
  
 

 
 

County of Santa Cruz 
Human Services Department 

 
Emergency Shelter  

Management and Operations Plan 
2022 

 
  



Human Services Department • Emergency Shelter Management and Operations Plan 2022 

ii 
 

Table of Contents 

Contents 
Introduction ..................................................................................................................................... 1  
Legal Requirements for Local Government ................................................................................... 1  
Purpose ............................................................................................................................................ 2  
Scope ............................................................................................................................................... 2  

Role of a County Shelter Management Team ............................................................................. 3 
County Profile ................................................................................................................................. 4  
Assumptions .................................................................................................................................... 4  
Staff Deployment Plan .................................................................................................................... 5  

Staff Positions to be Deployed .................................................................................................... 5  
Maintain a Shelter Disaster Service Worker Staff Roster ........................................................... 6  
Staffing Chart .............................................................................................................................. 6  

Managing Multiple Shifts ............................................................ Error! Bookmark not defined.8 
Personnel Resources ..................................................................................................................... 78 
Concept of Operations .................................................................................................................. 89 

General Concepts ...................................................................................................................... 89 
Notification ................................................................................................................................... 89 
Activation .................................................................................................................................... 810 
Response Actions: Care and Shelter Branch ............................................................................... 910 

Establish the EOC Care and Shelter Branch .......................................................................... 1112 
Gather and Analyze Information ............................................................................................ 1112 
Obtain and Deploy Resources ................................................................................................ 1112 
Coordinate Response ............................................................................................................. 1112 
Monitor, Track, and Inform .................................................................................................. 1213 

Deactivation .............................................................................................................................. 1314 
Mass Care Operations ............................................................................................................... 1314 

Shelter Operations ................................................................................................................. 1415 
American Red Cross Support ............................................................................................... 1415 
County of Santa Cruz Support .............................................................................................. 1415 

Shelter Site Management Support ............................................................................................ 1516 
Shelter Site Support Team .................................................................................................... 1516 
Shelter Supply System .......................................................................................................... 1617 
Registration ........................................................................................................................... 1617 
Eligibility for Shelters ........................................................................................................... 1718 

Access and Functional Needs (AFN) ........................................................................................ 1718 
Definition/Overview ............................................................................................................. 1718 
Pre-Event/Preparation ........................................................................................................... 1718 
During an Event .................................................................................................................... 1920 
Non-English-Speaking People .............................................................................................. 2021 
Children Separated from their Parent or Guardian ............................................................... 2021 
Contingency Planning for AFN Population .......................................................................... 2021 

Feeding ...................................................................................................................................... 2021 



Human Services Department • Emergency Shelter Management and Operations Plan 2022 

iii 
 

Feeding Operations ............................................................................................................... 2021 
Food Source Options ............................................................................................................ 2122 

Bulk Distribution ...................................................................................................................... 2223 
Bulk Distribution Operations ................................................................................................ 2223 
Community Points of Distribution ........................................................................................ 2223 
Mobile Supply Distribution .................................................................................................. 2324 

Family Reunification ................................................................................................................ 2324 
Recovery Support and Housing Assistance .............................................................................. 2324 

Temporary or Interim Housing ............................................................................................. 2425 
Supporting Vehicles in Shelters ............................................................................................ 2425 

Acronyms .................................................................................................................................. 2526 
Acknowledgements ................................................................................................................... 2627 
Appendix A: Shelter Management Organization Chart ............................................................ 2728 
Annexes..................................................................................................................................... 2829 

Training and Exercise Plan ................................................................................................... 2829 
Job Action Sheets .................................................................................................................. 2829 

 



 

1 
 

Introduction 
Local governments have the primary responsibility for providing care and sheltering for their residents 
when needed during emergencies. These tasks are led by the departments of human and health services. 
While the Human Services Department (HSD) is designated as the lead county department responsible 
for Mass Care and Shelter during emergencies, the American Red Cross (ARC) is a co-partner with local 
County Disaster Service Worker resources in the delivery of mass care services. 
 
The American Red Cross, to the degree that their resources allow, may provide the hands-on 
management of shelters, although local government (HSD and Health Services Agency [HSA]) may 
provide each shelter with staffing at the beginning of the emergency, or to augment ARC volunteer 
efforts. Housing authorities, planning departments, and public works departments are also critical 
partners. These agencies are supported by the Operational Areas (OA),1 which provides cross-functional 
and inter-jurisdictional communications and manages the flow of mutual aid and resource requests to 
and from the California Office of Emergency Services (CalOES). 
 
The function of Mass Care and Shelter is to provide relief to people temporarily displaced by natural, 
technological, or human-caused emergencies or disasters. It may also act to funnel permanently 
displaced people to the appropriate support programs. This Shelter Management and Operations Plan 
details the staff deployment plan for Santa Cruz County’s planned response for mass care and shelter 
associated with large-scale disasters. The intent of this plan is to create a framework for responding to a 
mass care and shelter event within existing statutory obligations and limitations. This plan does not 
apply to normal day-to-day operations; rather, it focuses on catastrophic events that can generate unique 
situations. 

Legal Requirements for Local Government 
California law sets the responsibility for emergency care and shelter at the local level. As per the Health 
and Safety Code Section 34070–34072,2 local government is to “provide or contract with recognized 
community organizations” to make emergency or temporary shelter available for people made homeless 
by a natural disaster or other emergency.  
 
California’s State Emergency Plan and Standardized Emergency Management System (SEMS) puts 
local government at the first level of response for meeting the disaster needs of people in its jurisdiction. 
People seeking care and shelter immediately after a disaster will look first to local government for 
assistance. 
 

[below, adapted from] National Disaster Housing Strategy, January 16, 2009,  
Disaster Housing: Sheltering; Shelter Responsibilities and Roles 

“Effective shelter operations are based on a clear understanding of responsibilities 
and roles across all levels of government, non-governmental organizations, and the 
private sector. These responsibilities and roles should be woven together in a 

 
1

[in part...] Government Code Section 8605: Each county is designated as an operational area… The governing bodies of each county and of the political 
subdivisions in the county may organize and structure their operational area. An operational area may be used by the county and the political subdivisions 
comprising the operational area for the coordination of emergency activities and to serve as a link in the communications system during a state of emergency 
or a local emergency. 
2 https://leginfo.legislature.ca.gov/faces/codes_displayText.xhtml?lawCode=HSC&division=24.&title=&part=1.6.&chapter=2.&article= 
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complimentary manner, starting at the local level and tying in support from the State 
and Federal levels as appropriate. All involved must fulfill their roles… to provide 
shelter operations that meet the needs of individuals, households, and communities. 
 
Local Government 
Local governments designate an Emergency Manager who has the day-to-day authority and 
responsibility to work closely with the local government, non-governmental organizations, 
the private sector, and the State to set requirements, develop plans, and obtain resources for 
those most likely to need shelter assistance. Emergency Managers should provide guidelines 
for shelter operations and management, ensure adequate shelter capacity is available, and lay 
out procedures to ensure close coordination across shelters during a disaster.” 

Purpose 
The purpose of this plan is to provide the framework for the County of Santa Cruz Human Services 
Department, with support from countywide Disaster Service Workers (DSWs), to deploy appropriately 
trained staff to address the mass care, housing, basic health, and human service needs of persons affected 
by a disaster event. Therefore, this plan provides for the protection of the population from the effects of 
hazards through the deployment of personnel in support of shelter management and operations. 

Scope 
The function of Mass Care and Shelter is to provide relief to people temporarily displaced by natural, 
technological or human-caused emergencies or disasters. This Shelter Management and Operations Plan 
outlines the Santa Cruz County Operational Area’s planned response for mass care and shelter associated 
with large-scale disasters. The intent of this plan is to create a framework for responding to a mass care 
and shelter event within existing statutory obligations and limitations. 
 
