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 Course Introduction

COURSE INTRODUCTION

Visual 1

|| EMERGEMNCY
'l MAMAGEMENT
INSTITUTE

e

£

FEMA

N
&

MANAGEMENT OF SPONTANEOUS
VOLUNTEERS IN DISASTERS

One of the most crucial activities for an emergency manager during a disaster is to ensure that

disastenolunteers are used effectivetytheir impacted communitie$hemanagemendf
spontaneous volunteers is distinctly separate from the coordinatibe tvaditional volurdry relief
organizations and frorthe management of affiliated volunteers.

The purposef this courseis to introduce the skills and planning considerations that are required to
manage large numbeof people who are not affiliated with an experienced relief organization, but

who want to help in disasterB.h e s e

Aspontaneous

bY

v onhotivatedarelr s O

sincerely want to help, but if their efforts and resources are not coordinated effetirefyresence
may be counterproductiagd anaddedstrain on the disaster area

This coursewill introducesomekeys to success in managing largenbers of sponteeous

volunteerslts underlying assumption is that much of the volunteer help is indeed needed and that
with basic coordination skillshe volunteer resources can often be put to effective use, making a

positive difference in the affectedmmunity

The course will discuss the benefits spontaneous volunteers can bring to relief efforts and the
challenges they may bring if not coordinated effectivEhe course wilklso introduceghe elements
of a sound spontaneous volunteer manageniant fecial emphasis is placdte use of a
Volunteer Reception CentévRC)d the backbone of any wetirganized spontaneous volunteer

management programA. VRC is a place and a process for registering and connecting volunteers to

opportunities to help wht disaster relief and documenting their work.

As we move through the units today, please consider the importance of compigtiagtaneous
VolunteerManagement Plan, training stakeholders on the elements of the plan, and including a VRC

simulationexer@é e i n your

]

urisdictionos

| ogi stics
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Course Introduction

COURSE OVERVIEW

CoOURSE GOAL

The purposef this courseis to introduce the skills and planning considerations that are required to
manage large numbzeof people who are not affiliated with an experiencé@frerganization, but
who want to help in disasters.

COURSE OBJECTIVES

Visual 2

Course Objectives

At the completion of this course, participants will be able to:
Identify issues and challenges in the management of
spontaneous volunteers
Identify the elements of a spontaneous volunteer
management plan
Identify best practices for the management of
spontaneous volunteers in disasters
Develop and implement a spontaneous volunteer
management plan
Explain the role of the Volunteer Reception Center (VRC)
and virtual VRC in the transition from response to
recovery

2 Course Introduction

At the completion of this course, you will be able to:

Dz Identify issues and challenges in the management of spontaneous volunteers
Dz Identify the elements of a spontaneous volunteer management plan

Dz Identify best practices for the management of spontaneous voluimebksasters
Dz Develop and implementspontaneous volunteer management plan

Dz Explain the role of the Volunteer Receptioanter (VRC) and virtual VRC in the transition from
response to recovery

Management of Spontaneous Volunteers in Disasters SM Intro.2



Course Introduction

SUGGESTED COURSE SCHEDULE

Visual 3

Course Schedule
Unir

Course Overview
Course Introduction
Course Administration and Introductions

Introduction to Volunteering

B REAK

Building the Network
Elements of a Spontaneous Volunteer Management Plan

Best Practices for Effective Management of Spontaneous Volunteers in
Disasters

Brief Introduction of VRC Simulation

LUNCH

Unit 5 (Continued) Implementing the Spontaneous Volunteer Management Plan

B REAK

Unit 5 (Continued) VRC Simulation Review

Transition to Recovery

Course Conclusion Evaluation and Certificates

(X

Course Introduction

UNIT ToPics

Course Overview

Course Introduction L ) .
CourseAdministraton andIntroductions

Unit 1 Introduction to Volunteering
B R E A K
Unit 2 Building the Network
Unit 3 Elements of a Spontaneous Volunteer Management Plan
Unit 4 Best Practiqes deffective Managemenof Spontaneous
Volunteers in Disasters
Unit 5 Brief Introduction of VRC Simulation
L UNTZ CH

Unit 5 (Continued) | Implementing the Spontaneous Volunteer Management H
B R E A K
Unit 5 (Continued) | VRC Simulation Review

Unit 6 Transition to Recovery
. Evaluation
Course Conclusion .
Certificates
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Course Introduction

COURSE MATERIALS

The following materials are provided:
Dz StudentManual for use in the classroom and later reference
Dz Checklists, forms, and references provided in the Student Manual to supplement course materials

Management of Spontaneous Volunteers in Disasters SM Intro.4



 Course Introduction

COURSE ADMINISTRATION AND |NTRODUCTIONS

Visual 4

Course Administration and Introductions

Name
Jurisdiction/Agency
Expectations from the course

This is a chance for you to get to know other partiipaas well as the instructors.

Management of Spontaneous Volunteers in Disasters SM Intro.5
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Unit 10 Introduction to Volunteering

UNIT 1: INTRODUCTION TO VOLUNTEERING

UNIT INTRODUCTION

Visual 5

INTRODUCTION TO VOLUNTEERING

Unit 1

The United States has a long and proud history of volunteeniggie in the world a commitment

to volunteeringhathas seen a resurgersiace the terrorist attacks @eptember 11, 200The

events of 9/11 also illustrated the need for better planning to manage spontaneous volunteers during
a disaster so that this valuable resowvdkenot go untapped. It will be worthwhile to look at a brief

history of volunteering and emphasize the lliégnhand challenges of using spontaneous volunteers
in a disaster situation.

Management of Spontaneous Volunteers in Disasters SM1.1



Unit 10 Introduction to Volunteering

OBJECTIVES

Visual 6

Objectives

Participants will be able to:
Identify factors leading people to volunteer
Define volunteer, voluntary agency, Voluntary Organizations
Active in Disaster (VOAD), National VOAD (NVOAD), and
Community Organizations Active in Disaster (COAD)

* |dentify the two commonly used categories of disaster
volunteers
Identify the benefits and challenges of using spontaneous
volunteers
Identify the benefits of effective spontaneous volunteer
management
Discuss the principles and values guiding the management of
spontaneous volunteers

6 Unit 1—Intro to Volunteering

At the completion of thisinit, you will be able to:
Dz Identify fadors leading people to volunteer

Dz Define volunteer, voluntary agency, Voluntary Organizaié.ctive in Disaster (VOAD),
National VOAD (NVOAD),and Community Organizations Active in Disaster (COAD)

Dz Identify the two commonly used categories of disaster volunteers

Dz Identify thebenefits and challenges of using spontaneouswers

Dz Identify thebenefits of effective sgntaneous volunteer management

Dz Discuss the principles and values guiding the management of spontaneous volunteers

Management of Spontaneous Volunteers in Disasters SM 1.2



Unit 10 Introduction to Volunteering

BRIEF HISTORY OF VOLUNTEERING AND DEFINITIONS

VOLUNTEERING é

Visual 7

Volunteering...

» Dates back to the early
17th century

» In 2005, more than 65
million people
volunteered in the U.S.

» Trend to volunteer
on the rise

7 Unit 1—Intro to Volunteering

When a disaster strikes, peapleur neighbors, friends, relativ@sare eager to help in any way they
can.

The United States has a long and proud history of volunteering that has grown stronger since the
terrorist attacks on 9/11. People volunteer from all walks of life with all types ofslksll The trend
to volunteer is continually on the rise.

Slightly more than 65 million people volunteered in the U.S. during 2D06ng the 2007 to 2009
timeframe, average volunteer rates for States ranged from 19% to #4d#%2002 to 209, the
number of Americanvolunteers increased by ab@i6 million persons.

Management of Spontaneous Volunteers in Disasters SM 1.3



Unit 10 Introduction to Volunteering

WHY DO PEOPLE VOLUNTEER IN A DISASTER?

Visual 8

Why Do People Volunteer in a Disaster?

» Sincere wish to help

Religious/faith-based
motivation

Share their experiences
as disaster survivors

Personal benefits

Court-ordered
community service

Because they are asked

8 Unit 1—Intro to Volunteering

There are severéhctorsthat lead individuals to volunteer. Some of the main reasons they want to
help have been identified:

Dz They just scerely want to give back to societg,be part of a causer to see a mission
accomplished

Dz Some do it for varioueeligious/faithbased reasons
Dz Some of thenmayeven be disasteurvivors themselves

Dz Others might be looking for personal benefitee learning new skills, developing new
relationships, networking with people, etc.

Dz Sometimes people offer to volunteer because of a-codered community service requirement
Dz People volunteer because they are asked

Management of Spontaneous Volunteers in Disasters SM 1.4



Unit 10 Introduction to Volunteering

| MPORTANT DEFINITIONS

Visual 9

Important Definitions

» Volunteer
Voluntary Agency

» Voluntary Organizations Active in Disaster (VOAD)
Community Organizations Active in Disaster (COAD)
Faith-based and Community Organizations (FBCO)
Emergency Management Assistance Compact (EMAC)

9 Unit 1—intro to Volunteering

Volunteer is an individual whowithout remunerationcontributes time and services to assist in the
accomplishment of a mission.

