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PREFACE AND MAINTENANCE 

PREFACE 

Mass care and shelter is an organized way of providing shelter, feeding, sleeping and 

sanitary accommodations for large numbers of people temporarily displaced from their 

residence by large-scale natural or man-made emergencies or disasters. This plan outlines 

policies and guidelines that will aid in addressing the need for temporary protective 

shelter and feeding of the general population affected by a large-scale emergency, major 

disaster, or precautionary evacuation. This plan is general in nature and written to 

augment existing checklists and standard operation procedures (SOPs) currently in place. 

It is the intent of this document to create a framework for preparations, response, and 

recovery within existing statutory obligations.  

This plan does not apply to day-to-day small-scale emergencies. Typically, the local 

American Red Cross (Red Cross) Chapter is capable of responding to day-to-day 

emergencies that require sheltering, using their own resources. 

MAINTENANCE AND REVISION HISTORY 

This Mass Care and Shelter Plan serves as an annex to the County of Santa Clara 

Operational Area Emergency Operations Plan (OA EOP). This Mass Care and Shelter 

Plan is maintained by the County of Santa Clara Social Services Agency and will be 

reviewed and revised, as necessary every three (3) years. 

The plan may also be updated after an exercise or changes in procedure, law, rules or 

regulations pertaining to mass care and shelter operations.  

Revision 

Number 

Revision 

Date 

Section of Plan 

Revised 

Revised by Comments 

Initial 

Release 

May 28, 

2015 

  Initial Release 

No. 1     

No. 2     

No. 3     
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PURPOSE, SCOPE, SITUATION AND ASSUMPTIONS 

PURPOSE 

This Mass Care and Shelter Plan is an annex to the County of Santa Clara Operational 

Area Emergency Operations Plan (OA EOP) and addresses the actions that will be taken 

at the operational area (OA) level to mitigate the impact of a major or catastrophic 

incident on the affected population. This plan describes the provisions to give displaced 

persons access to mass care when impacted by a disaster. As defined by the National 

Response Framework (NRF) Emergency Support Function #6 (ESF #6)—Mass Care, 

Emergency Assistance, Housing and Human Services Annex and California Emergency 

Function 6 (EF#6) Care and Shelter Annex mass care includes sheltering, feeding 

operations, bulk distribution of emergency items, and collecting and providing 

information on victims to family members. This Plan is a functional annex to the OA 

EOP and works in conjunction with other OA EOP functional annexes. It is also 

consistent with state emergency plans. 

SCOPE 

The Mass Care and Shelter Plan addresses mass care preparedness, response, and 

recovery activities during local and state emergencies, incidents of national significance, 

and presidentially declared emergencies or major disasters. This plan applies to all 

operational area public, private, and non-governmental organizations (NGOs) with 

operational responsibilities for mass care. This plan is designed to guide response in 

emergencies that require the mass care and shelter of affected and displaced individuals 

at a level that exceeds the established operating capabilities in their affected jurisdiction.  

All activities are in accordance with the state Standardized Emergency Management 

System (SEMS), which has been integrated with the federal National Incident 

Management System (NIMS). SEMS practices used during multi-agency or multi-

jurisdictional emergency management shall be followed. Local governments must use 

SEMS to be eligible for reimbursement of disaster-related costs. 

Although not always explicitly stated in the plan, providing services to people with 

disabilities, and others with access and functional needs is implicit throughout the plan. 

There are specific places where access and functional needs are discussed separately, but 

these discussions do not imply that these topics are the only ones where these services are 

covered. Additionally, for all activities described in this plan the physical, behavioral, and 

mental health needs of responders will be monitored and addressed, as needed. 

  

http://www.fema.gov/pdf/emergency/nrf/nrf-annexes-all.pdf
http://www.fema.gov/pdf/emergency/nrf/nrf-annexes-all.pdf
http://www.fema.gov/pdf/emergency/nrf/nrf-annexes-all.pdf
http://www.calema.ca.gov/planningandpreparedness/documents/ef%206%20care%20and%20shelter%20executive%20summary%2010%2030%2013.pdf
http://www.calema.ca.gov/planningandpreparedness/documents/ef%206%20care%20and%20shelter%20executive%20summary%2010%2030%2013.pdf
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The overall objectives of mass care and shelter operations are to: 

 Coordinate and provide food, shelter, emotional support, and other basic disaster-

caused needs. 

 Coordinate and provide service to reunite separated families or respond to 

inquiries from relatives and friends outside of the affected areas.  

The effectiveness of the emergency response is largely predicated on the preparedness 

and resiliency of the community. This plan was developed in collaboration with 

stakeholders from operational area cities/towns, Collaborating Agencies Disaster Relief 

Effort (CADRE), NGOs, county departments, state agencies and departments, and the 

Red Cross. These stakeholders represent emergency management; fire service; social 

services; parks and recreation; public health; and access and functional needs service 

providers.  

This plan supports a whole community approach. While disasters affect everyone, it is 

recognized that people with disabilities and others with access and functional needs may 

require more assistance than others to gain access to disaster relief services. All efforts 

will be made to support the needs of these groups.  

SITUATION OVERVIEW 

California law places primary responsibility for emergency mass care and shelter at the 

local jurisdiction level. The California Health and Safety Code, the California Emergency 

Services Act, and the California Disaster and Civil Defense Master Mutual Aid 

Agreement outline responsibilities, planning requirements, and resource commitments. 

As per the California Health and Safety Code, Sections 34070–34072, local government 

is to provide or contract with recognized community organizations to make emergency or 

temporary shelter available for people displaced by a natural disaster or other emergency. 

California’s State Emergency Plan and SEMS put local government at the first level of 

response for meeting the disaster needs of people in its jurisdiction. Local emergency 

ordinances outline local powers, roles, and responsibilities and provide for the 

development and adoption of local emergency plans. 

Mass care support may be needed throughout the OA for both the direct and indirect 

impacts of an emergency or disaster. 

Based on the County’s Local Hazard Mitigation Plan  there are several emergencies for 

which shelters may be required, and it is expected that large, heavily populated areas, or 

segments of an area, may need to be evacuated or relocated if a disaster occurs, creating a 

demand for mass care services. 

http://www.ca.gov/HealthSafety/LawsAndRegs.html
http://codes.lp.findlaw.com/cacode/GOV/1/2/d1/7
http://codes.lp.findlaw.com/cacode/GOV/1/2/d1/7
http://www.caloes.ca.gov/PlanningPreparednessSite/Documents/CAMasterMutualAid.pdf#search=master%2520mutual%2520aid%2520agreement
http://www.caloes.ca.gov/PlanningPreparednessSite/Documents/CAMasterMutualAid.pdf#search=master%2520mutual%2520aid%2520agreement
http://www.leginfo.ca.gov/cgi-bin/displaycode?section=hsc&group=34001-35000&file=34070-34082
http://www.sccgov.org/sites/oes/PlansPublications/Pages/LHMP.aspx
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 The OA is vulnerable to the following hazards: fire (urban/wildland); tsunami; 

earthquake; liquefaction; dam failure; flood; mudslides; severe weather; hazardous 

materials release; transportation, infrastructure and/or technology failures; civil 

unrest; pandemics and attacks using or potentially using chemical, biological, 

radiological, or nuclear weapons or explosives. 

 The OA’s population exceeds 1,862,000 residents and covers 1,290 square miles. 
1
 

 There are an estimated 327,900 children ages 5-17 in school daily during the 

school year from mid-August to mid-June. 

 Approximately 189,900 residents, or 10.2% of the OA population, are living at or 

below the poverty line.  

 Approximately 379,000 residents, or 20.4% of the OA population, have limited 

English language proficiency.  

 An estimated 63.5% of the OA populations have household pets.  

 More than 141,000 people, or 7.7% of the population, have access and functional 

needs (AFN) 
2
. All mass care plans must comply with the Americans with 

Disabilities Act (ADA). Persons with access and functional needs must have 

access to mass care programs, services, and facilities.  

 On a daily basis, there are approximately 209,000 commuters coming into Santa 

Clara County and 109,287 leaving the county for work.
3
   

ASSUMPTIONS 

This plan assumes the following conditions, circumstances, and/or actions that are 

anticipated to occur.  

Local jurisdictions will provide shelter within their sphere of influence (addressing the 

needs of adjacent unincorporated areas). To supplement the Red Cross, the OA and its 

jurisdictions will provide trained staff and volunteers to manage and operate shelters. 

Local jurisdictions will be responsible for assuring the physical safety at shelters as 

deemed appropriate by that jurisdiction. In conjunction with the local jurisdiction, the 

Red Cross will serve as the primary support agency responsible for opening and 

operating shelter facilities, handling feeding operations; establishing emergency aid 

stations, and bulk distribution of emergency items; and collecting and providing 

information on displaced persons to family members. While it does not direct other 

NGOs, the American Red Cross takes the lead in integrating the efforts of many national 

NGOs that provide mass care services during response operations. 

                                              
1
 http://quickfacts.census.gov/qfd/states/06/06085.html 

2
 U.S. Census Bureau 2011-2013 3-year American Community Survey-Disability Characteristics 

3
 http://www.census/gov/newsroom/press-releases/2013/cb13-r23.hml 

http://www.ada.gov/pubs/adastatute08.pdf
http://www.ada.gov/pubs/adastatute08.pdf
http://factfinder2.census.gov/faces/tableservices/jsf/pages/productview.xhtml?pid=ACS_13_3YR_S1810&prodType=table
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Neighborhood organizations and local groups, some without training, will emerge to 

provide care and shelter support independent of local government. NGOs, community-

based organizations (CBOs), and faith-based organizations (FBOs) that normally respond 

to disaster situations will do so. In addition, CBOs that provide social services and serve 

populations with access and functional needs will initially be overwhelmed with requests 

for service.  

The percentage of the affected population that seeks mass care and other resources is 

dependent on the size, scope, and nature of the incident. Local, state, and federal 

resources will be available and proportional to the situation’s severity and the assistance 

needed. State and federal resources may not be available for minimally 3 days and 

possibly 7 days or more after a catastrophic incident. Local jurisdictions should plan on 

limited external resource assistance for up to 7 days.  

Santa Clara County is planning that 186,000 or 10% of the county population has the 

potential of being displaced, and anticipates 18,600 of that group will seek public shelter.   

For other services such as mass feeding and bulk distribution, need will depend upon the 

nature of the disaster. For significant earthquakes, Santa Clara County assumes the 

majority of the population could be without water and essential supplies.  

Some residents who suffer structural damage to their home following a major disaster 

will choose to remain on their property, but will still have needs and expectations for 

disaster assistance from local government. Some of the affected population seeking 

shelter will have access and functional needs, and may need additional assistance. 

Individuals in need of additional assistance may include, but are not limited to the 

following: 

 Seniors age 65 or older 

 People who are medically fragile or dependent 

 People with disabilities (including children) 

 People who have limited English proficiency or are non-English speaking 

 People who have limited mobility or hearing or vision impairment 

 Unaccompanied minors 

 Visitors, out-of-county commuters, and in-transit travelers 

 People who are economically disadvantaged  

 People who are homeless 

 People with pets 

 People with special dietary needs 

 People with diverse religious practices  

 People who need to register with a government agency  

 Infants, toddlers, and school-aged children 
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To the extent required by law, service animals shall remain with their owner throughout 

every stage of disaster assistance. When a service animal is in a shelter, the animal’s 

owner is responsible for its feeding, care, and supervision. Household pets will be treated 

as the law requires. Household pets are not allowed in Red Cross Shelters.  

The Operational Area Emergency Operations Center (OA EOC) will be activated for an 

incident with a large mass care need. Consistent with the OA EOP, the OA EOC will 

support local governments and coordinate response efforts. 

In a large-scale disaster, mass care activities will require an influx of resources from 

outside the area. A full complement of resources will be contingent on the scope and 

severity of the incident; impact to the transportation infrastructure; and ability to move 

resources and supplies into and within the affected area. It is understood that mutual aid 

from unaffected jurisdictions and from state and federal emergency agencies may be 

available. 

Volunteers living in the local area may also be affected and unable to respond.  

State, Federal, and Emergency Management Assistance Compact (EMAC) resources will 

be extremely limited the first few days due to high demand during a disaster in which 

there has been widespread damage to transportation infrastructure and access to recovery 

resources.  

Some displaced residents will converge on public parks and open spaces as an alternative 

to using indoor mass care shelters due to distrust of building integrity.  

