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Glossary of Terms
The following terms, used in this document, are identified below:

e ACT - The Emergency Management and Civil Protection Act,
R.5.0.1990, c.E.9

e« CEMC - Community Emergency Management Coordinator

e SLT - Senior Leadership Team

e EIO Emergency Information Officer

¢ EMP - Emergency Management Program

e EOC - Emergency Operations Centre

e EOCMT - Emergency Operations Centre Management Team

e HIRA - Hazard Identification and Risk Assessment

e IAP - Incident Action Plan

e IC - Incident Commander

« OFMEM - Ontario Fire Marshal and Emergency Management

¢« PEOC - Provincial Emergency Operations Centre

e TOP - Town of Pelham

e UC Unified Commander
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1. Introduction

The Town of Pelnham Emergency Management Plan (EMP) establishes the
framework for responding to a number of risks Pelham may face in the
future. In collaboration with key officials, agencies, departments and
stakeholders, the plan outlines collective and individual roles and
responsibilities in responding to, managing and recovering from an
emergency.

Section 2.1 of the Act provides the legal authority to develop and implement
a plan of this nature. This section of the Act states 'Every municipality shall
develop and implement an emergency management program and the council
of the municipality shall by by-law adopt the emergency management
program’

1.1 Purpose

The purpose of the EMP during an emergency is to facilitate and guide the
effective co-ordination of human and physical resources, services and
activities necessary to:

e Protect and preserve life and property;

e Minimize and/or mitigate the effects of the emergency on the residents
and physical infrastructure during the emergency; and

e Quickly and efficiently, enable the recovery and restoration of services.

It also makes provision for the efficient administration, coordination, and
implementation of extraordinary arrangements and response measures
taken by the EMP to protect the health, safety and well being of the
residents of Pelham during an emergency by:

Identifying the governance structure for emergency response for EMP;
Identifying roles and responsibilities required in mitigating, preparing
for, responding to and recovering from emergencies and disasters;

o Identifying standard response goals for emergency response
operations and decision making; and

e Outlining the necessary structure for a coordinated response by EMP,
Niagara Region, Municipality(s) and partner agencies in managing
emergencies.

Section 5 of the Act, states that the emergency plan of a lower tier
municipality shall conform to the emergency plan of the upper-tier
municipality.
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Niagara Region as the upper tier municipality provides region wide services
in support of the 12 local area municipalities. Therefore, it is important that
the Emergency Management Plans of Niagara Region and the 12 local area
municipalities are aligned specifically as they relate to the provision of
Niagara Region services during emergency situations.

1.2 Definition of an Emergency

Section 1 of the Act defines an emergency as:
“A situation or an impending situation that constitutes a danger of
major proportions that could result in serious harm to persons or
substantial damage to property and that is caused by the forces of
nature, a disease or other health risk, an accident whether intentional
or otherwise.”

Any situation that meets the above definition, occurring within or impacting
within the Town of Pelham may precipitate the activation of the E.O.C

1.3 Legal Authorities
The legislation under which Town of Pelham and its employees are
authorized to respond to an emergency are:

e The Act; and
« The Town of Pelham Emergency Management Program By-Law.

The Act requires municipalities to develop, implement and maintain an
emergency management program and adopt it with a by-law. An emergency
management program must consist of:

e« An emergency management plan;

» Training programs and exercises for employees of municipalities and
other persons with respect to the provision of required services and
procedures to be followed in emergency response and recovery
activities;

e Public education on risks to public safety and on public preparedness
for emergencies; and '

¢ Any other element required for municipalities in standards of
emergency management programs that may be developed by the
Ontario Fire Marshall and Emergency Management Division of the
Ministry of Community Safety and Correctional Services.
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Ontario Regulation 380/04 describes emergency management standards for
municipal emergency management programs. There are a number of
required elements including:

e Development of an Emergency Management Plan which includes a
municipal control group to direct the municipal response to an
emergency;

» Implementation of an emergency operations center with appropriate
communications systems;

e Designation of an Emergency Information Officer; and
Designation of a Community Emergency Management Coordinator.

The Town of Pelham Emergency Management Program By-Law approves the
enactment of the plan and other requirements for the Town of Pelham
Emergency Management Program.

1.4 Emergency Operations Centre Management Team
(EOCMT)

At the Town of Pelham, the EOCMT (see section 6.3.1here in), leads the
Municipal Control Group as defined by Ontario Regulation 380/04.

1.5 Role of Elected Officials

It is important for Town Councillors to understand and support the
coordinated and timely management of information in emergency situations.
In their capacity as Town Council, in the event the Town’s EOC is activated
the Mayor, or designate, will relay information through Pelham EIO and
requests for policy direction to Town Council. The main responsibilities of
Town Councill is to:

¢ Assist in the relay of approved information to residents in the affected
area(s);

Attend community or evacuee meetings;

Reassure constituents;

Support actions taking place in the affected area(s);

Liaise back through the Mayor concerns from citizens within the Town;
Provide overall policy direction;

Change/amend bylaws or policies as required
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1.6 Department and Support Agency Emergency
Procedures

Each department and support agency involved with the TOP shall prepare
emergency response procedures or guidelines which align with the EMP.
These procedures or guidelines will outline the department or support
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agency'’s responsibilities during an emergency. (Refer to 5.1 herein for
definition of a support agency)

1.7 Emergency Management Plan

This Emergency Management Plan is a component of the Emergency
Management Program as defined in the Emergency Management and Civil
Protection Act.

2. Concept of Operations

First responders and municipal and regional departments manage many
emergencies that occur on a day-to-day basis. As the magnitude of an
emergency increases, so will the requirement for additional support from
within Niagara Region. Municipalities may call upon other Municipalities
and/or the Niagara Region to provide assistance. Niagara Region, in turn,
may call upon the provincial government to provide resources to assist in
dealing with the overall impact of the public emergency.

2.1 Site Response

The emergency responders at the site or sites of the emergency provide
tactical response to the emergency as they attempt to mitigate its effects
and bring the emergency under control. When additional resources are
required, the incident commander (refer to 6.1 herein) may request the
activation of the EOC to provide support.

2.2 Emergency Operations Centre (EOC)

An EOC is a physical location where the EOCMT gather to collectively and
collaboratively support emergency response and manage the consequences
of an emergency.

2.2.1 Municipal Response
Each municipality in Niagara Region has a designated EOC where the EOCMT
will gather to provide support to the site of the emergency.

2.2.2 Corporate Response

Pelham's EOC is where the Niagara Region responds to any emergency event
occurring within, or impacting within regional boundaries is managed. The
Town of Pelham has designated and equipped both a primary and alternate
EOC.
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2.3 Emergency Operations Centre Management Team

(EOCMT)

The EOCMT provides the overall management and coordination of site
support activities and consequence and recovery management. The EOCMT
acts as the leadership team for the Emergency Control Group under the Act
and are responsible for:

o Notifying response agencies and coordinating the activities of the
various departments and organizations which are needed to effectively
respond to and recover from the emergency;

Providing support to the incident commander and site staff;

o Collecting situational awareness information for prioritizing, evaluating,
summarizing, and disseminating and displaying the information where
necessary;

o Establishing priorities based on all the information gathered and
developing EOC Incident Action Plans;

e Obtaining, coordinating and managing payment of any additional
resources (both staff and equipment) needed to manage the
emergency; and

e Coordinating all internal and external information including
communicating emergency information to the general public.

3. Implementation

This Emergency Management Plan can be implemented as soon as an
emergency occurs, or is expected to occur, which is considered to be of such
magnitude as to warrant its implementation. In addition, this plan can be
implemented in anticipation of large events. An official declaration of an
emergency does not have to be made for the EMP to be implemented to
protect the lives and property of the inhabitants of, and visitors to, Pelham.

Any of the following Pelham Emergency Management Control Group (EMCG)
members listed below (or their designates) have the authority to activate
the EOC when they feel the activation of the EOC is necessary:

Chief Administrative Officer (CAO);

Fire Chief;

Director of Public Works Services;
Director of Corporate Services/Treasurer;
Director of Planning and Development; or
CEMC,
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4. Declaration and Termination of an
Emergency

4.1 Prior to a Declaration

When an emergency exists, but has not yet been declared, the Town of
Pelham employees and first responders may take such action(s) as identified
in the EMP necessary to protect lives and property.

4.2 Declaration of an Emergency

The Mayor or a designated alternate should declare an emergency under
section 4 of the Act where they consider it necessary to implement the EMP
to protect property and the health, safety and welfare of the inhabitants of
Town of Pelham.

4.2.1 Municipal Emergency Declaration

The Mayor (or designated alternate) of any of the 12 Niagara area
municipalities has the authority to declare an emergency within the
boundaries of their respective municipality

4.2.2 Regional Emergency Declaration

The Regional Chair or designated alternate, as head of the council, has the
authority to declare that an emergency exists within the boundaries of the
Niagara Region.

Although the Regional Chair is empowered to declare a regional emergency
at any location within the regional boundaries, the Regional Chair does not
have the power to declare an emergency on behalf of any local area
municipality. That power rests only with the Mayor of each specific
municipality and their respective designated alternates.

In declaring an emergency, the Regional Chair will identify the geographical
boundaries of the emergency area. The decision whether to declare an
emergency and the designation of geographical boundaries of the
emergency area will be made in consultation with the EOCMT.

The EOCMT will ensure that all the necessary staff and supporting agencies
concerned are advised of the declaration of the emergency.

Upon declaration of an emergency in Niagara, the Regional Chair or
designate shall notify:
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e The Solicitor General and Office of Fire Marshal and Emergency
Management (OFMEM) by email and fax, through the Provincial
Emergency Operations Centre (PEOC);

Members of Niagara Region Council; and
e The Mayor(s) of the affected Niagara Municipalities.

The following may also be notified of a declaration of emergency:
¢ Local Member(s) of Federal Parliament (MPs);
e Local Member(s) of Provincial Parliament (MPPs);
¢ Local media; and
¢ Niagara residents.

4.2.3 Provincial Emergency Declaration

The Premier of the Province of Ontario (or designated alternate) has the
authority to declare a provincial emergency to exist within the boundaries of
the Province of Ontario. In addition to a provincial declaration, the Premier
also has the authority to declare an emergency on behalf of any community
within provincial boundaries and may also at any time declare that an
emergency is terminated on behalf of any Ontario municipality.

4.3 Termination of an Emergency

When it has been determined by the EOCMT that the emergency should be
terminated, the Mayor and/or designate will make an official termination of
the declared emergency in writing. The Premier of Ontario may also
terminate an emergency at any time on behalf of any Ontario municipality.

The EOC director (who is the Town CAQ or designate) will ensure that all
staff and Supporting Agencies concerned are advised of the termination of
the emergency.

Upon termination of an emergency in Pelham, the Mayor or designate shall
notify:

e The OFMEM, through the Provincial Emergency Operations Centre
(PEOC);

e Members of Town Council; and

e The Mayors of the affected Municipalities and the Region.

The following may also be notified of a termination of emergency:

Local Member(s) of Federal Parliament (MPs);
Local Member(s) of Provincial Parliament (MPPs);
Local media; and

Local residents.
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5. Requests for Assistance

5.1 Support Agency
A Support Agency is an agency or organization that is either an Assisting
Agency or Cooperating Agency as defined below in Article 5.2 below.

5.2 Governmental or Support Agency Requests for

Assistance

It is possible that assistance from other levels of government, or Support
Agencies with specialized knowledge or expertise, may be required by
Pelham to help successfully respond to an emergency situation.

Depending on the nature of the emergency and the assistance required,
these agencies may be requested to attend the emergency site(s) and/or
EOC to provide assistance, or provide information and advice to the EOCMT
through the Liaison Officer.

Where provincial assistance is required, which is outside of the normal
departmental or service working agreements, the request will be made to
OFMEM through the PEOC.

Requests for staff or resources from the federal government are requested
through the PEOC which in turn liaises with the Federal Government
Operations Centre.

5.3 Support Agency Composition

The Liaison Officer is responsible for inviting required or requested Support
Agencies to the EOC, as identified by the EOC Director and EOCMT. During
the EOC activation various Support Agencies may be working with the EOC.
They are defined below as either assisting agencies or cooperating agencies.

Assisting Agencies

Assisting Agencies are those external agencies or organizations that are
directly providing operational/tactical resources at the site(s) or EOC. They
will have a branch co-ordinator sitting in the EOC under the Operations
Section. Representatives from Assisting Agencies should have the authority
to make decisions and commitments on all relevant matters for their agency

Cooperating Agencies
Cooperating Agencies are those external agencies that support the incident

or supply assistance that is not directly operational or tactical in nature.
Their role is usually not critical enough to have a branch co-ordinator in the
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EOC. The Liaison Officer will be the Cooperating Agencies’ primary contact
within the EOC.

These Assisting Agencies and Cooperating Agencies may include but are not
limited to the following:

Hydro One;

NPEC;

Niagara Peninsula Conservation Authority;
Niagara Escarpment Commission;

Z211;

Enbridge Gas;

Trans-Canada Pipelines;

Canadian Red Cross;

CP Rail;

Niagara Health System;

Salvation Army;

Niagara School Boards;

Brock University;

Niagara College;

Amateur Radio Emergency Services (ARES); and
Provincial and Federal Ministries as required ie: MOE, MTO, MNR.

6. Incident Management System

6.1 Incident Commander (Site)

The Incident Commander (IC) at site, appointed by Unified Command or
determined by the first agency on scene, is responsible for directing and/or
controlling resources by virtue of explicit legal, agency, or delegated
authority and is responsible for the overall management of the response. As
the situation changes, the IC will change based on level of authority. The IC
is responsible for and/or has the authority to:

e Establish a unified command structure for the purpose of information
sharing, establish objectives regarding emergency site management
and prioritizing resources where applicable between the responding
agency Incident Commanders;

e Designate an emergency EIO;

» Implement the strategy established by the EOCMT at the emergency
site(s), if required;

e Ensure that responding agencies make available the human and
material resources that are required at the emergency site;




e Maintain a communication link with the EOCMT for the flow of
information regarding the management of the emergency site;

e Maintain a record of events, decisions made and actions taken as
Incident Commander;

o Participate in a debriefing with EOCMT regarding the emergency, if
required; and

e Assist the CEMC in creating an after-action report on the emergency

6.2 Response Goals
The following response goals are applied to all emergency situations. In
order of priority they are:

1. Provide for the health and safety of all responders and those affected
by the incident;

Save lives;

Reduce suffering by treating the sick and suffering;

Protect health of those affected by the incident;

Ensure the continuity of government and critical services;

Protect property and the environment; and

Prevent and/or reduce economic and social losses.

