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Instructor Overview and Materials

RATIONALE

This course provides a basic orientation to the position of Applicant Services Program Specialist. An Applicant Services Program Specialist needs to work in accordance with FEMA’s standard procedures to provide applicants with accurate information in a timely manner.

Reference Task Book position: Applicant Services Program Specialist.

COURSE GOAL

This course has been designed to educate the frontline JFO Applicant Services Team to provide advice, counsel, and assistance in line with the standardized process.

COURSE OBJECTIVES

By the end of this course, participants will be able to:

· Identify the position of Applicant Services Program Specialist

· Demonstrate a working knowledge of Individual Assistance (IA) programs

· Explain the Disaster Assistance Programs

· Explain the Disaster Assistance Process and the Sequence of Delivery
· Describe the qualities required to provide to disaster applicants professional service that is timely and appropriate, and that demonstrates effective interactive communication skills

PRE-course recommendations
The following are suggested but not required:

· Introduction to IA 

Course DF-103

· Web Applicant Inquiry
Course DF-116

· Using the IA Toolbox
Course DF-321

PARTICIPANTS

The target audience may include all Applicant Services Program Specialists, Applicant Services Team Leaders, and Housing Group Supervisors. It may also include all FEMA personnel and partners.
INSTRUCTORS

Instructors should have training experience, as well as experience working in Individual Assistance. If you are less experienced, request a more experienced Instructor or a Subject Matter Expert (SME) to co-instruct with you.
METHODOLOGY
The unit may be delivered by one or more Instructors using a team-teaching or co-teaching approach. Teaching methodologies include lecture, interactive discussion, and group activities.

Group leaders from instructional staff may join the groups to facilitate the unit activities. Facilitators will ensure that groups understand the activities and will answer questions, clarify issues, and ensure that activity time allotments are met.

DELIVERY

This course is designed for delivery in Regional and field offices. It is 3.5 hours in length plus breaks.

AGENDA

	Unit Title
	Time

	Unit 1—Course Overview
	15 minutes

	Unit 2—Applicant Services Program Specialist
	20 minutes

	Unit 3—Authorities, Facilities, and Process
	25 minutes

	Unit 4—Individual Assistance Programs
	60 minutes

	Unit 5—Team Member Roles, Responsibilities, and Resource Identification
	60 minutes

	Unit 6—Course Conclusion
	30 minutes

	Total Time
	3.5 hours


EVALUATION

The course will include Level I evaluation using the standard Disaster Field Training Operations (DFTO) Course Evaluation Form. A written Knowledge Check provides the Level II evaluation of participants’ acquisition of knowledge. DFTO staff may conduct Level III evaluation using its protocol in conjunction with IA staff.

PREPARING TO TEACH

· Contact the DFTO Training Manager in the JFO or the designated liaison for training. Inquire about class roster and size. The DFTO Manager or liaison will help you acquire the supplies, materials, and training space you need to deliver this course. 

· Use the DFTO Training Support Checklist form (see below, at the end of the Instructor Overview and Materials section) as needed.

· Prepare copies of the DFTO Course Sign-in Sheet (see below, at the end of the Instructor Overview and Materials section). At the beginning of each course, have all participants sign the DFTO Course Sign-in Sheet.

· Have a copy of the Task Position Book: Applicant Services Program Specialist available in case you refer to it at the beginning of Unit 1.

· Make copies of the Knowledge Check (see below, at the end of the Instructor Overview and Materials section). Participants are expected to complete the Knowledge Check with 80% accuracy. Much of the information in Units 2, 3, and 4 is a review of DF-103. The instructor may exercise his/her discretion and opt to only administer the Units 2, 3, and 4 Knowledge Check in lieu of repeating instruction in Units 2, 3, and 4. The instructor’s decision will reflect the needs of the participants and/or management.
· Verify the IHP Maximum for the current FY prior to class. Note: The maximum amount for FY08 is $28,800.
· A DFTO Course Evaluation Form is included at the end of the IG, but copies need not be made. An Evaluation Form is found at the end of each Student Manual. 

· Remember to turn in the Sign-in Sheets to the DFTO Training Manager or liaison so that participants will receive credit for course completion.

· This course is centered on a PowerPoint slide presentation. Slides can be hidden to make the course audience-specific.

SUPPLIES AND EQUIPMENT

· Instructor Guide

· Student Manuals

· Laptop computer

· LCD projector

· Name cards

· Easel and markers

· DFTO Course Roster

· DFTO Training Support Checklist

· DFTO Course Sign-in Sheet 

· DFTO Course Evaluation Form (in Student Manual)

· Units 2, 3, and 4: Knowledge Check (make 1 copy per participant)
REFERENCES

The references listed below are included in the text of the Instructor Guide (IG) and Student Manual (SM). They are listed together here, in chronological order, to assist in your preparation.
They are listed in the SM as additional resources participants can locate and refer to outside of the class. This will teach participants, on their own, to find and locate information that they will need when assisting applicants.

All references can be found on the IA Homepage. The IA Homepage can be accessed either by going to http://online.fema.net and looking for Disaster Programs or, if you are behind the firewall, by going directly to http://ia.fema.net. Due to ongoing enhancements, web links and document locations may change.

	REFERENCE TITLE
	PAGE # MENTIONED 

IN IG
	HOW TO ACCESS

	Applicant Services
	IG-2-5
	1.
Access IA Homepage

2.
Under References, click IA Toolbox
3.
Scroll to bottom to Operations
4. 
Click Applicant Services

	Stafford Act
	IG-3-4
	1.
Access IA Homepage

2.
Under References, click Individual Assistance Program Management

3.
Click Stafford Act (mid-page)

	Sequence of Delivery (also included in IG, but participants can locate most current version)
	IG-3-5
	1.
Access IA Homepage

2.
Under References, click Individual Assistance Program Management

3.
See Fact Sheets and FAQs (mid-page)

4.
Click Individual Assistance Sequence of Delivery link

	IHP Program Limits
	IG-3-9
	1.
Access IA Homepage

2.
Click Documentation in top bar

3.
Select letter “I”

4.
Click on IHP Program Limits

	REFERENCE TITLE
	PAGE # MENTIONED 

IN IG
	HOW TO ACCESS

	Permanent Housing Construction
	IG-3-11
	1.
Access IA Homepage

2.
Under References, click Individual Assistance Program Management

3.
Click 44 CFR

4. 
Go to CFR 44 206.117 (I)4

	ONA Items
	IG-3-13
	1.
Access IA Homepage

2.
Under Operations, click Applicant and Processing Services

3. 
Use drop-down box and select Year/Disaster. Select disaster number
4. 
Summary Information on right, ONA Misc. Items Pricing at bottom

	Release of Information (ROI)

(Notice actual document is untitled)
	IG-3-9
	1.
Access IA Homepage

2.
Click the Documentations link at the top of the page
3.
Scroll down to the “W” part of the listing and open the Written Consent links displayed (there are several).

	Special Needs Form
	IG-3-9
	1.
Access IA Homepage

2.
Under References, click IA Toolbox

3.
Scroll to bottom to Operations

4. 
Click DRC Appendix
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REQUESTOR INFORMATION
DFO Section/Offce:
Pointof Contact Telephone #
Request Date: Location

TRAINING PURPOSE

Topic/Audience:

Describe how this topic relates to the DFTO Needs Assessment Questionnaire. (See questions 1, 53 and 5b on questionnaire.)

NOTE: Your expectations must be discussed with your staff. Training outcome may improve when participants are
aware of the expectations.

