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Instructor Overview and Materials

Rationale
Applicant Services Program Specialists provide disaster recovery applicants with a “face” that they identify with FEMA. These Specialists need to work in accordance with FEMA’s standard procedures to provide applicants with accurate information in a timely manner. This course provides basic training in various Disaster Recovery Center (DRC) functions.

For the position Applicant Services Program Specialist as identified in the FEMA Task Book: Employee Job Aid, 5/14/07.
COURSE GOAL
This course has been designed to provide Applicant Services Program Specialists in the DRC with information and procedures to enable them to guide applicants through the recovery process.
COURSE OBJECTIVES
By the end of this course, participants will be able to:
· List the duties of the DRC positions

· Identify and describe briefly the other agencies that could provide services in the DRC

· Describe the standard operating procedures for the DRC

· Use Web Applicant Inquiry to update applicant information
PRE-course recommendations
The following are suggested but not required:

· Introduction to IA 

Course DF-103
· Web Applicant Inquiry 
Course DF-116
PARTICIPANTS
The target audience may include all personnel assigned to work in a DRC, including Disaster Assistance Employees (DAEs) and Local Hires.
INSTRUCTORS

Instructors should have training experience, as well as previous experience working at a DRC. If you are less experienced, request a more experienced Instructor 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.
DELIVERY

This course is designed for delivery in Regional and field offices. It is 3 hours and 15 minutes in length, plus breaks.
AGENDA

	Unit Title
	Time

	Unit 1—Course Overview
	25 minutes

	Unit 2—The DRC—Definitions and Overview
	45 minutes

	Unit 3—DRC Partners
	30 minutes

	Unit 4—DRC Procedures
	70 minutes

	Unit 5—Course Conclusion 
	25 minutes

	Total Time
	3 hours and 15 minutes


EVALUATION

The course will include a 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 the 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.

· Make copies of Unit 1: Review Questions (see below, at the end of the Instructor Overview and Materials section) if you choose Option I. 

Note: If you choose Option II, slice the questions (one set only) into strips. However, if you choose Option III, you don’t have to make copies. 
· In Unit 1: Review Questions/Answer Key, questions are not mapped to any content in the IG. They are included in Unit 1 as a review to gauge the knowledge level of participants regarding Individual Assistance Programs (Introduction to IA DF-103).

· Make copies of Unit 3: Partners Activity Chart (see below, at the end of the Instructor Overview and Materials section). Note: Distribute chart to participants after the activity.
· Make copies of Unit 4: Case Studies (see below, at the end of the Instructor Overview and Materials section).
· 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.
· A DFTO Course Evaluation Form is included at the end of the IG, but copies need not be made. An Evaluation Form should be found at the end of each Student Manual. 

· Remember to turn in the Sign-in Sheets to the DFTO Training Manager or liaison so 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

· Masking tape

· Name cards

· Easel and markers

· DFTO Course Roster

· DFTO Training Support Checklist

· DFTO Course Sign-in Sheet 

· DFTO Course Evaluation Form (in Student Manual)

· Unit 1: Review Questions (make 1 copy per participant)
· Unit 3: Partners Activity—Strips (1 per group) and Partners Chart (1 per participant)
· Unit 4: Case Studies (make 1 copy per participant)

· Unit 5: 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.
	REFERENCE TITLE
	LOCATION IN IG

(PAGE NUMBER)

	DRC Reception Log
	IG-4-9

	Telephone Registration at the Disaster Recovery Center
	IG-4-11

	Disaster Recovery Center Routing Slip
	IG-4-13

	FEMA Individual & Household Program Update
	IG-4-15

	FEMA Contact Sheet
	IG-4-17

	Request to Stop Payment and Reissue Housing Assistance Check
	IG-4-19

	Illegible Receipt Verification Form
	IG-4-21

	Authorization for Release of Information
	IG-4-23

	Special Needs Intake Form
	IG-4-25

	ROI Letter
	IG-4-27

	Disaster Recovery Center Summary Sheet
	IG-4-29

	Disaster Recover Center Daily Report
	IG-4-31
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[image: image19.png]DFTO TRAINING SUPPORT CHECKLIST

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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Unit 1
REVIEW QUESTIONS


Name 


1.
What are the two main provisions of assistance in Individual and Household Programs (IHP)?

2.
Number the order in which these Sequence of Delivery steps occur.

____ Housing Assistance

____ Voluntary Agencies (VOLAG)
____ Other Needs Assistance

____ Small Business Administration

____ Other Agencies (Additional Assistance/VOLAG/LTRC)

____ Insurance

____ Cora Brown

3.
List the four types of Housing Assistance.

4.
What is the established program time limit for Rental Assistance?

5.
Housing Assistance is provided in what two forms?

6.
Who is eligible to receive Repairs?

7.
Is there a dollar limit for IHP?

Bonus—what is the current limit?

8.
The Other Needs Assistance (ONA) program is cost-share in what split between State and Federal funds?

9.
For Owners, a National Flood Insurance Requirement Act (NFIRA) requirement will remain in effect for what time period?

10.
T/F: The Joint Field Office (JFO) is the primary location of FEMA, State staff, and other Federal agencies’ liaisons for a given disaster.

11.
What is the name of the guide given to all applicants that explains disaster assistance programs?

12.
List 3 other Federal agencies that may be available to assist during a disaster with or without a Presidential Declaration.

Unit 3
Partners Activity Strips

( Cut along the dotted line for handing out.
	Voluntary Agencies
	Emergency food, clothing, shelter, and medical assistance

	Small Business Administration
	Low-interest home, personal property, and business loans for restoring or replacing uninsured or underinsured disaster-damaged real and personal property for individuals or businesses

	Crisis Counseling
	Immediate and regular services to meet mental health needs of those affected by a major disaster

	Tax Assistance
	Expedited Federal or State tax deductions for casualty losses to homes, personal property, or household goods 

	Employment Services
	Weekly unemployment benefits available to individuals out of work as a direct result of the disaster

	Farm Service Agency
	Emergency loans for physical or production losses. Grants for certain agricultural damage

	Insurance
	Assistance and/or counseling regarding ways to obtain copies of lost insurance policies, file claims, or expedite settlements. Assist with complaints against individual companies

	Young Lawyers Association
	Free legal services for low-income disaster victims

	Social Security Administration
	Assistance expediting delivery of checks delayed by the disaster and applying for Social Security disability and survivor benefits

	Department of Veterans Affairs
	Assistance with information about benefits, pensions, insurance settlements, and VA mortgages

	Consumer Affairs
	Counseling on consumer problems such as product shortages, price gouging, and disreputable business practices

	Aging Services
	Services to the elderly such as meals, home care, and transportation

	Mitigation
	Advice on preventing future losses

	Food and Nutrition Service
	Food stamp application for disaster victims


Unit 3
Partners Activity Chart

	Agency or Organization
	Service Provided

	Voluntary Agencies
	Emergency food, clothing, shelter, and medical assistance

	Small Business Administration
	Low-interest home, personal property, and business loans for restoring or replacing uninsured or underinsured disaster-damaged real and personal property for individuals or businesses

