service, in order to facilitate reimbursement (for expenses beyond normal operating costs). Documentation of this agreement protects both parties and delineates the responsibilities and expectations of partners. 

When drafting MOUs with CBOs, it’s important to follow all local jurisdictions processes and guidelines, which may or may not consist of legal review and approval by the city’s lawyers. 

*An example is included in the Additional Resources: Example MOU*
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Section 4: Setting Up Your Shelter

Following an incident or major disaster, it may be necessary to implement shelter services. Implementation may be done with the help of community-based organizations and partners. Information in this section includes:

4.1 Selecting a Shelter
4.2 Completing an Opening Inspection
4.3 Allocating & Setting-up the Shelter Space
4.4 Completing an Initial Shelter Supply & Equipment Inventory
4.5 Estimating Supply & Equipment Needs
4.6 Preparing for and Responding to Shelter Emergencies
4.7 Additional Preparations & Set-up
4.8 Determining Your Staffing



4.1 Selecting a Shelter

When a disaster occurs and sheltering services are needed, choose a shelter that meets the needs of the situation. Following the identification of a need for shelter operations, the jurisdiction should immediately contact relevant partners and begin the site selection process.

	

Assessing Sheltering Needs
	Determine the shelter needs on the basis of information from the Disaster assessment, emergency management, your disaster plan, and other sources. Consider the following:
· Number of people likely displaced.
· Likely duration of sheltering needs.
· Locations of facilities relative to the impacted area.


	



Find & Select a Pre-Identified Shelter
	Once you have estimated the sheltering needs, follow the below steps to select an appropriate facility and determine whether the Regional Sheltering Plan needs to be activated to accommodate additional impacted persons.
1. Refer to any preidentified lists of shelters.
2. Review shelter survey information to identify a shelter with sufficient capacity and availability to meet the needs of the situation. 
3. Contact the facility representative, if a partner location is being used, to determine the site’s availability.
4. Notify the EOC when a shelter has been identified.


	What to do if there is no pre-identified shelter available
	If unable to locate a preidentified shelter work with the EOC facilities section to determine a usable space.



4.2 Complete an Opening Inspection

Once a facility has been selected, the Shelter Manager or EOC representative should go to the shelter and conduct an opening inspection. NOTE: If people needing shelter are already at the location, set aside an area within the shelter for people to wait comfortably.

The opening inspection determines the habitability of the building (i.e., whether the building is safe to use for sheltering) and identifies potential safety hazards and documents the condition of the facility. Who conducts this will be dependent upon the incident/disaster as well as the documented protocols of the local jurisdiction. The condition of the shelter as well as any usable supplies on-site should be recorded and signed off on by both a facility representative as well as the disaster worker conducting the inspection, this document should then be sent to the EOC for retention.


	Before Completing the Opening Inspection
	Prepare for the opening inspection by completing the following tasks.

	Step
	Action

	1
	Contact the facility representative to arrange to meet at the facility to conduct a facility inspection and the opening inspection.

	2
	Verify that a Shelter Agreement and Shelter Facility Survey are on file. Bring copies of the completed forms with you. If these forms are not on file work with EOC Facilities to secure an agreement.







	 Complete & Document the Opening Inspection
	Once the building has been deemed structurally sound (if applicable), conduct a walk-through inspection for safety and liability using a Shelter Opening Inspection Form. 

	Step
	Action

	1
	Inspect the following and document your observation in the Opening Section of the Shelter Opening & Closing Inspection. 

	2
	On the Opening Inspection section of the form, briefly describe the building layout and document any concerns.

	3
	Document and address safety and security concerns. Determine temporary measures to make the shelter accessible and safe for use. Complete and document appropriate actions or necessary repairs for the facility to be safely used as a shelter.

	4
	Record all furniture and accessories belonging to the facility.

	5
	Create an initial inventory of facility-owned supplies, using the Shelter Inventory Form to record available supplies

	6
	Relocate or secure items that are not for shelter use

	7
	Present the Opening Inspection section of the Shelter Opening and Closing Inspection with itemized inventory attached to the authorized representative for signature.

	8
	File the form appropriately with the EOC. It will be used again when doing the closing inspection







4.3 Allocating & Setting-up Shelter Space

Follow the guidelines below to set up shelter space in a way that is safe, comfortable, and accessible as possible for residents and staff. It’s important to note that not all areas are necessary in all shelters. 

	Shelter Manager Responsibilities
	
The Shelter Manager is responsible for all shelter areas including allocating space. Directing and supervising shelter set up can be delegated while the Shelter Manager completes the opening inspection.


	Staff Areas
	
Designate and set up the following areas to provide room for shelter staff to work.

	Area
	Guidelines

	Administrative Area
	Office space for the sheltering manager, supervisors, and administrative support.

	Receiving area
	Provide an appropriate space for receiving and safely unloading shelter supplies and equipment.

	Storage area
	This space should be a secure area, away from shelter traffic, for storing supplies and equipment.

	Staff Restroom
	Separate restroom facilities for staff, if possible.





	Shelter areas
	
	Area
	Guidelines

	Reception & Registration Areas
	Locate the reception and registration areas near the main entrance. These areas should include:
· Tables and chairs for interviews
· A waiting area with chairs for clients waiting to register.

	Feeding Areas
	These areas should include:
· Meal preparation and/or serving areas.
· A canteen where snacks and beverages are available 24 hrs. a day.
· Storage for feeding supplies.
· Dining Room/eating space.

	Individual Client Services Area
	Areas for Disaster Health, Disaster Mental Health and Client Casework should include:
· Work areas with tables and chairs for staff to complete administrative tasks.
· Client interview areas with tables and chairs.
· Rooms with doors (if possible) to protect client privacy.

	Quiet Areas
	Providing access to a quiet room or space will help some people function better in a shelter environment. 

	Breast Feeding Area
	Establish a private area for mothers to breastfeed their children in a low-noise environment.

	Dormitory Area
	Allow 40 to 60 square feet of sleeping space per person and 100 square feet for people with support equipment such as wheelchairs, lift equipment, or service animals.
· Locate the dormitory in a quiet area that has as much privacy as possible from other areas of the shelter.
· If possible, arrange separate sleeping areas for the following:
· Families with young children.
· Elderly people.
· Single Men.
· Single Women.
· Clients with special circumstances.
· Clients who work nights and need to sleep during the day.
· Allow sufficient access to and movement within the building for people with disabilities.

	Play Area for Children
	Make sure the area:
· Is away from quiet areas.
· Is safe for all children.
· Includes toys and games.
· Has signs reminding parents that they are responsible for supervising children at all times.

	Recreation Area for Teens & Adults
	Include the following if available:
· Televisions & game console.
· Games and cards.
· Computers.
· Newspapers, Magazines & Books.




	
Shelter Identification
	
The shelter facility should be well identified to make it easy for shelter residents to locate. In addition, signs clearly indicating each shelter area and its respective rules should also be prominently displayed. 

	Step
	Action

	1
	Post signs from the main roads so that clients can locate the shelter. Obtain permission from private property owners to post signs, if necessary. 

	2
	Post signs outside the building indicating which entrance to use. Signage on the outside of the building should direct clients to the entrance where registration is set up and to the accessible entrance if separate from the main entrance.

	3
	Use caution when posting signs inside the building so as not to cause damage to walls. Consult with a facility representative.

	4
	Place directional signs throughout the building directing people to the different areas and restrooms.

	5
	Create/post effective tools for all residents. You may recruit volunteers to translate information and make signs for shelter residents. 

	6
	Create an information board with an introductory welcome message, as well as shelter rules and other helpful information.

	7 
	Check signs periodically to make sure they are still legible. Replace signs as needed.




	Facility Services & Utilities
	Ensure that all necessary services, such as cleaning, trash removal and other services (utilities) are available and in place with the proper service agreements. If not, contact the logistics section to arrange for the above services.


4.3.1 Preparing the Reception & Registration Areas

Having a well-organized registration area and a good system for organizing registration records makes it easier to register clients quickly and efficiently, to keep track of information that is important for shelter planning and to maintain standards of confidentiality.

	Set up a Reception Area
	Place a reception area at the entrance to welcome individuals entering the shelter, answer their questions and direct them toward the registration tables and registrars. Include the following in the reception area:
· Signs directing people to the registration area.
· A notice that says financial donations cannot be accepted at the shelter.
· A sign directing shelter residents to check out upon leaving the shelter and check in upon returning.
· A sign at the exit(s) reminding individuals leaving the shelter permanently to go to the registration desk for out processing.

Depending upon the size of your reception area, phones and computers may be provided to guests in this area; consider the safety and security of that equipment before placement in the reception area.


	Set up a Registration Area
	Follow these steps to set up a registration area:
· Locate the registration near the reception area.
· Use only one entrance to the building. If possible, post signs and staff and other entrances/exits to direct clients to the appropriate areas.
· Allow enough space for a wait area.
· Post signs clearly marking the registration desk or tables.
· Prepare signs in appropriate languages and have language and ASL interpreters available (in person or through a language line).
· Prepare signs in large print for people with visual impairments.

	Prepare Registration Forms
	Ensure your registration boxes are ready to go with a sufficient quantity of the following items/supplies:
· Shelter Registration Forms 
· Initial Intake and Assessment Tool
· Unaccompanied Minors Report Form
· Shelter Rules
· Shelter Media Sign-In Sheet
· Staff Sign In/Out Sheet
· Multilingual Shelter Communications Tool
· Writing Utensils
· Notebooks
· File boxes, three ring binders or another alphabetical filing system for completed registrations.




4.3.2 Setting Up & Maintaining Feeding Areas

Regardless of your feeding plan, you will need to set up appropriate areas for receiving, storing, preparing, and serving snacks and meals.

	








Set up Food Services Areas
	Make sure that all feeding areas are kept clean and sanitary and that safe food handling procedures are used at all times. Hand sanitizer should be placed in all feeding areas.

	Area
	Guidelines

	

Snacks & Beverages Canteen
	· Set up a table for snacks in designated canteen area.
· When setting up snacks:
· Use individually wrapped products or have shelter staff serving.
· Ensure that snacks are restocked as necessary and available at all times.
· When setting up beverages
· Make coffee and set up cups and condiments.
· Provide bottled water.
· If making punch or lemonade use Cambro drink containers. For health reasons, do not use drink coolers.

	Receiving Area
	· Make sure the delivery area has enough room to maneuver delivery vehicles.

	Storage Area
	· Designate a specific area for food supply items that are available for shelter use.
· Make sure that the area can be secured.
· If possible, locate the storage area between the receiving area and the food preparation area.

	Food Preparation Area
	· If food is canned or ready to cook, the preparation area can be small. For fresh food, you will need worktables, cutting boards, sinks, utensils, cookware, garbage containers, etc.

	



Serving Area
	· Set up hand washing signs and place hand sanitizer at the beginning of the food service line.
· Organize the serving area for cafeteria-style service or line feeding.
· Equip the area with several counters or tables for speedier service.
· Make sure serving areas are accessible to people with access or functional needs. Work with clients who require access to food or refrigeration of medication during non-mealtimes.

	Dining Area
	· Set up the dining area near the serving area.
· Place hand sanitizer on tables.
· Set up enough tables and chairs to accommodate the maximum number of people expected to be served. If tables and chairs are scarce, plan for dining in shifts.
· Make sure table heights accommodate people in wheelchairs or others using assistive devices.

	Garbage Disposal Area
	· Locate the garbage disposal area away from food preparation, serving and dining areas.
· Provide containers for disposal of trash, liquids and garbage and an appropriate area for cleaning trash receptacles.
· Verify that garbage removal services have been arranged.




	Inform Residents About Feeding Area Information
	Post information about mealtimes in the feeding areas and other shelter areas as well as signage regarding the prohibition of food leaving the cafeteria/allowed in other spaces.


	Feeding Area Sanitation
	To protect the health of clients and workers eating at the shelter, the shelter manager will:
· Work with the Feeding Supervisor and Disaster Health Services staff to monitor all food service areas to make sure they are clean and sanitary.
· Instruct the feeding Supervisor to coordinate with Disaster Health Services to arrange for a health inspector to visit and advise on local codes and health laws.





4.3.3 Setting Up & Monitoring the Dormitory

A shelter dormitory is an area used exclusively for sleeping. If possible, it is located in a quiet area and has as much privacy as possible for other areas of the shelter. Dormitory management includes coordinating dormitory supplies, setting up and assigning sleep areas, and monitoring the safety, sanitation, and security of the dormitory areas (includes bathrooms and quiet areas).

	Shelter Manager 
Responsibilities
	
The Shelter Manager, who may assign a dormitory lead/supervisor, is responsible for making sure that dormitory is set up, monitored, and maintained.


	


Set up the Dormitory
	
Follow these steps to prepare the dormitory for shelter occupancy.

	Step
	Action

	1
	Begin setting up cots and dormitory spaces according to the following specifications: Allow 40 to 60 square feet of sleeping space per person and 100 square feet for people with support equipment such as wheelchairs, lift equipment, or service animals. 

	2
	Allocate sleeping areas in a dormitory-style arrangement.
· Include wide accessible aisles (minimum 3 ft aisles) with additional space around turns and corners. Use a yard stick held horizontally and walk the aisles to ensure adequate and accessible aisles.
· If space allows, allocate separate areas for families with small children, single men, single women, the elderly, night workers who sleep during the day and other unique situations, such as isolation care.

	3
	Set up cots and set aside two blankets for each cot. Arrange cots to allow access for all people by ensuring adequate walkways and turning areas. Mark any objects protruding from walls to avoid injury.

	4
	Assign sleeping areas to shelter residents. Consider the use of signage or other marking systems (shapes, colors, colors, and numbers—similar to what’s found in parking garage floors) to indicate where guests are staying.

	5
	Draw a room layout, including doors, restrooms, aisles, fire extinguishers, AEDs, etc. Using this layout drawing, or another applicable method, map the locations of shelter resident cot assignments. Post the layout where it is accessible only to staff who can use it to assist keeping accurate shelter counts, learning resident names, giving wake-up calls, etc.

	6
	Post signage 40-70 inches off the ground for the following:
· Dormitory rules.
· Lights out & quiet hours.
Be sure this information is communicated verbally for people with vision impairments.

	7
	Arrange for dim lighting (even if by battery powered lamps) that cab be on during sleeping times





	


Monitor Dormitory Areas
	
Protect the privacy, safety, and well-being of shelter residents by making sure the dormitory is secure and sanitary.
· Coordinate with shelter security personnel, if available, or with dormitory workers to make sure that dormitory areas are secure.
· Make sure the entrance and exit controls have been set up and sleeping areas are monitored, especially at night.
· Ensure residents are not storing extra food in the sleeping area.
· Monitor the area to prevent residents from bringing firearms, alcohol, illegal/recreational drugs, tobacco, or other prohibited items into the dormitory.





4.4 Completing an Initial Shelter Supply & Equipment Inventory

Taking inventory of supplies and equipment already at the shelter will help determine what additional materials will be needed. This process will also help ensure that an accurate record of items is used at the shelter.

	Initial Inventory Process
	
Use a Shelter Inventory form to record the supplies and equipment already available at the shelter. Supplies owned by the facility should be tracked on a separate form, this allows those items to be restocked at the end of an event.
· Facility-owned supplies available at the shelter for use.
· Contents in the shelter supply kit.
· Any supplies already delivered to the shelter. 


	
Completing the Shelter Inventory form
	
To complete the Shelter Inventory form, follow the below instructions.

	Step
	Action

	1
	Access the form from your Shelter Manager, online repository, or the EOC.

	2
	Complete the information requested on the form including the item name, property ownership, sheltering phase (opening, operating, closing) and the quantity

	3
	File the complete form in the Inventory file in your Shelter Manager binder and with the EOC.

	4
	At closing, complete a new form and record the disposition of these items, such as:
· Returned.
· Donated to partner agency.
· Disposed of.



Note: When conducting shelter inventories, it’s important not only to complete the form, but to compare and note any discrepancies from the previous form, especially for non-expendable items (food, hygiene items, etc.)


	
Next Steps
	
Following the completion of your initial inventory, you are ready to estimate supply needs.