SPECIAL NEEDS

Instructors/Subject Matter Experts

Participants’ Availabilty

Materials Needed

Special Room Arrangements (attach diagram i desired)

TRAINING DATES & SUPPORT NEEDED FROM DFTO

Training Dates: Start End Preferred Times:

__Obtain Room Reserve Room Set up Room Develop Materials Provide Instructors

Reproduce Materials Audio-visual Requirements ____Other (explain).
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IHP APPLICANT SERVICES 
Units 2, 3, and 4

KNOWLEDGE CHECK
Name 


1.
In the role of the Applicant Services Program Specialist, you are relied upon to present _________ information in a timely manner.

a.
Unreliable
b.
Inconsistent
c.
Accurate
2.
T/F: The chain of command provides continuity, uniformity, and consistency in your daily activities.

3.
Who is your first point of contact on the Communication and Work Flow chart?

4.
_______________ has the responsibility of administering Individual Assistance programs and ensures that applicants receive assistance according to law and regulation. 

a.
Federal Coordinating Officer

b.
Housing Group Supervisor

c.
IA Branch Director or HS Branch Director

5.
As an Applicant Services Program Specialist, you are responsible to how many of the positions on the Communication and Work Flow chart?

6.
What is the law under which FEMA delivers Disaster Assistance to individuals and families?

7.
T/F: The Disaster Field Office is always located in the State capital.

8.
Name 2 kinds of agencies that may be located in the Disaster Recovery Center.

9.
From your Partnering Chart, who is your Processing contact?

10.
Long-term Recovery information, Special Needs, and Charitable Organizations may be the responsibility of what liaison?

11.
In what 2 ways does FEMA provide assistance? (Hint) F_____ D_____.

12.
The Individuals and Households Program may provide what type of assistance?

a.
Temporary Housing

b.
Repairs

c.
Replacement

d.
Permanent Housing Construction

e.
All of the above

UNIT 1
COURSE OVERVIEW

TIME

15 minutes

UNIT OBJECTIVES

By the end of this unit, participants will be able to:
· List the objectives of this course
SCOPE
· Individual introductions

· Course objectives
This page intentionally left blank.

UNIT 1
COURSE OVERVIEW
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	Instructor Note: You may display this PowerPoint while class is gathering prior to introductions.

You may also offer a brief description of course before beginning introductions.
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UNIT 1

COURSE OVERVIEW
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	This course provides a basic orientation to the position of Applicant Services Program Specialist. It will identify where an Applicant Services Program Specialist fits in the organization as well as his/her roles and responsibilities. This coupled with a review of the Individual Assistance Programs will prepare the Program Specialist with the knowledge and standard procedures to be followed necessary to provide applicants with accurate information in a timely manner.

You may refer to the Task Position Book: Applicant Services Program Specialist.
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Welcome

l

Introductions

l

Name

l

Home Region

l

How long have you been with FEMA?

l

What are your expectations?
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	Instructor Note: As you start the course, review these and other needed classroom ground rules.

Set a positive tone for the course in your Welcome.
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	WELCOME

Classroom Ground Rules

· Please turn your cell phones or pagers to “silent” and prepare to respond to calls on breaks.

· We will take breaks often enough to keep you comfortable. Please return promptly when we do take breaks.

· Take turns with table group leadership and reports.

· You may bring beverages back to the classroom with you.

· Issues to be clarified will be noted on the “Parking Lot.”
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	Instructor Note: Introduce easel/board for “Parking Lot” questions. (This refers to a location for questions that participants ask that you may need to come back to. You may need to research disaster specifics or get details on an issue. Review and follow through with “Parking Lot” answers as appropriate and/or prior to close of class.)
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	Introduction of Instructor

Introduction of Participants

· State your name.
· Identify your home region.
· State how long you have been with FEMA.
· State what your expectations are from this course.
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	On an easel, capture participants’ expectations for you to refer to at the end of the course.
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Unit 1

—

Course Objectives

l

Identify the position of Applicant Services 

Program Specialist.

l

Demonstrate a working knowledge of IA 

programs.

l

Explain the Disaster Assistance programs.

l

Explain the Disaster Assistance Process and 

the Sequence of Delivery.

l

Describe the qualities required to provide 

professional service.
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	Instructor Note: Review course objectives.
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	By the end of this course, participants will be able to:

· Identify the position of Applicant Services Program Specialist
· Demonstrate a working knowledge of Individual Assistance (IA) programs

· Explain the Disaster Assistance programs

· Explain the Disaster Assistance Process and the Sequence of Delivery

· Describe the qualities required to provide to disaster applicants professional service that is timely and appropriate, and that demonstrates effective interactive communication skills 
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	This course identifies the roles and responsibilities of the Applicant Services Program Specialist. It also assists you in providing applicants with accurate information in a timely manner. Let’s start by first examining the role of Applicant Services Program Specialist.
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UNIT 2
applicant services program specialist

TIME

20 minutes

UNIT OBJECTIVES

By the end of this unit, participants will be able to:

· Describe the role of an Applicant Services Program Specialist

· Identify position within the organizational structure

· Demonstrate their relationship to internal and external partners

SCOPE

· The role of the Applicant Services Program Specialist

· Field Organizational Structure/Communication Flow
· Interfacing with our partners

This page intentionally left blank.

UNIT 2
applicant services program specialist

	[image: image41.emf]
Visual 5
	[image: image42.wmf]Visual 

5

UNIT 

2

APPLICANT SERVICES PROGRAM 

SPECIALIST
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	This unit examines the position of Applicant Services Program Specialist; his/her overall fit into the organizational structure; and the communication flow along the chain of command and between internal partners.
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Unit 2 Objectives

l

Describe the role of an Applicant 

Services Program Specialist.

l

Identify position within the organizational 

structure.

l

Demonstrate

relationship to internal and 

external partners.
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	By the end of this unit, participants will be able to: 
· Describe the role of an Applicant Services Program Specialist 

· The Applicant Services Program Specialist provides program information specific to an applicant or groups of applicants. You are relied on to present accurate information in a timely manner.




	[image: image47.png]



	· Identify position within the organizational structure and how it affects you 

· The organizational structure in the Housing Group provides the services that you provide to the applicant based on the direction provided by the Stafford Act, your Housing Group Supervisor, or Applicant Services Team Leader.
· The organizational structure also provides continuity, uniformity, and consistency in your daily activities and goes hand-in-hand with the work flow.

Note: The Stafford Act will be addressed in Unit 3.

· Demonstrate relationship to internal and external partners 

· These may be other staff members in the organization or other partners in FEMA or the State. 

· We will outline some of our internal partners in this unit.
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	Instructor Note: You will see that the work you are assigned may flow from your Applicant Services Team Leader to you and back. In some cases, it may flow from you to an applicant. Work flow may be between you and internal and external partners.
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The Applicant Services Program Specialist

May be tasked to:

l

Assist

l

Direct

l

Provide

l

Update

l

Perform duties as

assigned




	[image: image52.emf]
	Instructor Note: The Applicant Services Program Specialist provides program information specific to an applicant or groups of applicants. You are relied on to present accurate, timely information.
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	You may be tasked to:

· Assist

· Your Team Leader or Housing Group Supervisor with the review of any Web Applicant Inquiry

· Direct

· Applicants to the appropriate services that can assist them

· Provide

· Authoritative information or explanations of Individual Assistance Programs

· Update

· Applicant files with information that may assist with eligibility determinations

· Perform duties as assigned 

· Assist applicants through special requests
· Contact applicants after a team meeting

· Review list provided by State emergency management and local officials

· Assist with on-the-job training
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	REFERENCE

Applicant Services, Access IA Homepage, Under References, click IA Toolbox, scroll to bottom to Operations, click Applicant Services.
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Applicant Services (AS)

The AS function of handling inuiries from applicants is performed at the NPSC. DFO, and
DRCs This normally takes place after the applicants have received a letter informing them of
the determination on their case. These inquiries or requests range from the need for additional
assistance to questions concerning the amount of assistance received.