Voluntary Agency is a norgovernmental, noprofit organization that offers its services on a
voluntary basis and/arsesvolunteers to provide its services. Many, but notwaluntary agencies
maintain501(c)(3)status with the IRS

VOAD (National/State/Regional)is a coalition of voluntary organizations whose members have
committed to provide disaster services to their Stategion.

Community Organizations Active in Disaster (COAD)is similar in purpose and methods to
VOAD, but is sometimes used locally instead of VOAD to promote the inclusion of government and
business entities in the coalition.

Faith-based and CommunityOrganizations (FBCOs)are voluntary agencies that often do not yet
have a defined disaster role.

Emergency Management Assistance Compact (EMAXds theNation®s Stateto-Statemutual aid
system that, during governdeclared states of emergency, alldstaesto send personnel,
equipment, and commaodities to help disaster relief efforts in Stiades

Management of Spontaneous Volunteers in Disasters SM 15



Unit 10 Introduction to Volunteering

INVOLVING VOLUNTEERS | BENEFITS AND CHALLENGES

CATEGORIES OF DISASTER VOLUNTEERS

Visual 10

Categories of Disaster Volunteers

Affiliated Volunteers

Disaster wlunteers can be divided into two brazategoriesAffiliated Volunteers and
SpontaneousVolunteers

Affiliated Volunteers are volunteers who are attached to a recognized voluntary agency that has

trained them for disaster response, and has a mechanism ingotaaeagehem in aremergency

Spontaneous Wlunteersare volunteers whoan be local or come from outside the impacted area.
They have skills and sometimes are trained, but are not currently affiliated with a recognized disaster

relief organization.

Management of Spontaneous Volunteers in Disasters
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Unit 10 Introduction to Volunteering

CHARACTERISTICS OF AFFILIATED VOLUNTEERS

Visual 11

/

——

Characteristics of Affiliated Volunteers

» Attached to a recognized
voluntary agency

» Specialized skills
» Training and certification
* Management structure

» Covered by agency’'s
insurance

1" Unit 1—Intro to Volunteering

Affiliated volunteersare thosavho are attached to a recognized voluntary agency that has trained
them for disaster responared has ananagement structune place to uséhemin an emergency.

CHARACTERISTICS OF SPONTANEOUS VOLUNTEERS

Visual 12

/

s

Characteristics of Spontaneous Volunteers

* Timely help

* Not attached to any
organization

» Wide range of skills

* May have disaster training

¢ Individuals or groups

* May be local or out-of-
town/State

* May be disaster survivors

12 Unit 1—Intro to Volunteering

Spontaneous volunteers @n@sewho volunteeoftenin the immediate aftermath of a disaster. They
are notcurrentlyattached to any recognized voluntaglief organization.

They bring a wide range of skij/lnay be from the affeetl areaor from outside the area.

Management of Spontaneous Volunteers in Disasters SM 1.7



Unit 10 Introduction to Volunteering

BENEFITS OF USING SPONTANEOUS VOLUNTEERS

Visual 13

e

Benefits of Using Spontaneous Volunteers

» Force multiplier
» Cost-effectiveness

» Broad range of
experience and expertise

* Fresh energy

* May bring additional
resources

* Improved response
capacity

13 Unit 1—Intro to Volunteering

Dz Theyhaveproven to bea costeffectiveresourceduring response arghorttermrecovery
operationsin recent disasters, documented hours servespbgtaneous volunteers provided
communitiesdéd entire |l ocal. share of disaster

Dz They offer a wide range of expertise and experience, as they come from different walks of life,
different cultures, and different places.

Dz They provide resouasthat mightotherwisebe unavailable during a disaster. These might
include: foreignlanguage speakers, heavy equipment operators, radio operators, etc.

Dz Hundreds, and sometimes thousands, of volunteers will show up to help. Harvesting their passion
and«i |l Il s will build the communityds capacity

Management of Spontaneous Volunteers in Disasters SM 1.8



Unit 10 Introduction to Volunteering

CHALLENGES OF USING SPONTANEOUS VOLUNTEERS

Visual 14

Challenges of Using Spontaneous
Volunteers

» May lack training
Lack supervision
Need background checks
Requires planning and
coordination

Can hinder relief work
Negative publicity if not
well managed

14 Unit 1—Intro to Volunteering

Along with the many benefits of involving spontaneous volunteers, there are also some challenges.

Dz Some kinds of volunteer work require training or special licenses or certification. Agencies
should identify appropriate roles for volunteers in advamckletermine how they will be
supervised

Dz Volunteers referred to work with vulnerable populations (children, elderly, or people with
disabilities) will need background checks. Agencies receiving spontaneous volunteers must be
prepared to conduct the appropeiacreening.

Dz Volunteer safety ransportation of volunteers into secured araad VRC logistics allequire
planning and coordination among governmental andgamernmental organizations.

Dz Volunteersin large numberandunplannedor, can hinder thedalief work by entering the
impacted area without the resources they need to sustain themselves. Relief supplies intended for
survivors are then needed for volunteasswell.

Dz Failure to use spontaneous volunteers could bring negative pubditityal government.
Successfully utilizing spontaneous volunteers requires planning by the agencies that will receive
them and by the community as a whole.

Management of Spontaneous Volunteers in Disasters SM 1.9



Unit 10 Introduction to Volunteering

SPONTANEOUS VOLUNTEER M ANAGEMENT

BENEFITS OF EFFECTIVE SPONTANEOUS VOLUNTEER M ANAGEMENT

Visual 15

Benefits of Effective Spontaneous
Volunteer Management

Effective management of spontaneous volunteers can prevent a
Disaster within a Disaster
Survivors benefit from volunteers’ help
Agencies get help to provide services
Communities recover more quickly

First responders are free of managing spontaneous
volunteers

Volunteers may become affiliated

15 Unit 1—intro to Volunteering

Whenvoluntees are well managed, survivors benefit froimeir efforts,agencies get the help they
need to provide services, and aoomities recover more quickly.

Well-managed volunteer efforts alathow first responderso focus on tasks that need their atten.
Communities and VOADSs can also effectively engage and direct citizens as volunteers in future
efforts, or recruit them to join their VOAD member organizations.

Management of Spontaneous Volunteers in Disasters SM 1.10



Unit 10 Introduction to Volunteering

PRINCIPLES AND VALUES GUIDING M ANAGEMENT OF SPONTANEOUS VOLUNTEERS

Visual 16

Principles and Values Guiding Management
of Spontaneous Volunteers
Identify and utilize existing
resources
Offer affiliation
opportunities

Engage volunteers in all
functions of emergency
management

Include everyone
Form a VRC Team
» Communicate effectively

» Use consistent
terminology

16 Unit 1—Intro to Volunteering

The mangement of spontaneous volunteers is guided by the following principles and values:

Dz Identify and utilize all existing resources and organizations to mobilize and involve volunteers
effectively. Since everyone has a potential to contribute in times of emergency, volunteering is a
valuable part of every healthy community. Local governnpamntate sector, and non
government organizations all have resources to help manage spontaneous volunteers. When the
spontaneous volunteer activity is well managed, it contributes to the healing process of survivors
and the entire community.

Dz Encourage commmity members to become affiliated with existing disaster preparedness,
response, and recovery agencies. Ideally, all volunteers should be affiliated with an established
agency/organization, and should be trained for response and recovery activitiesellowev
spontaneous volunteerism is inevitable, and therefore it must be planned for.

Dz Affiliation leads to the engagement of volunteers in kbergn recovery, mitigation, prevention,
and preparedness, and equips them to be more effective in response isasises.

Dz Ensure that culture, language, and disability do not become barriers to service opportunities.

Dz Designate spontaneous volunteer management as a separate function of your Volunteer and
Donations Coordination Team (VDCT). Create a VRC team tlchtdes a crossection of
community organizations and resources.

Dz Develop clear, consistent, and timely communication for effective management of spontaneous
volunteers. Using a variety of communication tools and messages can help ensure maximum
public eduation and clarify expectations, thereby minimizing confusion during a disaster.

Management of Spontaneous Volunteers in Disasters SM1.11



Unit 10 Introduction to Volunteering

Dz Refer to spontaneous volunteers in emergency management using consistent terminology.
Spontaneous volunteers are also referred to as convergent, unaffiliated, or unsolicitezeys.
For this course, we will use the term ASpont
Aunaffiliated, 0 because volunteers may misin
because they are employees of a particular hospitalsimdss or members of a church.)
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Unit 10 Introduction to Volunteering

GROUP ACTIVITY : STRATEGIES TO DEAL WITH CHALLENGES OF
WORKING WITH SPONTANEOUS VOLUNTEERS

Visual 17

Activity

Work in groups to develop a strategy to deal with a
challenge of working with spontaneous volunteers.

Thousands of spontaneous volunteers show up to help at the
disaster site.

Confusing and conflicting messages are dispatched to people,
urging them to volunteer.

Spontaneous volunteers get injured while operating heavy
machinery during disaster response.

Some spontaneous volunteers are found to have motives
other than helping.

You have 10 minutes to complete this activity.