	Crisis Counseling
	Immediate and regular services to meet mental health needs of those affected by a major disaster

	Tax Assistance
	Expedited Federal or State tax deductions for casualty losses to homes, personal property, or household goods

	Employment Services
	Weekly unemployment benefits available to individuals out of work as a direct result of the disaster

	Farm Service Agency
	Emergency loans for physical or production losses. Grants for certain agricultural damage

	Insurance
	Assistance and/or counseling regarding ways to obtain copies of lost insurance policies, file claims, or expedite settlements. Assist with complaints against individual companies

	Young Lawyers Association
	Free legal services for low-income disaster victims

	Social Security Administration
	Assistance expediting delivery of checks delayed by the disaster and applying for Social Security disability and survivor benefits

	Department of Veterans Affairs
	Assistance with information about benefits, pensions, insurance settlements, and VA mortgages

	Consumer Affairs
	Counseling on consumer problems such as product shortages, price gouging, and disreputable business practices

	Aging Services
	Services to the elderly such as meals, home care, and transportation

	Mitigation
	Advice on preventing future losses

	Food and Nutrition Service
	Food stamp application for disaster victims


UNIT 4
CASE STUDIES

Name 


What actions would you, as an Applicant Services Program Specialist, take when seeing these applicants? What are the forms necessary in each case?
CASE 1
Mary Smith, a single mother with 3 small children who have respiratory issues, comes to the DRC and tells the Receptionist that she has registered and has homeowners’ insurance, receipts from a hotel, and a generator receipt that has been run through a washing machine. She asks if she is in the right place, because she has not heard from FEMA.
CASE 2
Mr. Jones just heard about FEMA and walked into the DRC to find out more. Mr. Jones is now with an Applicant Services Program Specialist; he says that he lost two weeks’ work at the factory due to the disaster and that his employer states that he won’t be opening back up for 1 more week. The applicant says that he does not have any food. Also, his car was washed away; he can walk to work, but not to a weekly doctor visit.
CASE 3
Billie Shackleton came in to change current mailing address (CMA). Ms. Shackleton told the Exit Interviewer that she forgot to mention that she had her SBA Application with her. It never came up with the Applicant Services Program Specialist, whose computer was not working. She also forgot to ask someone about raising her mobile home.

CASE 4
Mrs. Wilson, an elderly woman, is sitting with the Applicant Services Program Specialist; while she is explaining pictures of her damaged home, she starts crying and realizes that she has lost her prescription for Prozac, and apologizes for crying. Mrs. Wilson is on SSI and can’t afford her prescription. She has asked if we could speak with her daughter, who is not at the DRC at this time, but is helping her with affairs.

CASE 5
Ruby Chang comes to the ORC and reports that she has lost all her important papers including documentation of her home ownership. She provides a copy of her parents’ deed to her property and a copy of their will that has Ruby listed, but under her maiden name. You find in your case review that she was sent a rental assistance check that she has not received.

CASE 6
Your DRC Manager has asked you to gather the data indicating the total number of visitors for each service for the day, to fax to the DRC Coordinator at the JFO.
APPLICANT SERVICES IN THE DRC
Unit 5

KNOWLEDGE CHECK

Name 


Which answer best describes the title?

1.
DRC Manager

a)
Arranges for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies

b)
Greets applicants and logs them into the daily log

c)
Provides the applicant with appropriate IHP information

d)
Collects the routing slip from the applicant

2.
DRC Partners

a)
Other Federal agencies

b)
State agencies

c)
Non-profit agencies and organizations

d)
All of the above

3.
Generally an applicant who has registered and is visiting a DRC for the first time proceeds from:

a)
Applicant Services Program Specialist to Phone Bank to Voluntary Agencies to Exit Interview

b)
Reception to Mitigation to Other Needs Assistance (ONA) to Exit Interview

c)
Reception to Applicant Services Program Specialist to SBA/ONA to Mitigation to Exit Interview

d)
Reception to Phone Bank to Crisis Counseling to Exit Interview

4.
The Applicant Services Program Specialist:

a)
Arranges for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies

b)
Greets applicants and logs them into the daily log

c)
Provides the applicant with appropriate IHP information 

d)
Collects the routing slip from the applicant

5.
The Exit Interviewer:

a)
Arranges for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies

b)
Greets applicants and logs them into the daily log

c)
Provides the applicant with appropriate IHP information

d)
Collects the routing slip from the applicant

6.
Match the FEMA DRC partner to the service it provides.
___ Farm Service Agency
___ Social Security Administration
___ Food and Nutrition Service
___ Mitigation
___ Voluntary Agencies

A.
Assistance expediting delivery of checks delayed by the disaster and applying for disability and survivor benefits
B.
Emergency food, clothing, shelter, and medical assistance

C.
Advice on preventing future losses

D.
Emergency loans for physical or production losses. Grants for certain agricultural damage

E.
Food stamp applications for disaster victims

7.
When do you use the comment field within NEMIS?

a)
When an Applicant Services Program Specialist has direct contact with a registrant, co-registrant, or authorized person on a case

b)
When further explanation or additional information is needed in a case

c)
When recording or posting temporary information about a case

d)
Whenever the Applicant Services Program Specialist wants to relay his/her personal feeling about the case

8.
T/F: Only the Applicant Services Lead may refer an applicant who is especially distraught to Crisis Counseling.

9.
T/F: All first-time visitors to the DRC can go to Mitigation for information.

10.
When working in a DRC, whom would you take care of first?

a)
The applicant

b)
Your co-workers

c)
The DRC Manager

d)
Yourself
UNIT 1
COURSE OVERVIEW

TIME

25 minutes

UNIT OBJECTIVES

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

· List the objectives of this course

· Review Individual Assistance (IA) programs

SCOPE

· Individual introductions

· Course objectives

· IA programs
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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 the course before beginning introductions.
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COURSE OVERVIEW
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	· Applicant Services Program Specialists provide disaster recovery applicants with a “face” that applicants identify with FEMA. These Specialists need to work in accordance with FEMA’s standard procedures to provide applicants with accurate information in a timely manner.  

· The confidentiality of information that was covered in the Introduction to Individual Assistance (IA) applies throughout this course. 

· The goal of this course is to provide Applicant Services Program Specialists who work in the Disaster Recovery Centers (DRCs) with information and procedures to enable them to guide applicants through the recovery process.