4.5 Estimating Supply & Equipment Needs

To determine the types and quantities of items to order for the shelter, review information regarding the event (i.e., number of likely impacted, expected shelter needs, likely duration of shelter needs, etc.). Working with the EOC develop supply and equipment estimations using the information provided about the event. 

	
How to Assess Supply & Equipment Needs
	
You can use the following procedure to help you assess supply and equipment needs. Repeat this procedure every few days to anticipate future needs.

	Step
	Action

	1
	Gather information regarding the disaster size and scope.

	2
	Estimate the number of residents, staff, and transient visitors (emergency workers, etc.) expected to shelter. This number will solidify as the event continues.

	3
	Estimate the expected duration of shelter activities.

	4
	Identify specific equipment needed.

	5
	Review inventory of already available supplies and equipment.

	6
	List required items that are not currently available at the shelter and the estimated quantity needed.

	7
	Submit the appropriate requisition to your EOC Logistics Team for procurement




	
	




4.6 Preparing for & Responding to Shelter Emergencies

Occasionally, the circumstances of a disaster may force us to evacuate a shelter or to protect shelter residents’ safety during an emergency. The guidelines below will help you prepare for those situations and respond in the case of an emergency. While some work to finish the plan will need to take place once the shelter has opened, the bulk of the plan can be written prior to the shelter opening.

	




Prepare for Emergencies
	
While setting up and opening the shelter, the Shelter Manager should review evacuation plans for the building or for moving the shelter population to an area in the event of emergency.

Develop a plan for facility safety and security, using the following steps.
	Steps
	Action

	1
	Evaluate the facility’s existing evacuation plans, if available

	2
	Work with you’re EOC and any local authorities to evaluate and determine the facility’s potential risks (i.e., Fire Marshal, Code Enforcement)

	3
	Work to establish a shelter-in-place plan and an evacuation plan, including a fire evacuation plan, if none are available. Include the following in the plan:
· Locations of safe spaces within the facility for sheltering during a storm. 
· A gathering point for residents and staff outside the building and away from where the emergency vehicles will respond in case of emergency.
· Alternative shelter locations in case of evacuation.
· A plan for transportation that will accommodate people with mobility impairments in case you must relocate shelter residents.

	4
	Review plans with your local EOC representative

	5
	Post emergency plans for shelter residents and workers. Post information in appropriate shelter population languages

	6
	Brief shelter residents and workers about emergency plans at staff and shelter meetings

	7
	Relay emergency information to all residents.




	
	





4.7 Additional Preparations & Set-Up

Prior to opening your shelter, determine the placement amenities inside the shelter as well as the posting of all pertinent communications, such as: 
· Welcome Board
·  Signage
· Rules
·  Restricted Areas Signage


Just-in-Time Training

Many of your shelter staff and volunteers will be unfamiliar with shelters operations and processes. Prior to opening the shelter, it may be important for staff to undergo some Just-In-Time Training. This training, provided by the Shelter Manager, should review shelter goals, shelter operations overview, assisting those with disabilities and other access/functional needs, etc. 

If the Shelter is Anticipated to Operate Greater than 72 Hours

As impacted residents begin to seek shelter services, they will expect and need their most basic needs met. Those being food, water, and shelter. However, as shelter operations progress, so will the needs of your residents. 

Following the opening of your shelter, you will need to keep some staff on to continue setting up additional areas, if the sheltering duration is expected to be greater than 72 hours. Additional areas that will need EOC Logistical Support and shelter staff preparation and set up include a children’s play area as well as recreation areas for the rest of the shelter population.

4.8 Determining Your Staffing

A staffing plan helps the Shelter Manager anticipate the staff needed and ensure clients receive quality service.

Prior to developing your staffing plan and determining assignments within the shelter, it’s important to understand (at a high level) the roles and responsibilities of each position within the shelter. 

See APPENDIX B for a sample shelter staffing guide. These will help serve as a guide to staffing.




Shelter Roles & Responsibilities


	Role
	Responsibilities

	Sheltering Manager
	Acts as the shelter subject matter expert. Provides supervision and administrative support at the shelter; ensures that shelter residents are safe, and their needs are met.

	Shift Supervisors
	Provide supervision and administrative support at the shelter under the guidance of the shelter manager, as a part of the shelter management team.

	Dormitory Workers
	Set up sleeping areas, assign residents to sleeping areas, ensure the safety of dormitory areas and coordinate with logistics or the shelter manager to procure supplies necessary for a shelter dormitory

	Registration
	Register shelter occupants on arrival, maintain a system for checking occupants in and out when they leave and manage recordkeeping systems for shelter registration

	Communications/Recreation Lead
	Provide clients access to shelter, disaster, and recovery information to shelter residents. Is a subject matter expert on providing information in ways that are accessible to all shelter residents regardless of disability, language, or other needs.



	FACILITY/LOGISTICS SUPPORT FUNCTIONS
	RESIDENT SERVICES & SUPPORT FUNCTIONS

	· Janitorial/Waste/Sanitation Services
· Security and Building Access
· Information & Technology
· Building Maintenance & Engineer
· Private Sector Coordination
· Parking & Traffic Controls
	· Childcare/Respite Services
· Spiritual Care
· Access Control/Security
· Laundry
· Transportation Services



In order to help visualize the roles and the reporting structure, an example organization table is provided below. Please note that this structure is intended to be expandable. It is recommended that supervisors have no more than 4-6 direct reports in order to ensure effective management and oversight of staff. Once staffing needs have been determined, an organizational structure should be constructed.
[image: ]

Creating a Staffing Plan

Follow the steps below to create a staffing plan.

	Step
	Action

	1
	Gather information about the disaster (number of people impacted, likely duration)

	2
	Evaluate the amount of work completed vs the amount of work that needs to be done

	3
	Evaluate where you are in the shelter cycle (Sheltering Operations peak in the first 3-7 days. Staffing should be increased during this period)

	4
	Determine staffing shifts (12-hr, 10-hr, 8-hr shifts). Shifts may also be a mix. For example, you may have a core group of 12-hr staff but have an 8-hr position overlapping during the busiest times of the shelter. 

	5
	Consider the period for which you’re staffing. Day time staffing will provide more services than nighttime staffing

	6
	Work with the EOC to identify your source of staff. 
· Communicate your staffing needs to the EOC Logistics Team 72 hours in advance of when personnel are needed. In your request, include:
· Description of roles and skillsets needed.
· Work hours and days 
· Any qualifications or licenses required

	7
	Create a table of organization.




Information needed to create a staffing plan.
	


Information You Will Need
	
Collect and assess the following information to help you determine shelter staffing needs.
· Scope of the disaster and relief operations
· Likely number of shelter residents
· Expected needs of shelter residents
· Demographic characteristics of likely shelter residents
· Safety of the Shelter Facility
· Layout of the Shelter Facility
· Likely length of shelter operations


	


Numbers of Staff
	
Using the Shelter Staffing Chart (Additional Resources B) to determine the number of staff needed. Keep in mind that:
· Small shelters may combine some positions.
· Large Shelters (greater than 50 people) may need additional support positions filled.
· Staffing levels depend on several factors, including the demographic of the shelter residents and shelter layout.
· You do not need your full team to open the shelter. 
· Staffing levels need to be higher during the start of operations for a shelter.


	







Staffing Guidelines
	Follow the guidelines when developing your staff plan:
· Develop an initial plan for staffing the shelter for the first 72 hrs.
· After making your initial plan, anticipate further staffing needs and submit a staffing requests 72 hours in advance.
· Assign no more than 4-6 people to each supervisor.
· Plan 24-hr coverage for essential shelter tasks, including registration, dormitory management, disaster health services, disaster mental health services, and language interpretation. (Note that all these services do not need to be onsite)
· Schedule one day off for each staff member for every six days worked.
· Plan shift lengths on the basis of available staff. 
· Shift staff from one assignment to another as appropriate. For example, initially you may need registration workers, but as registration winds down, you may need more dormitory workers. Shift workers from one task to another.
· Staffing plans need continuous review to meet service needs and situational demands of the shelter population.
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Section 5: Opening & Operating Your Shelter

During this phase, clients receive reception and registration services, dormitory services, feeding information and meals, assistance with family reunification and individual client services. Staff in the shelter assist clients with meeting their immediate and unique disaster-caused emergency needs, provide them with information about recovery resources and help them to develop recovery plans. In this section, we’ll review each shelter service and their respective responsibilities, to include:

5.1 Operating & Maintaining the Shelter Overview
5.2 Registration & Registration
5.3 Feeding Operations Overview
5.4 Dormitory Management
5.5 Individual Client Services Overview
5.6 Additional Sheltering Services
5.7 Shelter Staff
5.8 Managing Supplies & Equipment Inventories Overview
5.9 Reporting & Record Keeping
5.10 Safety & Security
5.11 Dealing with the Media
5.12 Shelter Communications & Messaging



5.1 Operating & Maintaining the Shelter Overview

While the shelter is open and operating, the Shelter Manager will work with the EOC to ensure the facility has all the materials needed to maintain operations.

	Shelter Manager Responsibilities
	
The Shelter Manager is responsible for overseeing the use, maintenance, and safety of the shelter facility during shelter operations. They may delegate some or all of these responsibilities to others working the shelter.


	Maintain Contact with the EOC
	
The Shelter Manager or their designee should maintain regular communications with the EOC throughout shelter operations. There should be daily communications regarding the facility, problems and solutions, services provided, community partners in the shelter, and other unique needs or situations.


	Track Supplies & Equipment
	
Shelter staff should inventory and track equipment and supplies both used in operation and those belonging to the facility that are available for shelter use. Inventory and tracking assists in the restock and reimbursement for supplies following the incident. 


	Conduct facility Inspections on Each Shift
	
Routine inspections of the shelter facility are necessary to identify and address the many conditions that pose a hazard to shelter residents and workers or the property of the facility owner. Use the Shelter Shift Inspection (Dormitory, Feeding and/or Registration) form to conduct inspections on each shift and report any problems to the facility representative, Shelter Manager, and the EOC. When inspecting the shelter, check for:

· Signs of excessive wear and tear.
· Inappropriate use.
· Operational deficiencies.
· Obstructed emergency exits.
· Hazards, including fire hazards.
· Any other problems.

Use the Shelter Facility Survey form to make sure that accessible routes through the shelter have not been obstructed.




5.2 Reception & Registration

Registration is the process of collecting information from clients arriving to the shelter and referring them for assistance with disaster-caused needs. This section provides guidance on receiving clients and assisting them through the registration process, as well as information for handling some commonly occurring registration issues.

Registration Roles & Responsibilities

Along with the Shelter Manager, or their designee, the following staff members have important responsibilities in the registration process:

	If you are a….
	You are Responsible for…

	
Reception Worker
	Greeting clients, explaining the registration process, screening for emergency needs, and providing clients with a comfortable place to wait for an available registration associate.

	Registrar/Registration Associate
	Interviewing clients to collect the necessary information and understand the needs of each client, maintaining a system for residents to check in and out of the shelter as they enter and leave, and maintaining a secure system for keeping registration records.

	Disaster Health Services/Disaster Mental Health Worker 
	Assisting clients with their immediate health and mental health needs and assessing whether clients can safely be accommodated at the shelter.

	Client Casework, Safe & Well Linking or Community Partnership Worker
	Receiving and responding to referrals from registration workers to assist shelter clients with meeting their disaster-caused needs.

	Interpreter or Language Line Services
	Assist in language translation.





5.2.1 Receiving & Registering Clients

	What is shelter registration?
	
Shelter registration is a process in which shelter staff:
· Welcome residents to the shelter.
· Collect basic information about clients and their disaster-related needs.
· Inform residents about what services are available at the shelter.

Registration enables shelter staff to better serve clients and helps to keep track of the number of shelter residents located in the shelter. 


	Three Phases of Registration
	
The shelter registration process has three phases:
1. Reception: Workers greet clients, explain the registration process, and direct them to the registration area, or offer a comfortable place to wait until workers are available. 
2. Registration: Registration workers, meet with clients to fill out the Initial Intake & Assessment Form. Upon completion of both forms, you will provide a folder/packet of information to each individual client/family containing important shelter information.
3. Referral: Workers may also refer clients with specific needs to Disaster Health Services, Disaster Mental Health, or other shelter team members for assistance.



Registration Process: The graphic below illustrates how a client moves from arrival at the shelter through the process to assistance.[image: ]


Complete Shelter Registration 

	Introduction
	
Shelter Registration collects basic information from clients as they enter the shelter. It provides the relief operation with a record for who is residing at the shelter and the number of shelter residents.


	How to Complete Registration Forms
	
Follow the steps in the table below to complete the Shelter Registration form.
	Step
	Action

	1
	Complete the Initial Intake and Assessment Form with the client.
· Use one form, card, or sheet of paper for each family. A family is defined as all people living in a household

	2
	If any shelter resident advises that they are required by law to register with any state or local government agency, discreetly refer that person to the Shelter Manager.

	3
	Provide a set of shelter rules to each family and any additional shelter handouts as they register. Refer residents to the shelter rules posted on the welcome poster.

	4
	Indicate in the margin of the registration form those shelter residents who would like to help with specific shelter jobs or have skills that can be used in the shelter.

	5
	Place a copy of the registration from, alphabetically, in a file box or binder. Make sure to keep this box locked and/or under staff supervision at all times.

	6
	When residents leave the shelter permanently, document on the Initial Intake and Assessment Form, update any charts used for tracking cot placement, inform the dormitory team, and forward the form to the Shelter Manager.





	Shelter Manager Responsibilities
	The Shelter Manager or their designee, the Registration Supervisor, is responsible for:
· Assisting with any issue or problems that arise during the registration process.
· Protecting client privacy and personal information by ensuring the security of all Shelter Registration Forms
· Addressing and referring clients who disclose they are required to register with a state or local agency.






Complete the Initial Intake & Assessment Tool

	Introduction
	
The Initial Intake & Assessment Tool is completed at registration for each family unit that enters the shelter. This form allows shelter staff to evaluate whether individuals may be safely accommodated in general population shelters and helps to determine how access and functional needs may be met within the shelter or by referral.

Health Services or Disaster Mental Health will provide this evaluation either in person or remotely.


	Complete the Initial Intake & Assessment Tool
	
Follow the steps to complete the Initial Intake & Assessment Tool.

	Step
	Action

	1
	Complete the client family information section of the Initial Intake & Assessment Tool.

	2
	Follow the instructions in the “Action to be taken” column for each question.

	3
	Use the first questions to assess client and family needs. If needed refer the family to a lead or the Shelter Manager or to Disaster Mental Health Services or Disaster Health Services to complete the remainder of the form.

	4
	Refer the following to Disaster Health Services and/or the Shelter Manager:
· Ill or injured persons.
· People with functional or access needs.
· People with special medications or diets. 

	5
	Refer the following clients to Disaster Mental Health:
· People with missing or deceased family members.
· Individuals requesting mental health services.



Once Health or Mental Health Services has consulted with the individual, a determination will be made as the most appropriate setting for the individual to be able to receive services.





5.2.2 Protecting Shelter Resident Privacy & Personal Information

	Introduction
	
We are committed to protecting the privacy and personal information of our clients. To meet that commitment, shelter staff must work to safeguard client privacy whenever collecting, using, maintaining, storing, and permitting access to client information. This section will guide you on how to protect client privacy and personal information within the shelter environment.


	Shelter Manager Responsibilities
	
The Sheltering Manager or their designee, is responsible for making sure that shelter staff and procedures protect the privacy and personal information of shelter residents. The Shelter Manager or their designee should supervise shelter workers to ensure that all processes and policies are carried out.

In addition, the Shelter Manager is responsible for consulting the appropriate leadership on all requests for disclosure of client information. 


	Collection of Shelter Resident Information
	
In general, only information that is necessary to assist the client should be collected. This information must be maintained in a safe and secure environment for delivering services. At the shelter, this means you should collect only the information necessary to complete ordinary records, such as the Initial Intake and Assessment Tool.

Refrain from collecting information that is not necessary for completing shelter forms or assisting clients. 

	Access to Shelter Information
	
Access to client information should be limited to:
· Only those shelter workers who need the information to perform their duties and who have undergone background checks.
· Shelter clients who request access to their own information when access is reasonable.
· Law enforcement agencies only when formally requested and worked through the EOC.