Hi7l Unit 1—Intro to Volunteering
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Unit 10 Introduction to Volunteering

UNIT SUMMARY

You should now be able to:
Dz Identify factors leading people to volunteer

Dz Define volunteer, voluntary agency, Voluntary Organizations Active in Disaster (VOAD),
National VOAD (NVOAD), andCommunity Organizations Active in Disaster (COAD)

Dz Identify the two commonly used categories of disaster volunteers

Dz Identify the benefits and challenges of using spontaneous volunteers

Dz Identify the benefits of effective spontaneous volunteer management

Dz Discuss the principles and values guiding the management of spontaneous volunteers
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UNIT 2: BUILDING THE NETWORK

UNIT INTRODUCTION

Visual 18

BUILDING THE NETWORK

Unit 2

Planning to utilize and manage the spontaneous volunteers in a disaster Gandrggncy
managerperform better when responding to a disaster. Let us start with planning for spontaneous
volunteer managemehy building an effedcte network of government and ngovernmental

organizations.
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OBJECTIVES

Visual 19

Objectives

Participants will be able to:

Develop pre-disaster relationships with voluntary
agencies, Faith-based and Community Organizations
(FBCOs), Voluntary Organizations Active in Disaster
(VOAD), local business and government

Identify ways to improve public awareness about disaster
volunteering

Identify steps to mitigate liability and risk management
issues

19 Unit 2—Building the Network

At the completion of thisinit, you will be able to:

Dz Develop predisaster relationships with voluntamgenciesFaith-based and Community
Organizations (FBCOs)/oluntary Organizations Active in Disaster (VOAD), local business and
government

Dz Identify ways to improve public awarenegsoutdisaster volunteering
Dz Identify steps to mitigate liability and risk management issues
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Unit 20 Building the Network

EFFECTIVE TOOLS FOR BUILDING THE NETWORK

PRE-DISASTER RELATIONSHIPS WITH VOLUNTARY AGENCIES, FBCOSs, AND VOAD

Visual 20

=

Pre-Disaster Relationships with Voluntary
Agencies, FBCOs, and VOAD

—~—

- &

20 Unit 2—Building the Network

Dz ThefiFour C® of the VOAD movemenbcommunication, cooperation, coordination, and
collaboratiombuild on one another and are the hallmark of all highly successfubredhips
among government and ngovernmental organizations (NGOB)evelop a plan to
communicatevith voluntary agenciegaith-based and community organizatiokR8CO9, and

theVOAD/COAD coalition, if any, in the arda address their volunteer needs prior to a disaster
Thiswill helpeliminate some of the problems associated with the management of spontaneous

volunteers during an emergency.

Dz Establish cooperative agreements with private and public ageklaag.agenees have
resources thatan bemade available durindisastersThese could includafacility in whichto
setup theVolunteer Reception Centananagement and/or staffim§ aVRC; andequipment
and suppliessuch agurniture computer equipment, offiipplies etc. Use written
Memorandums of UnderstandingiQUSs) to establish inteagency agreementévritten
agreements help to clarify roles and expectations and can minimize misunderstanding during
response and recovery.

A mutual aid system can be sgt to acquire resources whygour own havebeenexhausted. A
mutual aid system is a pestablished network to facilitate the sharing of personnel and other
resources needed during disaster response.
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Dz Develop interagency collaboration for shared decismaking; sharing resources, taséasd
informationdeal i ng with differences among agenci e:t
and respect for othersé ways of theconmwnity hi ngs
by eliminating duplicatiomf services, expanding resource availability, and enhancing problem
solving.

A goodway for county emergency managerso&gin connecting with communitsoluntary
agencies ishroughVOAD, if one exists in the region.

Dz Dynamic partnershipsan also bereded with CitizenCorpsCouncils, AmeriCorpsyolunteers
in Service to AmericaISTA), andRetired and Senior Volunteer PrograRS{VP) programs, as
well asvolunteer connector organizations.

Maintain working relationships with local volunteswnnector organizationsince these keep a
large database of local candidates seeking volunteer opportunities and many also provide
volunteer management training.
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ACTIVITY : IDENTIFY VOLUNTARY AGENCIES, FBCOS, AND OTHER VOLUNTARY
SERVICES

Visual 21

Activity

Work in groups to list “umbrella” organizations or
coalitions to help emergency management engage
voluntary agencies, FBCOs, and other voluntary
services in your community.

You have 3 minutes to complete this activity.

21 Unit 2—Building the Network

List community umbrella organizations and other resources to idewotiintary agencie=BCOs
andother voluntary services in your community.
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Unit 20 Building the Network

POTENTIAL PARTNERS

Visual 22

Potential Partners

* Volunteer
connectors

* FBCOs

» Chamber of
Commerce

« Civic/fraternal

vl

« Emergency
management

« Education

« Law enforcement

» Health/mental
health

N

« Food vendors

* Real estate

« Technology
companies

« PPE suppliers

22 Unit 2—Building the Network

Non-profit

Government

Business
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Unit 20 Building the Network

STRATEGIES FOR EFFECTIVE MEDIA AND PuBLIC AWARENESS CAMPAIGN

Visual 23

Strategies for Effective Media and Public
Awareness Campaign

Effective ways to prevent a disaster within a disaster

23 Unit 2—Building the Network

Plannednediaand public awareness campaigns can go a long way to avoid a disaster within a
disaster by encouraging people to become trained by and to affiliate with recognized disaster relief
organizations.

Dz Identify who is the target audientde aware of the characistics of the targeted population

Dz Use a variety of media to reach a wider range of populatwebsites, speakers, briefings,
newsletters, listservs, social media, etc.

During the killer storms of April 27, 2011, in Birmingham, AL, social media chatiyzdiay
people use and spread information and also how they get involved with recovery efforts. Read
the full story ahttp://blog.al.com/bblalock/2011/05/post_2.html

The New York Daily New8 April 30, 2011, carried a story
Help StormTor n Towns in South as Death Toll Cli mbs

Dz DEVELOP STANDARD MESSAGES TO USE BEFORE, DURING, AND AFTER A
DISASTER: PRE-SCRIPTED PRESS RELEASES READY TO BE RELEASED,;
TALKING POINTS FOR GOVERNMENT OFFICIALS TO USE WITH THE MEDIA

Dz Develop media outreach strategy to reach a diverse population for whom culture, language,
and/or disability may be a barrier to getting the information
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SPECIAL |SSUES

WAYS TO MITIGATE LIABILITY AND RISK MANAGEMENT |SSUES

Visual 24

Ways to Mitigate Liability and Risk
Management Issues

Identify the State laws

Clarify liability insurance
protection limits

Identify screening and
registration procedures

Provide orientation and training
Follow legislation mandates

Identify clear volunteer roles, job descriptions, and
standard operating procedures

Identify documentation procedures

24 Unit 2—Building the Network

While it is impossible to entirely prevent legal action against the jurisdiction or the agency operating
the VRC, proper management practices will minimize legal problems related to safety, risk, and
liability that might arise when dealing with spontaneous volunteers during a disaster. Therefore, it is
very important to take steps to promote volunteer safety and minimize risks.

Dz Research State laws that affect utilization of spontaneous volunteers. Foresx@ogd
Samaritan Laws provide limited immunity to spontaneous volunteers

Dz Encourage agencies and organizations receiving spontaneous volunteers to clarify their liability
insurance protection limits

Dz Identify procedures to screen and register all spontameaunteers

Dz Provide orientation/training to all volunteers. Ensure that volunteers acknowledge the safety
training they received by signing an attendance record

Dz Follow legislation that mandates the training and certification that volunteers need tenperfor
certain task (like heavy equipment handling, CPR, etc.)

Dz Provide clearly defined job descriptions and standard operating procedures (SOPs). The job
descriptions should clearly state the limits of their authority (i.e., what they can do and what they
camot do without specific authorization)

Dz Ensure that documentation ledursworked and of the specific types of work done by volunteers
is maintained. These data can be used by county/State officials for their match to received
Federal funds from FEMA troperly documented and appropriate data are used
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Unit 20 Building the Network
UNIT SUMMARY

You should now be able to:

Dz Develop predisaster relationships with voluntamgenciesFaith-based and Community
Organizations (FBCOs)/oluntary Organizations Active in Disaster (VOAD), lbbaisiness and
government

Dz Identify ways to improve public awarenegsoutdisaster volunteering
Dz Identify steps to mitigate liability and risk management issues
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

UNIT 3: ELEMENTS OF A SPONTANEOUS VOLUNTEER
MANAGEMENT PLAN

UNIT INTRODUCTION

Visual 25

ELEMENTS OF A SPONTANEOUS
VOLUNTEER MANAGEMENT PLAN

Unit 3

25

Many jurisdictions have experienced disasters that were followed almost immediately by an influx
of volunteers whose intent was to help the impacted community. This arrival of husdreds
thousands of spontaneous volunteers can be mobilized to protecepsofsom further damage,

clear debris, and even save lives, IF you have a plan in place for managing them.

The difference between a fAimobd and a fAicadreo
plan and a community prepared to train and supeeager and compassionate volunteers.
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

OBJECTIVE

Visual 26

Objective

Participants will be able to:

Identify the elements of a spontaneous volunteer
management plan

26 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

At the completion of thisinit, you will be able to:
Dz Identify the elements of a spontaneous volunteer management plan
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

DEVELOPING A SPONTANEOUS VOLUNTEER M ANAGEMENT PLAN FOR
Y OUR JURISDICTION

WHAT IS A SPONTANEOUS VOLUNTEER M ANAGEMENT PLAN ?

Visual 27

What is a Spontaneous Volunteer
Management Plan?

Document that...

