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COURSE OVERVIEW AND OBJECTIVES

The purpose of the Managing Through a Disaster training course is to provide local government managers with an improved ability to supervise disaster workers, and to plan for and cope with the problems of working through and recovering from disasters.

Course Objectives

Upon completing this course, the students will be able to:

· Describe how their organizations and individual jobs relate to the total disaster effort.

· Show courtesy when dealing with citizens.

· Cope with angry and upset people.

· Perform tasks that are not part of their regular work, as needed. 

· Assume increased responsibilities, as needed.

· Form alliances with other organizations and agencies to get work done.

· Plan for a drop in morale and productivity caused by stress and fatigue.

· Deal with stress and fatigue in their subordinates, themselves, their families, and their 
co-workers.

· Recognize and reward employees who have worked long hours.

Target Audience

The students for this course should be local government managers performing functions that bring their employees into contact with the public and whose organizations face greatly increased workloads as a result of disasters.

To maximize the effectiveness of small-group activities, the class size for this course ideally should be between 25 and 30 students. 

Course Agenda

The agenda for this course is outlined in the table on the following page.

COURSE AGENDA

Day 1



Unit
Description
Hours

Unit 1:
Getting Ready 
for the Next One
This unit will introduce the students and the instructors.  It will also provide an overview of the course objectives and agenda.  Students will have an opportunity to describe some of their experiences with past disasters.
1½

Unit 2:
Forming Partnerships
This unit will review organizational structure and relationships between various Government agencies following a disaster.  It will also overview the Incident Command System and the Federal Response Plan.  Students will identify organizations they are likely to partner with following a disaster.
2½

Unit 3:
Communication:  The Two-Way Street
This unit will review the importance of active listening and provide students with opportunities to practice their active listening skills.  Students will practice asking probing questions to gather information from citizens.  Students will also discuss the importance of observing nonverbal behaviors.  Finally, students will look at strategies for dealing with the media following a disaster.
2

Unit 4:
Making Referrals and Following Up
In this unit, students will identify appropriate referral locations and will address working with “hard-to-help” customers.
1





Day 2



Unit
Description
Hours

Unit 4:
Making Referrals and Following Up
(Continued)
1

Unit 5:
Dealing With Emotional People
In this unit, students will discuss strategies for working successfully with emotional people.  Students will examine strategies for communicating effectively and identify a repertoire of responses to use when addressing an emotional person.
¾

Unit 6:
Taking Care of Your Employees and Yourself
This unit will review the typical physical and mental stress reactions that managers and their employees are likely to feel during a disaster (and emphasize that these reactions are normal).  Students will then identify strategies to address stress issues in future disasters.
1½

ABOUT THE COURSE MATERIALS

Course materials include:

· Managing Through a Disaster Instructor Guide
· Managing Through a Disaster Student Manual
· Handouts

· Course visuals

· Video

The Instructor Guide provides:

· Copies of the course visuals.

· Key points to be covered.

· Course exercises, including directions and tips for executing the exercises successfully.

· Copies of exercises that are included in the Student Manual.

The Student Manual includes:

· Paper copies of visuals.

· Copies of course exercises and activities.

Handouts.  A master copy of the handouts for this course is included separately along with directions for copying.  Use this copy to make enough for the class.


Course visuals have been developed in Microsoft PowerPoint.  These visuals can be shown as one file using PowerPoint Player software.  These files can also be used to produce slides or transparencies for overheads.


The video “How America Responds” highlights the response activities of various organizations during and following a disaster.


INSTRUCTOR REQUIREMENTS

Instructors will be recruited and selected to conduct this course based on their overall knowledge and experience with local government disaster response and recovery operations and their interpersonal effectiveness.

Course instructors should have:

· Knowledge of Federal Government disaster operations, and of how various local government and voluntary agencies and organizations interact during disaster operations and recovery after a disaster.

· Recent experience as a local government manager or official during and after a disaster.

· Experience in:

· Managing organizational relationships.

· Preparing and presenting briefings.

· Effective problem solving in disaster operations and in the recovery process.

· Building relationships with the media.

PREPARING TO TRAIN

The preparation and conduct of the instructor have a definite impact on the effectiveness of the training.  This introductory section provides guidelines for preparing the course.  Use the following steps when you prepare for training:

· Read the Instructor Guide and the Student Manual thoroughly.

· Complete all exercises and be prepared to answer any questions that the students will ask while completing the exercises themselves.

· Draft your own notes in the white space around the margins of the book.  Adding personal experiences helps to illustrate the concepts in the course.

· Draft or copy any supplemental materials from which you feel the students will benefit.  
(Be sure to obtain copyright releases where necessary.)

PREPARING THE CLASSROOM

As an instructor, you are responsible for the following supplies that you will need for this course:

· Overhead projector and screen or a computer

· A computer with a projection screen (if you plan to show the visuals through PowerPoint Player)

· VCR and monitor

· Chart paper, easels, and markers

· Masking tape

· Name cards

· Pens and pencils

· White notepads

The table on page vi summarizes any additional logistical requirements for each unit.

The room arrangement is your choice, and depending on the number of students, you may opt for different arrangements.  Keep in mind, however, that many of the exercises in the course are completed in small groups of four to six students.  Therefore, you should use table groups whenever possible.

LOGISTICAL REQUIREMENTS

Day 1



Unit 1:
Getting Ready for the Next One
· Visuals 1.1 through 1.6

Unit 2:
Forming Partnerships
· Visuals 2.1 through 2.9

· Video:  “How America Responds”

· Local Government Pocket Guide or other local government documents that give pertinent information to managers such as an Emergency Operations Plan (EOP) or annexes.

Unit 3:
Communication:  
The Two-Way Street
· Visuals 3.1 through 3.19

· Handout 3.1:  Answering the Telephone Effectively

Unit 4:
Making Referrals and
Following Up
· Visuals 4.1 through 4.9

Day 2



Unit 4:
Making Referrals and
Following Up
(Continued)

Unit 5:
Dealing With Emotional People
· Visuals 5.1 through 5.7

Unit 6:
Taking Care of Your Employees and Yourself
· Visuals 6.1 through 6.10

· Handout 6.1:  Organization Action Plan

· Handout 6.2:  Personal Action Plan

· Handout 6.3:  Course Evaluation Form
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