Mo RN

6.3 Incident Management System Functions
The following positions are considered to be the EOCMT.

Policy Director T e
{Council Representative) i EOC Director i
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Planning Section Logistics Section

Finance & Administration
Section
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6.3.1 EOCMT

The primary responsibility of the EOCMT is to provide for the overall
management and coordination of site support activities and consequence
and recovery management issues. It is the responsibility of the EOCMT to
ensure that response priorities are established, and that planning and
response activities are coordinated, both within the EOC (i.e. between
sections) and between sites and other EOCs.

The EOCMT consists of the following positions:

EOC Director;

Emergency Information Officer;

Risk Management Officer;

Liaison Officer;

Operations Section Chief;

Planning Section Chief;

Policy Director;

Logistics Section Chief; and

Finance and Administration Section Chief

6.3.2 Mayor or Designate
The Mayor or designate holds the position of Policy Director as the head of
Town Council. Responsibilities of Mayor or Designate include:

e Acting as liaison between the Emergency Operations Centre Director
and Town Council;

e Declaration/termination of an emergency ;
Bringing recommendations for changing/amending bylaws or policies
to the Policy Group (Council) with the assistance of town staff;
Official spokesperson, if required;
Ensuring Members of Town Council are notified of the emergency; and
Notifying the Mayors of the affected and/or adjoining municipalities of
the emergency, if required and providing any status reports.

6.3.3 EOC Director
This position is filled by the Town CAO or designate and has overall authority
and responsibility for the activities of the EOC, which include:

e Assess the Situation — Gather information about the emergency.
Assess the magnitude and severity of the situation to determine the
appropriate level of EOC activation; :

e Support Site(s) - Provide support to Incident Commanders and
Support Agencies, and ensure that all actions are coordinated within
the established priorities;
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Develop / Approve Action Plans — Prepare EOC action plans with the
EOCMT based on an assessment of the situation and available
resources. Set priorities and response objectives for affected areas;
Inform Others - In consultation with the Information Officer, assist
emergency information actions using the best methods of
dissemination. Approve press releases and other public information
materials. Keep the Policy Group informed;

Manage the EOC - Establish the appropriate EOC staffing level and
continuously monitor organizational effectiveness;

Liaising with the Incident Commander to confirm the geographical
boundaries of the emergency area as declared by Mayor (per section
5.2.2); and

Confirming the adequacy of the expenditure limits.

6.3.4 Risk Management Officer

Ensures good risk management practices are applied throughout the
response and recovery and that every function within the EOC
considers the management of risk;

Identifies liability and loss exposures to staff and property;

Provides informed opinion on probabilities and potential consequences
of future events and matters related to legal obligations and how they
may be applicable to the actions of the Town during the emergency;
and

Provides advice on health and safety issues and if required, activates
the Health and Safety Officer

6.3.5 Health and Safety Officer

Under the direction of the Risk Management Officer, provides advice
and assistance on matters related to occupational health and safety
regulations for EOC staff;

Under the direction of the Risk Management Officer, monitors,
assesses, and recommends modifications to safety conditions in the
EOC and halting unsafe operations, as necessary; and

Liaises and provides advice to the Emergency Site Safety Officer
regarding health and safety issues for site staff, as required.

6.3.6 Liaison Officer

Invites required or requested Support Agencies and stakeholders to
the EOC, as identified by the EOC Director and EOCMT and maintains
contact when required;

Provides input on the strategic direction and advice to the EOCMT
regarding emergency management issues;

Liaises with the neighboring Municipal and Regional CEMC, OFMEM and
other provincial and federal representatives, as required; and




In conjunction with the EOC Director, facilitates a debriefing with the
EOC staff and other appropriate Support Agencies and prepares an
after-action report on the emergency.

6.3.7 Emergency Information Officer

Establishes and maintains media contacts;

Prepares news/social media releases; coordinating interviews, news
conferences, and/or media briefings;

Develops public information materials; providing messaging for use by
211 and EOC staff;

Establishes communications strategies for internal and external
purposes;

Monitors media and information sources including 211;

Liaises and coordinates messages with other internal and external
Information Officers; and

Ensures public safety information is provided in accessible formats as
required by provincial legislation.

A support team from Town staff assists the information officer in meeting
these tasks. This support team includes staff for online communications.

6.3.8 Operations Section Chief

The EOC Operations Section Chief coordinates resource requests, resource
allocations, and response operations in support of Incident Commanders at
one or more sites, as well as:

Maintain Communications - Establish communication links with
incident command posts and town department operation centres if
activated;

Participate in EOCMT Meetings - Prepare section objectives for
presentation at EOCMT meetings, at least once in each operational
period;

Coordinate Response - Direct the coordination of operations in
cooperation with other Support Agencies;

Coordinate Resource Requests - Collect and coordinate resource
requests from site(s), working with the EOC Logistics Section;

Share Operational Information - Collect and distribute operational
information to the planning section, the EOC Information Officer, and
other EOC Sections; and

Manage the Operations Section — Establish the appropriate Operations
Section or divisions and continuously monitor organizational
effectiveness.

6.3.9 Branch Coordinators
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Branch Coordinators oversee the operations of a particular department,
division, section or agency. A Branch Coordinator will be responsible for
coordinating the activities of their department/Support Agency site staff and
dispatch centre (if one exists). Additional branch staff may be needed,
dependent on the size of the emergency event and the support required.
Branch Coordinators may include, but are not limited to:

Regional Fire Branch Coordinator;

Regional Police Branch Coordinator;

Niagara EMS Branch Coordinator;

Emergency Social Services Branch Coordinator;
Public Works Branch Coordinator; and

Public Health Branch Coordinator.

6.3.10 Planning Section Chief
The Planning Section is responsible to:

e Assess the Situation - Gather information about the emergency.
Collect, analyze, and display situation information. Prepare periodic
situation reports;

« Manage the Planning Section - Establish the appropriate Planning
Section Unit and continuously monitor organizational effectiveness;

« Participate in EOCMT Meetings — Prepare section objectives for
presentation at EOCMT meetings, at least once in each operational
period;

*» Managing Display Boards - Ensure that the situation unit is maintaining
current information for the EOC situation report;

« Anticipate Future Events - Conduct advance planning activities to
forecast possible events and requirements beyond the current
operational period. Report recommendations to the EOCMT;

o Track Resources - Track resources assigned to the EOC and to the
Incident Commanders through the EOC and mutual aid;

e Keep Records - Document and maintain paper and electronic files on
all EOC activities;

e Plan for EOC Demobilization - Set out a schedule for demobilization
and assist Section Chiefs in debriefing EOC staff as they leave;

« Plan for Recovery - Initiate recovery efforts at the earliest time, and
develop plans for short- term and long-term recovery appropriate to
the needs;

e Coordinate Technical Specialists — Provide technical support services to
EOC sections and branches, as required; and

s Prepare After Action Report — Coordinate the assembly of EOC lessons
learned from contributions from EOC staff and from Support Agency
representatives.




6.3.11 Logistics Section Chief

Manage the Logistics Section - Establish the appropriate Logistics
Section Units and continuously monitor organizational effectiveness;
Provide Telecommunication and Information Technology Services -
Support use of telecommunication and information technology in EOC
Support EOC - Provide and maintain EOC facilities, including all
utilities, food, water, and office supplies;

Supply Equipment and Material Resources to Sites - Coordinate all
requests for resources from initiation to delivery to support operations
section;

Participate in EOCMT Meetings - Prepare section objectives for
presentation at EOCMT meetings, at least once in each operational
period;

Coordinate Staff - Acquire and assign staff with the appropriate
qualifications to support site requests. Develop systems to manage
convergent volunteers; and

Arrange Transportation — Coordinate transportation requests in
support of response operations.

6.3.12 Finance and Administration Section Chief

e

Record Staff Time - Collect and process on-duty time for all EOC staff,
including volunteers and Support Agency representatives. Ensure
uninterrupted payroll for all employees;

Coordinate Purchasing - Control acquisitions associated with
emergency response or recovery, including purchase orders and
contracts in consultation with the Risk Management Officer;
Coordinate Compensation and Claims - Process workers’ compensation
claims within a reasonable time;

Participate in EOCMT Meetings - Prepare section objectives for
presentation at EOCMT meetings, at least once in each operational
period;

Record Costs - Maintain financial records for response and recovery
throughout the event. Keep the EOC Director, EOCMT, and elected

- officials aware of the current fiscal situation; and

Maintain Records — Ensure that all financial records are maintained
throughout the event or disaster.
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Town of Pelham | Emergency Management Plan 17



7 Emergency Plan Supporting Documents

7.1 Emergency Notification Procedure (Annex A)

(Confidential)

The Emergency Notification Procedure outlines the process for notification of
EOC staff to place them on alert or request that they respond to the EOC.
The procedure also includes the confidential contact information for EOC
staff.

7.2 Crisis and Emergency Communications Plan (Annex B)
This document coordinates communications from Town of Pelham
departments, agencies and boards to media outlets, Town of Pelham
employees, businesses and residents to deliver information before a pending
emergency (if possible), during or after a disaster or emergency. T his
includes the release of appropriate and factual information to the media and
to the public, issuing directives to the public, responding to requests for
information, and monitoring media outlets and other sources of information.
Methods of internal communications with Town and local area municipal staff
are also outlined.

1
In the event of a major emergency requiring a response from Niagara
municipalities and Niagara Region, communications will be coordinated with
these entities through Niagara Region and municipal Emergency Information
Officers. '

7.3 Town of Pelham Emergency Operations Center

Standard Operating Guidelines (Annex C)

This document outlines the procedures involved in the activation and
operation of the EOC facility. This includes details on the facility location,
setup, quiding principles, managing information and resources, and roles
and responsibilities for functions within the IMS. As a supplement to the
EMP, it provides information to enable EOC responders to fulfill their key
responsibilities in managing an emergency.

7.4 Town of Pelham Water / Wastewater Compliance

To facilitate the resolution of emergency events involving the provision of
water or wastewater services, the Operating Procedure QMS-PROC-018
Emergency Response Procedures Water and Wastewater Services and
associated forms shall be adhered to. This procedure clearly identifies the
roles and responsibilities for the required actions in managing water
distribution and wastewater collection system during emergency situations
that are the responsibility of the Town of Pelham. Additionally, this
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procedure references the Town's commitment to support the Region's water
and wastewater emergency procedures.

8 Emergency Management Plan Review and

Maintenance
The EMP will be maintained and distributed by the EMP Coordinator to the
public via the Town of Pelham public website.

The EMP will be reviewed annually pursuant to the regulations under the Act
and, where necessary, revised by the CEMC. The review and recommended
revisions will be coordinated by the CEMC.

The EMP shall be revised only by By-law of Council; however, revisions to
the annexes and minor administrative or housekeeping changes may be
made by the CEMC.

It is the responsibility of each person, Support Agency, service or
department identified within EMP to notify the C.E.M.C forthwith, of the need
for any administrative changes or revisions to the EMP or annex’s.

The CEMC is responsible for maintaining a current confidential contact list for
EOC staff and Support Agencies.

Each department and Support Agency should designate a member of its staff
to review, revise and maintain its own functional emergency response
procedures or guidelines on a periodic basis and ensure they align with the
TOP.

8.1 Exercising of the Town of Pelham Emergency
Management Plan

Pursuant to the Regulations under the Act, at minimum, one exercise will be
organized and conducted annually by the CEMC in order to test the overall
effectiveness of the TOP. Recommendations arising from the annual exercise
shall be considered by the CEMC and EMP Committee for revisions to the
TOP.

8.2 Plan Distribution

Copies of the EMP will be provided to EOC staff, Local Area Municipalities,
Support Agencies, the Province, and bordering municipalities and Niagara
region that may have a role to play in responding to or providing assistance
for emergencies in Pelham.
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8.3 Revision History

Rev. No. | Revised by | Details Revision
Date
1 Council Modernization August 25,
2022
8.4 Training

Pursuant to the regulations under the act, members of the Emergency
Management Program Committee shall train to the 300 levels. Other
members of the EOC and their alternates shall train to 200 levels.
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Town of Pelham
Municipal Emergency Control Group

Municipal Emergency Control Group

e Phone Numbers for Members of the Municipal Emergency Control Group
can be obtained by referencing the Critical Telephone List.