	
	· Your job is important to the applicants and their recovery. What we are providing is the process of the future of FEMA—to standardize and improve the delivery of help to disaster victims.
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	Instructor Note: We are proud of the work you do and are pleased you are taking this training to ensure excellence in the delivery of FEMA services.
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Welcome

l

Introductions

l

Name

l

Home region

l

How long have you been with FEMA?

l

Have you worked in a DRC?

l

What are your expectations?
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	Instructor Note: As you start the class, 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.
· Tell us whether you have worked in a DRC.
· 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

List the duties of the Disaster Recovery 

Center (DRC) positions.

l

Identify and describe briefly the other 

agencies that could provide services in 

the DRC.

l

Describe the standard operating 

procedures for the DRC.
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	Instructor Note: Review course objectives.
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	By the end of this course, participants will be able to:

· List the duties of the DRC positions

· Identify and describe briefly the other agencies that could provide services in the DRC

· Describe the standard operating procedures for the DRC
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	Instructor Note: We will meet these objectives through lecture and discussion, as well as through group activities in which you will apply what you have learned. 
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Visual 5
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IA Program Review
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	Instructor Note: If Introduction to IA (DF-103) is conducted in conjunction with the Applicant Services in the DRC (DF-115) in a series, you may omit this review.
We are going to take a few minutes for review to be certain everyone recalls key information on Individual Assistance Programs.
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	Instructor Note: Review Alternatives:

Option I:

Hand out Unit 1: Review Questions (located in the Instructor Overview and Materials section). Allow participants 10–15 minutes. Discuss answers with class.

Option II:

Slice the questions (one set only) into strips. Ask participants to “pull out of a hat” (or box, or from table on which strips are placed face-down) and answer questions.

Option III:

Do not hand out Review Questions; instead use the questions to lead a discussion. Seek to engage each participant in the review.

Remember: Distributable copies for participants’ use are in the Instructor Overview and Materials section for either Option I or Option II. The answer key for Options I, II, and III is on the next page.
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	Now that we have introduced this course and ourselves and reviewed IA programs, let’s move into the new material by defining the DRC and looking at its various functions.


Unit 1
Review questions 
answer key

1.
What are the two main provisions of assistance in Individual and Household Programs (IHP)? Housing and Other Needs
2.
Number the order in which these Sequence of Delivery steps occur.

  3   Housing Assistance

  1   Voluntary Agencies

  5   Other Needs Assistance (ONA)
  4   Small Business Administration (SBA)
  6   Other Agencies (Additional Assistance/VOLAG/LTRC)

  2   Insurance

  7   Cora Brown

3.
List the four types of Housing Assistance.

Temporary Housing

Repairs

Replacement

Permanent Housing Construction (for certain island situations where use of mobile homes is not practical)
4.
What is the established program time limit for Rental Assistance? 
Up to 18 months

5.
Housing Assistance is provided in what two forms? Financial and Direct
6.
Who is eligible to receive Repairs? Owners
7.
Is there a dollar limit for IHP? Yes
Bonus—what is the current (FY 2008) limit? $28,800
8.
The Other Needs Assistance (ONA) program is cost-share in what split between State and Federal funds? State = 25% and Federal = 75%
9.
For Owners, a National Flood Insurance Requirement Act (NFIRA) requirement will remain in effect for what time period? The life of the property—forever
10.
T/F: The Joint Field Office (JFO) is the primary location of FEMA, State staff, and other Federal agencies’ liaisons for a given disaster.

11.
What is the name of the guide given to all applicants that explains disaster assistance programs? Help After the Disaster: Applicant’s Guide to Disaster Assistance
12.
List 3 other Federal agencies that may be available to assist during a disaster with or without a Presidential Declaration.

Internal Revenue Service
Department of Agriculture

Social Security Administration

Department of Housing and Urban Development

Department of Veterans Affairs

UNIT 2
THE DRC—DEFINITIONS AND DUTIES

TIME

45 minutes

UNIT OBJECTIVES


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

· Define the functions of the DRC

· Describe the types of DRCs

· Discuss roles and responsibilities of Applicant Services Program Specialist

· Describe duties of DRC positions

· Describe DRC work conditions
SCope

· DRC function
· DRC types

· Applicant Services Program Specialist duties

· DRC positions and duties

This page intentionally left blank.
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UNIT 2

THE DRC DEFINITIONS 

AND DUTIES
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	This unit will present the operations in the DRC and duties of the Applicant Services Program Specialist in the DRC.

· What is it like to work in a Disaster Recovery Center?

· What are the jobs in a DRC?

· How are the jobs defined?



	[image: image51.emf]
Visual 7
	[image: image52.wmf]Visual 

7

Unit 2 Objectives

l

Define the 

functions

of 

the DRC

.

l

Describe the types of DRCs. 

l

Discuss roles and responsibilities of 

Applicant Services Program Specialist.

l

Describe duties of DRC positions.

l

Describe DRC work conditions.
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	By the end of this unit, participants will be able to:
· Define the functions of the DRC

· Describe the types of DRCs

· Discuss roles and responsibilities of Applicant Services Program Specialist

· Describe duties of DRC positions

· Describe DRC work conditions
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	How would you describe the functions of the Disaster Recovery Center?
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	Instructor Note: Ask this question before showing the next slides and get responses from participants.
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Visuals 8 & 9
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Functions of the DRC

l

Registration with FEMA

l

Guidance on disaster recovery

l

Clarification of correspondence

l

Housing assistance and rental resource 

information
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Functions

of the DRC

l

Status of applications

l

Referrals

l

SBA workshop

l

Mitigation information

l

Problem resolution
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	Disaster Recovery Centers are often described as “one-stop service centers” where area residents can meet face-to-face with representatives from FEMA and its public and private partners to receive personalized information about available disaster assistance.

Among the services that FEMA and its partners can provide at the DRC are: 

· Registration with FEMA by way of telephone or Web connection with the NPSC when the DRC has a phone bank and/or computers

· Guidance on the disaster recovery process

· Clarification of written correspondence from FEMA 

· Housing assistance and rental resource information

· Status of applications being processed by FEMA, SBA, and the State

· Referral information for other agencies

· SBA workshop

· Mitigation information

· Problem resolution and answers to questions
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	Instructor Note: 

Example 1: Check on NEMIS or “Status Check.”

Example 2: Mitigation information may be available. Talk about different types of disasters—flood, tornado, earthquake—and how mitigation can assist, e.g., in the need for elevating furnaces in basements and in how to remove mold, for floods; build safe rooms and install hurricane straps for protection in tornadoes.
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Types of DRCs

l

Fixed facility

l

Mobile staff/fixed facility

l

Mobile staff/mobile facility
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	There are three types of DRCs.

· Fixed Facility DRCs: This is a Federal, State, or local facility in an area of high impact. Other resources are used when such a facility is unavailable.

· Mobile staff using fixed facilities: DRC staff will travel for short-term visits to various locations where there are a low number of registrations or to accommodate individuals unable to travel. They may use fixed facilities, such as conference rooms in a public building. 

· Mobile staff in mobile facilities: DRC staff will travel to various locations using a mobile center, such as a recreational vehicle or tractor-trailer.
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Staffing in the DRC

An Applicant Services Program Specialist 

may be:

l

Local Hire

l

DAE 

l

Generalist

l

PFT

l

CORE




	[image: image66.emf]
	An Applicant Services Program Specialist may be a: 

· Local Hire
· Disaster Assistance Employee (DAE)
· Generalist

· Permanent Full Time (PFT)
· Cadre of Response Employees (CORE)
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	Instructor Note: 
Example: DAEs already hold job titles and have experience in disaster-related work. Local Hires are hired from the community where the disaster occurred. Generalists are additional staff managed through headquarters to fill needed responsibilities.

