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ARC 3068-11

Shelter Operations
FACT SHEET

Revised September 2005

Course The purpose of this basic level Disaster Services training is to prepare
Purpose volunteers and employees of the Red Cross and other agencies to

effectively and sensitively manage shelter operations as a team while

meeting the needs of people displaced as a result of a disaster
Learning After completing this training, participants will be able to—
Objectives e Describe the procedures for opening, operating and closing shelters.

e Explain ways to demonstrate quality service.

e Organize available human resources as a shelter operations team.

o Identify resources available to assist shelter workers.

e Organize the physical facility and material resources to meet the needs

of the people in the shelter.

CO“'_'S? Participants will be volunteers and employees of the Red Cross and other
Participants agencies and community leaders who will be working on shelter

operations teams.
Course Required:
Prerequisites Successful completion of one of the following courses:

e Community Services Overview (ARC 3068-6)

e Mass Care: An Overview (ARC 3068-1)
Course This course is three hours in length. Full attendance of the entire course
Length is required to receive a certificate of completion.

The sponsoring Red Cross unit will schedule this training for a suggested
How the minimum of four participants. The maximum number of participants is
Course is limited only by the ability of the sponsoring unit to provide a training
Scheduled facility to comfortably accommodate them and to maintain the

recommended instructor participant ratio of one instructor for every eight
to ten participants.




Instructors This course will be taught by a team of authorized Disaster Services
instructors who have Community Services experience in local, service
area or larger shelter operations. Instructors must be familiar with current
disaster regulations and procedures, Red Cross agreements with other
agencies that provide disaster relief and the disaster plan of the local
service delivery unit. When scheduling instructors, consider that there
should be one instructor for every eight to ten participants.

ARC 3068-11
September 2005



|ngructor’sManual For mat

INSTRUCTOR’S MANUAL FORMAT H Use newsprint.

Thisingtructor’smanual providesthe course content and methods of (text appears here)

instruction aswell asaccompanying participant resourcesto beusedin 1
presenting Shelter Operations (ARC 3068-11).

f Show transparency.
H (text appears here.)

1

N,

Theleft column consists of the content to be presented. Where
appropriate, you may want to change astatement to better suit your

style of presentation or the classroom situation, but be sureto stay

within the context of the material and the framework of thelearning
method. Show videotape.

! Usecompuiter.
NOTE: You will also find instructor notes marked initalicsin the

left column. Examples of these notes include the unit objectives,
Refer participants

reminders, and instructions for an exercise. They are provided to Z:-.—‘.'\ to attachment.

assist you in preparing for the course and are not intended to be

read to participants. = Refer to materials
(forms, etc.)
. . . . : | Res -
Theright column usesiconsto indicate the methods of instructionto be o A Indicatesan
: . Ingtructor’s
used or resources availableto support that section. Present the content Resource.
using lecturettesunlessaniconindicatesotherwise. Theiconsare
presented on thispage. When prepared newsprint isused, youwill aso &ﬁ Conduct an activity.
find an abbreviated versionin theright column.
> Pose aquestion to
- thegroup.
@ Takeabreak.
Shelter Operations 5
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Segment 1 Introduction and Purpose of Training

I. INTRODUCTION AND PURPOSE OF TRAINING
Time: 30 minutes

A. Insructor Introductions

NOTE: While participants are waiting for classto begin, encourage
them to read page 1 of their workbooks.

Welcometo the Shelter Operations course. Thank you for taking the
timeto attend today’sclass.

NOTE: When a chapter leader is available, have that person
introduce the instructors and comment on the importance of this
course activity. After the instructors are introduced themsel ves,
cover the following housekeeping details:

Beforewe begin to discusstherole and responsibilities of the Red
Crossinopening shelters, | want to cover some housekeeping detailsand
then thereview the purpose and learning objectivesof thiscourse.

1. Breaks

2. Arrangementsfor snacks(if any)
3. Smokingregulaions
4. Location of restrooms
5. Emergency exits

6. Sign-insheet, Course Record Addendum (Form 6418A)

Welcome to the

Shelter
Operations

Your instructors are--

Shelter Operations
Instructor’s Manual
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Segment 1 Introduction and Purpose of Training

B. CoursePurpose

Regardless of the emergency, when large groupsof peopleare
temporarily displaced fromtheir homes, theAmerican Red Crossre-
spondsby opening and operating shelters. The Red Crossprovides
shelter for disaster victimsin public and privatefacilities, such asschoals,
Churches, and community centers.

The purpose of ashelter isto provide asafe placefor peopleto stay
during an emergency, with accessto varioustypes of support and informa:
tion. 1nsome cases, peopleleavetheir homesasaprecautionary mea
sure. These people usually return home assoon as possible after the
emergency haspassed. Inother cases, when their homesare damaged as
aresult of thedisaster, they may continueto liveinthe shelter until alterna-
tive housing can befound, or until the home hasbeenrepaired. After the
shelter resdentsmake other living arrangements, the shelter isclosed.
Running ashelter requiresaskilled team of peoplelikeyouwho areready
to help.

The purpose of the courseisto prepareyou to effectively and
senditively manage shelter operationsasateam, to meet the needs of
peopledisplaced asaresult of adisaster. Wewill focusinthiscourseon
thetypical typesof disaster that are administered out of your local chapter.

Segment 1-2
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Segment 1 Introduction and Purpose of Training

C. Objectives

After completing thiscourse, participantswill ableto—

1. Describetheproceduresfor opening, operating and closing shelters.
2. Explainwaystodemonstratequality service.

3. Organizeavailable human resourcesasashelter operationsteam.
4.  |dentify by resourcesavailableto assist shelter workers.

5. Organizethephysical facility and materia resourcesto meet the
needs of peopleintheshelter.

D. How ThisCourseisOrganized

Thiscourse buildson theinformation presented in Community Services
Overview (previoudy Mass Care: An Overview). Someof thematerial
may |ook familiar toyou. Themateria weintroducedintheoverview
coursewill be supplemented with more detailsand specific procedures
and toolsyou will need asashelter worker.