	Use of Shelter Resident Information
	
Shelter staff may only use client information as needed to provide service to clients and conduct disaster relief activities.


	Maintenance & Storage of Shelter Resident Information
	
Keep all shelter resident records secure and stored in a protected area at the shelter. Upon closing the shelter, secure client records and forward them to the EOC. If the Shelter becomes a Red Cross Shelter or a Shelter assisted by the Red Cross, provide a copy of shelter resident records to the Red Cross for their record-keeping purposes.


	Disclosure of Shelter Resident Information
	
Shelter staff may disclose personal information about shelter residents only under certain circumstances and then only to the extent necessary.

Examples of circumstances that may warrant the disclosure of client information include the following:
· When the client has consented to the disclosure.
· In the case of suspected abuse or neglect (information can be provided to an agency authorized by law to receive reports of abuse or neglect).
· To assist law enforcement with lifesaving and search-and-rescue efforts.
· At the discretion of the Shelter Manager or at the request of law enforcement, but only if disclosure is necessary to prevent imminent harm to a client and/or another person.
· When a valid subpoena, court order or warrant for the client information is provided.
· When a public health authority requests information for the purpose of controlling disease, injury, or disability.

Caution: Always follow the procedure below for disclosing client information without client permission. At all times, the identity of the person seeking information should be validated prior to giving any information.


	Disclosure of Client Information WITH Client Consent
	
A client’s well-being and progress in recovery is often facilitated by sharing the client’s information with other entities involved in disaster relief and recovery. The client’s wishes are paramount, and information should not be shared without written consent, determine the scope and nature of the information that can be shared and with whom it can be shared.


	Disclosure of Client Information When Permitted by Exceptional Circumstances
	
Follow these guidelines when circumstances permit disclosure of client information. The only exception is if the situation is an urgent threat to life safety. In that case, use you best judgement to decide whether disclosure is appropriate, disclose only the necessary information.



	Step
	Action

	1
	Require that requests for shelter client information be made in writing and that they include an explanation for the need for such information. The only exception is in the event of imminent health or safety threat to another client, another person, or the community.

	2
	Forward the request to the EOC for guidance. 

	3
	If you are directed to disclose client information, only release information that is necessary and only after consulting with the Shelter Manager.

	4
	Create a written record of the disclosure, using the Shelter Disclosure Tracking Log.

When filling out the Shelter Disclosure Tracking Log:
· Include the following information.
· Date of Disclosure
· Name of Individual and Entity that received the information and their address.
· Brief description of information disclosed.
· Brief statement of the purpose for disclosure and/or a copy of the written request for disclosure.
· Record multiple disclosures to the same party for a single purpose in the summary entry.
· Store the Shelter Disclosure Tracking Log with a daily log kept by the Shelter Manager in a secure location.





	Handling Receipt of a Subpoena or Court Order
	
Shelter managers should follow these steps if you receive subpoenas or court orders seeking information about shelter residents.

	Step
	Action

	1
	Accept the subpoena or court order.

	2
	Assess and indicate the appropriate party and ensure notification will respond in a timely manner. (Be sure to check the subpoena’s time requirement).

	3
	Immediately notify the EOC. They will contact the appropriate city official.

	4
	Keep information about subpoenas or court orders confidential. Do not discuss them with shelter staff, residents, or the media.






5.2.3 Unaccompanied Minors

An unaccompanied minor is any individual younger than 18 years of age who is not accompanied by a parent or guardian. Although the care of unaccompanied minors is the responsibility of government agencies and other social service organizations, the high visibility of shelters during times of disaster may sometimes result in unaccompanied minors arriving at shelters. This section includes guidelines for interacting with unaccompanied minors, law enforcement personnel and medical authorities to protect the well-being of unaccompanied minors at shelters.

	Roles & Responsibilities Related to Unaccompanied
	
The Shelter Manager and Shelter Staff, along with workers from Disaster Health and Disaster Mental Health Services (if available), share responsibility, and need to work cooperatively and closely to ensure the safety and well-being of unaccompanied minors at the shelter.


	

Ensure the Safety of Unaccompanied Minors
	
When unaccompanied minor arrives in a shelter, welcome the minor and immediately contact the Shelter Manager. Unaccompanied minors should always be paired with two background checked volunteers.

The Shelter Manager or his/her designee will take the following steps to ensure the safety and privacy of the minor:
· Make immediate and ongoing efforts to reach the minors parent or guardian.
· Contact local law enforcement, if unable to reach a guardian.
· Arrange for supervision of the minor by:
· When possible, assigning responsibility for the minor to a licensed worker from Disaster Health Services or Disaster Mental Health.
· When a licensed worker is not available, assigning responsibility for the minor to two workers who have passed a background check (individuals without completed background checks may not be responsible for supervising unaccompanied minors in shelters).
· Protect the privacy and personal information of unaccompanied minors by prohibiting photographs or interviews of unaccompanied minors unless by:
· Representatives of local or state law enforcement
· Child welfare agencies within jurisdiction
· Partner agencies that have a signed MOU regarding services and care for minors

	
Meet Immediate or Urgent Medical Needs of Unaccompanied Minors
	
If a medical referral of a minor occurs, staff must consult with appropriate law enforcement authorities immediately:
· To initiate the process of reuniting the minor with a parent or guardian
· To transfer responsibility to local or state authorities for coordinating care for medical needs.

If a minor’s medical status requires a transfer to medical facility before the arrival of law enforcement, responsibility for the minor is transferred to the emergency medical service (ambulance team) during transport and to the medical facility staff upon arrival.

Staff must notify appropriate law enforcement authorities of any change in the minor’s condition and of any transfers of responsibility. Use the Unaccompanied Minor Report Form to document all pertinent information.


	

Transfer of Custody to Parent or Guardian
	
When a guardian or parent arrives at the shelter to transfer the minor to another location, the Shelter Manger or responsible Disaster Health or Mental Health Staff must:
1. Ask the guardian or parent for government-issued identification (such as a driver’s license)
2. Use the Unaccompanied Minor Report Form to record the following information before the minor leaves the shelter:
a. The guardian or parent’s name, address, phone number or other contact information
b. Personal information (birth date, etc.) from the government identification.


	
Transfer Custody to Law Enforcement or Other Government Agency
	
When law enforcement or other government officials (child protective services, for example) arrive to take custody of the minor, the Shelter Manager or the responsible Disaster Health/Mental Health Services staff must use the Unaccompanied Minor Report Form to:
· Record identification information from the official taking custody of the minor.
· Document the transfer details of the minor from the shelter to local law enforcement.



	

Document Unaccompanied Minor Information
	
The Shelter Manager or responsible Disaster Health or Mental Health Services staff should use the Unaccompanied Minor Report Form to record information for each case of an unaccompanied minor. If the form is unavailable, the following information should be recorded in another format:
1. Minor’s name and address, if possible to ascertain.
2. Any information to identify the parents or guardians.
3. Information about the location where the minor was found and/or was separated from the parent or guardian.
4. Contact information for participating state or local law enforcement authorities and details for dealing with the situation.
5. Detailed information on transfer of minor into the custody of local law enforcement authorities when that transfer takes place.

File the Unaccompanied Minor Report Form with Disaster Health Services until the minor is no longer under the care of the shelter. Keep the forms on file until the shelter closes and then is forwarded to the EOC for retention or disposition.




5.2.4 Registered Sex Offenders

Shelter resident information is disclosed only under extraordinary circumstances. These circumstances include situations where the safety of shelter residents is endangered or when the shelter is compelled by law to provide information to law enforcement. In the case of registered sex offenders, several interests must be balanced—the need to safeguard the public in shelters and the unique legal status of sex offenders. This section outlines the responsibilities of shelter managers handling issues related to registered sex offenders and shelters.

	Shelter Manager Responsibilities
	
Shelter managers, working closely with the appropriate city officials at the EOC and cooperating with law enforcement officials, are responsible for implementing guidelines regarding sex offenders.


	
Requirements
	
Shelter staff must follow the procedures set forth in this guideto ensure the safety of shelter residents. In some jurisdictions, local laws impose additional requirements regarding registered sex offenders in shelters. You should become familiar with any such requirements that apply in your area. 

Shelter workers must also follow policy for protecting client privacy and personal information in response to any requests by law enforcement to release shelter resident information.

A shelter worker who witnesses an illegal act must immediately contact 9-1-1 and inform their supervisor.


	Respond to the Presence of a Registered Sex Offender Arriving at The Shelter
	
The Shelter Registration Form includes the question: “Are you required by law to register with any state or local government agency for any reason?” The form states that if a registrant checks “yes,” they should speak to the Shelter Manager immediately. Shelter registration staff are expected to review each form and immediately refer any individual who checks “yes” to the Shelter Manager.

Upon notification that an incoming shelter resident has indicated that they are required to register with a state or local government agency, the Shelter Manager should take the following steps:






	




Respond to the Presence of a Registered Sex Offender at The Shelter (continued)
		Step
	Action

	1
	Have a conversation with the incoming shelter resident about why they are required to register. Handle the conversation and all interactions with the individual confidentially. Make every effort to preserve the dignity of the individual and safeguard the shelter population. In keeping with policy, personal information includes someone’s status as a registered sex offender, should not be disclosed to anyone who does not have a business reason to know.

	2
	The reason individuals must register with government agencies vary from jurisdiction to jurisdiction. Follow the guidelines below, depending on why the individual is required to register.
	If…
	Then…

	The individual indicates they must register with a government agency for health reasons
	Refer the person to Disaster Health Services staff in the Shelter. If services are unavailable, contact the local public health office or EOC for guidance

	The individual states they are required to register with any state or local agency as a sex offender
	Continue with the steps below 

	The individual states any other reason for registration
	Address the situation on a case-by-case basis




	3
	Record the individual’s full name and current address in a confidential location accessible only to the Shelter Manager.

	4
	Advise the client that policy requires notifications of local law enforcement in such situations. 

	5
	If the individual chooses to remain at the shelter, immediately inform shelter security personnel (if present), local law enforcement and the EOC. Request that law enforcement personnel come to the shelter to provide guidance in safely sheltering the individual or help to arrange alternative accommodations in another location.

	6
	Ask the individual to confine their activities to a specific area of the shelter that is separate from the remaining shelter population or highly visible until law enforcement arrives.

	7
	If the decision of law enforcement is to permit the registered sex offender to remain in the shelter, arrange for the individual to stay in a separate area from the other shelter residents, and request guidance from law enforcement on how to ensure the safety of the shelter.

	8
	Comply with the decisions of law enforcement regarding whether the registered sex offender should remain in or leave the shelter and any other specific measures to be taken

	9
	Document all incidents related to registered sex offenders and all interactions with law enforcement in the confidential Shelter Manager log.





	

Respond to a Request from Law Enforcement for Access to Documents to Determine Whether Registered Sex Offenders are Present in the Shelter
	

When law enforcement officials request information about the presence of a registered sex offender in the shelter, the Shelter Manager should respond as follows:

	If…
	Then…

	Law Enforcement officials request documents to help determine if registered sex offenders are present within the shelter
	Explain to law enforcement that client information is private and cannot be handed over without just cause and proper procedures.  Bulk client data is not provided to Law Enforcement at the individual shelter level, all such requests should be routed through the EOC.

	The Shelter receives a subpoena or court order
	Alert the EOC to verify the request and assist the requesting agency while protecting client confidentiality.






5.2.5 People with Disabilities & Others with Access & Functional Needs

The goal is to provide emergency shelter services that are accessible to all, while recognizing that barriers and limited resources are inherent in emergency situations. Disaster shelters and shelter staff will play a huge role in the assisting of people with disabilities and others with Access & Functional Needs. It’s important that, as a registration team, you understand how to appropriately interact in a way that is respectful and dignified. 

Frequently Asked Questions: An Introduction to Cultural Awareness

What are the laws that apply to a shelter?

Under the Americans with Disabilities Act (ADA), emergency shelters are prohibited from discriminating against individuals with disabilities. The ADA requires that shelters allow people with disabilities to bring their service dogs onto the premises in whatever areas others are generally allowed. The only location service animals are not allowed is in the kitchen during times of food production.

What is a service animal?

The ADA defines a service animal as any guide dog, signal dog, or miniature horse, individually trained to provide task assistance to an individual with a disability. If they meet this definition, animals are considered service animals under the ADA regardless of whether they have been licensed or certified by a state or local government.

Some, but not all, service dogs wear special collars and harnesses. Some, but not all, are licensed or certified and have identification papers. If you are not certain that an animal is a service animal, you may ask the person two questions only:
· Is the animal a service dog required because of disability?
· Has the dog been trained to do a specific task/provide a service?


Language Barriers

The shelter will make every effort to provide translation services for the five most frequently spoken languages in our jurisdiction. If in-person translational services are unavailable Language Line Services are acceptable. You may also use the following tips to help you communicate.

1. Be patient.
a. Cross-cultural communication takes time and effort. If you get upset, that emotion may spill over into others.
2. Speak slowly and clearly.
a. Focus on enunciation and slowing down your speech. Even if you feel like you don’t have time to explain, the miscommunication that can result from you rushing will end up costing you more in the long run.
3. Clarify that what you said has been understood.
a. Politely request clarification that they understand what you have told them.
4. Avoid idioms.
a. An idiom is defined as an expression whose meaning is not predictable from the usual constituent elements. These can be extremely confusing for someone who already is having a hard time with a language.
b. A few examples: “break a leg,” “piece of cake,” “biting off more than you can chew,” etc.
5. Use graphic communication cards/draw pictures to communicate ideas.
a. Some people prefer to see an idea or an action rather than have it be explained to them. Use a graphics communication cards, if provided. If you are not artistic, magazines, books, or the Internet can also be used to show what you’re talking about.
6. Be mindful of acronyms.
a. You might be working in an organization where acronyms are used frequently. Remember that not everyone may know the acronyms that you and your coworkers use on a regular basis. Always use the full name.
5.3 Feeding Operations Overview

As a part of shelter operations, meals, snacks, and beverages are provided to shelter residents. In some cases, disaster relief workers such as emergency workers and disaster-affected clients may also receive meals at the shelter. It’s important to work closely with partners to find the best available means for providing safe and sanitary food services to shelter clients. 

The Shelter Manager or their designee, the Feeding Supervisor, is responsible for working in close cooperation with the EOC to source and procure necessary equipment and food. The Feeding Supervisor is responsible for ensuring safe food handling and storage procedures, supervising food service staff and keeping accurate records related to feeding activity. Work with your local health agency to determine need for Food Handlers Permits for staff.

The Feeding Process

The shelter feeding process includes the six phases illustrated and described below:

[image: ]
	Stage
	Description

	1
	Plan Shelter Feeding
The Shelter Manager and Feeding Supervisor will collaborate to identify options for providing food service at the shelter. The Shelter Manager and Feeding Supervisor will work with the EOC to identify options for providing food service at the shelter.

The feeding plan is based on available options and information about the disaster, the shelter population, and the likely duration of the shelter operation.

	2
	Procure Feeding Supplies
Under the supervision of the Shelter Manager, the Feedings Supervisor will work with the EOC using standard procurement practices to acquire supplies necessary for shelter feeding.

	3
	Staff Feeding Operations
The Feeding Supervisor works with the Shelter Manager to request sufficient staff for the feeding operation.

	4
	Set up Feeding Areas
The feeding areas are prepared for use. The feeding areas should have previously been set-up during the set-up of the rest of the shelter.

	5
	Maintain Feeding Operations
The Feeding Supervisor oversees meal preparation or procurement, monitors safe food handling practices, and prepares statistics for the Daily Shelter Report

	6
	Close Feeding Operations
Upon closing the shelter, the feeding lead ensures feeding areas are clean and works with EOC staff to return equipment and excess supplies.



5.3.1 Develop a Feeding Plan

Based on the needs of the shelter and other factors such as, the likely duration of sheltering, the number of shelter residents and the cultural and dietary needs for the shelter population, the Shelter Manager and Feeding Supervisor will work with the EOC to determine the best process for providing culturally/religious/dietary appropriate food for shelter residents and staff.

	How to Develop a Feeding Plan
	
Follow these steps to develop a feeding plan for the shelter.