· You may be located at the JFO, the DRCs, or the NPSC.
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	Instructor Note: In this course, we are talking about Applicant Services Program Specialists assigned to the DRC. We will identify the positions and provide descriptions of responsibilities next.
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DRC Positions



Applicant Services Program Specialist



Receptionist



Applicant Assistant



Team Lead



Exit Interviewer



DRC Manager
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	You may be assigned to one of the several positions at the DRC:
· Applicant Services Program Specialist

· Receptionist

· Applicant Assistant

· Team Lead
· Exit Interviewer

· DRC Manager is the title for the person with overall responsibility in the DRC.
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	Instructor Note: We will walk through the various positions in the next pages.
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Receptionist

l

Greet applicants.

l

Ask individuals to sign in.

l

Confirm registration information.

l

Direct individuals to appropriate stations. 

l

Identify visitors for Manager.
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	The Receptionist duties:

· Greet applicants.
· Ask individuals to sign in.
· Start routing slip.
· Confirm registration.
· Direct individuals to appropriate stations.
· Identify visitors for DRC Manager.
· Notify Manager of any issues or concerns.
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	Instructor Note: 

Example 1: If an applicant is a second-time visitor, direct only to service needed, i.e., SBA.
Example 2: Identify media, elected officials, special needs applicant.
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Applicant Assistant

l

Interview applicant.

l

Brief applicant on process.

l

Route to appropriate agencies.

l

Help applicant with problems/issues.
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	The Applicant Assistant function in the DRC is to provide program content information specific to the applicant. You are the person they rely upon for accurate, timely information. Try to develop a level of trust with the person while moving him or her through the process efficiently.
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	Instructor Note: 

Example:

When reviewing NEMIS, if application is “HAPP,” ensure that the routing slip indicates a visit to SBA. (HAPP is a term used in the NEMIS banner indicating that the housing application has been sent. It can be concluded, because it is HAPP, that the applicant needs to complete and return. Only after it is received is further consideration possible for ONA assistance.)
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	The Applicant Assistant duties:

· Interview applicant.
· Brief applicant on process.
· Ensure that applicant visits appropriate agencies.
· Provide applicant with update of application.
· Help applicant with problems/issues.
· Keep your Lead current with potential issues and concerns.
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	You have already taken the Web Applicant Inquiry (DF-116) course. As an overview, remember that documenting applicant information is vital to assistance processing. The comment tab in NEMIS is used to document processing decisions, or report information that is helpful to tracking casework. Within this tab, you have the option of creating:

· Contact—when an Applicant Services Program Specialist has direct contact with a registrant, co-registrant, or authorized person in a case

· Comment—when further explanation or additional information is needed for a case
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Team Lead

l

Support Applicant Services Program 

Specialists.

l

Conduct daily briefings.

l

Liaison with IHP staff.

l

Assist with applicants.

l

Request training.

l

Mentor staff.
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	The Team Leader supervises and supports the Specialists in the DRC. Team Leader duties: 

· May conduct daily briefings with the DRC staff, notify them of any disaster-specific issues that have changed, or of anything that Lead anticipates will affect the work of the DRC that day.

· May have NEMIS rights to make changes in Applicant Information.

· May serve as the DRC’s liaison to the IHP staff in the JFO. One point of contact at the DRC eases coordination of communication.

· Assist with applicants as needed, giving rest breaks to Specialists and helping with applicants needing additional assistance.

· Provide Applicant Service training and requests additional training for DRC staff.

· Mentor and coach Applicant Services Program Specialist and provides constructive feedback personal development.
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Exit Interviewer

l

Collect routing slips. 

l

Confirm that applicant questions were 

answered.

l

Distribute brochures.

l

Complete daily summary sheet.
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	The Exit Interviewer makes final contact with applicants leaving the DRC. Exit Interviewer duties:

· Collect routing slips.
· Confirm that applicant questions were answered.
· Distribute brochures.
· Determine applicant satisfaction trends.
· Complete daily summary sheet; may assist with reporting requirements.
· Perform other miscellaneous duties, as needed.
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	Instructor Note: If an agency is not represented, ensure that applicant receives available brochures.

Example: You may enter routing slip data/information onto summary sheet and daily reports for JFO.

	[image: image91.emf]
Visual 17
	[image: image92.wmf]Visual 

17

Translator

l

May be needed in disaster communities

l

Stays with applicant through his/her 

route in the DRC
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	Translators may be needed in some areas affected by disaster. Translators could be FEMA Applicant Services Program Specialists. They may be from the community, representatives from the American Red Cross, or volunteers with other agencies.




	
	When you have translators in the DRC, they are assigned to, and stay with, one applicant at a time as the applicant goes through the route recommended.

In this way the applicant feels comfortable, instead of changing from one translator to another.
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	Instructor Note: You may also call the helpline number, 
1-800-621-FEMA(3362) for translation.
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DRC Manager

l

Manage and coordinate DRC operations.

l

Supervise, train, and mentor staff. 

l

Coordinate administrative functions.

l

Arrange logistical support.

l

Assist with applicants.
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	Instructor Note: This is a Federal facility. The Manager ensures the safety and security of the applicants and staff. Manager and Lead may be interchangeable in the DRC.
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	The DRC Manager works alongside a State DRC Manager, when provided, to maintain smooth day-to-day-operations at an individual DRC facility.

The DRC Manager duties: 

· Interact and coordinate with representatives of all the agencies in the DRC.

· Assist Lead in training, mentoring, and supervising DRC staff on the delivery of applicant services to ensure that current IA programs and policies are followed.  

· Coordinate the administrative functions in the DRC, including personnel records, payroll, and travel.

· Arrange for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies.

· Watch for the well-being of the DRC personnel, acquiring or providing the support they need to continue to work effectively.


	
	· Assist with applicants as needed, giving rest breaks to Specialists and helping with applicants who require additional assistance.

· Ensure that all DRC staff members are aware of the FCO Administrative Memo specifying appropriate attire, etc.

· May conduct daily briefings.
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	Instructor Note: Additional duties will be discussed in 
Unit 4: DRC Procedures.
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	What are some of the factors to consider when working in a DRC?
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	Instructor Note: Ask this question before showing the next visual and get responses from participants. Make sure answers include:
· Size, location, long lines, special needs, various other agencies, space, and safety
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Work Conditions in a DRC

l

Physical

l

Facility

l

Infrastructure

l

Space

l

Temperature

l

Work Conditions

l

Security

l

Noise

l

Hours

l

Commute
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	DRCs are most likely to be located in a disaster-affected area, so be prepared for that type of environment.
The physical condition of facilities may vary from a building with all the amenities to a tent. 