* Explains the strategy

 Establishes roles and
expectations

» Prepares community
organizations

* Prepares the public to
serve

¢ Is an annex to the
volunteer and donations
plan

Unit 3—Elements of a Spontaneous Volunteer
Management Plan

This document:

DzSpell s out

the communityodos

strategy

Dz Prepares the community to effectively utilize spontaneous volunteers

f

or

man a

Dz Brings together government andn-governmental entities and establishes roles and expectations

for each
Dz Prepares the public to

serve in the most helpful ways

Dz Is an annex to the broader volunteer and donations management plan

Management of Spontaneous Volunteers in Disasters
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

WHAT SHOULD A JURISDICTION G5 SPONTANEOUS VOLUNTEER M ANAGEM ENT PLAN
INCLUDE?

Visual 28

e

What Should a Jurisdiction’s Spontaneous
Volunteer Management Plan Include?

—

Purpose, Guidance for
Assumptions, Community
and Palicies Organizations

VRC Activation
Procedures

Post-Disaster
Public VRC Operations
Messaging Plan
Strategies

28 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

A spontaneous volunteer management plan should:

Dz Include the purpose, assumptions, and policies to guide the management of spontaneous
volunteers

Dz Guide community organizations to utilize spontaneous volunteers in a disaster
Dz Include predisaster public education strategies

Dz Prepare organizations to actte and operate a VRC

Dz Include postisaster public messaging strategies

Dz Include a detailed VRC operations plan

Let us now look at each of these in detail.
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

PURPOSE, ASSUMPTIONS, AND POLICIES TO GUIDE SPONTANEOUS VOLUNTEER M ANAGEMENT

PLANNING

This section of the spontaneous volunteer management plan should explain the purpose of the plan,

Visual 29

-

Purpose, Assumptions, and Policies to Guide
Spontaneous Volunteer Management Planning

» Establish VRC team

» Define criteria for
prioritizing needs for
volunteers

* Determine criteria for
activating toll-free number
Physical and virtual VRC
procedures
Training and exercises

» Use of in-State mutual aid
and EMAC

29 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

the concept of operations, planning assumptions, and risk management policies that guide the
development of the plan. No single organization qragnent of government can successfully
manage spontaneous disaster volunteers without support and interaction from other community
entities. The plan should:

Dz Describe the relationships between the emergency management agency, the organization(s)
designatd to manage spontaneous volunteers and other community stakeholders, and explain

who will be responsible for all associated costs. It is important to engage other organizations and
county government departments to serve on the VRC team. They may nadby divolved in

VRC operations but may have useful resources or expertise.

Dz Determine the criteria for whether/when to activate aftek number.

Dz Determine criteria for opening a physical VRC.

Dz Include whether and how a virtual VRC (online registratigsteam for connecting volunteers
with opportunities to serve) will be used in addition to a physical VRC. Decide on basic data

needed

for

volunteer registration,

specify whether and how bagptound checks will be conducted.

Dz Define the criteria for prioritizing requests for volunteers.

such

as

Dz Include training and exercises on managing spontaneous volunteers. Work with community
partners and local emergency management agencies to expand disastsgsei@noclude
management of spontaneous volunteers.

Dz Include how inState mutual aid and the Emergency Management Assistance Compact might be

used to augment VRC management.

Management of Spontaneous Volunteers in Disasters
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Unit 30 Elements of a Spontaneous Volunteer Management Plan
VIRTUAL VRC

Visual 30

Virtual VRC

W eb-based platform to manage and
communicate with spontaneous
volunteers.

Components of a virtual VRC:

* Web page banner

e First message

 Call center

» Opportunities

e Links to social media

30 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

| n t oday Gcalwadrle adrtual dolurteggr Recejpn Centersan be very useful imanagng
and communicatg with spontaneoysunaffiliated volunteers.

A virtual Volunteer Reception Centeiin other wordsa webbased platform that allows volunteers
to registed communicates a consistent message toetirdsrested in volunteerindisplayscurrent
opportunities to volunteer related to the disasted has a mechanism to communicati wie
volunteers who register.

Stepsto create a virtual Volunteer Reception Center include creating a banner, wrifigst
message, coordinating with a local call center, identifying and posting opportunities, and creating
links to social media.
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

GUIDANCE FOR COMMUNITY ORGANIZATIONS

Visual 31

* Anticipate community
needs

» |dentify needs the

meet

for volunteers

» Consider risks

31

organization might help
* |dentify appropriate roles

» Write job descriptions [§&

Guidance for Community Organizations

Unit 3—Elements of a Spontaneous Volunteer
Management Plan

The plan should guide community organizations as they prepadvamce to utilize spontaneous

volunteers in a disaster. It should:

Dz Help organizations anticipate the disastdated needs of their clients and the greater

community

Dz Help them identify the specific needs they might be asked to meet in a disaster
Dz Help then identify appropriate roles for volunteers to augment agency staffing

Dz Write job descriptions for those volunteer roles

Dz Encourage them to consider in advance the risks and liability of using volunteers in the proposed

roles

Management of Spontaneous Volunteers in Disasters
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

PRE-DISASTER PUBLIC EDUCATION STRATEGIES
Visual 32

o

Pre-Disaster Public Education Strategies
The public should be taught:

Get trained and affiliated

Register with a VRC, if

unaffiliated

Cash is the best donation!
* Verify items needed prior

to collecting

Offer large donations
through the National
Donations Management
Network (NDMN)

Never self-deploy

32 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

The planshoulddetail how the public will be educated in advance about the importance of:
Dz Getting trained and affiliated with a relief organization prior to a disaster
Dz Offering their help through the Volunteer Reception Centemdéffiliated

Dz Not seltdeploying to the disaster site. Sdéploying volunteers can put themselves and others
in harmdébds way and can hamper relief efforts

Dz Verifying what items are and are not needed PRIOR to collecting goods for disaster relief
Dz Using theNational Donations Management Network (NDMN)
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

VRC ACTIVATION PROCEDURES
Visual 33

VRC Activation Procedures

Who “pulls the trigger”?
Notifying the VRC Team
Potential venues

* Location, location, location
¢ Accessibility

o Safety

Resources for the VRC

¢ Furniture, equipment,
communications, “Go Kit”

Staffing

¢ Notification of staff

33 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

When a disaster strikes, hundreds or thousands of people come forward with all good intentions to
help those who have been affected by the disaster. A Volunteer Redgetitar is a means to

organize the voluntary response. A VRC is a process for registering spontaneous volunteers and
matching their skills to agencies needing assistance in response to a disaster.

The Plan should:
DzDet er mi ne who dApulls the triggero
Dz Explainhow the VRC team will be notified
Dz List the criteria for site selection
1 Size adequate for the number of volunteers responding
1 Easily accessible from major thoroughfares
1 Safetypthe VRC should not be docated with a donations warehouse with large truckidraf
Dz List the resources needed at a VRC
Dz Provideanoverview of VRC staffing

The plan should include guidance to prepare one or more organizations to activate and operate a
Volunteer Reception Center. It should:

Dz Establish expectations of glartners via Memorandums of Understanding (MOU)

Dz Guide them in building a VRC Team consisting of decision makers from a variety of local
organizations. Consider representatives from volunteer centers, local governments, private sector,
media, etc., in the RC Team. Some examples include the representatives of the county
emergency management agency, the agency tasked with operating the VRC, the facility manager
for the selected venue, a representative of the local information and referral sefvit®(2
other), an organization that will provide transportation to the volunteers, law enforcement, a
health/mental health provider, and a local food vendor to provide/donate meals for VRC staff.

Dz Identify how the VRC Team will be equipped with the resources ndedsdccess
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

T I'nclude a Volunteer Reception Center fAGo K|
checklists, maps, etc. Also, identify any additional resources that might be required during
the response and recovery operations, such as special equiiailest, chairs, etc.

T Create aKIiVIRC dcGot ents | ist and identify whoe

Dz Identify potential sites to set up the Volunteer Reception Center and develop contingency plans
in the event that pr&lentified sites are unavailabl

1 Include speciatonsiderationsvhile selecting a sitesuch ashe provision of adequate space
for all VRC functions, availability of parking, accessibilftyr functional needs persans
proximity to the affected area, etc.

1 Determine what organization is responsible for obtaitiegsite and paying incurred costs
(such as rent, maintenance, damages, and utilitks)ving a disaster

Dz Identify necessary procedures to get the VRC upranding

1 These include procedures for staffing the VRC and orientation, placement, supervision, and
evaluation of the VRC staff

PosST-DISASTER PuBLIC MESSAGING STRATEGIES
Visual 34

Post-Disaster Public Messaging Strategies

Donations: Cash/In kind

» VRC location and hours
Promoting the Virtual
VRC

* Recruiting volunteers
with special skills
Providing affiliation
information

34 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

The plan should include pedisaster public messaging strategies to leel usiring a VRC
activation, including:

Dz How to let the public know the VRC location and hours of operation
Dz How to recruit volunteers with special skills to meet specific needs
Dz How to inform the public about what donations are and are not needed

Dz How andwhere to affiliatewith an organization in order to continue serving in the recovery
phase and in future disasters

VRC OPERATIONS PLAN
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Unit 30 Elements of a Spontaneous Volunteer Management Plan

Visual 35

VRC Operations Plan

VRC Activation

Volunteer registration and
referral

Documentation of

* Volunteer referrals

* Types of work

¢ Number of hours

Safety and job training
Volunteer identification

E

00
i

=3 HE| b =
1-g, LINE

RecerTy lgpeezes.

i O%QI;M* 3

35 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

The plan should include a detailed VRC operations plan that explains how:
Dz The VRC is activated

Dz Volunteers are registered and referred to opportunities

Dz Referrals, activities of volunteers, and volunteer hours are documented. Documentation of
volunteer service is critical to ensure the jurisdiction receives maximum financial benefits. The
types of wok eligible for reimbursement by FEMA and the dollar value of each type of work
may be interpreted differently from one disaster to another. Volunteer managers should work
closely with the jurisdictionbs emerep@mcy ma
that all required documentation is maintained, and that it is presented in a usable format.