	Step
	Action

	1
	Estimate the number of meals needed for clients and staff.

	2
	Plan and begin serving snacks immediately. Snacks and beverages should be available 24/7.

	3
	Establish a time for the first meal, usually the next meal needed. Establish mealtimes thereafter. It’s important to have a window of time for meals to ensure all clients coming and going have the option of a meal. As shelter operations continue and people begin to return to work, consider having bagged lunches available and easy to-go breakfasts (bagels, cereals, etc.)

	4
	Determine the best option for shelter feeding depending on the size and anticipated duration of the response. Options could include:
· Fast food or restaurant-prepared meals
· Contracted caterers
· Staff from other organizations (who have been properly vetted and hold the appropriate food handling cards)
· Partner-managed kitchens
· Community-Based Organizations (Red Cross, Salvation Army, Operation BBQ, etc.)
· Food and meal preparation done in-house of a team of shelter staff 

	5
	Estimate staffing needs for feeding based on whether food is prepared onsite or delivered. Identify any facility personnel or client volunteers who will help with food preparation, serving and clean-up.

	6
	Plan the initial menu. Review with the Shelter Manager. When possible, review the menu with shelter resident representatives to ensure sensitivity to cultural needs. Ensure that the needs of babies and young children and individuals with access or functional needs are met (gluten-free, low-sodium, diabetic diets, mechanical soft-chew, etc.)

	7
	Estimate supply needs and acquire supplies for meals, snack, beverages, and water.

	8
	If the shelter is also going to serve as a fixed feeding site for community clients:
· Develop guidelines for feeding procedures and schedules.
· Develop plans for the community clients to be served either outside or in another room. This step can alleviate security issues of having non-residents in the shelter.

	9
	Determine mealtimes and share with workers who are responsible for providing information to clients.






5.3.2 Procure & Manage Feeding Supplies & Equipment

The procurement and process for feeding supplies is the same as for other shelter equipment and supplies. The Feeding Supervisor works with the Shelter Manager and the EOC as well as any Mass Care Leads to confirm procurement procedures and financial authorities for all feeding equipment and supplies.


	Shelter Manager Responsibilities
	
The Shelter Manager is responsible for supervising the Feeding Supervisor and ensuring procurement of feeding supplies and equipment follows all policies, procedures, and financial restrictions.


	What Should be Procured?
	
Nutrition and nutritional needs vary depending upon the person. For example, children and pregnant or nursing mothers require more calories and specific nutrients than their adult male counterparts. Given the complexity of population your shelter population needs, it is important to consult a dietician when possible, regarding your shelter meals. MRE’s and other similarly ready-made meals should be used as an absolute last resort for feeding and used when all other feeding alternatives have been exhausted or are unavailable.


	Procedure for Procuring Food Service Supplies
	
The Feeding Supervisor should follow these steps to procure feeding supplies and equipment:

	Step
	Action

	1
	Take inventory of food supplies on hand at the facility before preparing any meals and designate a specific secure storage area.

	2
	In your initial meeting with the facility representative and the EOC, identify supply sources for food and water.

	3
	Work with the Shelter Manager and EOC to identify procurement procedures, local resources, and financial authorities for shelter feeding operations.

	4
	Contract food suppliers may not be able to meet the special dietary needs of all shelter residents. Work with the residents, and other partners to resolve those needs.

	5
	Prepare and submit supply requisitions to your Logistics Section using your jurisdictions procedure for three days’ worth of food and supplies to sustain feeding. This request should be made 48 hours in advance of projected resource arrival.

	6
	Follow procurement procedures for receiving supplies, entering, and tracking supplies as they are used. 






5.3.3 Food Safety Guidelines for Food Preparation

Hazards can be introduced into food in a variety of ways and range from biological (bacteria and other organisms), to chemical (cleaning agents), to physical (glass, metal shavings). Microbiological hazards are considered the greatest hazards in food preparation and serving. In this section, we’ll review how to keep food safe through all the phases of preparation and serving. 

Note: The information in this section assumes that food preparation is done on-site and from raw materials. The majority of these guidelines pertain to all food preparation and food serving scenarios. This section does not replace local guidance.

	Common Causes of Foodborne Illness
	
Researchers have identified the following common threats between outbreaks and foodborne illnesses:
· Improper cooling of foods.
· Advanced preparation (greater than 12 hours between preparation and service).
· Poor employee personal hygiene.
· Failure to reheat cooked foods to temperatures that kill bacteria.
· Adding raw foods to cooked foods that receive no further cooking.
· Foods from unsafe sources.
· Cross Contamination.
· Improper use of leftovers.
· Failure to heat or cook food properly.


	Receiving & Storing Foods
	
Safe food begins with safe raw materials.

Receiving
All foods should be in excellent condition when they arrive. Delivery times should be planned for slow periods whenever possible to allow for inspection. Storage space should be cleared in advance of your delivery so that foods can be immediately stored. Storage areas should be clean and well-lit to discourage pests.
· Check frozen foods for signs of thawing or signs of thawing and refreezing.
· Reject canned goods that are damaged.
· Ensure that packages are dry, and seals are intact.


Storage
Foods should be protected from time and temperature. Do not store foods directly on the floor or under overhead pipes and never store food anywhere but their designated storage spaces. Monitor for expirations and rotate stock.

Freezer Storage
· Maintain freezers at 0oF or lower. Monitor and record temperatures regularly.
· Do not refreeze thawed foods unless they’ve first been cooked.

Refrigerator Storage
· Maintain refrigerators at 41oF or lower. Measure temperatures with thermometers.
· Do not store raw uncooked meats above prepared foods.

Dry Storage
· Keep canned and dry goods dry.
· Label and date all dry goods.
· Measure and record temperatures regularly.
· Keep all foods in clean wrappers and containers.


	Safe Food Production
	Preparation
· Wash hands before beginning a task and after every interruption that could contaminate hands. Use the hand washing sink that is different from the food prep sink.
· Don plastic gloves and change them whenever changing tasks. 
· Use clean and sanitized utensils and surfaces when preparing food.
· Wash all fruits and vegetables with clear running water in the prep sink.
· Disassemble, clean, and sanitize equipment regularly.
· Wash, rinse, sanitize can openers. Wash and rinse tops of cans before opening.
· Prepare batches of food no further in advance than necessary

Thawing
Foods may be thawed in one of the following ways:
· Refrigerators 
· Under running water 
· Microwave – cook microwave-thawed food immediately.

Frozen foods, such as vegetables and seafood may be cooked from frozen to the recommended internal temperature.

Cooking
· Cook foods to safe temperatures. Use a thermometer to measure temperature.
· Foods should be cooked to their minimum internal temperatures for safety.
· Use tasting spoons, not serving spoons to taste food. A clean testing spoon should be used each time.


	Serving Food
	
Keep hot foods hot and cold foods cold.
· Maintain hot foods at 140oF or higher.
· Maintain cold foods at 40oF or lower.
· Measure surface temperatures periodically and stir frequently.

Use spatulas, tongs, clean plastic gloves, or deli tissue for serving. Discard any potentially hazardous foods that have been removed from temperature control for more than 4 hours.


	Cooling & Reheating Food
	
· Label and date food before placing in cold storage.
· When reheating previously prepared foods, heat them to at least 165oF for 15 seconds within 2 hours of serving.
· Microwaved food should be rotated or stirred midway through heating and allowed to stand for two minutes after heating.
· Do not reheat foods in hot hold equipment (such as steam tables).


	Personal Hygiene Guidelines
	
Foodservice workers must be well groomed and pay close attention to personal hygiene. Policies on personal hygiene should be reviewed with teams and posted as reminders. The following guidelines should be stressed:
· Keep clean by bathing daily.
· Keep hair under control by wearing a hair restraint/hair net.
· Wear clean clothing and an apron.
· Avoid wearing jewelry of any kind.
· Keep fingernails clean, unpolished, and trimmed.
· Wear a bandage and gloves over open cuts and sores. In some cases, food related tasks should be omitted.
· Avoid unguarded coughing or sneezing and wash your hands after either.
· If you are sick, inform your supervisor and stay home.


	Wash Your Hands
	
Wash your hands thoroughly:
· Before starting work
· During food preparation and as often as necessary to prevent cross contamination
· After any of the following:
· Coughing, sneezing, using a tissue.
· Touching bare human body parts.
· Eating, drinking, smoking.
· Handling raw meats, poultry, and fish.
· Handling garbage, sweeping, or picking up items from the floor.
· Using cleaners and other chemicals.
· Using the restroom.
· Handling soiled equipment and utensils.
· Switching between raw foods and ready-to-eat foods.


	Handwashing Guidelines
	
1. Use water as hot as can be comfortably tolerated.
2. Moisten hands and add soap. Lather to the elbow if possible.
3. Scrub thoroughly.
4. Wash all surfaces (back of hands, wrists, between and under fingers).
5. Rub hands together for at least 20 seconds.
6. Rinse thoroughly under running water.
7. Dry hands thoroughly with a paper towel.
8. Use a paper towel to turn off the faucet.


	Wash, Rinse, & Sanitize
	
Clean does not necessarily mean sanitary. Surfaces may be sparkling clean and still harbor bacteria and other pathogens. All food surfaces must be sanitized.

Sanitizing agents differ in the amount of contact time required, their concentration, and temperature make sure to understand the product used. When using a detergent and a sanitizer, they must be used separately.

Since equipment varies, procedures for cleaning should be written. These procedures should include the cleaning and sanitizing agents and the methods to be used to ensure proper sanitization.

Below is the correct order of manual cleaning steps:
1. Scrape/remove large food particles.
2. Wash with appropriate detergent/water solution at 110oF.
3. Rinse with clean hot water.
4. Sanitize in hot water and proper sanitizing chemical.
5. Air-dry.



5.3.4 Collect & Report Feeding Statistics

Feeding statistics are an important part of the Daily Shelter Report that the shelter manager prepares for reporting to the EOC. These statistics help with operational and budget planning.

	

Collect Statistics on Number of Meals and Snacks Served
	
The Feeding Supervisor should report feeding statistics so they can be communicated to the EOC with the Daily Shelter Report.

The feeding report should include:
· Number of meals; broken down by breakfast, lunch, and dinner.
· The number of snacks served; broken down by snacks, water, and other drinks.
· Any special concerns.




Meal and snack counts:
· A meal usually equals and entre, vegetable, fruit, starch, and beverage.
· Snacks are counted individually.
· Drinks are counted individually.

Tip: One way of counting meals is to pre-count the number of plates, cups, etc. and then recount after the meal to determine the number of meals served.

Tip: To identify food waste, count the difference between meals prepared and meals served. If the difference is greater than 10%, it is considered wasteful.




5.4 Dormitory Management

A shelter dormitory is an area used predominantly for sleeping. The Shelter Manager or their designee have a responsibility to assign cots and maintain the cleanliness and overall safety of the dormitory area. While dormitories are explicitly for sleeping, the Dormitory area includes bathrooms/showers and quiet areas that are all managed by the dormitory team.

Cot Assignment

Following the registration process, clients should be led to the dormitory area to receive their cot assignment. While every effort is made to place single men in the single men space, single women in the single women space, and families in the family space, exceptions will need to be made to accommodate individual and cultural/religious needs. In addition, the size of the shelter may dictate how people are grouped.


Maintaining the Dormitory Space


It is the responsibility of the Dormitory Supervisor to ensure the safety and accessibility of the dormitory space for all individuals. Daily inspections of the dormitory space should be conducted. Some of the things the Dormitory Supervisor or their workers should look for include:
· The aisles are clear of any tripping hazards and there are no protruding objects.
· Trash cans and other equipment is in its proper place.
· Ensure aisles have 36 inches of space between them with more space around corners.
· Visually inspect dormitory spaces for unsafe or prohibited shelter items (guns, weapons, etc.)
· Ensure signs are adequately secured to the wall.
· Ensure dormitory spaces are clean and provide the necessary equipment for cleaning to take place if necessary.
· Empty trash cans.
· Replace any shelter aisle navigational markings (markings placed to help orient people to finding their cot) as necessary.
5.5 Individual Client Services Overview

Individual Client Services include Disaster Health Services, Disaster Mental Health Services and Client Casework activities, as well as the activity. It is the expectation that these groups and services are supported by shelter staff.

The Shelter Manager is responsible for supervising all staff at the shelter, however, for outside services, the Shelter Manager will need to work with the EOC. These services will likely be provided by nongovernmental organizations and other community-based organizations.

When working with partners at the shelter, it’s important to inform partners that certain activities are expressly prohibited. These include, but are not limited to:
· Proselytizing.
· Providing services for a fee.
· Referring clients to non-medical fee-based services.
· Recruiting or soliciting in any manner.
· Any other activities that would violate your local jurisdictions code of conduct.

Partner staff should follow these general guidelines while working at the shelter:
· Provide all their own equipment, including laptops, cell phones, forms and other items needed to perform their duties.
· Confine their activities to the agreed upon work locations.
· Partner staff are welcome to take advantage of meal, snack, and drink services at the shelter. This information needs to be communicated to the Feeding Team to ensure the correct number of meals.

When partners arrive at the shelter, the following steps should be taken:
	Step
	Action

	1
	Great the partner and have them sign in. Call for the Shelter Manager to meet the representative

	2
	Verify each representative’s valid agency identification.

	4
	Discuss general working guidelines and orient partner staff to the shelter facility layout, rules, and procedures.

	5
	Announce the presence of the partner organization to residents and inform them about the location in the shelter where they can be found and the assistance, they’re providing.

	7
	Include partner agencies in staff briefings.

	8
	Keep a list of partner information such as services provided and the names of the partner volunteers for later recognition.




5.5.1 Working with Disaster Health Services

In shelters, Disaster Health Services addresses client’s health-related needs and ensures that the shelter meets public health standards. Shelter workers assist by facilitating client access and providing space in the shelter for such operations. 

	What does Disaster Health Services do?
	
Disaster Health Services provides health-related services and secures resources to meet the health needs of people affected by disaster. Disaster Health Staff provide support to people who have disaster-related or disaster-aggravated health needs; and may help clients find resources to meet health-related financial obligations. All Disaster Health Services personnel must have a current license or certificate in their field. 


	The Role of Disaster Health Services in a Shelter
	Note: The information contained in this section may not uniformly apply to all volunteer or community-based organizations that provide health services, this section is intended to provide a general overview of the role disaster health services play in a shelter.

In addition, Disaster Health Service workers may act as advisors to provide information regarding general health and safety issues. Ideally, Disaster Health Services would be available 24 hrs. a day throughout shelter operations either in person or virtually.

Disaster Health Services in a shelter may include:
· Determining the health needs of shelter occupants and arranging to meet those through:
· Assessment & referral of the ill and injured for health care.
· Treating minor illnesses and injuries.
· Looking for unreported health problems of shelter occupants and taking necessary action.
· Assisting with the replacement of medical equipment or essential medications.
· Assisting with care of individuals with functional and or access needs.
· Monitoring anyone with a communicable disease, isolating them if necessary and reporting noticeable trends.
· Working with public health officials to ensure the shelter meets public health regulations.
· Assisting with Staff Wellness as necessary


	Shelter Staff Role in Working with Disaster Health Services
	
Shelter workers can assist Disaster Health Services by:
· Arranging a Disaster Health Services area within the shelter that is both easily accessible and provides privacy.
· Monitoring clients’ moods and behaviors to spot health issues and referring them to health services.
· Working with Disaster Health Services to maintain a sanitary and safe environment in the shelter.
· Assisting with the procurement of necessary health-related material resources
· Keeping records and supplies secure, returning supplies and forwarding records when the shelter closes.


	Requirement
	
Client Health information is confidential. All shelter staff must maintain this confidentiality by making sure that any communication with Disaster Health Services staff related to client health is in confidence and that any records containing client health information are kept secure. 




5.5.2 Working with Disaster Mental Health Services

In shelters, Disaster Mental Health workers provide mental health support to shelter residents and workers. Shelter workers help meet clients’ emotional needs by providing basic psychological first aid and by making referrals to Disaster Mental Health workers at the shelter. 

	What does Disaster Mental Health Services do?
	