Mass Care, Housing, and Human Services (Essential Support Function/ESF #6),3 details the procedures, 
responsibilities, and concept of operations for mass care services, response and recovery functions 
during a potential, imminent, or declared emergency. It provides a structure in which to effectively 
direct, manage and control the following defined activities: 

 Mass Care: The provision of shelter, feeding, basic first aid, bulk distribution of needed items 
and related services (such as support for companion animals) to persons affected by a large-scale 
incident. 

 Human Services: The provision of very basic supplemental services to support the personal 
and/or immediate recovery needs of disaster victims. Attention is focused on more vulnerable 
persons — persons who because of age, disability, or language (Access and Functional Needs, 
[AFN]) may need additional assistance to benefit from the mass care services described above. 

 Basic Health Services: The provision of physical and behavioral health services to support the 
shelter population including first aid, contagious disease monitoring and control, refill of 
prescription medications, and monitoring of people with chronic health conditions. It also 
includes coordination with neighborhood health clinics and use of the Medical Health Mutual 

 
3 Emergency Support Function (ESF) #6 – Mass Care, Emergency Assistance, Housing, and Human Services coordinates the delivery of Federal mass care, 
emergency assistance, housing, and human services when local, tribal, and State response and recovery needs exceed their capabilities [FEMA] 
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Aid System4 to address local shortfalls. 

 Housing: The provision of short-term emergency housing for persons displaced from their 
residence because of a disaster incident. Depending on the severity of the incident, disaster 
housing may take various forms: (a) evacuation center, (b) short-term emergency sheltering,  
(c) long-term sheltering, (d) interim housing, and (e) permanent housing. 

 
The County of Santa Cruz model for shelter operations is integrated and inclusive. To the maximum 
extent feasible, people with functional needs will be sheltered with the general population and shelter 
staff will make efforts to provide reasonable accommodations as defined under the Americans with 
Disabilities Act5 (ADA). 

Role of a County Shelter Management Team 

It is important for HSD, the Emergency Operations Center (EOC) Care and Shelter Branch and 
collaborating departments to build a Shelter Management Team. Among other tasks, the Shelter 
Management Team will be responsible for operating shelters, establishing shelter security, ensuring the 
availability of adequate care, food, sanitation, and first aid, and selecting and training personnel to 
perform operational tasks. To fulfill this role the Shelter Management Team will: 

 Designate a County Care and Shelter Coordinator 
This person shall coordinate care and shelter planning and operations for the County. At this 
time, the EOC Shelter and Care Coordinator fills this role, and they coordinate with the Office of 
Response, Recovery and Resilience (OR3), who lead the overall emergency response effort for 
the County. 

 Develop a Memorandum of Understanding with the Red Cross 
A statement of understanding helps to solidify the mutual working partnership between the 
County and the Red Cross. A Memorandum of Understanding with the Red Cross is being 
developed for this purpose. 

 Identify and Survey Shelter Facilities 
County staff work with the Red Cross, school districts and other government agencies to compile 
an up-to-date list of pre-disaster, ADA compliant designated shelters. The shelter sites must be 
approved by Environmental Health, either through a pre-inspection or inspection when the site 
opens. 

 Ensure that Facility Agreements are in Place 
Have statements of understanding with designated shelter sites to clarify terms of use. Work with 
the Red Cross to develop applicable agreements. 

 Train Staff to Operate Disaster Shelters6 
Work with the Red Cross to provide government partnership shelter training to County 
employees who will staff and, especially, manage disaster shelters. In addition to basic Red Cross 
shelter management course work, training shall also include: County personnel’s role as Disaster 
Service Workers (DSWs), basic California Standardized Emergency Management System 
(SEMS) where appropriate, the National Incident Management System (NIMS) and the Incident 
Command System (ICS).  All of these are minimum requirements for County of Santa Cruz 

 
4 https://emsa.ca.gov/generalized-description-of-state-medical-and-health-disaster-response-system/ 
5 ADA Best Practices Tool Kit for State and Local Governments https://www.ada.gov/pcatoolkit/chap7shelterprog.htm 
6 A detailed Training and Exercise Plan is annexed to this plan. 
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employees; in particular, for those who will be tasked in emergencies. DSW trainings will be 
administered from a curriculum developed by a group of Bay Area human services departments, 
with the HSD Staff Development division as the representative from Santa Cruz County. ICS and 
NIMS trainings are organized by the County Office of Response, Recovery, and Resilience. 
Trainings will be carried out as described in this plan’s Training and Exercise Annex. 

County Profile 
The County of Santa Cruz is home to approximately 270,000 people7 located along the Monterey Bay. 
The county covers 445 square miles, and has four cities: Watsonville, Capitola, Santa Cruz, and Scotts 
Valley. Of the population, 4.4% are under 5 years old, 18.6% are under 18 years old, and 18.3% are over 
64 years old.  11.5 % of the population have disabilities. Within the county, there are 106,000 units of 
housing, with an average household size of 2.7 people per household. The median household income is 
$89,986, and 10.7% of the population meets the federal definition of poverty. 

Assumptions 
Care and shelter personnel must keep these assumptions in mind when planning for disasters. 

 Responsibility for care and shelter belongs to local government. However, the American Red 
Cross and Salvation Army, along with other community-based organizations (CBOs) and voluntary 
organizations, may assist local government as partners in delivering these services. 

 In a major disaster, the American Red Cross will require resources from outside the area to be 
operational. Therefore, the Red Cross may be delayed before assuming a primary care and shelter 
role or may not be able to assume a primary role at all. The local government is responsible for care 
and shelter in this case. 

 In accordance with SEMS, additional resources and assistance from outside the local jurisdiction 
shall be available to local government through the Operational Area. However, expect resources to 
be extremely limited the first few days following a disaster where there has been widespread 
damage. Local jurisdictions will fare better in the short term by developing their own local resource 
base. 

 In the immediate days after a major disaster, neighborhood organizations and local congregations 
will emerge to provide care and shelter support independent of local government. Local government 
will need to coordinate care and shelter services with those groups that emerge spontaneously. 

 Some displaced residents will converge on public parks and open spaces as an alternative to using 
indoor mass care shelters. These evacuees will have needs and expectations for disaster assistance 
from local government and/or disaster response non-governmental organizations (NGOs). 

 Many residents who suffer some structural damage to their home following a major disaster will 
choose to remain on their property instead of going to a public disaster shelter. Yet, they will still 
have needs and expectations for disaster assistance from local government and/or disaster response 
NGOs. 

 In addition to opening disaster shelters, jurisdictions will need to open disaster service centers (as a 
place for local residents to go for disaster assistance). 

 Community Based Organizations (CBOs) that provide social services and serve vulnerable 
populations will initially be overwhelmed with demands for service but will do everything possible 

 
7 https://www.census.gov/quickfacts/fact/table/santacruzcountycalifornia,US/PST045221 
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to meet new and emerging community needs. Local government can support this effort by using its 
Emergency Operations Center to obtain and/or coordinate the resources that CBOs need to sustain 
operations post-disaster. 

 A disaster that occurs while school is in session may require schools to become temporary shelters 
for their student populations. Either alternative shelters would then be needed for the general 
population, or coordination between the school and onsite shelter manager will be needed to identify 
a separate area within the school building so that two separate shelter operations are occurring 
simultaneously. 

 Essential public services will continue during shelter and mass care operations. However, for a major 
disaster that generates a very large-scale shelter operation, normal activities at schools, community 
centers, churches and other facilities used as shelter sites may be curtailed. 

