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EXECUTIVE SUMMARY 
 
In a large-scale disaster, the volume, urgency and intensity of human needs and the degree of social 
disorganization are such that regular community resources are unable to cope.  The situation requires the 
implementation of a disaster social services response system to meet the urgent physical and personal needs until 
regular social services or special recovery programs are effectively in operation.    

 
Disaster Social Services 
 
The Town of Banff Disaster Social Services Response Plan, which is a specialized component of the Municipal 
Emergency Plan, oversees the human component of emergency response.  Specifically, DSS is responsible for 
securing the essential needs of evacuees in an emergency.   

 
DSS Plan 
 
The DSS Plan clearly defines guidelines, roles, responsibilities, and procedures to follow in the vent of an 
emergency impacting the region.  Specifically, the plan details: 
 

 Activation, deactivation, and post-deactivation procedures for the DSS Plan  

 Guidelines for reception center establishment and operation 

 The provision of primary services to affected individuals including emergency food, lodging, and 
clothing 

 The provision of specialized services to affected individuals, including transportation, personal services, 
and other services 

 Procedures for managing volunteers 

 Communication procedures for establishing and maintaining the flow of information  

 Roles and responsibilities for DSS Coordinators 

 

 
This plan has been developed using various aspects of the DSS Response Planning Model 
template provided by Emergency Management Alberta & Alberta Municipal Affairs.  It has 
also adapted information from the Emergency Social Services Plan provided by the City of 

Medicine Hat. 
 

We are grateful to these organizations, and to the Canadian Red Cross, Southern Alberta 
Chapter for their assistance in developing this plan. 
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SECTION 1 - GENERAL PLAN 
 

Disaster Social Services Manager 
The Disaster Social Services Manager oversees the entire DSS operation.  This individual will participate in 
any and all Municipal Emergency Plan meetings, exercises, and training, and is the key point of contact 
between DSS and the Director of Disaster Services.  This individual is the Manager of Community 
Services at the Town of Banff. 

 
Disaster  Social  Services Coordinator 

The Disaster Social Services Coordinator shall initiate and coordinate the planning for and will assist the 
DSS Manager during delivery of the DSS response.  This individual is the Supervisor of Family & 
Community Support Services at the Town of Banff.   

 
 Responsibilities include: 

 Establishing a DSS Committee and chairing meetings, 

 Overseeing the recruitment of individuals and alternates for key positions, 

 Ensuring that the DSS Response Plan is developed, regularly updated and validated (e.g. through 
plan reviews and exercises), 

 Maintaining contact with the DSS Manager & the Director of Disaster Services concerning the 
status of the DSS Response Plan and its integration into the Municipal Emergency Plan, 

 Arranging training for the professional and volunteer responders identified in the plan, 

 Participating in municipal emergency planning activities, as required, and 

 Assisting the DSS Manager as the overall co-coordinator of the DSS response during a disaster. 
 
Disaster Social Services Committee 

The DSS Committee is responsible for having a DSS preparedness program in place prior to an 
emergency or disaster.  The Committee has the following responsibilities: 

 To develop and maintain the community’s disaster social services response plan, 

 To co-ordinate the plan within the community’s municipal emergency plan, 

 To review the plan regularly and revise it as necessary; and 

 To conduct regular practice drills or exercises to test the Plan. 
 
DSS Committee members include: 

 Disaster Social Services Manager 

 Disaster Social Services Coordinator 

 Reception Centre Manager 

 Registration & Inquiry Supervisor 

 Clothing Supervisor 

 Food Service Supervisor 

 Lodging Supervisor 

 Personal Services Supervisor 

 Volunteer Services Supervisor 
 
Under the overall supervision of the DSS Manager & DSS Coordinator, function area supervisors are 
responsible for developing their specific component of the DSS Response Plan.  This includes recruiting and 
training staff and volunteers, as well as making arrangements with local agencies and organizations that have 
expertise and resources relevant to each service area. 
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KEY ASSUMPTIONS OF THE DSS PLAN 
 

Urging self sufficiency 
Individuals are encouraged to be self sufficient in the event of an emergency for at least 72 hours, until the 
normal infrastructure systems are accessible.   
 

Health Region 
All facilities coordinated or managed through the Health Region have emergency plans.  The Calgary Health 
Region will shelter its patients within its care facilities.   
 

School District 
The School District has emergency plans in place in order to care for their student populations.   
 

Daycare 
The Banff Childcare Centre has emergency plans in place in order to care for children in their care. 
 

Securing Assistance from Others 
Representatives from key organizations, businesses, agencies, and neighbouring municipalities have committed 
to providing assistance to the Town of Banff DSS team, to the best of their ability, to address the needs of 
individuals in the event of an emergency. 
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ACTIVATING THE PLAN 

 
The Director of Disaster Services may request that the Disaster Social Services Response Plan be activated in 
whole or in part in response to an incident within the community where a large number of persons have been 
displaced from their place of residence or when residents of another community are evacuated into the 
community.  Support and services to people who have been impacted would be provided at one or more 
Reception Centres.   
 