Cities may open Local Assistance Centers (LACs) for local residents to go for disaster-

assistance information. Coordination of LACs across jurisdictions could be required 

based on available resources.  

Schools may be used as temporary shelter-in-place sites for the student population. If 

sheltering of the general population is conducted at the same site, the two populations 

will have separate operations and be in separate areas within the school campus.  

Incidents in the region beyond the OA may cause regional residents to migrate to the OA 

in significant numbers. 

Lastly, in a large-scale disaster, infrastructure will be affected, which will impact services 

at mass care operations. Some areas of the OA are more susceptible than others to 

different types of large-scale emergencies, incidents, and disasters (e.g., earthquake, 

flood, wildfire).   
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CONCEPT OF OPERATIONS 

The Concept of Operations section explains the overall operational approach of the OA, 

and the structure of its mass care response operation. This section specifies the conditions 

under which mass care services will be provided and describes the methods that will be 

used to activate and manage mass care operations. Several factors must be considered 

when planning for a mass care operation. Among these are the characteristics of the 

hazard or threat; and the magnitude, location, duration, and impact on the local 

community. This section will cover the preparedness, response, and recovery phases of 

mass care. 

The Public Welfare Branch of the OA EOC must be prepared to open when an incident 

has created the need for a mass care and shelter response. Local cities/towns have 

responsibility for mass care and shelter operations within their own jurisdictions. When 

the local jurisdictions’ resources are exhausted and additional mass care and shelter 

resources are needed or if assistance is needed to continue existing sheltering operations, 

the local jurisdiction will notify the OA EOC of the need for additional mass care and 

shelter resources.  

SHELTERING 

This section outlines an overarching process to identify, prepare, staff, activate, operate, 

and close shelters. For the purpose of this plan, the term shelter refers to general 

population shelters. Any specialized shelters will be identified as such (i.e., medical 

needs shelter, household pet shelter).  

This section describes preparedness activities and needs for opening and operating 

multiple shelters if a large scale or catastrophic disaster occurs, as well as the support 

system required for sheltering operations. The Red Cross Sheltering Handbook
4

 is 

designed to give shelter managers the information and background needed to effectively 

manage and facilitate a Red Cross shelter.  

 Preparedness A)

1) Shelter Site Selection 

Identify local facilities that may potentially be used to shelter people in a 

disaster.  

                                              
4 Access to the Red Cross Sheltering Handbook is available through your local Red Cross Office.   
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The Red Cross maintains a list of pre-identified potential shelter sites 

throughout Santa Clara County in the National Shelter System (NSS), a list of 

which is provided to the OA EOC on an annual basis.  

Local jurisdictions may identify additional facilities to be used as shelters. 

Shelter site inspections for access and functional needs items will be conducted 

with the Red Cross.  

a) Each jurisdiction will coordinate with the Red Cross for full shelter criteria 

and assessment. 

b) Types of potential shelter sites 

 Publicly owned facilities include schools, recreation centers, senior 

centers, auditoriums, fairgrounds, and stadiums. 

 Privately owned facilities include faith-based facilities (e.g., churches, 

synagogues, and temples), private schools, colleges and universities, 

recreation centers, community centers, and empty buildings (e.g., 

former grocery stores and department stores). 

 Consider including non-traditional shelters, as designated structures 

could be damaged or destroyed. 

2) Shelter Survey 

Work with the Red Cross to assure completion of a Shelter Facility Survey 

Form and CADRE Accessibility Checklist of potential shelter sites (See 

Appendix A).
 
 

a) The OA utilizes Red Cross shelter guidance for shelter assessment and site 

selection. 

b) Sites will be inspected to meet ADA accessibility. 

c) Staff will be trained in the use of shelter survey tools. 

d) Other types of potential shelter sites (e.g. non-traditional and medical needs 

shelters) are addressed later in this plan or in other plans. 

e) Separate household pet shelters should be placed near the public shelters, if 

possible.  

3) Shelter Agreements 

A shelter agreement, combined with a Shelter Facility Survey (See Appendix 

A), is used to establish understanding and agreement of use between the owner 

of the facility and the local jurisdiction using it as a shelter. Typical 

components of an agreement include authorization procedures, access 

procedures, terms of use, length of use, return of facility, and a hold harmless 

clause. 
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4) Shelter Inventory 

a) The Red Cross will enter surveyed shelter sites that are potentially available 

for use in a disaster into the NSS database. Local jurisdictions may 

maintain an additional inventory of non-NSS shelters.  

b) In developing shelter inventories
5
, local jurisdictions may differentiate 

between primary and secondary shelter sites. 

 Primary shelter sites – Primary sites meet most of the criteria identified 

earlier in this section. They can handle large numbers of the affected 

population in shelters, and are accessible for people with access and 

functional needs. Primary sites will be utilized first when there is a need 

to open disaster shelters, thus a significant pool of primary sites is 

preferred. 

 Secondary shelter sites – Secondary sites do not meet all criteria, yet 

may be advantageous for neighborhood based sheltering and, with 

modification, can be ADA compliant. 

c) Medical needs shelter locations should be planned by Public Health near 

general population shelters. Medical-needs shelter planning is fully 

addressed in the Santa Clara County Public Health Department Medical 

Needs Shelter Plan. 

d) Maintain a list of locations that can accommodate household pet shelters 

near general population shelters.  

5) Shelter Organization Support Structure 

a) Identify local jurisdiction employees who may be trained pre-event to 

serves as: 

 Shelter managers  

 Assistant shelter managers 

 Functional Assessment Service Teams (FAST) members 

 Behavioral/Mental health support workers  

 Managers of the overall mass care and shelter function. 

b) Set up organizational structure to address the required functions such as: 

 Management of shelter 

 Safety inspections 

 Registration and support of clients 

 Identification of resources for people with access and functional needs, 

including but not limited to: 

o Assisted communication devices 

                                              
5
 See Red Cross Shelter Map Appendix D 
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o Paratransit vehicles 

 Identification of transportation routes and resources to support access to 

the shelter by the community 

c) Establish lines of communication and coordination with the appropriate 

EOC 

d) Establish media plan with Public Information Officer (PIO) 

6) Train Shelter Support Teams 

a) Contact the Red Cross to set up mass care partnership training prior to the 

disaster. Possible sources from which to recruit staff are: 

 Local jurisdiction employees with specialized skills needed to support 

shelter operations such as:  

o Bilingual employees  

o Employees with work or life experience working with and assessing 

the needs of people with disabilities and access and functional needs 

o Health professionals with current licenses 

  In cases in which schools become disaster shelters, school personnel 

may assist in their own facility. 

b) Train local jurisdiction personnel, NGO staff, and volunteers in shelter 

operations and management. 

c) Local jurisdictions should maintain a roster of employees and volunteers 

who are trained as mass care workers. Their contact and availability 

information should be routinely updated. 

 Local jurisdictions should ensure that all Disaster Service Workers 

(DSW) assigned to Red Cross shelters and involved in client contact 

have passed an appropriate level of background check 

 Emergency Volunteer Centers (EVC) may be used to provide staffing 

for shelter support activities 

 Volunteers/DSWs who do not have an appropriate level of background 

check can only work in restricted roles (e.g. roles without client contact) 

d) Periodically, conduct exercises of the shelter plans and incorporate mass 

care objectives into exercise programs. 

7) Housing Resources 

Become familiar with housing resources and their capabilities (e.g., Housing 

and Urban Development (HUD), CADRE, hotels/motels) 
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8) Administrative Records 

a) Review of state and federal reimbursement policies and requirements 

should be made and taken into consideration in the development of mass 

care and shelter planning to ensure maximum cost reimbursement. 

b) Discussions should occur during planning phases to identify what types of 

administrative records will need to be shared with EOCs. Also, NGOs may 

have protocols that need to be considered. 

c) Shelter management staff shall maintain accurate administrative records, 

including personnel and labor hours; tracking of food, supplies, and repairs, 

and other expenses incurred by the emergency shelter operation. 

d) Federal Emergency Management Agency Disaster Assistance Policy 

9523.19 - Eligible Costs Related to Pet Evacuations and Sheltering has a 

definition for “household pets” that determines allowable reimbursement 

costs for household pet sheltering. 

e) Federal assistance is outlined in the Pets Evacuation and Transportation 

Standards (PETS) Act of 2006  

 Response B)

The protocol for opening shelters includes identifying the need for shelters and 

opening them when typical resources may be limited. For detailed information, 

refer to the Red Cross Sheltering Handbook. All response activities follow the 

Incident Command Structure (ICS).  

1) Sheltering Operations - Deciding to open a shelter  

The decision by the local jurisdiction to open a shelter will vary based on the 

scope and size of the incident. 

 Consult with the Red Cross and/or other appropriate mass care provider, 

if available 

 Estimate shelter requirements  

 Determine pre-identified shelters that are available for use 

 Notify OA EOC or County of Santa Clara Office of Emergency 

Services (OES) Duty Officer of shelter location(s)/requirements 

 Notify potential shelter staff of decision to open shelters 

 Discuss shelter media needs with Public Information Officer (PIO) 

 Ensure announcements on shelter sites, and related updates are provided 

to the public.  

 Open designated shelters, when resourced to do so 

 Re-evaluate ongoing sheltering needs as incident unfolds 

  

https://www.fema.gov/9500-series-policy-publications/952319-eligible-costs-related-pet-evacuations-sheltering
https://www.fema.gov/9500-series-policy-publications/952319-eligible-costs-related-pet-evacuations-sheltering
https://www.congress.gov/bill/109th-congress/house-bill/3858
https://www.congress.gov/bill/109th-congress/house-bill/3858
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2) Shelters Located in Neighboring Jurisdictions 

a) Sometimes the nearest shelter for residents of one jurisdiction will be 

located in an adjacent jurisdiction. The jurisdiction whose residents are 

being sheltered bears the primary responsibility for mass care and shelter 

operations.  

b) It is imperative that a liaison officer be assigned to the shelter from the 

responsible jurisdiction. This assignment will facilitate the flow of 

information and resource needs from the shelter to the responsible local 

jurisdiction.  

c) The responsible local jurisdiction may ask the providing jurisdiction to 

provide some or all of a particular shelter service. If the providing 

jurisdiction is unable to assist or can provide only a portion of the requested 

assistance, a resource request will be submitted to the OA EOC as soon as 

possible to allow the requirement to be fulfilled. 

3) Request for Operational Area Shelter Support 

a) Local jurisdictions have responsibility for mass care and shelter operations 

within their own jurisdictions. When a local jurisdiction’s resources are 

exhausted and additional mass care and shelter facilities are needed or 

assistance is needed to continue the existing sheltering operations, the local 

jurisdiction will notify the OA EOC of the need for additional mass care 

and shelter resources. The OA EOC will support and coordinate resources 

to the local jurisdictions.  

b) If a local jurisdiction determines the need to request assistance from the OA 

EOC, the jurisdiction should be prepared to provide the following 

information: 

 The incident type causing the evacuation/shelter 

 When the incident occurred 

 Where the incident is located 

 How long the population will be affected  

 Additional resources that may be needed to support the shelter 

 Number of people evacuated/displaced  

 Number of people requiring shelter 

 Existing shelter(s) and location(s) 

 Number of people in the shelter(s)  

 Any details regarding access and functional needs, to include service 

animals 

 Anticipated number of household pets 
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c) The local jurisdiction is responsible for continual coordination of mass care 

and shelter services, even after the county provides support to the local 

jurisdiction. 

d) In the event of a major incident, when local jurisdictions exceed their 

resources and/or if multiple jurisdictions require sheltering resources, the 

OA EOC will take on a coordinating function. 

e) The OA EOC will coordinate with the local jurisdiction mass care lead(s) 

and the Red Cross and jointly determine shelters that should be opened 

based upon the current circumstances. 

4) Non-conventional/Non-traditional sheltering 

When traditional sheltering is unavailable, not feasible, or when the impact of 

the incident is of such magnitude that extended shelter operations are required, 

non-conventional/non-traditional shelters may become necessary (e.g., school 

dorm facilities, hotels, motels, churches,  mega-shelters, open space shelters, 

cruise ships, and spontaneous community shelters).   

5) Sheltering Cost Administration 

The local jurisdiction is responsible for tracking their costs associated with 

sheltering, implementing administrative/reimbursement processes, and 

submitting required paperwork for any associated reimbursement 

opportunities. The Red Cross is responsible for tracking their own costs. 