 During events, Temporary Evacuation Points (TEPs), in person or virtual, may be opened to help 
with the dissemination of critical event related information with limited traditional shelter resources. 
In-person TEPs would be physical locations with staff, and would allow people to get information 
about evacuations, shelter resources, and other related questions. Virtual TEPs would fulfil the same 
role, but would be operated as call centers. It is important to note that TEPs are not the same as 
congregate shelters. They may be operated in lieu of a congregate shelter in small scale events, or 
may support shelter operations in large scale events. 

Staff Deployment Plan 
In order to be properly prepared to exercise their role in disaster sheltering, Executive Management and 
Mid-management personnel at HSD and HSA should read and familiarize themselves with the contents 
of this entire plan. Additionally, they should take the training(s) associated with shelter management and 
operations as outlined in the County Human Services Department Emergency Shelter Plan’s Training 
and Exercise Guidelines (annexed to this plan). 
 
This plan details the roles to be filled and the responsibilities to be carried out by trained staff as detailed 
in the Job Action Sheets (annexed to this plan). 
 
Minimum Shelter Staffing — The Red Cross recommends a minimum of 6 staff per 100 shelter 
residents for overnight shelter sites. At the very minimum, regardless of the number of residents, shelter 
staff should consist of one Shelter Manager, one nurse and four support staff (Assistant Manager, 
Feeding, Registration, Dormitory).  For Temporary Evacuation Points two shelter staff and one Health 
Services staff member should be on site.  

Staff Positions to be Deployed 

The following staff are typically needed to open and operate a shelter: 
 Shelter Manager 
 Assistant Shelter Manager (Shelter Supervisor) 
 Registration 
 Feeding Supervisor 
 Feeding 
 Dormitory Supervisor 
 Dormitory 
 Logistics 
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 Unsolicited donation   
 Health Services 
 Mental Health 
 Environmental Health (initial site inspection) 

Maintain a Shelter Disaster Service Worker Staff Roster 

County emergency management personnel and HSD’s Department Operations Center (DOC)/EOC Care 
and Shelter support staff shall maintain a roster of County employees, volunteers, and support personnel 
who are trained as shelter managers. Specifically, they will be trained, at a minimum, in the standard 
Red Cross shelter management model. All shelter trained employees should be tracked, and such data 
will include the trainings they have completed, their professional credentials if any, and other specialized 
skills (i.e., translation, sign language capability, etc.). Contact information such as home phone, cell 
phone, pager and other important information shall be updated annually, or more frequently, as needed.  
 
To ensure that there is adequate County staffing for disaster response (including shelter operations), as 
well as continuity of operations, all permanent employees are designated as DSW1s, 2s, or 3s. DSW1s 
hold EOC positions, DSW2s are essential to County department operations or have specialized skills, 
and DSW3s are all other employees who can be reassigned to emergency response duties. Most shelter 
staffing will come from DSW3s, while medical staff at shelters will be DSW2s, and Care and Shelter 
Coordinators will be DSW1s. 
 
Every three-month period, a calendar will be created and provided to each department with each DSW3 
selecting or assigned to one week within the three-month period. If an emergency occurs during that 
assigned week, the DSW3s would be the first DSWs called in. Notification of DSWs and scheduling 
would be done by the EOC Logistics Personnel Unit. If the activation is due to a larger scale event with 
prolonged evacuation and sheltering needs, all available County DSW3s will be integrated into 
operational support.  

Staffing Chart 

Shelter Staffing Chart 
Staffing per Shift 
(Based on number of 
residents) # of Workers 

Scaling Factor 
Per Population Notes 

Shelter Manager 1 1 per shelter  

Assistant Manager 
Shelter Supervisor  

1 per 50 residents, or as 
needed 

In shelters of less than 50, 
can take on the logistics 
role 

Client Registration 2 1 per 50 residents 
May be assigned other 
duties according to 
situation 

Dormitory 
Dormitory Supervisor 1 1 per 50 residents 

May be assigned other 
duties according to 
situation 

Feeding 1 1 per 50 residents 
May be assigned other 
duties according to 
situation 

Logistics 1 1 per 100 residents  
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Public Health Nurse 1 1 per 100 residents  

Behavioral Health 
Worker 

1 1 per 100 residents 
Does not need to be on 
site at all times, just 
available 

 
Important Note: Depending on the size of the disaster and the number of staff available, some shelter 
staff may cover more than one function until additional staffing becomes available. While in some 
instances, one or more persons may perform multiple functions within the shelter management 
operation, it is important to remember that significant functions must be covered by competent staff and 
these functions cannot be neglected. 
 
Deployment will always be relative to the scale of the need for Mass Care and Shelter during 
emergencies. The number of staff deployed as noted in this plan is in relation to the number of residents 
who require these services. The level of staffing recommended in this plan complies with Red Cross 
documents and is also based on guidance from the Federal Emergency Management Agency (FEMA), 
and the San Francisco Department of Emergency Management.8 
 
The FEMA/ARC Shelter Field Guide notes: “[s]taffing levels and scaling factors are guidelines. Staffing 
for each shelter is situational dependent. Additional staff may be necessary based on the demographics 
and needs of the shelter residents. Examples of additional staff might include security personnel, 
janitorial services and staff for children’s areas.” 

 

Personnel Resources 
Primary 

 Shelter Managers 
 Health Services Nurses  
 Behavioral Health Staff 

 
 

Supporting 

 Animal Services  Caseworkers 
 Health Inspectors  Personal Care Assistants 
 Communication Services  Childcare Workers 
 Interpreters/Translators  Security 
 Building Inspectors  Disaster Rapid Assessment Teams9 
 Janitorial/Maintenance  Vulnerable Adult Shelter Assessment Teams 

 
8 Shelter Field Guide FEMA P-785 
9 Disaster Rapid Assessment Team: A DRAT is a designated unit of volunteer and County of Santa Cruz health care professionals, trained to operate in a 
disaster situation as a coordinated team to assess potential/current shelters for the need of medical resources. The intent and purpose of the DRAT will be to 
provide health intelligence for the Emergency Medical Services (EMS) DOC regarding the need for medical staff, supplies and care at shelters that have 
been established or spontaneously opened during an evacuation event. (Operational Area Emergency Operations Plan 9/2018 Unified San Diego County 
Emergency Services Organization and County of San Diego) 
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Concept of Operations 

General Concepts 

Mass Care, Housing, and Human Services plan(s) will be utilized by the County of Santa Cruz in 
coordination with the American Red Cross and supporting departments during any disaster event that 
requires county mass care, housing, and human services support. 
 
Procedures pertaining to this function are in compliance with FEMA, the National Incident Management 
System, California’s Standardized Emergency Management System and the Incident Command System. 
Material used in the deployment section of this plan follows guidance and best practices detailed in 
FEMA/NIMS documents as well as those from local and other county government emergency 
management publications. 

Notification 
Given an event that requires some level of anticipated or actual care and shelter response within the 
County of Santa Cruz, the Human Services Department, in coordination with American Red Cross, will 
determine the activation needs for Mass Care and Shelter (ESF #6). 
 
Notification will then be issued to all relevant supporting partner organizations, and to any additional 
departments, or community organizations as needed. Notification will be issued through the most 
appropriate communications equipment for the event requirements. Notification will detail event 
information, reporting instructions and any relevant coordination information. Upon notification of an 
event HSD will begin planning efforts to include: 

 Defining the extent of required mass care and shelter support 
 Identifying potential response/resource requirements and needs 
 Placing relevant personnel on standby 
 Determining Care and Shelter EOC/DOC-level branch staffing requirements 

Activation 
Mass care and shelter activities may be activated by HSD leadership10 or EOC Command Staff when an 
event affecting the County of Santa Cruz with care and shelter implications is anticipated or has 
occurred. The level of activation is determined according to the requirements of the event. 
 