AS staff also have access to a Resources Database that contains information on available rental
resources. This information is gathered from landlords, Community Relations staff. newspapers,
the Internet, realtors, and other sources. It can be entered into the database by either NPSC o
DFO staff. The database contains specific information on each unit such as aumber of
bedrooms, whether pets are allowed, etc. Staff can access this information and share it with HA
applicants who are in need of a place to rent

The AS staff in the NPSC provide comprehensive service. They can authorize additional Rental
Assistance, review documents and change an applicant's status, request re-inspection of 2
damaged home, etc.

The AS staff in the DRCs offer the opportunity for 2 face-to-face meeting with the applicant
‘They can accept and copy all documents needed at the NPSC to complete casework They can
view receipts and document the need for additional rental assistance. They can answer program
questions and refer applicants to other programs or services. They can update applicant status
with current addresses. phone numbers, and other information.

AS Responsibilities
1. ASstaffat the NPSC. DFO, and at DRCs:
+ Provide information abou the disaster programs and answer questions about
individual cases

« Research applicant cases that are referred for applicant assistance.

« Speak directly with applicants, request information from them, and verify that
information.

Report information through the IA Officer to the NPSC from the DRCs.
«  Provide feedback through the TA Officer from the NPSC to DRC staff.

«  Prepare and/or review Information Updates (IUs) and make corrections and/or
request additional information and documentation whenever necessary

2. The AS Lead functions include:

« Assist with the training of the staff on NEMIS and program issues as needed.
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« Make recommendations to the NPSC and IHP/ONA Manager.
«  Contact SBA for information and support when necessary

 Report outcomes to the PIO, Congressional Relations, and Community
Relations

 Request the IA Officer to have Community Relations assist when there is 2
need to help an applicant through a home visit
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Communication Flow

Federal Coordinating Officer

IA Branch Director

Housing Group Supervisor

NPSC

Team Lead

Applicant Services Program Specialist
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	The Federal Coordinating Officer (FCO)

· Has the overall responsibility and authority to oversee all Federal assistance programs in a Presidential declared disaster

Individual Assistance Branch Director (IA Branch Director)

· Has the responsibility of administering IA programs and ensuring that applicants receive assistance according to law and regulation. The IA Branch Director is directly responsible to the FCO. S/he is also responsible for ensuring that Housing Group Supervisors have all the guidance needed to administer assistance programs

Housing Group Supervisors

· Have the responsibility of administering the IHP HA program. The Housing Group (HG) Supervisor is directly responsible to the IA Branch Director. An HG Supervisor will give specific tasks (concerning applicant assistance) to his/her Team Leads

Team Leads

· Have the responsibility of ensuring that projects and day-to-day activities of Applicant Services Program Specialists are performed in a timely manner and according to policy and procedure. The Team Lead guides and assists the Applicant Services Program Specialist with the different types of applicant assistance


	[image: image60.emf]
[image: image61.png]



	NPSC Liaison
The National Processing Service Center (NPSC) Liaison is located at the JFO and is responsible for:

· Providing processing procedure guidance

· Resolving high-priority cases

· Communication between the JFO and the National Coordination Team (NCT)

· Assisting Housing Group Supervisors, Team Leads, and Applicant Services Program Specialists
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	Applicant Services Program Specialist

· You are responsible for working with all of the above to provide applicants with the best service FEMA can supply.
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	Instructor Note: In small disasters there may not be a Team Lead between the Group Supervisor and the Applicant Services Program Specialist. Also, in a small disaster the Applicant Services Program Specialist may have direct contact with the NPSC Liaison. 

The rest of our course will be focused on giving you the tools needed to do your job, but first, there are a few other people who are our partners.
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	Instructor Note: This may be a good jump-off point to obtain and present the Individual Assistance Field Operations Organizational Chart.
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Interfacing with Our Partners

l

Partnering Chart

l

External partners

l

Internal partners

l

Communications

l

To

l

From
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	External Partners

External partners may be other Federal or State agencies or programs that may or may not be at the JFO—such as the Small Business Administration or State agencies administering Disaster Unemployment Assistance and Crisis Counseling.

Internal Partners and Communications

See chart DRC (Disaster Recovery Center) Partners.
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	Instructor Note: Select and discuss 2-3 examples at a minimum. Stress the “From” and “To” on communication that is evident on the chart. Refer to organizational structure and work flow.
Example 1: Something that we would get from NPSC Liaison would be Special Reports.

Example 2: Something that we would give to NPSC Liaison would be the current hours of JFO/DRC operation for posting.

Example 3: Something that we would provide would be a Community Relations activity— for example, a request for an Applicant Services Program Specialist to attend town meetings
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	After identifying the role of an Applicant Services Program Specialist and examining the work flow, we will discuss the Disaster Assistance process.
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DRC PARTNERS 
(Internal to FEMA)
	INTERNAL PARTNER
	INFORMATION FROM PARTNER
	INFORMATION TO PARTNER

	IA Branch Director
	Daily and ongoing exchange of information


	IHP (ONA) Team Leader
	Daily and ongoing exchange of information


	DRC Group Supervisor
	· Local trends and information

· Updates on daily activity
	· Program and IHP policies
· Disaster-specific information

	NPSC Coordination Team




NPSC Liaison
	· Contact for all NPSC functions
· Transition

· Processing contact

· Special reports
	· Initial set-up requirements

· Updates—contacts

· Transition



	Inspection Services Coordinator
	· Reports on general and specific inspection questions

· QC issues
	· QC issues

· Re-inspection requests

	VAL—Voluntary Agency Liaison
	· Long-term recovery information

· Periodic reports

· Special needs
· Coordination with Voluntary Agencies
	· Applicant inquiries

· Special needs
· Charitable organizations

	Assistant External Affairs Officer—Joint Information Center
	· Information to the public
	· Policy and program updates

· Trends

· Review press releases

	Assistant External Affairs Officer—Congressional Affairs
	· Congressional inquiries on applicants
	· Report on applicants’ status

· Report on help to specific Congressional Districts

	Assistant External Affairs Officer—Community Relations
	· Information on specific locations, trends, and concerns
	· Program information

· Program specialists
(public forum speakers)

	Equal Rights Specialist
	· Information on area ethnic groups or history of discrimination among applicants


	Office of Chief Counsel
	· Guidance on specific legal issues
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Unit 3
Authorities, facilities, and process

TIME
25 minutes

UNIT OBJECTIVES

By the end of this unit, participants will be able to:

· Describe the law and the regulations that pertain to Disaster Assistance
· Identify FEMA facilities and their Disaster Assistance functions

· Explain the Disaster Assistance process

SCOPE

· Robert T. Stafford Act

· Citizenship requirements

· FEMA facilities 

· Disaster Assistance process

This page intentionally left blank.

Unit 3
Authorities, facilities, and process
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UNIT 3

AUTHORITIES, FACILITIES, AND 

PROCESS
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	This unit presents the laws and regulations that authorize FEMA to operate. Various facilities that handle Disaster Assistance along with various stages of the Disaster Assistance process will be identified.
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l

Describe the law and regulations that 

pertain to Disaster Assistance. 

l

Identify FEMA facilities and their 

Disaster Assistance functions.

l

Explain the Disaster Assistance process.