· Telephones and phone banks vs. cell phones and intermittent service

· A large gymnasium vs. crowding table to table

· Extreme heat or cold

· Good lighting vs. poor lighting

Sometimes you may be requested to move tables and chairs or cart boxes and brochures. You also may face personal physical challenges. Your site may be clean and have regular services or you may be asked to perform janitorial duties.
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	Instructor Note: 

Example: 
You may be working in a DRC for days after a disaster with limited amenities:

· Bottled water

· Generators

· Portable toilets

Instructor may add specific personal experiences as an example or ask participants to share an example for each category.
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	Your work conditions may include long hours, long commutes, variable housing quality, and limited availability of food and water.

There may be extreme noise, long lines of applicants, and various special needs.

Some places have high security, while others do not.
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Work Conditions in a DRC



Mental/Emotional



Applicant attitudes



Politics of the event



Language barriers
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	You will deal with many emotional issues for yourself and with the applicants.  

You may encounter applicants who are in shock and grieving; some may be hostile and angry. Others may be extremely grateful for your help.

It may be only days since the event, with damaged infrastructure and limited amenities.



	
	You may hear about so many problems and disastrous situations that you are worn out by the impact of the event on others.

· Loss of family member(s)

· Separation of family

· Loss of job

· Loss of pet

· Home destroyed 

· Time it takes insurance to settle
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	There may be services available, such as crisis counseling and EAP for staff.

Know now that you will have to deal with all this and more—you need to be flexible and adapt to the many situations you will find in the DRC environment.
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DRC Well-Being



Breaks



Water and snacks



Attire



Rest and relaxation



After-hours contact point
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	During deployment, everyone has personal responsibility for his or her own health and safety. In addition, you should help one another; you are members of a team and should act like it.

Be sure that you remember:

· Take care of yourself first.

· Take ample breaks during the day to pace yourself and conserve your energy. Keep your stress under control.

· Drink water and eat healthy snacks, remembering NOT to eat in front of applicants.

· Wear comfortable attire that is appropriate for the weather and the locale. DO NOT wear expensive or excessive amounts of jewelry or heavy fragrances.

· Find ways to get adequate rest when off-duty. Sleep a healthy number of hours nightly and find relaxing and appropriate recreation.

· Have an after-hours contact point with someone on your DRC team. You need to know that your work partners are healthy and safe.


	[image: image116.emf]
	Instructor Note: 

Example: As we are instructed on any airline flight to secure the air mask on ourselves before putting masks on our children, so also we must care for ourselves in order to properly assist others.

The FCO issues an administrative memo on every disaster, addressing attire, lodging, etc.
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	Instructor Note: Suggest break for about 10 minutes before moving on to Unit 3.

	[image: image118.emf]
	Now that we have talked about the work responsibilities and assignments in the DRC, we will learn about the partner agencies that we have in the DRC.
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UNIT 3
DRC PARTNERS

TIME

30 minutes

UNIT OBJECTIVES

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

· Identify agencies and organizations that may be present in the DRC

· Describe the primary services of the partners

SCOPE

· Federal agency partners

· State agency partners

· Non-profit agencies and organizations
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UNIT 3

DRC PARTNERS
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	This unit will help identify the various partner agencies that may be present in the DRC. 
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Unit 3 Objectives

l

Identify agencies and organizations that 

may be present in the DRC.

l

Describe the primary services of the 

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

· Identify agencies and organizations that may be present in the DRC

· Describe the primary services of the partners
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	Instructor Note: As you know, FEMA is the coordinating agency for disaster recovery. Many other private, State, and Federal entities have services for disaster victims.
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	If the DRC is “a one-stop service center,” what partners would you expect to find in a Disaster Recovery Center?
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	Instructor Note: Ask this question before showing the visuals and get responses from the group. Write responses on easel chart or dry-erase board.
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Partners

Some DRC Partners may include:

l

Other Federal agencies

l

State and Local agencies

l

Voluntary agencies
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	· Voluntary Agencies
· Small Business Administration

· Crisis Counseling

· Tax Assistance

· Employment Services

· Farm Service Agency

· Insurance

· Young Lawyers Association

· Social Security Administration

· Department of Veterans Affairs

· Consumer Affairs

· Aging Services

· Mitigation
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	Instructor Note: Supplement participants’ responses.
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	These partners, and possibly local groups, could be in the DRC. The actual representation depends on the staffing availability of agencies.
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Partners Activity

1.

Do not open or look at strips.

2.

Instructor will indicate when to start.

3.

Match agency/organization strips with 

the service they provide. You have 28 

strips or 14 matches.

4.

When FINISHED, everyone in the 

group raises his/her hand.
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	Instructor Note: Instructions for activity:
· Divide class into small groups of 3–4 to encourage participation by all.

· Distribute strips face-down or in an envelope.

· Instruct groups not to open or look at the strips.

· Tell groups that you will start a timer and tell them to “GO.”

· Instruct the groups to match the agency/organization cards with the service description. You have 28 strips or 14 matches.

· When the first group raises their hands to indicate “FINISHED.” You have a “winner.” Allow all a few minutes to complete.

· Read the correct matches and determine which group has the greatest number of accurate responses. Discuss/answer questions.

· (Optional) Award a small prize such as candy or stickers to the winning team.

See the Instructor Overview and Materials section to obtain strips for copying. Strips have agency or organization names, and a matching strip contains a description of the services they provide. Prepare one set for each work group. Shuffle. Make copies of the Partners Chart located in the Instructor Overview and Materials section and distribute to the class after the activity.
At the conclusion of the activity: You have gained knowledge about FEMA partners. You have fostered cooperation among your team members just as you will in the field among your FEMA partners. As an Applicant Services Program Specialist in a DRC, JFO, other location, or assignments, it is important for you to have accurate knowledge and positive cooperation. Communication is essential to your ability to fulfill your mission.
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	Instructor Note: Unit 3: Partners Activity questions map to the following objectives: “Identify agencies and organizations that may be present in the DRC” and “Describe the primary services of the partners.” Location of content from which activity was created: Unit 3, p. IG-3-4.
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	What services did you learn about that you had not heard of before?

Can you share your personal or observed experience with a partner and/or representative?
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	Let’s look more closely at the DRC procedures and walk through the work flow in a DRC.


 UNIT 4
DRC PROCEDURES

TIME

70 minutes

UNIT OBJECTIVES

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

· Demonstrate work flow in the DRC

· Describe the relationship of the Joint Field Office (JFO) to the DRC

· Discuss communication protocol within the DRC and between the DRC and the JFO

SCOPE

· JFO/DRC relationship

· DRC communications

· DRC procedures
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UNIT 4

DRC PROCEDURES
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	This unit will present the DRC procedures in detail and will also discuss our relationships within the DRC and to the JFO.
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Unit 4 Objectives

l

Demonstrate work flow in the DRC

l

Describe relationship of Joint Field Office 

(JFO) to the DRC

l

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

· Demonstrate work flow in the DRC

· Describe the relationship of the Joint Field Office (JFO) to the DRC

· Discuss communication protocol within the DRC and between the DRC and the JFO
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Progression of Services

(A)

Reception

(D)

SBA

(E)

ONA/ 

State

(G)

Volunteer 

Groups

(C)

Applicant 

Services 

Program 

Specialist

(B)

Phone or

Computer 

Bank

(H)

Other 

Services

(F)

Mitigation

(I)

Exit 

Interview

(J)

Crisis 

Counseling
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	Instructor Note: Refer students to the diagram on Visual 28 in the Student Manual. Discuss the progression of services and actions of each person, station, or table in the DRC.
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	Instructor Note: The forms following the description of each person/station/table in the DRC can be discussed to further illustrate the services offered to applicants and the process used in support of Applicant Services.
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	(A) Reception Area

· Individuals are greeted as they enter the DRC.

