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Unit 1: Introduction 

 

Course Purpose 
 
The purpose of this course is to prepare participants to effectively operate a Red Cross shelter 
facility that provides disaster services in a safe environment for its clients and workers. 

 

Course Objectives 
 

 Explain the roles and responsibilities of a shelter manager throughout the resourcing, 
opening, operating and closing phases of a shelter operation. 

 Develop a plan for setting up shelter space and obtaining supplies. 

 Describe the components of effectively managing shelter staff including conducting job 
inductions and performing job evaluations. 

 Describe how collecting and reporting information relates to the mission of the Red Cross. 

 Convey the importance of effectively communicating with clients, partners, shelter staff, 
disaster leadership, media and key community members. 

 Accommodate the diverse needs of clients in shelters. 

 Collaborate with internal and external partners. 
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Unit 2: Resourcing the Shelter 

 
 

Unit Materials 
 Facility Use Agreement 

 Sample Shelter Facility Survey 

 Sample Facility/Shelter Opening & Closing Inspection Form (opening) 

 Shelter Inventory 

 Introduction to the Case Study 

 Case Study 1: Allocate and Set Up Shelter Space 

 Staff Request Form and Directions 

 Job Induction Checklist 

 Sticky Note System for Shelter Scheduling 

 Shelter Staff Sign-In Form 

 Case Study 2: Assess Supply Needs 

 

Handouts 
1. Shelter Floor Plan (blank) 

2. Sample Shelter Floor Plan (with space allocated) 

3. Sample Assessment of Supply Needs 

4. Sample Disaster Requisition: 

a) Form 6409 (food) 

b) Form 6409 (non-food) 

 

 

NOTE: Always check the Sheltering Toolkit on The Exchange for the most updated resources 
and forms. 
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Facility Use Agreement 
(Always check The Exchange for the most updated form.) 
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Facility Use Agreement (continued) 
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Facility Use Agreement (continued) 
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Facility Use Agreement (continued) 
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Facility Use Agreement (continued) 
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Sample Shelter Facility Survey 
(Always check The Exchange for the most updated form.) 
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Sample Shelter Facility Survey (continued) 
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Sample Shelter Facility Survey (continued) 
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Sample Shelter Facility Survey (continued) 
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Sample Shelter Facility Survey (continued) 
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Sample Shelter Facility Survey (continued) 

 
 

 
  



15 
 

Sample Shelter Facility Survey (continued) 
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Sample Shelter Facility Survey (continued) 
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Sample Facility/Shelter Opening & Closing Inspection Form 
(Always check The Exchange for the most updated form.) 
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Shelter Inventory Form 
(Always check The Exchange for the most updated form.) 
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Introduction to the Case Study 
 
 

The river in the city of Springfield is flooding due to heavy rains over the past three days. The 
river is close to the downtown area and weaves through many of the residential neighborhoods. 
Some facts about Springfield include: 

 There are approximately 150,000 residents. 

 The median income is $35,000 with a 3% homeless population. 

 There is a large population of retirees. 

 There are some minority groups who may speak Arabic, Spanish, or Chinese. 

The Red Cross Chapter of Springfield is well-established and has a local disaster plan in place. 
They have cooperative relationships set up with county government, some local non-profit 
organizations and the largest business in the city, Associated Industries. The chapter has two 
emergency response vehicles (ERVs) and three shelter trailers available for shelter use. The 
shelter trailers have not been inventoried for at least two years. The chapter has opened three 
shelters in response to the flood. 
 
