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1.0 LONG TERM RECOVERY 
The COAD response for long-term recovery is divided into four primary Sections: 
 

1. Disaster Case Management 

2. Onsite Volunteers 

3. Donated Goods 

4. Financial Contributions 

 
The four Sections will each be managed by their specific Section Chief for coordination and support 

within the overall COAD response.  The Section Chiefs will report to the Unified Command for overall 

coordination, but each Section Chief will manage their section largely on their own. 

1.0.1 DISASTER CASE MANAGEMENT SECTION 

The Disaster Case Management Section is responsible for managing ongoing, comprehensive, and 
continuous follow-up until the long-term recovery basic needs of families affected by disaster are met and 

they are returned as close as possible to a “pre-disaster status.”   

 
Responsibilities of a Case Manager include: 

 

1. Work with the victims to identify needs and create a long-term recovery plan. 

2. Identify victim’s own resources including government and community resources. 

3. Identify remaining unmet needs. 

4. Present the needs to the COAD Disaster Case Management Section Chief. 

5. Communicate back to the victim the needs being met through the COAD and remaining 

unmet needs while offering possible solutions (referrals) for the victim to pursue. 

6. Close the case by verifying those needs that were met and those remaining unmet. 

7. Retain case management process paperwork until the Section Chief determines final 

storage location. 
 

The Case Management process includes: 

 
1. Interview with victim 

a. Plan the interview ahead of time 

2. Verification of victim information 

a. Their identification 

b. Their address 

c. That they lived at that address at the time of damage 

d. Damage assessment of their address 

3. Develop a Recovery Plan for the victim 

4. Referrals to agencies/groups for unmet needs 

5. Follow-up and case closure 

1.0.1.1 Partners in Case Management 

Other agencies that should be used in the case management for disaster victims include: 

 



  AC-COAD, Standard Operating Guidelines 
July 
2018 

 

Page 4 of 10 

 

1. Township Trustees 

2. 2-1-1 / United Way 

3. 3-1-1 Call Center 

4. Mayor’s Community Liaison (Fort Wayne) 

 

1.0.2 ONSITE VOLUNTEER SECTION 

The Volunteer Center is the lead agency of the Onsite Volunteers Section.  They are responsible for the 

coordination of volunteers, including both affiliated and unaffiliated (spontaneous), volunteers.  During 

disaster recovery, this will oversee the setup of a Volunteer Reception Center (VRC) to register, 
interview/assess, and train volunteers before assigning them to various recovery projects.  The group will 

work with the Communications Committee to create messaging to the public about volunteerism. 

 
Following a disaster, many individuals wish to help rebuild the community. Volunteers are essential in 

the recovery process, but coordination is needed to maximize their effectiveness. A formal organization of 

volunteers during recovery will minimize confusion and insure that everyone is safe. 
 

Typically, volunteers responding to a disaster fall into two categories: 

 

1. Affiliated – associated with a recognized volunteer or nonprofit organization and trained 

for specific disaster response activities. 

2. Unaffiliated – individuals who offer to help or self-deploy to assist in emergency situations 

without fully coordinating their activities with emergency management.   

 

The Volunteer Center will be the single point of entry to enlist community volunteers.  The Volunteer 

Center phone number will be distributed to all COAD members and included in all media releases. 

 
The Volunteer Center has developed an in-depth disaster response plan, including accepting calls from 

the community and establishing an onsite presence which provides a place where large numbers of 

unaffiliated volunteers can be registered, screened, trained, and assigned a role. 
 

Following the Incident Objectives and Strategy Meeting, if volunteers are necessary, work to set up the 

Volunteer Reception Center (VRC) will begin. The VRC location will be determined, but should be near 
the disaster site if possible. Once operational, people who call the Volunteer Center and are initially 

determined to be a good match for the site will be referred to the VRC. When volunteers arrive, they will: 

 

1. Be interviewed to determine skills, abilities and limitations; 

2. Be given proper identification; 

3. Be given training in basic safety; 

4. Be asked to sign appropriate waivers; 

5. Be assigned appropriately. 

 

The VRC will be staffed with Volunteer Center employees and trained volunteers.  The VRC will also 
track all volunteer hours.  The VRC remains active until recovery is at a point where the local community 

can take over.  