6) Shelter Operations – Before opening the shelter 

a) Building Inspection 

In a disaster that may have affected a shelter building’s structural integrity, 

building and safety inspectors will inspect each shelter site before 

occupancy. If the disaster involves an earthquake – inspections may be 

necessary after any aftershocks.  

b) Site Inspection 

 Inspect the shelter site with the facility owners/operators. (see Appendix 

A for Facility/Shelter Opening and Closing Inspection Form) 

 Implement additional inspection requirements as needed for non-

conventional/non-traditional shelter sites. 

c) Activate Personnel  

 Volunteers and DSWs should be notified of pending assignment 

 Local jurisdiction staff and volunteer DSWs need to be managed by the 

agencies deploying them 
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 Upon arrival at the shelter, local jurisdiction staff and volunteer DSWs 

will be managed by the agency operating the shelter.  

d) Establish Communications 

 Initiate processes to keep the OA EOC apprised of the status of open 

shelters and updated on occupancy levels. 

 If accessible, use the Shelter Status Board in WebEOC to maintain 

status of shelters. 

 Coordinate with the Public Information Officer (PIO) within the 

Management Section of the OA EOC to ensure that any needed public 

information is released about anticipated shelter operations. 

7) Shelter Operations - Opening the Shelter 

a) Coordinate Resources and Supplies 

 Initiate request protocols with the coordinating entity for supply and 

resupply as needed. 

 Activate documentation and record-keeping activities. Maintain 

accounting and tracking of all operational and financial records for 

submission for reimbursement.
6
 

b) Activate Vendor Agreements 

The OA EOC Public Welfare Branch will activate the sheltering agreement 

established with the Red Cross to open shelters. Verify facility availability 

with the point of contact identified on the Shelter Agreement.  

c) Initiate Shelter Registration 

Use of the American Red Cross Shelter Registration Form and Registration 

Intake Form (See Appendix A) is recommended.  

Establish arrival points and reception, as appropriate. Some jurisdictions 

may operate reception sites for the intake and distribution of the affected 

population to shelters or other appropriate facilities.  

d) Maintain Contact with the Local Jurisdiction EOC. 

Maintain ongoing contact with the city EOC and/or OA EOC to report the 

following: 

 Operational updates 

 Shelter capacity and occupancy 

 Access and Functional Needs  

                                              
6 FEMA Disaster Assistance Policy 9523.15 - Eligible Costs Related to Evacuations and Sheltering  

https://www.fema.gov/9500-series-policy-publications/952315-eligible-costs-related-evacuations-sheltering
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 Quantity of meals needed 

 Supply status and needs 

 Problems/issues 

e) Provide Medical and Physical Health Support Services 

 Use triage processes at arrival points to assess medical and mental 

health needs. 

 Identify and screen displaced persons that may have been exposed to the 

hazards posed by the disaster. Refer as necessary to medical needs 

shelters. 

 Transport displaced persons needing care that cannot be provided at the 

general population shelter to appropriate treatment or medical facilities 

or areas designated by the OA EOC Medical/Health Branch. 

 The Red Cross provides medically trained personnel for Red Cross 

shelters.  

 Activate Medical Volunteer Disaster Responders (MVDR) for shelters 

through the OA EOC Medical/Health Branch.  

 Request the OA EOC Medical/Health Branch address sanitation and 

vector control concerns. 

 Request the OA OEC Medical/Health Branch address communicable 

disease concerns and shortfalls in meeting health needs.  

 Establish a plan for assisting with obtaining prescription refills, any 

necessary adaptive aids, and durable medical equipment, as needed and 

if possible. 

f) Provide Behavioral/Mental Health and Spiritual Care Support Services
7
 

Activate behavioral/mental health support resources for shelters, including 

qualified and credentialed mental health providers in shelters, or to which 

shelters can refer the displaced population for mental health issues through 

the OA EOC Medical/Health Branch. 

Incorporate spiritual care support resources for shelters, when available and 

requested by shelter clients, to include qualified spiritual care providers to 

which shelters can refer the displaced population. 

 The Red Cross provides behavioral/mental health professionals and 

spiritual care staff for Red Cross shelters.  

 Activate MVDR for shelters through the OA EOC Medical Operations 

Branch.  

g) Provide Access and Functional Needs Support Services 

                                              
7 State of California Mental/Behavioral Health Disaster Framework December 17, 2012. 



 
CONCEPT OF OPERATIONS 

 

 

  19  |  P a g e SOCIAL SERVICES AGENCY 
COUNTY OF SANTA CLARA 

 Provide assisted communications devices, translation, and/or 

interpretation support for shelters as needed through the OA EOC 

Public Welfare Branch, in coordination with the OA EOC 

Medical/Health Branch. 

 Request specialized supplies and/or equipment through the OA EOC 

Public Welfare Branch for those with access and functional needs in the 

shelter. 

 For persons who require transportation (e.g., to the shelter, from the 

shelter to medical and other appointments), transportation resources will 

be provided when available, including paratransit assistance for persons 

with access and functional needs. 

 Service animals must remain with their person/handler to the extent 

required by law. 

h) Internal Shelter Communications 

It will be necessary to communicate in a variety of manners with the shelter 

population to keep them informed of the status of the disaster (e.g., 

availability of emergency childcare services, locations of local assistance 

centers, etc.). Additionally, it is important to include information they may 

need in order to return to their homes post-disaster.  

i) Provide Companion Animals Sheltering  

Activate animal sheltering resources to support co-location of companion 

animals through the OA EOC Animal Care Unit. For additional 

information, see the County of Santa Clara Emergency Operations Plan 

Animal in Disaster (AiD) Annex. 

 Recovery C)

1) Demobilization of Shelters 

Shelters will remain open until residents can return to their pre-disaster living 

conditions or make other arrangements for housing. The demobilization 

process may include shelter consolidation for more efficient operations. 

a) Determine and initiate triggers for demobilization such as: 

  Decreased number of people requiring shelter 

  Incident-related “all-clear” 

  Lack of activity over several days 

b) Local jurisdictions’ EOC should coordinate with the OA EOC Public 

Welfare Branch to determine when to close shelters. 
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c) The jurisdiction that originally set up the shelter should be a part of the 

decision to demobilize the shelter. 

d) Develop and initiate effective media plan for notification of closure and 

implement outreach through the PIO. 

e) Ensure the OA EOC Public Welfare Branch coordinates with shelter 

management for status updates. 

f) Local jurisdictions should identify any community resources and agencies 

that will be needed to ensure shelter population has alternate housing 

arrangements (e.g., NGOs, CBOs, and FBOs). 

g) Consider interim housing needs. (See #2 below) 

h) Implement a media plan identifying community resources aiding recovery 

through the PIO, coordinated with the city/county EOC. 

2) Interim to Long-Term Housing
8
  

OA and local jurisdictions will determine which agencies can support the 

affected population’s housing needs. If there will be housing needs following 

demobilization, work with agencies in advance such as:  

 City housing departments, if feasible and applicable 

 Housing and Urban Development may provide rental assistance 

 FEMA may provide interim rental and housing assistance 

 Nonprofits such as Voluntary Organizations Acting in Disaster (VOAD) 

 Other housing resources (e.g., hotels, motels, apartment complexes, 

local congregations, and trailer parks) 

3) Logistics  

a) Develop and initiate processes to identify and inventory surplus resources; 

return surplus resources through regular logistics to the original resource 

provider (e.g., local, State, Federal). 

b) Develop and initiate processes to identify equipment damage and unsafe 

conditions; identify damage requiring immediate attention or isolation for 

further evaluation. 

c) Conduct a site assessment with facility owners/operators. See the 

Facility/Shelter Opening and Closing Inspection Form (See Appendix B). 

4) Recovery Services  

The affected population will need assistance in identifying where to go for 

services to meet their specific disaster recovery needs. Disaster relief 

organizations (e.g., the Red Cross, Salvation Army, and FEMA), along with 

other government, faith, and community-based relief programs, may all initiate 

                                              
8 Specific guidance in this area is available from the National Disaster Housing Strategy Resource Center. 

https://www.fema.gov/national-disaster-housing-task-force
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recovery services for disaster victims. Local government should consult and 

initiate discussion with these organizations on recovery issues such as: 

a) Establishment of local assistance center to facilitate the coordination of 

available recovery services and programs 

b) Distribution of resource lists 

c) Provision of information and referral services 

d) Convening public meetings 

e) Establishment of hotlines 

f) Long-Term Recovery committee/organization participation 

5) Administrative Records 

Shelter management shall organize administrative records, including personnel 

and labor hours; tracking of food, supplies, repairs; and other expenses incurred by 

the emergency shelter operation for cost reimbursement submission.  

MASS FEEDING 

 Preparedness  A)

1) Consider Demographics of Impacted Areas 

a) Census information and local data 

b) Specific dietary consideration 

 Access and functional needs related to self-feeding 

 Special dietary needs (allergies and food sensitivities) 

Many allergies and sensitivity challenges can be solved by ensuring the 

meal plan has a vegetarian, gluten-free, peanut-free, or protein-free 

option. Although stock meals (e.g., stew, chili, and soup) are the easiest 

to prepare, they also are prohibitive to those with specific dietary needs. 

 Older adults 

 Cultural considerations 

 Child-appropriate diets 

 Infant-appropriate formulas and food 

 Other specific dietary needs 

2) Develop an Event Specific Mass Feeding Operations Plan 

a) Coordinate with the Red Cross and other food-providing NGOs for support 

services using Multi-Agency Coordination (MAC) processes.  

b) Develop a plan for fixed feeding sites, mobile feeding, and shelters. 
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c) Include a plan for mobile and fixed kitchen sites 

d) Consideration will be given to assuring that sites address persons with 

access and functional needs and dietary needs, as necessary. 

3) Coordinate Logistics for Pre-positioned Resources, Supplies, and 

Equipment 

a) Pre-position resources at prospective shelter sites, or in accessible 

warehouses.  

b) Coordinate with the Red Cross and other food-providing NGOs for 

resource supplies, based on availability by type (e.g., heater meals, prepared 

meals, etc.). 

c) Coordinate with NGOs capable of providing fixed and mobile feeding sites, 

as well as, fixed and mobile kitchen sites. Establish a Memorandum of 

Understanding (MOU) or contract with those sites, as needed. 

4) Administrative Records 

a) Review of state and federal reimbursement policies and requirements 

should be made and supported appropriately.  

b) Discussions should occur during planning phases to identify what types of 

administrative records will need to be shared with EOCs. Also, NGOs may 

have protocols that need to be considered. 

 Response B)

Implement Mass Feeding Operations Plan. 

1) Local jurisdictions have responsibility for mass feeding operations within 

their own jurisdictions. When the local jurisdiction’s resources are 

exhausted and additional feeding operations are needed, or if assistance is 

needed to continue existing feeding operations, the local jurisdiction will 

notify the OA EOC of the need for additional feeding operations.  

2) Coordinate with the Red Cross and other food-providing NGOs for support 

services.  

3) Activate/initiate vendor agreements with local vendors, food outlets (e.g., 

fast food vendors, restaurants, and food suppliers). 

4) Implement MOUs/contracts for mobile/fixed feeding sites and mobile/fixed 

kitchen sites. 

5) Request OA EOC Logistics support for pre-positioned resources. 
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6) Coordinate with NGOs for access to a central mobile kitchen, onsite meal 

preparation, or supplier/vendor support. Activate MOUs or contracts with 

sites, as needed. 

7) Phases of feeding operations 

a) Immediate – Begins with incident impact and ends with the establishment 

of supported field kitchens 

b) Sustained – Begins when field kitchens and temporary feeding sites are 

established, and ends when the regular infrastructure is re-established 

c) Recovery – Begins when regular infrastructure is re-established. Programs 

like Disaster Supplemental Nutrition Assistance Program (D-SNAP), 

Disaster Food Stamp Program (DFSP) and other post-relief resources 

should be identified. The re-establishment of public feeding programs (e.g., 

food stamps, food banks, and local feeding charities) should be considered 

 Recovery C)

1) Track and provide information on restoration of community services.  

2) Provide support to CBOs providing food services 

3) Maintain accounting and tracking of all operational and financial records 

for reimbursement purposes.  