· Registration status is determined. 

· If person is not registered, direct to phone or computer bank for Registration Intake.

· If person is registered, direct to an available Applicant Services Program Specialist.

· The applicant receives a routing slip.

· Applicants are directed to appropriate service in the DRC.
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	Instructor Note: 

See following forms:

· DRC Reception Log (p. IG-4-9)
· Telephone Registration at the Disaster Recovery Center (p. IG-4-11)
· Disaster Recovery Center Routing Slip (p. IG-4-13)
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	(B) Phone and/or Computer Bank

· Registration Intake process is explained.

· Applicant may be introduced to intake staff.

· If Web-based registration is available, applicant is assisted in filing information. (One person assists for every 5 computer stations.)
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	Instructor Note: 

See following forms:

· FEMA Contact Sheet (p. IG-4-17)
· Request to Stop Payment and Reissue Housing Assistance Check (p. IG-4-19)
· Illegible Receipt Verification Form (p. IG-4-21)
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	(C) Applicant Services Program Specialist

· Housing Assistance
· Interview is conducted and information verified.

· Applicant is provided with information on application timeline and status of assistance, and is provided with a response to his/her needs.

· Applicant is directed to appropriate referrals.

· Solutions are recommended to applicant’s concerns.
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	Instructor Note: 

See following forms:

· Disaster Recovery Center Routing Slip (p. IG-4-13)
· FEMA Individual & Household Program Update 
(p. IG-4-15)
· FEMA Contact Sheet (p. IG-4-17)
· Request to Stop Payment and Reissue Housing Assistance Check (p. IG-4-19)
· Illegible Receipt Verification Form (p. IG-4-21)
· Authorization for Release of Information (ROI) (p. IG-4-23)
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	Instructor Note: Suggest break for about 10 minutes before moving on with the remaining services.
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	(D) Small Business Administration

· Information is provided on loan program.
· Loan application is completed.
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	(E) Other Needs Assistance

· Other needs are addressed based on disaster specifics.
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	Instructor Note: 

See following:

· Special Needs Intake Form (p. IG-4-25)
· Written Release of Information (ROI) Letter (p. IG-4-27)
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	(F) Mitigation

· Advice is provided on preventing future losses. All first-time visitors should go to Mitigation for information.
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	(G) Voluntary Organizations

· These may assist with emergency food, clothing, shelter, and medical assistance.

	
	(H) Other agencies as available and applicable

· Many additional services may be available in various disaster circumstances. Appropriate referrals for your particular situation may vary from one DRC to another.
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	(I) Exit Interview

· Applicant is interviewed and it is confirmed that all his/her concerns have been addressed.

· Informational brochures are distributed to the applicant from additional agencies that may not be physically present in the DRC.

· Routing slips are collected.

· Any trends are noted.
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	(J) Crisis Counseling

· This is available for applicants at any time when they are visiting DRC.

	
	(K) Reporting 

· Data collection is performed.
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	Instructor Note: 

See following forms:

· Disaster Recovery Center Summary Sheet (p. IG-4-29)
· Disaster Recovery Center Daily Report (p. IG-4-31)
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	Instructor Note: In any one of the positions above, if any trends or problems are identified, report to DRC Manager, i.e., applicant transportation needs which may result from lack of a bus route.
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	REFERENCES

· DRC Reception Log

· Telephone Registration at the Disaster Recovery Center

· Disaster Recovery Center Routing Slip

· FEMA Individual & Household Program Update

· FEMA Contact Sheet

· Request to Stop Payment and Reissue Housing Assistance Check

· Illegible Receipt Verification Form

· Authorization for Release of Information

· Special Needs Intake Form

· ROI Letter

· Disaster Recovery Center Summary Sheet

· Disaster Recover Center Daily Report
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[image: image173.emf]February 2007 DRC A-4 DISASTER # ____________ DRC #___________________ETA D DRC RECEPTION LOG # Name Registration # Telephone # County
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[image: image174.emf]February 2007 DRC A-8 TELEPHONE REGISTRATION AT THE DISASTER RECOVERY CENTER 1.   CALL THE TELEREGISTRATION CENTER 1-800-621-3362 2.   HAVE YOUR SO C IAL SECURITY NU M BER AND HOUS EHO LD IN C O M E AVA ILA B LE TO G IV E TO TH ER EGISTR A TION OPER A TO R 3.YOU  WILL BEA SK ED QU ESTIONS R EL A TED TO YOUR PR OPERTY DAMAGE 4. W H EN THE O PERATOR COMPLETES A LL OF TH E QU ESTIONS,YOU W ILL B E GIVEN AN APPLICATION NUM B ER. W R ITE YOUR APPLIC ATION NUMBER HERE_______________________ 5. FINALLY, YOU W ILL BE TOLD WH ICH PROGRA M S MAY BE AB LE TO       ASSIST YOU.  (F ED ERAL, STATE, VO LUNTARY, ETC.) 6.   YOUM AY BE RE FERR ED TO THE S B A (SMALLBU SINESS ADMINISTRATION) FOR A LOAN APPLICA TIO N 7. YOU M AY BE REFERR ED TO O TH ER N EEDS A SSISTAN C E(ONA) PLEASE CIRCLE THE ASSISTANCE TY PES THAT AR E RECOM M END ED : HOUSING OTHERNEEDS SBA ASSISTANCE THANK YOU! 11/25/2002
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[image: image175.emf]February 2007 DRC A-5 DISA STER RECOV ERY CEN T ER ROUTING SLIP N am e ________________________ County _________________ Date ___________ Welcom e to the recovery center.  The following agencies are here toassist you with your disaster-related needs. Pleasevisit all the a gencies checkedon this sheet. Agency Initials 1. Phone Bank Registration 2. DRC Registration 3. Housing Assistance 4. Other Needs Assistance 5. Sm all Business Ad m inistration (H om e and Business) 6. Disaster Une m ploym ent 7. Crisis Counseling 8. Internal Revenue Service/State Tax 9. Agricultural Agencies 10. Hazard Mitigation 11. Insurance 12. Aging Services 13. VoluntaryA gencies 14. LegalServices 15. 16. 17. 18. ExitInterviewer Please return this fo rm  to theE X IT INTERVIE W ER as you leave.  If you have additio nal questionsor do not feel that all y ourquestio nsw ere answered, please let the EX IT INTERVIEWER know and they will arrangeto have som eone speakw ith you. 01/22/05
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[image: image176.emf]April2005 DRC A-18 FEDE RA L EME RGE NCY MA N A GEMENT AG ENCY INDIVIDUA L & HO USEHO L D PROGRAM UPDATE NAME OF APPLICANT TELEPHON E NO. APPLICATION NO. CURRENT STATUS(Ifchanged)   Eligible Ineligible-insurance W ithdrawn  Ineligible-other CURRENTADDRESS (Ifchanged) Change: DATE ACTION TAKEN INIT. PREPARED BY APPROVED BY APPLICANT SERVICES REPRESENTATIV E DATE SUPERVISO R DATE
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[image: image177.emf]April2005 DRC A-17 FEDE R AL EMER GEN CY MA NA GEMENT AG ENCY C O NTACT SH EET 1.DR # 2. R EGISTRATION # 3.APPLICA NT NAM E CASEW ORKER DATE CO MM ENTS
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[image: image178.emf]April2005 DRC A-16 Registration # _____________________ Request toStop Paym ent and Reissue Housing Assistance Check Ifyou want FEMA to stop paym entofthe check,please fillin the linesbelow. Reissuance ofa checkm ay take up to six weeks. I _______________________________________, request a stop payment and reissue of m y FEMA Housing Assistance check in the am ount of $_____________. Due to circum stances beyondm y control, I am not ableto locate and cash this check. ________________________________________ _________________________ Signature Date My currentm ailing address is: _____________________________________________________ _____________________________________________________ _____________________________________________________ _____________________________________________________ Phone # _______________________
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[image: image179.emf]April2005 DRC A-20 ILLEGIBLE RECEIPT VE RIFICATION FORM DR#__________ REG#___________ Last Na m e_______________ Verified By: _____________________ Date: ___________________ Title: ____ _______________________ Location:________________ Region #________ Type of receipt: Merchan t_______Hotel/Motel_____Other_________________ Date of Purchase: _________________________________________________ Place of Purchase (St ore, Individual, Etc.)______________________________ Address ________________________________________________________ Phone # ________________________________________________________ Store I. D. #______________________________________________________ Invoice # ________________________________________________________ Item (s) Purchased_________________________________________________ Purchase Price(s)_________________________________________________ Method of Pay m ent   C ash______ Credit______ Original receipts attached:   Yes_____        *No   ______ **If No please explain why**
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Written Release of Information Letter
Do not put 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)
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Relationship