Mayor

Chief Administrative Officer

Fire Chief / Community Emergency Management Co-ordinator
Manager Legislative Services / Clerk

Director of Corporate Services

Director of Public Works Services

Director of Planning and Development Services

Manager of IT

Co-ordinator Corporate Communications/ Emergency Information
Officer

e NEMS

* NRPS

Notes:
1. Members will be contacted in order shown by:
e Phone
e Personal Contact

2. Alternate will be called only if the primary member cannot be contacted.

3. Members and alternates are asked to notify the Fire and Emergency
Services of a change in their telephone numbers.

4. Other important telephone numbers are available from the "Restricted
Regional Emergency Contact List".
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Town of Pelham
Emergency Management:
Crisis & Emergency Communication
Toolkit

July 2022
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Crisis & Emergency Communication Toolkit Overview

Section 1: Potential Threats & Issues
1.1 Potential Threats & Issues

Section 2: Key Messages
2.1 Key Messaging Guidelines
2.2 Social Media Messaging

Section 3: Communication Response Levels
3.1  Levels of Communications Response
3.2 Communication Roles and Responsibilities
3.2  Evacuation Centres - Pelham

3.3 Evacuation centrers - Neighbouring

Section 4: Communication Checklists
4.1 Start-Up Checklist of Communication Consideration

4.2 Conduct a Media Centre Checklist
4.3 Conduct a News Conference Checklist
4.4 Media Contact Distribution Checklist — Niagara/Hamilton

4.5 Media Contact Distribution Checklist - GTA/Toronto
4.6 Full Media List

Section 5: Stakeholders & Partners
5.1 Town of Pelham and 211

Section 6: Communication Templates
Activation of Emergency Support Services Key

Message Development Worksheet Website
and Social Media Messages/Posts Social
Media Monitoring Worksheet

Media Monitoring Worksheet
Media Inquiry Form
Media Accreditation Log In Sheet

Media Release - Level II - Template
Media Advisory Template
6.10 Backgrounder Template

DD OND DR O
W oo NOUT HhWN =

Section 8: Internal Policies

8.1 GL-002 Weather Related Office Closures
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Section 1: Potential Threats and Issues
Potential Issues: Ranking of Top Risks in Pelham

Hazard IProbability fConsequence hanging [Risk Risk
isk alue Level
lExtreme Weather |° Likely 4 Severe 60 [Extreme
[Hazardous Material 5 Likely 5 Very Severe 50 |Very
Incidents - High
Fixed Site
Hazardous 5 Likely 4 Severe 40 High
Material
Incidents/Spills
- Transportation
Incident
Transportation 5 Likely 4 Severe 40 High
Emergency - Road
Tornado 3 Unlikely 6 Catastrophic 36 [High
Human Health 3 Unlikely |6 Catastrophic 36 rHigh
Emergency
Pandemic
Human Health 4 Probable H¥ Severe 32 High
Emergency
Epidemic
Transportation 4 Probable |4 Severe 32 High
[Emergency - Rail
F 3 Unlikely  [3 Moderate 27  |Moderate
ber Attack
3 Unlikely 4 Severe 24 [Moderate
errorism /
BRNE

FEPEIRERE indicates that although the Risk Level assigned is Moderate, this category is

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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marginal as the overall Regional scoring was High.
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2.1 : Key Messaging Guidelines

General Overview

Key messages will help the Town of Pelham effectively communicate to all
audiences. Although key messages will change and evolve throughout
emergency response and recovery operations, the messages should
include:

The Town’s agenda and priorities.
Facts about what went well.
Facts that refute negatives.
Public Info/ Directives.

The Town of Pelham will utilize the inclement weather policy S-100-14 for
internal staff communication regarding weather incidents.

Key Messages

» A message of empathy for the impact the crisis has on people or the
environment. (This does not mean the Town is taking responsibility
for the incident - only showing compassion toward those who have
been impacted).

o The Town'’s first priority is for public safety (include other priorities
such as environmental impact).

« The Town is working cooperatively with partner response agencies
(name agencies) to effectively manage the crisis and minimize its
impact on people, the environment and our community as a whole.

« Include a message about what is being done to manage the
situation.

Additional messages that:

« Support what is being done to manage the crisis.

« Support what was done in advance of the crisis to reduce its
occurrence and impact.

« Reassure the public and help reduce their emotional reaction to the
crisis.

» Contain safety information.

« Help emergency response staff do their job.

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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Sample Messages
Thirty Minutes or Less Following the Incident

SAMPLE MESSAGE: First and foremost, the Town of Pelham wants to
emphasize that the most important priority is the safety and well-being of
the community members involved. Staff are working closely with local
authorities right now to find out exactly what has occurred, why it
happened, and what if any, action needs to be taken. Right now, the
cause of the incident is not known. What is known is that...

e Point One
o Point Two
e Point Three

Two-to-Four Hours Following the Incidents

SAMPLE MESSAGE: The Town of Pelham has been working closely
with local authorities since the incident occurred a few hours ago.
Although the full scope of the incident it not yet understood, what is
knows is...

e Point One
e Point Two
o Point Three

SAMPLE MESSAGE: We expect to more-accurately understand the
cause and implications of the event as we continue our investigation.
As we move forward with the investigation, we will...

e Point One
e Point Two
e Point Three

2.2 : Social Media Messaging

The public’s belief that an emergency response was effective is
related to how much access to information they had during the
crisis. The fundamental challenge is have speed and accuracy -
both are crucial.

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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In a crisis, social media contributors need to be able to:

Detect and diffuse a budding problem

Recognize an emerging issue

Shift to crisis management orientation

Suspend other messaging and activity that is counterproductive to crisis
management

« Do not assume that everyone knows technical jargon

e Engage in dialogue with social media users

e Link to other credible, web resources

In addition, content managers need to establish a corporate voice
that can accommodate a switch in tone in a crisis. Crisis-related
communications can’t be overly formal or legal when posted through
these channels.

Initial Posts Guidelines:

« Acknowledge the event with empathy

« Explain and inform the public, in the simplest forms, about the risk

« Establish credibility with partners and Emergency Staff dealing with the
scene

« Provide emergency courses of action, including how and where to get more
information

« Commit to stakeholders and the public to continue communication

On-Going Posts:

« Help the public more accurately understand its own risks
+ Provide as much information as quickly and as widely spread as possible
» Answer quickly, but first verify if questions or statements are fact or rumour.

= Updates on the situation
= Where and how to access support

= Information about Town services
= Explain emergency recommendations
o Listen to stakeholder and audience feedback, and correct misinformation
« Acknowledge and respond to all information being asked or testified
about the organization.

Post-Crisis Assessment

It is essential to do a post-crisis analysis after an issue/crisis has |
faded to determine the effectiveness of the response and derived any

Town of Pelham | Crisis & Emergency Communication | Tool Kit 7
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key learning including changes that should be made to crisis
strategies for future.

e Gauge any harm the organization or brand reputation has suffered, and
then work to correct the damage.
o Gauge effectiveness of response efforts

» Analyze media and web traffic

3.1: Levels of Communications Response

Overview

At the onset of the crisis, the EIO, in conjunction with the EOC Director,
or Chief Administrative Officer or CEMC, will determine the potential
level of public and media interest in the crisis. At this time, the EIO will
determine what resources will be required to effectively manage
communication issues.

The set-up of the crisis communications team will depend on the scale
of the crisis, and the anticipated level of public concern and media
interest. Only those resources that are needed to effectively respond to
the incident will be brought in. All key components of the crisis
communications system will need to be implemented in a Level II crisis,
where public concern and media interest is extremely high.

a. Level I
An incident has occurred that may potentially impact or pose a
threat to public safety or the reputation of the community; its
elected officials, administration or emergency response staff.

« There is a threat to public health and safety.
» A serious injury or fatality has occurred.
There is a threat or minor disruption to the public or a
sector of the public

« There is moderate interest or concern from the media,
general public or other audiences.

o External stakeholder audiences are involved and there
is some local or political involvement.

o There may be a question with regard to the
community's liability.

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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b. Level II: EOC Activation
An incident has resulted in multiple injuries or fatalities
and has the potential to threaten the community or the
reputation of elected officials, administration and
emergency response staff on many levels.

There is a serious threat to public health and safety.

Multiple injuries or fatalities have occurred.

There is serious economic threat to the community.

There is high interest from the public, media and many other
audiences.

All levels of political involvement are high.

« The Town's performance or reputation may be in

question.

In a Level II crisis members of the crisis communications team may
be required to staff the following key areas (see 3.2 Communication
Roles and Responsibilities Template):

- Emergency Operations Centre (EIO)

- Stakeholder Liaison

- Media Monitoring/Response (Social & Traditional)
» Media Centre Coordination

Additional Communications resources may be necessary to properly
manage a crisis (i.e. other municipalities, regions, or contracted
agency or services)

3.3 Evacuation Centres - Pelham

Red Cross
Surveyed

Yes | 100 Meridian Way | 905-732-7872

Facility Name Address Contact #

Meridian Community
Centre

Town of Pelham | Crisis & Emergency Communication | Tool Kit 9
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4.1 Start-Up Checklist of Communication Considerations

Upon Notification of Crisis/Emergency
The EIO to receive briefing from CEMC, or EOC Director or Chief
Administrative Officer on the following:

Summary of incident.

Key messages.

Level of public and media interest anticipated.
Information the media may want.

Location of incident.

Level of access to the site

Name of Incident Commander, if known.

How lines of communication will be maintained with the
(Chief Administrative Officer).

Is the Emergency Operations Centre being established?
Exchange contact information (voice, cell).

The EIO to discuss the following with CEMC, or EOC Director or Chief
Administrative Officer:

Level of crisis -- expected level of public and media interest.
o Communications support required.

o Communication strategies
Gather and assign staffing resources needed to meet the anticipated

level of public and media interest.
Brief key communication players on the situation and establish contact
information (voice, cell, fax, email and radio frequency if applicable).

Delegate responsibilities.
Determine how long it will be before the key operational components of

the crisis communications system are established.
Report to the Emergency Operations Centre.

Town of Pelham | Crisis & Emergency Communication | Tool Kit 10
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Upon Arrival at Emergency Operations Centre and ongoing:

Receive second briefing from the CEMC, or EOC Director or Chief
Administrative Officer.

Prepare key messages.
Brief spokesperson.

Distribute key messages and open lines of communication with
key internal, and external audiences

Develop communications strategies with external audiences that
have a role in response operations. Determine their role, explain
your role, and what potential support you may require. Determine
joint communications strategies and share key messages.

Call in or put outside resources on stand-by as required.
Disclose facts immediately.

Get updates from members of the Emergency Operations Centre
and the Emergency Information Officer. If necessary, determine
what’s new, when the first media briefing can be held and who will
be attending.

If necessary, confirm with the CEMC, or EOC Director or Chief
Administrative Officer, Spokesperson and/or Emergency
Information Officer about the logistics of the first media briefing at
site or in the Media Centre. Ensure media notices are issued
within a reasonable time period so media have time to arrive.

Before issuing external communication pieces, ensure all
members of the crisis communications team are set up and ready
to assume their responsibilities. While they set up, prepare
communication pieces for distribution.

Have the CEMC, or EOC Director or Chief Administrative Officer
approve all information before it's released.

« Internal Information Bulletin.
« News Release.

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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Determine how media relations issues will be managed at the
site.

Maintain a record of contact information for internal and
external stakeholders that need to be kept informed.

Establish and deploy media monitoring services, including social
media. Determine media monitoring reporting requirements (i.e.,
hourly, daily).

Receive updates and keep lines of communication open with
the Emergency Information Officer, Team Leader, Media
Centre and other key internal/external stakeholders.

Prepare or delegate the preparation of media notices, media
backgrounders and news releases.

Monitor media reports and determine strategies for dealing
with contentious issues that may surface in the response or
recovery phase of the crisis.

Think about the next shift. Put staffing resources on stand-by.

Think about what is next - joint news releases/briefings on
recovery issues, etc.

ey
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4.2 Conduct a Media Centre Checklist

Media Centre: A pre-designated location, under the direction of the
Emergency Information Officer, used to quickly gather and
disseminate information.

If properly utilized, a Media Centre can be one of the best ways to
update media, on a regular basis, during a crisis. A Media Centre
should be set up only when necessary - when the news is
important enough to affect large populations, and when it is
appropriate to disseminate urgent information to a group of
reporters at one time.

Consider the following items when planning and implementing your Media
Centre:

Primary Location: Town Hall or Council Chambers (if screen needed)

Alternate Location: Kinsmen Room (Meridian Community Centre)

Media Centre Team Leader Function
Provide overall media relations support by ensuring:

Pertinent information is distributed to internal and external
audiences (i.e., news releases, media notices, and
backgrounders).

The logistical and briefing needs of the media and spokespersons are
met. Calls from the media are managed.

Web site management.

Media Centre Team Leader Responsibilities
Provide overall media relations support by ensuring:

Room set up and management.

Brief media on how issues in the Media Centre will be managed.

Respond to media telephone inquiries -- deliver key messages
and updates as required. Forward interview requests to EIO.

Direct the media to the appropriate person or external
agency that can manage their inquiry.

Town of Pelham | Crisis & Emergency Communication | Tool Kit 13
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Set up media interviews and news briefings.

Develop and distribute communication pieces through (i.e.,
email, web site, voicemail, broadcast, INS system).

Update EIO on:

o media activities and trends in public and media inquiries or
concerns

o information that may impact operations,
communications strategies or key messages

o support that may be required.

Provide strategic communications counsel to the EIO as required.
If requested by the EIO, establish a media monitoring
system and correct misinformation reported by the

media.

Report misinformation to the EIO and the Team Leader
Manage media accreditation in the Media Centre.

Set up and facilitate news briefings as requested by the EIO.
Distribute information released in news conferences

Help the media with their technical, logistical and

comfort requirements (i.e., washroom facilities, food

and beverages).

Maintain accurate records.

Provide input into the post-incident communications report.

Media Centre Equipment and Supplies Suggested:

Town of Pelham

telephones, computers and workstation

laptop computer(s) with batteries, Internet and emailing
capabilities (with access to emergency management software)
cellular telephones, spare batteries and chargers

Cellular power bar charges

Portable Dry Erase Board/ Chalkboard

1 photocopier

1 fax printer(s)

TV/DVD, AM/FM radio.

Maps

Office supplies (binder, paper, pens, pencils, highlighters,
markers, stapler, staples, copy paper, etc.)

Media inquiry forms

News release stationery or electronic template Media contact list
Town of Pelham Crisis and Emergency Communications Plan

| Crisis & Emergency Communication | Tool Kit
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To accommodate news briefings:

e Projection screen with overhead projector/ laptop computer
and LCD projector podium and riser

2 microphones (minimum)

1 backdrop with Town of Pelham logo

1 large Town of Pelham map with plastic overlay easel(s)
Sound feed Power sources

Media Accreditation Tags

Water jugs and glasses

Table for media handouts and food/beverages

Working table and chairs for the media.

Events board (details of next briefing, what’s new, contact
numbers, etc.).

» Signage leading media to the Centre

4.3 Conduct a News Conference Checklist

If properly utilized, a news conference can be one of the best ways
to update media both during and following a crisis. A news
conference should be scheduled only when necessary - when the
news is important enough to affect large populations, and when it
is appropriate to disseminate urgent information to a group of
reporters at one time.

Consider the following items when planning and implementing your news
conference:

Plan Date, Time and Location (It is advisable to plan the news
conference two to four hours after a crisis has occurred,
depending on the severity.)