1.0.3 DONATED GOODS SECTION 

The Community Food Harvest is the lead agency of the Donated Goods Section.  They are responsible for 

the coordination and implementation of the non-monetary donations plan including collection, storage, 
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and distribution of items.  Having said that, money is the preferred donation as the needs of the victims 
change over time and money allows us to be flexible and to purchase what is truly needed.  This message 

needs to be communicated to the public in the strongest way possible. 

 
As is typically the case when disaster strikes, community members not directly affected are anxious to 

help. This assistance may come in the form of non-monetary donations such as food, clothing, and 

household items. 
 

While the donations are appreciated, organizing and distributing them efficiently can be challenging. The 

receipt of inventory and distribution process requires a system that is pre-designed to play this role. In 

Allen County, there are organizations that have these processes as a core piece of their mission and may 
be asked to participate if the Long-Term Disaster Recovery Plan is activated.   

 

If specific goods are needed, we will request those specific donations at that time, but it is very hard to 
control the amount of goods received.  So this should be done with caution and very close oversight. 

 

Goods purchased with financial contributions, or donated by the public, will be received by the Donated 

Goods Section.  Received goods will be inventoried, stored until distributed, and a record kept as the 
supplies are distributed to the victims.  Goods not used during the recovery phase will be donated to 

disaster relief organizations, not returned to the original donor. 

1.0.4 FINANCIAL CONTRIBUTUION SECTION 

The United Way of Allen County 211 is the lead agency of the Financial Contributions Section.  They are 
responsible for coordinating the receipt and distribution of financial donations during long-term disaster 

recovery.  The United Way of Allen County 211 will act as the fiscal agent of any financial donations 

collected and designated for the long-term disaster recovery. 

 
The following rules apply to financial donations and will be communicated to all those wishing to donate: 

 

1. Only contributions with no strings attached will be accepted. 

2. Financial donations not used during the recovery phase will be donated to a disaster relief 

organization, not returned to the original donor. 

3. Financial donations will be used to purchase goods for victims based on their needs.  

Victims will not receive cash payments from COAD.   

 

The Financial Contributions Section will work with the Case Workers to determine what supplies are 

needed and when they are needed.  Supplies will be purchased and delivered to the Donated Goods 
Section.  Every effort is to be taken so the over purchasing of supplies does not occur, as this would 

necessitate storing, inventorying, and ultimately disposing of the overstocked supplies. 

 
As appropriate, the United Way of Allen County (UWAC) will act as the fiscal sponsorship of any 

financial donations collected and designated for the long-term disaster recovery in Allen County. UWAC 

does not actively solicit donations, instead communicates to the public where the greatest need is.  For 
donations that do not go directly to a disaster relief organization, UWAC is ready to receive and distribute 

those funds.  UWAC agrees to act as fiscal sponsor for two years from the date the MOU is signed.  At 

that time, both parties will review the process and agreement and determine if an annual Memorandum of 

Understanding should be established. 
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UWAC has a specific account established for disaster donations. When donations are made, they are 
used: 

 

1. As the donor requested, 

2. As agreed upon by the COAD Financial Donations Oversight Committee (or another 

name), made up of: 

a. COAD Executive Committee members 

b. United Way designated staff 

c. Two United Way volunteers representing the UW Community Impact Committee 

and UW Finance Committee 

3. And directed specifically to a COAD approved agency/organization responding to the need 

(i.e.:  American Red Cross, Salvation Army, etc.) 

4. To cover 10% costs of the administration of the disaster fund 

1.1 UNMET NEEDS ASSISTANCE GUIDELINES 
The following guidelines are intended to assist disaster case managers (DCMs) as they assist those in 
need in response to a local community disaster.  Please understand that funding is limited and assistance 

must be prioritized based on need (as detailed below). All requests for funding will not be fulfilled based 

on funding limitations, but we will make every effort to fill requests or provide referrals for alternative 

solutions.  
 

At all times DCMs are to provide services to persons seeking assistance in a professional and non-

judgmental manner. 

1.2 ELIGIBILITY 
Assistance will be provided to individuals who meet the established qualification criteria and can verify 

that they were directly impacted by the declared disaster, as resources are available.  They must also 

document that their need resulted from that incident.  The financial assistance provided by the Long Term 

Recovery Committee (LTRC) will be primarily given to clients who have exhausted the disaster 
assistance available through government and voluntary helping agencies, did not have sufficient insurance 

to support their need, or for special reasons do not qualify for assistance from these entities.  