Disaster Mental Health Services provides individual triage, mental health surveillance, psychoeducation, enhanced psychological first aid, crisis intervention, advocacy, casualty support and community-level support. Disaster Mental Health workers must have at least a master’s degree and independent license in a mental health discipline.


	Role of Disaster Mental Health Staff at the Shelter
	Note: The information contained in this section may not uniformly apply to all volunteer or community-based organizations that provide health services, this section is intended to provide a general overview of the role disaster health services play in a shelter scenario.

Disaster Mental Health workers in shelters are there to meet the mental health needs of clients and workers. They do this in part by acting as advisors to the Shelter Manager on issues that affect the emotional health of shelter residents and workers. Ideally, Disaster Mental Health Services are offered 24 hrs. a day while the shelter is operating.

Disaster Mental Health duties may include:
· Consulting with the Shelter Manager to review the mental health needs of shelter workers and residents.
· Provide 24-hour staff mental health coverage for shelter residents and workers.
· Make appropriate referrals to local care providers and agencies.
· Recommend alternate accommodations to the Shelter Manager when the stress of communal living or pre-existing mental health conditions would be significantly detrimental to the mental health of a client or the shelter population.
· Conducting mental health surveillance to support to clients.
· Working with the Shelter Manager and staff to implement strategies to help reduce stress for residents and workers.
· Collaborate with public mental health officials.

	Shelter Staff Role in Working with Disaster Mental Health Services
	
Shelter workers can assist Disaster Mental Health staff by:
· Understanding and using psychological first aid to assist clients, themselves, and other shelter workers.
· Listening for client risk factors and monitoring moods and behaviors that warrant a referral to Disaster Mental Health
· Assisting Disaster Mental Health staff with securing records and supplies and processing them properly when closing the shelter.
· Supporting efforts with both shelter residents and shelter workers to alleviate stress.


	Requirement
	
Client health information, including mental health information, is confidential. All shelter staff must maintain confidentiality by making sure that any communication with Disaster Mental Health staff related to client mental health is in confidence and that any records containing client information are kept secure.




5.5.3 Working with Client Case Work

The Client Casework activity provides direct assistance to individuals affected by disasters. Client Caseworkers listen to clients, provide information, advocacy, counseling, referrals and/or recovery supplies and emergency financial assistance. 

	What does Client Casework do?
	
Client Casework interviews shelter residents to identify their disaster-caused or disaster-aggravated needs and helps them initiate the process of recovering from the disaster. The caseworker’s role at the shelter is to work with shelter clients to connect them to resources and assist them with meeting their own recovery needs.


	Shelter Staff Role in Working Client Casework
	Shelter workers should also assist client caseworkers by:
· Organizing the shelter so that space is available for confidential interviews.
· Providing secure storage space for confidential information.
· Helping clients understand the Client Casework process and encouraging them to discuss their recovery needs and plans with caseworkers.
· Identifying client needs and communicating them to caseworkers.
· Speaking with clients to help determine their housing needs and referring them to client casework for assistance with identifying housing resources.


	Requirement
	
Client information associated with Client Casework is confidential. All shelter staff must maintain this confidentiality by making sure that any communication among staff related to a client’s case is in confidence and that any records containing client information are kept secure.





5.6 Additional Shelter Services

In addition to the shelter services described in the previous sections, shelter residents may have additional needs that will need to be met, such as, transportation, internet access, laundry services or access to phones. These needs become more common the longer the shelter remains open. 

	Shelter Manager Responsibilities
	The Shelter Manager, with the help of their staff, is responsible for identifying and addressing client needs as they arise. The Shelter Manager should work with the EOC to meet additional needs of shelter residents.


	Provide Recreational Activities
	Especially in long-term shelters, shelter staff should assess available resources in the shelter for keeping clients entertained and occupied and offer recreational opportunities. If possible, set up a schedule of regular recreational activities. Some possible recreational activities may include:
· Videos, music, and computers
· Games and sports
· Reading materials including books, magazines, and news papers


	Facilitate Access to Additional Services for Clients as Needed
	Other services that may be needed, especially in long term shelters, include:
· Laundry: If the shelter facility lacks laundry equipment, clients may need help accessing laundry services outside of the shelter.
· Transportation: Shelter residents may need transportation to facilitate recovery activities such as meeting with partner agencies to apply for assistance, returning to work, attending medical appointments, or shopping.
· Internet Access: If the shelter does not have internet-enabled computers, assist shelter residents in locating internet at libraries or other locations.
· Communication Equipment: Through your EOC, work to procure communication equipment such as laptops, phones, cell phones, etc. for resident use.
· Equipment Charging: The Shelter may be equipped with a charging station.  If necessary, confer with the EOC for additional equipment.



5.7 Shelter Staffing

Staffing a shelter is another critical part of shelter support operations. The responsibility for planning, requesting, and managing shelter staff lies with the Shelter Manager. Staffing will require frequent evaluations and adjustments as the needs of the shelter and the size of its population fluctuates. The Shelter Manager will need to forecast and predict shelter needs and submit staffing needs and requests to the EOC 48-72 hours in advance of their need to allow for procurement of staff.
Here are a few things to remember:
· The general recommendation is too minimum six shelter staff to 100 residents/clients.
· Shelter populations following a large, no-notice disaster typically peak in the first 3-7 days.

Below is a reminder from Section 4.8 on how to create a staffing plan.

Creating a Staffing Plan

Follow the steps below to create a staffing plan.

	Step
	Action

	1
	Gather information about the disaster (number of people impacted, likely duration, etc.)

	2
	Evaluate the amount of work completed vs. the amount of work that needs to be done

	3
	Evaluate where you are in the shelter cycle (Sheltering Operations peak in the first 3-7 days. Staffing should be increased)

	4
	Determine staffing shifts (12-hr, 10-hr, 8-hr shifts). Shifts may also be a mix. For example, you may have a group core of 12-hr staff, but have an 8-hr position overlapping during the busiest times of the shelter

	5
	Consider the period for which you’re staffing. Day time staffing will require more services than nighttime staffing. For example, with few people coming at going at night, you may only need one reception person at night, while you may need two to three during the day

	6
	Identify your source of staff. Determine what communications must occur if your labor pool extends beyond your own department staff

	7
	Create a table of organization, filling needed roles




	


Information You Will Need
	Collect and assess the following information to help you determine shelter staffing needs.
· Scope of the disaster and relief operations
· Likely number of shelter residents
· Expected needs of shelter residents
· Demographic characteristics of likely shelter residents
· Safety of the Shelter Facility
· Layout of the Shelter Facility
· Likely length of shelter operations

	


Numbers of Staff
	
Using the Shelter Staffing Template, determine the number of staff needed. Keep in mind that:
· Small shelters may combine some positions.
· Large shelters (greater than 50 people) may need most positions filled overnight.
· Staffing levels depend on several factors, including the demographic of the shelter residents and shelter layout.
· You do not need your full team to open the shelter.
· Staffing levels need to be higher during the start of operations for a shelter.
· Note that certain resources and service providers may be shared between multiple shelter facilities.


	







Staffing Guidelines
	
Follow the guidelines when developing your staff plan:
1 Develop an initial plan for staffing the shelter for the first 72 hrs.
2 After making your initial plan, anticipate further staffing needs and submit a staffing requests 48 hours in advance.
3 Assign no more than 4-6 people to each supervisor, depending on the complexity of the task.
4 Plan 24-hr coverage for essential shelter tasks, including registration, dormitory management, disaster health services, disaster mental health services, language interpretation.
5 Schedule one day off for each staff member for every six days worked.
6 Plan shift lengths on the basis of available staff. Nine-hour shifts work well but use 12-hour shifts if numbers of available staff are insufficient.
7 Depending on shelter size, assign some staff to cover more than one area of responsibility. 
8 Shift staff from one assignment to another as appropriate. For example, initially you may need registration workers, but as registration winds down, you may need more dormitory workers. Shift workers from one task to another.
9 Staffing needs continuous review to meet service needs and situational demands of the shelter population.




5.7.1 Acquiring Additional Shelter Staff

Depending upon the length of shelter operations and the number of staff initially deployed to the shelter, the Shelter Manager may need to acquire additional workers to staff and maintain 24-hour operations.

	Evaluate & Request Staffing
	Follow these steps to acquire additional staff/replace current staff.
	Step
	Action

	1
	Use the staff planning process to estimate your staffing needs for the next 3-5 days. 

It is advisable to use the input of your supervisors to determine need.

	2
	Complete your staffing needs request process set forth by the EOC. Include in the request the specific skills/certification requirements necessary/desired, and the number of people needed.





	Work with New Staff/Volunteers
	Depending upon the type and timing of the disaster as well as duration trained shelter staff may not be continuously available. For this reason, you will need to be prepared to work with backgrounded volunteers who may not have been trained in sheltering.

All new external volunteers should have completed a background check before volunteering in the shelter. If a volunteer is new to sheltering, ensure that the following is provided for:
· Host an orientation.
· Plan for experienced shelter workers to provide on-the-job training.
· Provide new volunteers with ongoing supervision, mentoring and support from supervisors and more experienced workers.
· Ensure they have the proper shelter worker identification.


	Spontaneous Volunteers
	Following a disaster, it is not uncommon for community members and others to spontaneously show up to shelters expressing a desire to help. Employ the local jurisdictions’ process for handling spontaneous volunteers and refer them to the appropriate person to be properly vetted. 

If you jurisdiction allows for real-time registration of volunteers and staffing prior to completion of a background check, volunteers may work in all areas, except the following:
· Alone in direct contact with children
· In dormitories alone overnight
· With financial instruments (cash, checks, etc.)


	

Shelter Resident Helpers
	Another possible source of workers at the shelter is the residents who are willing to help with sheltering tasks. Recruiting residents as helpers allows them to contribute to their own recovery and can create a more positive and cooperative environment at the shelter.

Ensure shelter residents are a part of the team by:
· Encouraging shelter residents to help by emphasizing that the shelter is temporary home with regular necessary tasks and that their help will make the shelter a more comfortable place for everyone.
· Refer residents identifying themselves as health or mental health professionals to Disaster Health & Disaster Mental Health Services respectively.
· Provide temporary name tags/other identification.
· Provide training and supervision to ensure shelter residents are able to accomplish their tasks successfully.
· Check-in with shelter residents and ensure they’re happy with their assignments and provide regular feedback on their work.
· Post daily chores or create resident teams with specific tasks.
· Routinely recognize and thank shelter resident helpers for their willingness to help.

Shelter residents will likely not be background checked, and therefore, may not work in the following areas:
· Alone in direct contact with children
· In dormitories alone or unsupervised
· With financial instruments (cash, checks, etc.)


	Requirements
	All employees, backgrounded volunteers and shelter workers must adhere to the jurisdiction’s policies, shelter policies/guidelines, and codes of conduct at all times while working in their capacity as a shelter worker.








5.7.2 Receiving & Orienting New Staff/Volunteers

This section highlights tasks for greeting, orienting, and assigning staff arriving to work at the shelter. The Shelter Manager should ensure that staff members are properly scheduled, signed in, and have proper identification. 

A list of names of volunteers should be provided to the Shelter Manager, in advance to allow for scheduling and verification that all volunteers are present and accounted for on arrival/reporting for duty. 

	Orient Staff/Volunteers
	
Orientation provides workers with information they will need to understand the context of their work, the disaster, and the overall relief operation. All new staff and volunteers, upon their arrival and first shift at the shelter should undergo two orientations:

Overall shelter orientation 
· An overview of the disaster, including information about the operation, affected population, and special considerations that will help staff members assist clients.
· Disaster health and mental health support available for workers.
· Tours of the facility (different areas in the facility, restrooms, staff areas, break areas, smoking areas, emergency exits, etc.)
· Review of any emergency procedures inside the shelter.
· Reviews shelter rules, policies, and conduct.
· Reminders to be flexible and patient and to practice good self-care.

 Position-level Orientation
· Reviews the role they will be filling in the shelter.
· Review of position specific requirements, operations, and processes used.
· Staff/volunteer introductions to the team.
· Service delivery plans and parameters.
· Communication and reporting protocols.
· Any schedules (for example, food service workers need to the know the feeding schedule, dormitory workers need to know the lights out and shower schedule)


	Provide Identification
	All shelter staff/volunteers (including resident helpers) need to be identifiable to residents as well as other staff. New staff/volunteers should be provided with the necessary identification on their first day.


	 Make Staff Assignments
	Ideally, the Shelter Manager will be made aware of the skills/certifications of each person in advance of their arrival to the shelter based upon the request made and the information received from the EOC. However, this information may not be immediately available. In those situations, the Shelter Manager will need to assign positions/roles upon staff arrival. 

	Step
	Action

	1
	Assess each person’s skills and interests and consider the following:
· Disaster training
· Disaster experience
· Employment experience
· Interests
· Leadership & Communication skills/expertise

	2
	Assign staff to roles that:
· Meet the needs of shelter operations.
· Meet the workers’ need for job satisfaction.








5.7.3 Managing & Scheduling Shelter Staff/Volunteers

During shelter operations, the shelter manager schedules shifts, maintains staffing records, holds staff meetings, and responds to staff issues and concerns. 

	Preparing Staff Schedules
	Follow the steps below to create a work scheduled for shelter staff/volunteers.

	Step 
	Action

	1
	Using the Shelter Staffing Tool and list of staff assigned to the shelter, create a schedule of shifts for days off. 

	2
	Review schedules at staff meetings and post copies of the schedule in staff areas where they can easily be found.



Guidelines:
· Identify which position should be staffed during which shifts. Some positions are assigned 24 hours a day, while others are only staffed during the day/evening.
· Evaluate the personnel need during each shift. For example, while you may need 2-3 dormitory and registration workers during the day, the night shift may only require 1. 
· Collaborate with other activities at the shelter, such as Disaster Health & Mental Health Services, as well as position supervisors on potential staffing needs.
· Request workers 3 days in advance. 
· Choose a schedule that suits the working conditions of the shelter and the number of staff available. 
All workers must sign in when they report for each shift and sign out when they leave at the end of their shift.


	Conduct Staff Meetings
	Staff meetings are essential to good shelter operations. They are an opportunity to share information about the relief operation, to build the shelter team and to improve client services. 

Tips for conducting good staff meetings:
· Make a brief agenda to keep the meeting focused. Use a consistent format for all staff meetings.
· Give all staff with key responsibilities a few minutes to provide a status report.
· Plan for questions and time to validate or dispel rumors.
· Protect the privacy and personal information of shelter residents and staff and only discuss topics that are appropriate to the general meeting.
· Remind staff to practice good self-care to minimize the stress of working in a shelter.
· Include shelter resident helpers and partner volunteers to ensure everyone is on the same page and encourage team building.

When to hold staff meetings
· Schedule staff meetings at regular intervals throughout the operation. 
· In addition to regularly scheduled meetings, hold staff meetings whenever important information needs to be communicated.
· Staff meetings should take place on both day and night shifts.
· Use the Staff Meeting Checklist to help facilitate meetings.


	Conduct Shift Transition Briefings
	A shift transition briefing is an opportunity for staff who are ending their shift to brief incoming staff about what has taken place at the shelter during the previous shift. Schedule about 30 minutes of overlap time as the shift changes, and plan shift transition briefings to facilitate this process.





5.8 Managing Supplies & Equipment Overview

One of the most important tasks for ensuring smooth shelter operations is acquiring and managing supplies and equipment. The Shelter Manager will work closely with supervisors in the shelter and the EOC to equip the shelter in a way that meets client and staff needs and ensures that supplies and equipment are used appropriately and tracked carefully.

On larger relief operations, the Shelter Manager may designate a Logistics worker, assigning them to act as a liaison between the shelter staff and EOC to help handle supply and equipment needs. All supply requests for supplies and equipment must be reviewed and approved by the Shelter Manager or a delegate.

5.8.1 Receiving Supplies & Equipment at the Shelter

Once equipment and supplies begin to arrive at the shelter, it takes careful recordkeeping to make sure everything is accurately accounted for and appropriately used. 

	Receiving Supplies & Equipment at the Shelter
	
Follow this procedure when receiving supplies at the shelter.

