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PREFACE

On behalf of the National Telecommunications and Information (NTIA), | am pleased to share
the following report that is one of a series of case studies conducted on grants awarded by the
Telecommunications and Information Infrastructure Assistance Program (TIHAP) in 1994 and
1995. The case studies are part of the program’s evaluation effort designed to gain knowledge
about the effects and lessons of TIIAP-funded projects. NTIA contracted Westat, a research and
consulting firm, to perform an independent evaluation of the program’s first two years of grants.
The evaluation consisted of a mail survey of 206 grant recipient organizations and in-depth case
studies of selected projects. In February, 1999, the Commerce Department released Westat’s
evaluation report.

The projects selected for the case studies cover a broad range of program types and sizes,
planning grants as well as demonstration grants, and they show varying degrees of
implementation, sustainability, and replication. Westat selected the projects to represent a cross-
section of all projects funded in the program’s first two years. Specific selection criteria included
geographic region, target population, project application area, project category, and size of
award. To conduct each case study, Westat reviewed all project files, including progress reports
and the final report, and conducted site visits. The Site visits consisted of project demonstrations
and interviews with project staff, representatives of partner organizations, and project end users.

NTIA thanks the case study participants for their time and their willingness to share not only
thelr successes but their difficulties, too. Most of al, we applaud their pioneering efforts to bring
the benefits of advanced telecommunications and information technologies to communities in
need. We are excited about the case studies and lessons they contain. It is through the
dissemination of these lessons that we extend the benefits of T1IAP-funded projects nationwide.

We hope you find this case study report valuable and encourage you to read other TIHAP case
studies. You may obtain additional case studies and other TIIAP publications, including the final
Westat evaluation report, through the NTIA web site (www.ntia.doc.gov) or by calling the TIIAP
office at (202) 482-2048. We also are interested in your feedback. If you have comments on this
case study or suggestions on how TIIAP can better provide information on the results and
lessons of its grants, please contact Francine E. Jefferson, Ph.D. at (202) 482-2048 or by email at
fjefferson@ntia.doc.gov.

Larry Irving
Assistant Secretary for Communications and Information



TIIAP CASE STUDY

Alliance of Information and Referral Systems— NERIN

A. EXECUTIVE SUMMARY

This report reviews the planning project developed by the Alliance of Information and Referral
Systems (AIRS) called the National Emergency Resource Information Network (NERIN). AIRS was
incorporated to improve access to services for all people through the mechanism of information and
referral (I&R). It is a professional membership organization of more than 1,000 individuals and agencies
involved in 1&R services. The services I&R agencies provide include referral to the proper agency or
department that can best service the current need of the client. Local I&R providers know the resources
available in the community year round, understand the community and its neighborhoods, and act as a
facilitator, resource information provider, and trangator (if necessary) on how to access services.! NERIN
is a project that uses technology to strengthen communities nationwide to prepare for, respond to, and
recover from disasters. This goa was achieved by demonstrating how community 1&R agencies can
establish or enhance protocols for information networks to connect people and resources in the aftermath
of adisaster.

Unlike the American Red Cross and federal organizations such as Federal Emergency Management
Agency (FEMA), 1&Rs are mainly concerned with recovery efforts after the immediate rescue has been
made. I&R services begin after this initial period and last indefinitely to help disaster victims put their
lives back together. Such services range from helping people find sources of water to referrals for
psychological counseling. NERIN is designed to help 1& Rs through facilitating the necessary contacts to
be effective, providing proper training, and establishing relations with key agencies in preparation for a
potential disaster. The NERIN model is composed of six components: training, external relations, internal
relations, resource protocols, technology, and a taxonomy of disaster services.

To make NERIN happen, the project team created a two-tier system of partners. On one leve,
seven cities that participated in the development and testing of the model. Their primary responsibility
was to actually build the various components of the NERIN model. These partners included two cities on
the West Coast, two on the East Coast, and two in the Central U.S., all of which had recent experience in
disaster recovery. On a second level, NERIN project partners also included a number of advising agencies
(many of which provide services during disasters) that gave suggestions and feedback for the
development of NERIN. These advisors included agencies such as the American Red Cross, FEMA, and
the United Way of America

The NERIN project worked to create standards that reduce costs, facilitate implementation, and
increase universality for all those who might use the NERIN model. These activities included:

1. Creation of acommon data record,
2. Establishment of standards for accessing data,
3. Establishment of standard reporting formats,

4. Development of protocols to connect 1&R programs with each other and with other agencies
involved in emergency preparedness and response,

! Nearly all communities have |&R services.