When an emergency occurs, the following actions are taken: 

 
1. Notification  
 
Authorized personnel report the emergency to 9-1-1 Communications who then notifies the Director of 
Disaster Services. 

 
2.Municipal Emergency Response Plan Activation 
 
The Director of Disaster Services determines the level of response to the emergency.  If necessary, the 
Director of Disaster Services will activate the Emergency Operations Centre and if warranted, Mayor & 
Council will declare a Local State of Emergency. 

 
3.DSS Plan Activation 
 
The DSS Manager will be notified by the Director of Disaster Social Services to activate the DSS Plan either 
in whole or in part, depending on the extent of the disaster.  The DSS Manager will report to the 
Emergency Operations Centre. 
 
4.DSS Response 
 
The DSS Manager will assess the situation and begin calling out the DSS team to report for duty. 

 
 
As per the annual agreement signed with the Canadian Red Cross, The Town of Banff can call out to the Red 
Cross for assistance at any time during a disaster.  The Red Cross is also specifically contracted to handle 
Registration & Inquiry duties during a disaster, but can be called out to assist in any capacity, should the DSS 
team require it. 
 

The 24 hr on call number for the Red Cross is 1-888-800-6493 
 
Roles and responsibilities for each of the DSS functions are provided in Section 2 of this plan. 
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DE-ACTIVATING THE PLAN 
 

The following steps must be taken to deactivate the Disaster Social Services Plan: 

 
1. Municipal Emergency Response Plan Deactivation/Downgrading 
The Director of Disaster Services communicates the deactivation of the Municipal Emergency Plan or the 
downgrading of emergency levels to all agencies involved. 

 
2. DSS Plan Deactivation 
The DSS Manager, under the advice of the Director of Disaster Services, can authorize the DSS Plan 
Deactivation.  The DSS Manager will communicate the deactivation to the Reception Centre Manager. 

 
3. Facility Demobilization 
The Reception Centre Manager (s) will: 

 Collect and finalize the appropriate documentation 

 Ensure the facility is cleaned up and restored to working order 

 Release staff and volunteers, and 

 Provide a summary report to the DSS Manager 
 
4. DSS Demobilization 
The DSS Manager will: 

 Collect and finalize the appropriate documentation 

 Release staff and volunteers, and 

 Create a summary report for the Director of Disaster Services 
 

 
POST - DEACTIVATION 
 
Recovery Stage   
The Disaster Social Services Plan provides for the temporary needs of people during the response stage to an 
emergency.  During the recovery stage, The Canadian Red Cross will provide assistance to attend to the 
ongoing needs of individuals, including shelter and clothing for displaced persons.  The DSS Manager must 
ensure the continuity of services as the service provider shifts from DSS to regional and local agencies.   
 
In addition, volunteers will often continue to be invaluable during the recovery stage and cleanup of a 
disaster.  For this reason, the volunteer management component of DSS can continue after the plan has been 
deactivated.  Again, the DSS Manager must ensure that the volunteer management component persists after 
the DSS plan is deactivated. 

 
Evaluation 
Within three weeks of the deactivation of the DSS Plan, DSS staff must meet to evaluate and review the plan. 
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PANDEMIC CONSIDERATIONS FOR DSS 
 

Disaster Social Services Roles Traditional Response Implications for Pandemic 
RECEPTION CENTRE MANAGEMENT 

Reception of persons impacted by 
emergency/disaster 
 
Coordinated provision of any or all 
of the five mandated DSS services: 

 Registration & Inquiry 

 Lodging 

 Food 

 Clothing 

 Personal Services 
 

May also provide for: 

 Meet & Greet 

 Public information 

 Security & Safety 

 First Aid 

 Care for transient populations 

 Triage of service needs 

 Communication 

 Logistics planning including 
transportation 

 
 
Due to infectious nature of a pandemic 
event, a one- stop reception centre may 
be ill-advised. 

EMERGENCY LODGING 

This is defined as safe temporary 
lodging which can be provided in: 

 Private accommodations 

 Commercial hotels 

 Congregate group facilities 
such as schools, churches, 
community halls, arenas 

Organize emergency shelters or support 
municipal authorities in their efforts to 
organize such shelters. 
 
Coordinate stays in facilities such as: 

 Hotels 

 Motels 

 Congregate lodging facilities 

 
Assist in the identification and use of 
these traditional sites such as schools, 
stadiums, church basements, hotels, for 
possible use as non-traditional health 
sites. 

EMERGENCY FOOD 

Provides food to people affected by 
emergencies/disasters 

Organize provision of food using 
community resources such as: 

 Restaurants 

 Grocery stores 

 Meals on wheels 
This activity may include food 
processing, preparation, delivery and 
waste disposal 

 
May need to consider home delivery of 
groceries and/or delivery of prepared 
meals. 

EMERGENCY CLOTHING 

To meet basic clothing needs until 
normal sources of supply are 
available to people affected by 
emergency/disaster. 