To accomplish our objectives, the Shelter Operationscourseusesa
videotointroducefour course segments. Thevideo footagewill giveyou
an opportunity to see Red Crossworkersin action and hear intheir own
wordswaysto ensurethat the needs of theclientsaremet. You also have
aworkbook. Thefirst part of your workbook titled, “IntheField,”
containsspecificinformation and proceduresthat will hel pwhenyou work
inashelter. Thesecond half of your workbook, “ Putting It All Together,”
will be used during today’sclass. You will find that your workbook

Page 53
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Segment 1 Introduction and Purpose of Training

containsadditional information and referencemateria beyond what we
cover inclass. Thismaterial iscritical for running asuccessful shelter.
Review it carefully after you completethisclassand takeit withyouif you
arecalledfor ashelter assgnment. Astheclimate of disaster response
changesthe Red Cross adaptsto the needs of our clientsand disaster
workers. Sincethe Shelter Operations course was created, vocabulary
and the nature of somerelationshipshave changed. Therearesometerms
that nolonger apply inthiscourse. For example, what wasoncereferred
toasMass Careisnow known as Community Services. Asthey come
up, I will draw your attention to them. Pleasefee freeto ask meany
guestionsasthey comeup.

Inthiscoursewewill learn the basic skillsand procedures used by
shelter workers. Thereisasecond course called Shelter Smulation,
which the chapter has scheduled for . Inthesimulation

youwill haveachanceto practicewhat you havelearnedinthiscourse
and ask any questions about the resource materia that wewill not cover
today.

Herearethetopicswewill cover today:
Segmentl:  Overview of Shelter Operations
Segment2:  Organizing the Shelter
Segment3:  Operating the Shelter

Segment4:  Concluding Shelter Operations

Onthelast page of your workbook isacourseevaluation form. If u
available, you can useform 5898B for theevaluation. Thisformis Page 79
ARC 3068-11

Segment 1-4 Rev. September 2005



Segment 1 Introduction and Purpose of Training

important becauseit tellsushow well the courseismeeting your needs
and givesusfeedback on our teaching skills. Pleasetake afew moments
now and compl etethefirst three questions.

NOTE: Allow time for completion of the form.

E. Participant Introductions

L et’slearn more about one another, using atool that helps Red &ﬁ
Crossworkerslearn more about clientswho cometo ashelter—aregistra
tionform.
NOTE: Distribute Disaster Shelter Registration formsto partici- : Form 5972
pants.

Let’slook over theform and talk about important itemson theform.
Obvioudly, the name, address, and phone numbersareimportant. The
total family membersregistered and sheltered areimportant sothereisan
accurate accounting of who hasregistered. Thebox that refersto medica
issuesisimportant aswell so that appropriate referralscan bemadeto
Health Servicesor Mental Health Services.

Pleasework with apartner and interview each other using Disaster

Shelter Registration (Form 5972). In additionto completing theinfor-

mation on theform, show, inthe post-disaster address section, your

partner’s position with the American Red Crossor another agency. There ‘ T L
isspace on page 54 of your workbook to take additional notes. Page 54

Shelter Operations
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Segment 1 Introduction and Purpose of Training

NOTE: When all interviews are completed, each participant should
introduce hisor her partner giving their NAME and POSI TION.
Review the form with participants and explain how the form and the
information on it are used.

Theshdter registrationform—

B Hepsworkersknow how many peoplearestayinginthe shelter,
whichalowsfor better planning, i.e. How many workerswill be
needed? How muchwill berequiredintheway of food or supplies?

B Tdlsworkerswhoisstayingintheshelter. Sometimesfamily mem-
berswho were not in the disaster will try tolocate loved oneswho
many have been affected by the disaster. One copy of thisform goes
to Welfarelnformation. Asyou may remember from Introduction to
Disaster, that istheactivity that isresponsiblefor helping tolocate
missingfamily members.

B Hepsworkersdeterminewhether aclient may need additional
sarvices. Informationinthemedica problem columnmay signa a
referral to aHealth Servicesnurse or aMental Health Services
worker if oneisavailable. A copy of thisformisavailablefor useby
the Client Casework Staff to coordinate action on cases.

Asyou can seg, itisimportant that we collect thisinformation. But how
doesit feel to have someone ask you these questions? Someof them are
rather personal. Now imagineyou havejust experienced adisaster. You
may not know the status of your family members, home, or possessions,
or you may have sufferedlosses. Youwalk into aRed Crossshelter, and
thefirst thing you areasked to doisto register. How would you want to
betreated at theregistration desk? At some point, you may havethe

Segment 1-6
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Segment 1 Introduction and Purpose of Training

opportunity to register clients. Think back to thiscourse, and remember
how youfelt. Bejust assensitivewith each and every client asyou would
want someoneto bewithyou. Being sengitivetotheneedsof theclientsis
thefirst stepin providing quality service. Wewill learn many other ways
to providequality servicethroughout therest of thiscourse.

Shelter Operations
Instructor’s Manual
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Il. OVERVIEW OF SHELTER OPERATIONS

Time: 35 minutes

As a result of this segment, participants will be able to-
B Jate the values for shelter workers.

B Describe the demographics of average shelter operations, the
types of shelter operations, the community response to disaster,
and the Red Crossrolein shelter operations.

In Community Services Overview (Mass Care): An Overview we
|earned that the basic commitment of Community Servicesistotakecare
of the eating and sl eeping needs of the peopl e affected by disaster onan
interim basis, whilethey aremaking other arrangementsfor their recovery
or until they can returnhome. Shelter operations play atremendousrole
infulfilling thiscommitment. Let’swatch thefirst ssgment of our video-
tape, which givesusan overview of theimportance of providing shelter to
our clients. Asyou watch thetapeyou may want to take notesor jot
down gquestionson page 55in your workbook. Notetheterminology in
thevideo. “Because video hasnot been updated to use the new terminol-
ogy, youwill hear the old termsreferenced.”