 
Clients must be referred by a Disaster Case Manager working directly with the LTRC. DCMs should 

provide short-term case management with persons, exploring the reason for the unmet need, an analysis 

of the family income and its adequacies and a review of the assistance previously received, or denied by 

government and voluntary helping agencies.  Applicants will be required to sign a release of information 
to enable the DCM to access all records relevant to making an eligibility determination. 

1.3 PRIORITIZING NEED 
Assistance will be provided in order of priority and based on the availability of resources. Priority is 

determined by a variety of factors, including: household size, scope of unmet need, other assistance 
provided, children in the home, current housing status, elderly individuals or individuals with disabilities 

residing in the home.  Requests that meet the eligibility requirements will be rated and ranked based on 

the selection criteria in comparison to other projects submitted. 

  
All requests will be rated on a 100-point scoring system and ranked in order of how they scored.   
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1.3.1 SELECTION CRITERIA 

1. Need and Household Composition (40 points) 

a. 0-10 points – Number of Persons Impacted 

b. 0-10 points – Number of Children (under the age of 18) residing in the home 

c. 0-10 points – Individuals who are elderly or have significant disabilities residing in 

the home 

d. 0-10 points – Current Housing Status (homeless, FEMA THU, living with family, 

etc.)  

2. Impact (30 points) 

a. 0-10 points – Project Readiness 

b. 0-10 points – Documentation of Lack of Other Affordable Housing Options that 

meet the household need 

c. 0-10 points – Cost Effectiveness/ Project Feasibility 

3. Other Resources Available (30 points) 

a. 0-10 points – Other State/Federal Assistance 

b. 0-10 points – Cash Contribution (Out of Pocket, Insurance, etc.) 

c. 0-10 points – In-Kind Contribution for Construction Projects Only (Manual Labor, 

Materials) 

 

1.3.2 SPECIFIC ASSISTANCE CRITERIA 

In order to meet all the unmet needs individuals may have, the LTRC will follow criteria to ensure as 

many unmet needs as possible can be met with the available resources. 

 

1.3.2.1 Construction Considerations:  

1) All owner-occupied construction unmet needs for existing homes will be referred to (To Be 
Determined) to work through their assessment and implementation process. 

2) Storm damage, and any secondary damage due to the storm (i.e. water damage from leaks), will 

be the priority items addressed by LTRC. Other items not meeting local building code 
requirements may be considered on a case-by-case basis with LTRC approval. 

3) Whenever possible, supplies, material and labor will be provided from volunteers, donated 

resources and/or approved providers. (TBD) coordinates Construction and Volunteer resources 

for the LTRC.  
4) If roof assistance is considered, the LTRC may determine that roof repair may be necessary 

instead of a roof replacement due to available resources but could go back and replace at a later 

date if resources are available. 
5) Any home repair that is considered by LTRC to not be feasible and/or not cost effective to be 

repaired due to storm damage will be a candidate for demolition and reconstruction when all 

resources are available to complete the project. 
6) Utility Assistance may include: 

 

a) Furnace/boiler: Furnace shall have efficiency rating of 90%.  Cost shall not be more than 

$800.00 above the cost of an 80% furnace.  
b) Central Air Conditioning units will be provided as long as the client had it prior to the 

disaster. Windows units will be provided as needed or based on medical conditions. 

c) Hot Water Heater 

d) Well Pump 



  AC-COAD, Standard Operating Guidelines 
July 
2018 

 

Page 8 of 10 

 

 

1.3.2.2 Household Item Considerations: 

  

1) Appliances that may be replaced (if previously owned): 

 

a) Microwave and primary stove 

b) Refrigerator 

c) Washer and dryer 

 
2) Furniture (examples of furniture that MAY be replaced): 

 

a) Mattress, box spring, and bed frame (headboards will not be provided) 
b) Living room couch and chairs 

c) Dining room table and chairs 

d) Bedroom Dressers 

e) Toddler beds, changing tables, and chest of drawers 

 

3) The LTRC will not replace stereos, VCR’s/DVD, and other entertainment-oriented devices. It is 
possible that a functional TV or computer could be replaced if those devices become available as 

in-kind donations and there is a demonstrated need. 