Dz Safety and job training are provided to spontaneous volunteers. Training promotes volunteer
safety. Documentation of training helps to manage liability.

Management of Spontaneous Volunteers in Disasters SM 3.11
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VRC OPERATIONS PLAN (CONTD.)
Visual 36

VRC Operations Plan (Contd.)

Transportation to work sites d
Maintenance of database Hsﬁ&flms L
Communication with Public RECEPTI( iﬁﬂg@ﬁm '
Information Officer (P10) Treagl)
Volunteer Recognition
Demobilization of VRC
Reimbursement of operating costs

g

36 Unit 3—Elements of a Spontaneous Volunteer
Management Plan

Dz Volunteers are provided identification and (sometimes) transported to workTéieeagency
tasked with operating a VRC should discuss the various purposes for issuing volunteer
identification to determine the mostficientand costeffectivetype of identification to use

DzThe VRC communicates with the jurisdictionods
consistent information to the public

Dz Other community stakeholders (law enforcement, mental health, cteaggportation
specialists, etcareintegrated into the VRC operations to provide security, behavioral/spiritual
support transportation of volunteers into secure ay@asl other services

DzThe VRC -9iszdidd gdhe needed, then demobilized
Dz Databases ahotherrecordsof ol unt eer s6 experience, skill s,
maintained

Dz Operating costs are aggregated and submitted for reimbursement (communication between the
VRC and the county budget department is necessary to establish deadi@piésting
reimbursement of VRC expenses)

Dz Volunteers arehanlkedandpublicly recognizedor supporting relief operations
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UNIT SUMMARY

In this unit, we discussed the elements of a spontaneous volunteer management plan.
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Unit 40 Best Practices for Effective Management of Spontaneous Volunteers in

Disasters

UNIT 4: BEST PRACTICES FOR EFFECTIVE
MANAGEMENT OF SPONTANEOUS VOLUNTEERS IN
DISASTERS

UNIT INTRODUCTION

Visual 37

BEST PRACTICES FOR EFFECTIVE
MANAGEMENT OF SPONTANEOUS
VOLUNTEERS IN DISASTERS

Unit 4

37

The purpose of this session is to bring out best practices to manage spontaneous volunteers
effectively in disasters.
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Unit 40 Best Practices for Effective Management of Spontaneous Volunteers in
Disasters

DISCUSSION: BEST PRACTICES FOR EFFECTIVE MANAGEMENT OF
SPONTANEOUS VOLUNTEERS IN DISASTERS

Di sasters often demand the undivided attentio
Some of the recent disasters underscored the need to identify some tested strategies for the effective
management of spontaneous volunteers.

This discsion will present action points with the accompanying best practices. The discussion will
help you develomecessarprocedureso facilitate the management of spontaneous volunteers.

The recommendations made during the discussion will contribute tesyocess in managing
spontaneous volunteers effectively in your jurisdiction. Some of you may have already included
these suggestions in your plan for the management of spontaneous volunteers.

Please discuss these ideas in your groups and explain winayelwould implement these or why
would they not work in your jurisdiction.
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Unit 40 Best Practices for Effective Management of Spontaneous Volunteers in

Disasters
Visual 38

Best Practices for Effective Management of
Spontaneous Volunteers in Disasters

Developing a County Plan

Potential VRC Team Members and Partners
Identifying Community Needs for Volunteers

VRC Operations and Logistics

Coordination of Hotlines and Technology with the VRC
VRC Staffing

Reimbursement for Expenses Incurred

Pre- and Post-disaster Coordination with Local Government
Agencies and NGOs

Coordination with Local Information and Referral Provider (2-1-1)

Roles for Spontaneous Volunteers

NGO'’s with Roles in Spontaneous Volunteer Management

38 Unit 4—Best Practices for Effective Management
of Spontaneous Volunteers in Disasters

1. Developing a County Plan

Contributor Suggestions

Margaret Melsh Dz Develop a solid relationship and understanding between th
local emergency management agency and the agency beir
considered to manage a VRC

Dz Renforcethe relationships and understanding between the
local emergency management ageaony the agency being
considered to manage a VRC, if at all possible, by some ki
of written agreement that
responsibilities

Principal
Melsh Consulting Services

Brooke Fussell Dz Every county that receivésitizen Corps or other Community
Community Preparedness an Preparedness funds frohetState is mandated to have a

Response Coordinator VolunteerCoordinatingAgency (VCA)
The@ vernor 6 s C DzThe designated VCA manages spontaneous volunteers an

Faith-basedand Community donations ints county
Initiatives
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Unit 40 Best Practices for Effective Management of Spontaneous Volunteers in

Disasters

1. Developing a County Plan

Contributor Suggestions

Bonnie Nahas Dz Be sure to include [in the planning processirgovernment
organizations and neprofits who have missions outside of
disaster but who may balted upon for relief effortsThey
already use volunteers, have positi@sctiptions, and
volunteer management expiee.|f they are called upaqrthey
may take in spontaneous voluntedrain them, and mentor
themYou dondt want to wait
if they will serve or to figure out what their capatds are

Disaster Service€oordinator
Volunteer Prince William

Dz The disaster does not know jurisdictional boundaries
Volunteer Prince William is written into the emergency
operations planef two cities and the countyVe may very
well use a city facility to operate a VRC, even if the main
event is within theeounty, but outside the city limits. We will
not open three separate VRCs for an evewtcfig all three
jurisdictions.Talk ahead of time about how to handleh
Issues

Carolyn Kincaid DZ With increased concern about terrorism, we now plan to
operate a VRC during response, as needed, rather than or

Executive Director
shortterm recovery

Volunteer Center of the
Virginia Peninsula Dz In our area (Peninsula on East Coast with potential fer bio
hazard issuesjve now have an understanding witical
health officials that we would respond ASAP to medically
related disasters that require quick dispensing of medicatio
save lives. They have adopted the VRC model for working
with medical volunteers who show up unannounced to assi

DZ Recognizinghat an influx of spontaneous volunteers can
cause additional problems for the impacted community, we
continueto emphaizeand define the VRC role as
MANAGEMENT of spontaneous volunteers when they arri
We do not RECRUIT them, except by specific skill as
requested by the Incident Command or a partner organizat
with specific needs
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Disasters

1. Developing a County Plan

Contributor Suggestions

Merrilee White DZ Some department of county government should be ultimate

Emergency Management responsible for the management of spontaneous volunteer

Consultant DZ Even if a county has entered into agreement with an NGO

Governofs Commission on operate the VRC, the responsible county entity can provide
Volunteerism and Commity effective support becse they often have better access to th
Service (Volunteer Florida) resources of other county departments

DZ The plan must clearly define the purpose and meaning of tl
identification badge or wristband provided to spontaneous
volunteers

DzinCredenti al s wor n bctations@bout
skills, experience, insuranaer liability that may not be basec
in fact or reality All stakeholders, including the volunteers,
must understand the purpose and limitations that the
identification carries

2. Potential VRC TeamMembers and Partners

Contributor Suggestions

Brooke Fussell Dz Alabama VOAD, HandsQriocal houses of worship,
American Red Cross, United Way, The Salvation Army,
Lutheran Social Services, United Methodist Committee on
Relief (UMCOR), and local environmental groupspdly key
roles in Alabamads spontan

Community Preparedness anc
Response Coordinator

The@vernor s C
Faith-basedand Community
Initiatives
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Disasters

2. Potential VRC TeamMembers and Partners

Contributor Suggestions

Dante Gliniecki DZ The State of Missouri, Missouri Voluntary Organizations
Active in Disaster ( MObased D
and Community ServicBartnership for Disaster Recovery
(The Partnershipand the State Emergency Management
Agency have collaborated with the Missouri United Method
Disaster Response Team (MUMDRT) and with
AmeriCorps Emergency Response Team in St. Louis (ERT
devel@ the capacity to manage unaffiliated volunteers

Statewide Volunteer
Coordinator

State of Missouri

State Emergency Managemet
Agency

DzZMU MD R Tstatewide presence, with its numerous
congregations and solid commitment to disaster relief, and
ERTO fast moving well-trained and equipped response tear
allow Missourito establish/olunteerReceptionCenters when
and where needed

Dz This system haibeen tested over and oagrain in Missouri.
VRCs have been establishedumal areas awell as in urban
environmentsThe system has worked in floods, tornadoe:
ice storms, and other disastérbe Missouri Model
represents an inspiring collaboratiohfaith-based, private
sector, public servigand government organizations

Merrilee White Dz All organizations with roles in spontaneous volunteer
management should have agency continuity plans to ensul