You have been assigned to be a shelter manager at a shelter facility just outside of the city limits 
of Springfield, about 40 miles away from your home. Your shelter facility is located the farthest 
from the source of the flooding. It is a high school with a middle school on the same campus. 
The building capacity is 425 people. The high school has a full-service kitchen, although the high 
school kitchen staff is not available to the shelter. There are no separate generators for the 
building, which is not a problem since the building has power. Your supervisor told you to 
expect 150 people and there is a shelter trailer already headed to the shelter with supplies for 
100 people. 
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Case Study 1: Allocate and Set Up Shelter Space 
 
 

Directions: 
 

1. Using the Operating a Shelter Checklist, the Sheltering Standards and Procedures, the 
Operating a Shelter Job Tool, the Case Study Introduction and the Shelter Floor Plan 
(blank), indicate where you would set up the following: 

 Staff areas 

 Shelter manager’s office 

 Reception and registration areas 

 Food services 

 Dormitory 

 Health and mental health 

 Children’s play area 

 Recreation area for teenagers and adults 

 Quiet area 

2. Prepare for the possibility of shelter clients who are mobility and visually impaired. 

3. Take the safety and security of shelter clients, workers, supplies and equipment into account. 

4. Be prepared to explain your decisions. 

Hint: You may want to check the Shelter Facility Survey. 

 
Resources: 

 Operating a Shelter Checklist, Step 1—Resourcing the Shelter, pages 5—13. 

 Sheltering Standards and Procedures, Standards and Procedures, 3.  Resourcing the 
Shelter and 4.  Open Shelters, pages 23—29. 

 Operating a Shelter Job Tool, 1.7—Set Up the Shelter, pages 15—17. 

 Operating a Shelter Job Tool, Core Services, pages 29-52. 

 



 

Staff Request Form 
(Always check The Exchange for the most updated form.) 

 

 



 

Staff Request Form Directions 
(Always check The Exchange for the most updated directions.) 

 

 
 



 

 

Job Induction Checklist 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Job Induction Checklist (continued) 
 
 

  



 

 

WORKER  

FIRST NAME 

LAST NAME 

PHONE 
 
 

Day off Last Day  

SH MANAGER 

FIRST NAME 

LAST NAME 

PHONE 
 
 

Day off Last Day  

SHIFT SV 

FIRST NAME 

LAST NAME 

PHONE 
  
 
 

Day off Last Day  

SH/MN (HQ) 

FIRST NAME 

LAST NAME 

PHONE 
  
 
 

Day off Last Day  
 

Sticky Note System for Shelter Scheduling
 
 
Materials needed 
Sticky notes – 4 colors 
Permanent marker 
Newsprint – several pages 

 
 
 

 
 
 
Create sticky notes for: 
Shelter manager (purple) 
Shift supervisors (pink) 
Workers (yellow) 
External support (green) – sheltering manager, 
NSS, logistics, etc. 

Fill in days off and out-processing (last day) date in small #'s in lower corners. Because they are 
sticky notes, they can be moved around as needed. The permanent marker makes the notes 
easier to read from a distance. 

 
Put the sticky notes on newsprint for each shift outlined by position and shift. This visual 
schedule will allow workers to know their roles when they arrive and assist the shelter manager 
with scheduling and days off. If newsprint is not available, use a smooth wall or inside window, 
but take care that only staff has access to this private information. 

 
 
 
 
 
 
 
 
 

   
  

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
  



 

 

Sticky Note System for Shelter Scheduling (continued) 
 

 
1st Shift 2nd Shift 3rd Shift Misc 

SHIFT 
SUPERVISOR(S) 

SV SV SV 

Workers with 
day off 

 
 

Unused 
sticky notes 

 

RECEPTION 
AND 

REGISTRATION 

Lead 
 

Workers 

Lead 
 

Workers 

Lead 
 

Workers 

 
DORMITORY 

Lead 
 

Workers 

Lead 
 

Workers 

Lead 
 

Workers 

FEEDING/ 
24-HOUR 

SNACK TABLE 

Lead 
 

Workers 

Lead 
 

Workers 

Lead 
 

Workers 

INFORMATION 
Lead 

 
Workers 

Lead 
 

Workers 

Lead 
 

Workers 

DISASTER 
HEALTH 

SERVICES 

Lead 
 

Workers 

Lead 
 

Workers 

Lead 
 

Workers 

DISASTER 
MENTAL 
HEALTH 

Lead 
 

Workers 

Lead 
 

Workers 

Lead 
 

Workers 

OTHER 
ACTIVITIES IN 
THE SHELTER 

   



 

 

Shelter Staff Sign-In Form 
(Always check The Exchange for the most updated form.) 