BULK DISTRIBUTION 

Local jurisdictions are primarily responsible for managing the distribution of 

humanitarian need commodities to members of the public when traditional supply chains 

are disrupted. To ensure effective and efficient distribution operations, government, 

nonprofit and private sector partners must work together to establish relevant procedures 

and policy in advance of an incident. Local jurisdictions are encouraged to find multiple 

methods for bulk distribution, which may include developing public/private partnerships.  

 Preparedness A)

In times of disaster, bulk distribution programs provide items essential to basic 

survival, health, and sanitation as quickly and equitably as possible to individuals 

affected by disaster. The items provided meet the specific, urgent needs of the 

recovering community. The methods of distribution can be coordinated with the 

Red Cross, NGOs, FBOs, CBOs, and existing businesses. Items are distributed via 

mobile delivery or at fixed sites and distribution efforts may be combined.  
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1) Distribution Methods 

To support recovery, there are four types of distribution methods that may be 

used to distribute food, water, or other commodities. All four complement each 

other and provide expanded distribution coverage. Based on the severity of the 

incident, bulk distribution of emergency relief supplies may use a combination 

of the delivery methods described below: 

a) Mobile Delivery is a method that utilizes vehicles to drive to an affected 

area and provide commodities where the need is identified. Mobile 

delivery, when provided by Red Cross may include delivery of health and 

mental health services to the community.  

b) Direct Delivery refers to direct coordination with specific locations (e.g., a 

shelter, feeding site, or hospital) for the delivery of specific items and 

quantities. 

c) Commodity Points of Distribution (C-PODs), a federally typed resource, 

are centralized locations where humanitarian needs and recovery 

commodities are delivered. The public travels to the site to pick up the 

supplies. C-PODs are scalable to meet the needs of the affected population. 

Those C-PODs designed to meet greater capacities will require greater 

levels of resources. Further guidance on the management of a C-POD can 

be found in the Bay Area Regional Logistics Program Point of Distribution 

Field Operations Guide February 2014 

d) A forth distribution method is the use of public/private partnerships that are 

pre-existing between local business and governments for the distribution of 

commodities using their own inventories and distribution systems. 

2) Logistics Staging Area (LSA) 

Work closely with the State and FEMA to identify LSAs. 

 State and federal commodities are delivered in bulk to LSAs 

 Commodities at LSAs are repacked for delivery to local C-POD 

locations 

 LSAs require logistics handling capability for repackaging of bulk 

shipments to distribute to local C-POD locations 

3) Distribution Locations 

When direct delivery or C-PODs are selected as bulk distribution methods it 

will be necessary to identify appropriate fixed locations based on: 

 Demographics and needs analysis 

 Population density 

http://www.bayareauasi.org/sites/default/files/resources/Bay%20Area%20POD%20FOG_February%202014.pdf
http://www.bayareauasi.org/sites/default/files/resources/Bay%20Area%20POD%20FOG_February%202014.pdf
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 Accessible transportation routes 

 Access to existing supply chains 

 Damage assessments in the local area 

 Ability of the location to handle the expected volume 

4) Distribution Location Agreements 

As potential distribution locations are identified, develop use agreements with 

the owner/operator of the locations. 

5) Potential Distribution Location Inventory 

Develop a comprehensive list of potential distribution locations capturing key 

information pertaining to the location: 

 Physical address of location 

 Contact information for the owner/operator of location 

 Status of location use agreement 

6) Staff Training 

Identified support staff will benefit from pre-event training in roles they will 

likely fill in the bulk distribution operations during a large-scale disaster. 

Special consideration should be given to safety training for unfamiliar 

equipment staff may operate during a large-scale disaster. Additionally, 

identified support staff should have opportunities to participate in various 

levels of exercises up to and including full-scale exercises. 

7) Administrative Records 

Successful post-disaster cost reimbursement will require detailed records 

including the following: 

 Staff hours worked 

 Workers compensation claims  

 Resource requests and deliveries 

 Commodity distribution tracking 

 Equipment and supply usage 

 Traffic management plan 

 Response B)

Bulk distribution programs are designed to provide disaster victims with access to 

supplies and materials that are life sustaining (food and water), or support their 

recovery (cleanup supplies) at established sites or via mobile delivery. Distribution 
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programs support the ability of people to continue to shelter-in-place at home, 

versus evacuating to shelter sites. Distribution programs may be required when 

normal retail distribution systems have been disrupted.  

1) Initiate Bulk Distribution 

Bulk distribution programs are activated when it is determined by the local 

jurisdiction that one of the following triggers has been met: 

a) The infrastructure of regular supply routes to local vendors is severely 

hindered and other mass feeding strategies cannot meet the needs of the 

population or are not appropriate based on the precipitating incident.  

b) A visible need for non-life-sustaining commodities arises in the population, 

and this need cannot be met through existing mechanisms in the private or 

public sector. 

c) The percentage of the affected population is large enough to make bulk 

distribution the most reasonable method of service delivery.  

Notify the OA EOC Public Welfare Branch of the decision to open a bulk 

distribution program. 

2) Complete a Needs Assessment 

Local jurisdictions perform a needs assessment to collect essential information 

relating to the disaster. Items to be issued during a bulk distribution operation 

will vary based on the type of disaster and the public need. Note that the 

locations used and the items distributed will likely need to be adjusted as the 

recovery progresses.  

 What type of damage has occurred? 

 Where are the people who need immediate help, and what do they need? 

 How many people need which items (approximately)? 

 What infrastructure is affected (are stores open, are they stocked with 

food, baby items, etc.)? 

 What items of assistance do people need today, tomorrow and the 

following day? 

3) Develop an Event Specific Bulk Distribution Plan 

Local jurisdictions, in partnership with the Red Cross, determine distribution 

methods based on the size of their affected population’s needs and the 

anticipated duration of the need for bulk distribution.  

 Determine distribution locations using the predetermined potential 

distribution location inventory  
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 Activate/create location use agreements with owner/operators of 

determined locations 

 Establish mobile distribution routes in conjunction with the OA EOC 

Transportation Unit  

4) Determine Staffing Needs 

Staffing levels vary with the size and complexity of the incident, and personnel 

may be provided by a number of various agencies and organizations.  

5) Request for Operational Area Bulk Distribution Support 

When the local jurisdiction’s resources are exhausted, the OA EOC will 

coordinate and support local jurisdiction’s resource needs.  

a) Provide the OA EOC Public Welfare Branch with a complete list of site 

locations, addresses, and operating hours 

b) The local jurisdiction will notify the OA EOC Logistics Section of the need 

for specific resources. 

c) The local EOC will work with the OA EOC Public Information Officer to 

develop a coordinated message to notify the public of bulk distribution 

programs and hours of operation.  

6) Activate Event Specific Bulk Distribution Plan 

In order to supplement the existing mass feeding operations, the local 

jurisdiction and the Red Cross, activates the event specific bulk distribution 

plan based on the local needs assessment. 

 Obtain necessary facilities 

 Acquire resources necessary to support chosen delivery methods 

 Order and receive commodities for bulk distribution 

 Incorporate any available stockpiles into commodity distribution 

 Coordinate resupply of all commodities and resources as needed 

7) Administrative Records 

Bulk distribution management is responsible for tracking the following items 

in accordance with the local jurisdiction plan:  

 Staff hours worked 

 Resource requests and deliveries 

 Distribution of commodities 

 Equipment and supply usage 
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 Recovery C)

When bulk distribution programs are activated, public access to life-sustaining 

commodities must be continually monitored. Support must be provided to assist 

the private and non-profit sectors in restoring community access to normal 

channels of distribution. The bulk distribution program should be scaled back or 

discontinued once access to normal retail outlets is restored (generally as soon as 

utilities and roads are reopened), so as not to inhibit economic recovery of the 

private sector.  

Once access has been sufficiently restored and bulk distribution programs are no 

longer needed, public announcements are made and distribution programs are 

deactivated and demobilized considering the following:  

 Refer any remaining customers to other operations, when possible  

 Consolidate excess supplies and transport to locations still operating bulk 

distribution programs 

 Notify the public of the close of operations 

 Recover paperwork from the site 

 Release staff, when appropriate  

FAMILY REUNIFICATION 

Family Reunification is a process by which families separated during a disaster are 

reunited. Unaccompanied minors are a special subset of family reunification and have 

specific rules and regulations. Reuniting children who are separated from their parents 

and evacuees separated from a required caregiver will be a priority.  

 Preparedness A)

Develop a plan to support family reunification for the affected population. 

1) Develop support plans for unaccompanied minors and adults requiring care 

and/or supervision. 

 Include local school districts, after school care providers, private 

schools, adult day programs, youth athletic organizations, etc. 

 Include Social Services Agency Department of Family and Children’s 

Services who has legal responsibility for unaccompanied minors during 

disasters, regardless of their area of residence.
 9

.
 
 

                                              
9
 See the Santa Clara County Social Services Agency, Department of Family and Children’s  Services  Care and 

Shelter of Unaccompanied Minors – January 2015. 
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2) Coordinate logistics for communication resources (e.g., telephone, internet) 

for shelters and LACs.  

3) Coordinate a plan utilizing operational area transportation assets to return 

the displaced population to affected areas when those areas are deemed 

safe, as needed.  

 Response B)

Implement a plan to support family reunification for the affected population.  

1) Advise all sheltering organizations and shelter support organizations of 

plans for reunification and available tools (e.g., Red Cross’s Safe and Well 

website), resources, and/or processes available to the displaced population. 

2) Coordinate use of operational area transportation assets for the return of the 

displaced population to affected areas when those areas are deemed safe, as 

needed. 

3) Coordinate communication resources (e.g., telephone, internet). 

 Recovery C)

Maintain accounting and tracing of all operational and financial records for 

reimbursement purposes. 

 

  

https://safeandwell.communityos.org/cms/index.php
https://safeandwell.communityos.org/cms/index.php
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ROLES AND RESPONSIBILITIES 

OVERVIEW 

Local Jurisdictions 

Local jurisdiction refers to the cities and towns that are encompassed within the 

geographical borders of the County of Santa Clara. In the case of unincorporated 

areas, local jurisdiction refers to the county itself. Local jurisdictions participate in 

ongoing operational area planning and training. 

The 15 cities and towns within the boundaries of the County of Santa Clara are 

responsible for the mass care and sheltering of their residents and the County of Santa 

Clara is responsible for the residents in the unincorporated areas of the county. The 

County has developed sphere of influence agreements with the OA cities/towns where 

pockets of unincorporated county fall within the jurisdiction’s boundaries in these 

instances the cities/towns have agreed to provide mass care and shelter for 

unincorporated county areas.  

In the event of an emergency, the affected jurisdiction(s) will have the following mass 

care and sheltering related responsibilities: 

 Assess the situation and determine priorities for mass care and sheltering 

 Submit requests for shelter facilities to the local jurisdiction or the Red Cross 

for Red Cross shelters. In the event that local shelter authorities are unable to 

provide such resources, either directly or through established agreements, the 

local jurisdiction will forward these requests to the OA EOC 

 Communicate directly with the OA EOC 

 Provide information and updates about the condition of their affected 

jurisdictions, including status reports on shelters, damaged areas, infrastructure 

damage, affected populations, , and other pertinent information 

 Identify and provide basic human needs to the affected population 

Santa Clara County Operational Area  

As the lead agency in the OA, the County of Santa Clara is responsible for 

coordinating resources across the OA during a disaster. It is the primary point of 

contact for brokering resources among cities within the county and requesting state 

and federal resources when the need exceeds available resources at the local level. 

The OA EOC responds to requests with their own resources to the extent resources 

are available. The OA EOC either directs resources to the shelter in need or to a 
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nearby staging area, for distribution to a number of local shelters or directly to 

residents who need support but who choose not to use shelters.  

In the event of a large-scale emergency or disaster, the OA EOC will have the 

following mass care and sheltering related responsibilities: 

 Coordinate disaster response resource needs of local jurisdictions, including 

shelter and transportation, within the operational area 

 Support local jurisdiction agencies to ensure that shelter and other mass care 

service sites have adequate support for security and sanitation systems (such as 

accessible portable toilets and hand washing stations) 

 Fulfill requests for staff, equipment, and supplies to shelters in the operational 

area in support of Red Cross and local jurisdictions 

 Provide adequate skilled physical and mental health staff to local shelters  

 Inspect food handling and sanitation procedures at local shelters and fixed or 

mobile kitchen sites 

 Coordinate local jurisdiction transportation and shelter needs relating to the 

affected population including those with access and functional needs and for 

medically fragile populations 

 Ensure that those with access and functional needs have adequate support and 

resources 

 Coordinate communications with the general public that is fully accessible 

(e.g., captioning, sign-language interpretation) 

Some circumstances may exceed OA capabilities. When resources are fully deployed 

or expended and the OA cannot meet the needs from local jurisdiction shelters, the 

OA EOC will request those resources from the State. 