Media has as much advance time as possible

« News conference in a safe venue close to the site of the emergency
Is the venue safe for the media and does not
interfere with recovery and evacuation efforts

Invite Key Members of the Media to Attend By Sending Out a Media
Advisory

e Maedia advisory gives the date, time and location of the conference,
the subject to be discussed, the names of the people who will be
speaking and a list of languages in which materials will be provided

e Placed follow-up calls before the conference to remind reporters
about the event

Town of Pelham | Crisis & Emergency Communication | Tool Kit 15
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Prepare the Room

e Ensure news conference site includes staging, chairs, a podium
and microphones
» and checked to ensure all equipment is working properly

* Audio/visual box for broadcast reporters to plug into to obtain
clear sound

e Arrange room so that reporters can easily get their stories
without having to move about .

e Town of Pelham logo clearly visible on the front of your podium or
behind the speaker Backup plan for possible glitches

Provide Media Materials

e Prepare media kits including any news releases, speaker names
or additional materials that will help reporters write their stories

Be Prepared

* Main spokespersons should rehearse the key messages
developed for the crisis and are they ready to answer questions

e Make sure your spokespersons know what the most important
information is and how to stay focused, even if asked
questions that concern other issues

 Discuss in advance which key points will be made by each
spokesperson Designated a moderator in advance of the news
conference to keep the conference on schedule, establish
ground rules and field reporters’ questions Set a clear end time

for the news conference

e Make French or other appropriate language spokesperson
available at the news conference, if necessary and indicate
languages available in your media materials

Be Thorough

e Make sure all questions are answered during the news conference. If
a spokesperson does not know the answer to a question, make sure a

member of the communication team finds the answer after the news
conference and makes it available to the reporter at a later date.

e If possible, allow spokespeople to be available one-on-one with
reporters following the conference to answer questions.

» Designated someone to ask questions during the news conference
that reporters may not raise

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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Monitor Attendance ...

o Have reporters check-in. This will provide a list of who attended,
and more importantly, who did not attend.

¢ For key media staff who were not able to attend, offer phone
interview with the spokespersons

4.4 Media Contact Distribution — Niagara Region & Hamilton

The media statement is the first communication you will have with the
media following an emergency or crisis. It is important to release
statements with what you do know and send out additional updates as
information becomes available.

Include:

» All necessary facts about the situation or issue - who, what, where,
when, why and how

« Information about what action your organization intends taking
around the issue

« Contact person and telephone number
« Accurate spelling, grammar an information Distributed

« To local newspapers, radio and television stations Distributed?

Media Source:
Contact:
Phone:

Email:

Media Source:
Contact:
Phone:

Email:

Media Source:
Contact:
Phone:

Email:
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4.5 Media Contact Distribution Checklist: Toronto & GTA

The media statement is the first communication you will have with the media
following an emergency or crisis. It is important to release statements with what
you do know and send out additional updates as information becomes available.

Include:

e All necessary facts about the situation or issue - who, what, where, when,
why and how

» Information about what action your organization intends taking around the
issue

e Contact person and telephone number
e Accurate spelling, grammar and information distributed

e To local newspapers, radio and television stations Distributed?

Media Source:
Contact:
Phone:

Email:

Media Source:

“Phone []

Email:

Media Source:
Contact:
Phone:

Email:

Media Source:
Contact:
Phone:

Email:

Media Source:
Contact:
Phone:

Email:

Media Source:
Contact:
Phone:

Email:

Town of Pelham | Crisis & Emergency Communication | Tool Kit 18



Town of Pelham | Emergency Management Plan | Annex B

Outlet email Phone

Radio

1010 CFRB news@newstalk1010.com 416-924-6717
680 News news680@rogers.com 416-872-6397
AM 740 NEWS@CLASSICAL963FM.COM 416-479-3168
AM 900 CHML NEWS2@900CHML.COM 905-521-2700

CBC Radio Toronto

416-205-5808

CHUM FM

news@chumamfm.com

416-944-1133

CKTB/Move 105.7/HTZ
FM

newsroom@610cktb.com

905-684-6397

GIANT FM 91.7 Welland

info@giantfm.com

905-732-4433

Jack FM joe.russo@townsquaremedia.com | 716-644-9292

Mix 104 716-644-1041

Q107 416-221-0107
105.1/101.1 wgray@vistaradio.ca 905-356-6710 x 224
Star 102.5 716-644-9102
Classical 96.3 info@classical963fm.com 416-367-5353

WNED Radio news@wned.org 716-845-7000

TV

CBC French mark.chambers@radio-canada.ca | 416-970-5207

CFTO Toronto cftodesk@ctv.ca 416-322-7400 x 7100
CHCH tips@chch.com 888-632-6688 x 2251
CITY TV news.to@citynews.ca 416-599-2489 x 2301
Global TV alobalnews.tor@globaltv.com 416-446-5460
YourTV COGECO jackcusters@cogeco.com 800-706-4221
Weather Network 905-829-1159
Newspaper

The Voice of Pelham

publisher@thevoiceofpelham.ca

905-892-8690

Niagara Dailies

angus.scott@niagaradailies.com

Niagara this Week

905-358-5711

news@niagarathisweek.com.

866-838-8960

Hamilton Spectator

news@thespec.com

Canadian Press

905-526-3420

editorial@thecanadianpress.com

Globe and Mail

newsroom@globeandmail.com

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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5.1 Town of Pelham and 211

Activation of Emergency Support Services

In the event of an emergency that affects The Town of Pelham, unless
the Region of Niagara has activated 211 services with INCommunities
on behalf of the Town of Pelham. The Town of Pelham should activate
211 services directly, by following these steps:

Step 1: Notification/Activation - 211 Emergency Notification List

o Contact 211 using the Emergency Notification List (below) using
phone/text and/or email to communicate the nature of the event.

e EIO contacts person listed as 15t priority by phone, text, email
about the nature of the event and the EIO’s phone contact
number. If no response in 10 minutes contact the next person

listed.
Priority | Title IName e ien Cell Email Address
ce)
& Executive Tammy 905-682-1900 .
1 Director Dumas 905-708- | tammy@incommunities.ca
8240
Call 905-682-1900
2" Centre Terri Bruce x221 905-329- | terri@incommunities.ca
Manager 3161
Special 905-682-1900
3 peca Jacky Roddy 905-932- | jacky@incommunities.ca
Projects x230
Manager ?05-)*354-1987 3522
res

Step 2: Communication

= Establish ongoing lines of communication from the designated
person at the Town of Pelham to ensure that the 211 service
receives updated information for communication to 211 callers
and users of the 211 database

= Following notification, a teleconference will be required. Please fill
out the
Activation of 211 Emergency Support Services Worksheet
(Section 6.1)

= At this time the Emergency Information Officer will be advised to:

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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o Direct non-emergency phone calls about the event, away
from emergency services to 211 in media releases, on
answering machines, in distributed emails, on websites and
on signage

o In addition to the phone number 211 the advertised

o contact information for the 211 service should include
the alternate number (listed below) for the 211 call
centre in the event of a resident using technology
that does permit the dialing for 211.

211 Communications Contacts Lists

Department Email Address

All staff info@incommunities.ca

Department Telephone Number

Alternate #s for Call Centre (to be 1-800-263-3695
listed in communications to public) 905-682-6611
Administration 905-682-1900
Fax 905-682-4314

Whether or not The Town of Pelham has activated 211 support, the 211 service
will receive inquiry calls from the public about the emergency and needs to be
able to provide accurate information to residents and businesses. In addition, the
211 service must be able to correct misinformation and erroneous rumours.
INCommunities /211 must be able to maintain a continual information exchange
with the Emergency Information Officer designated by the Town of Pelham to
ensure that only authoritative information is disseminated, this includes being on
a distribution lists for media releases, email and other incident related
communication.

Step 3: Activation of Emergency Support Services

« As requirements emerge clarify any additional support required from
211 Central South Region. Continue reading for services.

Aar Ay AESUSTSE N —— ]
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211 Service - A Resource of Municipalities

211 service is a resource to support Ontario municipal communications to
residents and businesses. 211 is an easy to remember phone number for
information and referrals to a wide array of community, social, health and
government services. 211 Ontario is a collaborative of seven 211 Regional
Services providers that provide 24/7/365 live answer 211 service to all residents
of Ontario.

List of Emergency Support Services Provided by 211

In addition to providing information to callers 211 services are able to
provide three other support services:

a. Public Inquiry

= Central access point to register volunteers and donations of goods
= Rumour control by monitoring social media and posting facts or
notices to call 211 or visit specific websites

b. Online Database

= Continual updating of a disaster database with information and

services that merge throughout the response and recovery periods
= Make the disaster database available to other organizations in the
community

= Collect customized details about people who want to volunteer as
result of an incident, and make available in real-time to emergency
management staff

= Collect customized details about donations of goods and make
available in real-time to emergency management staff

i Needs/Trends Reporting

* Provide real-time reports to the Emergency Information Officer to

support emergency response
= Participate in de-briefing

= Produce after action reports with aggregated data and key learning
to support community planning and activities

Town of Pelham | Crisis & Emergency Communication | Tool Kit 22



Town of Pelham | Emergency Management Plan | Annex B

6.1Activation of 211 Emergency Support Services
Step 1: Notification/Activation — 211 Emergency Notification List
Use this form if 211 is contacted at the time of an emergency

This form provides a list of standard questions to ask when 211 is activated.
The information will be received faster if these questions are asked over the
phone when 211 is activated, rather than wait for an EIO/CEMC to provide
the written information.

EIO contacts 211’s 15t priority using the Emergency Notification List (below)
using phone/text and/or email to communicate the nature of the event.

» If no response in 10 minutes contact the next person listed.

- - Phone _
Priority| Titl Name (work/residenc Cell Email Address
e e}
ot Executive Tamm 905-682-1900 . .
1 Director y 905-708- | tammy@incommunities.ca
Dumas 8240
Call 905-682-1900
2 Centre Terri Bruce | 221 905-329- | terri@incommunities.ca
Manager 3161
Special 905-682-1900
3" p,%jects Jacky Roddy| w230 905-932- | jacky@incommunities.ca
Manager 905-354-1987 3522
(res)
Contact made with: Time of first contact:
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Step 2: Communication

Following notification, a teleconference will be required to communicate
the following:

Municipal Contact for Further Information

Name

Title

Municipality

Contact Info| Telephone
Number
Cell Number
Address
Email
Address

General Information About the Current Situation

What is the emergency?

Where is the emergency?

Who is affected by the
emergency?

When did the emergency
occur?

How long is the emergency
expected to last?

What organizations/agencies

are

involved in the response and/or

recovery?

Who is the Emergency Name

Information Officer? Contact
Information
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Additional Details: Yes | No | N/A

Explanation/Details

Has the Municipal EOC been
activated?

Has the Municipality declared
an emergency?

Have any roads been
closed?

Provide a list.

Have traffic detours been
set up? Provide routes.

Have emergency shelters
been set up? Where are they
located?

Do emergency shelters offer
any special needs
accommodations? (i.e.
accessibility features,
accommodations for young,
children, seniors, etc.?

Is there any school or work
closures? Provide a list.

Have there been power,
water or phone
disruptions? Define the
area.

Are volunteers needed?
What

skills are in demand?

Are donations being
accepted?
What is needed?

Are there any specific
instructions for residents
concerning pets?

Additional Information
« Provide additional details about
the incident that are not

covered in the previous pages,
or where there was insufficient
space.

e Include detailed instructions
about actions the public
should take to help secure
their personal safety
and property.

i
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Step 3: Key 211 Messaging In All Communications after Activation:
At this time the EIO will be advised to:

[0 Direct non-emergency phone calls about the event, away from
eémergency services to 211 in media releases, on answering machines,
in distributed emails, on websites and on signage

[0  In addition to the phone number 211 the advertised contact
information for the 211 service should include the alternate number
(listed below) for the 211 Call Centre in the event of a resident using
technology that does permit the dialing for 211.

O  All media release should be sent to 211

Step 4: Activation of Emergency Support Services

As requirements emerge clarify any additional support required from 211
Central South Region. Check off and communicate the services/support required
by 211 during the event.

Public Inquiry .
[ Central access point to register volunteers and donations of goods
Rumour control by monitoring social media and posting facts or notices to
call 211 or visit specific websites

Online Database

LI Continual updating of a disaster database with information and
services that merge throughout the response and recovery periods

L] Make the disaster database available to other organizations in the community
Collect customized details about people who want to volunteer as result of
an incident and make available in real-time to emergency management
staff

[J Collect customized details about donations of goods and make
available in real-time to emergency management staff

Needs/Trends Reporting
[] Provide real-time reports to the Emergency Information Officer to support
emergency response Participate in de-briefing
0 Produce after action reports with aggregated data and key
learning to support community planning and activities
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6.2 Key Message Development Worksheet

Approval: Date: Time:

Step 1: Review Section 2.1 Key Messages Guidelines
Step 2: Consider the following:

Audience Purpose of Message Method of Delive
Relationship to Give facts/update Media Release
event Rally to action Media Advisory

Demographics Clarify event status Backgrounder

(age, Address rumors Website Statement

language Satisfy media Social Media

= requests E-Blast

education, Through

culture)

Level of spokesperson

outrage

(based on

risk

principles)

Six Emergency Message Com')onents
Note: These facts will help develop the method of delivery pieces listed above.

1 Expression of empathy:
2 Clarifying facts/ Call for action:

a. Who:
b. What:
C. Where:
d. When:
e. Why:

3 What is NOT known:

4 Process to get answers:
5 Statement of commitment:
6 Referrals for Information:

7 Next Scheduled Update:

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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6.3 Website and Social Media Messages/Posts

Crisis/Emergency:

Initial Website Statement Date: Time:

Posted on Homepage:
Posted under Public Alerts:

Type Message:

Next Steps: Create a dedicated web page for all updates ahdi resources

Initial Facebook Post Date: Time:
Type Message:
Initial Twitter Post (140 Characters) Date: Time: ___

[l Hashtag for All Related Posts:

T T T e T e e e e e e e e . —— . — — — — — —— —— —— — —

T T T e e e e e e e e e e — — — —— — — — — ——— — e S s

Initial Posts should focus on:

Confirmation of the situation — who, what, where, when

State only the facts that have been gathered from reliable sources and confirmed
Do not overreach or speculate

Show concern for safety of residents, and acknowledge that

Emergency Staff are responding to the situation

Communicating when next update will be posted (ex. Webpage will be set up)
Contact information for questions/concerns

Note: These initial posts should highlight the key messages
included in any media release distributed
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Secondary Website Statement Date: Time:

Posted on Homepage:
Posted under Public Alerts:

Dedicated Web Page:

Type Message:

Secondary Facebook Post(s) Date: Time:
Type Message:

Secondary Twitter Post(s) Date: Time:

[0 Hashtag for All Related Posts:

Secondary Posts should focus on:

More detailed information on what has happened
Express concern/sympathy for any victims who may be involved
Address how the Town is responding to the situation and what is
being done to help
How will the Town provide for public
safety Impact on the delivery of
municipal services
Address how the Town will keep the public mformed of the
situation and any changes
Contact information for questions/concerns
o 211 (if activated)

Note: These initial posts should highlight the key messages
included in any media release distributed
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Media Inquiry Form

Date: Time Received:
Media Source:
Reporter:
Phone:
Email:
L) Update Requested Focus of Interest:

[] Interview Requested

[J Pictures/Footage Requested

Request Referred To:

Spokesperson

Spokesperson Contact No.