 

 
  



 

 

 



 

 

 



 

 

Code of Business Ethics and Conduct 
 
 

  



 

 

Code of Business Ethics and Conduct (continued) 
 
 

  



 

 

Code of Business Ethics and Conduct (continued) 
 
 

  



 

 

Code of Business Ethics and Conduct (continued) 
 
 

  



 

 

 
 

Case Study 2: Assess Supply Needs 
 
 

Case Study Update 
 

 Your shelter capacity is 425. You were told to expect 150 people; 142 have shown 
up so far. You have a shelter trailer with supplies for 100 people. 

 Your team has recorded the Shelter Inventory (opening) for the contents. 

 The inventory confirms that: 

o The comfort kits have not been checked in two years; most are ruined. 

o Contents of the Shelter Supply Kit include: 

– General shelter supplies 

– Signage 

– Office supplies 

– Sanitation supplies 

– Basic tool kit 

 The school is on break and there is no food in the cafeteria that the shelter can 
use. 

 
Directions: 
 
Use the two Shelter Inventory (opening) forms, the Shelter Supply Template Job Tool 
and all your information on the Case Study. 
 
1. Decide what types of supplies you need to request. 
 
 
 
 
 
 
 
 
2. Decide the quantity of each type of supply your shelter needs. 

  



 

 

 
 

Unit 3: Opening and Operating the Shelter 

 
Unit Materials 

 Shelter Shift Inspection Form 

 Shelter Dormitory Registration Form 

 Shelter Referral Log 

 Shelter Client Welcome Handout 

 Case Study 3: Determine Workers Needed 

 Case Study 4: Influenza Outbreak 

 Case Study 5: Conflict between Shelter Clients 

 Case Study 6: Registered Sex Offender 

 Case Study 7: Shelter Emergencies 

 Shelter Log 

 Daily Shelter Report 

 

NOTE: Always check the Sheltering Toolkit on The Exchange for the most updated 
resources and forms. 

  



 

 

Shelter Shift Inspection Form 
(Always check The Exchange for the most updated form.) 

 
 



 

 

 

Shelter Client Welcome Handout 
(Always check The Exchange for the most updated handout.) 

 
 
 



 

 

Shelter Client Welcome Handout (continued) 
 
 



 

 

Shelter Dormitory Registration Form 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Shelter Referral Log 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Case Study 3: Determine Workers Needed 
 

Case Study Update 
 

 By day three, there are 156 people in the shelter. Your shelter staff, all local region 
volunteers, are tired and need to return to their jobs and families soon. 

 

 At the same time, another major event occurs in Springfield. A water main breaks in 
the older part of town. Approximately 150 residents choose to evacuate due to lack of 
potable water. Many people are non-English speaking. 

 

 Your supervisor calls to tell you that they are setting up a DRO headquarters to 
manage the disaster response. She also informs you that you can expect 120 
additional shelter clients as a result of the water main break. 

 

 Since your entire group of local region volunteers is leaving, you will need to request 
new workers from the DRO. 

 
Directions: 
 
Use all the information in this Case Study and the Shelter Staffing Template Job Tool 
to: 
 
1. Estimate the number of supervisors and workers you will need for 275 shelter 

clients. Break down the number of workers by role. 
 
 
 
 
 
 
2. Decide what accommodations you might make for the incoming and current shelter 

clients. 
 
 
 
 
 

 

 

 

 

 

 

 

 



 

 

Resources: 

 Shelter Staffing Template Job Tool. 

 Operating a Shelter Job Tool, 1.5 Acquire Workers: Request Additional Staff as 
Needed, page 13. 

 Sheltering Standards and Procedures, 3.3 Acquire Human and Material 
Resources, page 23. 



 

 

Case Study 4: Influenza Outbreak 
 
 

You are at the reception and registration areas and overhear a conversation between a 
young man and a dormitory registration worker. The man tells the dormitory 
registration worker that he feels feverish, has the chills and a bad headache. Your 
dormitory registration lead tells you that at least five other people with these symptoms 
have already entered the shelter within the last few hours. You consult with the Disaster 
Health Services worker who believes this could be the flu. The Disaster Health Services 
worker advises you to immediately isolate the shelter clients with the flu and to take 
special precautions in shelter cleanliness and sanitation. 
 