Provide required clothing (may include 
blankets, bedding and essential personal 
items) 
Comfort kits may be provided (tooth 
brushes, tooth paste soap, razors, 
deodorant etc.) 

 There are no special clothing 
requirements in a pandemic event 

 Possible need for DSS to delivery 
comfort kits and other essential 
supplies to individuals and 
families in isolation or unable to 
get out. 

PERSONAL SERVICES 

Personal services includes 
consideration of: 

 Physical needs 

 Social needs 

 Emotional needs 

Delivery of services could include: 

 Care for vulnerable populations 
such as unattended children, 
seniors and persons with 
disabilities 

 Provision of mental health 
services 

 Psycho-social crisis intervention 

 Care of pets 

 
 
Consideration of different modes or 
methods of service delivery. 
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 Recreation 

 Interpretation services 

 Worker care and support 

REGISTRATION & INQUIRY 

R&I provides for: 

 The collection of accurate 
and reliable info 

 Answers inquiries as to 
conditions/whereabouts of 
people affected by 
emergencies/disasters 

 Provides info to other 
emergency response 
agencies offering essential 
services to people affected 
by emergencies/disasters 

 Provides information on #’s 
serviced 

 Registration for DSS services 

 Municipal and/or provincial 
authorities collect info to establish 
a centralized register of people 
affected by emergencies/disasters 
and thereby facilitates the 
reunification of individuals 

 Red Cross assists municipality in 
registering evacuees or visitors 
who find themselves in a disaster 
zone 

 Heavier emphasis will be put on 
the use of telephone and other 
communication modalities for 
delivery of services 

 Consideration on sharing of 
personal information without 
signing consents 

 Consider the implication of 
receiving request for services 
from agencies rather than 
individuals. 

BROADER DSS ISSUES/ACTIVITIES 

Personal Preparedness Encourage individuals to have short-
term personal plans to mitigate need 
for DSS response 

 Partner with lead agencies/organizations 
for long term personal preparedness 
plans for specific pandemic response to 
mitigate need for DSS response 

Communication Partner to ensure clear communication 
related to DSS – it’s mandate, roles, 
responsibilities and services provided 

 Partner to ensure clear communications 
related to DSS – it’s mandate, roles, 
responsibilities and services related to 
pandemic/infectious disease 

Training Train staff and volunteers in the six 
DSS core functions 

 Partner to ensure specialized training 
specific to pandemic 
influenza/infectious diseases (e.g. 
public health info, personal protection) 

Volunteers Partner with NGO’s and community 
volunteers to ensure traditional DSS 
mandate, roles, responsibilities and 
services are understood and carried 
out. 

 Partner with other lead agencies to 
ensure volunteer DSS coordination, 
volunteer training, and volunteer risk 
management associated with a 
pandemic response. 
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MANAGING AND MAINTAINING THE DSS PLAN 
 
  
The Town of Banff Community Services Manager (DSS Manager) and Family & Community Support Services  
Supervisor (DSS Coordinator) may amend and update the plan, and may add supporting documents or  
appendices, as necessary,. 
 
General Maintenance 
To ensure that the plan remains current, the Disaster Social Services Coordinator will undertake the following 
activities: 

 

 Review the DSS Plan annually to update information 

 Review the DSS Plan after any part of the plan has been activated, in order to incorporate 
recommendations 

 Continue to facilitate training and exercises to engage staff and assisting agencies 

 Maintain equipment to be used at the reception centres 

 Renew agreements with assisting agencies and oversee the renewal for each of the Coordinator areas 
 
Training 
The Town of Banff DSS Coordinator will establish a training plan on an annual basis for all DSS personnel 
and their alternates according to available funding.  This training program will ensure that DSS personnel are 
adequately trained and that this training is current. 
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SECTION 2 – ROLES & RESPONSIBILITIES OF DSS TEAM 
 
 
                              DISASTER SOCIAL SERVICES  MANAGER 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To activate the DSS Response Plan in whole or in part in response to an emergency. 
2. To report to the Emergency Operations Centre as requested by the Director of Disaster Services.  (In 

instances where the Emergency Operations Centre is not established, the Disaster Social Services Manager would 
report to the Reception Centre site and work with the Reception Centre Manager).  

3. To be the liaison between the Reception Centre(s), the Director of Disaster Services and other municipal 
officials. 

 
IMPLEMENTATION 
 
1. Ensure that you have the DSS Manager package (see section titled “Packages by Function”). 
 
2.     Determine which Reception Centre site(s) will be used, notify the building contact(s) and arrange for the 

building(s) to be opened. 
 
3. Contact the Reception Centre Manager to make arrangements for the Reception Centre Kit (packed in 

Red suitcases) and other essential items, which are stored in the Town of Banff  storage room to be 
delivered to the Reception Centre.  

 
4. Contact Reception Centre Manager and service supervisors (Registration & Inquiry, Clothing, Food 

Services, Lodging, Personal Services, Volunteer Services) and notify them of the situation and actions they 
are to take.  Record assignments on the Staff and Volunteer Assignment Sheet. Make determination as to 
whether to call in Canadian Red Cross for assistance.   