If the determination is made to activate the HSD DOC/EOC Care and Shelter Branch, notification to the 
following departments and community partners may be necessary:

 American Red Cross 
 Health Services Agency 
 Animal Services 
 General Services 

 County Office of Education 
 The Salvation Army  

 

 
Activation is based on the size and scope of the event. 

 
10 County and HSD personnel with the authority to activate the plan include the OR3 Director, OR3 Senior Analyst, CAO, Assistant CAO, HSD Assistant 
Deputy Director and the HSD Department Director. 
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Level 1 – Limited or No Department Operations Center/EOC activation:  
Temporary Evacuation Point or Short-Term Shelter 
This level assumes a minor or limited emergency that has displaced enough residents to require the 
opening of a temporary evacuation facility or short-term shelter. In this case, the response coordination 
is handled in the field. 
 
Level 2 – Partial DOC activation:  
Temporary Evacuation Points / Multiple Shelters 
A more moderate emergency is characterized by a shorter duration or time-bound displacement of a 
larger number of persons, animals and/or the need for multiple shelters or services. Additional partner 
organizations (ARC and others) are asked to be represented in the response. Depending on the event 
scope, a DOC may be established in the field to manage mass care and shelter activities, or the pre-
designated HSD DOC location may be partially activated. 
 
Level 3 – Full DOC/EOC activation:  
Sustained Mass Care and Shelter Response 
This level is due to a major emergency that requires a sustained care and shelter response that could 
involve the opening of mass care facilities throughout the county for an extended period. An event of 
this scale is large enough to require the coordination of numerous resources and information among 
multiple care and shelter partners. The HSD DOC and County EOC would be fully operational. 

Response Actions: Care and Shelter Branch 
The following organizational chart indicates the structure, as well as positions and functions, of the Care 
and Shelter Branch when it is established within the Operations Section of the County of Santa Cruz 
Emergency Operations Center during evacuation emergencies. It should be noted that the positions are 
filled on an “as needed” basis depending on the extent of the emergency and availability of staffing. It is 
also to be noted that one person may fulfill multiple Care and Shelter Branch functions until additional 
support is obtained. 
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Care and Shelter Branch Organization Chart 
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Establish the EOC Care and Shelter Branch 

To meet the mass care and shelter needs of disaster victims, achievement of the following objectives is 
necessary within the Care and Shelter Branch. 

 Staff the Care and Shelter Branch of the EOC Operations Section 
 Review preliminary incident data 
 Determine the staffing needed for the required level of activation 
 Notify the relevant care and shelter partner organizations 
 Provide representation at the EOC in person or virtual 
 Given a large event, prepare personnel shift schedules based on EOC defined operational periods 

at least three (3) days out (both DOC/EOC and field personnel) 

Gather and Analyze Information 

 Based on the level of care and shelter needs involved, develop an initial plan for providing 
services. Include the following considerations: 

 Estimated number of people requiring shelter support 
o Typically, 10% of total evacuated is used as estimate  

 Estimated number of people requiring feeding and/or food and water distribution support 
 Neighborhoods with significant numbers of displaced households 
 The number, location and sequence of service sites or shelters to be opened 
 Identify where pet shelters can be co-located with public shelter sites 
 Identify suitable locations for large animal/equine shelters 
 Designate lead agencies for each site, usually either ARC or Santa Cruz County HSD 
 Determine the availability of partner agency resources (facilities, personnel, supplies and 

equipment) 
 Determine the number of ARC, HSD and other County Disaster Service Workers available for 

assignment to support sheltering activities 
 Identify expected resource shortfalls 
 Discover where spontaneous shelters may have opened and decide whether to support or 

consolidate them. Generally, consolidation is preferable. 
 Provide the mass care and shelter partners in the EOC with regular situation status updates 

Obtain and Deploy Resources 

 Begin to implement service plan 
 Mobilize care and shelter personnel and resources from partner agencies 
 Work with the Red Cross to ensure that qualified shelter management teams are identified for 

each site 
 Request supplies, equipment and specialized services through the following: 

 Supporting departments or partners (from inventory or through a vendor) 
 The EOC (or, through another County of Santa Cruz department and/or through the EOC 

Logistics Section) 
 State and federal agencies (via the EOC Logistics Section). 

Coordinate Response 

 Open shelter and/or other service delivery sites 
o Instructions and detailed job descriptions are included in shelter kits and Job Action 

Sheets (Annexed to this plan) 
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 Ensure that all Care and Shelter Managers are provided with communication equipment (cell 
phone, handheld radio) for required coordination with the HSD DOC and EOC Care and Shelter 
Branch (or ARC command) 

 Ideally, the shelter should have communication equipment ready when it opens 
 Get feeding and hydration services started at shelters as soon as possible and build up the 

provision of other basic services: 
 Emergency first aid (physical health support) 
 Mental health support 
 Support with access and functional needs 
 Security 
 Environmental health inspections 

 Communication: Ensure that representatives at the EOC are provided with timely information 
regarding the opening and closing of shelters to facilitate the release of public information 
regarding which shelters are open and their locations 

 Expand current sheltering and field response capacity as needed, including at spontaneous 
evacuation sites 

 Develop feeding capacity and response 
 Based on demand, setup bulk distribution points, outside of the shelter system, for potable water, 

food, ice, clothing, sanitary items and other basic life sustaining supplies 

Monitor, Track, and Inform 

 Monitor overall implementation of the service delivery plan 
 Ensure all shelter sites report current situation status on a daily basis to EOC Care and Shelter 

Branch (at a minimum): 
 Number of beds currently occupied 
 Number of beds currently available 
 Number of new registrations in the last 24 hours 
 Number of meals fed in the last 24 hours 
 Number of snacks and water served in last 24 hours 
 Number of personal care items provided in last 24 hours 
 Number of Health services contacts in last 24 hours (from HSA) 
 Number of Mental Health contacts provided in last 24 hours (from HSA) 
 Communicable Disease Surveillance for Congregate Living Form (from HSA) 

 Receive and respond to resource and information requests from shelter(s) and field sites 
 Identify potential breakdowns in coordination and support and intervene accordingly 
 Provide ongoing situation status reports to the EOC on care and shelter status 
 Conduct periodic staff briefings to: 

 Identify and resolve issues 
 Update situation information 
 Revise service delivery plan 
 Determine future needs 
 Monitor for staff “burn out” 
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Deactivation 
Mass care and shelter activities will be deactivated when the need has either diminished or ceased. 
Shelter functions may be deactivated or scaled back at the discretion of the HSD Director, HSD DOC 
Operations Section Chief, EOC Manager, or EOC Care and Shelter Branch Leader, as appropriate. 
Deactivation/closure will be posted at least 24 hours prior to the closure. 
 
Documents generated during the event must be kept in accordance with County retention policies. When 
possible, paper documents should be digitized, and stored electronically. 
 
After the decision to deactivate has been determined, the following activities may be necessary: 

 Prepare documents for financial reimbursement to EOC Care and Shelter Branch or EOC 
Finance Section 

 Provide deactivation information to all involved supporting departments 
 Inventory, sanitize/clean, return, or properly dispose of remaining sheltering and feeding supplies 

and assets used in the response 
 Issue a final status report to the EOC Operations Section Chief 
 Coordinate deactivation with the Operations Section Chief to include staff release, equipment 

returns, and inventory 
 Ensure that a debrief is held between key staff, volunteers, and involved County departments 
 Continue ongoing efforts for reunification as necessary 

Mass Care Operations 
Mass care operations are divided into 3 areas: 

 Establish shelter operations, including staffing and equipping shelters and sheltering pets, large 
animals, and service/support animals of displaced owners. This also includes meeting the access 
and functional needs of persons in shelters. 