4) The LTRC will not replace small appliances (ex: toaster, coffee pot, blender) unless determined 
to be necessary.  

5) The LTRC will not replace deep freezes or small appliances (unless determined to be necessary 

or donated).  
6) The LTRC will not replace end tables, book shelves, lamps, and other non-necessary furniture 

(unless determined to be necessary or donated).  

7) The LTRC will not provide landscaping assistance. 

1.4 EXAMPLES OF EMERGENCY SITUATIONS 
The following are examples of situations that the LTRC would consider an emergency situation and may 
receive immediate assistance. This is not a comprehensive list.  

 

1) Family is in immediate danger to their health or welfare (for example family has become or is in 

immediate danger of becoming homeless or domestic violence is occurring). 

2) Family has a member with health considerations that require immediate assistance. 

 

1.5 FINANCIAL POLICY 
The funds available to the LTRC have been contributed by faith-based organizations, community 

agencies, foundations, and individuals to be used exclusively to meet the unmet needs of persons 

impacted by a disaster.  
 

There will be no cash transactions directly to individuals. All funding is disbursed to the appropriate 

disaster response agency/organization working with that client. The client, or their authorized 

representative, should sign the voucher in the presence of the caseworker.  The voucher will include a 
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detailed list of the assistance provided and what the assistance will be used for. The disaster response 
agency/organization working with that client will secure the needed items for the client. 

 

1.5.1 FINANCIAL ASSISTANCE AMOUNTS  

1) Requests for assistance up to $1000 must be submitted to COAD Financial Donations Oversight 
committee for review and approval.  Funding will only be provided after approval has been given 

by the Chair of the COAD Financial Donations Oversight committee and the designated United 

Way staff person.  When the Chair of the COAD Financial Donations Oversight Committee is 

unavailable for more than 24 hours (or in emergency cases), the request can be presented to the 
alternate designee from the COAD Financial Donations Oversight Committee.  A second 

approval will then be obtained from one other member of the LTRC Executive Committee. This 

approval can be written or in the form of email, fax or phone.  
2) Requests in excess of $1000 must be reviewed and approved by both the COAD Financial 

Donations Oversight Committee and the LTRC.  A majority of both the Committees must 

approve the request. 
3) United Way of Allen County has final authority on all fund distribution decisions. 

 

1.5.2 GENERAL GUIDELINES FOR DISTRIBUTION 

1) Financial assistance can only be given if it is determined that the damage sustained or the loss is 

directly related to the disaster and is not a pre-existing condition.  
2) LTRC financial assistance cannot be used to replace farm buildings, businesses, grain bins, 

garages, access roads, storage sheds, seasonal homes, recreational vehicles, rental property, etc.  

3) The Unmet Needs committee, the Disaster Case Managers, and the DCM Supervisors will seek 
other possible resources if a client does not meet the basic standards for assistance.  

4) Funds will only be used in coordination with building and city codes.  

1.6 ASSISTANCE STATUS REPORT 
Clients who have completed the application process are always informed in writing if their request for 

assistance has been approved, denied, spelling out the reason for the denial, or is pending additional 
information.  Basic reasons an application will be denied include the following: 

 

• No verification that they were impacted by a declared disaster situation.   

• Refusal to cooperate or allow for verification of the need. 

• Falsifying information. 

• Demonstrating verbally or physically abusive behavior toward staff. 

• Inability to meet the requested need.  Some requests are denied because no financial or 

community resource is available to meet that need. 

1.7 APPEAL PROCESS 
Despite our best efforts to adequately meet the needs of those who present themselves to us, not all will 
be satisfied with the decisions made or services provided.  Persons who disagree with the actions taken by 

the DCM may file a written appeal.  The appeal will be directed to the Chair of the LTRC for action and a 

decision given to the applicant within four working days of receipt.   
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Questions regarding a specific policy or concerns about the demeanor/conduct of a DCM may be 
forwarded to the Chair of the Unmet Needs committee.  

1.8 UNUSED COMMUNITY DISASTER FUNDS 
Once the LTRC and Unmet Needs Committee have determined that all the appropriate needs from the 

disaster have been met, should any community disaster funds remain then those dollars will not be held at 
the United Way of Allen County.  The COAD Financial Donations Oversight Committee will determine 

appropriate disaster response non-profit organizations in the local community to split the funds equally 

and distribute those dollars. 

 
 