5. Creation of direct access paths,

6. Establishment of World Wide Web sites,

7. Development of training,

8. Development of accreditation, and

9. Demonstration of the model.

Since the project had to deal with seven different partner cities and numerous advising agencies, a
key problem was communication. The distances were minimized somewhat by modern
telecommunications technology, but the problem of keeping partners involved continued. Another
problem was that in some cases, turf issues made it difficult for NERIN to involve some agencies. These
problems gave way to lessons learned, which included that a group cannot always get a true consensus; it
is important to create internal controls to get people to do the work they committed to; and when turf is
carefully guarded, be persistent.

The NERIN project produced several impacts:

Put disaster and intervention management on |& R agendas,

Gained knowledge about how to serve diverse communities,

Advanced visihility of 1&R services,

Created bridges between agencies,

Served both NERIN and |& R organizations,

Opened doors with policy makersin Washington, DC (TIIAP provided leverage),
Developed a model for training that can be applied anywhere in the U.S., and

Refined and expanded A Taxonomy of Human Services for national and international use.

AIRS and NERIN partners identified several ideas that they would like to develop in the future.
Examples include creating a national 211 number (if funding becomes available) to provide a single

number to access |& R services, packaging training for distance learning applications, continuing to refine
and expand the taxonomy, and creating NERIN Il —working with states to implement the mode!.



B. OVERVIEW
Purpose and General Approach

The project reviewed in this report is the planning grant developed by the Alliance of Information
and Referral Systems (AIRS) called the National Emergency Resource Information Network (NERIN).
On itswebsite, NERIN states its project goals as the creation of amodel that will:

1. Use technology to strengthen communities nationwide to prepare for, respond to, and recover
from disasters;

2. Demonstrate how community information and referral agencies, in partnership with emergency
preparedness and response agencies, can establish or enhance protocols for information
networks to connect people and resources; and

3. Ensure that information will be appropriate and accurate, based on professional standards and
training, and will make a meaningful difference to people and organizations. It will be
accessible to all people, especially those who are least able to help themselves.

The project involves information and referral (1& R) agencies, which aid citizens in finding the help
they need. The services I& R agencies provide include referral to the proper agency or department that can
best service the current need of the client. Local I1&R providers know the resources available in the
community year round, understand the community and its neighborhoods, and act as a facilitator, resource
information provider, and trandator (if necessary) on how to access services. I&R providers, if they exist
in an area, are the conduit for the flow of resource information before and after a disaster and can provide
information on resources to the populations in need of help.? For example, in the aftermath of a disaster,
I&Rs are called upon to provide a myriad of information ranging from where to find potable water to
replacing legal documents. As one can imagine, thereis a great deal of information available; the problem
is how to best find and utilize it. In many cases, 1&Rs are needed to supply information about what is still
functioning after the disaster. NERIN was a project to develop a model that would provide the support
I&Rs need, elevated to a national level via the information infrastructure and telecommunications
technology. There are six components of the NERIN model:

Training,

External relations,
Internal relations,
Resource protocols,
Technology, and

Disaster services taxonomy.

2 Nearly all communities have &R services.



Training. One of the key tasks of the NERIN project was training. Seminars were offered at
national conferences on how 1&R agencies could better attend to the many facets of disaster recovery.
The objectives of these seminars were to:

Help define the organization’s mission in disaster and how to carry it out;

Encourage the organization’s linkage to local and regional disaster agencies and coalitions;
and

Strengthen the organizational preparedness so it will be able to carry out its mission.

The types of training included:

Individual and family preparedness training, so staff could provide communities with
essential home preparedness information (e.g., how to secure a home before a hurricane
hits);

Agency preparedness training, which includes both tabletop and functional exercises;® and

Community network training, which includes both tabletop and functional exercises with the
inclusion of community-wide training exercises (e.g., evacuation drills).

This training was in addition to workshops for 1&R professionals at conferences and other seminar
locations. Training that was provided at the 1997 annual AIRS conference included a 3-hour NERIN
Tabletop Exercise & Taxonomy session, a 90-minute NERIN Resource and I& R Specialist Training, and
a 90-minute NERIN Media Training (see Appendix C). A detailed outline of a similar training activity is
provided in Appendix A.