The Red Cross is a partner with local jurisdictions in helping to fulfill government’s 

legal responsibility of providing mass care and shelter for its citizens in a disaster. 

The partnership requires that government and the Red Cross work cooperatively 

during the preparedness phase to clarify roles and responsibilities. Government may 

also work in cooperation with other volunteer disaster assistance organizations to 

provide disaster relief. In a major disaster where there is widespread damage, the 

national resources of the Red Cross may not fully mobilize until a few days after the 

event.  

The Safe and Well Program is a locator system for persons affected by a disaster, 

which provides information about disaster clients to family members outside the 

disaster area.  

  

https://safeandwell.communityos.org/cms/index.php
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GENERAL ASSIGNMENTS  

The following apply specifically to those stakeholders who play a primary part in mass 

care and sheltering operations in the OA EOC. All agencies/organizations assigned mass 

care and shelter duties are responsible for the following: 

 Designate and train representatives of their agency to fill positions in the OA EOC 

Public Welfare Branch, and ensure that appropriate checklists and standard 

operating procedures (SOPs) are developed and maintained.  

 Identify staffing requirements including assignments that meet the obligation to 

ensure access and functional needs are met in the response.  

 Maintain notification procedures (e.g., contact lists) to ensure appropriately trained 

personnel are available for extended emergency duty in the OA EOC, as needed.  

 Develop and maintain procedures for identification, location, commitment, 

deployment, and accountability of applicable agency emergency support 

resources. 

 Provide personnel, equipment, and other assistance to support mass care and 

shelter response and recovery operations.  

 Provide situational/operational information in accordance with existing procedures 

and/or as requested by the responsible agency.  

OPERATIONAL AREA EMERGENCY OPERATIONS CENTER (OA EOC) 

In response to situational need, the County of Santa Clara OES activates the OA EOC, 

coordinates with local jurisdictions, and when appropriate coordinates with State OES. 

Once activated, the OA EOC coordinates emergency response functions across the OA.  

While this plan describes the OA EOC, similar roles exist in local jurisdiction EOCs and 

may need some modifications at the local jurisdiction level.  

OA EOC Public Welfare Branch  

The OA EOC Public Welfare Branch in collaboration with the Red Cross is 

responsible for coordination of mass care and shelter operations during incidents with 

impacts that exceed local jurisdictional capacity.  

In support of local jurisdictions, the Red Cross opens and operates shelters, assisted 

by local jurisdictions or county staff. Independent shelters may also be opened 

throughout the community, some with city leadership and/or private parties. The 

shelters supported by the OA EOC Public Welfare Branch are expected to provide for 

mass care and shelter needs of all disaster victims including people with access and 

functional needs. Support for the latter group will be provided using Functional 
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Assessment Service Teams (FAST). Specific duties of the OA EOC Public Welfare 

Branch include: 

 Identify, address, and track the mass care and shelter needs of the OA 

 Coordinating with the Red Cross and other emergency welfare agencies to 

identify, establish, staff, maintain and close shelters, mass feeding sites, and 

bulk distribution sites 

 Coordinating the deployment of FAST teams 

 Working closely with the OA EOC Medical/Health Branch to assure medical, 

behavioral health, mental health, and public health services are available at 

shelters 

 Coordinating with the PIO to communicate the shelter locations, mass feeding 

sites, and/or bulk distribution locations to the affected population 

 Ensuring communication on mass care and shelter issues to the Social Services 

Agency’s (SSA) Department Operations Center (DOC) to support the needs of 

SSA’s vulnerable clientele 

 Designate a Care and Shelter Unit Leader. This person will coordinate mass 

care and shelter planning and operations for the OA EOC 

 The Care and Shelter Unit Leader may work closely with the Red Cross to: 

o Identify gaps in procedures and resources on mass care and sheltering 

planning  

o Identify and perform Shelter Facility Surveys 

o Compile and maintain an up-to-date list of designated shelters 

o It is helpful to have Memorandums of Understanding (MOU) with 

designated shelter sites to clarify terms of use. Work with the Red Cross to 

develop applicable agreements 

o Provide shelter training to local jurisdictions and supporting organizations 

that will staff (and possibly manage) shelters 

Social Services Agency  

The Social Services Agency (SSA) is the county agency typically activated for mass 

care and shelter in an emergency or disaster. SSA works in close collaboration with 

the Red Cross to ensure mass care and shelter services are responsive to the county’s 

operational needs. SSA assumes its emergency role when the OA EOC is activated or 

the Director of OES requests assistance.  

The Director of SSA or their designee is the OA EOC Public Welfare Branch Director 

during a disaster and coordinates actions appropriate to the disaster situation.  

The Public Welfare Branch director’s responsibilities include: 
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 Providing status reports to the OA EOC Operations Section Chief as 

applicable, including appropriate mass care and shelter information  

 Processing requests from local jurisdictions for mass care and shelter resources 

and coordinating potential response actions of the member agencies and 

organizations  

American Red Cross, Silicon Valley Chapter  

By congressional Charter, the American Red Cross is tasked with activities for the 

purpose of mitigating human suffering caused by natural disasters and emergencies. 

The Red Cross provides liaisons to OA cities and the OA EOC Public Welfare 

Branch. The Red Cross is the primary support agency responsible for mass care and 

sheltering operations, shelter site identification, bulk distribution, disaster welfare 

information, and emotional support. The Red Cross mass care and shelter services 

include: 

 Opening and operate shelters  

 Providing food, shelter, health services, disaster mental health assistance, 

disaster spiritual care, disaster information, and bulk distribution of relief items 

 Integrating community resources to enhance shelter and support services, and 

fill gaps in resource availability 

 Providing fixed and mobile feeding sites 

 Facilitating and supporting family reunification programs in Red Cross shelters 

 Promoting public information sharing through its website 

 Communicating with the Red Cross National Headquarters to begin 

coordinating larger response efforts as needed 

In a disaster, the Red Cross Safe & Well website is available. It is a private and 

secure, easy-to-use online tool to help families and individuals notify loved ones that 

they are safe during an emergency. The site also allows people to update their status 

on Facebook & Twitter.  

Santa Clara County Animal Care and Control  

Santa Clara County Animal Care and Control provides temporary shelter for lost or 

stray animals and serves as the lead agency in coordinating animal services amongst 

other animal control departments and animal related services in Santa Clara County. 

Animal Care and Control is a part of the Santa Clara County Agriculture and 

Environmental Management Department.  

The Animal Care Unit of the OA EOC Public Welfare Branch is staffed by Santa 

Clara County Department of Animal Care and Control or their designee. The Animal 

http://www.redcross.org/ca/san-jose
https://safeandwell.communityos.org/zf/safesearch/search
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Care Unit Leader will serve as the single point of contact on all animal issues in the 

Operational Area. 

The OA EOC Animal Care Unit leader will be responsible for ensuring the following 

actions are taken: 

 Establish communication with all affected agencies 

 Maintain communication with city EOC Animal Care Coordinators 

 Assign the opening of animal shelters as needed 

 Deploy county mobile shelters, as needed 

 Respond to requests from within the OA EOC and local jurisdictions 

 Obtain support and supplies for animal shelters 

School Liaison Unit 

The school liaison in the OA EOC Public Welfare Branch coordinates 

communications with schools districts. 

OA EOC Medical/Health Operations Branch 

Requests for Public Health and Medical Health Services are made through the OA 

EOC Medical/Health Branch. The Medical/Health Branch manages Medical 

Volunteer Disaster Responders (MVDR). 

OA EOC Law Branch 

Requests for security and protective services are made through the OA EOC Law 

Branch of the Operations Section  

OA EOC Public Works Branch 

Information and support for damage assessment inspections and similar services to 

support shelter operations are accessed through the OA EOC Public Works Branch of 

the Operations Section.  

COUNTY AGENCIES SUPPORTING MASS CARE AND SHELTER ACTIVITIES 

Santa Clara County Office of Education  

As required by State law, school sites may be utilized for shelter operations and as 

destination and pickup points. The identification of a school for use as a shelter will 

be determined by school officials and the responsible local jurisdiction for mass care 

and sheltering operations.  

http://www.sccoe.org/resources/families/Pages/School-District-Locator.aspx
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California Education Code, Section 32282 states “Establishing a procedure to allow a 

public agency, including the American Red Cross, to use school buildings, grounds, 

and equipment for mass care and welfare shelters during disasters or other 

emergencies affecting the public health and welfare. The school district or county 

office of education shall cooperate with the public agency in furnishing and 

maintaining the services as the school district or county office of education may deem 

necessary to meet the needs of the community.” 

SUPPORTING SPECIAL DISTRICTS 

Santa Clara Valley Transportation Authority 

The Santa Clara Valley Transportation Authority (VTA) oversees the transportation 

system within Santa Clara County. Services provided by VTA include: 

 Assisting local jurisdictions with transportation services for affected 

populations including pets, as allowed 

 Coordinating post-disaster movement of human resources and supplies 

SUPPORTING PRIVATE ORGANIZATIONS 

Outreach, Inc. 

Outreach, Inc. (Outreach) uses a paratransit system that integrates a database of 

clients; automated routing and scheduling software; GPS and Automated Vehicle 

Location; and a communications system.  The database of registered clients including 

at-risk seniors, individuals with physical or mental disabilities, and individuals with 

language barriers is encrypted and available on an in-case-of-emergency basis to the 

OA EOC Planning Section. The database can provide specific information about 

clients for mass transportation and evacuation planning and operations.  

Outreach has planned for disaster resiliency by locating key resources in regions of 

Santa Clara County with lower seismic risk and has established resilient 

communications systems for dispatch bases. During emergency conditions, Outreach 

will: 

 Fulfill requests from the OA EOC Transportation Branch to provide 

emergency support for the movement of people with access and functional 

needs, including their caregiver/attendant, service animal, equipment, and 

supplies 

 Provide detailed assessments of damage and the operational status of dispatch 

bases and equipment, and make temporary emergency repairs as needed 

http://www.vta.org/
http://www.outreach1.org/
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 Provide staff, communications, vehicles, and equipment to assist the OA 

during response and recovery operations as resources for the movement of 

individuals with access and functional needs 

 Return paratransit services to normal levels as soon as possible following a 

disaster 

Private Sector Organizations 

Private-sector organizations may support construction, engineering, insurance, and 

real estate sectors: 

 Work closely with local jurisdictions to provide essential services, such as 

water, power, communications, transportation, and medical care 

 Play key roles in designing, producing, delivering, installing, and maintaining 

temporary or permanent housing and related critical infrastructure 

 May provide resources and training for Santa Clara County Emergency 

Volunteer Centers (EVC) 

 Identify ways to quickly repair or replace damaged or destroyed housing  

Non-Government Organizations 

Non-Government Organizations (NGOs) include churches, neighborhood health 

clinics, and food distribution agencies. These organizations may expand their normal 

services to meet increased needs after a disaster, either independently or in 

coordination with local, state, and federal efforts.  

These local roles may include: 

 Providing support for community recovery and displaced individuals and families 

 Assisting the transition from mass care and sheltering operations to interim 

housing arrangements 

 Managing donations 

 Casework assistance 

 Financial assistance 

 Transportation assistance 

 Emotional support 

 Long-term community planning 

 Supporting housing reconstruction 
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Collaborating Agencies Disaster Relief Effort (CADRE)  

The Collaborating Agencies Disaster Relief Effort (CADRE) mission is to enhance 

disaster preparedness efforts and the capacity of community and faith-based 

organizations, government agencies and the private sector to provide coordinated 

response and recovery services to the community.  

CADRE is registered and recognized by Northern California’s State Chapter of 

Voluntary Organizations Active in Disaster (VOAD) as Santa Clara County’s local 

VOAD. 

When activated, the CADRE Network provides a centralized resource for the 

coordination of community services. CADRE uses its communication network to 

access and connect resources with people and organizations in need. 

SUPPORTING STATE AGENCIES 

California Office of Emergency Services (Cal OES)  

Cal OES is responsible for the coordination of overall state agency response to large-

scale disasters in support of local jurisdictions. The office is responsible for assuring 

the state’s readiness to respond to and recover from all hazards – natural, manmade, 

war-caused emergencies and disasters – and for assisting local jurisdictions in their 

emergency preparedness, response, recovery, and hazard mitigation efforts.  