NOTE: Show segment 1 of video, “ Overview of Shelter Opera-
tions.” Do you have any questions about the video?

Page 55

®
?
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NOTE: Pause for questions and clarify as needed.

A. Valuesfor Shelter Workers

TheRed Crosshasalong history of providing shelter to thevictims of : Y 1

disaster. From our commitment in Community Services, we havedevel - 5 c6
age

oped aset of valuesthat guide our conversationsand actionsas shelter

workers. Our valuesareasfollows: :

Poster 955

B Ensurethat theshelter isasafeplace. Our first and foremost

concernisthesafety of clientsand workers. Out of thiscommitment,
come many of therulesweask clientstofollow.

B Respect clients. Treat dl clientstheway that you would want to be
treated. Werespect thediversity among the peoplein our shelters.
Privacy isanother aspect of respect. We show respect by creating a
placewhere clientscan shareinformation in confidence. Toensure
confidentiality, we seek to protect the privacy of our clients.

B Provideservicesequally toall clients. Wedon't discriminatein
any way when it comesproviding shelter services. What we make
availableto oneclient, wemakeavailabletodl clients. Thisalso
meansthat for peoplewith disabilities, wetill providethe sametypes
of servicesavailableto other clients. We seek waysto providethose
servicesinwaysthat aremost useful to those who need them.

B Enabletheclientsto makeother arrangements. Wetreat each
shelter resdent asanindividua whoisultimately responsiblefor his
or her ownrecovery. Weassist clientsby providing themwith
information about the services of the Red Crossand other agencies
that may helpthemwiththeir recovery plans.

ARC 3068-11
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B Useresourceswisely. Wearenot agovernment agency. Most of
our organization’ sresources comefrom donations of people'stime
and money. Itisimportant that wetry to provideour servicesinthe
most efficient way whilestill maintaining quality serviceto our clients.

Out of these val ueswe have devel oped the proceduresthat you will
learn about today. Throughout thiscourse, wewill show you toolsand
resourcesthat will help you with thesituationsand issuesthat may arise
whenyou areworking inashelter. Should you ever be uncertain about
what course of action to take, use these val uesto reason through your
choices. They will point youintheright direction.

B. TheShédter Cycle

We havediscussed our commitment and values as shelter workers, now

let’ sdiscusshow weactualy go about providing shelter to our clients. If

youwill look on page 57 or at the Shelter Cycleposter, you will seethe

seven main stepsin the process of sheltering. Thereare someactionsthat

wetake prior to adisaster occurring in order to be better prepared. We £ T )
can group thoseinto Step 1 as preparedness activities. Oncethe Red Page 57
Crossisnotified that adisaster hasoccurred (Step 2), there are aseries of

conversationsand actionsthat lead up to the opening of ashelter (Steps 3

and4). Onceclientsarrive, there aretasks necessary to keep the shelter

operating (Step 5). In Step 6, we provide clientswith information and

Poster 955

help get them connected to the resources necessary to returnto their

homes or make other arrangements. Findly, after theres dentshave made
arrangementsfor longer term housing, we closethe shelter (Step 7). We
will spend therest of thiscourselooking at each of these stepsin detail.

Shelter Operations
Instructor’s Manual
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C. STEPZ1: Preparedness

Every American Red Cross chapter isresponsiblefor pre-disaster pre-
parednesswithinitsjurisdiction. Using the chapter disaster response plan
and annexes asguides, chaptersexploreissuessuch as—

B Thetypesof hazardsthat could poseathresat to thiscommunity. ﬁ T !

B Thepeoplewho might be affected. Page 58
B Thetypesof needswouldthey have.

B Redcross preparation to meet client needsas quickly and effectively
aspossible.

Based onthisanadyss, at |east seven important goa sshould be
achieved for Community Services:

B Hazard analyssand demographicinformation should beused to
predict the people who might be affected by a disaster and need
shelter. Thiswill alow you to project what needs you should
preparefor, e.g., the need to have Spani sh-speaking staff or an
interpreter.

B Written agreements should be obtained from school districts, gov-
ernments, religious organizations, or other groupsfor theuse of their
buildingsasshdltersintimeof disaster.

B A predisaster survey of designated buildingsshould be conducted
to compilebasicinformation about potential shelter Sites. This

ARC 3068-11
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information can then be made availableto the shelter staff whenthey
areassgnedtothefacility.

B Sufficient staff should beidentified andtrainedtoinitiateand sustain
ashelter operationfor aminimum of 72 hours.

B Vendor accounts should be established to provide food and other
suppliesfor Community Servicesoperations.

B Thechapter should prepare severa shelter kits. Thekitsshould
alwaysbeready to go and should contain the supplies needed to
open and run ashort-term shelter. For alist of suggested items, see
page47 of the“Inthe Field” section of your workbook.

B Regular training should be held to prepared shelter staff and manage-
ment for proper shelter operations.

1. Demographicsof Shelter Populations

Asapart of disaster preparedness, we need to know whoislikely to
come to the shelter. Each chapter will develop specific information
for the disaster response plan about the people living within their
jurisdiction, but in general, there are several demographic factors that
help us predict who might need a Red Cross shelter. The type of
disaster, the size of the disaster area, the amount of warning time, the
history of past emergencies, the location of the shelter, and the
access hility of evacuation routesall influencewho will cometo stay at
your shelter.

Itisdifficult to provide exact information about evacuation behavior.
A ruleof thumbisthat persons seeking public shelter do not have other

AR\

Page 47
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options, such asextended family with whom they can stay or resources
such asinsuranceto pay for hotel accommodations. Each community will
vary inwho seekspublic shelter. Reviewingwhichresidentsof your
community liveat or near the poverty level isoneindicator of thelikely
resdentsof your shelter. By participating in community disaster planning,
your chapter will be ableto network with other socia serviceagenciesto
obtain additional insghtsinto thegroupsthat may seek public shelter.

