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Welcome, and thank you for your interest in working in a shelter. Providing a safe and pleasant environment for people who must leave their homes during and after a disaster can be challenging, but the benefits can be tremendous. The personal satisfaction of a job well done and the knowledge that you assisted in someone’s recovery are lasting rewards. Thank you again for volunteering
Welcome to the County Shelter team!
OVERVIEW
The American Red Cross has been designated the lead agency on Sheltering for San Diego County.  However, should the Red Cross become inundated or should there be a population that the Red Cross is not capable of sheltering, the County Shelter Team Program will be implemented.

When large groups of people are temporarily displaced from their homes, the County of San Diego will respond by opening and operating shelters. This course prepares County of San Diego employees to effectively and sensitively manage a Shelter as a team, to meet the needs of people displaced as a result of a disaster.

This workbook serves two purposes. It is designed as a field resource for workers, and it provides materials for use in training. We encourage you to customize these materials, so that they become a valuable resource when you work in a shelter. When you receive this workbook during the Shelter Training Course, your instructor will refer to this material throughout the course. You will find some additional information in the workbook beyond what is covered in class. This material is still critical for running a successful shelter. Please be sure to read it after class. 
ORGANIZATION
Shelters are 24 hour operations.  Typically shelters are broken into two shifts.  For small shelter of fewer than 100 residents, the chart below suggests one way of assigning available staff to ensure that key responsibilities are covered.  For larger shelters (100 or more residents) there may need to be one to fours additional shelter workers for each shelter responsibility on day and evening shifts. Consolidate position when work volume allows it.

Shelter Manager – First Shift
Shelter Workers – First Shift
· Registration, employee and volunteer recruitment
· Feeding and Shelter Logistics
· Providing Information Services and Other Client Services

· Dormitory Management

Medical Professional (s) – First Shift

Mental Health Professional (s) – First Shift

Shelter Manager – Second Shift

Shelter Workers – Second Shift
· Registration, employee and volunteer recruitment
· Feeding and Shelter Logistics
· Providing Information Services and Other Client Services

· Dormitory Management

Medical Professional (s) – Second Shift

Mental Health Professional (s) – Second Shift
Shelter Manager’s Responsibilities
The Shelter Manager provides overall supervision and administrative support for County of San Diego responsibilities within the shelter. This person ensures that the needs of shelter occupants are being met, as well as the Shelter Staff’s needs.

Registration Responsibilities
The Registration workers are responsible for ensuring that persons entering or leaving the shelter go through the registration process. Registration supports Medical Services by identifying shelter residents with illnesses or other medical needs and alerting the Medical Services staff. Disaster Well-being Information, a function of the American Red Cross, depends on the Shelter Registration forms to provide information to families outside the area. Without complete, legible, and accurate information about the residents of the shelter, our ability to provide needed services is impaired.   Specifically, the registrars should:
INITIAL ACTIONS

· Place the reception desk near the entrance to welcome those entering the shelter, to answer their questions, and to direct them toward the registration tables and registrars. Allow enough space for a waiting area.

· Use a sufficient number of tables to ensure that everyone entering is registered within a reasonable period of time.

· Post signs directing persons to the registration area, and post signs clearly marking the registration desk or tables.

· Recruit volunteers to translate and prepare signs for shelter residents who are non-English speaking.

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

· Use the Shelter Registration Form to record information about all those entering the shelter.

· Use index cards or pads of lined paper, if Shelter Registration Form is not available.

· Use one form, one card, or one sheet of paper for each family. A family usually consists of all persons living in a household. 
· Recruit shelter residents or local volunteers to help with registration, if registration workers are not available.

· Indicate in the margin of the registration form those shelter residents who would like to volunteer for specific shelter jobs or have a specific skill that can be utilized in the shelter.
· The Medical Services staff should be available at the registration desk to help screen arrivals at the shelter that need medical attention.

· Refer persons with missing or deceased family members to Mental Health Services staff.