 Establish feeding operations, including the preparation and distribution of food. 
 Establish and conduct bulk distribution operations to support persons outside of disaster shelters 

(such as individuals sheltering in place at home or at outdoor sites). 
 
Initial Activities 
Typically, the decision to open a shelter is made jointly by responding entities in the field, the EOC 
Command Staff and the HSD Care and Shelter Branch. Shelter sites will initially be selected from the 
county’s shelter database based on the assumption that the public will want to be sheltered close to their 
own neighborhood(s) and, if it is safe to do so based on the disaster event. Once a site is selected, the 
shelter will normally be opened by the County (either EOC Care and Shelter, or HSD). ARC may 
support the shelter or open it initially if there are sufficient resources locally. 
 
Following a major disaster that displaces a large segment of the residents, ARC may not initially have 
adequate local resources to operate all the sites that may be required. Until they are able to mobilize 
their national response system (normally, within 3–5 days), HSD personnel will supplement their 
capability by staffing and managing the necessary service sites. HSD will deploy trained staff including 
county Disaster Service Workers and mutual aid resources if necessary. Once the American Red Cross 
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national disaster response program is fully mobilized, the ARC may assume the lead role for most 
shelter management functions, and HSD will transition to a supporting role.11 

Shelter Operations 

In order to ensure consistent service delivery and a smooth transition in shelter management, County of 
Santa Cruz personnel working in shelters will follow mass care standards as set forth by ARC training 
and procedures documents (such as the ARC Shelter Operations Participant Workbook). In some cases, 
County shelter procedures will differ slightly from ARC procedures; in this case, the County and ARC 
will coordinate to ensure a smooth transition between the agencies. Whether shelter sites are open and 
run through the ARC or County of Santa Cruz personnel, they will be run according to the same set of 
operating principles and will be jointly supported by both ARC and County of Santa Cruz Operations 
Centers. 
 
When a shelter site is managed by the ARC, County personnel working at the site report to the Care and 
Shelter Branch but should follow the direction of the on-site shelter manager. When a shelter site is 
managed by the County, ARC personnel working at the site report to their ARC supervisor but should 
follow the direction of the on-site shelter manager. Extensive and on-going communication is required 
between the local ARC operations and the Care and Shelter Branch within the EOC to ensure 
coordinated support for shelter operations and to avoid duplication when ordering resources. 
 
If ARC is managing a shelter or if the site is being operated under the auspices of the ARC (e.g., using 
ARC trained shelter management staff), then the site is considered an “ARC shelter site” and ARC 
assumes both the liability and cost of the operation. Moreover, the main resource supply stream will 
come through ARC. ARC will do a pre-occupancy inspection of the facility with the Facility 
Coordinator before it is turned over for ARC use. 
 
Based on the pre-occupancy inspection and a Shelter Agreement between the facility and ARC, 
reimbursement for facility damage will be honored by the Red Cross. Once facilities are open, ARC and 
County of Santa Cruz personnel will support the operation as follows: 

American Red Cross Support 

 Shelter managers and operations staff 
 Health support (limited to basic emergency first aid and given available disaster health service 

resources) 
 Mental health support (given available disaster mental health service resources) 
 Food, snack and beverage service 
 Operational supplies (cots and blankets, comfort kits/toiletries, signage, etc.) 
 Assumes the liability and cost for the operation (for ARC-managed sites) 

County of Santa Cruz Support 

 Shelter managers and operations staff (if ARC personnel are not available) 

 
11 The County’s responsibility is to support ARC in opening and maintaining shelter operations. However, if ARC is unable to open and staff a shelter, it 
then becomes HSD’s responsibility to provide the care and shelter function. 
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 Access to public facilities/sites for use as shelters or other service delivery functions (Parks, 
County owned sites) 

 Assistance with staffing or managing shelters, based on previous training and generally done in a 
support role to ARC (DSWs) 

 Support with medical and behavioral health services (HSA and non-governmental organizations 
[NGOs]) 

 Site security and traffic control (law enforcement, Sheriff’s Department or contracted security 
agencies) 

 Sanitation facilities (portable toilets, showers, hand washing stations, including ADA sanitation 
facilities) 

 Support with more vulnerable persons — children, seniors, people with access and functional 
needs, persons with chronic conditions and persons who are medically fragile 

 Vehicles for evacuation and transportation to shelters, including paratransit 
 Housing relocation assistance for shelter residents (HSD, NGOs) 
 Care of pets brought to shelters and accommodations for service/animals (Santa Cruz County 

Animal Shelter, NGOs) 

 Care of large pets and livestock animals that cannot be accommodated at shelters  

 Communications support (information technology/Information Services Department) 
 Emergency drinking water 
 Provision of safety supplies (masks, gloves, thermometers) 
 Tents/partitions if needed for a congregate/non-congregate hybrid model 
 Medical teams including personnel specializing in mental health, public health, and 

environmental health 

Shelter Site Management Support 
Disasters that displace a limited number of people and require only a few shelters (2–3) that are only 
open for a few days are generally managed through a partner agency, like ARC. These types of shelters 
may not require extensive staff deployment for the site management support system. 

Shelter Site Support Team 

When a large disaster occurs that requires many shelters, some staying open for several weeks, it would 
be beneficial to deploy an established site management support system. The support system may involve 
establishing roving Shelter Site Support Teams composed of experienced Red Cross and trained Human 
Services Department staff. If multiple shelter site Support Teams are developed, each team can serve a 
designated set of shelter sites. 
 
The primary role of a Shelter Site Support Team is to go onsite and help less experienced shelter 
managers to resolve service delivery or operational problems. The Support Team can provide on-the-job 
mentoring (and “Just in Time Training”) that first-time shelter managers may need to feel fully confident 
in their role. 
 
Shelter Site Support Teams are encouraged to assess how the shelter is currently running and then work 
with the Shelter Manager if any operational adjustments are needed. Fast establishment of the shelter 
support system is especially important when a significant number of first-time Shelter Managers are 
assigned due to the lack of experienced shelter management staff. 
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Shelter Supply System 

Logistical support requirements for smaller sheltering events can generally be resolved at the local level. 
Resources to support operations may come from partner organizations or through pre-identified local 
vendors and service providers, and from pre-deployed caches of supplies. 
 
Between the combined resources of ARC and County of Santa Cruz, there are enough stored supplies to 
get at least one large shelter up and running during the first 24 to 48 hours following a large earthquake 
event.12 
 
ARC/HSD Shelter Trailers in Santa Cruz 
The American Red Cross has four (4) emergency shelter trailers in the County. Each ARC trailer has 
supplies for approximately 75–100 persons. ARC on-site staff is pre-trained in shelter operations. Hence, 
the Red Cross has the capacity to support an additional 300–400 persons in shelters just with local 
resources. The Red Cross has additional caches of shelter supplies stored in trailers and at warehouse 
locations throughout the tri-county area. 
 
The Santa Cruz County HSD also has five (5) trailers with pre-staged shelter supplies. These trailers 
include shelter opening paperwork, cots, and other shelter supplies. 
 
In larger events, where multiple service sites are in operation, shelters, evacuation centers and fixed 
feeding sites will all require extensive logistical support to meet client and facility needs. Normally the 
lead agency for a site (generally ARC, but possibly HSD) has the primary responsibility for establishing 
and operating the logistical support system for the location. 
 