External Relations. A special committee, or subgroup, a NERIN guides the external relations
component of the model (see Appendix E for their full report). The subgroup’s task was to provide a
protocol for developing relationships with other organizations (external to an individual 1&R agency) in
preparation for a disaster and to develop training for the community organizing process involved. The idea
behind this committee is to maximize a community’s response and effectiveness in a disaster situation by
defining the I& R’ s role and avenues of cooperation with other agencies.

Community organizing is an essential part of the NERIN model because it is a necessary part of
providing adequate services to a community in a disaster. The community will define how services are
provided locally in a disaster. However, when the President declares an area a Federaly Declared Disaster
Site, the American Red Cross (ARC) is assigned responsibility for the federal coordination of mass care
services as FEMA's voluntary agency liaison. In any case, given the disarray of communities after a
disaster, there is a need to make cooperative agreements ahead of time. Agreements may extend to agencies
such asthe Salvation Army, Voluntary Organizations Assisting in Disasters (VOAD), and the military.

In addition, the externa relations committee pointed out that it is important that 1&R agencies be
acquainted with the disabled and special needs community. These are people who need specia or additional
considerations during an emergency sSituation (such as an evacuation) due to physical, emotional, or mental

% A tabletop exercise is one that simulates a disaster at a specified time in the security of a single remote room, while a functional exercise is one
that simulates as closely as possible an actual disaster in the particular location that isinvolved (e.g., Texas, for aflood recovery exercise).



impairments. Also included in this category are the elderly and the infirm, who may require the use of
oxygen, respirators, or other life-sustaining equipment.

Internal Relations. The internal operations subgroup guides the development of the internal
relations aspect of the NERIN model (see Appendix F for a copy of their report). Their task is to provide
protocols for two important relationships: between the AIRS and the current NERIN project participants,
and between the NERIN project and the greater 1& R community.

The internal relations subgroup identified the following formal protocols for AIRS and the current
NERIN participants:

1.

AIRS has the ultimate responsibility for the NERIN project, and the AIRS Executive
Committee must sign off on al decisions that have a direct impact on the ability to complete
the grant project on time and within budget.

Questions related to the ways and means of completing the project and its sub-pieces are to be
resolved by the NERIN project, through the project director and the internal relations
committee.

If there are questions about whether an issue falls under point one or two above, the decision
will be made by the AIRS Board President.

Each NERIN partner must have a clear and binding contract on file with the project director.
The NERIN partners are agencies, not individuals.

In the case of noncompliance with contract terms, responsibility for correction falls to the
project director. This task may be delegated to the project coordinator.

The project director and coordinator have the right to re-negotiate a time commitment with a
partner, with permission of the other partners affected and providing that the product will be
delivered by the end of the grant period.

In the case of noncompliance with a target date that goes beyond 7 days, the project director
has the right to reassign the responsibility and the compensation that correlated to that
responsibility. The project director may utilize a Request for Proposal process in making the
assignment.

The following protocols were identified between the NERIN project and the greater 1&R
community:

1.

2.

AIRS will implement a national voluntary mutual aid agreement with its members.

If conflict occurs between AIRS and a local 1&R or between a local 1&R and other disaster
response agencies, the project director will attempt to resolve the conflict through mediation.

If there are multiple NERIN accredited I& R’ s in a community, al of these will be cited as &R
contacts in the resource information shared with other disaster response agencies, i.e., FEMA
and the American Red Cross.



Types of Resources. The types of resources concern the two main phases of disaster information
collection: pre-disaster and recovery information.

Pre-disaster information has two main components: (a) program information specific to potential
and developing disaster concerns and (b) program information that can be collected prior to a disaster that
provides an I&R with a baseline for creating a viable disaster resource database. Pre-disaster resource
classifications, specific to potential and developing disaster concerns, include disaster information
hotlines, emergency transport vehicles, and a registry of people with special needs (see Appendix D for a
more complete list).

Prior to a disaster, it is important to establish a baseline pre-disaster database. This can be
accomplished by surveying existing nonprofit and governmental organizations concerning their
anticipated disaster response services. Information about agencies that isimportant to capture includes the
disaster coordinator, after-hours numbers, alternative sites, what services are planned to be delivered after
a disaster, what target population will be served, how many staff volunteers will be responding, and
whether volunteers are part of a disaster coordination effort. Agencies and programs can be grouped into
broad designations that can later be further defined as they actively respond to a community-wide
emergency. For example, information could be organized into categories such as building repair, food
distribution, and general family assistance.

