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ACRONYMS 

 

CA Coordinating Agency 

CEMA Chatham Emergency Management Agency 

EOC  Emergency Operations Center 

EOP  Emergency Operations Plan 

ESF  Emergency Support Function 

VRC  Volunteer Reception Center 

VRCD  Volunteer Reception Center Director 

VOAD  Volunteer Organizations Active in Disasters 

 

 

DEFINITIONS 

Unaffiliated Volunteer: Volunteers not associated with any recognized disaster 
response agency, but who possess other training, skills and experience.  Unaffiliated 
volunteers are also known as Convergent or Spontaneous Volunteers. 
 
Coordinating Agency:  The agency responsible for the management of the Volunteer 
Reception Center. 
 
Volunteer Reception Center: A designated location, preferably a facility, where 
unaffiliated volunteers come to register and to help with disaster recovery operations. 
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I. Introduction  

A. As surely as disasters will happen, volunteers will come.  Many 
emergency managers admit to being unnerved by the prospect of coping 
with convergent volunteers because there are so many unknowns. How 
many will come and when? Will any of them have the skills we really 
need?  What happens if somebody gets hurt? Where will they stay? Who 
will feed them and how? How will they know where to go and what to do? 
Who will manage them?  This plan will provide straightforward answers to 
these questions. 

B. No community is immune to the havoc and devastation caused by 
disaster, whether natural or man-made. When disaster strikes, emergency 
management and voluntary agencies automatically mobilize. Each has a 
specific role to help ensure a communityôs successful response to and 
recovery from the disasterôs devastation. Yet, one element within the 
present system continues to challenge this process: unaffiliated 
volunteers. 

C. These volunteers are eager to respond and contribute to the communityôs 
recovery, but usually lack the training to help them be effective in these 
roles. Unaffiliated volunteers often arrive on-site in numbers too great for 
traditional disaster responders to manage as they try to meet the 
immediate needs of communities affected by disaster. The challenge, 
therefore, is reconciling the desire to help felt by unaffiliated volunteers 
with the need of responderôs to do their jobs unencumbered by the 
responsibility of managing volunteers. 

II. Purpose  

A. Effective and planned emergency volunteer management provides the 
opportunity to capture the inspiring, yet overwhelming, volunteer energy 
and interest that surfaces during the response phase. The envisioned 
disaster volunteer management process is consistent with the 
comprehensive emergency management cycle and includes roles for 
volunteers in each phase. Moreover, the approach to volunteer 
management in any given phase of the cycle supports efforts in the next 
phase. 

B. This Annex describes how the Volunteer Reception Center (VRC) will 
function following a major disaster and defines the roles and 
responsibilities of staff.  This document outlines the way in which the VRC 
carries out its primary disaster function which is to coordinate the 
deployment of emergency volunteers for disaster response and recovery. 
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C. Emergency Management requires planning, control and practice. While 
Volunteers are always appreciated, there has to be control in the process.  
Volunteers need to be educated on proper work-site etiquette as the job 
description for a volunteer may change from day-to-day.  This document 
will help with the management of the VRC so that the Volunteers will be 
registered properly and educated about the responsibilities of the job. 

III. Scope  

A. This Annex pertains to the management of unaffiliated volunteers. 
Volunteers affiliated with recognized agencies and organizations 
requested as part of incident response and recovery are governed by the 
plans, policies, and procedures of their respective agencies and 
organizations. 

B. This Annex does not supersede the plans policies and procedures of 
voluntary organizations nor does it affect volunteer assistance offered 
directly to voluntary agency partners. 

IV. Authorities  

A. This Annex is developed under the authority of the Chairman of the Board 
of the County Commission, Chatham County, Georgia; the Director of 
CEMA, Chatham County, Georgia; Georgia Emergency Management 
Agency (GEMA); and FEMA. 

B. Assignment and Responsibilities: 

1. CEMA is responsible for maintaining compliance with provisions of 
the Chatham County EOP; therefore will have primary responsibility 
of activities outlined in the supporting documents. 

2. Partners responsible for providing management and supporting 
actions will coordinate internal resources and personnel suitable to 
carrying out the tasking defined in this document. 

V. Assumptions  

A. There will be a large amount of unaffiliated volunteers wanting to help 
during the recovery process in the event of a disaster. 

B. Management of volunteer services requires a coordinated effort by all 
involved government entities, voluntary and community-based 
organizations, the business sector, and the media.  
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C. When unaffiliated volunteer activity is well managed, it positively affects 
the volunteers and the community, and contributes to the healing process 
of both individuals and the larger community.  

D. All departments and agencies of Chatham County involved in the 
management of volunteers may be expected to perform additional duties 
and responsibilities during disaster and emergency situations. 

E. Experienced volunteer coordinators can manage volunteers to ensure 
meaningful and quality volunteer experiences. As a result, volunteers are 
more inclined to seek future community service opportunities. 

F. Voluntary organizations that are active in disasters can quickly and 
appropriately direct volunteers who became affiliated through mitigation 
and preparedness activities to additional areas of need in the disaster 
cycle. 

G. Communities can respond to and heal from disasters more effectively 
when volunteer efforts are well managed. 

VI. Implementation  

A. This plan will be implemented upon the recommendation of the Director of 
CEMA with the approval of the Chairman, Chatham County Board of 
Commissioners and concurrence of the Mayors of the Municipalities as 
appropriate.  

B. Implementation of this document in a major event will be coordinated 
through the EOC based on a decision by the CPG and EOC Manager. 

VII. Concept of Operations  

A. Unaffiliated Volunteers 

1. Convergent, unaffiliated volunteers are those not associated with 
any recognized disaster response agency, but who possess other 
training, skills and experience and appear on the scene or call to 
offer assistance. No distinction is made here between the terms 
ñconvergent,ò ñunaffiliated,ò and ñspontaneousò and they will be 
used alternately throughout this plan. Management of this resource 
is a function of ESF-15, Volunteers and Donations, but is distinctly 
separate from its coordination of the traditional volunteer response 
organizations and from its management of donated goods. 