              
5.     Report to the Emergency Operations Centre located at Town Hall or Fire Hall, or other designated 

location, and be the liaison between the Reception Centre(s), the Director of Disaster Services and other 
representatives at the Emergency Operations Centre: 

 
a. Request that Town of Banff Communication Manager issue a news release early on as a high 

priority regarding the Reception Centre/DSS response.  The news release would typically include the 
following information:  

 

 Location of Reception Centre (name & address) 

 Purpose of Reception Centre and services provided 

 Hours of operation 

 Phone number for people inquiring about family members and friends 

 Request evacuees who have not registered in person to register by calling in 
 

b. Listen to what is going on around you at the Emergency Operations Centre – when you hear 
discussions that may affect your area, ask for further information.  Anticipate what might be needed 
and be proactive (for example, you may want to have staff and/or resources on standby). 

 
c.   Maintain regular contact with the Reception Centre Manager to provide information regarding the status 

of the event and to provide advice and support.  You may want to forward copies of news releases 
issued by the municipality to the Reception Centre Manager so that they can update Reception Centre 
workers and evacuees. 

 
c. Respond to requests from the Reception Centre Manager. 
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e.   Ensure that arrangements are in place for the purchase of supplies, food, etc. and clarify who authorizes 
purchases, who is to receive the invoices, etc. Ensure that accurate records are maintained regarding 
purchases. 

 
f. Provide updates to the Director of Disaster Services and other officials on the status of the Disaster 

Social Services response. 
 
g. Ask for assistance from other Emergency Operations Centre members as required. 
 
h. Keep a log of activities, decisions and expenditures. 
 
i. Note areas of concern to be addressed following the emergency. 
 
j. Arrange shift schedule with Alternate DSS Manager.   

 

DONATIONS 

 
 Experience has shown that large amounts of donated goods (clothing, furniture, blankets, bedding, toys, 

supplies, etc.) are likely to arrive in the impacted community, particularly if there has been widespread 

property damage and/or the event is receiving extensive media coverage.  To counter this, the impacted 

community should assess the need for donations early on and advise the media and the public accordingly 

(via the communityôs Public Information Officer).    

 When an overwhelming amount of unsolicited donated goods arrive, resources (warehouse space, staff and 

volunteers) are unnecessarily tied up.   

 Even if donated goods are not required/not solicited, a collection site should be identified. 

 Financial donations are usually preferable to donated goods. 
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 RECEPTION CENTRE MANAGER 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To open the Reception Centre in preparation for the arrival of evacuees. 
2. To staff and manage the following functions at the Reception Centre, as required: administration, meet and 

greet, traffic control, security. 
3. To oversee Reception Centre operations and implement changes to streamline operations. 
4. To arrange for regular information updates from official sources for staff, volunteers and evacuees.  
5. To maintain liaison with the DSS Manager and/or other municipal officials. 
 
IMPLEMENTATION 
 
1. Ensure that you have the Reception Centre Manager supplies (see section titled “Packages by Function”).  

Wear identification (e.g. vest, hat) to identify you as the Reception Centre Manager. 
 
2. The Reception Centre will be located at any number of possible locations depending on the location and 

extend of the disaster. The decision on which location to open will be decided by the DSS Manager.  All 
Reception Centre locations have been pre-identified, and detailed facility overviews are in the Reception 
Centre Manager Ready Kit.  Contact info, including after hours phone numbers for key holders are 
included. 

 
3. Contact administration, meet and greet, traffic controllers, security staff/volunteers, as required, to notify 

them of the situation and actions they are to take.  Record assignments on the Staff and Volunteer 
Assignment Sheet.  2-way radios should be available so that your staff/volunteers can easily 
communicate with you.   

 
4. Report to the Reception Centre, meet with the custodian/facility rep and make arrangements to use the 

building as a Reception Centre. 
 
5. Establish the following areas, post signage and arrange for furnishings: 

 
a) Administration office.     
b) Evacuee waiting area that is near Registration & Inquiry. Ensure that Food Services provide 

refreshments in this area. 
c) Rest area for staff/volunteers to meet, eat or take a break (this area should not be accessible to the 

public). 
d) Service areas: 