Recovery is defined as responding to a disaster once the life-threatening danger has passed and
people have begun an inventory of their losses. 1& Rs are mainly concerned with recovery efforts after the
immediate rescue has been made. In community-wide disasters, recovery can be a period that extends to 5
years and can be broken down into recovery/rescue, recovery/remedy, and recovery/survivor periods.

Recovery/rescue is the time when agencies and outside entities respond to the needs of the
victims (after the first 48-72 hours).

Recovery/remedy is when the actual physical rebuilding is taking place and individuals are
putting their personal traumas in perspective.

Recovery/survivor represents the long-term effects: the permanent changes in the
community and the enduring changes in individuals.
The list of needsis long and can include supplying basic needs such as access to food and water to

building repair and legal document replacement (see Appendix G for a more complete list).

Technology. AIRS maintains the NERIN website, in addition to its own, and a national database of
information on regional contacts for the following.

NERIN members responsible for providing regional information on contacts.

American Red Cross special representatives to FEMA and the service delivery units
responsible for coordinating disaster response.



National Voluntary Organizations Active in Disaster (NVOAD) listing of 31 national
member organizations, 49 state VOADS, and a growing number of substate VOADSs.* See
Appendix H for alisting of national VOAD members.

United Ways that are involved in disaster planning.

Technology is a touchy area for the NERIN model because a great deal of technology may not be
available immediately after the disaster. Thus, preparation needs to be made prior to a disaster so when
telecommunications are restored, 1& R services will be ready for the deluge of requests from victims.

Disaster Services Taxonomy. The Disaster Services section of A Taxonomy of Human Services: A
Conceptual Framework with Standardized Terminology and Definitions for the Field provides a
classification system that allows organizations maintaining disaster services databases to index and access
community resources based on the specific types of disaster services they provide. The structure, which
was developed as a part of the NERIN project, is also used to organize NERIN’s links to other disaster
resources on the Internet.

The Taxonomy presents terminology in a hierarchical structure that groups terms in 10 broad
service categories and a separate target groups section. Within each section, terms are broken down in
five levels from the most general to the most specific. Term identification numbers mark the place and
level of terms within the hierarchy. Definitions, which describe the scope of services, are provided for all
terms as well as “see also” references that help the user find related terms in other parts of the hierarchy.
An outline is included at the beginning of each section to give users an overview of the hierarchical
structure. The Taxonomy also contains an index that displays terms in the hierarchy in alphabetical order,
and which also includes synonyms for terms that enable users to access information based on language
that is more familiar to them.

Disaster Services is part of the Organizational/Community Services section of the complete
Taxonomy. Terminology included in this first section represents services that are available exclusively in
an emergency. Subsets of Disaster Services are organized according to the phases of a disaster and
include:

Disaster Management Organizations,
Disaster Preparedness,

Disaster Mitigation,

Disaster Warnings,

Disaster Response Services,

Disaster Relief Services, and

4 National Voluntary Organizations Active in Disaster (NVOAD) is a partnership in disaster response. The organization was founded on the
premise that the time to prepare for the next disaster is now. Beginning in 1970, representatives from voluntary organizations began to meet
together on a regular basis. The purpose of those early meetings was for participants to share their respective activities, concerns, and
frustrations in order to minimize duplication of effort and manage disaster activities more efficiently.



Disaster Recovery Services.

There are other sections of the Taxonomy that are important for NERIN. Services (such as animal
lost and found, drinking water, and public health advisories) that may be important during times of
disaster but are also available under other non-emergency conditions have also been included. They are
presented in a second section, Disaster Related Terminology in Other Sections of the Taxonomy. A third
section is the aphabetical display, which contains disaster-specific and related terms from the first two
sections. Definitions are supplied for al terms and “see aso,” “use,” and “used for” references are
available. The final section contains a list of acronyms common in the disaster field. Thisis not a part of
the full Taxonomy but was created especially for NERIN.