2. Because many unaffiliated volunteers lack the specific disaster 
training offered by the American Red Cross, The Salvation Army 
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and others, there is understandable reluctance among emergency 
management professionals to consider convergent volunteers as a 
resource to be counted on in the event of a major disaster. It is 
logical for the traditional volunteer response organizations, as well, 
to be wary of well-intended but inexperienced volunteers whose 
efforts have sometimes hindered rather than helped response and 
recovery operations.  

3. The key words in this dilemma are ñmajor disaster.ò  When a 
community experiences a disaster of such magnitude that the 
capacity of local response organizations is severely challenged, 
volunteers will respond.  

4. Media coverage of such events brings graphic images of the 
victims and their damaged property into living rooms in neighboring 
counties and states. Such coverage evokes viewersô compassion 
for the victims and gratitude that their own community has been 
spared. Hundreds or thousands will feel compelled and energized 
to take action. 

5. The good news is that, no matter whom or how many ñtheyò turns 
out to be; the procedure for managing unaffiliated volunteers is the 
same.  Itôs straightforward, logistical and easy.  It can be used in 
any size community, with the participation of any combination of 
community resources, for any type of disaster, no matter how 
extensive the damage. 

6. Though many are first-time disaster volunteers, unaffiliated 
volunteers bring with them a wide range of skills and professional 
training, often in short supply after a catastrophic event.  
ñUnaffiliatedò does not mean untrained.  Effectively used, 
unaffiliated volunteers can supplement the response and recovery 
operations in Chatham County.  Through a short screening 
process, a Volunteer Coordinator might learn that an unaffiliated 
volunteer who listed ñaccountantò as his/her occupation also has 
the skills and tools needed to trim trees or owns a boat that could 
be used for search and rescue.  Along with their skills, they bring 
strength and energy, optimism for the future of the County, and 
concern for those who are suffering, both survivors and weary 
responders. 

B. Planning to Receive 

1. It will never be possible to predict exactly how many unaffiliated 
volunteers will show up, who they will be or what skills they will 
bring.  But it is possible to be prepared to gain the maximum benefit 
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from their contributions, and for them to leave your community 
knowing that they have eased the pain of a survivor, helped protect 
or rebuild someoneôs property, and helped your community to 
recover from the disaster. 

2. Unaffiliated volunteers will come, so planning ahead is to 
everyoneôs advantage.  All of the traditional organizations would, of 
course, prefer to operate strictly with highly trained people who 
know and follow their organizationôs prescribed procedures.  When 
responding to a major event, however, even these seasoned 
responders sometimes find themselves shorthanded and unable to 
meet the communityôs needs.  When a response organization 
needs additional volunteers, it needs volunteers with skills 
necessary to help meet its commitments to the community.  Without 
an effective screening and referral process in place, the 
convergence of volunteers without those skills hampers the 
organizationôs response. 

C. Public Perception 

1. Well managed convergent volunteers contribute to a positive public 
perception of your response and recovery effort. Professional 
responders and trained, affiliated volunteers must maintain a ñbig 
pictureò perspective and remain focused on their missions.   

2. Unaffiliated volunteers, on the other hand, often have more time to 
meet the individual needs of survivors, to hold a hand or offer 
comfort and encouragement.   

D. Pre-Disaster Preparedness: Each county is a unique environment with its 
own assemblage of emergency management positions and personalities.  
Each jurisdiction also has its own distinct array of non-governmental 
resources ï traditional response agencies and one-of-a-kind local 
organizations. From these resources, several may stand out as having the 
capacity to register and refer spontaneous volunteers in the event of a 
disaster and to develop a network of companies and not-for-profits that will 
provide for the basic needs of those volunteers. The organization 
Chatham County engages to coordinate the use of unaffiliated volunteers 
will be referred to as the Coordinating Agency (CA). 

Chatham County will have a government Volunteer Coordinator who 
recruits and places volunteers in county government departments. These 
employees are adept at determining the skills and interests of volunteers. 
In the absence of a professional community Volunteer Manager, a 
Volunteer Coordinator in a local not-for-profit organization, such as the 
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United Way, American Cancer Society or Habitat for Humanity, may have 
the required volunteer management and network building skills 

1. Disaster Response Coordinator: The CA will designate a staff 
member to serve as Disaster Response Coordinator.  The 
coordinator will regularly attend local emergency management 
planning meetings and will affiliate the CA (if itôs not already a 
member) with the local Volunteer Organizations Active in Disaster 
(VOAD). 

2. Educate Local Coalitions: The Disaster Response Coordinator will 
educate the members of organizations of the VOAD regarding the 
CAôs role of referring unaffiliated volunteers to them during disaster 
recovery. 

3. Community Networks: The Coordinator should gather information 
from VOAD members about their anticipated disaster volunteer 
needs. The Coordinator can then begin to build a network of civic, 
fraternal and other groups, encouraging their members to affiliate 
with a local disaster response organization and to become trained 
to help them in disaster. For example, members of a local garden 
club who become affiliated with and trained by a homeless shelter 
will be able to help immediately when needed and will not become 
unaffiliated volunteers who need to be registered, referred and 
trained after a disaster occurs. The Coordinator can also pursue 
mutual assistance plans with counterparts in neighboring counties. 

4. Volunteer Referrals: The CAôs Disaster Response Coordinator will 
develop a disaster volunteer referral plan and gather the supplies 
needed to open a VRC.  The Coordinator will participate with the 
ESF-15 lead agency in finding several locations suitable for 
housing the reception center; will arrange sources and 
transportation of needed equipment, including emergency 
communications; and will recruit, train and orient volunteer staff to 
help operate the reception center. 