 Registration & Inquiry 

 Clothing  

 Food Services  

 Lodging   

 Personal Services  

 Volunteer Services 
   

6. Arrange for a notice board for evacuees to post messages. 
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7. Ensure that service supervisors have arrived and have their instruction packages (alternates are identified on 
the TOB DSS Call out list, included in each team member’s Ready Kit): 

 
a) Registration & Inquiry Supervisor Jennifer Crowe 

 (until Red Cross arrives) 
 

b) Clothing Supervisor Kim Coultis 
 
c) Food Service Supervisor Sue Smythe 
 
d) Lodging Supervisor Margaret Riordan 
 
e) Personal Services Supervisor Shawn Carr 
 
f) Volunteer Services Supervisor Ruth Pryor 
 

8. Official information updates will be regularly provided to staff, volunteers and evacuees. 
 
9. Childcare will be provided by Maureen Stick.   Pet care will be provided by Sue Webb. 
 
10. Meet with the Reception Centre staff/volunteers to brief them on the operation of the Reception Centre.   
 
11. Inform the Disaster Social Services Manager when the Reception Centre is operational. 
  
12. Contact the Disaster Social Services Manager to forecast additional human and materiel requirements. 
  
13. Direct all media inquiries to the TOB Manager of Communications. 
 
14. Notify the Volunteer Services Supervisor if additional volunteers are needed for areas you are directly 

responsible for (e.g. administration, meet and greet, traffic control, security). 
 
15. Maintain a log of events. 
 
16. Arrange shift schedule with the Alternate Reception Centre Manager and for areas you are directly 

responsible for.  Remind service supervisors, etc. to develop shift schedules for their areas. 
 
17. Note areas of concern that need to be addressed following the emergency. 
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 ADMINISTRATION 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To provide clerical/administrative support for Reception Centre operations. 
 
 
IMPLEMENTATION 
 
1. Ensure that you have the Administration supplies (see section titled “Packages by Function”). 
 
2. Wear identification. 
 
3. Meet with the Reception Centre Manager and determine procedures for the administration office. 
 
4. Contact administration staff/volunteers to notify them of the situation and actions they are to take.  Record 

assignments on the Staff and Volunteer Assignment Sheet. 
 
5. Brief administration staff/volunteers on procedures to be implemented, such as: 
 

- Establishing a sign-in area for staff/volunteers, 
 - Clerical support for Reception Centre operations, 
 - Answering the telephones and directing callers to the appropriate service areas, 
 - Processing/filing of documents forwarded from the service areas, and 
 - Making announcements over the public address system. 
 
6. Notify the Volunteer Services Supervisor if additional volunteers are needed for the administration office. 
 
7. Arrange shift schedule for your area. 
 
8. Maintain a log of events. 
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 MEET & GREET 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To meet and direct the public entering the Reception Centre. 

 
 
IMPLEMENTATION 
 
1. Wear identification. 
 
2. Direct people arriving at the Reception Centre: 
 

 If they are evacuees with urgent needs, immediately direct them to the appropriate service area. 
 

 If they are evacuees with no immediate needs, direct them to the Registration area or waiting area. 
 
3. Do not leave your assigned position unattended, unless otherwise directed by a Reception Centre official. 
 
4. Contact the Reception Centre Manager for advice and further instructions. 
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 TRAFFIC CONTROLLER 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To maintain an orderly flow of vehicular traffic entering and leaving the Reception Centre grounds. 

 
 
IMPLEMENTATION 
 
1. Wear identification. 
                                                    
2. Direct buses arriving with evacuees to arrival area, as identified by the Reception Centre Manager. 
 
3. Direct private passenger vehicles to park at designated area, as identified by the Reception Centre Manager. 
 
4. Direct Reception Centre staff/volunteers where to park, as identified by the Reception Centre Manager. 
 
5. Contact the Reception Centre Manager if additional information, manpower or resources are required. 
 
6. Contact Police directly, if required, and advise the Reception Centre Manager. 
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 SECURITY 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To maintain security within the Reception Centre and grounds. 

 
 
IMPLEMENTATION 
 
1. Wear identification. 
                                                    
2. Be prepared to handle security issues that arise during Reception Centre operations. 
                                                 
3. Contact the Reception Centre Manager if additional information, manpower or resources are required. 
 
4. Contact Police directly, if required, and advise the Reception Centre Manager. 
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REGISTRATION & INQUIRY SUPERVISOR 

 
 

RESPONSIBILITIES  
 
1. To establish and supervise the Registration & Inquiry (R & I) function at the Reception Centre until the Red 

Cross arrives to take over this function. 
2.   Once Red Cross arrives, report to Reception Centre Manager for re-allocation to other service area. 
 
 
IMPLEMENTATION Note: Registration is voluntary, not mandatory. 
 
1. Ensure that you have the R & I Supervisor supplies (see section titled “Packages by Function”). 

2. Contact Registration & Inquiry staff and volunteers to notify them of the situation and actions they are to 
take.  Record assignments on the Staff and Volunteer Assignment Sheet. 

3. Wear identification (e.g. vest, hat) to identify you as the Registration & Inquiry Supervisor. 

4. Ensure that R & I work area has signage, furnishings and supplies.  (Each Reception Centre Kit contains 
500 Registration Cards and 750 Inquiry Cards.  Contact the Emergency Management Alberta 
District Officer - Randy Tiller – 403-297-6470 if more cards are needed).   