Directions: 
 
Use all the information in this Case Study, your Shelter Floor Plan, with space 
allocated, and the Sample Shelter Facility Survey to answer these questions: 
 
 
1. Should you let the ill person into the shelter? Why or why not? 

 
 
 
 
 
2. Where will you locate the shelter clients with influenza? 

 
 
 
 
 
3. What other accommodations might you make for this influenza outbreak? Consider 

the different functions such as feeding, signage, reception and dormitory 
registration, etc. 

 
 
 
 
 
Resources: 

 Operating a Shelter Job Tool, Core Services, Disaster Health Services, Disaster 
Mental Health Services, and Disaster Spiritual Care: Support Disaster Health 
Services Workers, pages 49-50 

 

 
 



 

 

 

Case Study 5: Conflict between Shelter Clients 
 
 

Mr. Franklin and his service animal arrive at the dormitory and are given a cot close to 
the restrooms. Nearby, in an adjacent corner of the school’s gymnasium, Mrs. Lopez 
notices that her young son starts sneezing. She approaches a Red Cross shelter worker 
and asks why a dog was allowed in the dormitory. She says her son has a severe allergy 
to animals and makes a point to say that they were there first. The worker explains that 
the dog is a service animal and is trained to help Mr. Franklin with activities of daily 
living. Mrs. Lopez starts to get agitated and requests that the Red Cross accommodate 
Mr. Franklin elsewhere in the shelter. 
 
The shelter is already at capacity and finding another suitable place for Mr. Franklin 
that gives him easy access to the bathroom may not be possible. The worker tells Mrs. 
Lopez that she will talk to the shelter manager and get back with her shortly. Mrs. Lopez 
is still agitated and starts to yell at the worker about her son’s needs not being 
appropriately addressed. 
 
Directions: 
 
Given the above information, answer these questions: 
 
1. What are the most critical issues? 

 
 
 
 
 

2. How would you handle this situation? 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Resources: 
 Operating a Shelter Job Tool: 

o Respond to Issues and Concerns: Resolve Conflicts, page 69. 

o Respond to Issues and Concerns: Problem Solving, page 70. 

o Respond to Issues and Concerns, Issue Resolution: Clients with Animals, 
page 70. 

o 2.2 Welcome Clients Into Shelter: Welcome Service Animals, page 18. 

o 2.3 Initiate Services to Clients, pages 18-19. 

o Core Services, Disaster Health Services, Disaster Mental Health Services, 
and Disaster Spiritual Care: Support Disaster Health Services Workers, 
pages 49-50. 

o Core Services, Disaster Health Services, Disaster Mental Health Services, 
and Disaster Spiritual Care: Support Disaster Mental Health Services 
Workers, pages 50-51. 

  



 

 

Case Study 6: Registered Sex Offender 
 
 

The parents of three young children become agitated and concerned when they notice a 
Red Cross dormitory worker providing a cot to Mr. Adams in the shelter. The couple 
recognizes Mr. Adams as a registered sex offender from their community and starts to get 
other clients in the shelter furious about the Red Cross’s lack of concern for the welfare of 
the children in the shelter. 
 
A shelter worker walks by the family section of the dormitory and notices the commotion. 
Although Mr. Adams was placed in the section of the dormitory set up for single men, 
many of the shelter clients are uneasy with his presence at the shelter. 
 
The Red Cross was asked to take over the management of this shelter three days after a 
community group opened it and the dormitory registration paperwork has been 
completed. 
 
Directions: 
 
Given this information, answer these questions: 
 
1. How would you handle the situation? 

 
 
 
 
 
2. Before you or any shelter worker can intervene, the situation escalates and Mr. 

Adams is verbally accosted by some of the clients by the 24-hour snack table. What 

would you do? 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 



 

 

Resources: 
 Operating a Shelter Job Tool: 

o Respond to Issues and Concerns: Resolve Conflicts, page 69. 

o Respond to Issues and Concerns: Problem Solving, page 70. 

o Respond to Issues and Concerns, Issue Resolution: Registered Sex Offenders, 
pages 80-81. 

o Core Services, Disaster Health Services, Disaster Mental Health Services, 
and Disaster Spiritual Care: Support Disaster Mental Health Services 
Workers, pages 50-51. 