5. Volunteer Transportation: For security reasons, emergency 
management personnel will not allow volunteers to drive their own 
vehicles into impacted areas. The Coordinator should work with 
local ESF- 15 personnel to develop a plan to transport volunteers 
from the reception center to the worksites. A school bus or city bus 
could be designated to provide transportation during the busiest 
times. Churches or charter companies might also donate the use of 
their buses. 
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6. Public Information Strategy: In cooperation with the ESF-15 lead 
agency, the CA will develop a public information plan for letting 
potential unaffiliated volunteers know before a disaster occurs how 
to get involved if there is ever a need and, after a disaster, what 
help is and is not needed. This plan may include writing press 
releases in advance, for quick editing and dissemination to local 
and regional media, and updating the messages for the Corporate 
Message Service toll free number, and adding additional lines to be 
installed at the site where convergent volunteers will be registered. 

7. Business Community: The CA can engage local businesses in 
planning to donate goods and services to future response and 
recovery efforts. A particular focus of the CA could be to secure 
contingency agreements for shelter for unaffiliated volunteers in 
local or nearby hotels/motels, school dormitories, etc., and donated 
meals for the VRC staff. 

E. Post-Disaster Implementation:  

1. Set Up and Operation: When a major disaster occurs, the large 
number of unaffiliated volunteers who converge to assist with 
recovery can be overwhelming to an already stressed community. 
Large numbers of unaffiliated volunteers will not be easily handled 
within the normal office setting and operating procedures of the CA. 
Establishing a VRC provides a place where large numbers of 
volunteers can be efficiently processed and referred to agencies 
needing their services. The process described here provides an 
easy way to document volunteers being registered, requests for 
volunteers, VRC staff hours worked, and expenses incurred. 

2. Receive Volunteers: Upon receiving instructions from the ESF-15 
lead agency, the CA will prepare to process unaffiliated volunteers 
at a site designated by the lead agency. The VRC Floor Plan 
included in the tabs of this document can be adapted to meet the 
needs and physical setting. Ideally, the reception center would be 
set up under the supervision of the VRC Director. However, after a 
disaster, there is no guarantee that the Director will be the first to 
arrive. Staff and a few key volunteers should be trained to set up 
the VRC, in case it becomes necessary. 

3. The CA will begin processing and referring volunteers as soon as 
possible after the arrival of the first volunteers and the receipt of the 
first requests for volunteer assistance from response organizations. 
The process will include registering and quickly interviewing 
volunteers to determine their skills, abilities and limitations; referring 
each to a requesting agency with the name of the supervisor to 
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whom they should report; providing identification tags or bracelets 
with the date and agency or ESF to which the volunteer was 
referred; and providing a basic safety briefing.  

a. The Disaster Volunteer Registration and Referral forms and 
the Request for Volunteers form provided in the following 
tabs were created to be easily used.  The procedures 
explained in the Job Descriptions section were used and 
modified during successive disaster exercises. 

b. The Disaster Volunteer Registration form is more detailed 
than many forms currently in use for two reasons. First, it 
can be used for both pre-registering local volunteers willing 
to help in disaster and for registering spontaneous 
volunteers post-event. Pre-registering people interested in 
disaster relief helps to get prospective disaster volunteers 
affiliated with an appropriate agency before an event occurs, 
and allows the volunteer center to recruit and train 
volunteers to help operate a VRC.   

c. Second, if the VRC will be using a database capable of 
matching the skills of volunteers to specific requests from the 
community, greater detail facilitates a better match and 
provides contact options to help locate the needed 
volunteers later. The magnitude of a disaster might make 
gathering all of the information requested on the form 
impossible; and the limited scope of some events, in which 
only sandbagging or clean-up are needed, might make some 
information unnecessary.  

d. The Release of Liability Statement on the Disaster Volunteer 
Registration Form has been reviewed by the County Risk 
Management Department and any necessary changes made 
prior to using the form.  

e. The CA will not conduct background checks on emergent 
volunteers or verify their credentials. Background checks, if 
required and verification of credentials are the responsibility 
of the receiving organization.  

f. Document all training, expenses and time donated: VRC 
staff should be made aware of the need to maintain accurate 
documentation of their activities, including training provided 
to volunteers, expenses incurred through your CAôs disaster 
relief efforts, and time and skills donated by unaffiliated 
volunteers.   
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g. It is important for VRC staff to provide safety briefings and, 
when appropriate, specific job training to all volunteers and 
to keep complete and accurate records of all such training. 
These records will minimize the effects of any possible legal 
action taken against the county or the CA, should a 
volunteer be injured or inadvertently cause damage to 
property or to others.   

h. To ensure that your CA is not left with non-reimbursable 
expenses at the end of its disaster service, it is imperative to 
establish an agreement in advance between CEMA and the 
CA. The agreement should detail what expenses will be 
reimbursed and what documentation is required to ensure 
prompt payment.  

i. Procedures for documenting the hours and the type of work 
done by each volunteer should be determined jointly by the 
ESF-15 lead agency, the CA, and the county finance 
department, to ensure the maintenance of all information 
required. 