5. Assign duties to Registration & Inquiry staff/volunteers, conduct a staff briefing that includes:  

 Review of R & I process and procedures (pages 41-42) 

 Instructions on completing Evacuee Needs Assessment Form (page 39) 
Note:  As R & I is usually the first service provided to evacuees, R & I workers may be able to 
complete a needs assessment at time of registration.  If this is not practical because of the large 
volume of registrants, notify the Reception Centre Manager so that alternate arrangements can 
be made. 

 Evacuee Information Sheet (page 40) 

 Procedure for notification of next of kin of a death (page 43) 

 Handling of restricted registrations (page 41) 
 
 

6. Notify the Reception Centre Manager when the R & I area is established and ready to operate. 

7. Be prepared to establish and dispatch mobile registration teams, if required. 

8. Notify the Reception Centre Manager of issues or concerns. 

9. Notify the Volunteer Services Supervisor if additional R & I volunteers are needed. 

10. Maintain contact with other members of the Reception Centre management team. 

11. Arrange shift schedule for your area. 

12. Maintain a log of events. 
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REGISTRATION & INQUIRY WORKERS AT RECEPTION CENTRE  
(ONLY NECESSARY IF RED CROSS UNABLE TO RESPOND) 

 
 
RESPONSIBILITIES 
 
1. To complete Registration Cards for evacuees who are at the Reception Centre. 
2. To complete Inquiry Cards for people at the Reception Centre who are looking for family members or 

friends. 
3. To complete Evacuee Needs Assessment forms. 
 

IMPLEMENTATION  Note: Registration is voluntary, not mandatory. 
 

1. Ensure you have Registration & Inquiry worker supplies (see section titled “Packages by Function”). 
 
2. Wear identification. 
 
3. Registration And Inquiry Process: 
 

a. Complete Registration Cards for evacuees (see Registration Card Instructions). 
Distribution of completed card: 
Copy 1 - gold - hold pending completion of Evacuee Needs Assessment 
Copy 2 - pink – Registration File at Reception Centre  
Copy 3 - white - Central Registry & Inquiry Bureau 

 
b. Complete Evacuee Needs Assessment form for each evacuee.   

 
Date, time and initial the Registration section of the Evacuee Needs Assessment form. 
 
Attach the completed Evacuee Needs Assessment form and Evacuee Information Sheet to copy 1 
(gold) of the Registration Card and give it to the person registering.   
 
Remind each evacuee to call the phone number indicated on the Evacuee Information 
Sheet if they relocate to a new emergency address. 

 
c. If person registering also has an inquiry, complete inquiry process following the Inquiry Card 

Instructions (or direct them to an Inquiry worker).  
 
d. Date, time and initial the Inquiry section of the Evacuee Needs Assessment form. 

 
e. Direct evacuee to next appropriate service area. 

 
f. Contact the Registration & Inquiry Supervisor for advice or assistance. 

 

CONFIDENTIALITY 
Client information on the R & I forms is confidential and is collected so that families can be reunited and so 
that information can be provided to people inquiring about the condition and whereabouts of family and 
friends.  In some circumstances, emergency response personnel (e.g. police) may have a requirement for this 
information.  The municipal Freedom of Information & Protection of Privacy (FOIP) Co-ordinator can 
provide advice in this regard.   
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 CLOTHING SUPERVISOR 

______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To arrange for clothing and blankets for evacuees. 
 
 

IMPLEMENTATION 
 

1. Ensure you have the Clothing Supervisor supplies (see section titled “Packages by Function”). 
 
2. Wear identification (e.g. vest, hat) to identify you as the Clothing Supervisor. 
 
3. Ensure that the clothing service area has signage, furnishings and supplies. 
 
4. Meet with the Reception Centre Manager to determine the likely need for emergency clothing and blankets. 
 
5. Contact clothing and blanket providers to notify them of the situation and actions they are to take.   
 
6. Notify the Volunteer Services Supervisor if additional volunteers are needed for the clothing service area. 
 
7. Instruct clothing/blanket providers to complete the clothing portion of the Evacuee Needs Assessment 

Form (evacuees will be carrying this form with them) and direct the evacuee to the next service area 
indicated on their form. 

 
8. Maintain records (e.g. expenditures and clothing/blankets issued). 
 
9. Notify the Reception Centre Manager of issues or concerns. 
 
10. Maintain contact with other members of the Reception Centre management team. 
 
11. Arrange a shift schedule for your area. 
 
12. Maintain a log of events. 
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 FOOD SERVICE SUPERVISOR  
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To meet the immediate nourishment needs of evacuees and Reception Centre workers. 
2. To provide meals for evacuees and Reception Centre workers. 
 
Note:  Emergency responders normally have arrangements in place for the provision of food and 
refreshments.  However, in some instances, they may task DSS with this function.    
 

IMPLEMENTATION 
 

1. Ensure that you have the Food Service Supervisor supplies (see section titled “Packages by Function”). 
 
2. Wear identification (e.g. vest, hat) to identify you as the Food Service Supervisor. 
 
3. Meet with the Reception Centre Manager to determine the likely number of evacuees and personnel 

expected at the Reception Centre and to identify an area for immediate refreshments and light 
nourishment.   