  



 

 

Case Study 7: Shelter Emergencies 
 
 

It is now five days after the shelter opened and heavy rains continue to pass through the 
area. You receive a call at 7 P.M. from the facility representative that the roof drainage 
system of the high school has become clogged and there is significant pooling on the 
roof. The integrity of the roof over the gym is now in question. The county is sending a 
building inspector at 7 A.M. the next day to assess the safety of the roof. 
 
In the meantime, the facility representative asks you to immediately close off and 
evacuate the gym, your main dormitory area. 
 
Directions: 
 
Use all the information in this Case Study and the Shelter Floor Plan, with space 
allocated, to answer these questions: 
 
1. Where will you move the shelter clients? 

 
 
 
 
2. Should the shelter clients in the isolation care area be moved? Why or why not? 

 
 
 
 

3. What actions should you take before the clients move? 

 
 
 
 

4. What should be moved to the new location and how should it be moved? 

 
 
 
 

Resources: 

 Operating a Shelter Job Tool, 1.3 Develop and Communicate the Shelter Plan: 
Plan Contents, pages 11-12  

  



 

 

Shelter Log 
(Always check The Exchange for the most updated form.) 

 

 

  



 

 

Daily Shelter Report 
(Always check The Exchange for the most updated form.) 

 

  



 

 

 

 

Unit 4: Closing the Shelter 

 
Unit Materials 

 Sample Work Performance Evaluation—Mary Johnson (A) 

 Sample Work Performance Narrative—Mary Johnson (B) 

 Sample Work Performance Narrative—Clara Rodriguez, Disaster Health 

Services 

 Disaster Requisition–Form 6409 (for returning supplies) 

 Sample Facility/Shelter Opening & Closing Inspection Form (closing) 

 Sample Shelter Narrative Report 

 

 

NOTE: Always check the Sheltering Toolkit on The Exchange for the most updated 
resources and forms. 

  



 

 

Sample Work Performance Evaluation—Mary Johnson (A) 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Sample Work Performance Evaluation—Mary Johnson (A) (continued) 
 
 

  



 

 

Sample Work Performance Narrative—Mary Johnson (B) 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Sample Work Performance Narrative 
Clara Rodriguez, Disaster Health Services 
(Always check The Exchange for the most updated form.) 

 
 

  



 

 

Disaster Requisition—Form 6409 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Sample Facility/Shelter Opening & Closing Inspection Form 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Sample Shelter Narrative Report 
(Always check The Exchange for the most updated form.) 

 

  



 

 

Sample Shelter Narrative Report (continued) 
 
 

  



 

 

 
 

Unit 5: Course Closing 

 

Course Objectives 
 
 Explain the roles and responsibilities of a shelter manager throughout the 

resourcing, opening, operating and closing phases of a shelter operation. 

 Develop a plan for setting up shelter space and obtaining supplies. 

 Describe the components of effectively managing shelter staff including conducting 
job inductions and performing job evaluations. 

 Describe how collecting and reporting information relates to the mission of the Red 
Cross. 

 Convey the importance of effectively communicating with clients, partners, shelter 
staff, disaster leadership, media and key community members. 

 Accommodate the diverse needs of clients in shelters. 

 Collaborate with internal and external partners. 

 
 
 
 
 
 
 



 

 

Appendix: Handouts for the Activities 
 
 





 

 

Handout 1: Shelter Floor Plan (blank) 





 

 

Handout 2: Shelter Floor Plan (space allocated) 
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Handout 3: Sample Assessment of Supply Needs 
 

Note: Though the number of clients expected for the shelter is 150, it is important to 
over-estimate the expected population in case more show up. Estimates are made with 
the best information available at the time.  It is always more important to have a little 
extra supply on-hand than to come up short. For this reason, the shelter manager in this 
scenario will make requests for supplies to support 200 people, even though only 150 
are expected. 