Emergency Management they survive the disaster

Consultant
Governofs Commission on Dz The county emergency management agencyoavide
Volunteerism and Commity continuity planning resources

Service (Volunteer Florida)
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Disasters

3. Identifying Community Needs for Volunteers

Contributor

Suggestions

Margaret Melsh

Principal
Melsh Consulting Services

Josh Corlew

Emergency Preparedness
Manager
HandsOn Nashville

Kellie Bentz

Director of Disaster Services
HandsOn Netwrk & Points of
Light Institute

DZ As early as you can, work proactively and persistently to fir
out what the needs are in the impacted community and wh
the volunteer opportunities are

Dzl f you candét get through t
e-mail, or Twitter, be prepared to pah your roller skates or
send some volunteers out to do this for you

Dz Need identification was our biggest bottleneck initially.
Because of the widespread damage, gettorgirmation from
the city about where volurges were needed was very slow.
Having a way to selidentify needs became instrumental in ¢
response

DZ One thing that we wished we had put in place prior to the fl
was a system through which individuals abtgport their
need, the need could be verified, then passed to us for pro
creation. | recommend partnering with another agency, suc
2-1-1, that has call center capabilities to set up the intake
portion of this system

Dz It is critical to build the relationships PRIOR to the storm wi
organizations that may nesgontaneous unaffiliated
volunteers $UVs) during the immediate aftermath, or at lea:
have a goodetwork. In LA, we have continually invited
VOAD partners to participate in VRC exercises so everyon
aware and understands the model

4. VRC Operations and Logistics

Contributor

Suggestions

Bonnie Nahas

Disaster Services Coordinatot
VolunteerPrince William

Dz We have an MOU with our county Park Authgto use
recreation centers

DZ Look at librariesand community centers as well

Dz Rememberthe folks in yourOffice of Economic Developmen
generally know where empty storefronts and warehouses ¢
andhow to get in touch with the property manager
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Disasters

4. VRC Operations and Logistics

Contributor Suggestions

Brooke Fussell Dz Physical Volunteer Staging Areas have ranged from a card
table with posters arglsmall amount of offie supplies for
documentation ttarge facilities capable of registering,
briefing, training, credentialing, documenting, and deployin
thousands of volueers per day

Community Preparedness anc
Response Coordinator

The@vernor s C
Faith-Basedand Community
Initiatives

Matthew A. Lyttle Dz In a Volunteer Reception Center, minimize the number of
functions that mst take place at each stati@y. separating
outtasks,you give the VRC staff thability to master one
particular job

Emergency Response Progra
Manager
Volunteer Fairfax
Dz Also, having spontaneous volunteers walk from station to

station helps them to better understand the purpose of the
andhow they are being process&dhen a station is
responsible for too many stejitscan cause days and
mistakes that will affect the flow of the entire VRC

Dz You can never have too muslgnageNolunteers will have
more guestions than you can possibly imagine, so the mor:
information you can post on signs for themread themselves
the better

Matthew A. Lyttle DZ When practicing VRC operations, be sure to exercise the s
and demobilization of the VR@s you will find just as many
options for streamlining there as you will in the actualO/R
operations

Emergency Response Progra
Manager
Volunteer Fairfax
DzProvide spontaneous volunt
them to see how falong in the process they aifiéhis also
serves as proof that they visited every station in the right ol

Adraine McKell DZ The mappingstation at a VRC is criticahnd itGs a greafjobo

SEahe BidEn for a local person who is familiar with the area

VolunteerManatee Dz Plan ahead of tim®r supplies to support volunteend/ater
and food for survivors come in truckloadsit often ared
suitable forvolunteers on the go (i,éottled water in 12z
bottles rather than gallons)
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Disasters

4. VRC Operations and Logistics

Contributor Suggestions

Kellie Bentz Dz The VRC or VMC is nothe onlysolution to managing or
communicating with volunteers, but merely one tool/model

Director of Disaster Services help manage SUVs

HandsOn Netwrk & Points of
Light Institute Dz In Gustav and lke, while these were major disasters, we
decided NOT to do a physical-person Volunteer Reception
Center, but instead stood up a virtualunteer centerAfter
some revision, this proved to le¥en MORE effective in the
recent Gulf oil spill

Josh Corlew Dz For projects that will be organized by the VRC, but will take
place out in the comnmity, establish a large team {ED0) of
trained Volunteer Leaders who can be mobilized to lead
volunteer disaster relief
of disaster

Emergency Preparedness
Manager
HandsOn Nashville

5. Coordination of Hotlines and Technology with the VRC

Contributor Suggestions

Lee Foster, M.S. Dz HandsOn Central Ohio had a great experience using Goog
during HIN1 [swine flu epidemic)\We created a Google Forr
(using Google Docs) to create anline registration form for
potential voluntees. Based on the information collected, we
contacted the volunteers to bring them in for Clinic orientat
and then had sigap sheets for the various upcoming HIN1
clinics that needed volunteerBhis form worked greatwe
placed a button on our homepage that linked visitirectly to
the Google FormOnce the volunteers completed the fothe
dataappeared automatically in a spreadsheet on thedyatk
for us to see the potential volunteers

Director of Resource and
Disaster Management
HandsOn Central Ohio

Dz We wentwith Google Apps because we needed something
could manipulate ankdave control over the fieldslad the
need come along, we could have shared the-badk
spreadsheet with anyone who wanted it (EMA, Health, MR
etc.)
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Disasters

5. Coordination of Hotlines and Technology with the VRC

Contributor Suggestions

Merrilee White Dz Somewhere in the middle of the response to Hurricane
Charley, we began usingngeb-based volunteer registration
system in conjunction ith our Volunteer and Donations
Hotline. While we never actually used any of the registered
out-of-State volunteers during the response phase, consistt
messaging via the two systems effectively met the most ur
need at the time, which was to prevemtralux of
spontaneous volunteers, for whom counties had no means
providing basic support

Emergency Management
Consultant

Governots Commission on
Volunteerism and Communit
Service (Volunteer Florida
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Disasters

6. VRC Staffing

Contributor Suggestions

Josh Corlew Dz Our staff was heavily taxed during the 2Godd, so plans for
support and redundancy are being made for future events,
including crosdraining other staff members on disaster
preparedness plans, in the event that the person responsik
affected omunavailable

Emergency Preparedness
Manager
HandsOn Nashville

Brooke Fussell DZ We utilize the mutual aid syste. The county affected by the
disaster that does not have the ability to set uplanteer
StagingArea(VSA) will call in teams from around the State
bring intrainedvolunteersset up a VSAand train personnel
in their county

Community Preparedness anc
Response Coordinator

The@vernor s C
Faith-Basedand Community
Initiatives

Bonnie Nahas Dz Train some volunteers from other agencies at your ViRXC

Disaster Services Coordinatotr training/practice drill

Volunteer Prince William DZ Make sure they have an understanding of itaworks and
why it is neededThese folks generally already have the
volunteer management skillsatmake them good at matchin
volunteers to posted jobs

DZ Try to get some of them ®ignup as VRC volunteers if they
can be spared from their regular volunteer duties

Sue Carter Kahl DZ The San Diegdires were the first time that we activated our
volunteer Disaster Cadre.
We managed volunteers virtually over the phone or online.
This made the most sense foatitype of incident. Disaster
Cadre volunteers assistedtiwthe volunteer response and oL
internal operations

(former) Executive Director
Volunteer San Diego
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Disasters

7. Reimbursement for Expenses Incurred

Contributor Suggestions

Sue Carter Kahl Dz It would be helpful for organizations managing spontaneou
volunteers to know what types of agreements and forms ne
to be used and what documentation should be maintained
during the incident to be eligible for reimbursement from
government sources

(former) Executive Director
Volunteer San Diego

Merrilee White Dz After four backto-back hurricanes, many Floridalunteer
centers were severely impacted by the unexpected and
EanelER unbudgeted costs of overtime, supplies,,faetl food for VRC

Governofs Commission on staff
Volunteerism and Commity Dz An MOU is needed between county government and the el
Service (Volunteer Florida) designated to operate the VRC that clearly spells out the
procedues for requesting reimbursement

Emergency Management

Meg Storer Dz 2-1-1 San Diego has a contract with the couftice of
emergency servicegVe are reimbursed by FEMt#roughthe

Communications and
county

Development Manager
2-1-1 San Diego

8. Pre- and Postdisaster Coordination with Local Government Agencies and NGOs

Contributor Suggestions

Bonnie Nahas Dz Work in advance with organizations less experienced in us
volunteers, to enhance thewmlunteermanagement practices.

Disaster Services Coordinatotr >
Offer training!

Volunteer Prince William
Dz The disaster is not the time for them to learn best practices
volunteer management

DZ Some government partners may not use volunteers regulai
and will need more coaching

Merrilee White DzThe AAgency Or (AgpentiaH)contams fédtras
for requesting volunteers and documenting their service, ai
explains theesponsibilities of the agency receiving
spontaneous volunteers from the VRCcan be printed and
distributed, as is, to community organizations needing
volunteers

Emergency Management
Consultant

Governots Commission on
Volunteerism and Communit
Service (Volunteer Florida)
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Disasters

9. Coordination with Local Information and Referral Provider (2 -1-1)

Contributor Suggestions

Brooke Fussell Dz In disaster, 21-1 provides general disaster updates, fields a
volunteer calls, manages the volunteer database, and can
volunteers byZip Code to offer volunteer opportunities to
unaffiliated volunteers

Community Preparedness anc
Response Coordinator

The@vernor s C
Faith-Basedand Community
Initiatives

Sue Carter Kahl Dz Our local 21-1 engaged volunteers well. The volunteers
primarily helped answer calls from people who were seekir
information about a variety of topics (is my home threatene
where is the closest evacuation centén, tryingto find my
family, etc.)