 
4. Contact food service provider(s) to notify them of the situation and actions they are to take.   
 
5. Ensure that the food services area has signage, supplies and equipment. 
 
6. Determine if there are any special dietary needs and cultural food preferences and notify the food service 

provider. 
 
7. Contact the Public Health Officer  762-2990 x 231 to ensure food service practices meet public health 

standards and to seek guidance on donated food.  (Note: Members of the community often bring 
donated food to the Reception Centre.) 

 
8. Maintain a log of supplies ordered and expenses. 
 
9. If a congregate lodging center is established, determine food service procedure for that site.  This should 

be done in consultation with the Reception Centre Manager and/or Disaster Social Services Manager.  
 
10. Notify the Volunteer Services Supervisor if additional volunteers are needed for the food service area.  

Record assignments on the Staff and Volunteer Assignment Sheet. 
 
11. Notify the Reception Centre Manager of issues or concerns. 
 
12. Maintain contact with other members of the Reception Centre management team. 
 
13. Arrange a shift schedule for your area. 
 
14. Maintain a log of events. 
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 LODGING SUPERVISOR 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To arrange for safe temporary accommodations (hotels/motels, congregate lodging) for evacuees. 
2. To arrange transportation to relocate evacuees to lodging sites. 
 

IMPLEMENTATION 
 

1. Ensure that you have the Lodging Supervisor supplies (see section titled “Packages by Function”). 
 
2. Wear identification (e.g. vest, hat) to identify you as the Lodging Supervisor. 
 
3. Meet with the Reception Centre Manager to: 

 assess the need for emergency lodging 

 decide on the most appropriate type(s) of lodging to be provided (e.g. commercial establishments such 
as hotels and motels, congregate lodging).  If congregate lodging is to be provided, contact the 
Reception Centre Manager and/or Disaster Social Services Manager to determine procedures. 

 determine if transportation will be required to take evacuees to their accommodation.  (TOB Manager of 
Engineering is responsible for transportation in the EOC, and requests for transportation should be directed to them 
through the DSS Manager.) 

 
4. Contact lodging staff and volunteers, notify them of the situation and actions they are to take and issue 

instruction sheets.  Record assignments on the Staff and Volunteer Assignment Sheet.   
 
5. Ensure that the assigned work area has signage, furnishings and supplies. 
 
6. If transportation is required, assign a volunteer to this function and issue Transportation Check Sheet.  

Record assignment on the Staff and Volunteer Assignment Sheet. 
 
7. Assign staff/volunteers to be responsible for commercial lodging (hotels/motels) and issue instruction 

packages.   
 

8. Instruct staff/volunteers to complete lodging section of the Evacuee Needs Assessment Form (evacuees 
will be carrying this form with them) and direct the evacuee to the next service area they require. 

 
9. Maintain a record of lodging assignments and expenditures. 
 
10. Notify Volunteer Services Supervisor if additional volunteers are needed for the lodging services area. 
 
11. Notify the Reception Centre Manager of issues or concerns. 
 
12. Maintain contact with other members of the Reception Centre management team. 
 
13. Arrange a shift schedule for your area. 
 
14. Maintain a log of events. 
 
NOTE: If evacuees are bussed to commercial accommodation, a lodging worker should accompany them to assist with check-in, 

etc. 
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 TRANSPORTATION 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. Under the direction of the Lodging Supervisor, arrange for and co-ordinate the transportation of evacuees 

to temporary lodging locations. 
 
 

IMPLEMENTATION 
 

1. Ensure that you have the Transportation Worker supplies (see section titled “Packages by Function”). 
 
2. Wear identification. 
 
3. Meet with the Lodging Supervisor to determine the number of evacuees who require transportation to 

temporary lodging facilities and to determine what transportation arrangements are to be made. 
 
4. Consult with Traffic Controller to determine where the loading area will be located. 
 
5. Ensure that the drivers have the address to which the evacuees are to be taken. 
 
6. Contact the Lodging Supervisor if additional resources are required. 
 
7. Maintain a log of events. 
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 PERSONAL SERVICES SUPERVISOR 
______________________________________________________________________________  
 
 
RESPONSIBILITIES 
 
1. To make arrangements to provide support for persons who require special care that is not provided by the 

other service areas. 
2. To co-ordinate the activities of Personal Services providers. 
 
IMPLEMENTATION 
 
1. Ensure that you have the Personal Services Supervisor supplies (see section titled “Packages by 

Function”). 
 
2. Wear identification (e.g. vest, hat) to identify you as the Personal Services Supervisor. 
 
3. Meet with the Reception Centre Manager to determine the number of evacuees, where they are being 

evacuated from and which Personal Services will be required, such as: 

 support for unattended children  medical/health support and advice 

 support for dependent adults  emotional/psychological/spiritual support 

 first aid 

 amenities (newspapers, magazines, games, 
TVs, movies, toys) 

 immediate financial assistance 

 
4. Ensure that the assigned work area has signage, furnishings and supplies. 
 
5. Contact Personal Services providers to notify them of the situation and actions they are to take.  Record 

assignments on the Staff and Volunteer Assignment Sheet.  Be sure to contact Public Health and 
request nursing support to provide medical advice and health support at the Reception Centre. 