4. Reception Center Flow: The following station descriptions explain 
the VRC floor plan that follows. Stations #1-6 labeled in bold font on 
the Floor Plan and the solid arrows connecting them represent the 
movement of volunteers through the registration and referral 
process. For security, safety and risk management reasons, all 
volunteers should complete the entire process. 

a. Station #1 Registration/Orientation: At Station #1, the 
greeters will give volunteers instruction sheets, ask them to 
fill out registration forms and give them a brief orientation to 
the registration process. If possible, this station should be 
located outside or in a room adjacent to the main registration 
area, to minimize the commotion and stress inside the VRC. 

b. Station #2 Interviews: As interviewers are available, a 
Greeter ushers in new volunteers. At the completion of the 
interview, the volunteer is given a referral form telling him 
where and to whom he should report to volunteer. He then 
proceeds to Station #3. 

c. Station #3 Data Coordination: The volunteer presents his 
referral form to the Data Coordinator, who records the 
referral. The Data Coordinator communicates, as needed, 
with the requesting agency so that, when the need has been 
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met, the request can be closed out. The volunteer takes his 
referral form to Station #4. 

d. Station #4 Volunteer Identification: Volunteer ID staff will 
attach a wristband to each volunteer, containing the 
volunteerôs name, the agency or site to which the volunteer 
was referred and the date(s) on which the volunteer expects 
to work. The volunteer proceeds to Station #5. 

e. Station #5 Safety Training: The Safety Trainer will document 
the attendance of each volunteer and present a prepared 
safety briefing appropriate to the specific disaster event. At 
the conclusion of the briefing, the trainer will refer volunteers 
to Station #6 for specific job training or to the transportation 
area for a ride to the job site. 

f. Station #6 Specific Job Training: Job training specific to each 
worksite or function can be provided before volunteers 
depart for their work areas. If possible, training should be 
given by someone with first-hand knowledge of current 
operations at the site. 

5. Other Support Functions: Other areas shown on the Floor Plan 
house necessary staff members who do not deal in person with 
spontaneous volunteers: 

a. Phone Bank: The critical function of the phone bank staff is 
to take calls from individuals and groups wishing to volunteer 
and from organizations needing volunteers. Each call is 
recorded and posted on the request board or forwarded to 
the Data Coordinator. 

b. Data Entry Data entry staff enter the Requests for 
Volunteers and the Volunteer Registration Forms into the 
computer. When the influx of volunteers subsides, staff can 
begin entering the referrals recorded on the Request for 
Volunteers forms and close out the completed requests. As 
needed by the interviewers and the data coordination 
section, data entry staff can print updated lists of the unfilled 
requests. 

c. Supply Area: This area should be located in a room that can 
be secured and should be accessed only by VRC staff.  

d. Public Information: The Public Information Officer is the only 
staff member to make statements to the media about the 
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Centerôs operation.  All information should be approved by 
the VRC Director and coordinated with the local ESF-15 lead 
agency prior to dissemination. 

e. Runners: Runners are not shown on the VRC Floor Plan but 
are integral to the smooth operation of the center. Any 
station needing assistance raises a small flag to summon a 
Runner. Runners post new requests for volunteers on the 
request board, carry information from one station to another, 
escort guests, and deliver supplies to the stations. 

f. Staff Break Area: Though not shown on the VRC Floor Plan, 
a break area should be established. Noise, frustration, the 
general sense of urgency and the intensity at which the VRC 
staff will be working will cause stress to build. Providing a 
quiet room with low light and ensuring that the staff takes 
short breaks whenever possible will help everyone to 
operate efficiently and minimize the stress. 

F. Documentation for Reimbursement and Risk Management: Accurate 
records of the hours and kinds of disaster relief work done by volunteers is 
extremely important in counting those contributions toward their match for 
FEMA reimbursement. A system for recording and maintaining the needed 
information is the crucial first step to success. All county personnel who 
will be supervising volunteers must be trained on the importance of 
thoroughly documenting the hours and kinds of work done by volunteers. 

Worksite supervisors should be instructed to: 

1. Maintain a supply of volunteer sign-in sheets at each volunteer 
worksite. (Use the sample provided in the following tabs or develop 
one that meets your specific needs.) 

2. Conduct a safety briefing as each group of volunteers arrives, 
regarding the specific hazards at the site. This step is critical to 
preventing injuries and minimizing the risks to the volunteers, the 
County, and the property on which the volunteers will be working. 

3. Have all volunteers read the statement at the top of the sign-in 
sheet and sign in, recording their time of arrival and departure each 
day.  Volunteers registered with the VRC will already have signed a 
complete release of liability on their Disaster Volunteer Registration 
Form, but should sign the sign in sheet each day, as well. 
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4. At the end of each shift, turn in all volunteer sign-in sheets to a 
designated supervisor, who will then turn them in to the County 
Finance Department. 

a. Strict adherence to these procedures will minimize the 
effects of any possible legal action taken against the CA or 
the County, should a volunteer be injured or inadvertently 
cause damage to property or to others. 

b. Placing a Value on Work Done by Volunteers: All work that 
is allowable if done by County employees or contractors is 
also allowable when done by volunteers. Matching credit for 
contributions toward both direct and indirect costs will only 
be given, however, if the County and its contractors have 
established a rate for each type of work completed. The rate 
applied to each type of volunteer work should be the rate at 
which a County employee would be paid, including fringe 
benefits, for the same or similar work, or the customary rate 
for that work in the local labor market. 

VIII. Responsibilities  

A. Coordinating Agency: CEMA is the coordinating agency.  CEMA is 
responsible for appointing a Disaster Response Coordinator, educating 
local coalitions, building a community network, developing a volunteer 
referral plan, arranging transportation for volunteers, developing a public 
information plan and engaging the business community.  Refer to the 
ñPre-Disaster Preparednessò section for more information. 

B. Disaster Response Coordinator: The Disaster Response Coordinator will 
be appointed by the Coordinating Agency and will regularly attend local 
emergency management planning meetings and will affiliate the CA (if itôs 
not already a member) with the local Volunteer Organizations Active in 
Disaster (VOAD). 