Because of the shared nature of the responsibility to provide care and shelter to displaced persons, HSD 
and the Red Cross have agreed to share material resources, regardless of which agency is managing a 
site. The operating assumption is that the Red Cross will provide, at their expense, the resources required 
for managing an ARC designated site, except in cases where ARC is unable to procure critical resources 
through their logistical system. Examples of the types of resources that government is normally 
responsible for providing include the following: 

 Public sanitation (portable toilets, hand washing stations and mobile showers, including ADA 
sanitation resources) 

 Public transportation (bus service, paratransit) 
 Public safety (site security) 

 
If a critical resource is not available through the Red Cross logistics system because of regional or 
national shortages, the County of Santa Cruz will, upon request, consider asking for the resource through 
the state and federal mutual aid systems. 

Registration  

All clients who arrive at a shelter will be asked to register. When possible, registration should be carried 
out using the County’s “SCC Evacuee” digital tablet-based application. This program will allow shelter 

 
12 Other variables that affect the time frame for opening shelters include how quickly building inspections are available to ensure the facility is safe for 
sheltering (for example, given an earthquake event) and the condition of roadways for the movement of supplies to the site. Moreover, the availability and 
time required to deploy shelter management teams will also affect the actual opening time. 
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census information and evacuee information to be shared with the EOC in near real time and will lead to 
quicker resolutions for missing persons inquiries from law enforcement. Since access to the SCC 
Evacuee database requires both power and connectivity to the internet, there may be situations in which 
data entry must be done either on locally stored spreadsheets (if there is no internet connectivity), or on 
paper forms (if there is no power). 

Eligibility for Shelters 

During the registration of shelter clients, there will be an initial screening for eligibility to use the shelter 
program based on the impacted evacuation zones. In general, clients’ addresses will be used to determine 
their eligibility. If their home is within an area affected by the disaster or emergency, or they are unable 
to return to their home because of the disaster or emergency, they are eligible for the shelter program. 
Shelter workers doing registration should encourage every client to seek shelter with friends or family, 
go through their insurance to pay for accommodation, or purchase accommodation themselves if they 
have the means.   
 
No address verification is done during the initial intake to a shelter. However, if the sheltering program 
lasts seven (7) days or longer, address verification should be required for clients. Some people who try 
to register at shelters may not have permanent housing. If the area that they were living in was one of 
those affected by the emergency or disaster, they qualify for the shelter program. Address verification at 
seven days should be done on a case-by-case basis for unhoused clients as they may not have any 
documentation for where they were living.  

Access and Functional Needs (AFN) 

Definition/Overview 

Access and Functional Needs (AFN) refers to individuals who are or have: 

 Physical, developmental or intellectual disabilities 
 Chronic conditions or injuries 
 Limited English proficiency 
 Older adults 
 Children 
 Low income, homeless and/or transportation disadvantaged (i.e., dependent on public 

transit) 
 Pregnant persons  

 
Any County operated shelter shall be able to accommodate people with access or functional needs. If 
people with access and functional needs have care requirements that make congregate shelters less 
suitable for them, alternative shelter options may be considered. Ensuring AFN access to shelters will 
happen in the planning stage and during the actual event. Contingency planning for shelters will always 
include AFN accommodations in accordance with Federal and State regulations, regardless of whether 
any AFN clients are using the shelter program.  

Pre-Event/Preparation 

Much of the work that goes into making a shelter suitable for the AFN population happens before an 
event. 
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Care and Shelter staff should ensure that any potential shelter sites meet the ADA requirements for 
accessibility and are suitable to house AFN people during an emergency. Staff should assess the facility 
for: 

 Accessible entrances 
 Accessible routes to all services areas 
 Adequate number of accessible parking spaces 
 Hazards for blind or low vision clients 
 Accessible drinking fountains, restrooms, and showers 
 Accessible eating areas 

 
A more detailed breakdown of the requirements of an AFN shelter can be found in the ADA Checklist 
for Emergency Shelters.13 Because of the dynamic nature of emergencies, it may not always be possible 
to fully inspect a shelter location before it receives clients. In this case, staff should use the Accessible 
Shelter Quick Check Survey in the aforementioned document to quickly determine the suitability of the 
location for AFN sheltering. A more thorough inspection shall be completed as soon as possible. 
 
The County of Santa Cruz will also prepare its staff to meet the needs of AFN clients at shelters through 
training programs. The basic DSW training, which all staff are required to take, includes a portion on 
interacting with the AFN population — this includes etiquette, site safety awareness and the practical 
ways that staff can assist clients to make their stay in a shelter the best it can be. 
 
Outreach prior to an event is also a key component of AFN sheltering. If an evacuation is anticipated 
within 72 hours, the Public Information Officer (PIO), in communication with Care and Shelter staff, 
will mobilize to conduct outreach to the AFN population within the impacted area. All outreach should 
be in both English and Spanish, and should be distributed by call, text, email, or other appropriate 
means. Outreach may be undertaken as an inter-agency effort and should focus on: 

 Sharing information on the possible event 
 Encouraging residents to create their own emergency plans 
 Identifying anyone who thinks they may need to utilize sheltering resources, or who needs 

transportation assistance 
o Engaging the County’s In-Home Supportive Services (IHSS) and Adult Protective 

Services (APS) programs for outreach to their clients in affected areas and identification 
of clients that will need assistance evacuating 

o Engaging with NGOs (non-governmental organizations) for population specific 
knowledge and if applicable, identification of clients that will need assistance evacuating 
(i.e., Elderday). 

 Any transportation requests should be noted and passed on to the agency that has been 
designated for transportation needs, including information about pets /service animals. ParaCruz 
has agreed to provide AFN transportation services during disasters. 

 
The County PIO and EOC Operation Branch should set up and publicize a call center so that people in 
the AFN population who did not receive outreach from county agencies can communicate their needs 
and obtain assistance. The call center should also include staff fluent in Spanish; additional language 

 
13 https://www.ada.gov/pcatoolkit/chap7shelterchk.htm 
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interpretation services can be provided by several agencies contracted with the Human Services 
Department. The call center should also have a communication option for people who are deaf or hard of 
hearing, or speech impaired, such as a telecommunication device for the deaf (TDD/TTY). Calls may 
also utilize the California Relay Service, a public program mandated by California law that provides 
basic telephone service to people who have difficulty using telephones.14 

During an Event 

During an event, the EOC and HSD DOC should make every effort to support AFN clients in shelters. 
To this end, A Functional Assessment Service Team (FAST) may be deployed to shelters. FASTs, are 
another aspect of field support.15 The teams consist of a group of people with expertise in identifying 
functional service needs for people with disabilities and older person in shelters. They can go into a 
shelter and assess a situation that looks complicated and figure out what is needed. Currently, Santa Cruz 
County does not have a functional assessment service team, so one would need to be requested from a 
neighboring county or through the mutual aid request process. 
 
Functional service needs within a shelter may include a need for durable medical equipment, 
prescription medications, assistive listening devices, or specific support services (mental health, personal 
care assistance, sign language interpretation, etc.). 
 
Site Option for Medically Fragile People 
“Medically fragile” is defined as a chronic physical condition resulting in extended dependency on 
medical care for which daily skilled nursing intervention is necessary. People living in a care facility are 
best sheltered in place during emergencies if that is possible. However, it may be necessary to transfer 
them to a like-facility in a safe area. If it is not possible to relocate clients to a like facility, caregivers 
may evacuate their clients to an established medically fragile shelter. Caregivers will continue to support 
their clients at the shelter with personnel, special equipment and medications. 

 Suggested strategies and support for health care facilities given the need to evacuate their 
medically fragile resident population include: 
 Like-Facility Evacuation: In cases where community residential programs or care facilities 

need to evacuate, but staff and caregivers want to stay intact, they may evacuate to/setup 
shelter in another care facility that has extra space. 

 Alternate Shelter Facility: Instead of evacuating to a large public shelter, a smaller shelter 
setting is selected from the shelter database and opened specifically for the evacuating facility. 