 
1. Food and Beverages 

 Request meals through the sheltering manager at the district or operations 
headquarters.  Request snacks, beverages and food supplies on a separate 
Disaster Requisition (F6409) from the rest of the shelter supplies.  

 Meals 
o Plan for two meals per person per day from the Feeding activity plus 

supplies and food for a continental breakfast.  The feeding manager, 
working with the sheltering manager, will usually determine what kinds of 
meals will be delivered based on information you provide about your 
shelter population and the chapter disaster plan. 

o Meal counts may differ for breakfast, lunch and dinner. Be sure to specify 
the meal period and provide a separate count for each. Consult with the 
sheltering manager to estimate the meal counts appropriately.  
Overestimate the number of meals needed for the first day by 10-15%.   
Once the shelter population remains constant, the number can be reduced 
closer to the actual expected count.  

 Formula: 150 clients + 15 extra meals + 10 staff  = 175 meals for 
lunch and 175 meals for dinner 

o Considerations: 
 The time clients enter the shelter will impact the number of meals 

to provide (i.e., late at night). 
 Special dietary needs for some shelter residents. 
 When possible, lunch and dinner should be hot meals.  

 Snacks 
o Assume two-three snacks per person per day. More snacks can be 

consumed if meals arrive late.  
o The canteen should have a wide variety of snack options available 

including fresh fruit, breakfast items, sweet and salty snacks and specialty 
items. 

o Always request individually packaged snacks.  
 Formula: 200 people x 3 snacks per day x 3 days = 1,800 snacks 

 Water 
o Four 16 oz water bottles equal half a gallon of water. 
o Four .5 L water bottles equal half a gallon of water. 
o One case of 24 water bottles of 16 oz/.5L size equals three gallons of water. 
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o If there is no disruption to the water supply at the school, assume half a 
gallon or 4 bottles of water per person per day, using this formula:  

 200 people x 4 bottles x 3 days = 2,400 bottles, or 100 cases of 24, 
or 300 gallons of water. 

o If there is a disruption to drinking water, assume one gallon or 8 bottles of 
water per person per day, using this formula:  

 200 people x 8 bottles x 3 days = 4,800 bottles, or 200 cases of 24, 
or 600 gallons of water. 

o For 3 days you need 100 cases of water (24 bottles/case), you have 1 case 
on hand.  Determine your storage capacity before ordering 99 cases of 
water. 

 

2. Dormitory Supplies 

 Need 200 cots:  180 standard cots, 20 universal 
o Order 90 standard and 10 universal. 
o Assume 10% of the population will need a universal cot. 

 Need 400 blankets  
o Order 200 blankets. 
o Ideally, provide two blankets per person. 
o Blankets are sometimes changed out every week. 

 Need towels: Assume clients will arrive without towels. 
o Order 220 towels for a population of 200. 
o Clients may use some towels for personal use in addition to bathing 
o May need to ask sheltering manager at relief operation headquarters to 

set up a laundry service. 

 Need 200 comfort kits 
o Order 100 comfort kits. 
o Assume one per person for 3 days. 
o Comfort kits that are old may need to have shampoo or toothpaste 

changed out. 
o If the existing kits are salvageable, consider only ordering the expired 

toothpaste and shampoo. 
 

3. Children’s Supplies 

 Need recreation materials for all age groups. 

 Many chapters have children’s kits with toys and games for a population of 
100 residents. 

 

4. Medical Supplies 

 Work with Disaster Health Services to request replacement of expired 

medicines and other overlooked medical or functional needs supplies.  
 

5. Universal Supplies 

 Depending on the demographics of your shelter residents, sign boards, 
wheelchairs, a ramp for any non-accessible portion of the shelter and 
translators may be needed. Work with your sheltering manager to determine 
which items can or should be pre-staged, and which should be ordered on a 
case by case basis.
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Handout 4: Disaster Requisition (F6409)-Food 
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Handout 4b: Disaster Requisition (F6409)-Food 

 