C. VRC Director: The job of the VRC Director is to oversee the operation of 
the VRC which includes:  

1. Set up the room for efficient flow of volunteers and information 

2. Brief and assign tasks to staff and volunteers of the center 

3. Monitor the operation and make changes when necessary. 
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IX. Annex  Management  

A. Executive Agent:  CEMA is the executive agent for Annex management 
and maintenance. This annex will be updated periodically as required to 
incorporate new directives and changes based on lessons learned from 
exercises and actual events. This section establishes procedures for 
interim changes and full updates of the Annexes. 

B. Types of Changes: Changes include additions of new or supplementary 
Material and deletions. No proposed change should contradict or override 
authorities or other plans contained in statute, order, or regulation. 

C. Coordination and Approval: Any department or agency with assigned 
responsibilities within the EOP Annexes may propose a change to the 
plan. CEMA is responsible for coordinating all proposed modifications to 
the Annexes with primary and support agencies and other stakeholders, 
as required. CEMA will coordinate review and approval for proposed 
modifications as required. 

D. Notice of Change: After coordination has been accomplished, including 
receipt of the necessary signed approval supporting the final change 
language, CEMA will issue an official Notice of Change. The notice will 
specify the date, number, subject, purpose, background, and action 
required, and provide the change language on one or more numbered and 
dated insert pages that will replace the modified pages in the EOP. Once 
published, the modifications will be considered part of the EOP for 
operational purposes pending a formal revision and re-issuance of the 
entire document. Interim changes can be further modified or updated 
using the above process. 

E. Distribution: CEMA will distribute the Notice of Change to all participating 
agencies. Notice of Change to other organizations will be provided upon 
request. Re-issuance of the individual annexes or the entire EOP will take 
place as required. Working toward continuous improvement, CEMA is 
responsible for an annual review and update of the EOP to include related 
annexes, and a complete revision every four years (or more frequently if 
the County Commission or GEMA deems necessary). The review and 
update will consider lessons learned and best practices identified during 
exercises and responses to actual events, and incorporate new 
information technologies. CEMA will distribute revised EOC Annex 
documents for the purpose of interagency review and concurrence. 
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TAB 1: SUPPLIES AND EQUIPMENT 
 
 
 
Office Supplies: 

 Dry erase markers (set of 4) 

 Dry eraser 

 Pens (box of 12) 

 1 Highlighter 

 Pencils (box of 12 sharpened) 

 2 Lined pads of paper 

 Copy paper, 1 ream 

 2 Sheets from a flip chart pad 

 3 x 5 Cards (pack of 100) & file box 

 12 File folders and labels 

 3 Hanging file folders and labels 

 Push pins (pack of 100) 

 1 Clipboard 

 Stapler, staples 

 Masking and clear tape 

 Staff name tags 

 Post-its: 

 3 packs of 3òx3ò 

 1 Post-it fax pad 

 12 #10 envelopes 

 1 box Medium size binder clips 

 Scissors 

 Pencil sharpener 

 Paper clips (box of 100) 

 200 Hospital ID bracelets 

 ID bracelet tool and markers (if 
required) 

 
Lists and Maps 

 VRC floor plan 

 City and county maps 

 Emergency phone list 

 VRC job descriptions 

 Analysis of Readiness for VRC 

 VRC Setup 

 Sample Press Release 
 
 

 
 
 
 
Forms: 

 Volunteer Instructions: 25 sheets 
(4/sheets) 

 Disaster Volunteer Registration: 100 

 Request for Volunteers: 50 

 Disaster Volunteer Referral: 50 (2 
per page) 

 Employee & Volunteer Sign-In/Out: 
10 each 

 Expenses Incurred: 10 

 Worksite Sign-In/Out Record: 100 
 
 
 
 
Equipment 

 Battery-operated radio and batteries 

 Battery-operated clock (optional) 

 Coffee, cups, creamer, sugar, etc. 

 Large ice chest 

 Disposable camera 

 Phone system (roll over lines) 

 5 Free-standing sign posts 

 Easels (2) 

 Printed Signs 

 Computer, Software, Printer, etc. 
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TAB 2: VRC SIGN-IN AND SIGN-OUT FORMS (EMPLOYEES AND VOLUNTEERS) 
 
Volunteer Sign-in/Sign-out Form 

Date Name In Out In Out Reg Hrs OT Hrs 
Total 
Hrs. 
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Employee Sign-In/Sign-out Form 

Date Name In Out In Out Reg Hrs OT Hrs 
Total 
Hrs. 
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TAB 3: EXPENSES INCURRED BY COORDINATING AGENCY 
 
Make sure you keep all receipts in an envelope and attach to this form. 
 

Expenses Incurred by Coordinating Agency 

Date Item Price Quantity Total Authorized By 
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TAB 4: SIGNAGE 
 

SIGNS WHERE TO POST 

Volunteer Reception Center (2) On Street Visible From Either Direction 

Station #1: Registration Registration/Orientation Area 

Enter Volunteer Entrance to VRC 

Station #2: Interviews Interview Area Visible From Volunteer 
Entry 

Station #3: Data Coordination Data Coordination Visible From Station #2 

Station #4: Volunteer I.D. Volunteer ID Area Visible From Station #3 

Station #5 Safety Briefing Safety Training Visible From Station #4 

Station #6 Job Training Job Training Visible From Station #5 

Exit Exit Visible From Stations #5 and #6 

Transportation to Worksite (with arrows) Near Exit and Outside, as needed 

Staff Only (as needed) Staff Rest Area, Supply Area, Etcé 

Current Needs Dry Erase Board in Interview Area 

Phone Bank Phone Bank Area 

Offers of Volunteer Help Top Left of Bulletin Board in Phone Bank 
Area 

Individuals Beneath ñOffers of Volunteer Helpò Sign 

Groups Beneath ñOffers of Volunteer Helpò Sign 

Other Resources Top Right of Bulletin Board in Phone Bank 
Area 

Public Information Officer Public Information Officerôs Table 

 
 
Note: all signs should be large enough to be seen from across a large room. 
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TAB 5: FLOOR PLAN 
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TAB 6: JOB DESCRIPTIONS 
 
VRC DIRECTOR 
 Your job is to oversee the operation of the 
Volunteer Reception Center.  You will: 

 Clearly designate one entrance and 
one exit 

 Set up the room for efficient flow of 
volunteers and information 

 Brief and assign tasks to staff and 
volunteers of the center 

 Monitor the operation and make 
changes when necessary 

You should meet and thank all volunteers 
who help in the VRC and instruct them to 
sign in and out on the Volunteer Sign-in / 
Sign-our Record Daily. 
 