 Temporary Infirmary: A portion or area within the public disaster shelter can be set aside and 
designated for the care facility staff and their clientele. The evacuated institution will continue 
to care for their residents within this designated space. 

 Medical Needs Shelter: If the event requires the evacuation of a large number of medically 
fragile persons from different facilities, care and shelter personnel will work with the Health 
Services Agency to activate a full-service emergency shelter specifically for medically fragile 
persons and the evacuating facilities.16 

 
14 https://ddtp.cpuc.ca.gov/default1.aspx?id=1483 
15 The California Department of Social Services developed the concept of Functional Assistance Service Teams in 2008 to improve shelter conditions and 
quality for people with disabilities and/or other access and functional needs.  
16 The Health Services Agency will serve as the lead agency in setting up shelters specifically for medically fragile persons. Shelters will be managed 
through a collaborative effort between HSA and ARC for basic supplies as available (e.g., cots, blankets, comfort kits, meals, etc.). 
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Non-English-Speaking People 

 Provide interpretation and translation assistance at appropriate service delivery sites so that non-
English speaking persons can convey needs and receive disaster information, resources and 
services 

 HSD has a list of approved translators 

Children Separated from their Parent or Guardian 

 Dedicate stand-alone or alternate shelter sites for unaccompanied minors when there is an 
overflow of minors within the Child Welfare Services’ existing shelter/placement network 

 Child Welfare Workers and other HSD Family and Children Services staff will run these 
emergency shelters for unaccompanied children (HSD is responsible for the supervision of 
unaccompanied minors — ages 17 and under — at disaster shelters) 

Contingency Planning for AFN Population 

Planning for the AFN population will include contingency planning. This means that all facilities and 
staff will be able to accommodate the escalation of an event, or another event occurring while sheltering 
from the first event is ongoing. Notable challenges for the AFN population include: 

 Transportation 
 Ensure that there is adequate accessible transportation to move the AFN population and 

their pets and service animals from a shelter if necessary. 

 Facilities that meet ADA requirements 
 The Care and Shelter Branch will designate at least one accessible facility as a 

backup/contingency shelter location. 

 Communications 
 Communications will be established and ongoing between care facilities and the Care and 

Shelter Branch or Medical Health Branch. 
 Work will be undertaken between shelter facilities and the EOC to set up clear lines of 

communications and conduct pre-event outreach. 

 Skilled staffing support 

 Professional medical and care staff can be provided by the County, or by supporting 
agencies such as the Red Cross. 

Feeding 

Feeding Operations 

As soon as possible, feeding programs need to be established to serve people in shelters and to serve 
people in affected neighborhoods or at other congregate locations. The scope of feeding program activity 
is determined by the situation. The EOC Logistics Branch will coordinate the procurement and delivery 
of food and hydration to shelters. 
 
If the impacts of the incident are limited in scope and the utility systems, restaurant and retail food 
distribution networks are uninterrupted, the feeding program may be limited to providing meals, snacks 
and hydration at shelters, or at other service delivery sites. 
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In smaller shelter operations, the Salvation Army will typically prepare and deliver hot meals to shelters, 
or meals may be purchased directly from neighborhood commercial entities. However, if the impacts of 
the disaster are widespread and include utility and private sector food distribution system disruptions, 
the feeding activity will be extensive and may involve some or all of the following activities: 

 Fixed feeding at shelters and other service delivery sites 
 Fixed feeding sites located in and around the impacted area in facilities, such as community 

centers, churches, schools, or at existing NGO congregate meal sites (for persons not in public 
disaster shelters) 

 Mobile feeding — hot food, hydration and snack items — in the impacted area(s) 
 Distribution of packaged food (meals), water and possibly some miscellaneous feeding support 

materials 
 Food options for feeding sites that accommodate people with restricted diets (no salt, diabetic, no 

potassium etc.) 
 Distribution of grocery store vouchers, or allotments issued through the Disaster Supplemental 

Nutrition Assistance Program17 (will involve coordination with ESF #1118 at state and federal 
levels). 

 During epidemic related emergencies 

Food Source Options 

In large, widespread disasters, where the utility, transportation system and other infrastructure are 
disrupted, feeding programs will initially rely on pre-prepared, packaged meals that are shelf-stable, 
such as military meals-ready-to-eat (MREs), or commercial products such as “heater meals.” As the 
utilities are restored, or when emergency field kitchens arrive from outside the area, the feeding program 
can then shift from packaged meals to freshly prepared hot meals. 

 Local options for prepared food when utilities are functional include local restaurants, hotels and 
other commercial suppliers 

 Local non-profit agencies with commercial kitchens: 
 The Salvation Army 
 Meals-on-Wheels (Community Bridges) 
 Teen Kitchen 

 Catering companies (where ARC and the County of Santa Cruz have existing agreements or can 
make new agreements) 

 Large institutional kitchens that are affiliated with local government, i.e., County Jails 
 
Feeding options when utilities are disrupted include: 

 Meals Ready-to-Eat (MREs) available through CalOES and FEMA (during state and federally 
declared disasters) 

 MREs and Heater Meals are available from the Red Cross (generally 2–3-day shipment time) 
 Field kitchens are available through the Salvation Army, Red Cross, and through mutual aid 

requests to state and federal government (for preparation of hot meals when local kitchens are 
largely unavailable) 

 
17 The Disaster Supplemental Nutrition Assistance Program (D-SNAP) gives food assistance to low-income households with food loss or damage caused by 
a natural disaster. https://www.disasterassistance.gov/get-assistance/forms-of-assistance/5769 
18 Emergency Support Function #11 – Agriculture and Natural Resources 
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Bulk Distribution 

Bulk Distribution Operations 

Based on the severity of the event, the bulk distribution of emergency relief supplies is another ESF #6 
service that can be activated to support disaster victims. 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). 
 
Distribution programs also support the ability of people to continue to shelter-in-place (at home), versus 
evacuating to shelter sites for basic necessities. The distribution programs may be required when normal 
retail distribution systems have been disrupted. 
 
The types of items and amounts that may need to be distributed are based on the situation and may 
include some of the following:

 Shelf stable food (MREs) 
 Water (and containers for water) 
 Limited amounts of ice (and ice chests) 

 Tarps 
 Blankets 
 Other items might include batteries, first 

aid items, baby supplies, and pet food 
 
Agencies that normally establish bulk distribution programs following large, declared disasters include 
the American Red Cross, FEMA and the Salvation Army. 
 
There are other community agencies that have commodity distribution programs which operate on a 
day-to-day basis. The Second Harvest Food Bank is the hub of an extensive food distribution network in 
Santa Cruz County. 
 
The County of Santa Cruz bulk distribution program will integrate the distribution programs established 
by agencies such as the Salvation Army and will supplement their activities and resources when 
required. For example, the County will support the Food Bank with the resources (i.e., personnel) it 
needs to significantly expand operations and increase neighborhood food pantry distribution efforts. 

Community Points of Distribution 

Depending on the scope of damage and the areas of the county most heavily impacted, additional fixed 
distribution points at strategic locations may need to be established either close to, or inside, the 
impacted area(s) where the public can come to receive food and water. The Federal Emergency 
Management Agency defines these sites as Points of Distribution (PODs)19 or C-PODS (Community) 
sites — temporary local facilities at which commodities are distributed directly to disaster victims. 
 