	Step
	Action

	1
	Identify and set up an appropriate receiving area. Be sure that it has plenty of room to safely unload deliveries. Sign for the delivery if necessary

	2
	Your order will likely arrive with some type of shipping information or inventory list.

Check and count the items delivered against those listed on the delivery documents. Reconcile what you ordered against what was delivered. Note any discrepancies.

	3
	Retain copies of the delivery receipt and order form. Any discrepancies should be noted to the section Supervisor or Shelter Manager.

	4
	Follow-up with your EOC Logistics Section to resolve any discrepancies

	5
	Distribute supplies to the indicated locations/teams





	Next Steps
	
Record and track supplies and equipment received and used at the shelter.








5.8.2 Tracking Shelter Supply & Equipment Inventories

Keeping accurate records of all supplies and equipment received and used at the shelter helps the Shelter Manager and the EOC forecast and plan for shelter needs.

	Procedure
	To track shelter supply inventories, follow this procedure:

	Step
	Action

	1
	Identify and set-up an area for storing supplies and equipment until they are needed.
· Choose an area that can be secured and monitored.
· If you need assistance securing the storage area, the Shelter Manager may help facilitate that request.

	2
	Enter all supplies and equipment received at the shelter into shelter inventory as they are received.
· Check supply counts.
· Record received supplies on the Shelter Inventory form.

	3
	Verify counts of inventory as supplies are removed from the inventory for use at the shelter.

	4
	Conduct inventory counts regularly to verify that inventories reconcile with amounts received and amounts used at the shelter.







5.9 Reporting & Recordkeeping

Communicating accurate information is essential for effective relief operations. By keeping accurate records and reporting regularly to your EOC, shelter staff ensure that the needs of the shelter clients can be met.

The Shelter Manager is responsible for reporting information, such as records and reports, to the EOC. This requires the help and assistance of all staff in keeping accurate records related to their tasks. 

	Initiating & Maintaining Reporting
	The Shelter Manager should reach out to their EOC representative to determine the best mode of communication and reporting schedule. Subsequent reports should follow the agreed upon schedule and procedures, including designated time for reporting, information include in the report, requesting supplies, etc.

Below is a list of things that should be reported to the EOC.

Immediate Reporting:
· When the shelter is open and ready to accept clients.
· When there are immediate shelter needs, particularly when it’s related to safety or security.
· Significant changes in population.
· Unusual events such as injuries, theft, law enforcement interventions.

Scheduled Reporting:
· Information in the Daily Shelter Report including, population numbers, meals/snacks served, staffing, supply needs, unusual situations and information from safety and housekeeping inspections.
· Number of new shelter registrations, number of overnight stays.
· Any special or unusual circumstances regarding the shelter facility or the needs of shelter residents.


	Setting-up & Maintaining Shelter Records
	
Shelter logs allow shelter staff to create an ongoing report of shelter operations. 
· Make entries on the Shelter Log form to document:
· Problems, solutions, and commitments.
· Information related to client needs.
· Feeding and shelter populations statistics.
· Shelter activities or incidents.
· Inform all staff about the log and encourage them to also contribute to the log.
· Remind incoming staff to review the log to familiarize themselves with what happened in the previous shift.

A second log, for Shelter Managers, records confidential activities and keeps information to inform future activities, including staff action and working with law enforcement. Follow these guidelines to set-up a Shelter Manager Log
· Create a separate log kept by the Shelter Manager.
· Use the log to document confidential activities including but not limited to:
· Staff performance issues and information (positive/negative)
· Activities involving clients needing to register with local law enforcement.
· Requests for information from law enforcement.






5.10 Safety & Security

The safety and security of shelter residents and staff must remain a top priority for all shelter workers. While the Shelter Manager is ultimately responsible for overseeing the safety and security of the shelter, this work requires the help of all shelter staff and workers to ensure that safety and security remains a primary focus.

	Arranging for Security Personnel
	Work with your EOC to arrange for safety and security personnel for the shelter. This may be accomplished through:
· Contracting security or law enforcement.
· Law enforcement officials (police drive-byes and assistance when available).
· National Guard personnel, if activated and available.
· Private Security Companies.


	Conducting Safety & Security Inspections
	As previously discussed, conduct a safety and security inspection prior to the opening of the shelter. Following that initial inspection, routinely conduct safety and security inspections (one per shift) and document your findings on the Shelter Shift Inspection form.

During shift inspections, two or more workers should conduct perimeter walks and interior walks to cover all areas of the facility. 


	Monitoring & Controlling Access to Shelter Areas
	To maintain a secure shelter environment, monitor and control access to entrances and exits.
· Secure unused doors that are not emergency exits. Under no circumstances should emergency exits be blocked or locked in a way that could prevent exiting.
· Consult with the Fire Marshal to determine which exits may be safely locked.
· Remind residents and workers that they must not use restricted entrances to enter or exit the building during non-emergency situations.
· Secure doors to areas that are not available to residents.
· Patrol dormitory areas and surrounding areas.
· Monitor parking and control the flow of traffic in the parking area. 
· Control access to shelter storage areas.
· Train staff to check doors to ensure they are locked while conducting their inspections and to always make sure the door shuts and is secured behind them before walking away.


	Safety & Security Briefings for Staff & Clients
	Keeping shelter staff and residents informed helps to maintain a safer shelter environment. Safety and security briefings can be held as a separate meeting or as a part of an existing meeting (daily all shelter meeting and/or the shift briefings). All shelter information should be shared verbally, in writing and should be accessible to all shelter residents. Additionally, the information should be provided in the native languages of shelter inhabitants whose primary language is not English.

Include the following information in the safety & security briefings:
· Location of fire extinguishers.
· Evacuation routes.
· Plans and procedure for emergencies.
· Guidance and reminders on keeping personal items and valuables safe (the shelter and disaster operation are not responsible for the loss or theft of items at the shelter).
· Rules for behavior and supervision of children (parents must supervise their children at all times).
· Rules related to parking and traffic flow.
· Rules regarding off-limits areas.



5.10.1 Maintaining a Positive Environment

Given the circumstances and the situations under which shelters are needed, they can be very stressful for staff and residents alike. Under these stressful conditions, it’s important that shelter staff work to maintain a positive, calm environment in an effort to reduce stress and prevent problems at the shelter.

	Respect
	Creating and maintaining a positive environment begins with respect. 
· Treating each resident as an individual who is ultimately responsible for their own recovery.
· Safeguard the privacy and personal information of residents.
· Appreciate and respect the diverse backgrounds and experiences of all clients.
· Provide services in a way that reasonably accommodates the needs of all clients, including those with access/functional needs.
· Treat all shelter residents and staff with respect and kindness, regardless of how they may be treating you.


	Rules & Shelter Resident Information
	Rules and guidelines are in place to protect the safety and well-being of everyone. This begins by providing a copy of the shelter rules at registration. Post rules where they are clearly visible, in multiple languages, and in ways that accommodate people with visual, auditory, or intellectual impairments.

Shelter rules often prohibit.
· Pets, but not service animals.
· Tobacco, alcohol or illegal drug use or possession.
· Possession of weapons.

Shelter rules.
· Access to certain shelter areas.
· Noise levels during quiet hours.
· Food in the dormitory area.


	Routines
	Routines help provide structure to the daily shelter life and provide stability during stressful times. Be sure to maintain consistency with:
· Mealtimes.
· Lights-out.
· TV time.
· Recreational activities.
· Shower schedules.
· Children’s activities.
· Information updates.
· Shelter meetings.


	Advisory Committee
	Clients can benefit from being a part of the shelter operations. Shelter Managers should work to establish a shelter advisory committee to solve problems, identify resident needs, and provide input to the shelter team. Advisory committees can make a positive difference in the shelter environment for everyone.




5.10.2 Responding to Problems at the Shelter

Given the high stress environment, problems will arise at the shelter. Often these problems are due to a lack of individual understanding of the shelter rules or forgetfulness. Other problems may arise because of the chronic problems’ residents had before arriving at the shelter. In order to maintain the positivity of the environment and mitigate future issues, prompt response should be top priority. 

	Mitigating Problems
	In general, everything should be done to maintain a positive working relationship with coworkers and clients by projecting a constructive attitude and providing a compassionate presence. Offering frequent meetings is a good way to facilitate regular communication and problem solving before the problem is out of hand. It’s also important to acknowledge the stress of the environment and not take things personally.


	General Problem Solving & Conflict Resolution Guidelines
	Despite everyone’s best efforts, problems will arise. In the event of a refusal to abide by shelter rules or appropriate requests by shelter staff, or in the face of a possible problem or conflict between residents and/or staff, follow the guidelines below:

To resolve conflict or problems:
· Always strive to remain calm and objective.
· Avoid taking sides.
· Use diplomacy and avoid threatening statements.
· Request help from Disaster Mental Health staff if available.
· In the event things become to heated or you feel frustration mounting, recommend taking a break and walking away.
· Make sure to use first person language and encourage the disgruntled parties to do the same.

Follow the process for problem solving:
1. Identify the problem.
2. Explore the possible causes.
3. Generate options.
4. Select possible solutions.
5. Develop follow-through plans.

When possible, the work of problem solving should be done in a quiet area away from other residents and staff.


	Responding to Verbal Harassment, Altercations, Abuse, etc.
	All staff should observe body language and monitoring for potential conflicts. In the event of verbal harassment, altercations, abuse, or other verbal disturbances, follow these steps:

	Step
	Action

	1
	Verbally warn the involved individuals that verbal harassment, altercations and/or abuse are not permitted at the shelter (notify onsite security, if present)

	2
	Inform the involved individuals that if the disturbances continue or occurs again, of what the next step will be. This can include having law enforcement address the situation and may result in the removal of the involved individuals from the facility and/or property.

	3
	Document actions in the Shelter Log for other workers to reference.

	4
	If it is not possible to stop the altercation safely or if it does not stop after the verbal warning, call 9-1-1 for immediate law enforcement intervention.





	Responding to Physical Altercations, Fighting & Other Violence
	Safety is the first priority when dealing with altercations. In the event of physical altercation, contact, fighting or violence.
· Call onsite security, and/or 9-1-1 immediately.
· If possible, issue verbal warnings to safely stop the incident immediately.
· Clear all other people from the area to prevent them from harm or involvement.
· Do not attempt any physical contact.
· Report the incident to the EOC immediately.


	Responding to Suspicious Activity
	If you become aware of suspicious activity inside or outside of the facility, report it to local law enforcement, your EOC, and on-site security. Do not attempt to investigate the suspicious activity on your own.





5.11 Dealing with the Media

Following a major disaster, it is not uncommon for the media to show up to shelter facilities in an attempt to seek information about the shelter or speak directly with shelter residents regarding their experience. The media can be a great help following a disaster by telling people where the shelter is located, services available, where volunteers are needed and more. At the same time, it is important to protect and maintain the privacy of the residents. 

	
What to do When the Media Arrive
	The media may show up under two conditions: invited and un-invited. 

Media networks showing up to the facility un-invited do not have to be permitted access to the shelter or shelter property and should be directed to speak with the Shelter Manager. The Shelter Manager should direct all media inquiries to the Joint Information Center (JIC) or Public Information Officer (PIO) at the EOC.

Media outlets wishing to be granted access to the shelter or its property should reach out to the JIC or PIO in advance of showing up. The JIC should then consult with the Shelter Manager on the feasibility and best time for media presence. The Shelter Manger, in order to protect client privacy, needs to be allowed the time to inform residents. 

If the media representatives have arranged, through the JIC or PIO, to visit the shelter, the Shelter Manager should follow the guidelines below.

	Step
	Action

	1
	Greet the news media representatives outside upon their arrival. Explain the media policy and enlist their support in protecting client privacy.

	2
	Use the Visitor Sign-In sheet to register media representatives. Get the reporters’ name, station or newspaper, phone number, requests for information and deadline.

	3
	If the media requests access to the shelter resident areas, enter the shelter area and announce the entrance of news media. The dormitory is not to be entered by media unless clients have been given a minimum of 24 hours’ notice. 

	4
	Give clients who do not wish to be interviewed, photographed, or videotaped a private area to remain until the media leaves the facility. Assist any clients who may need help moving to the private area

	5
	Work with shelter residents to identify individuals interested in speaking to the media regarding their personal disaster experiences and their positive shelter experiences. If possible, identify these people in advance to expedite the process 

	6
	Any shelter residents being interviewed or photographed must provide verbal and/or written consent. Store consent forms with confidential files in a secure location.



While inside the facility, the media should be accompanied by the Shelter Manager and a representative from the JIC at all times.


	How to Talk with the Media
	Shelter staff should not actively seek out the media for interviews. It’s important to note that anyone may be perceived as a spokesperson. For this reason, all media inquiries and speaking should be coordinated and receive prior approval from the JIC or PIO.

The following tips will help:
· If a media representative approaches you and has not been announced, collect the information, and give it to the Shelter Manager:
· Reporter’s name.
· Media Organization they represent.
· Contact information.
· Request for information and deadline.
· If you are asked questions beyond the scope of your knowledge, refer the question to your supervisor.
· Refer questions regarding the overall operation to the JIC or PIO.


	Photos & Video Inside the Shelter
	Media crews may ask to take photos or video inside the shelter. Our first obligation is to the privacy of the shelter residents; therefore, we must be careful in responding to these requests. Explain the media policy to the inquirer and offer possible alternatives, such as:
· Ask one or two clients if they would be willing to talk to the media. If so, select an area for the interview that will not impose on the privacy of others.
· Announce to shelter residents the location of the media. Ask anyone who does not want to be filmed or photographed to avoid the area for a few moments.
· Set up a media area in the facility away from the dormitory area.


	Assisting the JIC or PIO in Human Interests Stories
	The JIC or PIO may ask the Shelter Manager to identify individuals and families as subjects of a potential human-interest story. Shelter workers can be helpful in identifying people who might be willing to tell their stories. In general, the JIC or PIO will be seeking individuals and families who:
· Are willing to talk about their experience.
· Will not be embarrassed or harmed by the publicity.
· Are expressive about the assistance they’ve received.
· Have an uplifting story, such as a family helping others despite their own losses.


5.12 Shelter Messaging & Communication

Communication within the shelter community is essential to the smooth operation of the shelter and providing quality assistance to client. This section includes guidance for providing clear and consistent flow of information for clients and shelter staff. 

The information provided to clients should be timely, relevant, accurate and accessible. While establishing and setting up shelter operations, it will be important to designate a few prominent areas in the shelter for information to be posted and shared. 

	Types of Information to Communicate
	Work with your EOC and your shelter partners to receive up-to-date information for clients at the shelter. Below are the types of information to share on a consistent basis:

[image: ]


	Make Information Accessible 
	Shelter Communications should accommodate different language and communication needs. 

· Assume that not everyone is able to read the posted notices or hear the announcements and choose various methods to accommodate those shelter residents (larger print, pre-printed verbal announcements, verbal follow-up with individuals, etc.). All shelter residents should receive the same information in a format that is accessible to them.
· Share information in multiple languages, according to the shelter’s language needs.


	Methods of Communication
	There are multiple ways to communicate information in the shelter. It is recommended that as many methods as possible be used to capture and accommodate the largest audience.

Shelter Meetings
Regularly scheduled shelter meetings that give residents and staff an opportunity to discuss shelter issues and disaster information. Use the shelter meetings to review rules and issues, discuss volunteer opportunities in the shelter, give disaster updates and share recovery information. Allow ample time for questions and make sure that the information is also communicated in ways that are accessible. The Shelter Meeting schedule will evolve over time. 

Bulletin Boards, Signs & Posters
Locate areas in the registration, recreation, and cafeteria areas to post information on bulletin boards. Use these boards to post news releases, shelter rules and routines, messages from friends and family, lists of available resources and other helpful information. Supplement some information with signs and posters in other areas of the shelter. Make sure that all information is provided in a way that is accessible to everyone in the shelter (including those that are visually impaired, and non-English speakers)

Include information about:
· Registration
· Smoking, alcohol/drugs, and weapons
· Responsibility of personal belongings
· Volunteering
· Schedules (showering, eating, and quiet time hours)
· Housekeeping
· Pets
· Medical Problems or injuries
· Telephones & Other Electronic Communication Equipment
· Where to go with problems/complaints

Shelter Staff
Make sure that shelter staff and interpreters (if available) are well-briefed and prepared to answer common questions from shelter residents.