DRC Coordinator

DRC Applicant Services 

Program Specialist

Logistics
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Community Relations

Voluntary Agencies 
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Equal Rights Officer

Travel Manager

Administration

DRC Manager

DRC Team Leader
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	Instructor Note: Refer participants to the diagram as you discuss the relationships and communication links with JFO personnel.
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	DRC Coordinator

· Shares pertinent JFO and employee information for dissemination to DRC Staff

Manager

· Reports personnel/staffing issues, statistics on DRC activity, and other situations to DRC Coordinator in daily reports and conferences

· May coordinate with Logistics regarding accountable property, requests for DRCs (computers, cell phones), information technology (software, user rights, technical support), furnishings, supplies, and courier services

· May contact Safety and Security on DRC setup, workplace safety issues, and daily DRC site security. Gathers information on local area safety regarding accommodations, neighborhoods, and travel routes; may include contact with local law enforcement

· May provide information to Community Relations (CR) identifying special groups, opportunities to distribute FEMA information, and undetected areas. In turn, CR gathers information for the DRC concerning area-specific and potential applicant issues

	
	Applicant Services Lead

· May communicate with applicant services counterparts in the JFO on complex cases and applicant issues beyond the scope of the DRC

· May contact VOLAG/Special Needs regarding cases of special-needs households that require additional assistance.


	
	All Staff

· May communicate with Equal Rights Officer (ERO), Travel, and Admin at the JFO on personal issues as appropriate
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Case Studies

1.

Read assigned cases.

2.

Determine actions you would take as 

Applicant Services Program Specialist.

3.

Identify use of forms appropriate to 

each case.

4.

Report results to class.
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	Instructor Note: 

Instructions for case studies:

· Divide class into work groups.

· Assign case studies to each work group or all, as time allows.

· Ask them to read and discuss the cases, determining what actions the DRC staff members would take when seeing these applicants. 

· Identify the appropriate forms (pp. IG-4-9 to IG-4-31). 

· Allow 10 or more minutes for group discussions, depending on number of cases assigned.

· Have groups share the results of their discussion with the whole class.
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	What revelations did you have regarding the role of and situations faced by DRC staff?

Where does DRC staff get support and help for situations beyond the scope of their experience and knowledge?

	[image: image191.emf]
	Now that we have examined the duties of the DRC positions, the partners that may be present in the DRC, and the work flow in the DRC, let’s review what we covered today and resolve any outstanding issues you might have. 


UNIT 4
CASE STUDIES 
Answer KEY

What actions would you, as Applicant Services Program Specialist, take when seeing these applicants? What forms are necessary in each case?
NOTE: All the cases below map to the following objectives: “Demonstrate work flow in the DR,” “Describe the relationship of the Joint Field Office (JFO) to the DRC,” and “Discuss communication protocol within the DRC and between the DRC and the JFO.” Location of content from which cases were created: Unit 4, pp. IG-4-4, 4-5, and 
4-6.
CASE 1
Mary Smith, a single mother with 3 small children who have respiratory issues, comes to the DRC and tells the Receptionist that she has registered and has homeowners’ insurance, receipts from a hotel, and a generator receipt that has been run through a washing machine. She asks if she is in the right place, because she has not heard from FEMA.

Actions:

· Receptionist

· Log in*

· Start routing slip*
· Send to Applicant Services Program Specialist

· Remind her to return routing slip to Exit Interviewer*
· Applicant Services Program Specialist

· Send to Mitigation for cleanup necessity and “how to”

· Check file for receipt of Insurance Settlement/Denial

· Complete Contact Sheet/NEMIS Contract/Comment*
Form:
· Illegible Receipt Verification for generator receipt

*These forms are also necessary for the cases below (they are not mentioned again for each case.)

CASE 2
Mr. Jones just heard about FEMA and walked into the DRC to find out more. Mr. Jones is now with an Applicant Services Program Specialist; he says that he lost two weeks’ work at the factory due to the disaster and that his employer states that he won’t be opening back up for 1 more week. The applicant says that he does not have any food. Also, his car was washed away; he can walk to work, but not to a weekly doctor visit.

Actions:
· Send to Teleregistration
· Send to Disaster Unemployment Assistance (DUA)

· Refer to ARC for meals

Forms:

· Special Need

· Release to VOLAG (ROI) for immediate transportation need

· Telephone Registration form

CASE 3
Billie Shackleton came in to change current mailing address (CMA). Ms. Shackleton told the Exit Interviewer that she forgot to mention that she had her SBA Application with her. It never came up with the Applicant Services Program Specialist, whose computer was not working. She also forgot to ask someone about razing her mobile home.