California Department of Social Services (CDSS)  

The California Department of Social Services (CDSS) is the lead agency for mass 

care and sheltering operations. The CDSS’s operational activities include collecting 

and interpreting information from across the state. The CDSS DOC manages the 

implementation of the department’s programs in the impacted areas. Programs may 

include housing assistance and financial support. CDSS staffs the Care and Shelter 

Branch in the State Operations Center (SOC) to coordinate response activities and 

interactions with other functional branches and state FAST teams.  

The CDSS can request state agencies to provide relevant resources to support local 

and regional mass care and shelter, and interim housing operations. Additionally, it 

performs the following tasks: 

 Lead the coordination of mass care and sheltering support for local 

jurisdictions, providing resources including staff to LAC, and coordinating 

with county health and human services agencies 

http://www.cadresv.org/
http://www.calema.ca.gov/LandingPages/Pages/About-CalOES.aspx
http://www.cdss.ca.gov/


 
ROLES AND RESPONSIBILITIES 

 

 

  41  |  P a g e SOCIAL SERVICES AGENCY 
COUNTY OF SANTA CLARA 

 CDSS will work to coordinate the identification of sites on state-owned land 

that are suitable for shelters, feeding sites, and staging areas  

 Coordinate delivery of supplies to the OA  

The Disaster Services Bureau of the CDSS supports local emergency agencies in 

order to provide temporary shelter for those who cannot safely remain in their homes 

due to a disaster or emergency. Shelters are generally opened and operated by the Red 

Cross, assisted by local or county staff. Meals are provided at the shelters for disaster 

victims who have been able to remain in their homes, but are unable to prepare meals. 

The mass care and shelter disaster response function is delegated to the Disaster 

Services Bureau of the California Department of Social Services through an 

Administrative Order by Cal OES.  

Once activated by Cal OES, Disaster Services Bureau staff assists in the mass care 

and shelter function by:  

 Tracking shelter status  

 Tracking feeding services 

 Coordinating state resources 

 Supporting the Red Cross in sheltering operations 

The Disaster Services Bureau also assists in networking with and between counties. 

Additionally, the Bureau tracks resources needed for mass care and sheltering with 

other state agencies and coordinates with the Red Cross to assist in training for shelter 

operations. Bureau staff may deploy to the Regional Emergency Operations Centers 

(REOC) throughout the state at the request of Cal OES. Staff is augmented with 

trained members of the Volunteer Emergency Services Team (VEST). 

VEST is comprised of approximately 100 employees from various state departments 

who have volunteered. Recruited, trained, and deployed by the California Department 

of Social Services, VEST members may be used in a variety of capacities including 

assisting at the REOCs to help coordinate mass care and shelter functions. 

California Emergency Medical Services Authority 

The California Emergency Medical Services Authority (EMSA) is a department of 

California Health and Human Services (CHHSA), and has the following 

responsibilities: 

 Lead agency responsible for coordinating California’s medical response to 

disasters and provides medical resources to local jurisdictions in support of 

their local response. 

http://www.emsa.ca.gov/
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 With the California Department of Public Health (CDPH), EMSA coordinates 

services for people with medical needs beyond those that can be handled in 

general population shelters. 

 Provide technical assistance to local Emergency Medical Services (EMS) 

agencies. 

 Support those with medically related access and functional needs within the 

shelters, including medication. 

 Provide information on the medical requirements of shelters and the 

availability of medical facilities. 

 Organize the evacuation of injured individuals to medical facilities outside the 

affected area. 

California Department of Food and Agriculture 

The California Department of Food and Agriculture (CDFA) is the lead State agency 

for animal related issues. Each county has a designated Animal Coordinator who 

oversees local jurisdiction activities to provide care and sheltering for companion 

animals. The County Animal Coordinator generates resource requests through the 

county’s department of agriculture, which participates in EOC structure according to 

needs. 

SUPPORTING FEDERAL AGENCIES 

Federal Emergency Management Agency (FEMA)  

The Federal Emergency Management Agency (FEMA) within The Department of 

Homeland Security (DHS) is the lead federal agency coordinating federal resources, 

to support local, tribal, state governments, and voluntary agencies in the performance 

of mass care, emergency assistance, housing, and human services missions.  

When directed by the President, ESF #6 services and programs are implemented to 

assist individuals and households impacted by potential or actual disaster incidents. 

ESF #6 is organized into four primary functions: Mass Care, Emergency Assistance, 

Housing, and Human Services. ESF #8 supports ESF #6 by providing services, 

expertise, and guidance on the public health issues of the medical needs populations.  

 

  

http://www.cdfa.ca.gov/
http://www.fema.gov/
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AUTHORITIES 

Emergency response, like all governmental action, is based on legal authority. The 

County of Santa Clara Operational Area Emergency Operations Plan Mass Care and 

Shelter Plan is a functional annex to the overall County of Santa Clara Operational Area 

Emergency Operation Plan (OA EOP), and follows state and federal guidelines.  

FEDERAL  

Robert T. Stafford Disaster Relief and Emergency Assistance Act 

Robert T. Stafford Disaster Relief and Emergency Assistance Act, PL 100-707, 

signed into law November 23, 1988; amended the Disaster Relief Act of 1974, PL 

93-288. This Act constitutes the statutory authority for most Federal disaster 

response activities especially as they pertain to FEMA and FEMA programs. 

Congressional Charter of the American Red Cross 

The American Red Cross is chartered to undertake activities for the purpose of 

mitigating human suffering caused by all natural disasters and emergencies.  

Homeland Security Act of 2002 

Homeland Security Presidential Directive 5 (HSPD-5) (February 28, 2003) 

Presidential Policy Directive / PPD-8: National Preparedness 

Post-Katrina Emergency Management Reform Act (PKEMRA) of 2006  

Pets Evacuation and Transportation Standards (PETS) Act of 2006 

PETS Act of 2006 amends the Stafford Act to authorize DHS/FEMA to use 

Federal funds to reimburse States for emergency management of services animals 

and pets, including evacuation, mass care/sheltering, and emergency veterinary 

services. 

Americans with Disabilities Act (ADA) of 1990, as amended 

Section 504 of the Rehabilitation Act of 1973, as amended 

Title VI of the Civil Rights Act 

Public Law 920: Federal Civil Defense Act of 1950  

https://www.fema.gov/robert-t-stafford-disaster-relief-and-emergency-assistance-act-public-law-93-288-amended
http://www.redcross.org/about-us/history/federal-charter
http://www.dhs.gov/homeland-security-act-2002
http://www.dhs.gov/sites/default/files/publications/Homeland%20Security%20Presidential%20Directive%205.pdf
http://www.dhs.gov/presidential-policy-directive-8-national-preparedness
https://www.congress.gov/bill/109th-congress/senate-bill/3721
http://www.animallaw.info/statures%20/stusfd2006pl109_308.htm
http://www.ada.gov/pubs/ada.htm
http://www.fema.gov/accommodating-individuals-disabilities-provision-disaster-mass-care-housing-human-services-2
http://www.justice.gov/crt/about/cor/coord/titlevi.php
https://www.hsdl.org/?abstract&did=456688
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Executive Order 13155, Improving Access to Services for Persons with Limited 

English Proficiency 

Executive Order 13347, Individuals with Disabilities in Emergency Preparedness 

National Incident Management System (NIMS), Department of Homeland Security, 

updated in May 2013 

National Response Framework (NRF) 

National Response Framework sets forth roles and responsibilities of federal and 

certain non-federal entities after catastrophes overwhelm state and local 

government.  

Emergency Support Function #6 – Mass Care, Emergency Assistance, Temporary 

Housing 

Emergency Support Function (ESF) #6 – Mass Care, Emergency Assistance, 

Temporary Housing, and Human Services coordinates and provides life-sustaining 

resources, essential services, and statutory programs when the needs of disaster 

survivors exceed local, state, tribal, territorial, and insular area government 

capabilities. 

Emergency Support Function #8 – Public Health and Medical Services Annex 

Emergency Support Function (ESF) #8 – Public Health and Medical Services 

provides the mechanism for Federal assistance to supplement local, state, tribal, 

territorial, and insular area resources in response to a disaster, emergency, or 

incident that may lead to a public health, medical, behavioral, or human service 

emergency, including those that have international implications. 

Mass Evacuation Incident Annex to the National Response Framework, Department 

of Homeland Security, June 2008.  

STATE  

California Emergency Services Act (Chapter 7 of Division 1 of Title 2 of the 

Government Code) 

California Disaster Assistance Act (CDAA) 

California Disaster and Civil Defense Master Mutual Aid Agreement 

http://www.gpo.gov/fdsys/pkg/CFR-2001-title3-vol1/pdf/CFR-2001-title3-vol1-eo13166.pdf
http://www.gpo.gov/fdsys/pkg/CFR-2001-title3-vol1/pdf/CFR-2001-title3-vol1-eo13166.pdf
http://www.hhs.gov/ocr/civilrights/resources/specialtopics/emergencypre/eo13347disabilitiesemergencypreparedness.pdf
http://www.fema.gov/pdf/emergency/nims/NIMS_core/pdf
http://www.fema.gov/pdf/emergency/nims/NIMS_core/pdf
http://www.fema.gov/national-response-framework
https://www.fema.gov/media-library/assets/documents/32186?id=7355
https://www.fema.gov/media-library/assets/documents/32186?id=7355
https://www.fema.gov/media-library/assets/documents/32198?id=7359
http://www.fema.gov/media-library-data/20130726-1825-25045-6500/mass_evacuation_incident_annex_2008.pdf
http://www.fema.gov/media-library-data/20130726-1825-25045-6500/mass_evacuation_incident_annex_2008.pdf
http://www.leginfo.ca.gov/cgi-bin/displaycode?section=gov&group=08001-09000&file=8550-8551
http://www.leginfo.ca.gov/cgi-bin/displaycode?section=gov&group=08001-09000&file=8550-8551
http://www.leginfo.ca.gov/cgi-bin/displaycode?section=gov&group=08001-09000&file=8680-8680.9
http://www.calema.ca.gov/PlanningandPreparedness/Documents/CAMasterMutAid.pdf
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Standardized Emergency Management System Regulations (SEMS) California Code 

of Regulations, Title 19, Division 2, Chapter 1 

California Government Code, Title 1, Division 4, Chapter 8, Sections 3100, 3101, and 

3102, and California Labor Code Section 3211.92 

Public Employees as Disaster Service Workers 

State of California Emergency Plan  

On June 23, 2009, Governor Arnold Schwarzenegger promulgated the 2009 

edition of the State of California Emergency Plan. The plan outlines a state-level 

strategy to support local government efforts during a large-scale emergency. In 

accordance with the California Emergency Services Act, the State Emergency 

Plan describes:  

Emergency Function 6 – Care and Shelter Annex  

The Mass Care and Shelter (EF-6) function coordinates actions to assist 

responsible jurisdictions to meet the needs of victims displaced during an incident 

including food assistance, clothing, non-medical care and sheltering, family 

reunification and victim recovery. 