Description of Grant Recipient and Project Partners
Grant Recipient. The Alliance of Information and Referral Systems (AIRS) was incorporated in

1973 to improve access to services for al people through the mechanism of information and referral.
|& Rs often serve people below the poverty line during normal operations. After a disaster, however, I&Rs
serve awide spectrum of social and economic classes. Thus, the mission of AIRS is to unite and serve the
field and to advance the profession of I&R as a vital means of bringing people and services together.
AIRS meets this goal through its publications, international training conferences, and 1&R clearinghouse.
It is a professional membership organization of more than 1,000 individuals and agencies involved in
&R services in both the public and private sectors. Through its publications and national networking, it
promotes the image of 1&R and conveys new developments in the field. AIRS is a nonprofit and
membership organization serving 1&R interests throughout the U.S. and Canada. Members can become
active in the organization by attending national conferences, exchanging information through the
newdetter, or working on a number of standing committees. These committees include:

Advanced Technology

Accreditation/Certification

Awards/Recognition

Communications

Conference

Disaster Task Group

Finance

Legidative Liaison

Long Range Planning Task Group

Membership/Affiliations

Nominations Elections & Orientation

Personnel



Products & Publications
Taxonomy

Project Partners. There are two levels of project partners for the NERIN project. On one level are
the cities that participated in the development and testing of the model. They are officially considered
subcontractors by the grant and were provided funds to develop the project at their site. Although they
also provided expert advice, their primary responsibility was to actually build the various components of
the NERIN modéd (e.g., training, taxonomy, and testing). These partners included two cities on the West
Coadt, two on the East Coast, and two in the Central U.S. They represented a range of possible disasters
and included the following:

Northern California Community Services Council, Inc. (San Francisco earthquake)
INFO LINE of Los Angeles (civil disturbances, fires, floods, and earthquakes)
Life Line - The Health Association (Rochester, NY)

Switchboard of Miami (Hurricane Andrew)

Center for Developmental Disabilities (University of South Carolina)

United Way of Central Carolinas (Hurricane Hugo)

United Way of the Texas Gulf Coast (floods)

United Way of Central lowa (floods)

On a second level, NERIN project partners also included a number of advising agencies that
provided feedback and other help during the development of NERIN. These advisors include the
following organizations:

Alliance for Public Technology

American Red Cross - National

EIS International (now Essential Technologies, Inc.)
Emergency Information Infrastructure Partnership (EIIP)
Federal Emergency Management Agency (FEMA)

Los Angeles County Department of Public Social Services

Northern California Disaster Preparedness Network

U.S. Department of Defense



United Way of America

National Voluntary Organizations Active in Disaster (NVOAD)

Alliance for Public Technology. The Alliance for Public Technology (APT) is a membership
organization based in Washington, DC. Membership is open to al nonprofit organizations and individuals,
not members of the affected industries, concerned with fostering access to useful information,
communication services, and technologies. APT’s member organizations serve the education, health care,
social service, and economic development needs of senior citizens, people with disabilities, minorities,
women, children, low-income families, and small business owners.

American Red Cross — National. The American Red Cross is federaly mandated (albeit unfunded)
to provide disaster relief. It provides a number of services through a branch specifically devoted to disaster
services. The mission of American Red Cross Disaster Services is “to ensure nationwide disaster planning,
preparedness, community disaster education, mitigation, and response that will provide the American people
with quality services delivered in a uniform, consistent, and responsive manner.” They are a member of the
National VOAD.

Center for Developmental Disabilities - Univer sity of South Carolina. The Center is a university-
affiliated program at the University of South Carolinain the School of Medicine's Department of Pediatrics.
The Center is committed to:

Being a center of excellence for the creation of solutions to problems facing people with
developmental disabilitiesin South Caroling;

Being a national resource for technical assistance to states and programs in the area of
information technology;

Collaborating with state and local agencies in the development and implementation of
exemplary interdisciplinary services for people with developmental disabilities and their
families throughout their life span;

Providing interdisciplinary training to students, professionals, families, and people with
developmental disabilities in a manner that is family-centered, community-based, and
coordinated, and ensuring that the interdisciplinary training program is reflective of issues
throughout the life span and is responsive to local, state, and national needs;

Disseminating information to users of services, providers of services, and policy makers that
will increase their awareness of state-of-the-art services and contemporary issues affecting
the lives of people with developmental disabilities; and

Investigating issues related to causation and prevention of developmental disabilities and the
delivery of family-centered approaches for assisting people with developmental disabilities.