C-PODs will distribute the commodities that FEMA and other relief entities provide to the local 
jurisdiction. Staffing of C-POD sites will be coordinated with State partners to ensure the presence of 
security at C-POD sites. The Shelter Database contains a list of locations that can be utilized as POD or 
bulk distribution sites. C-POD sites generally have these characteristics: 

 
19 “Disaster Logistics Point of Distribution Manual: Bay Area UASI — provides operational guidance to support the distribution of life-sustaining 
commodities (food and water) to the public following a catastrophic incident. 
http://www.bayareauasi.org/sites/default/files/resources/Bay%20Area%20POD%20Manual_February%202014.pdf 
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 Easy access to major streets 
 Large open paved area(s) to park trucks or semi-trailers and to off-load supplies 
 Traffic flow in and out of the site 
 Potential for indoor storage 

Mobile Supply Distribution 

Mobile supply distribution allows for trucks to roam impacted areas and hand out items off the truck. 
This allows relief supplies to reach people who lack the ability to come to fixed distribution points. It 
provides the opportunity to exercise control over who accesses the materials because mobile supply 
distribution will target the worst impacted neighborhoods. In situations where some neighborhoods are 
impacted by the disaster and others are not, fixed distribution sites can make it difficult to control who 
accesses the supplies. The bulk distribution program should be scaled back or discontinued once access 
to normal retail outlets and utilities are restored and roads reopened so as not to inhibit the economic 
recovery of the private sector. 

Family Reunification  
It is important for shelters to have communications such as internet (Wi-Fi) service and television for 
updates on the status of the ongoing emergency via public announcements and for shelter residents to be 
able to communicate with family and friends regarding their needs and status. Television (cable, DVD) 
service also provides entertainment for young children. 
 
Internet service also allows for the use of the American Red Cross family reunification infrastructure 
that is setup to handle inquiries from family members, friends, and employers who want information on 
the status of those in the affected area who cannot be located or contacted by the standard means of 
communication. 
 
Persons affected by the disaster may register their well-being by calling the Red Cross at  
1-800-733-2767. 
 
Family and friends can logon and search for registered individuals to learn of their whereabouts and 
safety status. Registration may be offered at shelters, bulk distribution sites and emergency aid stations. 
Various social media and other internet-based bulletin boards can be used to search for and find 
separated family members. In addition to shelter lists and, as part of the reunification process, ESF #6 
personnel may coordinate with other EOC Operational support branches to obtain information on 
missing persons from casualty lists, hospitals, and other ad-hoc disaster victim registration services. 

Recovery Support and Housing Assistance 
HSD’s mass care and shelter personnel will play a role with coordinating post-disaster housing plans and 
with the delivery of recovery assistance to disaster victims and as people transition out of shelters. 
Additional support will come from NGOs and in the case of larger events, federal and state agencies will 
establish various assistance programs. Following is a brief summary of individual assistance programs 
that become available following a federally declared disaster. The primary role of mass care and shelter 
personnel is to ensure local access to recovery programs and related application process information. 
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Temporary or Interim Housing 

The severity of the event and the availability of other/interim housing for shelter residents will dictate 
when shelter operations can conclude. Shelters, in most instances, will generally not be open for more 
than a week. Shelter populations typically tend to peak by the seventh day as shelter residents who can 
afford other housing or have family or friends with whom they can stay, will leave the shelter as soon as 
arrangements can be made. 
 
Remaining shelter residents are frequently persons with fewer resources who need more assistance. If 
multiple shelters are in operation following a large event, the process of consolidating and/or closing 
operations will be a function of how quickly replacement housing is found.  
 
The following outlines the typical evolution of emergency shelter programs: 

1. First Week — During the first week of emergency shelter operations, assistance is provided to 
help shelter residents obtain housing with family, friends or in available commercial facilities. 

2. Transition — Begin the transition after a week or more from a shorter-term emergency shelter 
operation to a longer-term sheltering operation. As residents start to depart emergency shelters 
soon after the event, shelter services can be consolidated into a smaller, more concentrated 
number of facilities that can sustain longer-term sheltering operations. Vacated shelter facilities 
are deactivated and returned to their normal use. 

3. Worst Case — Depending on the length of time necessary — 30, 60, 90 days, or longer — move 
shelter residents out of long-term shelter facilities once replacement or temporary housing 
becomes available. In federally declared disaster events, the federal government will be 
requested to provide temporary housing. The County will work with state and federal authorities 
on locating temporary and replacement housing. Once rental assistance and temporary housing 
resources are available, residents can be moved from shelters into interim housing units. 

Supporting Vehicles in Shelters 

In some cases, displaced residents may prefer to stay in their vehicles instead of in a congregate shelter. 
Whenever possible, shelter sites and plans should include resources to support people who opt to stay in 
their vehicles. People staying in their vehicles would still be registered at the shelter and would still be 
able to access shelter resources. This non-congregate model can reduce the load on congregate 
accommodations and may reduce the occurrence of transmissible diseases common in congregate 
shelters. 
 
Considerations when planning for vehicles to be used in shelters includes: 

 Number of available parking spaces at shelter 
 Does the shelter have hook ups for RVs (water, power, sewage)? 

o If there are limited hook ups, or no hook ups, can mobile services be provided 
(water refilling and sewage pumping)? 

 Are shelter staff available to direct traffic in the parking lot (depending on size of shelter) 
and register vehicles as they enter? 

 Is the parking area enclosed? 
 Will additional security be needed for the parking area? 
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Acronyms 
The following acronyms are used in this plan, in emergency management and sheltering operations and 
in standardized training for emergency and shelter support personnel. 

AAR ...............After Action Report 
ADA ...............Americans with Disabilities Act 
AES ................Animal Emergency Shelter 
AFN................Access and Functional Needs 
ARC ...............American Red Cross 
ARES .............Amateur Radio Emergency 

Services 
CalOES ..........California Governor’s Office of 

Emergency Services 
CBO ...............Community Based Organization 
CDC ...............Centers for Disease Control 
CERT..............Community Emergency 

Response Team 
COOP .............Continuity of Operations Plan 
DMAT ............Disaster Medical Assistance 

Teams 
DOC ...............Department Operations Center 
DRAT .............Disaster Rapid Assessment Team 
D-SNAP .........Disaster Supplemental Nutrition 

Assistance Program 
DSS ................Department of Social Services 
DSW ...............Disaster Service Worker 
EA ..................Emergency Assistance 
EMMA ...........Emergency Managers Mutual 

Aid 
ESF #6 ............Emergency Support Function #6 

— Mass Care, Housing and 
Human Services 

FEMA ............Federal Emergency Management 
Agency 

FNSS ..............Functional Needs Support 
Services 

FTF .................Feeding Taskforce 
HSA................Health Services Agency 

HIPAA ............Health Insurance Portability and 
Accountability Act 

IC....................Incident Commander 
ICS .................Incident Command System 
JIC ..................Joint Information Center 
MOU ..............Memorandum of Understanding 
MRC ...............Medical Reserve Corps 
MRE ...............Meals Ready-to-Eat 
NGO ...............Non-Governmental Organization 
NIMS..............National Incident Management 

System 
NRF ................National Response Framework 
NSS ................National Shelter System 
OA ..................Operational Area 
OES ................Office of Emergency Services 
PAS .................Personal Assistance Services 
PHN................Public Health Nurse 
PIO .................Public Information Officer 
POD................Point of Distribution 
PPE .................Personal Protective Equipment 
RCFE..............Residential Care Facility for the 

Elderly 
REOC .............Regional Emergency Operations 

Center 
SEMS .............Standardized Emergency 

Management System 
SNF ................Skilled Nursing Facility 
SO ..................Safety Officer 
SOC ................State Operations Center 
SOP ................Standard Operating Procedure 
TEP ................Temporary Evacuation Point 
TTY ................Text Telephone /Teletype 

Terminal/TeleTYpewrite 
VOAD ............Volunteer Organizations Active 

in Disasters 
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Appendix A: Shelter Management Organization Chart 
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