(former) ExecutiveDirector
Volunteer San Diego

Dz 2-1-1 had a pool of volunteers already, but needed many nr
to staff the surge in calls. | believe most were spontaneous
most of them came through Volunteer San Diego

Dz All volunteers received orientation and training befdweirt
shifts began

Meg Storer DZ 2-1-1 San Diego hasndMOU with Volunteer San Diego, and
used 1,200 volunteers in 11 days in an array of capacities,
adminstrativesupport to logistical suppoiost served by
taking calls from citizens looking for shelter options, road
closuresand relief infemation

Communications and
Development Manager
2-1-1 San Diego

Dz Many of these volunteers also supported our resource cen
gathering information we used to populate our online datak
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10. Roles for Spontaneous Volunteers

Contributor Suggestions
Sue Carter Kahl DzOne of our | es s on $iresline2@07 was d
that there were plenty of volunteers who responded or wan

(former) Executive Director

Volunteer San Diego to respond

Dz With a little predisaster planning on how to use them, many
more organizations could have benefited from the help of
spontaeous volunteers

Dz We have since done a lot of outreach and education to
organi zations that may hayv
(whether they are primarily a disastetated organization or
not)

Dz We have let them know about the services that VVolunteer ¢
Diego provides andfferedtools for thinking through their
needs in advance of the incident

Brooke Fussell Dz Basic volunteer roles adeterminedy the Incident
Commangwhich sets up gridand requests volunteers for

Community Preparedness anc deployment after theyobve b

Response Coordinator
The@ ver nor 6 s C DzOur volunteers helped with debris removal and {legreer,
Faith-Basedand Community doorto-door informal outreach tsurvivors

Initiatives DZ With basic training, volunteers served as peer listeners anc

provided referrals to professional services as needed

Merrilee White Dz After a hurricane, hundreds of volunteers canvassed
neighborhoods to secure sigrieaht of Entryforms for the
Army Corps of Engineers Blue Roof Program. The Corps
eventually had to hire additionehnvassers in order to stay
ahead of the contractors hired to apply the tarps

Emergency Management
Consultant
Governots Commission on
Volunteerism and Communit
Service (Volunteer Florida) Dz One challenge was trying to explain to volunteers who had
spent many long, hot days canvassing neighborhoods, why
some of their counterparts veebbeing paid for the same work

Dz If roles initially filled by spontaneous volunteers are later fil
by paid workers, volunteers should be notified by the VRC
their supervisors. They should not learn about this
developnent from their paid cavorkers

Dz See théAdditional Resourcesection for information on the
National Emergency Grasmprogram that, under certain
circumstancesgmployssurvivors for some kinds of relief
work
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Disasters

10. Roles for Spontaneous Volunteers

Contributor Suggestions

Kellie Bentz Dz In response to (stay volunteers shtributedfood, water,
MREs, «ygen tanksand suppliessemoved trees and other
debris with chainsawsindservedn the EOC answering
phonesVolunteers also appligdrps to damageabofs,
however volunteers need training on documegtthe damage
prior to tarping so families and businessestigetfull benefit
of their insurance

Director of Disaster Services
HandsOn Netwrk & Points of
Light Institute
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11. NGOs with Roles in Spontaneous Volunteer Management

Contributor Suggestions

Phyllis Onstad Phyllis Onstadvith CaliforniaVolunteersgprovides the last word

CommunityPartnerships
Specialist

CaliforniaVolunteers 1.

and a great summary, with the following advice for NGOs with
roles in spataneous volunteer management:

Emergency managersplunteer centeydHandsOn affiliates
and otheNGOs need to buildtrongrelationships before
disaster hits.

To be credible partners, NGOs need to learn the language
disaster, especigl NIMS and ICS(Training is available at
http://www.training.fema.gv.)

NGOs need a solid plan and MOUSs spelling out how they ¢
going to financeheir activities during a disaster.

To be fully reliable in a disastddGOs need both a Continuit
Plan and an Emergency Operations RPl&efore disaster
strikes.

Messaging that is consistent with the spontaneous volunte
management plan needs to be prepared and approved by
relevant stakeholders in advance.

The organizatin operating the VRC needs to build pre
disaster relationships with other nprofits thatwill need and
be in a position to engage volunteér@nd have disaster job
descriptions written ahead of time.

Volunteer centers and other NGOs need to participate
VOAD/COAD and other local coalitions and networks.

No time for turf wars during a disastethey just make
everybody look bad/Ne need to work together! Managing tr
resource is a big job and
nicely in the sandbox. 0
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ACTION POINTS

1. Developing a County Plan
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2. Potential VRC Team Members and Partners

3. Identifying Community Needs for Volunteers
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4. VRC Operations and Logistics

5. Coordination of Hotlines and Technology with the VRC
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6. VRC Staffing

7. Reimbursement for Expenses Incurred
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8. Pre and Postisaster Coordination with Local Government Agencies and NGOs

9. Coordination with Local Information and Referral Providef{2)
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10. Roles for Spontaneous Volunteers

11. NGOs with Roles in Spontaneous Volunteer Management
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UNIT SUMMARY

This discussion covered reabrld solutions to real issues related to spontaneous volunteer
management. These strategies can be used or modified based on the needs of the jurisdiction.
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UNIT 5: IMPLEMENTING THE SPONTANEOUS
VOLUNTEER MANAGEMENT PLAN

UNIT INTRODUCTION

Visual 39

IMPLEMENTING THE SPONTANEOUS
VOLUNTEER MANAGEMENT PLAN

Unit 5

39

The VRC model that will be demonstrated in this unit is very basic, requires no electricity or
technology, and can be set up and operated anywhere there is sufficiebirsg@mes or out.

Every disaster and every community is different and the VRC lotatid procegsmust be

modified according to the local conditions and needs. Some of the volunteer management functions,
such as job training, safety briefing, and documentation of the work volunteers do, may be done at
local worksites or other agencies.

Flexibility is key, and VRC managers and staff must be willing to adapt to the changing
environment, while ensuring that all of the necessary volunteer management functions are
completed.
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OBJECTIVES

Visual 40

Objectives

Participants will be able to:
Describe the setup of a Volunteer Reception Center

Describe the tasks performed at each station of a
Volunteer Reception Center

Implement the spontaneous volunteer management
plan

40 Unit 5—Iimplementing the Spontaneous
Volunteer Management Plan

At the completion of thisinit, you will be able to:

Dz Describe the setup of a Volunteer Reception Center

Dz Describe the tasks performed at each station of a Volunteer Reception Center
Dz Implement the spontaneous volunteer management plan
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SIMULATION INTRODUCTION AND INSTRUCTIONS

Visual 41

—— /
Simulation Introduction and Instructions

Volunteer Reception Center Simulation

41 Unit 5—Implementing the Spontaneous
Volunteer Management Plan

Visual 42

//

= Hurricane Zeke
Hurricane Zeke’s tropical storm force winds cleared this area about 2 hours
ago. More than 13,000 homes were destroyed or sustained major damage.
85,000 residents are without power, and phones are out in many areas. An
additional 8-10” of rain is expected. Serious flooding has closed the
industrial park and will reach thousands more homes in residential areas
along the river in the next few days. The public water supply is
contaminated. Trees and debris are blocking many roads and street signs
are down. Hundreds of stray pets and livestock are causing serious safety
issues. Due to looting downtown, the National Guard has been activated.
Two area hospitals are on emergency power and one is without phone
service. Nursing homes and the psychiatric hospital are short staffed due
to blocked roads. Two schools were destroyed by a tornado, and all other
schools remain closed. American Red Cross shelters are overcrowded and
short staffed. Attempts are being made to open additional shelters.
Salvation Army and American Red Cross mobile feeding units will provide
meals as soon as they can enter the impacted areas. County emergency
management expects thousands of disaster volunteers from neighboring
counties to arrive tomorrow, and has requested that a Volunteer Reception
Center be set up to manage these spontaneous volunteers.

42 Unit 5—Implementing the Spontaneous
Volunteer Management Plan
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Visual 43
Sample S g
Volunteer 5 f
Reception Center
Floor Plan

Other models work equally |
well l L
Some include stations for ,
community agency

representatives el i= =
Some do job training on site, -

some do not e =
Some use multiple rooms e g/
within one facility [~ = .[co9] [e=9]

Other models?