Unit 3 Objectives
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	By the end of this unit, participants will be able to:

· Describe the law and the regulations that pertain to Disaster Assistance

· Identify FEMA facilities and their Disaster Assistance functions

· Explain the Disaster Assistance process
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“

Stafford Act

”

The Robert T. Stafford 

Disaster Relief and

Emergency Assistance

Act P.L. 93

-

288

as amended
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	The Robert T. Stafford Disaster Relief and Emergency Assistance Act (Public Law 93-288, as amended) provides an orderly and continuing means of assistance from the Federal government to State and Local governments and individuals to alleviate the suffering and damage that result from disasters.

· The Stafford Act is the law under which FEMA delivers Disaster Assistance to individuals and families.

· The law is embodied in FEMA regulations found in 44 Code of Federal Regulations (44 CFR).

· The law also provides for other agencies to provide assistance.

· Examples of other agencies include the Small Business Administration (SBA), U.S. Department of Agriculture (USDA), Farm Service Agency (FSA), et al.

· The Stafford Act is amended regularly. The last major change was in 2006.
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	REFERENCE

Stafford Act, Access IA Homepage, Under References, click Individual Assistance Program Management, click Stafford Act (mid-page).
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Applicants who certify that they are

l

U.S. citizens, non

-

citizen nationals, or 

“

qualified aliens

”

may be eligible for 

Federal and/or State benefits

Citizenship Verification Requirements
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	Applicants must certify their legal status in the United States per Title IV of the Personal Responsibility and Work Opportunity Reconciliation Act of 1996, P.L. 104-193. The process is as follows:

Applicants certify by signing FEMA Form 90-69B that they are U.S. citizens, non-citizen nationals, or “qualified aliens.” (These are usually referred to as “green-card holders.”)

Once they certify, they may become eligible for Federal and/or State benefits.

A parent may register with FEMA on behalf of a child born in the United States using the child’s Social Security number. A copy of the child’s birth certificate is NOT required. However, a verbal statement by the applicant declaring that the child is a U.S. citizen and a signed 90-69B are required.

Applicants have the opportunity to sign the 90-69B at the time of inspection and at the Disaster Recovery Center (DRC). The form is available in the Applicant Guide “Help After a Disaster,” and Helpline can mail the form.
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Joint Field Office (JFO)

l

Location: Capital or affected area

l

Occupants include:

l

FEMA

l

State Partners

l

Other Federal Agencies

l

Voluntary Agencies
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	· The JFO may be located in affected area or State capital.
· Occupants in the JFO: 

· Federal Coordinating Officer (FCO) and State Coordinating Officer (SCO)

· FEMA program areas (IA, PA, Mitigation, Logistics, etc.)

· Other Federal Agencies (OFAs) involved in recovery

· Voluntary Agencies
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Disaster Recovery Centers (DRC)

l

Location: High

-

impact areas

l

One

-

stop service center for recovery 

activities
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	DRCs provide facilities for persons to make applications, and offer a range of other services generally provided by the Applicant Services team. Other community-based resources can also be housed at a DRC. Managers from both State and Federal government agencies will oversee recovery efforts at that level.

DRCs are located in the affected areas and are:

· A place for disaster victims to get information

· Staffed by FEMA, State, other Federal, and Voluntary Agencies
· Vital links in the overall response and recovery activities
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	Can you give an example of another agency not mentioned that might be represented?
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	Instructor Note: Possible answers include the local area agency on aging, IRS, State Tax Assistance, SBA, USDA, Mitigation, Insurance, and Crisis Counseling.
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National Processing Service Center



Registration Intake



Helpline/Customer Service



Processing

1-800-621-FEMA

1-800-462-7585 TDY
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	Registration Intake
· Individuals apply over the telephone.

· Referrals to the SBA or other government programs are given directly to the applicant.

· Information is electronically recorded.

The FEMA Helpline:
· Assists disaster victims following registration

· Handles inquiries from applicants regarding additional assistance or assistance received

· Provides status of applications

· Requests re-inspections when appropriate

· Provides information on additional assistance

· Makes referrals to other programs or services

· Changes mailing addresses or contact telephone numbers

FEMA’s telephone numbers are 1-800-621-FEMA(3362) or 
1-800-462-7585 TDY.
The NPSC is responsible for processing an applicant’s registration and eligibility determination, and then notifying the applicant of the decision.
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Assistance Process

Registration/Application

Individuals & Households

Program (IHP)

Referrals to Other 

Federal/State/Voluntary Agencies

Inspection/Verification

Eligibility Determination

Appeals
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	Assistance Process:

· Registration/Application
· Registration can be through an 800 number or the web. Once an applicant has registered, they will receive the booklet “Help After a Disaster” in their packet.

· Individuals and Households Program (IHP)
· Based on registration information, applicants can be referred to IHP.

· Referrals to other Federal/State/Voluntary agencies 
· Based on registration information, an applicant can be referred to other Federal agencies (i.e., SBA, DUA).
· Inspection/Verification
· Applicants are required to provide documents to verify ownership/occupancy/citizenship (90-69B form). Inspector then verifies damages and signs.

· Eligibility Determination
· Eligibility is based on information collected at the time of inspection. Eligibility is auto- or manually processed.

· Appeals
· Applicants have 60 days to appeal from the date of determination.
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	Instructor Note: Suggest break for about 10 minutes before moving on to Unit 4.
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	After examining the Disaster Assistance laws and regulations, let’s look at the Sequence of Delivery, IHP, and the various Disaster Assistance programs.


Unit 4
INDIVIDUAL assistance programs
TIME

60 minutes
UNIT OBJECTIVES

By the end of this unit, participants will be able to:

· Describe the Sequence of Delivery

· Explain the Individuals and Households Program
· Identify the various Disaster Assistance programs

· Complete the Knowledge Check with 80% accuracy

SCOPE

· Disaster Assistance programs

· Voluntary Agencies 
· Insurance

· Duplication of benefits

· IHP/Housing Assistance (HA)

· Small Business Administration (SBA)

· IHP/Other Needs Assistance (ONA)

· Other agencies’ programs
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UNIT 4

INDIVIDUAL ASSISTANCE 

PROGRAMS
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	Unit 4 reviews the Sequence of Delivery and the various Individual Assistance Programs, including the IHP, OFAs, and other providers of assistance.
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	FEMA is responsible for the delivery of, and coordination for, a variety of Disaster Assistance programs. It is important for you to know how Disaster Assistance is delivered throughout the United States and its territories.
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l

Describe the Sequence of Delivery.

l

Explain the Individuals and Households 

Program.

l

Identify the various Disaster Assistance 

programs.

Unit 4 Objectives
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	By the end of this unit, participants will be able to:

· Describe the Sequence of Delivery

· Explain the Individuals and Households Program

· Identify the various Disaster Assistance programs
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	Instructor Note: Discuss FEMA’s relationship with other Disaster Assistance programs, including insurance.
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Sequence of Delivery



Voluntary Agencies



Insurance



Individuals and Households Program 

(IHP) Housing Assistance (HA)



Small Business Administration (SBA)  



IHP Other Needs Assistance (ONA)



Long-Term Recovery



Cora Brown Fund
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	The Sequence of Delivery for Disaster Assistance:

· Voluntary Agencies

· These provide emergency needs such as food, clothing, shelter, and transportation. FEMA coordinates the agencies.
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	Instructor Note: These will be discussed as we go through this unit (HA, SBA, and ONA).
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	· Insurance

· If you have insurance to cover the type of damage involved, you must provide FEMA with a settlement or denial letter for further evaluation.