· Refer the following persons to the Medical Services staff:

· Ill or injured persons

· Those on special medications or diets

ONGOING ACTIONS

· Place a sign at each shelter exit reminding those leaving the shelter to go to the registration desk for “out-processing.” 
· Those leaving the shelter temporarily will have their Shelter Registration Forms flagged in some way to indicate their status.

· For those families leaving the shelter permanently, the registrar should indicate their permanent departure on the Shelter Registration Form include date and time.

· Maintain a log for visitors to sign in and out.

· Escort official visitors, including the media, to the Shelter Manager.

· Maintain a shelter census and, as required, report this information to the Shelter Manager.

· Provide a job induction for new or newly arriving registrars.
CLOSING ACTIONS

· Ensure that Shelter Registration Forms are forwarded to the appropriate location, as instructed by the Shelter Manager.
Note: Do not accept financial donations at the shelter, as this may give the appearance of payment of services.
Feeding Responsibilities

The Feeding responsibilities in a shelter include supervising on-site food preparation and service for shelter residents and workers. The Feeding workers advise Shelter Logistics of supplies that are needed, ensures that safe food handling procedures are followed, and sees that culturally appropriate menus are planned. The Feeding workers must keep accurate records of food and supplies received and expended.

INITIAL ACTIONS

· In the initial briefing, whether it is at the Emergency Operations Center and/or with the Shelter Manager, discuss the best options for feeding at the shelter. These may include the following:

· Fast food or restaurant-prepared meals (particularly during the first 24 hours)

· American Red Cross-managed kitchen

· School cafeteria workers

· Staff from church or other organization

· Establish a beverage and snack service as soon as possible.

· In coordination with the Shelter Manager, determine when the first meal will be needed.

· In the initial meeting with a representative of the facility or with the facility supervisor, identify food storage, food preparation, serving, dining, and garbage disposal areas within the shelter.

· Take inventory of food supplies on hand at the facility before preparing any meals, or designate a specific, secured area for those items available for use by the shelter food service.

· Work with the Shelter Manager and County Shelter Unit Leader in the Emergency Operations Center to ensure all needs are met.
· Locate the storage area between the receiving area and the food preparation area. Make sure the area can be secured. Equip the areas with tables, shelves, and off-the-floor racks for storage of dry food and staples. Provide refrigeration if available/ necessary.
· If all food is canned or ready to cook, the preparation area can be small. For fresh food, you will need work tables, cutting boards, sinks, utensils, cookware, and garbage containers.

· The serving area should be near the preparation area. It should be arranged for cafeteria-style service or line feeding and should be equipped with several counters or tables for speedier service. 
· The serving rate for cafeteria-type systems is about eight people per minute. 
· Set up the dining area near the serving area. Set up enough tables and chairs to accommodate the maximum number of persons expected to be served. If tables and chairs are scarce, plan for two or more seating’s.

· Locate the disposal area away from the preparation, serving, and dining areas. Provide containers for disposal of trash, liquid waste, and garbage and an appropriate area for cleaning trash receptacles. Provide cleaning and disinfectant supplies.

· Identify available utilities. If no utilities area currently available, find out when supplemental power will be supplied or when utilities may be restored.

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

· Determine the initial menu plan. Review with the Shelter Manager and, when possible, shelter resident representatives to ensure cultural sensitivity and needs for feeding babies and young children.

ONGOING ACTIONS

· Establish a work schedule and assign shifts.

· Ensure that staff are assigned to and briefed on their specific duties. 

· When the shelter first opens, there may be limited stocks of food available. If this is the case, do what you can with food stocks within the facility.  If necessary, ration food. Once you are receiving food supplies regularly, consider the following:

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

· Keep menus simple

· Use USDA foods when available. Observe purchasing procedures.

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

· Plan menus around the supplies that are on hand.
· Listen to the shelter residents and staff. If the items served are not liked, change them as soon as possible.

· Be aware of weather conditions. If it’s hot, serve more cold or chilled foods; if it’s cold, serve more hot items.

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

· Coordinate special diet requirements with Medical Services. Usually, products low in sodium and sugar will meet most needs.