ElS International. EIS International Corporation and EnviroMetrics Software, Inc., have merged
to form Essential Technologies, Inc. It is now the world' s leading environmental and emergency software
provider. They have developed a new system designed to support both crisis response and daily
operations for emergency organizations. The software provides capabilities such as message management,
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task flow tracking, integrated situation reports, electronic damage assessment and recovery capabilities,
and interoperability with FEMA’s National Emergency Management Information System.

Emergency Information Infrastructure Partnership (EINP). The EIIP is a consortium of several
emergency management associations. Its mission is “to provide innovative solutions to emergency
management challenges by exploiting the information infrastructure.” EIIP is designed to provide a
vehicle to communicate among state, local, tribal, and federa agencies and emergency management
organizations. The EIIP works through forma meetings, telephone conferencing, websites, and Internet
chat sessions to focus on issues of concern to various constituencies while trying to build a community-
wide focus. Topics include resources, information and professional development, professional exchange
and networking, technology, and evaluation. In March 1997, the EIIP sponsored the Virtua Forum, a 3-
day strategic planning session that facilitated an “exchange of emergency information between those who
can provide it to those who need it, and thus a significant step to implementing the Emergency Lane of the
information superhighway.”

Federal Emergency Management Agency (FEMA). FEMA is an independent agency of the
federal government, reporting to the President. Founded in 1979, FEMA’s mission is “to reduce loss of
life and property and protect our nation’s critical infrastructure from all types of hazards through a
comprehensive, risk-based, emergency management program of mitigation, preparedness, response, and
recovery.”

INFO LINE of Los Angeles. INFO LINE, ancother TIHAP grantee, was an integral partner in
developing NERIN's taxonomy and training workshops. INFO LINE of Los Angelesis a private, not-for-
profit organization and is the largest, most technologically advanced I&R in the nation. It helps 200,000
people each year and has a budget of $3.2 million. Since 1981, INFO LINE of Los Angeles has provided
free, confidential services 24 hours a day, 7 days a week. Services are provided in English, Spanish, and
160 other languages. INFO LINE also provides services for the deaf and hearing impaired.

The mission of INFO LINE of Los Angeles is to improve access to health and human services for
County residents. This is accomplished by helping people find and effectively use human services,
collecting, classifying, and disseminating information about health and human services, and providing
leadership, technical assistance, training, and support to other human service agencies.

INFO LINE's information counselors are trained to help people find and access essential human
services quickly and efficiently. They assess each person’s situation and needs and identify resources that
are affordable, accessible, and geographically convenient. When necessary, such as when a person isin
imminent physical danger or a trandator is needed, these counselors can establish a direct link between
the person seeking help and the agency that is able to provide that help via a telephone conference call.
Typical requests from the public include emergency food and shelter, lega and financial assistance,
health care and substance abuse treatment, children and senior programs, and mental health services.
INFO LINE also has special contracts to staff the County’s Elder Abuse Reporting Hotline, to operate the
Cold Weather Shelter Hotline for the City and County of Los Angeles, and to provide staffing and human
services information for emergency centers during disasters.

A full-time team of professional resource information specialists continually updates INFO LINE's
database of human services programs. These specialists analyze, organize, and index detailed information
on more than 5,000 human services programs using INFO LINE's A Taxonomy of Human Services (the
official national standard for 1&R). This information is maintained on PRISM, INFO LINE's custom-
designed, state-of-the-art human services information and referral software system. This software allows
specidists to have immediate access to the latest information on any health and human services program.

11



It also automatically collects valuable statistical information related to services needed as well as gaps
and duplications in services.

Life Line - The Health Association. Life Line is based in Rochester, New York, and offers 24-
hour telephone counseling for mental health and medical crises, I&R for area human services, connection
to the Finger Lakes regional Poison Center, and short-term mental health counseling.

Los Angeles County Department of Disaster Services. This loca emergency management
agency for Los Angeles County was an integral partner in developing NERIN's Disaster Services
Taxonomy and training workshops.

Northern California Community Services Council, Inc. This partner and subcontractor for the
NERIN project has experience in earthquake disasters in the San Francisco area.

Northern California Disaster Preparedness Network. Northern California Disaster Preparedness
Network’s goal is to be a resource for disaster and emergency preparedness information with an emphasis
on information required by people with disabilities or other special needs. Their website allows access to
information designed to help individuals and organizations prepare for and cope with a disaster or an
emergency. The site includes online brochures and other materia from a variety of community
organizations as well as links to other sites on the Internet.