Items Needed: 

 ID Badge 

 Tables and Chairs (See sample room 
layout for details) 

 ñGo Boxò containing office supplies 
and forms to stock your VRC for the 
first day 

 Items on the Supplies and  
Equipment list 

 
GREETERS 
Ideally, you will be working with a partner, 
orienting volunteers inside and outside the 
volunteer entrance. Your job is to greet 
people with a friendly and firm demeanor, 
determine the purpose of their visit and 
direct them accordingly. 

 If they are there to volunteer, thank 
them, give them a ñVolunteer 
Instructionsò sheet and ask them to 
fill out a registration form. When the 
form is completed, direct them to 
the next available interviewer at 
Station #2. 

 If they are media personnel, direct 
them to the Public Information 
Officer. 

 If they are disaster survivors, refer 
them to the appropriate 
organization. 

 If they have food, clothing, etc., to 
donate, refer them to the 
appropriate agency. 

If there is a long wait, some volunteers 
may not understand the reason and may 
become impatient. Please thank everyone 
for volunteering, briefly explain the process 
and ask everyone to be patient or to come 
back later. 
 
Items needed: 

 ID badge 

 Sign (Station #1 Registration) 

 Table and chairs for volunteers to 
use while filling out forms 

 Supply of Volunteer Instructions 
handouts 

 Supply of Disaster Volunteer 
Registration Forms 

 Flag 
 
PHONE BANK STAFF 
You will be handling two types of calls, 
those from agencies requesting volunteers 
and those from people wanting to 
volunteer. The information you record 
about each call must be complete and in 
sufficient detail to facilitate matching 
volunteers to the needs. 
 
When you receive a call from an agency, 
fill out a Request for Volunteers form while 
you are speaking with the agency caller. If 
there is a computer available for entering 
the needs into a database, Data Entry staff 
should enter the need as soon as possible. 
 
Next, call a runner by raising the flag at 
your station. Ask the runner to post the 
volunteer request on the dry erase board in 
view of the Interviewers (Station #2) and 
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then to give the Request for Volunteers 
form to the Data Coordinator (Station #3). 
 
When people call to volunteer, thank them 
and give them the following registration 
options: 

 If they choose to register on line, 
they will be e-mailed or called to 
discuss possible assignments and 
given further instructions. If the 
caller represents a group that 
wishes to volunteer together, assure 
them that you do need their help 
and ask them to be patient while 
you determine where they can be of 
most help. It might take one day or 
several to match them with a need, 
especially if they are coming from 
out of town. Post the callerôs inquiry 
on the board behind the Phone 
Bank.  
When a match (a mission) is found 
for that volunteer, e-mail or call 
them back and schedule a time for 
them to come to the VRC to sign 
their on-line registration form, pick 
up their referral form and ID 
bracelet(s), and attend a safety 
briefing. Make sure that the 
volunteerôs on-line registration form 
is waiting with the Interviewers 
(Station #2) on their arrival date.  

 If they choose to register in person 
at the VRC, they will be given 
instructions when they arrive. 

 
Items needed: 

 An ID Badge for each staff member 

 Sign (Phone Bank) 

 Two tables and four chairs 

 Phones 

 Supply of Request for Volunteers 
forms 

 Pens, push pins or masking tape 

 Flag 

RUNNERS 
 
Your job is to carry information from one 
station to another within the VRC. When a 
station needs you to pick up forms, restock 
their supplies or escort a volunteer from 
one place to another, they will signal you 
by raising the flag at their station. Please 
watch carefully for this signal and respond 
promptly, in order to keep the information 
and volunteers moving smoothly through 
the registration and referral process. When 
you are asked to post a Volunteer Request 
on the board, write neatly and large 
enough so that the interviewers can see 
the requests clearly. After posting the 
request on the board, give the Request 
form to Data Coordination (Station #3). 
 
Items needed: 

 An ID Badge 

 Dry erase marker & eraser 
 
DATA ENTRY 
Your job is to enter the information from 
the Volunteer Registration and Request for 
Volunteers forms into the database so that 
the county has an accurate record of who 
participated in the recovery effort, what 
kinds of work they performed and when. 
The computer will assign a number to each 
Registration and Request, which must also 
be hand-written on the paper forms.  
 
After the initial influx of volunteers has 
subsided, you may have time to begin 
entering the referrals recorded on the 
Request forms and close out the 
completed Requests. As needed by VRC 
staff, print updated lists of the unfilled 
Requests and ask a Runner to distribute 
copies to Phone Bank staff, Data 
Coordination, Interviewers and, if 
requested, the VRC Director.  Even if you 
are familiar with the software being used 
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by the VRC, please ask for a brief 
orientation before beginning your first shift. 
Accuracy is more important than speed. 
The information you enter will be used to 
determine the amount of money the county 
will receive from the Federal Government 
as a result of the disaster. 
If you have difficulty using the 
computer, please ask for help 
immediately. Do not attempt to fix the 
problem yourself. 
 
Items needed: 

 An ID Badge 

 One table and two chairs 

 Printer 

 Pens 

 Flag 

 One or more computers (multiple 
computers should be networked to 
provide all users access to 
information on the status of 
volunteer requests and the 
availability of volunteers.) 