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

· If water is in short supply, use it only for drinking and cooking. Plan on a minimum of 1 gallon of water per day per person for drinking.

· Use perishable foods first; rotate stock.

· Keep a record of all food and supplies obtained and/or received, including amounts and sources. Record any food supplies belonging to the facility that were used. Record any breakage of facility-owned equipment. 
· Ensure restocking orders are based on need by doing regular inventories. Watch inventory level and the numbers of meals served. Adjust orders as needed. Reduce orders as shelter feeding winds down.

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

· Provide the Shelter Manager with daily statistics on the number of meals and snacks served.

· A meal usually equals an entree, vegetable, fruit, starch, and beverage.

· Snacks are counted individually.

· Drinks are counted individually but are reported as a snack.

· Attend staff meetings and report food service statistics and any accomplishments, problems, or recommendations.
CLOSING ACTIONS

· Coordinate with the Shelter Manager regarding when the last meal will be served.

· Our goal is to end up with no excess supplies. If there area any, however, consult with the Shelter Manager about how excess supplies will be disposed of. 

· Thoroughly clean food service and food preparation areas.

· Turn in all records and other documentation to the Shelter Manager.

· Prepare and submit a narrative report of your unit’s activities, noting accomplishments, problems and how they were solved, and recommendations for future operations.
Dormitory Management Responsibilities
Dormitory management includes setting up sleeping areas in dormitory style, assigning sleeping areas, and coordinating with Shelter Logistics for cots, blankets, comfort kits, and other items, if available and necessary. It also includes establishing entrance and exit controls and making sure the sleeping areas are monitored, especially at night. Specific tasks are listed below:
INITIAL ACTIONS

· When designating space within the dormitory area, consider allocating separate space for families with small children, the elderly, night workers who sleep during the day, and other unique situations.

· Ensure that planning includes access to and movement within the building for persons with disabilities and other forms of support for people with particular needs.

· When needed, work with Shelter Logistics to identify a source of cots and blankets.  
ONGOING ACTIONS

· Coordinate with Shelter Logistics to issue and return dormitory equipment.

· Coordinate activities with law enforcement officials or security to ensure that patrols circulate throughout the shelter and surrounding areas.

· Recruit volunteers from shelter residents to help keep the dormitory clean.
CLOSING ACTIONS
· Close the dormitory only after all equipment is properly disposed of and the area is cleaned and returned to pre-occupancy condition.
Providing Information Responsibilities
INITIAL ACTIONS

· Post shelter directional signs from main roads, so that potential residents can locate the shelter.

· Post signs on outside of building, indicating which entrance to use.

· Put up internal signage. A good estimate is about one sign per wall.
· Make additional signs to label and provide directions to Registration, Medical Services, Mental Health Services and restrooms.

· Ensure that registration staff are briefed and prepared to answer common questions from new residents.
ONGOING ACTIONS

· Work with Shelter Logistics to arrange for a television or radio so that residents and workers get information about current conditions.

· If possible, have copies of the daily newspaper available.

· Set up a bulletin board where messages and information can be posted.

· The Shelter Manager will maintain communication with Emergency Operations Center. This will ensure that up-to-date information from official sources is received.

· Work with Shelter Manager and staff to initiate regularly scheduled shelter meetings at which staff and residents can discuss shelter issues and disaster information.

· Work through the Emergency Operations Center to invite governmental leaders and agency representatives to come and speak regarding recovery programs.

· Work with the Shelter Manager to initiate regularly scheduled staff meetings.

· Work to dispel rumors.
CLOSING ACTIONS

· Work with Shelter Logistics to return borrowed television or radio equipment.