· Individuals and Households Program (IHP) Housing Assistance (HA)

· Small Business Administration (SBA)

· IHP Other Needs Assistance (ONA)

· Long-Term Community Recovery

· Long-Term Community Recovery ESF-14 assists communities with their recovery plans.

· Long-Term Recovery (voluntary agencies) assists applicants with unmet needs.

· Cora Brown

· Applicant has filed insurance and has applied for all types of assistance and available programs and has further disaster needs.
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Duplication of Benefits (DOB)

l

An applicant cannot receive duplicate 

assistance from any source.

l

Sequence of Delivery dictates order of 

assistance. 

l

The agency that pays an applicant 

duplicated assistance is responsible for 

recouping the funds.
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	If an applicant is receiving assistance benefits from 1 source, he/she cannot receive the same assistance benefits from another source:

· The Sequence of Delivery dictates the order of assistance.
· The agency (public or private) that duplicates a benefit is responsible for recouping the funds.


	[image: image118.emf]
	REFERENCE

Sequence of Delivery (also included in IG, but participants can locate most current version), Access IA Homepage, Under References, click Individual Assistance Program Management, See Fact Sheets and FAQs (mid-page), click Individual Assistance Sequence of Delivery link.
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	Instructor Note: Point out that amounts change based on the current Consumer Price Index (CPI).
Continue discussion of duplication of benefits by explaining that:

· The delivery sequence can be disrupted due to unreasonable delays with insurance.

· Applications are automatically checked for duplicate phone numbers, Social Security numbers, and other identifiers.
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	Can you give an example of duplicated benefits?
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	Instructor Note: Possible answers can include an applicant obtaining initial rental assistance and then being reimbursed by an insurance company for additional living expenses.
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Voluntary Agencies
Emergency Food, Shelter, Clothing Medical Needs

By ——

Insurance
Such as Homeowners, NFIP, etc.

SBA Income Evaluation (Repayment Capability)
To determine if applicant can qualify for a low interest SBA loan
Applicants must complete the SBA loan application and be denied for a loan to be eligible for further assistance.

—— N

SBA Referral — For SBA Dependent items and those
applicants who qualify for a low interest loans

Real Property (owners) loans up to $200.000
Personal Property (owners & renters) loans up to $40,000.

*If it is later determined that an applicant cannot qualify for
aloan, the applicant is referred to FEMA

NOTE: Eligibility is based on a FEMA inspection conducted on the damaged property. Max amount of Individuals and Houscholds Assistance
(IHP) is adjusted annually according to the CPI index. The maximum amount for FYO8 is $28.800.
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Distribution of IHP Assistance

l

Financial Assistance

—

limited by CFR 44 

and FEMA guidance (current fiscal year 

CPI adjustment)

l

Direct Assistance

—

provided directly to 

applicants (not cash

—

has no $ limit but 

does have a time limit)  
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	There are 2 ways of distributing assistance:

· Financial Assistance: Monies provided to the applicant for assistance such as rent, lodging, repair, replacement, medical, dental, funeral, personal property, transportation, and other

· Minimum award is $50.00.
· IHP total award will be annually adjusted based upon the Consumer Price Index (CPI). The total includes both HA and ONA awards.

· Direct Assistance: For housing assistance only

· No $ limit associated with applicant

· Time limit (up to 18 months with possible extensions)

· Permanent or Semi-Permanent Housing Construction

To find the current maximum allowance for IHP awards see IHP Program Limits.
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	REFERENCE
IHP Program Limits, Access IA Homepage, click Documentation in top bar, select letter “I,” click on IHP Program Limits.
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	Instructor Note: The next few slides will discuss IHP Housing Assistance.
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IHP Housing Assistance (HA)



Habitable/Uninhabitable



Repairs Required



Underinsured or No Insurance



Primary Residence



Disaster-Related
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	IHP Housing Assistance:

· Habitability repairs required (uninhabitable)

· Disaster-related damage significantly affecting home’s livability
· Repairs required/Access

· Applicants unable to live in or return to their residences

· Underinsured or no insurance

· Primary residence

· Disaster-related

Under a mandatory evacuation, applicants are considered displaced if they cannot return to their home.
· If they can return to their home and it is otherwise undamaged, FEMA cannot assist.

· If they cannot return immediately to their home, it becomes an access issue.

· If their landlord needs their residence for his or her own use, they cannot occupy it.
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IHP Housing Assistance (HA)

l

Temporary Housing

l

Repairs

l

Replacement

l

Direct Assistance

l

Manufactured 

Home

(MH)

l

Permanent Housing Construction
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	Instructor Note: Multiple types of housing assistance can become available. Any applicant may get more than 1 type of assistance (e.g., rent and repair).
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	Multiple types of housing assistance are available:

· Temporary Housing

· Rental Assistance

· Monies given to applicants who need to relocate and whose home has been determined to be unsafe
· Lodging Expenses Reimbursement

· Reimbursement for the cost of short-term lodging, such as a hotel room

· Temporary Housing Units, when rental properties are not available

· Repair Assistance

· This is money for homeowners to repair damage from the disaster that is not covered by insurance. Monies are given to repair residences to bring them up to a safe and sanitary living or functioning condition. 
· Replacement Assistance

· This is to help homeowners to purchase a replacement primary residence.
· Direct Assistance

· Manufactured home, mobile home, cottage type

· Often Direct Assistance is interchangeable with direct housing.

· Permanent Housing Construction

· Permanent or semi-permanent housing construction

· Financial or Direct Assistance

· Currently under this heading it can be said it is only direct. Financial would equate to “Replacement.”

· All other housing assistance must be unavailable, infeasible, or not cost-effective.
· FEMA seeks the most cost-effective way to house applicants who live far from normal supply of home repair materials.

	[image: image136.emf]
	Instructor Note: Permanent Housing Construction may be used in insular areas outside the Continental United States and in other locations. Some of the other places where Permanent Housing Construction has been used are:

· The Republic of the Marshall Islands

· Guam

· American Samoa
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	REFERENCE
Permanent Housing Construction, Access IA Homepage, Under References, click Individual Assistance Program Management, click 44 CFR, go to CFR 44 206.117 (I)4.
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Small Business Administration

•

Credit requirements

•

Loan amounts and limitations

•

Flood

insurance requirements

SBA Offers Three Types of Loans:

Business

Economic

Injury

Home & 

Personal 

Property

Business 

Physical

Damage
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	The SBA offers 3 types of loans; the loans are offered with credit requirements, loan amounts and limitations, and flood insurance requirements:

· Home and personal property, physical-loss loans

· Business physical-loss loans

· Business economic injury disaster loans

The SBA is the Federal agency empowered to provide disaster loans to individuals and businesses.

· The SBA can make a declaration on its own authority for the purpose of making loans.

· SBA is a long-term recovery program.

	[image: image141.emf]
Visual 26
	[image: image142.emf]Visual 26

Other Needs Assistance (ONA)

Necessary expenses and serious needs 

not covered by insurance



Medical, Dental, and Funeral Expenses



Personal Property, including Essential Tools, 

and Transportation



Other Expenses
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	ONA consists of:

· Medical, Dental, and Funeral–not SBA-dependent but must be disaster-related, and applicant will need to submit documented verification for the loss/expense. The State determines the maximum amount for funeral expenses.

· Personal property, transportation, moving, and storage are paid under the ONA category “SBA-dependent.”

· There is no real-property category.
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	Instructor Note: 

For destroyed vehicles, applicants are paid the maximum amount established by the State for transportation.