Emergency Function 8 – Public Health and Medical  

LOCAL 

Santa Clara County Operational Area Emergency Operations Plan  

County of Santa Clara Ordinance Code– Division A8 – Civil Protection and 

Emergency Services  

The declared purposes of this division are to provide for the preparation and 

carrying out of plans for the protection of persons and property within the County 

of Santa Clara in the event of an emergency. 

https://law.resource.org/pub/us/ccr/gov.ca.oal.title19.html
https://law.resource.org/pub/us/ccr/gov.ca.oal.title19.html
http://www.leginfo.ca.gov/cgi-bin/displaycode?section=gov&group=03001-04000&file=3100-3109
http://www.leginfo.ca.gov/cgi-bin/displaycode?section=gov&group=03001-04000&file=3100-3109
http://www.weblaws.org/california/codes/ca_lab_section_3211.92
http://www.caloes.ca.gov/cal-oes-divisions/planning-preparedness/state-emergency-plan-ca-emergency-functions
http://www.calema.ca.gov/PlanningandPreparedness/Documents/EF%206%20Care%20and%20Shelter%20Executive%20Summary%2010%2030%2013.pdf
http://www.calema.ca.gov/PlanningandPreparedness/Documents/EF%208%20Public%20Health%20and%20Medical%20Executive%20Summary%2010%2030%202013.pdf
http://www.sccgov.org/sites/oes/documents/eop_complete.pdf
https://www.municode.com/library/ca/santa_clara_county/codes/code_of_ordinances?nodeId=TITAGEAD_DIVA8CIPREMSE_SA8-3DE
https://www.municode.com/library/ca/santa_clara_county/codes/code_of_ordinances?nodeId=TITAGEAD_DIVA8CIPREMSE_SA8-3DE
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ACRONYMS 

ADA Americans with Disabilities Act 

AFN   Access and Functional Needs 

AiD   Animal in Disaster 

CADRE  Collaborating Agencies Disaster Relief Effort 

Cal OES  California Governor’s Office of Emergency Services 

CBO   Community-Based Organization 

CDAA  California Disaster Assistance Act 

CDFA   California Department of Food and Agriculture 

CDPH   California Department of Public Health 

CDSS   California Department of Social Services 

CHHS   California Health and Human Services Agency  

C-MIST  Communication, Medical, Independence, Supervision, and Transportation 

C-POD Commodity Point of Distribution 

DFSP Disaster Food Stamp Program 

DHS Department of Homeland Security 

DOC Department Operations Center 

D-SNAP Disaster Supplemental Nutrition Assistance Program 

DSW   Disaster Service Worker 

EF    Emergency Function 

EMAC  Emergency Management Assistance Compact 

EMS   Emergency Medical Services 

EMSA  Emergency Medical Services Authority 

EOC   Emergency Operations Center 

EOP   Emergency Operations Plan 

ESF   Emergency Support Function 

EVC   Emergency Volunteer Center 

FAST   Functional Assessment Service Teams 

FBO   Faith-Based Organization 

FEMA  Federal Emergency Management Agency 

GIS   Geographic Information System  

HSPD   Homeland Security Presidential Directive 

LAC   Local Assistance Center 

LSA   Logistics Staging Area 

MAC   Multi-Agency Coordination 

MOU   Memorandum of Understanding 

MVDR  Medical Volunteer Disaster Responder 

NRF   National Response Framework 

NGO   Non-governmental Organization 

NIMS   National Incident Management System 

NSS   National Shelter System 

OA   Operational Area 
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OA EOC  Operational Area Emergency Operations Center 

OA EOP  Operational Area Emergency Operations Plan 

OES   Office of Emergency Services 

PETS    Pets Evacuation and Transportation Standards Act 

PKEMRA Post-Katrina Emergency Management Reform Act 

PIO   Public Information Officer 

PL    Public Law 

PNP   Private Non-Profit 

PPD   Presidential Policy Directive 

REOC   Regional Emergency Operations Center 

SEMS   Standardized Emergency Management System 

SOC   State Operations Center 

SOP   Standard Operating Procedures 

SSA   Social Services Agency 

USACE  United states Army Corp of Engineers 

VEST   Volunteer Emergency Services Team 

VOAD   Voluntary Organizations Active in Disasters 
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DEFINITIONS 

Access and Functional Needs (AFN): As defined by the National Response Framework 

(NRF) Access and Functional Needs may be present before, during, or after an incident in 

one of more areas and may include, but are not limited to, communication, medical care, 

maintaining independence, supervision, and transportation. For the purposes of 

emergency preparedness and response, “needs” are organized into five categories:   

C-MIST Communications, Medical, Independence, Supervision, and Transportation 

Communication: This category includes people who have limited or no ability to 

speak, see, hear, or understand. During an emergency, people with communication 

needs may not be able to hear announcements, see signs, understand messages, or 

verbalize their concerns. 

Medical Care: People in this group require assistance in managing activities of daily 

living such as eating, dressing, grooming, transferring, and going to the toilet. It 

includes managing chronic, terminal, or contagious health conditions such as ongoing 

treatment and administration of medications, IV therapy, catheters, tube feeding, 

dialysis, oxygen, operating life-sustaining equipment. Early identification of these 

needs and intervention can avoid deterioration of health.  

Maintaining Independence: Maintaining Independence includes people who are able 

to function independently if they have their assistive devices and/or equipment. Items 

consist of mobility aids (e.g., wheelchairs, walkers, canes, crutches), communication 

aids, medical equipment (e.g., catheters, oxygen, syringes, medications), and service 

animals. Individuals may become separated from their assistive equipment and/or 

animals in an emergency. Those at risk whose needs are recognized and restored early 

are able to maintain their independence and manage in mass shelters. Effectively 

meeting their functional needs prevents secondary complications. 

Supervision: People with supervision needs may include those who have psychiatric 

conditions (e.g., dementia, Alzheimer, Schizophrenia, depression or severe mental 

illness), addiction problems, brain injury, or may become anxious due to transfer 

trauma. During an emergency, some people with mental illness may be able to 

function well while others require a more protected and supervised setting. 

Transportation: Emergency response requires mobility and this category includes 

people who are unable to drive because of disability, age, temporary injury, poverty, 

addiction, legal restriction or have no access to a vehicle. Wheelchair accessible 

transportation may be necessary. Pre-planning evacuation needs helps prevent chaos 

during an emergency and many people can function independently once evacuated to 

safety.  
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Accessible: A facility is accessible if it has the legally required features and/or qualities 

that ensure entrance, participation, and usability of places, programs, services, and 

activities by individuals with a wide variety of disabilities.  

Affected Population: Anyone who has been displaced, injured, or suffered some loss 

due to a disaster.  

American Red Cross (Red Cross): The Red Cross is a humanitarian organization, led 

by volunteers, that provides relief to victims of disasters and helps people prevent, 

prepare for, and respond to emergencies. It does this through services that are consistent 

with its Congressional Charter and the Principles of the International Red Cross 

Movement.  

Americans with Disabilities Act (ADA): The Americans with Disabilities Act prohibits 

discrimination against people with disabilities in employment, transportation, public 

accommodation, communications, and governmental activities. The ADA also establishes 

requirements for telecommunications relay services.  

Annex: An annex is an addition to a document.  

Appendix: Appendices provide relevant information already referenced in the guidance. 

Typically, this includes forms used or other necessary information.  

Bulk Distribution: Bulk distribution is the distribution of emergency relief items (e.g., 

food, water, ice, sanitation supplies, and first-aid supplies) to individuals outside of 

government-supported shelters. These may include people who remain close to their 

damaged homes, as well as those who are in spontaneous shelters and may not be able to 

reach or willing to go to a general population shelter. The supplies are distributed through 

sites established within the affected area or via mobile distribution.  

California Office of Emergency Services (Cal OES): California Governor’s Office of 

Emergency Services.  

Catastrophic Incident: A catastrophic incident is any natural or manmade incident, 

including terrorism, which produces severe and widespread damages of such a magnitude 

as to result in the requirement for significant resources from outside the affected area to 

provide the necessary response. 

Civil Unrest: Civil unrest involves a disruption of the typical social order; it can involve 

a strike or protest, and it can be non-violent or involve violence. Riots and rebellions are 

both forms of civil unrest.  

C-MIST: See Access and Functional Needs 

Commodity: A commodity is food and non-food items distributed in bulk to the public.  
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Commodity Point of Distribution (C-POD): A centralized location where supplies are 

delivered and the public travels to the site to pick up the commodities (e.g., pre-packaged 

meals, water, tarps, ice, etc.).  

Community-Based Organization (CBO): Non-profit organizations that operate within a 

single local community and constitute a subset of the wider group of NGOs. They are 

frequently run by volunteers and often self-funding. Some are formally incorporated with 

written charters and boards of directors, while others are much smaller and more 

informal. 

Dam Failure: Partial or complete collapse of a dam causing downstream flooding.  

Demobilize: When specific personnel or equipment is no longer needed, they are 

returned to the original dispatch location.  

Disaster: A disaster is a sudden calamitous emergency incident bringing great damage, 

loss, or destruction.  

Disaster Service Worker (DSW): The Disaster Service Worker program is a state-

funded worker’s compensation program for government employees and affiliated 

volunteers who provide services to protect the health and safety, and preserve the lives 

and property, of the people of California. Government-affiliated volunteers, including 

members of the public who spontaneously volunteer to assist during a disaster, may be 

registered as DSWs under California’s Disaster Service Worker Volunteer Program.   

Disaster Supplemental Nutrition Assistance Program (D-SNAP): The distribution of 

emergency SNAP benefits (i.e., a program through which eligible clients receive food 

products, rather than benefits intended for purchasing food) to victims of a presidentially 

declared major disaster. D-SNAP includes the Disaster Food Stamp Program (DFSP).  

Durable Medical Equipment (DME): Certain medical equipment for use in the home, 

includes, but is not limited to, wheelchairs, canes, walkers, shower chairs, toilet chairs, 

raised toilet seats, oxygen equipment, nebulizer tubing and machines, and speech 

generating devices.  

Emergency: Any occasion or instance that warrants action to save lives and to protect 

property, public health, and safety.  

Emergency Medical Services (EMS): A service, providing out-of-hospital, acute 

medical care, transport to definitive care, and other medical transport to patients with 

illnesses and injuries, which prevent the patient from transporting themselves. 

Emergency Operations: Actions taken during an emergency to protect life and property, 

care for the people affected, and restore essential community services.  
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Emergency Operations Center (EOC): A site from which government officials 

coordinate, monitor, and direct response activities during an emergency.  

Emergency Operations Plan (EOP): A document that describes how people and 

property will be protected in disaster and disaster threat situations; details who is 

responsible for carrying out specific actions; identifies the personnel, equipment, 

facilities, supplies, and other resources available for use in the disaster; and outlines how 

all actions will be coordinated.  

Emergency Response Agency: Any organization responding to an emergency or 

providing mutual aid support to such an organization whether in the field, at the scene of 

an incident, or to the operations center.  

Emergency Support Function (ESF): A functional area of response activity established 

to facilitate the delivery of federal assistance during the immediate response phase of a 

disaster to save lives, protect property and public health, and to maintain public safety. 

ESFs represent those types of federal assistance, which the State will most likely need 

because of the impact of a catastrophic or significant disaster on its own resources and 

response capabilities, or because of the specialized or unique nature of the assistance 

required. ESF missions are designed to supplement state and local response efforts.  

Evacuation: Organized and supervised dispersal of people from dangerous or potentially 

dangerous areas.  

Evacuation Route: A road or series of roads used to move people away from an incident 

in a safe manner.  

Evacuee: All persons removed or moving from areas threatened or struck by a disaster.  

Faith-Based Organization (FBO): Commonly refers to organizations associated with a 

major religion. FBOs have played major roles in delivering a variety of services to the 

public, such as caring for the infirm and elderly, delivering humanitarian aid, or 

responding to disasters. FBOs may operate and be managed at local, national, or 

international levels.  

Federal Emergency Management Agency (FEMA): The Federal Emergency 

Management Agency (FEMA) is the federal agency responsible for coordinating 

emergency planning, preparedness, risk reduction, response, and recovery. The agency 

works closely with state and local governments by funding emergency programs and 

providing technical guidance and training. These coordinated activities at the federal, 

state, and local levels ensure a broad-based emergency program to insure public safety 

and protect property.  
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Feeding: Providing food to the affected population and emergency workers through a 

combination of fixed sites, mobile feeding units, and bulk food distribution. Such 

operations will incorporate sound nutritional standards and will include provisions for 

meeting dietary requirements of those with special dietary needs, where possible.  

Functional Assessment Service Team (FAST): A FAST consists of trained personnel 

ready to respond and deploy to disaster areas to work in shelters. FAST will work side by 

side with shelter personnel and other emergency response workers to assist in identifying 

and meeting access and functional needs so people can maintain their health, safety, and 

independence during disasters. The role of FAST is to assess individuals and facilitate the 

process of getting essential resources needed by those individuals in shelters. These may 

include durable medical equipment (DME), consumable medical supplies (CMS), 

prescribed medications, or a person to assist with essential activities of daily living.  

Flood: A general and temporary condition of inundation of normally dry land areas from 

overflow of inland or tidal waters, unusual or rapid accumulation or runoff of surface 

waters, or mudslides/mudflows caused by accumulation of water. 

Go-Kit: A kit that affected populations are encouraged to bring with them to the shelter 

and includes such items as blankets, a change of clothes, basic toiletries and prescription 

medications.  

Hazard: Any source of danger or element of risk to people or property. 