In addition to persons evacuated because of the disaster, the Red
Cross may aso provide shelter for disaster workers, rescue workers,
and smilar groupswhen housingisunavailablethrough theorgani zations
they represent. Thisismorelikely tooccur invery largedisasters.

2. Typesof Shelter Operations

Onceweknow what types of disastersarelikely to occur in our chapter
jurisdiction, weshould look at the nature of sheltersthat may berequired.
Page 59 of your workbook reviews potentia shelter requirementsfor

variousdisasters.
Page 59
NOTE: Briefly review chart. Ask for questions and answer accord-
ingly.
What are some of the hazardsthat could cause peopleto evacuate
thelr homesand create aneed for shelter inthisarea?
ARC 3068-11
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NOTE: Have the group brainstormthe hazards. Record responses ™
on newsprint. Comment briefly on the sheltering requirements that
could be created by each hazard and the history of the unit'sresponse

to the hazards.

Hazards

3. Egablishing Partnerships

In communitiesacrossthe country, the Red Crossisone of the
primary organizations responsible for providing shelter to the victims
of disaster. But wedon't work alone.

Prior to thedisaster occurring, we establish agreementswith schools,
governments, religious organi zations, and other groupsto usetheir facili-
ties. For each potentia shelter site, we completeafacility survey by
meeting with arepresentative of that organization at thesite. Thefacility
survey providesuswith pertinent information about the building such as
dimensions, bathroom/shower facilities, accommodationsfor personswith
disabilities, and floor plan. Weformdizethese agreementsby drawing up
astatement that explainshow the Red Crossand the other organization
will work together should we usethebuildingsasashelter.

Often other organizationswill lend ustheir personnel, or provide use
with food, equipment, or materialswhen adisaster occurs. We may also
establish agreementswith vendorsto supply thesethings.

We may aso shareinformation with other organizations. Red Cross
unitsthat foster aclose partnership withlocal emergency management and

Page 60
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other community-based organizations cons stently operate more effective
sheltersthan thosethat do not foster such relationships. Thelocal Red
Crossunit and thelocal emergency managementsstaff can provide
vauableinformation about past sheltering requirements.

D. STEP2: Disaster Occurs

When adisaster occurs, the chapter isusually notified by local emergency
management officialssuch asthefireor policedepartments. Thenthe
chapter goesinto action. For many chaptersthe Disaster Action Team
will respond first and assessthe situation. If it appearsthat ashelter will
be needed, the chapter will, in conjunction withitspartners, select asite
for the shelter and will notify additional Red Crossworkers.

Page 61 providesthekey e ementsof achapter’sdisaster planand
annex for providing Mass Care shelter services. You can usethispageto
take notesas| describethe specific procedures used in our chapter for

each of thetopicsthat arelisted. u

Page 61

NOTE: Asa part of course preparation, read over page 61 and
make some notes about key elements of the Mass Care/Community
Services section of the unit’s disaster plan. Use these notes to review
page 61 with the group. Answer questions as needed.

Withthisbrief review of our unit’sdisaster plan, you can seehow the
community and the chapter are prepared for disaster.

ARC 3068-11
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We havelooked at the planning and preparation that occursprior to
adisaster, and we' ve talked about how your chapter respondsto get a
shelter site selected and workersontheway. Inthe next segment, wewill
see how sheltersteams go to work organizing and opening the shelter.

BREAK: 10 MINULES -----==mmmmmmmm oo oo oo e oo

Shelter Operations
Instructor’s Manual

Segment 2-9



Thispageintentionally left blank



Il. ORGANIZING THE SHELTER

Time: 25 minutes

As a result of this segment, participants should be able to describe the
actions needed to organize and open a shelter.

Based onthetype of disaster, number of evacuees expected, estimated
length of timethat the shelter will be needed, and the chapter’sdisaster planthe
chapter will select ashelter facility and notify you of your assgnment. Webriefly
reviewed these procedures when welooked at the chapter’sdisaster plan. Now
let’ swatch segment 2 of the video, and see how the shelter team goesinto action
and preparesto open the shelter.

NOTE: Show segment 2 of video, “ Organizing the Shelter.”

A. Functionson aShelter Team

Asyourecall from Community Services (MassCare): An Overview,
shelter workerspull together asateamtofulfill key respongbilitiesin the shelter.
Oneof thefirst tasksof the shelter manager will beto organizetheteam and
assignthekey responsibilitiesasdescribed briefly on pages63 and 64. For
eachresponsbility listed, thereisadetailed checklistinthe® Inthe Field” section
of your workbook. Thesechecklistsprovidedetailed information to ensurethat
quality serviceprovided. These checklistscan asobeusedto providejob
inductionsto personsyou haveidentified to carry out theseroles. Let'slook at
the*® Shelter Manager’sRespongi bilities Checklist” on page5.

Page 5
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NOTE: Briefly review the checklist with the group. Point out the
specific duties and the structure of the checklist. Thiswill be the only
checklist this course will review. Point out the checklists for the
other key shelter staff.

B Regigration ResponsbilitiesChecklist

B Feeding ResponsibilitiesChecklist

B Dormitory Management ResponsibilitiesChecklist

B Providing Information ResponsbilitiesChecklist

B Disaster Hedlth ServicesResponsibilities Checklist

B Disaster Mentd Hedlth Services Responsbilities Checklist
B Other Client ServicesResponsibilities Checklist

B CommunicationsResponshbilitiesChecklist

B Staff Recruitment and Placement Responsibilities Checklist

B Materid Support ServicesResponsibilities Checklist

Depending on the size of the disaster and the number of staff
available, you may be responsible for one of these roles or severa at
onetime. You may have others who can assist you. Shelter residents
come from all walks of life and will be capable of performing various
responsibilities. Asyou register people coming into the shelter, itisa ?
good ideato identify their special skills on the registration card. Are
there any questions about how to use the checklists?