The intent is to auto-determine the awards for repairable and for destroyed vehicles.

Repairable vehicle award is not to exceed the maximum auto replacement award.

Applicant may submit receipts for additional necessary repairs.
Other expenses are explained below.
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ONA

—

Other Expenses

l

Moving and Storage Assistance

l

Miscellaneous Items

l

The State, in conjunction with FEMA, 

determines eligible items
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	Instructor Note: Line items are selected because they are the most common items across the states. States can add additional items, but they will not be listed in the Inspector’s Palm Pad.
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	· Moving and Storage is SBA-dependent.

· Miscellaneous expenses are not SBA-dependent.

· The standard Miscellaneous Expenses prices are set by a contracted pricing agent per standard or average prices on a county-by-county basis across the United States.
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	REFERENCE

ONA Items, Access IA Homepage, Under Operations, click Applicant and Processing Services, use drop-down box and select Year/Disaster, select disaster number; Summary Information on right, ONA Misc. Items Pricing at bottom.
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IHP Other Needs Assistance (ONA)



Processing Options:



FEMA



Joint (FEMA & State)



State




	[image: image152.emf]
	Processing cases for Other Needs Assistance:

· FEMA option: FEMA does all processing.
· Joint option: State does manual processing of ONA.
· State option: State does everything.


	[image: image153.emf]
	Instructor Note: FEMA always processes Housing Assistance (HA). The option only refers to the choice of the State in the amount of assistance and input from FEMA in handling “their” own program.
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Other Agencies’ Programs



Internal Revenue Service (IRS)



Veterans Affairs (VA)



Housing and Urban Development (HUD)



Agriculture (USDA)



Social Security Administration (SSA)
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	There are many other Federal agencies that have a role in disaster recovery.
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	Instructor Note: If the class has just had DF-103— Introduction to IA, do not go into detail on this and the following 
3 pages.
· Internal Revenue Service (IRS):
· Disaster losses may be eligible deductions for the prior year and carried forward in future years to reduce the tax burden.

· Department of Veterans Affairs (VA): 

· The VA assists veterans by readjusting mortgage loans and helping with funeral or medical expenses.  

· Department of Housing and Urban Development (HUD)

· Department of Agriculture (USDA), Farm Service Agency (FSA)

· Social Security Administration (SSA)

· Department of Justice (DOJ)
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	Can you name some other agencies that provide assistance?
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	Instructor Note: Answers should include:
· U.S. Army Corps of Engineers

· Corporation of National Service (Americorps)

· USDA Food and Nutrition Service (FNS)

· Department of Health and Human Services (HHS)

· Administration on Aging
· Center for Mental Health Services

· Department of Labor (DOL)

· Unemployment Benefits
· Re-Employment Services
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Disaster Unemployment

Assistance (DUA)



Unemployment benefits and

re-employment services



For those not qualified for 

Unemployment Insurances



Benefits from incident to 26 weeks

after declaration date
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	Disaster Unemployment Assistance (DUA) can be made available to workers whose jobs were affected or lost due to the disaster.


	
	· Unemployment benefits and re-employment services

· For those not qualified for regular State Unemployment Insurance (such as self-employed, farmers, or individuals who have exhausted their unemployment benefits)

· Funded by the U.S. Department of Labor for FEMA through the State Employment Security Agency (SESA)
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Crisis Counseling

l

For disaster victims

l

In cooperation with the Health and

Human Services

’

Center for

Mental Health Services

l

State

-

Administered
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	Crisis Counseling may be made a part of a declaration of disaster.

· Immediate services program lasts for 60 days, and the Regular program runs for 9 months.
· Program is administered in cooperation with the Department of Health and Human Services’ Center for Mental Health Services.
· Program is administered by the State.

· Other agencies may provide these services.
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Disaster Legal Services



Wills



Contracts and Contractors



Landlord and Tenant Problems



Powers of Attorney
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	Help from Disaster Legal Services (DLS) is available through the American Bar Association Young Lawyers Program; legal advice and services include or cover:

· Wills

· Contracts and Contractors

· Landlord and Tenant problems


	
	· Powers of Attorney

· Non-fee-generating cases
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Knowledge Check
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	Hand out Units 2, 3, and 4 Knowledge Check.
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	Instructor Note: 
· Much of the information in Units 2, 3, and 4 is a review of DF-103. The instructor may exercise his/her discretion and opt to only administer the Units 2, 3, and 4 Knowledge Check in lieu of repeating instruction in Units 2, 3, and 4. The instructor’s decision will reflect the needs of the participants and/or management.
· Allow 20 minutes for completion of test and 15–20 minutes for discussion.
· Review answers with participants.
· Suggest break for about 10 minutes before moving on to Unit 5.



	[image: image173.emf]
	Now that we have discussed the Disaster Assistance programs, we’ll look at the Applicant Services Team member roles and responsibilities. 


This page intentionally left blank.

IHP APPLICANT SERVICES 

Units 2, 3, and 4

KNOWLEDGE CHECK

ANSWER KEY
1.
In the role of the Applicant Services Program Specialist, you are relied upon to present _________ information in a timely manner.

a.
Unreliable

b.
Inconsistent

c.
Accurate

(This question maps to the following objective: “Describe the role of an Applicant Services Program Specialist.” Location of content from which question was created: Unit 2, p. IG-2-3.)
2.
T/F: The chain of command provides continuity, uniformity, and consistency in your daily activities. (This question maps to the following objective: “Identify position within the organizational structure.” Location of content from which question was created: Unit 2, p. IG-2-4.)
3.
Who is your first point of contact on the Communication and Work Flow chart? Team Lead (This question maps to the following objective: “Examine the work flow.” Location of content from which question was created: Unit 2, p. IG-2-4.)
4.
_______________ has the responsibility of administering Individual Assistance programs and ensures that applicants receive assistance according to law and regulation. 

a.
Federal Coordinating Officer

b.
Housing Group Supervisor

c.
IA Branch Director or HS Branch Director

(This question maps to the following objective: “Demonstrate relationship to internal and external partners.” Location of content from which question was created: Unit 2, p. IG-2-15.)

5.
As an Applicant Services Program Specialist, you are responsible to how many of the positions on the Communication and Work Flow chart? All or Team Lead
(This question maps to the following objective: “Describe the role of an Applicant Services Program Specialist.” Location of content from which question was created: Unit 2, p. IG-2-12.)
6.
What is the law under which FEMA delivers Disaster Assistance to individuals and families? Robert T. Stafford Disaster Relief and Assistance Act (or just Stafford Act) (This question maps to the following objective: “Describe the law and the regulations that pertain to Disaster Assistance.” Location of content from which question was created: Unit 3, p. IG-3-4.)
7.
T/F: The Disaster Field Office is always located in the State capital. 
(This question maps to the following objective: “Identify FEMA facilities and their Disaster Assistance functions.” Location of content from which question was created: Unit 3, p. IG-3-6.)
8.
Name 2 kinds of agencies that may be located in the Disaster Recovery Center:
FEMA

State

Local

Other Federal Agencies

Voluntary


(This question maps to the following objective: “Identify FEMA facilities and their Disaster Assistance functions.” Location of content from which question was created: Unit 3, p. IG-3-6.)
9.
From your Partnering Chart, who is your Processing contact? NPSC Liaison (This question maps to the following objective: “Describe the role of an Applicant Services Program Specialist.” Location of content from which question was created: Unit 2, p. IG-2-12.)
10.
Long-term Recovery information, Special Needs, and Charitable Organizations may be the responsibility of what liaison? Voluntary Agency Liaison (VAL) (This question maps to the following objective: “Demonstrate relationship to internal and external partners.” Location of content from which question was created: Unit 2, p. IG-2-15.)
11.
In what 2 ways does FEMA provide assistance? (Hint) F_____ D_____.