· Remove all interior and exterior signage.
Medical Services Responsibilities

Once the shelter facilities are established by the County of San Diego, the Medical Services section is responsible for providing necessary medical services and for seeing that applicable public health standards (state, county, or municipal) are met. Medical Services employees and volunteers working in County of San Diego shelters strive to meet the health needs of residents and workers. Medical Services workers do this in part by acting as advisors to the Shelter Manager and Feeding workers on general health and safety issues.  The Medical Service Professionals are County Employees or volunteers with the San Diego County Medical Reserve Corps.  All are licensed or certified medical professionals.
Mental Health Services Responsibilities

Mental Health Service workers assist shelter residents and staff as they cope with the aftermath of the disaster including the stressors and frustrations of living in a congregate shelter.  The Mental Health Services Professionals are County Employees or volunteers with the San Diego County Medical Reserve Corps.  All are licensed mental health professionals.

Other Client Services Responsibilities

In addition to the basic services provided in the shelter, residents may have some additional needs. Addressing these needs becomes particularly important in longer-term shelters.  Shelter workers should also identify needs for recreation and play areas and resources such as nearby laundromats and pay phones.  Shelter workers will also need to become familiar with the services being provided in the community and refer all shelter residents to these services as well as any government resources available at a Local Assistance Center.
Inter Facility Communications Responsibilities

Communications is usually 24-hour position at shelters when telephones are out of order or anticipated to be out of order. Consequently, we often rely on amateur radio operators (HAM) to provide initial communications between the shelter and the Emergency Operations Center.  This function will normally be met with a member of the Radio Amateur Civil Emergency Service (RACES) Team.
INITIAL ACTIONS

· Meet with the Shelter Manager to determine the appropriate location for radios and to identify which people will have the authority to transmit messages.

· Establish contact with the Emergency Operations Center.

· Brief staff that have the authority to send messages via the radio.
ONGOING ACTIONS

· Receive and send messages as requested.

· Maintain communications log.

· Identify additional communication needs for staff and residents.

CLOSING ACTIONS

· Return equipment to owners and clean space.

Staff Recruitment and Placement Responsibilities

There are many tasks that need to be performed in order to open, operate, and close a shelter. Staff recruitment and placement workers anticipate the demands for staff and the people available. They coordinate with the Shelter Manager to recruit, place, and release employees and volunteers.

INITIAL ACTIONS

· In consultation with the Shelter Manager, list the tasks to be performed, specific skills needed, and hours required daily for each key responsibility within the shelter.

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

· Secure a work space that is easily accessible, with space for incoming staff to sign in, be interviewed, and be given job induction.

· Ensure that all shelter staff are properly identified. Track which identification items are issued and to whom they are issued. Recover identification materials from local volunteers after their shifts are over.

ONGOING ACTIONS

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

· Recruit for unfilled positions from the community or pass on a list of the remaining unfilled positions to the Shelter Manager.

· Provide job induction of incoming staff. Brief all new personnel on the following subjects:

· Name and title of their supervisor

· Shelter organizational structure

· Their job description

· Working hours and daily schedule

· Standards of personal attire and the importance of County of San Diego ID

· Staff meetings

· Available resources
· Provide the Shelter Manager with daily statistics, by personnel category, on staff assigned and currently working in the shelter. Report on progress in filling staffing requests and on any problems encountered the previous day.

CLOSING ACTIONS

· Coordinate with the Shelter Manager, the transfer or release of staff from the shelter.

· Ensure that the names and addresses of all staff who worked in the shelter are submitted to County Shelter Unit Leader in Care and Shelter Branch in the Emergency Operations Center for proper accountability.

· Return retrieved vests and aprons to Shelter Logistics for proper disposal or laundering.
· Prepare and submit to the Shelter Manger a narrative report of your unit’s activities, noting services provided, accomplishments, problems and solutions, and recommendations for future operations.

Shelter Logistics Responsibilities 

Shelter Logistics workers in a shelter coordinate getting needed supplies and equipment to the shelter, making sure that the facility and equipment remain in good condition, and returning borrowed items when the shelter closes.

This position will be in constant communication with the County Shelter Unit Leader in the Care and Shelter Branch in the Emergency Operations Center.
INITIAL ACTIONS

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

· Order all supplies as needed through the Emergency Operations Center.
· Prepare the building for operation with the Shelter Manager’s approval. In coordination with the Shelter Manager, identify areas for reception, registration, medical and mental health services, the dormitory, the cafeteria, child care, recreation, the staff restroom, the Shelter Manager’s office, and the storage area for County supplies.