ARC 3068-11
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B. STEP3: Pre-occupancy I nspection

Another top priority isworking with thefacility’ srepresentativeto
assessthe condition of thefacility and any specia safety consderations. A
Facility Agreement (Form 6621) must be negotiated and signed prior to
thedisaster or at thetimethat the Red Cross occupiesthe building.
Depending onthe situation, someonefromthe Material Support Services
group and/or someonefrom the shelter management teamwill ensurethe
completion of thisprocess. The Facility Agreement specifiesthe respon-
sbilitiesof both the owner and the Red Crossduring thetimethe Red
Crossisusing the premises. Usethe Salf-1nspection Wor ksheet—Off-
Premises Liability Checklist (Form 6505) when you walk through the
building withthefacility’srepresentative. Thispre-occupancy inspection
will giveyou agood feel for which roomsor areas should be allocated for
specific purposes and equipment or suppliesthat may need to be moved
or secured.

Which shelter workers' valuesdo you think arethe basisfor the pre-
occupancy inspection?

NOTE: Allow time for responses. Refer to page 56 in the workbook
if necessary. Safety isthe primary value behind the pre-occupancy

Page 65

"D

inspection. We also want the shelter to provide a good environment Page 56

for the clients—value of respect, and we don’'t want to pay for unnec-

essary damages—using resources wisely.

Shelter Operations
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On page 66 are someguidelinesfor all ocating space.

Asyou think about allocating space, try to have separate deeping areas
for familieswith young children, ederly people, singlemen, and/or single
women. Plan areaswhere children can play, wherefamiliescanwatch TV
or get thelatest disaster information, and aplace where snacksand
beverageswill beavailable 24 hoursaday. Think about how you might
make accommodationsfor peoplewith disabilities. Allocating shelter
gpaceisonepriority. Assigning staff to key responsibilitiesisanother.

C. SaffingaShelter

A shelter must be staffed 24 hoursaday. Thereisone shelter
manager per shelter whoisresponsiblefor theoveral running of the
shelter. This person works one shift. There are three shift supervi-
sors who each take a shift so that there is always a supervisor on duty.
Other workers are scheduled as available. Thereisaflurry of activity
initially as the shelter opens, but this quickly levels out as the shelter
establishes a routine and residents begin returning to their homes.
The pesk activity often occursaround meal timesandintheeveningsas
peoplereturnto the shelter after cleaning their homesor going towork. 1t
isimportant to try to balance the need for staff with the need to give staff
timeaway fromtheshelter torest.

Which shelter workers' vaueisthebasisfor staffing ashelter this
way?

Page 67
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NOTE: Allow time for responses. The safety and health of both
staff and clients is the reason for this staffing pattern. Working for
long periods of time without rest can lead to poor judgment.

D. Registration

Client registrationisvery important. Inour opening activity, welearned
that registration gives usinformation such ashow many clientsareinthe
shelter, their names, and specia needsthey may have. The Red Cross
signage onthe outside of the building should direct theclientsto one
entrance. You should set up theregistration areainsdethisentrance.
Allow enough room so that clientscan form alinewithout waiting outside.
Try to have everyoneregister asthey comeinto theshelter for thefirst
time. Once peopleareinthe shelter, it becomes moredifficult to deter-
minewho has't registered, which may delay identifyingindividuas. For
thisreason, setting up theregistration areaisone of thefirst tasks. If
possible, the shelter shouldn’t be opened without the registration process
inplace.

E. STEPA4: Shelter Opens

If achapter iswarned early enough that ashelter might be needed, the
shelter team may arrive at thefacility, organizetheteam and materias, and
opentheshelter beforeany clientsarrive. Thisisn't dwaysthecase. If
the community hasused thefacility asashelter before, clientsmay goto
thefacility at thefirst threat of disaster and arrive beforethe Red Cross. I
thisisthe case, openthe building, and havetheclientscomein. Get
organized asquickly aspossible; someof the clientsmay volunteer to help
you. Dothebest that you can. Theshelterisasmall community, and you
andtheclientsaredl itintogether.

Page 68

Page 69

Shelter Operations
Instructor’s Manual

Segment 3-5



F. STEPS5: ClientsArrive

Oncetheclientsstart to arrive, we do everything we canto maketheir stay at
the shelter assafe and pleasant aspossible. Wealso try to providethemwith
information about the services avail able through the Red Cross and other
organizationsto assist themwith their recovery. Theseactivitiesarethefocusof
the next segment, Operating the Shelter.

Segment 3-6
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Segment 4 Operating the Shelter

IV. OPERATING THE SHELTER

Time: 40 minutes

As a result of this segment, participants should be able to—

B Describe the actions needed to maintain a safe, comfortable
shelter environment for shelter residents.

B |dentify resources available to assist in running the shelter.

Each checklist describes the ongoing actions needed to keep the
shelter running smoothly onceit’s open, but there is more to operat-
ing a shelter than a series of checklists. A well run shelter requiresa
dedication to quality service, communication and coordination, and
lots of problem solving. A successful shelter also takes communica
tion and cooperation between the Red Cross as an organization, the
shelter team, and the shelter residents. Let’s watch segment 3 of the
video and see how shelter workers come together as ateam to keep
the shelter operating smoothly.

NOTE: Show segment 3 of video, “ Operating the Shelter.”

Do you have any questionsabout thevideo?

Page 70
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A. TheThreeRsof Sheltering u

Think back to Community Services (Mass Care): An Overview. What Page 71
arethe ThreeRsof Sheltering?