Hazardous Material: Any substance or material that when involved in an accident and 

released in sufficient quantities, poses a risk to people’s health, safety, and/or property. 

These substances and materials include explosives, radioactive materials, flammable 

liquids or solids, combustible liquids or solids, poisons, oxidizers, toxins, and corrosive 

materials.  

Household Pet: A domesticated animal, such as a dog, cat, bird, rabbit, rodent, or turtle 

that is traditionally kept in the home for pleasure rather than for commercial purposes, 

can travel in commercial carriers and can be housed in temporary facilities. Household 

pets do not include reptiles (except turtles), amphibians, fish, insects/arachnids, farm 

animals (including horses), and animals kept for racing purposes.  

Household Pet Shelter: Any facility that provides disaster-related refuge to the 

household pets of evacuees. Examples include animal rescue shelters, humane societies, 

veterinary offices, boarding kennels, and breeder facilities.  

Incident: An occurrence or event, either human-caused or by natural phenomena, that 

requires action by emergency response personnel to prevent or minimize loss of life or 

damage to property and/or natural resources.  
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Incident Command System (ICS): The Incident Command System (ICS) is a 

standardized emergency management concept designed to provide an integrated 

organizational structure for managing emergencies, and to enable coordinated emergency 

response across jurisdictional boundaries. ICS is the combination of facilities, equipment, 

personnel, procedures, and communications operating within a common organizational 

structure, designed to aid in the management of resources during emergencies. It is based 

on proven management tools that contribute to the strength and efficiency of the overall 

system.  

Interim Housing: Any facility intended to provide living accommodations for an 

extended period. Interim housing can include single-family home, multi-family homes, 

apartments, and manufactured homes.  

Limited English Proficiency: Persons who do not speak English as their primary 

language and who have a limited ability to read, speak, write, or understand English.  

Local Assistance Center (LAC): A site established by local government to provide 

disaster victims a “one-stop” access to local, state, and federal governmental agencies, 

private service organizations and certain representatives of the private sector.  

Local Jurisdiction: Local jurisdiction refers to the cities, towns, school districts, and 

special districts that are encompassed within the geographical borders of the County of 

Santa Clara. In the case of unincorporated areas, local jurisdiction refers to the county 

itself. 

Major Disaster: Any hurricane, tornado, storm, flood, high-water, wind-driven water, 

tidal wave, tsunami, earthquake, volcanic eruption, landslide, mudslide, snowstorm, 

drought, fire, explosions, or other catastrophe which, in the determination of the 

President, causes damage of sufficient severity and magnitude to warrant assistance under 

the Federal Disaster Relief Act. 

Mass Care and Shelter: The actions that are taken to feed and house the affected 

population from the effects of a disaster. Activities include providing temporary shelter, 

food, medical care, clothing, and other essential life support needs to those people that 

have been displaced from their homes because of a disaster or threatened disaster.  

Meal-Ready-To-Eat/Heater Meal: Pre-packaged individual meal, some with internal 

chemical self-heating units, which can be stored for extended periods without 

refrigeration.  

Memorandum of Understanding (MOU): A written agreement between disaster 

responder organizations to formalize the understanding that they will assist in the disaster 

response.  
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Mitigation: Pre-event planning and actions that aim to lessen the occurrence or effects of 

potential disaster.  

Mobilization: The process and procedures used by organizations; federal, state and local 

for activating, assembling, and transporting resources that have been requested to respond 

to or support an incident.  

Multi-Agency Coordination (MAC): The participation of government and other 

organizations involved at any level of the SEMS organization working together in a 

coordinated effort to facilitate decisions for overall emergency response activities, 

including the sharing of critical resources and the prioritization of incidents.  

Multi-Jurisdiction Incident: An incident where multiple jurisdictions have a statutory 

responsibility. Under ICS, these incidents will be managed under Unified Command.  

Mutual Aid: Is the voluntary aid and assistance by the provision of services and 

facilities, including but not limited to fire, police, medical and health, communication, 

transportation, and utilities. Mutual aid is intended to provide adequate resources, 

facilities, and other support to jurisdictions whenever their own resources prove to be 

inadequate to cope with a given situation.  

Mutual Aid Agreement: Written agreement between agencies and/or jurisdictions in 

which they agree to assist one another upon request, by furnishing personnel and 

equipment.  

Natural Disaster: Any hurricane, tornado, storm, flood, high water, wind-driven water, 

tidal wave, tsunami, earthquake, volcanic eruption, landslide, mudslide, snowstorm, 

drought, fire, or other catastrophe which causes, or which may cause, substantial damage 

or injury to civilian property or persons.  

National Incident Management System (NIMS): The National Incident Management 

System (NIMS) provides a comprehensive approach to emergency management for all 

hazards. NIMS integrates existing best practices into a consistent nationwide approach to 

domestic emergency management that is applicable to all jurisdictional levels (public and 

private) and across functional disciplines. NIMS is based on a balance of flexibility and 

standardization. NIMS is flexible, and allows government and private entities at all levels 

to work together to manage domestic emergencies, regardless of their cause, size, 

location, or complexity. NIMS also provides a set of standardized organizational 

structures.  

National Response Framework: The National Response Framework (NRF) presents the 

guiding principles that enable all response partners to prepare for and provide a unified 

national response to disasters and emergencies – from the smallest incident to the largest 

catastrophe. The Framework establishes a comprehensive, national, all-hazards approach 
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to domestic incident response. The Framework documents the key response principles, 

roles, and structures that organize national response. It describes how communities, 

States, the Federal Government, and private-sector and non-governmental partners apply 

these principles for a coordinated, effective national response. And it describes special 

circumstances where the Federal Government exercises a larger role, including incidents 

where Federal interests are involved and catastrophic incidents where a State would 

require significant support. It allows first responders, decision makers, and supporting 

entities to provide a unified national response.  

National Shelter System (NSS): A national database of shelters managed by FEMA and 

Red Cross. All shelters listed for the 12 counties of the San Francisco Bay Area region 

have statements of understanding with Red Cross to make the sites available as shelters if 

they are needed after an incident. All sites are inspected by Red Cross to ensure that they 

meet Red Cross standards for shelters. The database has information about each shelter, 

including the number of people it can support and details about utilities, bathroom 

facilities, and other features related to shelter operations.  

Non-Governmental Organization (NGO): An entity with an association that is based 

on interests of its members, individuals, or institutions, and that is not created by a 

government, but may work cooperatively with government. Such organizations serve a 

public purpose, not a private benefit. Examples of NGOs include faith-based charity 

organizations and the Red Cross.  

Non-Traditional Shelter:  Large, sheltering facility, often those generally used for 

public assembly such as an arena, convention center, cruise ships, vacant building, 

stadiums or recreational fields, parking lots, beaches, campgrounds, farm land, or open 

lots.  

Office of Emergency Services (OES): OES is the lead agency in fulfilling the County’s 

responsibility under the California Emergency Services Act (Chapter 7 of Division 1 of 

Title 2 of the CA Government Code) and also serves as the Operational Area Coordinator 

for County of Santa Clara under the Standardized Emergency Management System (CA 

Government Code 8605)  

Operation Area (OA): A geographical area that encompasses all local governments 

within a county, including the county. The operational area serves as the coordination and 

communications link between the local government and the state. The operational area 

prioritizes resources and coordinates mutual aid among entities within the operational 

area. Each operational area is responsible for activating and operating an EOC.  

Operational Area Emergency Operations Center (OA EOC): The physical location at 

which the coordination of information and resources to support operational area activities 

normally takes place. 
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Paratransit: The family of transportation services which falls between the single 

occupant automobile and fixed route transit. Examples of paratransit include taxis, 

carpools, vanpools, minibuses, demand-responsive bus services, and specialized bus 

services for the mobility impaired or transportation disadvantaged.  

Plan: A document that describes the broad, overall jurisdictional response to potential 

extraordinary emergencies or disasters.  

Preparedness: The range of deliberate, critical tasks and activities necessary to build, 

sustain, and improve operational capability. Preparedness is a continuous process 

involving efforts at all levels of government and between government and private-sector 

and non-governmental organizations to identify threats, determine vulnerabilities, and 

identify required resources. Preparedness is operationally focused on establishing 

guidelines, protocols, and standards for planning, training and exercises, personnel 

qualification and certification, equipment certifications and publication management.   

Recovery: The long-term activities beyond the initial emergency response phase of 

disaster operations that focus on returning all systems in the community to a normal 

status or to reconstitute these systems to a new condition that is less vulnerable.   

Resources: Personnel and equipment available, for assignment to incidents or to EOCs.  

Response: Activities that address the direct effects of an incident; immediate actions to 

save lives, protect property. 

Safe and Well Program: A website that is accessible 24 hours a day, seven days a week 

via www.redcross.org. People within a disaster area can register themselves and 

communicate information to their family members, letting them know of their well-being. 

Concerned family members who know a person’s phone number (home, cell or work) or 

a complete home address can search for the messages posted by those who self-register.  

Service Animal: The ADA defines a service animal as any guide dog, signal dog, or 

other animal individually trained to assist an individual with a disability, including but 

not limited to assisting individuals with impaired vision, hearing, or mobility; providing 

animal protection; or performing rescue work. Service animals are not pets and will 

remain with their owners at all times as allowed by law. If they meet this definition, 

animals are considered service animals under the ADA regardless of whether they have 

been licensed or certified by a local or State government.  

Shelter: Facilities providing safe, sanitary, and secure refuge before, during, and after 

disaster incidents. (Note: This may also include some facilities that provide immediate 

necessary safe haven sheltering during an incident, but are not capable of ongoing 

operations once other options are available.) Shelters may include general population 

shelters, medical needs shelters, or household pet shelters.  

http://www.redcross.org/
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Shelter Agreement: An agreement between a property owner/operator and an 

organization responsible for operating a mass care shelter facility that allows use of a 

physical location as a mass care and shelter site.  

Shelter Capacity: In the National Shelter System (NSS) database, “shelter capacity” is 

based on allowing 40 square feet per person.  

Shelter-In-Place: Shelter-in-place means to take immediate shelter where you are—at 

home, work, school, or in between, for example, during a hazardous materials incident 

when chemical or radiological contaminants are released into the environment.  

Shelter Manager: An individual who provides for the internal organization, 

administration, and operation of a shelter facility.  

Special District: A unit of local government (other than a city or county, with authority 

or responsibility to own, operate, or maintain a project (e.g., a water district). 

Spontaneous Shelter: A spontaneous shelter is a site where people may gather and 

reside after an incident, but it is not supported by any organization.  

Standardized Emergency Management System: The Standardized Emergency 

Management System (SEMS) is used to manage emergency response in California. 

SMES consists of five hierarchical levels: field, local, Operational Area, regional, and 

State. SEMS incorporates the principles of the Incident Command System, the Master 

Mutual Aid Agreement, existing discipline-specific mutual aid agreements, the 

Operational Area concept, and multi-agency or interagency coordination and 

communication. Under SEMS, response activities are managed at the lowest possible 

organizational level.  

Support Animal: State law defines emotional support animals as animals that assist a 

person with a psychiatric/emotional disability. Although not always as specifically 

trained as service animals, emotional support animals are still considered an essential aid 

to a person with a disability that allows them to function in their daily life; therefore, they 

are also exempt from restrictions regarding facility and transportation access.  

Terrorism:  The use of, or threatened use of criminal violence against civilians or 

civilian infrastructure to achieve political ends through fear and intimidation.  

Tsunami: A large oceanic wave generated by earthquakes, submarine volcanic eruptions, 

or large submarine landslides in which sudden forces are applied to the water mass.  

Unaccompanied Minor: Unaccompanied minors are those persons who are less than 18 

years of age and not emancipated; separated from both parents and other relatives; and 

are not being cared for by any adult who by law or custom is responsible for doing so. 
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Volunteer Organizations Active in Disasters (VOAD): Established disaster relief 

organizations, which for the most part are faith-based and national in scope, yet play a 

major role in disaster recovery at the local level. Services include, but are not limited to:  

 Repairing and replacing low-income housing  

 Mass feeding services 

 Home clean-up and repairs  

 Facilities for in-kind disaster relief supplies  

 Disaster child care  

 Material resources such as blankets, health kits, and clean up kits  

 Trauma, stress, grief, care for responders and affected population 

 Shelter management  

 Emergency sheltering of animals  

 Clean-up and debris removal  

 2-1-1 information and referral  
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SHELTER FACILITY SURVEY 
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