· Work with County Shelter Unit Leader in the Emergency Operations Center to arrange for security inside and outside the facility. Security may be provided by the following:

· Shelter workers (primarily responsible for conducting dormitory rounds, checking to see that doors are locked, etc.)

· Law enforcement officers(Sheriff deputies/ Probation officers)
· Private security guards (do not have the power of arrest).

· Establish procedures for controlling traffic and parking.

· Ensure that an adequate number of shower and bathing facilities are available in the shelter. If the water supply is not working, or facilities are inadequate, make alternative arrangements, such as bottled water, as soon as possible, using operational communications channels.

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

· Consult with the Medical Services supervisor and feeding supervisor about public health inspection of the shelter, as well as other pertinent sanitation issues.
ONGOING ACTIONS

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

· Conduct daily inspections, including the following:

· Kitchens

· Food preparation areas

· Storage areas

· Serving lines

· Eating areas

· Restrooms

· Shower facilities

· Entrances and exits

· Sleeping areas

· Medical Services and Mental Health Services area

· Take steps to resolve any facility or supply problem identified. 

· Consult with the Feeding workers about food sanitation arrangements.

· Arrange for proper garbage and trash disposal, even if there is no municipal pickup, using operational communications channels.

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

· Arrange for regular cleaning of the shelter, including food preparation areas, feeding areas, restrooms, and showers.

CLOSING ACTIONS

· Return all rented or borrowed equipment to owners. Give signed receipts for such equipment to the Shelter Manager.

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

· Re-inventory supplies originally at facility to establish usage, so facility owner can be reimbursed.

· Return all County supplies and equipment to the Emergency Operations Center or central storage facility. Submit to the Shelter Manager a list of items returned.

· Conduct a final inspection of the building with a representative of the building, and complete a Release of Facility and send the original to your supervisor. If there any problems or damages, note them on a separate piece of paper and attach them to the release. The Emergency Operations Center will work with the facility representative to resolve the issues.

Assisting People with Disabilities

When people with disabilities seek shelter at a County of San Diego facility, it is important to work with them individually to assess their needs and to determine the best way to meet those needs. Many individuals find shelter arrangements difficult, being separated from their personal items and familiar surroundings. This can be more difficult, and often frustrating, for an individual with a disability who, as a result of a disaster, has been cut off from people and equipment that he or she relies on for assistance. Medical Services and Mental Health Services are valuable resources when trying to determine ways to meet the needs of an individual with a disability. In all cases, coordination between Shelter Management, Medical Services, Mental Health Services, and the client will determine the solution that best meets the needs of the individual and other shelter residents.
PERSONS WHO ARE MOBILITY IMPAIRED

People who use wheelchairs, walkers, crutches, canes, or any other walking aid may have differing abilities to access and move about in the shelter. Common facility problems include no curb cuts; no railings; no accessible restrooms (especially if using portable toilets), showers, or telephones. 
If the County of San Diego must open a shelter in a facility which is not fully accessible, there are several possible solutions. Discuss with the facility representative any temporary facility changes before implementing them.

· Look for other entrances to the facility, such as a garage, if there is no access through usual entrances. If possible, provide a temporary ramp. As a last resort consider recruiting staff to open doors and to lift a person in a wheelchair onto sidewalks without a curb cut, and up and down stairs. However, use extreme caution if you select this option. Lifting up stairs and curb cuts can be dangerous for both the person with the disability and the attendants, and may be impossible if the individual uses a motorized wheelchair.

· Portable toilets and showers for persons with disabilities may be secured if there are no accommodations in the facility.