Financial and Direct Assistance 
(This question maps to the following objectives: “Describe the Sequence of Delivery” and “Explain the Individuals and Households Program.” Location of content from which question was created: 
Unit 4, p. IG 4-9.)
12.
The Individuals and Households Program may provide what type of assistance?

a.
Temporary Housing

b.
Repairs

c.
Replacement

d.
Permanent Housing Construction

e.
All of the above 

(This question maps to the following objectives: “Describe the Sequence of Delivery” and “Explain the Individuals and Households Program.” Location of content from which question was created: Unit 4, p. IG-4-9.)

Unit 5
team member roles, responsibilities, and resource Identification
TIME

60 minutes
UNIT OBJECTIVES

By the end of this unit, participants will be able to:

· Identify the Applicant Services Team members

· List the qualities of the Applicant Services Team members

· Describe the responsibilities of the Applicant Services Team members

SCOPE

· Applicant Services Team

· Applicant Services Team members

· Role of the Applicant Services Program Specialist

· Qualities of the Applicant Services Program Specialist

· Housing Needs and Resources
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Unit 5
team member roles, responsibilities, and resource Identification
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UNIT 5

TEAM MEMBER ROLES, 

RESPONSIBILITIES, AND 

RESOURCE IDENTIFICATION
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	Unit 5 examines your role/position and FEMA’s customer service philosophy, identifies qualities necessary for our high level of customer service, and addresses communications with an applicant.
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Unit 5 Objectives

l

Identify the Applicant Services Team 

members.

l

List the qualities of the Applicant 

Services Team members.

l

Describe the responsibilities of the 

Applicant Services Team members.
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	By the end of this unit, participants will be able to:

· Identify the Applicant Services Team members

·  List the qualities of the Applicant Services Team members

·  Describe the responsibilities of the Applicant Services Team members
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	Instructor Note: Instructors will interject examples based on their own personal experiences.
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The Applicant Services Team

Positions:

l

Applicant Services Program Specialist

l

Applicant Services Team Leader

l

Housing Group Supervisor

Groups/Teams:

l

Information Management

l

Housing

l

DRC Coordination

l

Voluntary Agency

l

Mass Care

l

Human Services

l

IA TAC

Support:

l

Inspection Services Coordinator

l

NPSC Liaison
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	The Applicant Services Team includes:

Positions:

· Applicant Services Program Specialist

· Applicant Services Team Leader

· Housing Group Supervisor

Groups/Teams:

· Information Management

· Housing

· DRC Coordination

· Voluntary Agency

· Mass Care

· Human Services

· IA TAC

Support:

· NPSC Liaison

· Inspection Services Coordinator (ISC)

· Applicant Services Program Specialist

· Deals directly with the applicants

· Applicant Services Team Leader

· Supports the Specialist with specific program guidance and may have limited supervisory responsibilities

· Housing Group Supervisor

· Has oversight of direct and financial Housing Team Leaders


	
	· Group/Teams

· ISC (Inspection Services Coordinator) and TM (Task Monitor) 

· Acts as link between inspection completion in field and JFO

· Explains to participants the role of the ISC and TM

· NPSC Liaison

· Acts as link between the NPSC and the JFO for processing concerns
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	Instructor Note: Discuss responsibilities of the various groups—relate a personal experience(s).

Suggest asking the 2 questions below prior to showing visuals 37 and 38. Reinforce by listing participants’ answers on erasable board.
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	What do you see as important components to FEMA’s customer service philosophy?

Can you list desirable qualities that an Applicant Services Program Specialist needs to posses?
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FEMA

’

s Customer Service Philosophy

l

Provide access to Disaster Assistance.

l

Treat applicants with respect and care.

l

Provide applicants with the opportunity to 

share their experience.

l

Give them clear, accurate, and consistent 

information. 
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	Review the FEMA strategic goals and sections of what our mission and philosophy are for customer service:

· Provide access to Disaster Assistance.
· Treat applicants with respect and care.
· Provide applicants with the opportunity to share their experience with a responsive FEMA representative.
· Give them clear, accurate, and consistent information about available assistance and how to apply for it.
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Qualities of IA Team Specialist

l

Empathetic

l

Precise

l

Concise

l

Honest

l

Clear

l

Accurate

l

Flexible

l

Willing to ask for 

help
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	The qualities of the Applicant Services Program Specialist are an important part of applicant assistance; they propel you to an ever higher level of service.
· Identify the positive aspects of the role

· Empathetic

· Precise

· Concise

· Honest

· Clear

· Accurate

· Flexible

· Willing to ask for help when he/she does not have all the information required

· Define the role

· All of these terms help to describe the approach that all the team members must take when dealing with individuals.

· All of these terms help to project a credible program mission as well as the overall FEMA mission.
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The Responsibilities of the

Applicant Services Specialist

l

Communicating with applicants

l

Case inquiry 

l

Program

-

specific recalls

l

Housing resources

l

Mentoring staff
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	Active listening techniques are of paramount importance as team members gather information.
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Communicating with Applicants

l

By Phone

l

By Mail

l

Direct (Face

-

to

-

Face)
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	· Telephone

· We want to stress that all facilities may have contact with applicants by phone; however, the majority of incoming phone calls are handled by the NPSC Helpline.

· Correspondence

· This includes both incoming and outgoing documentation, receipts, letters, official records, etc.

· While all of this may be received at the JFO or DRC, correspondence is forwarded to the NPSC mailroom as soon as possible to be scanned into the applicant’s permanent file.

· Direct Contact (face-to-face)

· The majority of this communication is conducted at the DRCs, but you may be requested to attend town meetings.
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Verify Information

l

Check address.

l

Verify phone numbers.

l

Check Social Security Number.

l

Check current mailing address.
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	Verification of critical information is necessary for FEMA to provide appropriate assistance.

· Check damaged property address.
· Verify telephone number of damaged property.
· Verify current telephone number.



	
	· Check Social Security number. 

· Check current mailing address to see if it is different from damaged property.
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Case Inquiry

l

Perform a status check.

l

Determine which letter sent.

l

Check on the inspection for clarity.

l

Review insurance information.
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	In some cases an application goes awry—when that happens, applicants need additional assistance to ensure that their application is processed accurately and efficiently. A status check is the first step in discovering what, if anything, is wrong with the application.

· Determine which, if any, letter has been sent.
· Check on inspection for clarity.
· Determine insurance information.
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Case 

Inquiry

Identify applicant needs:

1.

Is a re

-

inspection in order?

2.

Are additional funds needed?

3.

Should the applicant furnish more 

information?

4.

Update applicant information.
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	Probing questions are used to identify applicant needs. An Applicant Services Specialist must be able to quickly and accurately identify the applicant’s needs.

1. Is a re-inspection in order?

2. Are additional funds needed?

3. Should the applicant furnish additional information?

4. Update applicant information.
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	When might you refer to a Volunteer Agency (VOLAG) or OFA?