NOTE: Bring out if participants do not
B Respect
B Routines

B Rules

The shelter team usestheseto help build asense of community
within the shelter and to prevent some problems before they occur.
We have already discussed respect for clients as afundamental value
for shelter workers. Let’slook at establishing routines and setting
rulesin the shelter.

1. Establishing Daily Routines

In addition to showing respect for clients, there are other things

shelter workers can do to demonstrate quality service. During the

first 24 hours that the shelter is open, the staff should establish a

routine to help structure the daily life of the staff and residents until ?
the shelter closes. What aspects of shelter life can be used to estab- -
lish adaily routine?

ARC 3068-11
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Segment 4 Operating the Shelter

NOTE: Bring out if participants do not:

2.

Mealstimes

Lights out

TV time

Shower schedule
Children’sactivities
Information updates
Shelter staff meetings

Shelter advisory committee meetings

Setting Rules

Inadditiontorulesthat are part of adaily routine, what types of

ground rules would you need to ensure a safe and pleasant shelter

environment?

NOTE: Listitemson newsprint. Bring out if the group does not:

Smoking areas

No food or beverages (except water) in the sleeping areas
Noiselevels

Restricted areas

Phone use

Sgning in and out

Rules

Shelter Operations
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B Drug and alcohol use
B \\eapon possession
B Pets

B \Valuable possessions

NOTE: After developing the list on newsprint, review page 51, : T )
Shelter Resident Information, with the group. Ask if thereisanything Page 51
participants would like to add.

Which shelter workers' valueisthebasisfor setting rules?

"D

NOTE: Allow time for responses. Safety is the reason shelter teams
set rules.

B. Thelmportanceof Communication

Communication both within theshelter and with the outsideworld affects

thewelfare of the shelter residents. They must beinformed of the sched- u
ule, therules, and other “in-shelter” information. They must also have Page 72
current information about what ishappening outside the shelter. People

affected by adisaster will haveavery high need for information. Inthe

absenceof factua information, rumorscan run rampant.

ARC 3068-11
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Segment 4 Operating the Shelter

Another eement of communicationissharinginformationwith
members of the shelter management team. Staff meetings provide an
opportunity to solve problems, strengthen team spirit, and ensurethat all
membersof theteam understand their interrelated roles. Individual
conferences are appropriate when privacy isrequired to coach ateam
member on hisor her work, when astaff member hasapersona problem,
or when discussing the confidential problemsof aclient.

Theresponshilitiesfor good communicationintheshelter restswith -
the shelter manager, but al the staff play apart. For futurereference, the u
information on pages 73 and 74 and the Providing I nformation Checklist Page 73-74, 17
on page 17 will help keep the shelter residentsinformed and control

rumorsaswell asimprove staff communications.

C. Communication With the Chapter

Another sde of communication concernstheworld outside of the shelter.
Thisincludesreportsto and requests of the chapter or the disaster relief
operationsheadquarters.

During the course of shelter operations, the shelter manager is
required to submit informationto thechapter. Thisinformationisvital. It
isused to anticipatethe need for staff, supplies, and additional shelters.
Someof thisinformationisgiveninformally over thephoneor radio.
Oncethe shelter isopen, the shelter manager should call the headquarters
and providethemwith thefollowing information:

B Nameof thebuilding

B Street address

Shelter Operations
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B Nameof shelter manager
B Best phonenumber (or contact method) to reach shelter staff
B Number of clientspresent and anticipated

B |nitid assessment of Situation and any information that might indicate
another shelter isneeded.

The chapter may dready have some of thisinformation, but things
changequickly in adisaster, and getting accurateinformation isimportant.

You will receivedirectionson the operation for submitting reportsto
thechapter. Thesedirectionswill includewhat needsto be reported,
whentoreport it, and who needsthereport. Ataminimum, each day you
should contact the chapter and givethem the number of clientsstayingin
the shelter, the number of mealsserved, and make any requeststhat you
may have.

What kinds of requests might you make of the chapter?

NOTE: Bring out if the group does not:
B Additional staff

W Supplies

B Equipment

B Food

Segment 4-6

ARC 3068-11
Rev. September 2005



Segment 4 Operating the Shelter

B \khicles
B Resourcesfromother agencies
B |nformation regarding servicesfor shelter residents

B |nformation regarding the current status of the DRO response.

D. WorkingWiththeMedia

Themediaare another important group that we communicatewith

Whichvaueisof greatest concern when it comesto working with the

media?

NOTE: Allow time for responses. Respect for clientsisthe primary

concern, but we also rely on the assistance of the media to help us
get resources.

Wedo haveto protect the privacy of our clients, but themediahelp
usfulfill our commitment of providing sheltering by letting clientsknow
what servicesareavailable, soit’simportant that wework to establisha
good relationship with the press. Sheltersoften draw intense media
interest becausethey arehighly visiblesitesshowing theaffectsof the
disaster and the community response. Shelter operationsare an opportu-
nity for local chaptersto demonstrate how well they are ableto respond
todisasters. Thisvighility communicatesto themembersof thecommu-
nity that the Red Crossisan efficient, caring organi zation ready to cometo
their aid. You should be prepared for the mediato show up at your

Shelter Operations
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shelter. They should be given reasonabl e accessto the shelter, and after
being given somebasi ¢ ground rules about client privacy, providedwitha
worker to escort them within the shelter. The shelter manager working
with Communicationsand Marketing staff or the chapter PublicAffairs
representative should determinewho will bethe mediapoint of contract at
theshelter. Page41 providessomefurther information about working
withthemedia

NOTE: Review a few key points from this page.

E. Forms

Onefina way that we communicateisthrough theuseof forms.
Forms can assist shelter workers in documenting the conversations
they have had with facility owners, the activities of the shelter, and in
making requests for resources. Keep in mind that during large
disasters, when many shelters are opening at once, the chapter or
disaster headquarters may not be ableto fill your requests right away.
On pages 44-45 of your workbook isalist of the forms commonly
usedinsheltering. Let'squickly review those now.