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

· If the shelter is only expected to be open for a few hours, it may be possible to have a shelter resident serve as a companion to assist the client in moving in and out of the shelter and to other areas within the shelter. However, this is only a short-term solution. If the client expects to remain at the shelter for more than 24 hours or usually has a personal attendant or companion to provide services at home, the client is expected to make arrangements for that person to come to the shelter to perform the same duties, or the person may have to be relocated.
Even if a facility is accessible, some residents may have additional needs, such as a place to recharge wheelchair batteries, assistance getting onto and up from cots, or carrying meals or other personal items. Be sensitive to these needs and ask the client what assistance may be required. For residents who have disabilities, transportation to and from the Local Assistance Center or other Assistance Centers may be difficult. Arrange for accessible transportation, by working with the Shelter Manager and the Emergency Operations Center to make other arrangements.

PEOPLE WITH VISUAL DISABILITIES

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

information. Remember, a person with a visual impairment has the same needs for information as a person who is sighted, therefore accommodations must be made.  Suggestions include the following:

· Depending on need, provide a verbal orientation to the shelter facility.

· Provide assistance with equipment such as phones.

· Offer assistance when going through feeding lines.

· Assign a cot space in an area with a permanent fixture, such as a wall or column, and where access to other facilities like eating areas and restrooms does not take the individual through an obstructed area.

· Post general information in large print.

· Offer to read information aloud.
PEOPLE WITH HEARING DISABILITIES

Hearing impairments may vary widely, from hard of hearing to profoundly deaf. However, as with sight impairments, a hearing impaired person has the same needs for information as a hearing person. Discuss with the person the level of assistance needed to communicate. If the client communicates through American Sign Language (ASL), ask if there are any workers or other residents who know ASL. It may be helpful to assign a companion to the person who is deaf, or another client may volunteer to assist. Have workers carry paper and pens, and provide them to other residents who may be communicating with the client who is hearing impaired.  Make sure that information about the disaster from television and radio stations is relayed to the client as well as information about or changes in the shelter routine. Here are some suggestions: 
· If the client is hard of hearing or lip reads, try to separate the client from a noisy and distracting environment.

· If the information to be provided the individual is lengthy, offer it in a written format. If there are numerous questions to be asked, write them out with space for the client to complete them.

· Post general information in numerous locations.

· Provide access to closed captioned televisions and TTYs.

SERVICE ANIMALS

We often think of service animals as dogs only, but animals such as monkeys are also used to assist a person with a disability. Service animals are welcome at County of San Diego facilities. Guide dogs, for example, are easily distinguished from ordinary pets by their red leash and collar, and service animals will usually have some form of photo ID. Shelter workers should allow the service animals to remain with the person with a disability at all times. It is important for workers to consider, however, that animal dander may cause respiratory or allergy problems for other shelter residents.
· For residents with service animals, offer a sleeping space in a separate room or a room with fewer people in it. People with allergies or a fear of animals should be directed to space away from the service animal(s).

· Address with the individual their responsibility for feeding and care of their service animal. Discuss designating a dog relief area, and provide disposal containers.
EMERGENCY PROCEDURES

Occasionally, the circumstances of a disaster force us to evacuate a shelter. It is important to identify those individuals who may need assistance in the event of an evacuation. Consider assigning these individuals sleeping areas located close to the exits. Be sure to communicate emergency information to persons with disabilities. If you must relocate shelter residents, select a mode of transportation that will accommodate people with mobility impairments.  Be sure to share information about those needing special assistance with staff at shift changes.

Working with the Media

It is always important that Shelters develop a good relationship with the media, but when a disaster occurs, working with the media is especially important. The press can help us get the story out by telling people where the Shelters are located and what services are available. It is not the role of the staff at a shelter to actively seek out the media for interviews. (In general, all media outreach should be coordinated by the Joint Information Center in the Emergency Operations Center.) However, shelter staff may encounter the media while at the shelter.  As far as the media is concerned, anyone from the County of San Diego may be perceived as a County of San Diego spokesperson, so the media are apt to seek information from anyone wearing County identification.  When approached by the media:
· Respond courteously, and cooperate if possible.