Newsletters
In large or longer-term shelters, daily newsletters can be used to deliver information to workers and clients. Newsletters should be accessible and in multiple languages.

Television, Radio, Newspapers
Arrange for a television with closed captioning, radios, and daily newspapers for residents to obtain disaster information.
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Section 6: Closing/Demobilizing Your Shelter

As the event stabilizes and there is no longer a need for sheltering, the shelter operations must close, and the facility returned to its previous condition and function. This section addresses how to close/demobilize each major area of the shelter, return excess supplies and equipment, as well as restoring and returning the facility to its previous use and owner. This section includes the following information:

6.1 Shelter Demobilization Overview
6.2 Transfer or Release of Shelter Staff
6.3 Closing Registration
6.4 Closing Feeding Operations
6.5 Closing Dormitories
6.6 Returning Excess Supplies & Equipment
6.7 Records Retention & Final Reporting
6.8 Returning the Facility to the Owner


6.1 Shelter Demobilization Overview

As the incident stabilizes and shelters are no longer needed, demobilization or the closing of operations is important. Demobilization may happen all at once or slowly and methodically over time as shelter resources are deemed no longer necessary. 

When planning for demobilization, be sure to have a clear plan that involves how the work will be done, who will do the work, when and how the closing of the shelter or certain operations will be communicated, as well as whether staff will be absorbed into other disaster operations, relieved of all duties, or reassigned elsewhere in the jurisdiction. The order in which demobilization takes place may vary depending on the mission and objectives of the shelter, community need, etc.  All demobilization work should be done in conjuncture with the EOC.

All plans to close the shelter should be communicated to the public a minimum of 72 hours in advance. The Joint Information Center or Public Information Officer should be able to assist in disseminating that information to the public.

6.2 Transfer or Release of Staff

When the shelter closes, all staff may need to be transferred to relief operations or released. It is important to consult with the EOC to develop a final plan.

	Transfer & Release Process
	The transfer or release process involves several steps performed by the Shelter Manager and/or Shelter Supervisors.

Before releasing staff, the Shelter Manager should consult with the Supervisors about who to release and who to retained to support demobilization efforts. For staff that are released, the Shelter Manager should collaborate with the EOC to determine whether those being released should be transferred or released.

Be sure to personally thank all shelter staff and volunteers upon their release.


	Sheltering Staff Records
	Shelter staffing records should be sent to the EOC for safe-keeping or disposition.






6.3 Closing Registration

When demobilizing registration, given the role that registration plays in reception, the Shelter Manager may elect to keep one person at the desk as long as there are residents in the shelter. 

	Planning for the Closing of Registration
	The Shelter Manager, working with the Registration Supervisor, will collaborate and determine when registration will be closed, whether it’s appropriate to leave one person in the reception area, time it will take to demobilize, etc.

The Shelter Manager will communicate the demobilization of this area to the EOC and adjust staffing schedules and staffing requests accordingly.


	Return Registration Area to Pre-Occupancy Condition
	Before turning the registration area back over to the facility owner:
· Remove all signage in the area; save and reuse when possible.
· Clean and inspect the area and return all equipment to its original location.
· Work with the EOC to correct damages caused by occupancy.
· Return surplus items to their storage location.
· Collect and turn over all completed shelter related forms to the Shelter Manager for retention.
· Receive sign-off from the Shelter Manager.


	Prepare a Narrative
	The Registration Supervisor will prepare a narrative report on the activities of registration operations, including accomplishments, problems, solutions, and recommendations for future operations. 

	Requirement
	Shelter staff must secure registration records and arrange for proper disposition when the registration area closes. Initial Intake and Assessment Forms should be kept for a minimum of three years. Local laws and jurisdictions may dictate otherwise; follow your local laws for record retention related to a disaster.




6.4 Closing Feeding Operations


	Planning for the Closing of Feeding Operations
	The Shelter Manager, working with the Feeding Supervisor, will collaborate and determine when the last meal will be served and when the canteen area will be closed.

The Shelter Manager will communicate the demobilization of this area to the EOC and adjust staffing schedules and requests accordingly. Additionally, shelter residents and workers should be made aware of when food services will be discontinued.


	Arrange for the Disposition of Feeding Equipment & Supplies
	To arrange for proper disposition of food service equipment and excess food supplies:
· Work with your Shelter Manager and the EOC to determine what to do with the excess items.
· Check inventory lists and restock food supplies that may have been used from the facility.
· Work with the EOC to return unopened items to vendors, donate, or discard items.


	Return Feeding Areas to Pre-occupancy Condition
	Before turning the food service areas over to the facility owner:
· Clean and inspect the kitchen and feeding areas.
· Place all equipment back in its original location.
· Dismantle and put away all tables and chairs in the dining hall.
· Remove and store all signage.
· Work with the EOC to correct any damages that might have occurred to equipment or the facility through use.
· Receive sign-off from the Shelter Manager.


	Complete Feeding Records
	The Feeding Supervisor should write a final narrative report on the activities of the shelter feeding operation. It should note accomplishments, problems, how they were solved and recommendations for future operations.

The narrative, invoices, and all other documents should be submitted to the Shelter Manager.



6.5 Closing the Dormitory Area

	Planning for the Closing of Dormitory Areas
	The Shelter Manager, working with the Dormitory Supervisor, will collaborate and determine the best time to close the dormitory area. 

The Shelter Manager will communicate the demobilization of this area to the EOC and adjust staffing schedules and requests accordingly. Additionally, shelter residents and workers should be made aware of when dormitory services will no longer be available.


	Return the Dormitory Area to Pre-Occupancy Condition
	Before returning the dormitory area over the facility owner, the shelter team will:
· Remove and save all signage for reuse.
· Clean, dry, and dismantle all cots.
· Clearly identify cots in need of additional cleaning or disposal.
· Clearly identify and set aside all broken or incomplete cots.
· Properly clean and inspect the dormitory area and return equipment and excess supplies to the storage location.
· Work with the EOC to correct any damage that occurred during shelter use.
· Receive sign-off from the Shelter Manager.


	Prepare a Narrative Report
	The Dormitory Supervisor will prepare a narrative report on the activities of the dormitory operation, with accomplishments, problems, solutions, and recommendations for future operations.

Narrative reports should be turned into the Shelter Manager.




6.6 Returning Excess Supplies & Equipment

As the shelter population begins to decrease, shelter staff and supervisors should begin plans to identify items for return while consolidating other items. Below are some general guidelines and requirements for completing supply and equipment returns. Each jurisdiction and EOC will have their own processes. It is important to consult with the EOC for more specific guidelines.

	Returning Excess Supplies & Equipment
	Below are some general steps and guidelines for returning excess supplies and equipment. 

	Step
	Action

	1
	Identify equipment that is surplus or no longer needed for operations.

	2
	Clean and prepare equipment and excess supplies for return or other disposition.

	3
	Complete a Shelter Inventory form for all equipment and excess supplies. If appropriate, consider donations to partner agencies (must be approved by the EOC prior to donation).

	4
	Request guidelines from the EOC on how to tag and return excess supplies and equipment.

	5
	Forward all forms and associated documents to the EOC.





	Requirements
	When returning inventory, shelter staff must record the final disposition of all shelter equipment and supplies on the Shelter Inventory form.




6.7 Records Retention & Final Reporting

Upon the closure of the shelter, all shelter related documents should be boxed up and sent to the EOC for retention or disposition. Jurisdictions and local laws will vary according to the time that must lapse before documents can be destroyed or disposed. All shelter records should be assumed confidential and stored accordingly in a secure location.

As one of the final activities a Shelter Manager, on closing and before out-processing, should submit a narrative report. The narrative should include an overview of shelter operations and the services provided, problems encountered, their solutions, and recommendations for future operations. The Shelter Log is a useful resource for gathering material for the Shelter Manager Narrative Report.

6.8 Return the Facility to the Owner

During the closing phase, as shelter residents are returning home or moving to alternate housing arrangements, shelter staff should prepare to return the facility to its owner.

The Shelter Manager has the ultimate responsibility of ensuring that the shelter is converted back to pre-occupancy conditions and must sign-off on the completion of demobilization prior to releasing staff. 

	Returning the Shelter to Pre-occupancy Condition
	Follow these steps to return the shelter to pre-occupancy condition:

	Step
	Action

	1
	Remove all items, furniture, and office supplies not belonging to the facility. Be careful to avoid removing items that belong to the facility by requesting a member of the facility be on-site to oversee demobilization operations and answer questions about equipment and supplies belonging to the facility.

	2
	Remove all trash and debris from the shelter

	3
	Confirm arrangements for cleaning the facility by either arranging for a contractor to clean the facility or cleaning it yourself (building and grounds)

	4
	Work with the EOC to address any needed repairs to the facility

	5
	Discontinue electrical, telephone, trash/janitorial, security, and any other third-party services procured for the operation of the shelter. Work with the EOC to contact and inform all vendors the shelter is closing



Use the original Shelter Inspection form to see what changes/damages have occurred over the course of the sheltering operations.


	Complete the Shelter Opening & Closing Inspection Form
	Just prior to turning the shelter back over to the facility owner, with a facility representative, perform a final walkthrough.

	Step
	Action

	1
	Perform a walkthrough and closing inspection with the facility representative.

	2
	If…
	Then…

	
	The owner/representative is satisfied with the condition of the shelter.
	Both parties sign the Inspection form (continue to step 3)

	
	There is damage to the facility or any other outstanding issues to address with the facility and the owner/representative is not satisfied.
	Complete the inspection form with the below additional information:
· Apparent damage, loss/theft/missing items while operating as a shelter.
· A proposal of the measures that will be taken to rectify the matter.
Forward the form to the EOC Logistics team. Once Logistics and the Facility Owner reach an agreement and complete the work, both parties should sign the form

	3
	Return the keys and any keycards to the facility owner.

	4
	Add all forms and associated information to the facility file folder and forward to the EOC.
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Section 7: Special Populations & Circumstances

 The elderly, children, people with disabilities and others with access and functional needs, as well as a diversity of cultural and customary practices may all seek shelter at your facility. 

Additionally, there may be compounding circumstances that must be considered when operating a shelter (for example, a pandemic, flu season, other public health issues). This section provides guidance on how to safely accommodate these diverse needs and circumstances at the shelter. 

7.1 Persons with Disabilities & Other with Access & Functional Needs
7.2 Children in Shelters
7.3 Clients with Ethnic, Cultural, religious or Language-Related Needs
7.4 Clients with Animals
7.5 Pre-Disaster Homeless
7.6 Public Health-Related Circumstances

7.1 People with Disabilities & Others with Access & Functional Needs

The goal is to provide emergency shelter services that are accessible to all, while recognizing that barriers and limited resources are inherent in emergency situations. Disaster shelters and shelter staff will play a huge role in the assisting of people with disabilities and others with Access & Functional Needs. It’s important that, as a registration team, you understand how to appropriately interact in a way that is respectful and dignified. 

Frequently Asked Questions: An Introduction to Cultural Awareness

What are the laws that apply to a shelter?

Under the American Disabilities Act (ADA), emergency shelters are prohibited from discriminating against individuals with disabilities. The ADA requires that shelters allow people with disabilities to bring their service dogs onto the premises in whatever areas others are generally allowed. The only location service animals are not allowed is in the kitchen during times of food production.

What is a service animal?

The ADA defines a service animal as any guide dog, signal dog, or miniature horse, individually trained to provide task assistance to an individual with a disability. If they meet this definition, animals are considered service animals under the ADA regardless of whether they have been licensed or certified by a state or local government.

Some, but not all, service dogs wear special collars and harnesses. Some, but not all, are licensed or certified and have identification papers. If you are not certain that an animal is a service animal, you may ask the person two questions only:
· Is the animal a service dog required because of disability?
· Has the dog been trained to do a specific task/provide a service?

It is important to note that service animals are not pets and must be admitted to the shelter. Emotional Support Animals (ESAs) are not the same as a service animal and therefore do not enjoy the same protections under the ADA.

General Things to Know & Remember

1. Do not ask: “what is the nature of your disability?”
Instead ask the person: “Do you have a disability?”

2. Use first person language.
Say “person with a disability” instead of “disabled person.” 
Say “person who uses a wheelchair” instead of “wheelchair bound.”


Avoid the use of the terms “handicapped” or “crippled.”
If you are uncertain of the right words to use, ask the person about their preference.

3. Speak directly to the person, not to their companion (if they have one).

4. Phrase intake questions in a neutral way to obtain accurate information.
Ask: “Do you take any medications” instead of “you aren’t taking any medications are you?”

5. Don’t assume. It is polite to ask. This goes for everything from recognizing a disability to knowing when a person actually needs assistance. A disability may not be readily visible and an individual with a disability may or may not want or need assistance.

6. Look for a medical alert bracelet. If the person is wearing one, ask permission to look at it and be sure that you are aware of their allergies and medical needs.

7. People who experience slurred speak or other speech difficulties due to disability are typically used to having to repeat themselves. Conduct important conversations, such as the intake process, in a quieter area if possible. Don’t nod your head in agreement if you aren’t sure what has been said. Repeat what you heard back to them. If you’re having difficulty understanding a word, ask them to spell it for you. Ask yes or no questions when possible.

8. When working with people who are deaf or hard of hearing, lip reading is not an effective means of communication. It may be necessary to conduct conversations in a quiet area employing the right communication tools (translation service, pen and paper, graphic communication, etc.)

9. When interacting with someone with a developmental disability, direct communication is important. Speak to the person using clear sentences, using simple words. Help them understand a complex idea by breaking it down into smaller parts. Don’t use baby talk or talk down to the person. Do not interrupt – let them finish their thoughts and sentences. People with developmental disabilities often rely on routines. Be aware that a change in their environment may require some attention and a period of adjustment.

Treat Everyone with Dignity and Respect.

 

General Things to Remember

1. Consult residents with disabilities regarding placement of their cots. Some individuals will have disability-related needs that require accommodation when assigning the location of their cot. For instance, a person who uses a wheelchair, walker or crutches may need a cot located near an accessible bathroom. Since an assigned cot may not be identifiable by touch, a blind person may need a cot placed in a location that they can find easily. A person with low vision may need a bed located close to light to see or away from light that aggravates their eyes.

2. People with service animals are to be accommodated first. If someone in the shelter expresses and allergy to the animal, it is the person with the allergy who must be re-located, not the person with the service animal.

3. When a person who uses a wheelchair “transfer” out of the wheelchair to a chair, toilet, or bed, do not move the wheelchair out of reach.

4. An appropriate way to get the attention of a deaf person is to tap them on the shoulder.

5. Phrase intake questions in a neutral way to obtain accurate information.
Ask: “Do you take any medications” instead of “you aren’t taking any medications are you?”

The information provided here is not intended to be comprehensive. 

Preparing the Shelter for Accessibility
When preparing the shelter to be accessible for people with mobility disabilities, evaluate the shelter for physical barriers. The minimum accessibility features required include:
· Accessible Parking
· Accessible Routes from parking to the entrance
· Accessible entrances (without steps)
· Sleeping areas
· Dining Areas
· Toilet and Shower Facilities
· Activity Areas
· Emergency Exits
· Interior Routes

Necessary changes and modifications should be made in order to ensure that the above areas are accessible to people with mobility disabilities.

 Accessible routes are a minimum of 36 inches wide. When there is a turn, in the route, the space must be wider to accommodate a turning wheelchair and/or guide dog team.

*Additional information may be found in Additional Resources: Working with & Preparing the Shelter for People with Mobility-Related Needs*

7.2 Children in Shelters

Children in shelters require special considerations and attention, especially in a large or long-term shelter situation. The Shelter Manager assigns responsibilities for coordinating programs to the appropriately licensed community or state partner.

All shelter staff should pay special attention and look for unaccompanied minors in shelters, as a shelter can be a dangerous space for unsupervised children.

	Children & Disasters
	Children in disasters require protection from:
· Physical Harm
· Exploitation
· Psychosocial distress
· Family Separation
· Abuse

	Organizing Recreation for Children
	In order to help children cope, activities should include cooperative play and games, expression of feelings, build a sense of normalcy, and build positive relationships with peers. To meet the recreational needs of children at the shelter:
· Organize age-appropriate activities according to the ages of children present at the shelter.
· Ensure the appropriateness of the materials in terms of age range, language, etc.
· Establish a schedule for recreational activities.
· Identify a space that can be used as a dedicated children’s area.