NOTE: Review pages 44-45.

Your supervisor will giveyou additional guidance about whenand
how to usetheseforms.

Thinking back to our values, which one goeswith coordinating with
the chapter and compl eting paperwork in atimely and accurate way?

Page 41
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Segment 4 Operating the Shelter

NOTE: Allow timefor responses. Thesehelp ususeresourceswisely.

F.  TrangtioningtoL onger-Term Sheltering

Large, destructive, or prolonged disasters often require that sheltersopen
for only afew daysbe shifted to longer-term shelters. Thisoccursthrough
close coordination with the chapter or headquarters. TheRed Crossis
set up so that thefirst responseto adisaster occurswithin thelocal
community. If thedisaster exceedsthe capabilitiesof theloca chapter,
human resourcesand materia support would be mobilized from outside
thelocal community. The chapter worksin collaboration withther service
areaand/or national headquartersto determinetheir needsand how to
meet them.

You may be asked to open and operate your shelter for thefirst 72
hoursor so. Inalargedisaster, thisistheamount of timeit will taketo get
additional staff and materialsenrouteto your shelter. Thismay takea
littlelonger if the disaster has affected transportation routes.

Thesefirst threedayswill beexhausting, and youwill have made many

decisonsand put alot of persona energy into theway theshelter isrunning.

Sometimesthetrangition to alonger-term shelter can beadifficult one. When
you aretired and you’ ve made such apersona investment in ashelter, it can be
difficult not to bristle at the suggestions of well-rested workerswho havejust
arrived and haven'’ t seen the devel opment of the shelter and the disaster Situation.
Itisimportant to remember that just life you, these new workersarethereto

AR\
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make surethat the clientsget the highest quality service. They areasothereto
giveyou achanceto get somerest or return to other family or work obligations.

If you arethe new worker, remember to be sensitiveto thefeelings of those
staff who have been operating the shelter. Be sureto respect their effortsand the
long hoursthey have put into therelief operation.

In this segment we havelooked at the actionsneeded to maintain asafe,
comfortable environment for shelter residentsuntil they areabletoreturntotheir
homesor find aternate housing.

Astheresidentsare ableto leavethe shelter, itistimeto make plansfor
concluding shelter operations. Thisisthetopic of our next segment.

BREAK: 10 MINULES --------mmmm oo o oo oo e e e
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V. CONCLUDING SHELTER OPERATIONS

Time: 10 minutes

As a result of this segment, participants should be able to identify the
actions needed to conclude shelter operations.

Inour last segment of thevideo, wewill seetheactionsof the shelter team
asthey preparefor and close down the shelter.

NOTE: Show segment 4 of video, “ Concluding Shelter Operations.”

Do you have any questionsabout thevideo?

NOTE: Pause for questions and clarify as needed.

A. STEP7: Closingthe Shelter

Pansfor concluding shelter operationsbegin asthe shelter population
declinesand residentsare making plansto leavethe shelter. Shelterscan
begintheclosing processwhenitisclear that all resdentshave made
arrangementsfor aplaceto go. You may request that Client Caseworkers
cometo the shelter, or encourage familiesto go to the service center or
contact the chapter for assistance. Individual Client Serviceswill work
with thesefamiliesand with other community resourcesto find suitable
housing.

Page 77
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Themain actionsneeded to closethe shelter areincludedinthe
shelter manager’s checklist. Please turn back to page 8, and we will
review these actionsasagroup.

NOTE: Review page 8 with the group. Ask for questions and clarify
information as needed.

To support these actions, each of thekey responsibility checklists
includestasksfor closing.

B. STEP1: Preparedness

Tobring usfull circlein our shelter cycle, we go back to preparedness. A
part of concluding shelter operationsisidentifying thelessonslearned
during the operation. Theselessonscan then be used toimprove our
responseto the next disaster. Page 49 identifiesother disaster prepared-
ness actions needed to ensure ahigh-quality disaster response. Please
turntoit now andwewill review it together.

NOTE: Review key points with the group. Ask for questions and
clarify information as needed.

You can seethat concluding shelter operationsbringsusfull circlein
the cycleof disaster preparedness and response. Asour course comesto
closure, I’ dliketo takeafew minutesto alow you to practice using your
workbook asaresource and to apply some of what we have covered
today.

Page 49
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VI. SUMMARY

Time: 20 minutes

As a result of this segment, participants should be able to describe their
accomplishment of the learning objectives for the course.

We have covered alot of material, and we don’t expect you to
remember it al or to memorize all the checklists. It isimportant that
you have a sense of the information contained in your workbook, and

that you feel confident that you know how to get your questions w
answered when you are on assignment. Let’s practice using the .
workbook as aresource manual. 1'd like for you to work in groups of u
four or five. On page 78 there arefour situations. Page 78

NOTE: Break the classinto four groups. Assign each group one
guestion.

Starting with the scenario you were assigned, complete all four
guestions. Working your groups, use your workbooks to decide how
you might handle the situation. You will have about 5 minutes, then
the spokesperson for your group will explain your answer to the
class.

Shelter Operations
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NOTE: Have each group report out the answer for their situation. AS‘:SN erto
‘ mmar
Use page 9 from Instructor’s Resources, Answers to Summary Exer- /’ Exerci Sey

cise, to bring out any points the groups may have missed.

Thisbringsusto theend of our course. We have covered quite abit
of materia today, and your workbook containsmore material for you to
read at your leisure. Asyou leavetoday’sclass|’dlikefor you to remem-
ber threethings:.

1. Youcanawaysgotoyour supervisor for support.
2. Inmakingany decision, rely ontheshelter valuesto guideyou.

3. Takeyour workbook with you on assignment. Thechecklistswill
guideyou through many of the circumstancesyou will encounter.