· Get the reporter’s name, station or newspaper, phone number, their requests for information, and any deadline. Give this information to the Shelter Manager immediately.

· Respond to questions in a positive fashion, commenting only on the activities related to the shelter and available services.

· Speak only to the facts that you know. 
· Refer questions about the overall operation to the Public Information Officer or the Joint Information Center.
· Be clear. Use non-technical language that is easy to understand. If you use a term that may be unfamiliar to the reporter, explain it.

· Think carefully before you answer. Remember that any statement made may be used out of context.

· When asked about a specific disaster victim, maintain confidentiality.  Without the consent of the client, DO NOT release any information on them.
Remember: To the Media, and therefore, the public, you are the County of San Diego. Your actions, the words you use and the impression you make may be the primary way your community thinks about the County of San Diego.

Media crews may ask to take pictures inside the shelter. Our first obligation is to the privacy of shelter residents; however, it is usually possible to assist with the story. Explain this to the crew, and offer possible alternatives, such as the following:

· Ask one or two residents if they might be willing to talk with the media.  If so, select an area for the interview that will not impose on other residents’ privacy.

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

· Set up a media area in the facility away from the sleeping areas.

· The Shelter Manager may be asked by the Joint Information Center to identify families as subjects of potential human interest stories. Shelter staff should be alert to such possibilities. In general, these families are:
· People who are willing to talk about their experience.

· People who will not be embarrassed or harmed by the publicity.

· People who are expressive about the assistance they have received from the County of San Diego. 
· The Shelter Manager looks for families that would make for an unusual story, such as families helping others despite their own losses. The story should also convey how the County of San Diego helped these families.
Pets in the Shelter
Pets are not allowed in shelters.  However, arrangements can be made with Animal Services to set up a Pet Shelter adjacent to the shelter for those pets whose owners are residing in the shelter
 Donations
All County of San Diego sheltering operations are a gift from the County.  The County of San Diego does not charge for disaster assistance, and residents do not repay the County of San Diego for the assistance they receive.
MONETARY

Often residents or other members of the community will try to give shelter workers donations for the County of San Diego. Workers should never accept donations.  There are several reasons for this. A client might see a worker accepting the donation and mistakenly believe he or she must pay for services. Also, as a County of San Diego worker, you will have enough tasks without having to safeguard cash or checks. 
IN-KIND  
Merchants in the community may contact you to offer meals or goods for the relief effort. Give these donors the phone number for the Emergency Operations Center and have them speak with the County Shelter Unit Leader.
FOOD 
Just as the food that is prepared in County of San Diego kitchens must meet local health department guidelines, donated food must also meet these same safety and sanitation guidelines. The County of San Diego can only accept food that has been prepared in health department certified kitchens. The County of San Diego seeks to ensure that proper food preparation and storage precautions are followed for food served to residents. Always coordinate the acceptance of any donated prepared food with local public health officials. Unfortunately, food that has been prepared in home cannot be accepted. Rerouting or denying these donations must be handled tactfully.

USED CLOTHING

In addition to food, sometimes individuals or community groups generously offer donations that the County of San Diego cannot accept for health or safety reasons. We do not accept used clothing because we do not have access to facilities or the staff needed to launder or dry clean clothing that may or may not be useful to shelter residents. A best practice is to identify locations where these donations can be taken by other organizations, such as Goodwill or The Salvation Army.  This will be able to be coordinated through the Emergency Operations Center.
Forms
· Shelter Team Dispatch Form

Assignment/ Contact Information when Shelter Team is dispatched –all Shelter Team Members
· Shelter Team Activity Log

Record all vital activities during the shelter operation – All shelter Workers
· Shelter Registration Form  

Register shelter residents
· Shelter Status Form
Keep tack of all shelter activities - Shelter Manager
· Facility Agreement 
Secure the use of the facility for a set time period and define the responsibilities all parties - Shelter Manager 
· Facility Survey 
Record facility information used when selecting and opening a shelter – Shelter Manager
· Release of Facility 
Conclude final inspection of a shelter at closing - Shelter Manager
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