 
INTERVIEWERS 
Your job is to do a quick interview of the 
prospective volunteer and refer him to a 
job at an agency appropriate to his abilities 
and interests. Volunteer requests will be 
posted on a board in front of you (behind 
the volunteers being interviewed) and 
erased as they are filled. If the center has 
a computer system, you might also receive 
a printed list of the current needs. 
 
Ask for the volunteerôs registration form. 
With the volunteer, verify its completeness 
and accuracy, and use it as a guide from 
which to inquire more about the volunteerôs 
skills. At the conclusion of the interview, 
keep his registration form. When the 
volunteer accepts an assignment, fill out a 
Referral form, give it to the volunteer and 

instruct him to report to Data Coordination 
(Station #3). 
 
Before signaling the Greeter that you are 
ready for another interview, take a minute 
to jot down in the ñNotesò section anything 
about the volunteer you feel is important, 
that the volunteer did not include on his 
registration form (a special skill, an obvious 
physical limitation, etc.) If your center 
decides to use the blind field labeled 
ñOffice Use Only,ò check the appropriate 
box. Place his registration form in the bin 
or file. 
Appropriate use of the ñOffice Use Onlyò 
field should be determined by the VRC 
Director, possibly with input from the local 
ESF-15 lead agency. It is intended to 
provide a customizable ñblindò field in 
which special information can be noted 
about volunteers. If, for future referral of 
that volunteer, it would be helpful to know 
his general level of ability to work 
independently, boxes 1-5 could be coded: 
1. Learns quickly, able to supervise the 
activities of others; 2. Would work well 
independentlyé5. Needs close 
supervision. A drawback to this kind of field 
is that interviewers may not be able to 
judge the appropriate entry from only a 
short interview. The advantage is that a 
volunteer with an obvious special ability or 
limitation can be utilized to his full potential 
or placed in a relatively low-risk, closely 
supervised environment. 
 
Key points to remember are: 

 Disaster registration differs from a 
ñnormalò volunteer intake ï there is 
less time to try to fit each volunteer 
into an ideal assignment. 

 Refer the volunteer on the spot if 
possible ï it may be impossible to 
contact him later. If the volunteer 
has special training or unusual skills 



EOP / SUPPORT ANNEX H / TAB 6 
JOB DESCRIPTIONS 

 28 OCTOBER 2011 

that you think might be needed 
soon, ask him to wait in the sitting 
area and to check the volunteer 
request board for new requests for 
their specialized skills. 

 It is likely that some volunteers will 
exhibit the stress of the disaster ï 
an extra measure of patience and 
understanding is needed. 

 Be sure to watch for volunteers who 
would be effective working in the 
Volunteer Reception Center. 

 You may be called upon to train 
volunteers to assist with the 
interviewing. 

 
Items needed: 

 An ID Badge for each interviewer 

 Sign (Station #2 Interviews) 

 Two tables and eight chairs that will 
allow four interviewers to sit across 
from the four new volunteers they 
are interviewing 

 Supply of Referral forms 

 Bin or file in which to keep the 
Volunteer Registration Forms 

 Pens 

 Flag 
 
DATA COORDINATOR 
Your job is to match the Referral forms to 
the Requests and to close out the 
Requests when they have been filled or 
are no longer needed. You may have to 
call an agency contact to clarify the 
agencyôs Request. When you speak with 
an agency contact, record the information 
on the Request form in the section called 
ñFollow-up Contacts with Requesting 
Agency.ò  
 
If a volunteer who has been interviewed 
but not referred approaches your station, 
thank them for coming and ask them to 

please wait in the sitting area in the center 
of the room.  
 
When a volunteer brings you his Referral, 
enter his name and the date of the referral 
on the Request form to which he was 
referred. Place your initials on his Referral 
form.  If you have time, call the agency 
contact to let him know who or how many 
volunteers have been referred. Confirm 
with the agency contact whether you 
should continue referring volunteers or 
close out the request. When the request 
has been filled, raise your flag to call a 
runner and ask him to remove that request 
from the board.  
 
If your station has a computer, enter the 
date and reason the request was closed 
(completed, no longer needed, etc.) at the 
bottom of the Request form. Place open 
Requests in one bin and closed Requests 
in the other, in either numerical order or 
alphabetically by agency. 
 
Items needed: 

 An ID Badge for each staff member 

 Sign (Station #3 Data Coordination) 

 Two tables and four chairs 

 Two bins ï one for open Requests 
and one for closed out Requests 

 Phone 

 Pens 

 Computer, if available, networked to 
the computers at the Phone Bank 
station 

 Flag 
 
VOLUNTEER ID STAFF 
Ask if the volunteers have been referred to 
a volunteer position yet. If they have not 
been referred, thank them for coming and 
ask them to please wait in the sitting area 
in the center of the room.  
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If they have been referred, clearly write the 
name of the volunteer, the dates to be 
worked and the name of the agency or 
ESF to which the volunteer was referred, 
as shown on their Referral slip, on the 
white portion of an ID wristband. Place the 
ID wristband securely on the volunteerôs 
wrist. 
Explain to the volunteers that the ID will be 
ñgoodò only for the date(s) written on the 
band. Authorities will not permit them to 
enter any of the disaster recovery areas on 
any other day, without a current ID 
wristband. If volunteers plan to work more 
than one day, you may write the beginning 
and ending dates of their service. Thank 
them for coming and direct them to Station 
#5 Safety Training. 
 