Asyou can seefromthiscourse, the process of opening, operating,
and closing ashelter isademanding assignment. Being prepared will
makeit apositive experiencefor the staff and theresidents. A successful
shelter operation can demonstrate how acommunity can work together to
meet the challenge of providing asafe placefor peopleto stay duringthe
threat of, or the aftermath of, adisaster.

Thank you for participating today. Asafinal task, please complete
your courseevaluation on page 79. When you bring thisforward, wewill

present youwithyour certificate. LA

Page 79
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Instructor’ sResource A
List of Materials

1. Participant Materials (one for each participant)

ARC 3068-11A Shelter Operations Participant’s Workbook
ARC 3041 Mass Care—Preparedness and Operations
Form 5972 Disaster Shelter Registration; Revised 5/03

2. Instructor Materials

ARC 3068-11CD Shelter Operations course CD, which includes the following:
B Shelter Operations Instructor’'s Manual (ARC 3068-11)
B |nstructor’s Resources
B Participant’'s Workbook (ARC 3068-11A)

ARC 3068-11V Shelter Operations Video

Poster 955 Shelter Cycle and Shelter Values

Prepared newsprint

3. Materials Provided by Sponsoring Red Cross Unit

1 each Form 5898A Instructor Report—Disaster Training System
2 each Form 6418A Course Record Addendum
22 each Cert. 108A Certification of Completion for Basic— ntermediate—Advanced

Disaster Services Training

22 each Name tags and name tents

Tables and chairs for 20 participants and 1 instructor

1rall Masking tape
1 Easel for newsprint pad
1 pad Blank newsprint
6 each Felt marking pens, chisel-point, assorted colors
1 VHS videocassette player and monitor
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Instructor’sResourceB
SUGGESTED NEWSPRINT

No. Temp. Perm. Contents

1 X Welcome to Shelter Operations Course (ARC 3068-11)

Your instructors are:
2 X Hazards

3 X Rules
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Instructor’sResourceC
COURSE SCHEDULE

Who Time Allotted Course Topics Page
CourseContent
35minutes I. INTRODUCTIONAND PURPOSE OF TRAINING............ 1-1
A. Instructor INtrodUCtioNS ..........coeereriieneere e 1-1
B. COUrSEPUINPOSE .......eiiiieiieeieeee et 1-2
C. ODJECHIVES ...c.eeieteee et 1-3
D. How ThisCourseisOrganized ...........c.ccooeeeeveeneniennieenn. 1-3
E. Participant INtroduCtion ..........cccooeeverieeneenene e 1-5
35minutes [I. OVERVIEW OF SHELTER OPERATIONS .......ccccceiinienee. 2-1
A. Valuesfor Shelter WOrkers.........ccooceeeneeieneseeseseeseen 2-2
B. TheShelter Cycle.......coiiieeeeee e 2-3
C. STEP1: Prepar€dness .......ccccevereenieneesieeie e 2-4
D.STEP2: DiSaster OCCUIS.......cceieeruereeiieenieseesieesie e 2-8
10 minutes Break
25minutes [11. ORGANIZING THE SHELTER .......ccoeiiiiiiiieeeeeneee e 3-1
A. FunctionsonaShelter Team.........cccoccevevenienennineneens 3-1
B. STEP3: Pre-occupancy INSpection..........ccccceveeneeeceeneeenne. 3-3
C. StaffingaShelter ..o 3-4
D. REJISIAION ......eiiieiieie e 3-5
E. STEP4: Shelter Opens.......ccccvveenerieeneenie e 3-5
F. STEPS: CHENSAITIVE ....eoieiiieeeee e 3-6
10 minutes Break
20 minutes V. OPERATING THE SHELTER .....ccceoiiiiiieeeeeeeee e 4-1
A.TheThreeRsof Sheltefing ........ccooerieieniiieeeeeeeee 4-2
B. Thelmportanceof CommuNiCation ...........ccccceveeevencenneeenne. 4-4
C. Communication Withthe Chapter ..........ccoocevvrieneeinnenne 4-5
D. WorkingWiththeMedia ...........ccooeeinieneneneeeeeeee, 4-7
E. FOIMS .. 4-8
F. Trangtioningto Longer-Term Sheltering ..........cccoeeeeenuennee. 4-9
10 minutes Break
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Instructor’sResourceC
COURSE SCHEDULE

Who Time Allotted Course Topics Page
10 minutes V. CONCLUDING SHELTEROPERATIONS.........ccccciiiierienne 5-1
A. STEP7: ClosingtheShelter ... 5-1
B. STEPL: Preparedness.........ccoccereeviereenieneenienee e 5-2
20minutes VI SUMMARY ettt 6-1
2 Hoursand 55 minutes
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ANSWERS TO SUMMARY EXERCISE

1. Thepersonresponsblefor staff recruitment and placement should consult with the shelter manager. This
person may be ableto get assistance from shelter residents. If not, the shelter manager may request
additiona staff from the chapter, and/or may havethe staffing person recruit from the community.

Saff Recruitment and Placement Responsibilities Checklist p.28 and Shelter Manager’s Responsi-
bilities Checklist p.6

2. It may bepossibleto hae mealsprepared at another Red Crosskitchen facility or to purchase restaurant-
prepared meals. If preparing mealson site, use canned or ready-to-cook foodsrather that fresh foodsthat
require more preparation room. Consult the shelter manager who can coordinate with the chapter.
Feeding Responsibilities Checklist pp. 13-14

3. Explaintactfully that the Red Cross cannot accept the used clothing, sincewedo not havethefacilitiesor
staff tolaunder theitems. We provide disbursing ordersto clientswhich enabl e them to select and pur-
chase clothing fromlocal merchants. Thishelpstheclientsaswell astheloca economy. We could,
however, make an announcement that the church had clothing avail able.

Donationsp. 41

4. Thepersoninchargeof logistics should complete aDisaster Supply Requisition (Form 6409) and submit it
to the shelter manager for approval and forwarding to the chapter.
Material Support Services Responsibilities pp. 32-33
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