Actions:
· Exit Interviewer re-routes to SBA

· Also re-route back to Applicant Services Program Specialist for verification of inspection. Needed or completed (if inspection was completed, does it address jack and re-level?)

Form:

· Information Update Form for CMA

CASE 4
Mrs. Wilson, an elderly woman, is sitting with the Applicant Services Program Specialist; while she is explaining pictures of her damaged home, she starts crying and realizes that she had lost her prescription for Prozac, and apologizes for crying. Mrs. Wilson is on SSI and can’t afford her prescription. She has asked if we could speak with her daughter, who is not at the DRC at this time, but who is helping her with affairs.

Actions:
· Route to Crisis Counseling for stress

· Apprize her that ONA program can help with replacement of medicine when receipts are submitted
· Route to VOLAG for immediate need to replace missing medication

· Explain Authorization for Release of Information (ROI) for speaking to third party

Forms:
· Special Needs form
Letter: 

· Written Release of Information (ROI) Letter (not on FEMA letterhead)
CASE 5
Ruby Chang comes to the ORC and reports that she has lost all her important papers including documentation of her home ownership. She provides a copy of her parents’ deed to her property and a copy of their will that has Ruby listed, but under her maiden name. You find in your case review that she was sent a rental assistance check that she has not received.

Actions:
· Refer to DLS for lost documents assistance (for ownership issue and marriage certificate showing name change)

· Review CMA/EFT Information

Forms:

· Information Update for Submission of copy of deed and will

· Stop Payment Form as necessitated per review

CASE 6
Your DRC Manager has asked you to gather the data indicating the total number of visitors for each service for the day, to fax to the DRC Coordinator at the JFO.

Actions:
· Gather all DRC routing slips.
· Enter total data onto DRC Summary Sheet.
· Enter totals on DRC Daily Report.
· Fax Daily Report to JFO.
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UNIT 5
COURSE Conclusion
TIME

25 minutes

UNIT OBJECTIVES

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

· Review the course objectives

· Complete a Knowledge Check with 80% accuracy

SCOPE

· Summary of course content
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COURSE conclusion
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UNIT 5

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 and review Knowledge Check areas as participant needs require and time permits.
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	· Do you have all your questions answered? (“Parking Lot” resolved?)

· Now is the opportunity prior to the Knowledge Check to clarify any issues on your mind.
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Course Objectives

l

List the duties of the DRC positions

l

Identify and describe briefly the other 

agencies that could provide services in 

the DRC

l

Describe the standard operating 

procedures for the DRC
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	Review the course objectives.

· List the duties of the DRC positions.

· Identify and describe briefly the other agencies that could provide services in the DRC.

· Describe the standard operating procedures for the DRC.
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Knowledge Check
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	Hand out the Knowledge Check.
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	Instructor Note: 

· Allow 5 to 10 minutes for completion of test.

· Review answers with participants.




APPLICANT SERVICES IN THE DRC

Unit 5

KNOWLEDGE CHECK

Answer Key

Which answer best describes the title?

1.
DRC Manager

a)
Arranges for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies.
b)
Greets applicants and logs them into the daily log.

c)
Provides the applicant with appropriate IHP information.

d)
Collects the routing slip from the applicant.

(This question maps to the following objective: “Describe duties of DRC positions.” Location of content from which activity was created: Unit 2, p. 
IG-2-11.)
2.
DRC Partners

a)
Other Federal agencies

b)
State agencies

c)
Non-profit agencies and organizations

d)
All of the above
(This question maps to the following objective: “Identify agencies and organizations that may be present in the DRC.” Location of content from which activity was created: Unit 3, p. IG-3-4.)
3.
Generally an applicant who has registered and is visiting a DRC for the first time proceeds from:

a)
Applicant Services Program Specialist to Phone Bank to Voluntary Agencies to Exit Interview

b)
Reception to Mitigation to ONA to Exit Interview

c)
Reception to Applicant Services Program Specialist to SBA/ONA to Mitigation to Exit Interview
d)
Reception to Phone Bank to Crisis Counseling to Exit Interview

(This question maps to the following objective: “Demonstrate work flow in the DRC.” Location of content from which activity was created: Unit 4, p. IG-4-4.)
4.
The Applicant Services Program Specialist:

a)
Arranges for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies

b)
Greets applicants and logs them into the daily log

c)
Provides the applicant with appropriate IHP information 
d)
Collects the routing slip from the applicant

(This question maps to the following objective: “Discuss roles and responsibilities of Applicant Services Program Specialist.” Location of content from which activity was created: Unit 2, p. IG-2-8.)

5.
The Exit Interviewer:
a)
Arranges for the logistical support of the DRC, including acquisition and maintenance of equipment and supplies

b)
Greets applicants and logs them into the daily log

c)
Provides the applicant with appropriate IHP information
d)
Collects the routing slip from the applicant
(This question maps to the following objective: “Describe duties of DRC positions.” Location of content from which activity was created: Unit 2, p. 
IG-2-10.)
6.
Match the FEMA DRC partner to the service it provides.

 D  Farm Service Agency

 A  Social Security Administration

 E  Food and Nutrition Service

 C  Mitigation

 B  Voluntary agencies


A.
Assistance expediting delivery of checks delayed by the disaster and applying for disability and survivor benefits

B.
Emergency food, clothing, shelter, and medical assistance

C.
Advice on preventing future losses

D.
Emergency loans for physical or production losses. Grants for certain agricultural damage

E.
Food stamp applications for disaster victims

(This question maps to the following objective: “Describe duties of DRC positions.” Location of content from which activity was created: Unit 4, p. IG-4-6-6.)
7.
When do you use the comment field within the NEMIS Comment Tab?

a)
When an Applicant Services Program Specialist has direct contact with a registrant, co-registrant, or authorized person on a case

b)
When further explanation or additional information is needed in a case
c)
When recording or posting temporary information about a case

d)
Whenever the Applicant Services Program Specialist wants to relay h personal feeling about the case

(This question maps to the following objective: “Discuss roles and responsibilities of Applicant Services Program Specialist.” Location of content from which activity was created: Unit 2, p. IG-2-9.)
8.
T/F: Only the Applicant Services Lead may refer an applicant who is especially distraught to Crisis Counseling.

(This question maps to the following objective: “Describe the relationship of the Joint Field Office (JFO) to the DRC.” Location of content from which activity was created: Unit 4, p. IG-4-6.)
9.
T/F: All first-time visitors to the DRC can go to Mitigation for information.

(This question maps to the following objective: “Demonstrate work flow in the DRC.” Location of content from which activity was created: Unit 4, p. IG-4-6.)
10.
When working in a DRC, who would you take care of first?

a)
The applicant

b)
Your co-workers

c)
The DRC Manager

d)
Yourself
(This question maps to the following objective: “Describe DRC work conditions.” Location of content from which activity was created: Unit 2, p. IG-2-14.)
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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: image209.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




(