RUN THE VRC SIMULATION
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SIMULATION WRAP-UP

You now have a basic understanding of:
Dz The processes involved in setting up a Volunteer Reception Center
Dz Forms, checklists, and othexsources required to run a VRC smoothly

Management of Spontaneous Volunteers in Disasters
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SPONTANEOUS VOLUNTEER MANAGEMENT PLAN ACTIVATION
PROCEDURES

Visual 44

———e / 7

Volunteer Reception Center Simulation

Take a last look at:

* VRC communications

« Activation/operations

¢ Mutual aid

« Safety/risk management
« Information management

Remember: Resources for managing
spontaneous volunteers and for teaching
this course will be available from your State
Training Officer at your State Emergency

¥ Management Agency

44 Unit 5—Implementing the Spontaneous
Volunteer Management Plan
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COMMUNICATION

Visual 45

Communication

» Coordination with the PIO

* Pre-developed public
messages

Use of Volunteer ID

» Ongoing public education
and information

Toll-free numbers

» Utilization of all available
technologies

Unit 5—Implementing the Spontaneous
Volunteer Management Plan

Address all communication needs outlined in the pilaeiuding:
Dz Coordinating with the Public Information Officer at the Emergency Operations Center
Dz Utilizing pre-developed public messagesing media outreach strategy

Dz Ensuring that receiving agencies are aware of their responsibility for any additional credentialing
or identification procedures

Dz Providing ongoingnformation and/or linkagef®r spontaneous volunteers on opportunities,
organizations, and benefits of affiliating after the disaster

Dz Dedicating tolifree numbers

Dz Utilizing available technologies likeebsites, social mediaandlistservsto ensure that alll
stakeholders have access to current information on volunteer recruitment and opportunities
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VRC ACTIVATION AND OPERATIONS

Visual 46

VRC Activation and Operations

The decision to activate

Notification of the VRC team

Procedures for:

¢ |dentifying community needs for volunteers
* Registering/referring volunteers

* Promoting volunteer safety

e Documenting the work/hours/expenses
Disaster stress management
Demobilization

46 Unit 5—Iimplementing the Spontaneous
Volunteer Management Plan

Activate theVRC Teamand ceploy a liaison to th&mergency Operations Center (EQ€ensure
timely communication between the EOC and the VRC.
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STATE OR REGIONAL MUTUAL AID AGREEMENTS

Visual 47

Mutual Aid

« State and
regional
agreements

* Emergency
Management
Assistance
Compact
(EMAC)

47

Unit 5—Implementing the Spontaneous
Volunteer Management Plan

Activate State regional and/or locamutual aid agreements to suppitie VRC Teanor a

Volunteer Reception Centef necessary.
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SAFETY AND RISK M ANAGEMENT

Visual 48

Safety and Risk Management

» Safety and job training for volunteers
» Appropriate security procedures
Documentation of referrals and training

48 Unit 5—Implementing the Spontaneous
Volunteer Management Plan

Risk management and safety issues create challenges for volunteer and emergency management at
disaster scenes. Disaster sites present threats to the safedfestional responders and also

volunteers. Strong volunteer management safeguards are required for spontaneous volunteers who
show up in or near the disaster areas.

Dz Provide training and Personal Protective Equipment (PPE) to spontaneous voluntegusei re

Dz Usethe identification system that approves spontaneous volunteers to have access to disaster
sites toassist inthe lesponse and recovery operations

Dz Develop and implement security procedures for spontaneous voluhieeasjurisdictions must
develop security procedures for spontaneous volunteers to have access to designated areas of the
disaster siteCan use differentolored wristbands to denotesas volunteers can access or dates
on which they will be working

Dz Volunteer organizers should maintain documentation of all referrals and training
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INFORMATION M ANAGEMENT

Visual 49

Information Management

» Database of volunteers
and skills
Phone bank and Web
portal

» Coordination between
VRC Team and long-term
recovery groups

49 Unit 5—Implementing the Spontaneous
Volunteer Management Plan

Dz Maintain a database spontaneousolunteers with special skills

Dz Establsh a central phone bank combined with a web portal to provide volunteers with a
connection to ongoing opportunities, and help volunteer coordinators match volunteer skills with
these opportunities. A web portal can also connect some volunteers to onggasgmthe
community. This will also promote volunteer affiliation

Dz Promote coordination between VR@amandlong-term recovery groups to identify
new/ongoing opportunities

Dz Ensure continuity of services to stakeholders and volunteers as the transiiae$ponse to
recovery is complete. This can be achieved by providing volunteer information to stakeholders
and offering affiliation information to volunteers
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UNIT SUMMARY

You should now be able:to

Dz Describe the setup of a Volunteer Reception Center

Dz Describe the tasks performed at each station of a Volunteer Reception Center
Dz Implement the spontaneous volunteer management plan

Management of Spontaneous Volunteers in Disasters

SM 5.12



Unit 60 Transition to Recovery

UNIT 6: TRANSITION TO RECOVERY

UNIT INTRODUCTION

Visual 50

TRANSITION TO RECOVERY

Unit 6

50

The need for volunteers to aid in recovery from disaster can extend as long as several years.
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OBJECTIVES

Visual 51

Objectives

Participants will be able to:
Explain how actions taken at the VRC during the
response phase can ensure a smooth transition to
recovery and facilitate a continued source of volunteers
Explain the importance of documentation and recognition
of volunteers’ experiences
Explain risk and risk management during recovery
operations
List criteria for determining when to demobilize the VRC
and the steps to be taken to ensure proper disposition of
all property and documentation
Identify ways to keep spontaneous volunteers engaged in
the long-term recovery efforts

51 Unit 6—Transition to Recovery

At the completion of thisinit, you will be able to:

Dz Explain how actions taken at the VRC during the response phase can ensure a smooth transition
to recovery and facilitate a continued source of volunteers

Dz Explain the importanceafocument ati on and recognition of
Dz Explain risk and risk management during recovery operations

Dz List criteria for determining when to demobilize the VRC and the steps to be taken to ensure
proper disposition of all property and docurtzion

Dz Identify ways to keep spontaneous volunteers engaged in théglongecovery efforts
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VRC AS THE SPRINGBOARD TO RECOVERY

Visual 52

VRC as the Springboard to Recovery

* Encourage volunteers to
affiliate

» Unused Volunteer Teams
* Volunteer opportunities
¢ Virtual system

52 Unit 6—Transition to Recovery

Dz Some volunteers who registered with the VRC will also be available when recovering from a
disaster and should mcouraged to affiliate with an organization working in recovery

Dz Some Volunteer Teams from outside the impacted area that could not be used should be
contacted about helping in recovery

Dz If a virtual VRC was used in conjunction with a physical VRC, oemn recovery volunteer
opportunities will gradually replace the more urgent needs posted during response atetrahort
recovery

Dz If a virtual system was not used early on, recovery might be a good time to try it

Management of Spontaneous Volunteers in Disasters SM 6.3



Unit 60 Transition to Recovery

DOCUMENTATION AND RECOGNITION

Visual 53

Documentation and Recognition

» Help retain volunteers

» Encourage affiliation
Federal reimbursement
Determine the value of
volunteer’s time

» Support grant proposals

Increase the perceived
value of an organization

53 Unit 6—Transition to Recovery

Dz Recognition by city/county officials or the government helps retain volunteers and encourages

them to affiliate

Dz Hours served by spontaneous and affiliated volunteers doing work that is eligible for FEMA

reimbursement may be used as the-Rederal sharerdocal match for the Federal

reimbursement. This can amount to hundreds of thousands of dollars in savings to the

jurisdiction

DzThe county staff responsible for preparing

responsible for assigning valuesaibdonated resources

Dz Documentation of voluntary accomplishments can be used to support grant proposals and

increase the perceived value of an organization to the community (FEMA website)
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Unit 60 Transition to Recovery

RISK AND RISK M ANAGEMENT IN RECOVERY

Visual 54

Risk and Risk Management in Recovery

» Resolution of the most
dangerous situations
Reduced risk of referring
volunteers

» Completion of higher-risk
work

» VRC no longer needed for
volunteer opportunities

54 Unit 6—Transition to Recovery

Dz Many of the dangrous situations that occurred while responding to a disaster have been
resolved high water has receded, much of the debris has been cleared, stray pets and
disoriented wildlife are back where they belong

Dz The slower pace of recovery reduces the risk afueéently referring a volunteer to an
inappropriate service opportunity

Dz Much of the higherisk work has been completed

Dz Volunteer$ individuals and teands can connect directly to lorgrm recovery groups and
unmetneeds committees to offer their serviasd no longer need the VRC to find opportunities
to serve

Dz The VRC site might become a cheickstation for volunteers scheduled to arrive for work
projects
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DEMOBILIZING THE VRC

Visual 55

In the same way that a Multigency Donations Warehouse is adedaby the State to manage
unsolicited donated goods and is paid by FEMA, a VRC manages unsolicited (spontaneous)
volunteers, provides life safety and sustainment services, and is a service for which the county may
be reimbursed by FEMA.

When the influx ospontaneous volunteers subsides and the remaining volunteers can be managed
by the organization responsible for the VRC in its regular office, or directly by thedomg

recovery organizations, the VRC may be demobilized according to the spontanewmiiserol
management plan. TA&RC Director and the County Emergency Manager or Volunteer and
Donations Coordination Tealreader should monitor the flow of volunteers and, if possible, come

to agreement on the closing date a few days in advaheeallows asmoother demobilization and

the opportunity to schedule a Hot Wash so that all&tp#id and volunteér can participateSteps
generally include:

Dz Maintenance of documentation
Dz Return of borrowed property
Dz Cleaning and restoring the venue to its originaldtioon

Dz Ensuring that all VRC personnel (paid and unpaid) have access to assistance with disaster stress
management, if needed

Dz Hot Wash to discuss the forms, procedures, partners, and operating hours to determine whether
changes need to be madertgprove future operations
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