Items needed: 

 An ID Badge 

 Two tables and four chairs 

 Sign (Station #4 Volunteer I.D. 
Tags) 

 Supply of volunteer ID wristbands 

 Markers 

 Scissors 

 Flag 
 
SAFETY TRAINING 
Your job is to brief all new volunteers on 
what to expect at their job sites, how to be 
safe while volunteering and how to take 
good care of themselves after their 
experience.  When a small group has 
gathered, thank the volunteers for offering 
to help. Pass around a clipboard with an 
attendance sheet and check to be sure 
that all participants have signed it.   
 
Read the entire Safety Training sheet 
slowly, emphasizing the importance of 
following supervisorsô instructions at the 
work site. Encourage everyone to attend a 
debriefing, if available, at the end of their 

shift. Ask if there are any questions. If a 
question arises to which you do not know 
the answer, raise your flag and ask a 
runner to summon the VRC Director or 
other VRC staff to answer the question.  
Some volunteers will be required to take 
additional training for their particular work. 
Direct those volunteers to where that 
training is provided. When your briefing is 
concluded, explain where the volunteers 
should meet the transportation to their 
worksites, if transportation is provided. 
 
File the attendance sheet for each class 
in a folder and turn them in to the VRC 
Director daily. If the content of your safety 
briefing changes (new material is added or 
safety instructions change), staple a copy 
of the new safety training script to the 
attendance sheet of the first class in which 
the new script was used. Maintenance of 
these records is important to help protect 
the Coordinating Agency and local disaster 
officials from liability, should a volunteer be 
injured on the job. 
 
Items needed: 

 An ID Badge 

 Sign (Station #5 Safety Training) 

 Clipboard with attendance sheets 

 Pen 

 A supply of Safety Training 
handouts  

 Stapler 

 10 or more chairs, preferably in a 
semi-circle so participants can all 
see one another 

 List of additional training required by 
specific worksites, training locations 
and instructors 

 Flag
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TAB 7: SAFETY TRAINING 
 
Safety Training for Volunteers 
 

(Presenter: Edit this training for the specific incident) 
 

1. If you will be working outside, dress for the weather. Boots may be helpful, as debris 
on the ground can be sharp and dangerous. 
 

2. Bring work gloves, sunscreen, hat and any appropriate tools you have. You will be 
responsible for your tools. 

 
3. Water may be available at your work site, but you are encouraged to bring a 

personal water container. It is important to drink lots of water while you work. 
 

4. If death/injuries have occurred in the area where you are working, there will be 
bacteria. When you take a break, wash thoroughly. 

 
5. When you arrive at your worksite, you will be warned if there is a possibility of 

encountering victims.  Follow the instructions given to you at your job site. 
 

6. The work you will be doing may cause you stress, anxiety, fear or other strong 
emotions. You are providing a valuable service by volunteering today. Please 
understand that, by helping, we will not be able to undo the effects of this event. We 
are each just one person. All we can do is help in our own small ways to assist 
victims into the recovery process. If you care for one lost animal, find one childôs lost 
favorite toy, or hold the hand of one wheelchair bound senior in a shelter, you will 
have eased a little of the pain.  

 
7. Do not feel guilty because you are not able to fix everything. Just work your shift, 

then go home to rest and eat well. Both will help to relieve the stress. Be sure to 
attend any debriefing that may be conducted at the end of your shift. 

 
8. Older children can help with the disaster recovery work in some areas, but parents 

must sign a release of liability form for each child under the age of 18. It is 
recommended that children remain in school, if it is open.  Older children can 
participate with parents on weekends. 

 
9. You will be covered by insurance provided by the county in which you will be 

working. If you should sustain an injury, you must pay for any treatment required and 
then submit a claim form and be reimbursed by the insurance company. 

 
10. Follow carefully any instructions given to you at your job site. 

 
11. Please attend any debriefing activity provided at your worksite after your shift. 
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TAB 8: VOLUNTEER REQUEST FORM 
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TAB 9: VOLUNTEER INSTRUCTIONS 
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TAB 10: VOLUNTEER REGISTRATION AND LIABILITY RELEASE FORM 

 



EOP / SUPPORT ANNEX H / TAB 10 
VOLUNTEER REGISTRATION AND LIABILITY RELEASE FORM 

 38 OCTOBER 2011 

Release of Liability 
 
I, for myself and my heirs, executors, administrators and assigns, hereby release, indemnify, 
and hold harmless the  Coordinating Agency, local governments, State of Georgia, the 
organizers, sponsors and supervisors of all disaster preparedness, response and recovery 
activities from all liability for any and all risk of damage or bodily injury or death that may occur 
to me (including any injury caused by negligence), in connection with any volunteer disaster 
effort in which I participate. I likewise hold harmless from liability any person transporting me to 
or from any disaster relief activity. In addition, disaster relief officials have permission to utilize 
any photographs or videos taken of me for publicity or training purposes. I will abide by all safety 
instructions and information provided to me during disaster relief efforts.   
 
Further, I expressly agree that this release, waiver, and indemnity agreement is intended to be 
as broad and inclusive as permitted by the State of Georgia, and that if any portion thereof is 
held invalid, it is agreed that the balance shall, notwithstanding, continue in full legal force and 
effect.  
 
I have no known physical or mental condition that would impair my capability to participate fully, 
as intended or expected of me. I have carefully read the foregoing release and indemnification 
and understand the contents thereof and sign this release as my own free act. 
 
Signature _______________________________________________ Date ______________ 
 
Guardian, if under 18 _____________________________________ Date ______________ 
 
Volunteerôs credentials were recorded as presented. Verification of credentials is the 
responsibility of the receiving agency. This volunteer was referred to the following agencies: 
 

Date Need # ESF or Agency Contact Name 
Contactôs 
Phone# 

     

     

     

     

     

 
Return This Completed Form To:________________________ 
 
Notes:_______________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________
____________________________________________________________________________ 
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TAB 11: VOLUNTEER REFERRAL 
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TAB 12: WORK SITE SIGN-IN / SIGN-OUT RECORD 