What 2 forms might you need?
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	REFERENCES

Release of Information (ROI) Written Notice guidelines and an example: Access IA Homepage, click the Documentation link at the top of the page, scroll down to the “W” section of the listing and review the links for Written Consent.
Special Needs Form, Access IA Homepage, Under References, click IA Toolbox, scroll to bottom to Operations, click DRC Appendix.
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	Instructor Note: An ROI for third parties speaking on behalf of an applicant is available too, via the helpline or written request.
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[image: image210.jpg]Date DR Number
SPECIAL NEEDS INTAKE FORM
Special case of physically/mentally/emotionally challenged households that need additional assistance beyond the

normal FEMA protocols

Referred to Special Needs from:

O Inspection O CR O Congressional

O ARC O Housing O Other

OVAL O NPSC O DRC (#-Location)
Applicant FEMA Registration Number:
Applicant Name:
Applicant Address:
County:
Current Phone: Alternate Phone:

Special Need: (Describe the situation and specify the need)

Detailed Directions: (Location of Person)

Release of Confidential Information Attached? [0 YES O REFUSED
Date signed:

FAX TO: JFO APPLICANT ASSISTANCE ATTN:

Referred to: [ [ Date:

Assistance provided:

April 2005 DRC A-12
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AUTHORIZATION FOR RELEASE OF INFORMATION
Not to be on FEMA letterhead
SAMPLE -- WRITTEN CONSENT 
I, [First and Last Name of Person Giving Consent], born on [Date of Birth of Person Giving Consent] residing at [Damaged Dwelling Address of Person Giving Consent], hereby consent to disclosure of the information collected by FEMA under my Application Number [FEMA Application Number of Person Giving Consent] to the organizations and/or individuals listed below. 

I specifically consent to have the following information disclosed to them: 

[Be very specific about what you want to have released; include statement such as 
My entire case files, including inspection report, amount of assistance, etc; 
My current contact information (name, address, phone number, e‐mail address, and FEMA 

application number;] 
The above information may be disclosed to the following organizations and/or individuals: 

1. ____________________________________________ 

2. ____________________________________________ 

[(Optional) Additionally, I consent to have the above named organizations and/or individuals speak on my behalf and represent me before FEMA]. 
[(Optional) Additionally, I consent to disclosure of my information to any other organization that is a member in good standing of either the National Voluntary Organizations Active in Disasters (NVOAD) or that is participating in a FEMA or State recognized Long Term Recovery Committee (LTRC) for [the FEMA Disaster Number for the applicant’s registration].] 

This consent is made pursuant to and consistent with 28 U.S.C. §1746. I declare, under penalty of perjury, that the foregoing is true and correct. 

____________________________________________ 
(Signature of Applicant Providing Consent and Date) 
This page intentionally left blank.
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Program

-

Specific Calls

l

Courtesy Calls

l

Applicant Interviews

l

Verify Information
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	Instructor Note: The next slide will give examples of these calls.
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Program

-

Specific Calls

l

Congressional

l

Insurance

l

Inspection

l

Inter

-

Governmental

l

Appeals

l

Priority

l

Specific Needs
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	Here is a list of the different types of issues about which you may contact the applicant regarding his/her application.

· Congressional

· Inquiries through the External Affairs Liaison concerning congressional issues (i.e., rental and mobile homes)

· Intergovernmental

· Inquiries coming from local officials in regard to flood insurance, building permits, and condemnation notices

You may be requested to assist with referring applicants to agencies who can help.
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	REFERENCE

Special Needs Form, Access IA Homepage, Under References, click IA Toolbox, scroll to bottom to Operations, click DRC Appendix.
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Resources

l

Identify available 

housing.

l

Information is entered 

into Web Application 

Inquiry.

l

Information available to 

applicants through 

Applicant Services 

Program Specialists.
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	Applicant Services staff identifies available housing:

· Searches through telephone books and newspapers for names of apartment complexes and real estate companies in damaged area.

· Contacts housing developments, city hall, etc.

· Contacts Department of Housing and Urban Development (HUD) to locate emergency housing from their resources.

· Searches the Internet: online newspapers, yellow pages, real estate and apartment websites, etc.

Information entered into Web Applicant Inquiry:

The entry into Web Applicant Inquiry will provide access to the information for the FEMA National Helpline, JFO, and DRC Applicant Services Program Specialists.

Resources are offered to applicants:

Information on these rental units is to be offered to applicants who have been unable to locate temporary housing on their own.

Applicants who are already in adequate Alternate Housing Units will not be relocated into manufactured housing units. Applicants are required to take the first adequate alternate housing.

Adequate alternate housing means:

· Accommodates the needs of the occupants

· Is within reasonable commuting distance of work, school, or agricultural activities that provide more than 50% of the household income

· Is within the financial ability of the occupant in the realization of a permanent housing plan


	
	Reasonable commuting distance means:
A distance that does not place undue hardship on an applicant. It also takes into consideration the traveling time involved due to road conditions, e.g., mountainous regions or bridges out, and the normal commuting patterns of the area. (44 CF 206.111)
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	Instructor Note: Participants always need to look to their Leads for the “Disaster Specifics” of reasonable commuting distance.
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	FEMA and State determination:

A needs assessment is done to determine rental resources availability and need for direct housing by FEMA and the State.
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	Instructor Note: Suggest break for about 5 minutes before closing.
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	Now that we have discussed the qualities, roles, and responsibilities of the Applicant Services Team members, let’s review what we covered today and resolve any outstanding issues you might have. 
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Unit 6
course conclusion 

TIME

30 minutes

UNIT OBJECTIVES

By the end of this unit, participants will be able to:

· Review the course objectives

SCOPE

· Summary of course content
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UNIT 6

COURSE CONCLUSION
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	Instructor Note: 

· Review expectations captured at the beginning of class.
· Resolve any particular “Parking Lot” issues before participants leave class.
· Take questions as time permits.
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	· Do you have all your questions answered? (“Parking Lot” resolved?)
· Now is the opportunity to clarify any issues on your mind.
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Course Objectives

l

Identify the position of Applicant Services 

Program Specialist.

l

Demonstrate a working knowledge of IA 

programs.

l

Explain the Disaster Assistance programs.

l

Explain the Disaster Assistance Process and 

the Sequence of Delivery.

l

Describe the qualities required to provide 

professional service.
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	Review the course objectives:

· Identify the position of Applicant Services Program Specialist.
· Demonstrate a working knowledge of IA programs.
· Explain the Disaster Assistance programs.


	
	· Explain the Disaster Assistance Process and the Sequence of Delivery.

· Describe the qualities required to provide to disaster applicants professional service that is timely and appropriate, and that demonstrates effective interactive communication skills.
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	Instructor Note: Direct participants to complete the DFTO Course Evaluation Form in the back of their Student Manuals and to return the forms to you.
Ask them for honest feedback to help improve this course. 
Thank them for their valued participation—and wish them the best in their positions.
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Evaluations and Closing
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	Thank you!


[image: image238.jpg]DFTO COURSE EVALUATION FORM

Please take a moment to complete the following items. Your input may help to improve
future training sessions. Thank you!

Name of Course Date of Course

Name of Instructor Disaster Number

1. After completing this course, | am better prepared to do my work
O STRONGLY AGREE O AGReE O DISAGREE O STRONGLY DISAGREE
Comments:
2. The instructor was knowledgeable and well-prepared
O STRONGLY AGREE O AGReE O DISAGREE O STRONGLY DISAGREE
Comments:
3. The instructor provided time for questions and review and encouraged group participation
O STRONGLY AGREE O AGReE O DISAGREE O STRONGLY DISAGREE
Comments:

4. The instructor related the material to disaster work and used FEMA-related examples.

O STRONGLY AGREE O Acree O DISAGREE O STRONGLY DISAGREE
Comments:
5. The most effective part of this course was:

6. The least effective part of this course was:
7. Please add specific comments on how this course could be improved

8. Overall, how would you rate this course?

O EXCELLENT O VeRYGooD O Goop O ADEQUATE O Poor