Switchboard of Miami, Inc. Switchboard of Miami, Inc., has served Dade County, Florida, since
1968. It is a private, nonprofit, multi-service agency offering 24-hour, 7-day-a-week telephone crisis
counseling, suicide prevention, and 1& R services. Over 100,000 people use their helpline annually. In the
aftermath of Hurricane Andrew, the helpline received more than 1,000 calls a day. In addition, the
organization provides face-to-face individual and family counseling. Services are provided by telephone,
in schools, at clients homes, and in the agency’s facilities. All services are available in English, Spanish,
and Creole. The Switchboard also publishes The HELPages, a professiona’s reference to community
resources in Dade County. This book contains detailed information about local public and private
nonprofit health and human service agencies, including the services they provide, eligibility criteria, fees,
hours of operation, names of agency contacts, and other information to assist professionals in making
appropriate referrals.

U.S. Department of Defense. The Department of Defense (DoD) often comes to the aid of disaster
victims through the National Guard, the Army Corps of Engineers, and other groups overseen by the
Department. In addition, the DoD has an Emergency Preparedness Policy that is responsible for the
procedures and requirements associated with emergency preparedness, national emergencies, and civil
defense. This mission translates specifically into the following functions:

Formulates emergency preparedness policy and coordinates it within the DoD, as well as other
federal departments and agencies.

Develops national defense policy guidance for mobilization plans, to include developing
readiness and emergency planning policies and objectives for military and civilian resource
mobilization.

Develops, coordinates, and oversees implementation of policy for DoD plans and programs

related to continuity of operations, military support to civil authorities, military assistance for
civil disturbances, and the Key Asset Protection Program.
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In conjunction with the Directorate for NATO Policy, the DoD develops, coordinates,
oversees, and supports implementation of the policy in relation to the NATO Senior Civil
Emergency Preparedness Committee, Partnership for Peace activities that directly effect
NATO Civil Emergency Planning, and the continuing evolution of both.

Provides DoD representation to federal and state agencies on al matters related to emergency
preparedness, mobilization, crisis management, civil defense, and related matters.

Develops, coordinates, and oversees implementation of the Office of the Secretary of Defense
(OSD) Crisis Management System (CMS) and DoD'’s interaction with other federal agencies
and departments' crisis centers. The CMS effects the coordination of government-wide and
OSD crisis management exercises.

Develops, coordinates, and oversees implementation of infrastructure policy issues to include
network warfare, network vulnerability concepts, and information warfare techniques
impacting military and civil networks.

United Way of America. United Way is a national system of volunteers, contributors, and local
charities built on the proven effectiveness of local organizations helping people in their own communities.
United Way of America is the national membership organization that supports nearly 1,400 independent
local United Ways across the country with services and training. The United Way funds more than 200
programs through 82 nonprofit health and human service agencies. They operate a 24-hour helpline, food
for the hungry programs, help for parents, services for seniors, and programs that strengthen nonprofit
agencies.

United Ways of Central Carolinas, Central lowa, and the Texas Gulf Coast. The United Ways
of Central Carolinas, Central lowa, and the Texas Gulf Coast extend support to their geographic areas
through various agencies and service centers that offer operational space to nonprofit organizations. They
also participate in many programs offered through the national office of the United Way.

National Voluntary Organizations Active in Disaster (NVOAD). NVOAD is a member of the
national VOAD and boasts several members with national disaster response and recovery experience.
Project Costs

The estimated project cost for the 18-month NERIN project was $593,000. TIIAP granted
$268,785, and the remaining $324,215 (55 percent) came from the applicant.

C. PROJECT CONTEXT
Community Description

The community served by the NERIN project is said to be nationwide. Although there were only
seven test sites, they provide models for communities throughout the U.S. to help them develop their own
disaster response plans. The project currently provides tools for over 1,000 professionals to support the

area of disaster recovery. NERIN was described as serving a nationwide area and, as such, is descriptive
of the necessity of I1&R servicesin the aftermath of a disaster.
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Status of Telecommunications/I nformation Infrastructure Environment Prior tothe TI1AP Project

Prior to the TIIAP grant, there was no NERIN project and no specific organization of the Disaster
Services Taxonomy. The infrastructure developed, tested, and implemented through the NERIN project
was amodel that heightens preparedness for disasters and 