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Ms. Melissa Young joined the Federal Emergency Management Agency (FEMA) in May 1995 as a temporary local hire responding to the recovery needs associated with the Oklahoma Bombing. This event was unprecedented as the first man-made disaster and act of domestic terrorism to be declared under the Stafford Act for Individual Assistance. She reported for training and immediate work at the Virginia National Teleregistration Call-Center satellite location at the Mount Weather facility. Her very first tasks were responding to incoming phone calls, fielding questions, taking paper applications, and assisting those disaster survivors’ family members with subsequent referrals and pertinent information in which to act upon. Shortly thereafter, her initial tenure as an intermittent Teleregistration Service Representative and local hire rapidly presented ever-evolving opportunities and an accretion of roles and responsibilities as FEMA re-missioned its Recovery Division to include integrating the National Teleregistration Call-Center with its fixed sites National Processing Service Centers, thereby creating an enterprise Applicant Processing Services Section responsible for the delivery of assistance provided under FEMA’s Individual Assistance programs.

[bookmark: _GoBack]As a result, Ms. Young’s career has now spanned more than 20 years of disaster assistance service during which she has personally handled thousands of calls from disaster survivors, and as a Program Specialist, Team Supervisor, and Supervisory Program Specialist, has supported and managed thousands of FEMA employees and federally contracted Call-Center staff throughout this timeframe in the Recovery Operations response to all-hazard disasters, including the historically catastrophic events of 9/11, the Columbia Space Shuttle recovery, Hurricane Katrina, and Super Storm Sandy. 

Ms. Young is certified in Emergency Management, Executive Call-Center Principles and Procedures, American Red Cross-Mass Care and Congregate Shelter Operations, and Critical Incident Stress Management Debriefings, Group Crisis Intervention, Individual Crisis Intervention, and Peer Support. In addition, she is champion of extraordinary customer service, employee leadership and development, and plays a key role in planning for and ensuring that appropriate support is made available to front-line employees in relation to the inherent stresses, duty fatigue, and vicarious impacts realized in the person-to-person service and assistance provided to disaster survivors throughout their recovery process.
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