Time of Interview

Location of Interview

Notes:

[J Requested Completed Call taken by:
Time of Completion:
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For Immediate MEDIA RELEASE

Release

(TITLE) SAMPLE TEXT — LEVEL II - EMERGENCY RELEASE

Pelham, ON, DATE- At (time) today, the Town of Pelham Response Team responded
to a (what happened) at (where did it happen -- the ‘why’ isn’t always possible at the
onset of a crisis). Only (who has been impacted) by may have been affected by this
incident -- everyone else on in the community remains completely safe (only if this is
the case).

The Town'’s trained emergency response crews are currently responding to the situation
and dealing with the priorities of the incident. An evaluation of the situation is
underway and specific details will be released as they are confirmed for release. The
Town of Pelham’s first concern is for public safety and the safety of emergency
response staff. We are working with other response agencies (list them specifically) to
manage the situation and minimize the impact it has on our community as a whole.

The Town of Pelham will release new information to all interested parties as soon as it

becomes available. Ongoing public information about the situation will be posted on our

web site at www.forterie.ca and information lines have been established as follows:
Public: 211 xxx-xxx-xxxx Media: XXX-XXX-XXXX

“An incident like todays affects every member of our community and beyond,” said
(name and title of spokesperson). “On behalf of the Town of Pelham, I want to express
the sincere concern we're all feeling for what has happened in our community today.
The Town is taking this incident very seriously. Pelham has an effective emergency
response system in place, and well-trained staff who will continue to work closely with
external agencies to minimize the impact of this incident. Please be assured that
everything possible is being done to manage this crisis.”

The Town of Pelham is currently setting up a Media Centre where briefings will be held.
The logistics around this centre (include the media‘s access to centre and parking) will
be issued within the next (time line). We ask for your understanding during this time.
We are doing everything we can to ensure information is released as soon as it
becomes available. Right now we request your help to ask the public to:

» Avoid the (location) so emergency responders can effectively perform their duties

* Stay tuned to the media or call the above information number(s) for further

information
* NOT to call 911unless it's a life threatenlng emergency
* Remain calm

For more information go to our web site at www.pelham.ca or contact the 211
at: XXX- XXX-XXXX

-30-
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MEDIA ADVISORY

Pelham, ON - DATE, TIME
For Immediate

Release

RE SAMPLE MEDIA ADVISORY TEMPLATE - LEVEL III CRISIS

<Incident>
Event:

<Media Briefing>
When, Where:

<Date and Time> <Media Centre Location>

Why:
To update the media on the latest developments in the (name of incident)

Who:

. Spokesperson(s) Available:

Parking:
Media parking is available (name parking location). Access to the Media Centre
will only be granted through (name location) entrance.

Please

Note:

« To receive accreditation and the latest information please sign in when
arriving at the Media Centre
All media will be required to show identification when arriving on site
Staff in the Media Centre will be available to set up interviews
and facilitate information requests

For more information:
Please visit www.pelham.ca or,

call the Media Centre at (Xxx) XXX-XXXX

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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Niagara / f Region

Date: 00/00/0000

COMMUNITY EMERGENCY MANAGEMENT BACKGROUNDER

Sample Backgrounder

= The Regional Municipality of Niagara, Niagara Regional Police, and
the Town of Pelham maintain active Emergency Management Plans
to be ready in the event of a large-scale emergency, such as a
chemical spill, tornado, flash flood or severe winter storm.

= The purpose of these Emergency Management Programs is to protect
and preserve life and property during times of crisis by providing
efficient, co-ordinated emergency services and responsible decision-
making.

e The Regional Municipality of Niagara and the Town of Pelham
supports emergency preparedness through planning, training and
exercises.

e The Regional Municipality of Niagara, Niagara Regional Police, and
the Town of Pelham last exercised their plans on XXX.

Contact:

Niagara
Region Name,
Title Phone,
Email

Niagara Regional
Police Name, Title
Phone, Email

Town of
Pelham Name,
Title Phone,
Email

Town of Pelham | Crisis & Emergency Communication | Tool Kit
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5.2 Incident Command Post

The Incident Command Post (ICP) is the location from which the
Incident Commander directs the site response to the emergency.

5.3 Unified Command

Unified Command is an authority structure in which the role of Incident
Commander is shared by two or more individuals, each already having
authority in a different responding agency. Unified command should
only be considered when Single Command cannot be established.
Unified command is a command in which responding agencies and/or
jurisdictions with responsibility for the incident share incident
management. If Unified Command is needed, Incident Commanders
representing agencies or jurisdictions that share responsibility for the
incident manage the response from a single Incident Command Post.
Unified Command allows agencies with different legal, geographic, and
functional authorities and responsibilities to work together effectively
without affecting individual agency authority, responsibility, or
accountability. Under Unified Command, a single, coordinated Incident
Action Plan will direct all activities. The Incident Commanders will
supervise a single Command and General Staff organization and speak
with one voice.

6.0 Request for Assistance

It may be necessary to request assistance from neighbouring
municipalities, the Regional Government, the Provincial Government, the
Federal Government, and/or the private sector.

7.0 Incident Management System

The Incident Management System (IMS) is an international emergency
management system that provides the basic structure and functions
required to manage an emergency situation effectively. The use of IMS
permits emergency response organizations to work together to manage
multi-jurisdictional incidents. The benefits of the IMS are to improve
communication, streamline resources, enhance capacity and facilitate the
cooperation and coordination of operational activities between agencies.
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IMS has been adopted by the Office of the Fire Marshal and Emergency
Management as an operational framework for emergency management in
Ontario. Town of Pelham uses the IMS structure to respond and recover
from an emergency.

8.0 EOC Response Objectives

There is a list of standardized response objectives that apply to all
emergencies. They are:

1. Provide for safety and health of all responders and those affected by the
incident

Save lives

Treat the sick and injured

Protect health of those affected by the incident

Protect the continuity of government and critical infrastructure and services
Protect property and the environment

Prevent and/or reduce economic and social losses

NoOOhLN

9.0 EOC Guiding Principles
The Town of Pelham adopts the principles, concepts, and terminology of the

Incident Management System (IMS). The guiding principles for response and
recovery include, but are not limited to, the following:

9.1 Management Functions

The following are the primary IMS management functions:

Coordination and Command
Operations

Logistics

Planning
Finance/Administration

Public Information Management

__ Town of Pelham | Municipal Emergency Control Group | Operating Guidelines
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9.2 Management by Objectives

This principle draws a direct link between policies and actions.
Management by objectives calls for four basic steps:

Understand agency policy and direction;

Establish incident objectives;

Select appropriate strategy;

Determine and implement tactical direction, such as applying
tactics appropriate to the strategy, assigning the right
resources, and monitoring performance.

e G P =

9.3 Unity and Chain of Command

In IMS, "Unity of Command" means that every individual has a
designated supervisor. "Chain of Command" means that there is
an orderly line of authority within the organization. Both concepts
apply in the EOC.

9.4 EOC Action Plans

Every incident must have a written EOC Action Plans that
provides all incident supervisory personnel with direction for
future actions. EOC Action Plans shall include the measurable
objectives to be achieved.

9.5 Operational Periods

Actions are always prepared around a timeframe called an
"Operational Period." The length of an Operational Period, selected
by the EOC Director, will be based on the needs of the incident, and
thus can change over the course of an emergency.

9.6 Span of Control

Every position in the EOC must monitor the number of other
personnel reporting to him or her. Acceptable span of control may
vary from three to seven, and a ratio of one to five reporting
elements is recommended.

i T s L.
SESMCS SO —— |
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9.7 Common Terminology

The Town of Pelham adopts the IMS principle of using common
terminology in referring to organizational elements, position, titles,
resources, and facilities. In an emergency, the principles of IMS
should be used by all organizations involved in emergency
operations.

9.8 Information Management

Information Management is important for both internal and external
audiences. IMS requires that there should be processes to acquire,
analyze and disseminate information at all levels in a timely
manner.

e Internal information is needed in order to: maintain a common
operational picture and to formulate broad incident strategies
and EOC Action Plans

e Information for external audiences such as the public and media
may be needed to provide notification and instructions to
manage public reaction.

10.0 Incident Management System Functions

The first few hours of an emergency are the most critical. The crisis
aspect demands a clear understanding and acceptance by all involved
in the response organization at the onset.

The size of the IMS structure is scalable, and is normally determined by
the size of the emergency response and the complexity of the incident. In
a small-scale emergency or short-duration incident, one person may be
responsible for multiple functions. In complex, large-scale emergencies,
the IMS may be expanded to include several people supporting each
function. The scalability of the IMS allows for maintaining a span of
control such that a person in a leadership role has no more than seven
persons reporting directly to them.

—_ Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 9
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10.1 Emergency Management Committee

This group may make high level decisions concerning the
community's response and recovery and is responsible for
developing and reviewing the Town’s Emergency Management
Plan. The Emergency Management Committee does not have
responsibility for directing emergency management activities at
the site or in the EOC during an emergency.

Responsibilities of the Emergency Management Committee may include:
e Providing overall policy direction
e Preparation and annual review Emergency Management Plan and
making amendments to the Plan
e Reviewing incidents and recommending changes to procedures

10.2 EOC Functions

EOC Management Team

The EOC Management Team is responsible for the overall emergency
response and coordination, public information and media relations,
agency liaison and proper risk management procedures through the
joint efforts of local government agencies and private organizations.

The EOC Management Team positions include:
EOC Director

Health and Safety Officer

Liaison Officer

Information Officer

Operations Section Chief

Planning Section Chief

Logistics Section Chief

Finance and Administration Section Chief

EOC Dijrector

The EOC Director in the Emergency Operations Centre, has
responsibility for the Coordination and Command functions within an
EOC and the main task is to coordinate resources and information.
That person may elect to perform all activities, or delegate authority
to perform functions to other people in the organization. Delegation
does not, however, relieve the EOC Director from overall
responsibility. The Health and Safety Officer, Liaison Officer, and
Emergency Information Officer report to the EOC Director.

__ Town of Pelham | Municipal Emergency Control Group | Operating Guidelines
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Operations

Responsible for providing a communications link with the site and
coordinating all jurisdictional operations in support of emergency
response through implementation of the EOC Action Plan. At the
site, Operations Section organizes, coordinates and supervisors the
response elements of an incident such as personnel and equipment
and in the EOC takes on the response responsibilities and activities
such as coordinating communications and providing situational
awareness to and from the site.

The positions may include:

Police Branch Coordinator
Fire Branch Coordinator
EMS Branch Coordinator
Public Health Branch Coordinator
= Environmental Health
Emergency Social Services/Mental Health Branch Coordinator
Public Works Branch Coordinator
= Transportation
= Water/Wastewater
= Waste Management
o Utilities/Technical Specialists

Planning
Responsible for anticipating the long-range planning needs of the

EOC, collecting, evaluating, and displaying information,
developing the EOC Action Plan, contingency and long-term plans,
and situational status in coordination with other functions and
maintaining all EOC documentation.

The positions include:
e Situation Unit Coordinator
o GIS Unit Coordinator

=  GIS Analyst
Resource Unit Coordinator
Documentation Unit Coordinator
Advanced Planning Unit Coordinator
Demobilization Unit Coordinator
Recovery Unit Coordinator
Technical Specialists

[ — ]
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Logistics

Responsible for ensuring that the EOC is operational and arranges and
provides services and supports including personnel, facilities, IT services,
supplies, equipment, materials and other resources to an incident.

The positions include:

e Information Technology Branch
= Telecommunications Unit

= Computer Systems Unit
EOC Support Branch

Supply Unit

Personnel Unit

Transportation Unit

Finance/Administration

Responsible for all the financial activities and other administrative
aspects for the emergency including managing incident specific finance
and activities including payroll, vendor contracts and incident cost
tracking.

The positions include:

Time Unit Coordinator

Contract Admin Unit Coordinator
Compensation & Claims Unit Coordinator
Cost & Accounting Unit Coordinator\

nformati i
Responsible for developing and sharing messaging directly to the
public and through the media. Tracks media reports, including social
media feeds and shares information with the EOC Director.

10.3 Outside Agencies

Depending on the nature of the emergency, representatives from a
number of external agencies may participate in the EOC.

__ Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 12
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11.0 EOC Activation

The activation of the Emergency Operations Centre (EOC) will normally come
as a result of a request from the on-site Incident Commander of any first
responding agency. The purpose of the EOC is to provide support for the on-
site Incident Commander by obtaining resources, maintaining up-to-date
information, coordinating activities, and providing the public with
information. The EOC also coordinates related activities that are beyond the
scope of the on-site Incident Commander, such as large-scale media
relations and evacuations.

A declaration of emergency or provincial emergency is not required to
activate the EOC.

12.0 Activation Response Levels
This guideline recognizes two levels of EOC notifications.
12.1 Initial EOC Activation Notification

The EOC will be activated when an emergency arises that requires site
support and is of a larger scale or longer duration and may involve
evacuations, additional or unique resources, or extraordinary support
activities.

When the EOC is activated personnel will be alerted using the call-out

communications procedure. The alert will be initiated by the CEMC at
one of two alert levels as required by the specific incident.

The CEMC will initiate any alert by first contacting the Town CAQ,
providing a situation report and confirming the Alert Level as detailed
below.

Level One Activation

This level would be the primary activation level with the exception
of a catastrophic event which would then require a full activation
as identified below. As with all IMS models, this activation level is
scalable and additional resources can be brought in as the EOC
determines. It provides the team with key personnel and strong
connection with the site for communications.

__ Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 13
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Incident Management System Organization Chart : Level One
Pelham

Information
Technology
Branch Coordinator

L Computer Systerns

Unit Coordinator
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Eull Activation

In response to a large scale/catastrophic event, the following functions
within the EOC will need to be considered: (some personnel will need to
cover multiple functions)

Incident Management System Organization Chart : Full Activation
Pelham

Irformaton

SRR ‘
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12.2 Activation of Other EOC Functions

The EOC is staffed to a level that matches the needs and scale of the
incident. The size and composition of the EOC may vary according
to the requirements of the particular circumstances.

Once the initial EOC personnel arrive at the EOC they will be
responsible for identifying staffing needs and when required, they
will notify additional staff.

13.0 EOC Staffing Requirements

The EOC must be able to function on a 24/7 basis from activation until
demobilization, as required, to support the emergency response. The EOC
Director will ensure the appropriate staffing based upon an assessment of
the current and projected situation.

13.1 Staffing Levels

The IMS is a modular structure that can expand or contract to meet
specific needs of the emergency event. The responsibility of any
Officers, Units or Branches not activated in the initial notification
remains the responsibility of the EOC Director or the Section Chief
within that function area until the position is filled.

Staffing levels must be monitored continuously throughout the
activation to ensure all necessary response objectives and
priorities are met in a timely manner. If there is a shortage of
available staff certain functions can be combined.

Personnel that are not required should be released and return to
their regular work duties in order to maintain organizational
capacity of the day-to-day operations.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 16
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13.2 Shift Schedules

The EOC Director and Section Chiefs, in conjunction with the
Personnel Unit (Logistics) are responsible for ensuring that shift
schedules are established for the Units/Branches under their
direction. They are responsible to notify the persons which will
fulfill the next shift using the Notification List.

The Personnel Unit in Logistics should maintain a current staffing
schedule at all times.

13.3 Staffing Identification

An EOC organizational chart will be posted on the wall displaying the
names of the persons assigned to each activated function. Coloured
vests will be worn to identify the EOC Management Team and all
activated positions within the Sectors. Each station will be labeled
with the position assigned to it.

The Town of Pelham adopts the following colours for IMS function
identification within the EOC.

e Green - Coordination and Command (EOC Director)

Red - Operations

Blue - Planning

Yellow - Logistics

Grey - Finance and Administration

13.4 Shift Change (Transfer of Responsibilities)

When a staff member transfers their responsibilities to another, a
simple but formal transfer briefing will be required. Shifts should be
no longer than 8 - 12 hours and should overlap by approximately
15 minutes to prevent a staff position from being inadequately
relieved. A Shift change briefing should summarize the activities of
the past shift and identify “open” incidents or activities.

e ——
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13.5 Safety and Worker Care

All personnel in a leadership role must be aware of the activities of
the personnel operating within their span of control. They must be
aware of any potential hazards they may face and monitor their
work environment as well as their physical and emotional
condition. They must encourage staff to take regular rest and
meal breaks.

13.6 Health and Safety

In all cases of EOC activation, health and safety considerations
are paramount. Rules and regulations for occupational health and
safety are not suspended during an emergency or activation.

Among the duties of the EOC Health & Safety Officer is:

¢ Ensuring the work environment is safe from hazards, such as
tripping hazards and electrical faults.

« Ensuring the health of the EOC responding personnel is at an
acceptable level and maintained. This includes physical, mental
and emotional health.

¢ Ensuring that access and egress to the EOC facility are monitored
for health and safety concerns such as security of persons and
protection from external health issues.

e Ensuring that the environmental needs of the EOC responding
personnel are met, such as: temperature; air quality; noise levels;
personal hygiene, cleanliness and toilet facilities.

» Ensuring that critical incident stress resources are provided for
EOC personnel as required.

It is within all responders’ responsibilities to maintain a safe and
healthy workplace, however in the absence of a named Health &
Safety Officer the responsibility will fall to the EOC Director.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 18



Town of Pelham | Emergency Management Plan | Annex C

14.0 EOC Facility (Primary and Alternate)
14.1 Parking and Access
= Fi ion i il
If the Primary EOC is activated, parking is provided on site.

The EOC is located in Training Room and parking is available at the
rear of the building.

] EOC - Fir

The EOC is located in the Training Room and parking is available at the
west side of the building.

14.2 Security

Security for the EOC will be provided by either Niagara Regional
Police or contracted security services, as required, during the EOC
activation.

15.0 Arriving at EOC

15.1 Getting Started
When you first arrive at the EOC you will need to:

¢ Sign in upon arrival;
e Check in with either the EOC Director or your Section Chief;

Place your name on the Organization Chart;

Pull your position checklist;

Set-up your workstation;

Put on your vest;

Start your Position Log;

Participate in any facility/safety orientation as required.
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15.2 First EOC members arriving at the EOC

In the event the person designated as EOC Director is not the first
to arrive at the EOC, the most senior and most qualified person
should act as EOC Director until a more qualified person or EOC
Director arrives.

If set-up of the EOC is required, there are “Quick Set-up Guides”
available in both locations.

The same concept applies to any other key function on initial
activation. As the designated personnel arrive at the EOC, they
should be briefed immediately and responsibility for the function or
element transferred to the appropriate staff.

15.3 Initial Briefing/Orientation

All personnel arriving at the EOC should be provided with a
situational briefing by the assigned Section Chief, either individually
or in a group, if a number of personnel arrive at the same time.

16.0 Managing Information in EOC
16.1 Gathering Information

Information regarding the incident is received primarily through the
Operations Section from the Incident Commander at the site.
Agencies represented through the Operations Section may also
provide information collected from their personnel on site. While the
responsibility for gathering incident information rests with the
Operations Section, the Planning Section, the Liaison Officer and
Information Officer will often provide information from their external
sources as well.

In all cases, the information received must be verified. There are
times when critical, but unconfirmed information may be included in
a report for information purposes; however, it is essential that the
information be clearly identified as “unverified”.

P —————— |
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16.2 Analyzing Information

A key process in information management for the EOC is to
examine and analyze the incident information collected.
Confirming the accuracy of information is also important for the
purposes of advance planning and to build overall situational
awareness.

In the information analysis process, the following should be answered:

Has the information been verified?

What needs to be acted on?

Who is responsible for the action?

Who needs to be consulted?

Who needs to be informed?

When does the action need to be completed?
What information needs to be displayed?

16.3 Information Flow

Information coming to and from the EOC must be managed
carefully. IMS identifies four types of information:

Management directions must follow the lines of authority

established for the response organization.

Resource requests normally flow from site responders to the
Operations Section of the EOC. Resource requests that the
Operations Section cannot fulfill are forwarded by the EOC
Operations Section Chief to the EOC Logistics Section. If there are
resources needed from the Province the EOC Director forwards the
request to the PEOC through the EOC Liaison Officer.

General information may be exchanged among members of a
response organization, and IMS encourages lateral information flow

between functions. In addition, a function at one level may wish to
exchange information with a similar function one level above or
below them. Verifying general information is an important step
before taking action.
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Tools for Managing Information in the EOC

Information must be carefully documented and shared with the
appropriate EOC personnel and other stakeholders.

The following are tools for gathering, documenting and distributing
information in the EOC:

Information Displays
The Planning Section is responsible for maintaining and updating the

display boards. Information display boards ensure that everyone
who needs the information has access to it, while also providing
information at a glance and saving time and unnecessary
interruptions. A high priority must be placed on maintaining
information displays if they are to serve their intended purpose.

Forms
Completed samples of EOC forms are located in the forms section of the
binders.

Incident Reports
The Incident Report is used to record verbal reports from the site to

ensure critical information is captured. Incident Reports can be filled
out for new incidents or updates from previously reported incidents.

Status Reports

A Status Report is a tool commonly used in the EOC to collect
situational information from specific Units, Branches or Sections for
reporting purposes. The Planning Section may gather internal
information through the use of Status Reports submitted by the
EOC Management Team, as required. Section Chiefs may also
request Status Reports from Unit or Branch Coordinators in order to
prepare the Section Status Report.

The Liaison Officer may also use the Status Report as a format for
collecting information from outside agencies not responding in the
EOC.

Information provided in a Status Report is primarily used for
briefing purposes or in the action planning process.
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EOC Action Plans

EOC Action Plans outline the priorities/objectives of the EOC for a
specified period of time, as well as the specific tasks required to
meet those objectives.

The EOC Director is responsible for ensuring that effective action
planning occurs within the EOC. This is a consultative process in
which EOC Management Team members are responsible for
providing direct input into the process and ensuring any objectives
assigned to their function are completed within the operational
period.

Based on EOC Management Team input, the Planning Section is
responsible for writing the EOC Action Plan for the EOC Director’s
approval.

Position 1

A Position Log is a legal and administrative document that must be
maintained for all activated functions within the EOC. It is used to
effectively track and manage key functional decisions, actions,
requests, activities and inquires. It helps brief incoming personnel at
shift change and provides permanent and legal records of
actions/activities undertaken.

Guidelines for Position Logs

o Enter all significant decisions, actions, requests, activities, inquires,
schedule/shift changes - keep entries concise for easy review.

¢ Position logs remain with the function at all times.

* Be sure to indicate beside an entry when further action or follow-up
is required.

¢ Entries should be factual - do not record personal opinions or views

o If more than one person is making entries in the position log, each
entry should be initialed.

e All pages are numbered and should not be removed from the log for
any reason.

e Make corrections by crossing out the incorrect information with a
single line - never use white-out/corrective tape or remove/recopy
a page.

e Position logs are to be reviewed by incoming personnel at the start
of all shifts, prior to the departure of the outgoing personnel.

e Submit Positions Logs to the Documentation Unit in the Planning
Section upon demobilization of the function.
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Resource Request Form
Resource Request Forms are used for acquisition of resources

required to perform necessary tasks in the EOC or at the incident
site. They provide detailed information on the requested resources.

17.0 Documentation

It is extremely important to accurately document actions taken during
emergencies. All EOC activities require some form of documentation and
record keeping. There must be a documented record of all policy and
EOC decisions and directions. Resource requests must also be logged
and tracked to ensure the response provided is recorded. This will assist
in tracking and monitoring the effectiveness of the response and of the
EOC Action Plans. Documentation is also important for tracking
expenditures for cost accounting and for requesting provincial and
federal assistance.

General considerations when completing EOC paper work should include:

Print or type all entries;

Enter dates by year/month/day format;

Use the 24-hour clock;

Enter name, position, date and time on all forms;

Fill in all blanks; use N/A (not applicable) as appropriate; and
Copies of all important documents and forms (including individual
Position Logs) should be forwarded to Planning Section’s
Documentation Unit for safekeeping and archiving.

17.1 Guidelines for Hand Written Forms

When completing forms by hand always remember to print with
ink, fill in all blanks and enter date/time and name/position on all
documents. Time should be recorded using the 24 hour clock.

17.2 Filing Forms/Paperwork

Paperwork within the section needs to be organized and filed in
ways that best meet the needs of the section/function. Filing may
occur by date/operational period and/or “type”. File folders are
available to effectively file and manage paperwork.

|

I ]
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When documentation is no longer required for immediate
operational needs, originals should be forwarded to the
Documentation Unit in the Planning Section who is responsible for
maintaining the official files for the event. Working copies may be
maintained within the section as necessary and original invoices
should be forwarded as per regular accounts payable processes.

17.3 Guidelines for filing forms and documentation on the server

All forms and positions logs need to be saved in PDF form and saved
in the appropriate file folder on the server.

18.0 Communication Links

Communication links must be established by Operations Branches and
maintained by each agency representative on site and DOC counterparts.

19.0 Resource Requests

Within the EOC, there are two primary avenues for resource request;
internal requests from EOC functions and external requests from the
site(s).

19.1 Section/Function Resource Requests

When any function in the EOC has a need for equipment, supplies or
personnel to effectively and efficiently carry out their
responsibilities, a Resource Request Form is completed and
forwarded to the Logistics Section for acquisition.

19.2 Incident Site Resource Request
When resources are needed at the site level the site will forward the
request to the EOC through the Operations Section.

Operations Section able to fill request

If the requested resource is readily available from one of the
Branches in the Operations Section, or through existing agreements,
it is deployed to the site by Operations and tracked in coordination
with Planning.
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Operations Section not able to fill reg' uest
If the Operations Section is unable to fill the request, a Resource

Request Form is completed and forwarded to the Logistics Section
for acquisition.

19.3 Resource Tracking

Resource requests tracking responsibility is shared by both the
Operations and Logistics Sections while tracking of deployed
resources is coordinated by the Operations and Planning Sections.
The information for tracking resources will be displayed by the
Planning Section on the display boards.

20.0 Daily Time Reports

For each EOC shift, the EOC Management Team will complete a Daily
Time Report for all personnel under their Section and give it to the Time
Unit in the Finance and Administration Section.

Each Operations Branch Coordinator will complete a Daily Time Report
capturing all their personnel assigned to the incident/emergency for each
EOC shift and give it to the Time Unit in Finance and Administration
Section.

21.0 Demobilization

Demobilization planning is the responsibility of the Demobilization Unit in
the Planning Section, but all personnel will play a role in demobilization
when the plan starts to be implemented.

As part of the overall demobilization plan, all personnel have responsibility
around their exit/departure from the EOC. Participation in an exit
interview, attending operational debriefings, contribution to the After
Action Report, and participation at any post-operational reviews may be
necessary.

The EOC Director must authorize any demobilization measures. However,
each Section Chief, with support from the Demobilization Unit and the
Logistics Section, is responsible for implementing the demobilization and
staff/service reduction measures applicable to their section.
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As functions are no longer required at the EOC, their individual
responsibilities are passed “upwards” to their immediate supervisor.

There are three primary aspects of demobilization to include in the plans:

o Individual - requires a standard process to ensure all personnel have
returned any borrowed or bought items/equipment; completed
required paperwork (e.g. time sheets); received an exit
interview/debriefing and sign out of the EOC.

o Function - ensures all EOC Action Plan items for the specific function
and any actions identified in the position log have either been
completed or reassigned; all resources under the control of the
function are accounted for; the Position Log is closed and all
documentation is forwarded to Planning (Documentation Unit).

o Facility - final deactivation requires confirmation that all functions
have completed the appropriate demobilization procedures;
documentation is complete; all resources and personnel have been
accounted for and any outstanding actions or issues have been
clearly communicated and passed on to the EOC Director to the next
appropriate level of authority in the organizational structure.