It’s recommended that, among other toys and materials, the following materials be provided:
· Sand, water, clay, and playdough.
· Provide opportunities for dramatic play where children can pretend, they are big and strong.
· Provide drawing materials to allow for expression and emotion processing through drawing.


	Organizing Temporary Respite Care for Families with Children
	Temporary respite care for families with children provides relief for children, parents, guardians, and caregivers. It is a secure, supervised, supportive play experience for children in the shelter. To arrange a temporary respite care program:
· Notify the Shelter Manager of the need for respite childcare programs and work with the EOC to find appropriate partners.
· Ensure that respite workers are qualified partner volunteers who have completed background checks.
· Set up the respite care area where the extra noise will not bother others.
· Notify parents that they are required to stay on site at the shelter or designate an adult (18 years or older) to be responsible for their child or children who are onsite.
· Provide parents with clear, complete, and easy-to-understand information related to respite operational hours.
· Direct workers providing temporary respite to keep a log of all clients served.
· Monitor the program to ensure activities are appropriate and serve the interests of clients.
· Inspect the area daily with Disaster Health Services to ensure there are no safety hazards and that area is secure and sanitary.


	Arranging for Access to Education
	
Minimizing the interruption to a child’s education and reducing disruption to social support systems are critical factors in a child’s recovery.

Under some conditions, school-aged children will require access to education while they are residing at the shelter. Coordinate with the EOC to determine their plan for continuation of educational programs in cases where schools will not be reopened for a considerable amount of time. 


	Tools & Additional Notes on Children in Disasters
	Save the Children, an organization dedicated to creating safe spaces for children in shelters has trained thousands of volunteers and may even provide child friendly space kits to shelters that contain materials to mark off areas for children, activity supplies, and materials to help schedule activities, check children in and out, and sanitize toys.

Children’s Disaster Services of the Church of the Brethren, works to meet the needs of children by setting up childcare centers in shelters. They provide specially trained staff and volunteers who can respond to traumatized children and provide a calm, safe and reassuring presence.

“Helping Children Cope with Disaster” is a joint FEMA and Red Cross effort to provide a resource that provides parents with information and advice to guide them through the recovery process for their children.





7.3 Clients with Ethnic, Cultural, Religious or Language-Related Needs

To provide quality service to all clients, the jurisdiction must strive to deliver services in a culturally sensitive and appropriate manner.

In Washington State, local jurisdictions are required by law, to provide written and spoken communications to non-English speaking community members for the three most commonly spoken languages in your jurisdiction. Every effort must be made to provide bilingual and interpreter services. 

	Respecting & Accommodating Diversity
	Every effort should be made to accommodate all clients. If you need assistance, ask community leaders to provide shelter workers with guidance on how to appropriately and sensitively accommodate ethnic, religious, or cultural groups present in the shelter.
· Language Needs: Make shelter information available in the languages of clients staying at the shelter.
· Dietary Needs: Plan menus to accommodate the ethnic preferences and religious restrictions related to diet.
· Dormitory Layout: Be aware that shelter residents may have religious or cultural preferences that prevent males and females from sleeping in the same area or require extended families to stay together. Provide dormitory arrangements to accommodate these needs.
· Religious Observance: Accommodate requests related to religious observance, for example, providing a prayer room. If possible, identify local religious services for clients and assist them in accessing those services.
· Other Cultural, Religious, or Ethnic Customs: Be aware of ethnic, religious, or cultural customs such as:
·  Restricted physical contact between strangers
· A cultural understanding of which family members should be consulted.
· Interpretative meaning of gestures to different cultures.
· What sort of information should be shared with strangers.



	Communication tools for When Language Barriers Exist
	If your shelter is unable to get professional interpreters/translators (in person or remote services, such as Language Line), or at the onset of disasters where resources are still being deployed, here are some techniques to help you communicate.
1. Be Patient.
· Cross-cultural communication takes time and effort. If you get upset, they too are likely to get upset, making it harder to communicate.
2. Speak slowly and clearly.
· Focus on enunciation and slowing down your speech. 
3. Clarify.
· Confirm with them what you think you heard, and politely request they summarize what they heard. 
4. Avoid Idioms.
· An idiom is an expression whose meaning is not predictable (i.e., “break a leg” or “piece of cake”). 
5.  Use graphics communication/draw pictures to communicate ideas.
· Some people prefer to see an idea or an action rather than have it explained. Graphics communication cards can be a very helpful communication tool.
6. Be mindful of acronyms.
· It’s important to remember that it is unlikely anyone from outside your line of work is going to know what specific acronyms mean; always use the full name.


	Using Interpreters/Translators
	When using interpreters/translators, remember:
1. Speak directly to the person as if you were in a normal conversation. It’s unnecessary to use remarks such “can you ask…”

2. Speak naturally. The interpreter will ask for clarification when needed.

3. Allow more time for interpreted communication.

4. Be mindful of what you say out loud. The interpreter may relay everything that is spoken without editing.

5. Speak one at a time. The interpreter is only able to relay one message at a time.




7.4 Clients with Animals

The Shelter and EOC will have to decide early-on whether a facility will accept clients with their pets in shelters. Regardless of the policies your shelter puts in place, your shelter must accept service animals.

	Responding to Requests to Shelter Pets
	Your local jurisdiction will need to have a plan in place for sheltering pets. Given the connection pet owners feel towards their pets, every effort should be made to integrate pet sheltering into or near shelters.


	Service Animals
	By law, service animals must be allowed into shelters.

Service animals are trained to perform tasks for people with disabilities, such as guiding the blind, alerting the deaf, protecting a person from a seizure, etc. 

When it is not apparent that an animal is a service animal, shelter staff may ask only two questions to determine whether an animal is a service animal:
1. Do you need this animal because of a disability?
2. What work or tasks has the animal been trained to perform?

Shelter workers may not require a license, certification, identification tag, medical certificate, or any other type of documentation for a service animal. Shelter workers should refer any questions or concerns about service animals to the Shelter Manager. 

When a service animal is in a shelter, the animal’s owner is responsible for its feeding, care, and supervision. Shelter staff should work with the animal’s owner to identify a relief area for the animal and provide disposable bags or containers for cleanup. Shelter staff may also assist with providing food and supplies for service animals when needed.


	Therapy & Emotional Support Animals (ESAs)
	Emotional Support Animals (ESAs) or therapy animals provide emotional support, well-being, comfort, or companionship and are not currently afforded the protections provided to service animals under the ADA. For this reason, Emotional Support and Therapy animals are treated as household pets in shelters (follow local state and jurisdictional laws). 




7.5 Pre-Disaster Homeless

Following a disaster, existing shelters may not be operational and therefore staff may see an influx of individuals who are pre-disaster homeless into disaster shelters. Shelter residents who were homeless before the disaster resemble shelter clients in terms of disaster-related needs but require special assistance to find placement when the shelter closes.

	Responding to requests to shelter the pre-disaster homeless
	When you register clients, who were experiencing homelessness before the disaster, complete the Shelter Registration Form with as much information as possible. Accept them into the shelter and provide them with the same services as any other client.


	Facilitate post-shelter placement of pre-disaster homeless
	As the incident stabilizes and alternative housing and mass care needs have been provided for, often times the people remaining in the shelter are pre-disaster homeless or others with specialized needs. Prior to demobilization, plans for pre-disaster homeless will need to be in place.



7.6 Public Health-Related Concerns (i.e., Pandemic, Outbreak, Seasonal Illness, etc.)

While a pandemic or outbreak is occurring, there may simultaneously be a need for sheltering due to other disasters (fires, hurricanes, cold weather, flooding, etc.). When this occurs, it is important to take extra caution in all aspects of sheltering to limit the spread of disease. Outlined in this section are some guidelines for operating a shelter in pandemic, outbreak, or seasonal illness conditions.

	Follow Public Health Guidelines
	
	Step
	Action

	1
	Prior to opening the Shelter, it will be important to meet with members of Public Health to receive information on the public health situation and latest best practices for sheltering.

	2
	With jurisdictional and public health officials, verify the available stock of sanitation and safety supplies are in sufficient quantity for the estimated shelter operations duration.

	3
	Follow all public health guidance provided.

	4
	Prior to the shelter opening, provide just-in-time education related to the measures and precautions in place to prevent the spread of illness/disease.

	5
	Upon arrival at the shelter, educate all shelter clients about measures in place to prevent the spread of disease.

	6
	Upon closing the shelter, follow public health guidance on sanitation of shelter materials and areas to prevent infection.





	
	Adaptations to services may need to be made regarding shelter operations based on the specific public health threat or concern. 

While there may be some universality in precautions in the information below, this information is subject to change and is meant only to serve as an example of the services and shelter components that should be evaluated and modified.

	Service/Shelter Component
	Possible Modifications/Things to Consider

	



Sheltering
	Congregant vs. Non-congregant Sheltering. Sheltering following a disaster has typically been congregate sheltering or “mass sheltering.” During a pandemic, jurisdictions should evaluate whether this conventional method of sheltering is the most appropriate or whether non-congregant sheltering should be implemented. 

Additional considerations:
· Non-congregant shelters tend to create an “out of sight, out of mind” mentality when in reality, your shelter numbers are similar.
· Jurisdictions should be aware that non-congregant sheltering still requires that the same conventional shelter services and shelter resources be provided. This includes feeding, mental health services, etc.


	

Signage
	What additional signage is needed? Assuming your jurisdiction decides on congregant sheltering, you’ll need to determine what additional signage is needed as well as their quantity. 

Examples include social distancing guidelines, supplement rules signage, procedural reminder signs, additional spacing/floor markings, etc.


	







Registration
	What additional information needs to be provided and how do we modify the registration space to promote safety for everyone? 

Additional Considerations:
· How can the physical space be modified to promote safety?
· What additional materials are needed in registration to prevent spread of disease (“clean” and “dirty” containers for pens, sanitation supplies, plexiglass installments, etc.)
· What additional information needs to be provided to guests regarding social behaviors and pandemic conditions (informational papers on what the shelter is doing to remain safe, client pandemic expectations, etc.)
· How can congregation in the reception area be minimized? 
· How will the weather impact your ability to de-congregate registration?
· Staff placement – will staff now be situated at the door and control access to the facility as opposed to greeting in a lobby area?
· Are liability waivers required stating the shelter is not liable if you contract an illness at the shelter?


	







Dormitory
	How will public health guidelines impact dormitory areas? Dormitory areas will likely have to be modified in their physical set-up. This will likely mean an increase in personal space and a decrease in the number of people the shelter is able to house.

Some things that have been done:
For COVID-19, the following changes to dormitories were made:
· Personal space in shelters increased to 110 square feet per person and cots were arranged so that people slept head to foot with their neighbors.


	



Feeding
	How will feeding change?
The focus would need to be on prevention of cross-contamination and decreasing the need for a serving line.

Some things that have been done: 
During COVID-19, feeding was transitioned from serving hot meals in a serving line to pre-packed, individually wrapped, and heated meals where a sealed package of heated food was served.




Some things to Consider:
· What enhanced sanitation protocols needs to be implemented?
· What food serving layouts and practices will need to be altered?


	
Sanitation Facilities
	During a public health crisis, sanitation and frequent handwashing is the best way to prevent the spread of illness. Given this increased need for frequent handwashing, it will be important to evaluate whether the facility will need additional handwashing stations.


	







Staffing
	Evaluate Your Staffing. 
· In some areas, staffing may be able to decrease.
· In other areas, staffing may increase (for example, do you need additional staff for more frequent cleanings and wiping down of often-touched surfaces? You may need additional staff to assist registration and greeters with screening people for symptoms).
· Schedule staff in teams You may want to consider scheduling staff in teams, when possible, to minimize the number of staff that may require quarantine (for example, Team A always works together, Team B always works together. Members of Team A and Team B never swap teams)


	
Recreational Activities & Areas
	What modifications will need to be made to make recreation safe in the shelter?
Shelter residents will require entertainment and recreational activities as a form of community connection and healing from the incident. Activities will need to be evaluated for how they can be executed safely. 


	


Shelter Schedules/Routines
	What schedule changes need to be made to prevent congregation in shelter areas?
Shelters run on routines and schedules. However, with this added layer of de-congregating spaces to limit the spread, how will schedules have to change? 

Some things to think about:
· Will meals need to be offered in several blocks? 
· Will shower and bathroom schedules need to change?
Remember to communicate your changes to the shelter staff, volunteers, and clients!

	Messages/Reminders
	What messages need to be incorporated into staff and shelter meetings? What daily reminders should be given?

	





Screening
	How often and who will perform screening?
Screening can be one of the ways to prevent the spread of illness. Screening may take place in the form of physical screening for symptoms (i.e., temperature checks) or through less invasive procedures (i.e., questionnaire). 

Some things to think about?
· Is additional staff needed to conduct screenings?
· Are screeners required to have specific licensure or certifications?
· Who should be screened?
· If using a questionnaire, what additional screening is needed if someone states they meet one or some of the criteria on the questionnaire?
· How often should screening take place? 
· As people come and go from the facility? Daily at mealtimes?


	

Safety Inspections
	What additions need to be made?
Regular safety inspections already take place, under the pandemic conditions, what additional inspections or safety checks need to be put in place to keep the shelter safe from the spread of illness?


	





Training
	What information needs to be added to training materials for staff and volunteers?
This will largely be dependent upon the Personal Protective Equipment (PPE) recommendations from public health. 

In general training information should include:
· Information on the illness (including symptoms).
· How the illness is spread.
· How spread can be prevented.
· Tactical trainings if necessary (donning/doffing PPE, handwashing, etc.).
· Guidelines and protocols (how to safely enter your home, for example).
· Resources available to staff and volunteers (testing coverage, L&I type coverages, separate housing – shelter space or hotels for those that don’t want to go home).

	Responding to an Outbreak at the Shelter
	Similar to how plans are needed to respond to incidents at the shelter (fire, evacuation, etc.) a response plan on how the shelter will handle an outbreak should also be discussed and written down. If you suspect an outbreak of any illness, Public Health should be immediately notified.


	

Addressing Non-Compliance
	Non-compliance to pandemic related rules is highly probable. 

Some things to consider:
· Are staff comfortable addressing non-compliance?
· What additional tools or training is needed?


	







Shelter Resident Criteria
	The ADA is expressly clear that most people with disabilities and others with access/functional needs belong in a mass care shelter. Depending upon who is most at risk for negative health outcomes related to the current pandemic, shelter resident criteria may have to be evaluated and alternate arrangements be made for individuals that the shelter and local jurisdiction believe they cannot adequately keep safe in conventional sheltering.

Additional considerations will need to be made for some residents who require at home medical treatments that may increase the spread of a pathogen.

For example, children with chronic, significant asthma may be at greater risk for contracting or spreading the illness. Often times, children can be provided a home nebulizer for when their asthma requires treatment. This home nebulizer, could aerosolize a pathogen, creating the potential for spread. Will it be enough to provide an enclosed space for nebulizer treatments or is alternate sheltering advisable?


	

Clients with Positive Results & Stigmatization
	A client’s need for sheltering does not disappear when they test positive for an illness. 

Depending upon the pathogen’s lethality and R0 (virus spread-ability) staying in the shelter may be appropriate. 


	Vaccinations
	During the time of sheltering, if a vaccination does become available, local jurisdictions will need to work with public health on providing them with support and a space for mass vaccination for shelter residents.


 

	Temporary Infirmaries
	When shelter populations include many medical cases requiring more care that Disaster Health Services staff typically provide, the EOC should be alerted, and decisions should be made on whether to contact the local Public Health authorities for possible intervention or request a temporary infirmary be established.

· Temporary infirmaries set up by the local public health authority are to be operated under the supervision of public health.
· If the public health authority requests assistance, staff may assist, but are then under the supervision and control of the Public Health Officer.
· Local Jurisdictions may support public health by procuring food, supplies, and equipment. However, the responsibility for providing medical and nursing care rests solely with the local public health department.
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