 
6. Co-ordinate the activities of Personal Services providers.  Call in Bow Valley Victim’s Services for 

support if required. 
 
7. Be prepared to allocate special areas (e.g. private area for counselling, area for unattended children). 
  
8. Instruct Personal Services providers to complete Evacuee Needs Assessment Form (evacuees will be 

carrying this form with them) and direct the evacuee to the next service area indicated on their form. 
 
9. Arrange for some of the Personal Services staff to circulate throughout the Reception Centre to identify 

any individuals who have an immediate need for personal services.  Ensure that the Personal Services desk 
is staffed at all times. 

 
10. Notify the Volunteer Services Supervisor if volunteers are needed. 
 
11. Monitor the need for Critical Incident Stress Debriefing(s) for Reception Centre staff/volunteers.   
 
12. Notify the Reception Centre Manager of issues or concerns. 
 
13. Maintain contact with other members of the Reception Centre management team. 
 
14. Arrange a shift schedule for your area. 
 
15. Maintain a log of events. 
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 VOLUNTEER SERVICES SUPERVISOR 
______________________________________________________________________________  
 
RESPONSIBILITIES 
 
1. To recruit, register and deploy volunteers. 
 

 
IMPLEMENTATION 
 

1. Ensure that you have the Volunteer Services Supervisor supplies (see section titled “Packages by 
Function”). 

 
2. Contact Volunteer Services staff/volunteers to notify them of the situation and actions they are to take. 

Record assignments on the Staff and Volunteer Assignment Sheet. 
 
3. Wear identification (e.g. vest, hat) to identify you as the Volunteer Services Supervisor. 
 
4. Ensure that the assigned work area has signage, furnishings and supplies. 
 
5. Contact the Reception Centre Manager and service supervisors to determine the need for additional 

volunteers and skills required. 
 
6. Recruit volunteers by partnering with the Banff Volunteer Centre. 
 
7. Instruct volunteers to report to Volunteer Services desk to complete registration paperwork and to be 

assigned to the appropriate work area.  (Note: Volunteers engaged in emergency services work must 
be registered in order to be eligible for Workers Compensation benefits.) 

 
8. Notify the Reception Centre Manager of issues or concerns. 
 
9. Maintain contact with other members of the Reception Centre management team. 
 
10. Arrange a shift schedule for your area. 
 
11. Maintain a log of events. 
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SECTION 3 – CONTACT INFORMATION 
 

TOWN OF BANFF DISASTER SOCIAL SERVICES TEAM 

 
 

 

 

 
 
 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

 
 
 
 

Position Service Coordinator/ 
Deputy Coordinator 

Work  
Phone 

Director, DSS Mary Brewster 
 

762-1213 

Reception Centre 
Managers 

Alison Gerrits 
 
Sharon Oakley 

762-1252 
 
762-1254 

Clothing 
Coordinators 

Kim Coultis 
 
Cheryl Ello 

762-1223 
 
762-1229 

Food Coordinators Sue Smythe 
 
Nancy Lewis 

762-1253 
 
762-1254 

Lodging 
Coordinators 

Margaret Riordan 
 
Loretta Adamson 

762-1238 
 
762-1251 

Personal Services 
Coordinators 

Shawn Carr 
 
Maureen Stick 
 
Sue Webb (pets) 
 
Bow Valley Victim 
Services 

762-1255 
 
762-1126 
 
762-1214 
 
760-0197 

Volunteer 
Coordination 

Ruth Pryor 
 
Banff Volunteer Centre 

762-1254 
 
762-7693 

Registration & 
Inquiry 

Jennifer Crowe (until 
Red Cross arrives) 

762-1251 
 
 

RED CROSS 
TEAM 

Michael Louie  
 
Mike Zandvliet 
 
Debbie Mah 
 
Bernice Kitchin 
 
Renee Lamoureaux 
 
Kory Sikstrom 

 

Updated May 4, 2008  
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LIST OF RECEPTION CENTRE SITES 
 

(Reception Centre Profile Checklists and agreements provide detailed information on each of the 
facilities listed below and are in the Ready Boxes of both the DSS Manager, and Reception Centre 

Manager) 

 
 

 
Name of Building 

 

 
Capacity 

 
Contact Name 

 
Banff Community High  
School (BCHS) 
 

 
 

400 

Ken Riordan – Facilities 
Manager 
 
 
Dave MacKenzie 

 
Banff Senior’s Centre 
 

 
 

100 

Don Brewster – 
Supervisor of Operations 

 
 
Peter Wood 

 
Banff Elementary School 
 

 
 

400 

Ken Riordan – Facilities 
Manager 
 
 
Dave MacKenzie 

 
 
 

  

 
 
 

  

 
 
 

  

 
 
 

  

 
 