21.1 Post-Demobilization Activities

Following demobilization of the EOC, there are still a number of
actions required before the EOC response is considered complete.
EOC Director is responsible for ensuring the required activities are
completed.

Activities most commonly include:

Processing invoices for emergency expenses.

Collecting, organizing and submitting data for cost recovery purposes

Processing time sheets for EOC personnel.

Following up with EOC personnel if critical incident stress was a factor.

Gathering, analyzing and summarizing post-operational

feedback from EOC personnel.

¢ Conducting a post-operational review/debriefing with key EOC
personnel and assisting/supporting agencies to identify and
document “lessons learned” with a view to improving
operational effectiveness in the future.

e Preparing an After Action Report to summarize key actions and
outcomes of the EOC activation.
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22.0 Incident Debriefing

Incident debriefing is a critical, yet often underplayed component of an
EOC operation. In short, the debrief is a chance for all parties to collect,
collate and clarify their experiences during the emergency, especially as it
pertains to actions, decisions and adherence to established plans. What
worked well? What needs modifications? Were there any gaps or missing
pieces?

Amassing this information from the experts during the response assists
both the planners and responders in formulating better plans by making
use of “lessons learned”.

Any kind of debriefing task is a constructive exercise. These sessions are
not inquiries, nor are they personal fault finding expeditions. There are
certain rules of conduct necessary in order to get the best information
tabled for future planning:

e All persons are assumed to have responded in the best interests of
their respective agencies and for the betterment of the
community;

¢ No persons, their judgments or decisions during the emergency
should be called into question during these sessions;

« Debriefing is about determining how well (or poorly) the plan worked.
Responders want to know what worked well and what needs
improvement.

An incident debrief encompasses as many of the actual responders as
possible. The scope of this debrief is the entire response, from top to
bottom.

There are various possible models for a debriefing. They can vary from
loose and voluntary to very structured and mandatory, where one will be
called upon and expected to make a statement. As well, a session can
go round table in whatever seating order developed upon entry, or from
department to department, or response chain to response chain. The
organization’s usual work environment may be an indicator of how best
to conduct the session.
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Niagara //Region

Date: 00/00/0000

COMMUNITY EMERGENCY MANAGEMENT BACKGROUNDER

Sample Backgrounder

= The Regional Municipality of Niagara, Niagara Regional Police, and
the Town of Pelham maintain active Emergency Management Plans
to be ready in the event of a large-scale emergency, such as a
chemical spill, tornado, flash flood or severe winter storm.

= The purpose of these Emergency Management Programs is to protect
and preserve life and property during times of crisis by providing
efficient, co-ordinated emergency services and responsible decision-
making.

* The Regional Municipality of Niagara and the Town of Pelham
supports emergency preparedness through planning, training and
exercises.

e The Regional Municipality of Niagara, Niagara Regional Police, and
the Town of Pelham last exercised their plans on XXX.

Contact:

Niagara
Region Name,
Title Phone,
Email

Niagara Regional
Police Name, Title
Phone, Email

Town of
Pelham Name,
Title Phone,
Email
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MEDIA ADVISORY

Pelham, ON - DATE, TIME
For Immediate

Release
RE> SAMPLE MEDIA ADVISORY TEMPLATE - LEVEL III CRISIS
<Incident>
Event:

<Media Briefing>
When, Where:

<Date and Time> <Media Centre Location>

Why:
To update the media on the latest developments in the (name of incident)

Who:

. Spokesperson(s) Available:

Parking:
Media parking is available (name parking iocation). Access to the Media Centre
will only be granted through (name location) entrance.

Please

Note:

* To receive accreditation and the latest information please sign in when
arriving at the Media Centre

¢ All media will be required to show identification when arriving on site
Staff in the Media Centre will be available to set up interviews
and facilitate information requests

For more information:
Please visit www.pelham.ca or,
call the Media Centre at (xxx) xxx-Xxxx
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For Immediate MEDIA RELEASE

Release

(TITLE) SAMPLE TEXT - LEVEL II - EMERGENCY RELEASE

Pelham, ON, DATE- At (time) today, the Town of Pelham Response Team responded
to a (what happened) at (where did it happen -- the ‘why’ isn’t always possible at the
onset of a crisis). Only (who has been impacted) by may have been affected by this
incident -- everyone else on in the community remains completely safe (only if this is
the case).

The Town'’s trained emergency response crews are currently responding to the situation
and dealing with the priorities of the incident. An evaluation of the situation is
underway and specific details will be released as they are confirmed for release. The
Town of Pelham’s first concern is for public safety and the safety of emergency
response staff. We are working with other response agencies (list them specifically) to
manage the situation and minimize the impact it has on our community as a whole.

The Town of Pelham will release new information to all interested parties as soon as it

becomes available. Ongoing public information about the situation will be posted on our

web site at www.forterie.ca and information lines have been established as follows:
Public: 211 xxx-xxx-xxxx Media: XXX-XXX-XXXX

“An incident like todays affects every member of our community and beyond,” said
(name and title of spokesperson). "On behalf of the Town of Pelham, I want to express
the sincere concern we're all feeling for what has happened in our community today.
The Town is taking this incident very seriously. Pelham has an effective emergency
response system in place, and well-trained staff who will continue to work closely with
external agencies to minimize the impact of this incident. Please be assured that
everything possible is being done to manage this crisis.”

The Town of Pelham is currently setting up a Media Centre where briefings will be held.
The logistics around this centre (include the media‘s access to centre and parking) will
be issued within the next (time line). We ask for your understanding during this time.
We are doing everything we can to ensure information is released as soon as it
becomes available. Right now we request your help to ask the public to:

« Avoid the (location) so emergency responders can effectively perform their duties

- Stay tuned to the media or call the above information number(s) for further

information
+ NOT to call 911unless it's a life threatening emergency
» Remain calm

For more information go to our web site at www.pelham.ca or contact the 211
at: XXX- XXX-XXXX

-30-
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While there may be overlap in the comments received to various
questions, the following main areas should be addressed:

What worked well?

What needs improvement?

What gaps or missing pieces exist in the plan or response?

What concerns, issues or considerations exist for future response?

23.0 After Action Report

The EOC Director is responsible for ensuring that an After Action Report
is prepared by Liaison on all aspects of the emergencies under the EOC
control. The information collected from various debriefs should be
complied into the After Action Report, which further outlines the
processes for implementing recommendations that have been identified
and accepted.
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Operating Guidelines

Section 2: Management
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EOC Management Team Standard Operating
Guidelines

1.0 EOC Management Team Overview

The primary responsibility of the Emergency Operations Centre Management
Team is overall management and coordination of site support activities. It is
the responsibility of the Management Section to ensure that response
priorities are established, and that planning and response activities are
coordinated, both within the EOC (i.e. between sections) and between sites
and other EOCs.

2.0 EOCResponse Goals

There is a list of standardized response goals that apply to all emergencies.
In order of priority, they are:

1. Provide for safety and health of all responders and those affected by the
incident

Save lives

Treat the sick and injured

Protect health of those affected by the incident

Protect the continuity of government and critical infrastructure and services
Protect property and the environment

Prevent and/or reduce economic and social losses

NO oA WN

3.0 Organizational Structure and Reporting Line

The EOC Management Team is comprised of an EOC Director, Liaison Officer,
Information Officer, Health and Safety Officer and Section Chiefs. They
ensure there are appropriate EOC staffing levels throughout the emergency.

Each member of the EOC Management Team is responsible for ensuring that
all necessary elements under their area or section are addressed.

4.0 Roles and Responsibilities

See checklists for more detail.
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41 EOC Director

The EOC Director has overall authority and responsibility for the
activities of the EOC, and for ensuring organizational effectiveness. In
conjunction with the EOC Management Team the Director sets out
priorities and objectives for each operational period and ensures they
are carried out.

The EOC Director is also responsible for direct supervision of the EOC
Management Team.

4.2 Health and Safety Officer

Risk Management is the legal component of the EOC and is responsible
for identifying liability and loss exposures to the Corporation, personnel

and property.

Health & Safety is responsible for monitoring, assessing and
recommending modifications to safety conditions and halting unsafe
operations in the EOC. In addition, they follow up on the reporting and
claims procedures followed by the Workplace Safety and Insurance
Board - Ontario. All employees engaged in response or recovery work
are required to report workplace injuries to their specific supervisor and
ultimately to the EOC.

4.3 Liaison Officer

The Liaison Officer is responsible for inviting required or requested
agencies to the EOC, as identified by the EOC Director and EOC
Management Team, and for maintaining contact with external agencies
and other EOCs.

During the EOC activation various external agencies or organizations
may be working with the EOC. They are described as either assisting
agencies or cooperating agencies.
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Assisting Agencies are those external agencies or organizations that are
directly providing operational/tactical resources at the site(s) or EOC.
They will have a Branch Coordinator sitting in the EOC under the
Operations Section. Representatives from Assisting Agencies or
organizations should have the authority to make decisions and
commitments on all relevant matters for their agency or organization.

Cooperating Agencies
Cooperating Agencies are those external agencies that support the

incident or supply assistance that is not directly operational or tactical in
nature. Their role is usually not critical enough to have a Branch
Coordinator in the EOC. The Liaison Officer will be the Cooperating
Agencies or organization primary contact within the EOC.

44 Information Officer

The Information Officer is responsible for establishing and maintaining
media contacts; preparing new releases; coordinating interviews, news
conferences, or media briefings; developing public information
materials; providing messaging for use by 211 and EOC staff;
establishing communications strategies for internal and external
purposes; and liaising and coordinating messages with other
Information Officers.

The Information Officer position ensures that current information is
being shared in an expedient manner via various social media outlets
and web updates.

45 Operations Section Chief

The Operations Section maintains direct contact with the site(s) and
coordinates the overall site support response, in conjunction with other
agencies and/or departments. Operations Section is also responsible for
gathering current situation information from the site and sharing it with
the Planning Section and the EOC Management Team, as appropriate;
coordinating resources request from the site level; and directing
deployment of all EOC issued resources to the Incident Commander(s).
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4.6 Planning Section Chief

The Planning Section collects, processes, evaluates and displays
situation information; develops EOC Actions Plans and Situation Reports
in coordination with other functions; tracks status of EOC issued
resources; maintains all EOC documentation; obtains technical experts
for the EOC, as required; plans for EOC demobilization; and facilitates
the recovery phase.

4.7 Logistic Section Chief

The Logistics Section provides/acquires requested resources including
personnel, facilities, equipment and supplies; arranging access to
technological and telecommunications resources and support; and
providing other support services such as arranging for food, lodging and
transportation.

4.8 Finance and Administration Section Chief

The Finance and Administration Section monitors the expenditure
process and response and recovery costs. In addition, is responsible for
coordinating claims and compensation; contracts and procurement
agreements; timekeeping; and cost estimates and analysis.

5.0 Operational Period

An operational period is a length of time set by the EOC Management Team
to achieve a given set of EOC Action Plan objectives. The length of the
operational period may vary and is determined largely by the dynamic of the
emergency event.

5.1 Action Planning Process
To ensure a comprehensive action planning process, five primary steps
should be followed:

Step 1: Understand the current situation - build situational
awareness

Gather the most recent situation information available by reviewing
Status Reports and consulting with members of the EOC Management
Team.

e e e e e T ———— S ——————————— |
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Step 2: Identify objectives/priorities for the next operational
period

Action planning begins by setting an overall goal which relates
directly to the objectives and tasks and following the standard
response goals list.

Objectives

An objective is a relatively precise and tangible statement that can be
measured or validated and relates directly to the standard response
goals. Objectives describe the intended end results or outcomes and
are commonly stated as “what” must be done. These objectives refer to
the priorities for the EOC.

Yasks/Action Items

Tasks or action items are the specific activities that need to be
undertaken in order to achieve a stated objective. Each action item is
assigned to a specific EOC Management Team function to complete.
Tasks/action items are “how"” the objective will be met.

Example
3 Evacuation for Impacted area
Confirm the evacuation area with the Incident Commander Ops
| Support Police with evacuation notification i.e door-to-door @ Ops, Log
x @
= [ Identify any special population within the evacuation area '§ Plan
-
2 Identify the larger evacuation area due to the potential explosion % Plan
& | and determine the number of potential evacuees x
Develop a media release to advise the impacted population in the 10
area of concern
4 ' Establish alternate traffic routes
@ Identify alternate routes for commuters Plan
B3 2
E Place the signage for the identified routes g Ops
= Q
ﬁ Develop a media release to advise commuter of the alternate §g‘ 10
& | routes to take o

Step 3: Develop an EOC Action Plan for the next operational
period

Planning Section prepares a written EOC Action Plan that should clearly
state the objectives to be met during the next operational period,
identify specific tasks/actions to be performed and assign each task to a
specific function.
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Step 4: Obtain approval and distribute the EOC Action Plan

The EOC Director is responsible for approving the EOC Action
Plan for each operational period. This is done in consultation with the
EOC Management Team to ensure accuracy of the current situation
information.

The EOC Action Plan is distributed to the EOC Management Team
and EOC personnel are advised of the required actions. EOC
priorities or objectives for the current and next operational period will
be posted in the EOC. The original copy of the EOC Action Plan is to be
forwarded to the Planning Section Documentation Unit as part of the
EOC records.

Step 5: Implement the Action Plan and monitor progress

Once approved and distributed, the EOC Management Team will
assume responsibility and oversee the implementation of their
respective assigned tasks/action items. The Planning Section Chief, in
support of the EOC Management Team will ensure that regular progress
assessments of the EOC Action Plan are carried out. The status of
these assessments should be brought to the attention of the EOC
Director and EOC Management Team.

6.0 Management Team Meetings

EOC Management Team meetings are critical to the effective management
of the EOC and should be conducted at least once during the operational
period. EOC Management Team meetings are the responsibility of the EOC
Director. These meetings provide EOC personnel with the information they may
need to function effectively and efficiently. Information shared at the meeting,
can help to clarify and validate situations so that appropriate decisions can be
made.

All EOC Management Team members are expected to attend and may be
asked to present the Status Report and resource priorities for their area of
responsibility. Participants should stay focused on new information and updates
and avoid repeating information that has not changed since the previous
meeting or information that has been reported by others during the meeting.

There is a generic EOC Management Team agenda and the Planning Chief
is responsible to make changes as needed. When approved by the EOC
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Director, the agenda is distributed to the EOC Management Team members in
advance of the meeting to allow all participants the opportunity to prepare.

In the initial stages of the EOC activation, EOC Management Team
meetings should be held as frequently as required to support response
operations. The frequency of meetings normally decreases over time, as
extended operations continue and they should be kept to a minimum.

The following are guidelines for conducting a briefing/meeting:

e Clearly state purpose of meeting — provide an agenda wherever
possible;
Set a time limit;
Start and end on schedule;

o Advise participants of any information they should bring to the
meeting;

e Designate a scribe to take minutes and record attendance;

* Summarize decisions made; action items and responsible parties; or
other outcomes.

7.0 Decision-Making

All decisions made in the EOC require accurate and timely information as well
as input and consultation from relevant staff members and agencies.

The EOC Director is ultimately responsible for making decisions on behalf of
the EOC. They do this in consultation with the EOC Management Team and
Incident Commander.

The EOC Director must carefully assess, evaluate, and prioritize issues
requiring decision or approval. Once the decision is made, it must be
documented on the EOC Event Board and personnel log, assigned to
applicable functions/positions for implementation and communicated to all
appropriate EOC staff.

Operational decisions are those made by emergency responders to deal with
the immediate incident at hand, and need not necessarily be of an urgent
nature. The EOC Director is responsible for operational decisions once the
EOC has been activated and until it is terminated.
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8.0 Risk Management

Risk management is the process of planning and implementing decisions that
will minimize the adverse effects of losses to the organization.

The Town of Pelham applies the principles of risk management in emergency
response and recovery. The EOC shall incorporate risk management in the
development of all EOC Action Plans.

The EOC Director shall ensure that good risk management practices are
applied in all incidents throughout the response and recovery organizations,
and that every function contributes to the management of risks.

9.0 Information Management

An effective information management process facilitates the making of
effective, consistent and timely incident management decisions. Without an
effective process for managing information, most, if not all of the other
critical components that ensure the operability and effectiveness of the IMS
may be inadequate. Everyone within the IMS structure is involved in the
information management process. It is important to understand and support
the information management process that is put in place for each incident.

Information management process is continuous and drives the planning cycle,
so there is always planning for the next operational period. It is also critically
important to maintain the process for the current period as well. Information
management during the current operational period is part of the evaluation
process to determine the appropriateness and effectiveness of the EOC Action
Plan.

9.1 Internal Information Management

Internal information management is a process for the collection, collation,
evaluation and dissemination of information within the incident/emergency.
The main purposes of internal information management are to have a
common operating picture, and to ensure information accessibility.

The collection, collation, evaluation and dissemination of information about

the development of an incident/emergency and the status of resources, are
primary the responsibilities of the Planning Section. It will generally act as a
“clearing house” for information.
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Four important component processes of the information management process
are:

9.1.1 Collecting of Information

Information may be collected as a result of sources freely providing
information to the internal process, as well as based on pre-established
procedures, or requests for information. Sources of information may
include the following:

1. The general public, including those affected as well as those who
are not
2. Surveillance mechanisms and arrangements by responders
a. Pre-established human or electronic arrangements
b. As observed by deployed responders
3. Databases - information on lessons learned, nature and
characteristics of previous incidents/emergencies etc.
4. Assisting and/or cooperating agencies

9.1.2 Collation of Information

The collected information should be organized and kept in a manner
that facilitates access, retrieval, comparison and analysis. The medium
may be electronic and/or paper. Collation of information should be done
keeping in mind both the immediate and long-term information needs.

9.1.3 Evaluation of Information
Information should be evaluated on a timely manner. This should
include:

Verifying the source

Verifying the credibility of the information

Comparing the information with known expectations and trends
Making judgment as to the usefulness of the information

There are occasions when information gets used without the
benefit of evaluation. However, it is recommended that
information be evaluated before utilizing in the response effort.

9.1.4 Dissemination of Information

The dissemination of the information should be done in a timely,
structured and appropriate manner. The information should be
disseminated in a manner that is useful to the receiver of that
information.
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9.2 A common operating picture

A common operating picture requires the continuous coordination of the
process for collecting, collating, evaluating and disseminating
information, resulting in:

o A common and shared understating of the status of the incident
(past, current and likely evolution)

e A common and shared understanding of the status of resources
(current and future)

e« A common and shared understanding of the plan of action
concerning the existing incident (past achievement, current and
future goals and objectives)

9.3 Information accessibility

Information accessibility requires interoperability and standardization,
as well as wide knowledge of the access process among responders.
Ensuring information accessibility requires a system where in
information can both be fed to and/or pulled from by responders/users.

9.4 Credibility

Information used in incident/emergency management should be
credible. Identification and authentication of both the source and the
information promote credibility. Individuals and organizations that have
access and contribute emergency information should be willing to and
able to be identified and authenticated.

Verifying the credibility of the information and its source should not be

burdensome, but the process should nevertheless be robust enough to
maintain confidence.

10.0 External Emergency Information Management

Emergency Information (EI) refers to information about an
emergency, which is communicated broadly to the public, media and other
partners and stakeholders. It is disseminated primary in anticipation of,
during and immediately after an emergency. In addition to providing
situational information, it is also frequently provides directive actions
required to be taken by the public.
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During incidents, the demand for emergency information is often
overwhelming. Consistent and timely public messaging of
emergency information, alerts and warnings must be disseminated
using the most efficient and effective means.

Emergency Information Management involves establishing a
process for gathering, verifying, coordinating and disseminating
emergency information.

Information sources include:

e Field observers reporting what they are observing and
hearing from news media and the public

¢ The EOC Management Team regarding the progress of the
response effort and others within the incident management
structure

e 211 provides a valuable source regarding the concerns of the
public and any rumours that may be surfacing

¢ Media monitoring to assess the accuracy and content of
reports to help identify trends and breaking issues

Information may be verified by comparing notes with neighbouring
jurisdictions. Subject matter experts, whether deployed or not, may also
be consulted to assist in verifying information. Comparing what is
reported in the media with reports from observers in the field is yet
another avenue to verify information.

Coordination includes establishing key messages with appropriate
timelines and prioritization. Since there may be several organizations and
levels of jurisdictions involved in disseminating emergency information,
every effort should be made to coordinate the release of consistent
emergency information to the public and to provide a unified
management of emergency information.

Dissemination should utilize multiple methods, backed up by media
monitoring to ensure that messages were reported accurately and were
understood.
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Dissemination should include:

e Writing and issuing news releases and arranging media briefings, as required

¢ Posting emergency information in the public domain (internet,
print and electronic media)

¢ Answering media inquiries

¢« Answering public inquires through 211

¢ Monitoring media and correcting inaccuracies in disseminated emergency
information

o Social media platforms - ie/ twitter and facebook

Emergency Information Officer Support Staff
The scale and complexity of an incident or emergency and the amount

of media attention, may warrant the assigning of staff to assist the
Information Officer.

Some positions to assist/support the Information Officer could include:

¢ Emergency Information Centre Coordinator: Provides for IT support,
equipment set-up, security for the EIC, parking coordination and
building maintenance.

e 211 Contact Centre Coordinator: Oversees the answering of phone
lines designated for public inquiries and gives only information
approved by the EIO should be communicated. 211 Contact Centre
Coordinator should always be in close communication with the EIO.

« Maedia Call-taker: Answers phone lines designated for public inquiries.
When receiving calls from the media, call-takers generally take
messages for the EIO who then returns the calls.

e News/social media monitor: Monitors media coverage of the
emergency. Records/clips stories, and reports rumors and
misinformation to the EIO.

e Clerical/Administration: Provides administrative support (such as
word processing, faxing, photocopying).

¢ Media Site Coordinator:

Crisis Communications Plan

‘The Crisis Communications Plan assists in the management of emergency
information to the media and the public during and after an emergency.
There are templates such as news releases and fact sheets in the
Emergency Information Plan that assist the Emergency Information
Officer in responding to the media and public inquiries.
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E ncy Infor i roval

Prior to issuing any emergency information, the Information Officer must
get approval from the EOC Director.

Emergency Information Tools

A variety of emergency information tools can be used to disseminate
information to the media and public. These tools and the policies governing
their use are outlined in the Pelham Crisis and Emergency Communication
Plan. Media Advisory — Brief message or announcement, such as the time
and location of an upcoming news conference.

e News Release - Key information about the incident or emergency.
Usually not more than several paragraphs long. Can contain key
messages and quotes related to actions being taken or information
for the public.

o Fact Sheet - Pre-written detailed information provided about
the community’s emergency management program, the history of
emergency events in the area, etc. Can also include key statistics
related to the incident or community and may include community
demographics, weather data, emergency services response
statistics, etc.

o Website & Social Media - Means to update a large portion of the
public in a minimal amount of time. The web site can provide
extensive background information.

e Public Inquiry Line - Provides members of the public with a phone
number to call in order to get more information.

¢ Public Information Briefing — Provides information and instructions
primarily to deal with those who turn up (curious onlookers or
volunteers) at or near an incident site.

e Media scrum - Informal briefing provided to the media by a key
spokesperson. They typically occur early in the incident.

¢ News Conference — Formal and moderated meeting between key
officials/spokespersons and the media.

¢ Special Information Session — Addresses the needs of those affected
by the incident, such as relatives and friends of those deceased or
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missing or those who have lost property. For large events, it may
be advantageous to establish a Family Assistance Centre where
people can be offered basic amenities, information, and the
opportunity to speak to crisis intervention team members.

Media Briefi _
Scheduled news conferences are conducted at the Emergency Information
Centre (or the Joint EIC) to brief the media and the public on the most
current and accurate facts. The EIO and staff organize news conferences,
and other media events as applicable.

For the primary EOC, Council Chambers will be used for media briefing
and for the Alternate EOC is the Kinsmen Room at the Meridian
Community Centre.

An information cycle should be established to set up a schedule of
media products and events. The information cycle should be publicized
both internally and externally.

Media Tours

When an incident or emergency is focused on a physical location, such
as a building that has collapsed or a river that has flooded, the media
will likely desire access to that site. Media vehicles may begin to arrive
at the site before an incident management structure has been fully
established. In order to protect the media and control the site, there
are procedures established for controlling access to incident sites and
facilities. Once their safety can be assured, the EIO can coordinate
media visits to the incident site.

Before conducting such visits, media members should be briefed on rules
for the tour. In many cases, this will include a scheduled time to interview
key officials. Where access is limited, those responsible for emergency
information may wish to request that a media pool be established. A
media pool is a representative sample of media personnel who collect
information and visuals for distribution to the other media personnel.
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m n for i r
Emergency information related to routine or non-complex incidents can
generally be handled from an incident site and an EOC. However, large-
scale and/or complex incidents and emergencies may necessitate
establishing an EIC. The EIC is the location from which emergency
information efforts are carried out, generally under the direction of the
Emergency Information Officer (EIO).

When an incident is not focused at a specific site or sites, or when access
cannot be permitted for reasons of safety, it is especially important that
an EIC be established as soon as possible in order to provide the media
with a central point where regular briefings can be held and interviews
given.

Activities commonly carried out in an EIC include media check-in and
credentialing, media inquiry, news conferences and briefings, media
monitoring, the drafting of products for release to the media and the
public, the arranging of site and facility tours and the administration of
the emergency information function.

An EIC requires appropriate staff and equipment to support its level of
activities. Staff typically includes Emergency Information Centre
Coordinator and other support staff as required.

» Media Registration: Welcomes and registers media personnel,
provides written background information (often contained in a
prepared media package) and answers logistical questions for the
Emergency Information Centre.

Equipment would generally include furniture (chairs, tables, podium,
etc.), electrical power support, maps and contact lists, and electronic
equipment (microphone, computer, phones, fax machines, radios,
televisions, etc.). It is advisable that there should be sufficient space for
briefings and staff functions to be carried out.
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int Emergency Information Centr int EI
Where two or more municipalities/organizations are involved, they may
jointly set up the EIC. A jointly established EIC offers an environment
where the incident EIO and all EIOs representing the other
municipalities/organizations work collectively to arrive at common key EI
messages, resulting in common messaging being disseminated. This joint
facility may be referred to as a Joint Emergency Information Centre (Joint
EIC).

Some advantages of a Joint EIC include:

A central working facility to make coordination easier
Access to pooled resources

The opportunity to allocate and focus on areas of expertise
Greater consistency in messaging
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Operating Guidelines

Section 3: Policy
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EOC Policy Group Standard Operating Guidelines

1.0 EOC Policy Group Overview

The primary responsibility of the Emergency Operations Centre Policy
Group is to support the EOC activities. The Policy Director works in
association with the EOC Director. The Policy Director may be the official
spokesperson for the Town and is also responsible for the Declaration and
Termination of an Emergency as advises by the EOC.

2.0 EOC Response Goals

There is a list of standardized response goals that apply to all
emergencies. In order of priority, they are:

—-—

. Provide for safety and health of all responders and those affected
by the incident

Save lives

Treat the sick and injured

Protect health of those affected by the incident

Ensure continuity of government and critical infrastructure and
services

Protect property and environment

Prevent and or/reduce economic and social losses

Ne RmR

3.0 Organizational Structure and Reporting Line
The EOC Policy Group is comprised of a Policy Director (Mayor or

designate) and the Emergency Management Control Group.

The Policy Director is responsible for updating the Policy Group on the
actions of the EOC.

4.0 Roles and Responsibilities

See the roles and responsibilities checklists for additional detail.
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4.1 Policy Director
The Policy Director works in association with the EOC Director.

The Policy Director works closely with the EOC Director and
Information Officer to emergency declaration and termination
forms.

The EOC Director is also responsible to liaise with the Policy Group.

4.2 Policy Group

The Policy Group is responsible to support the
EOC in the provision of policy or by- law
changes/amendments as required to respond
to the event.

In addition, the Policy Group supports the public information activities by
providing the approved information releases to constituents during an
incident.

e —————————— ]
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Operating Guidelines

Section 4: Operations
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Emergency Operation Centre Operations Section
Standard Operating Guidelines

1.0 Operations Section Overview
The Operations Section maintains direct contact with the site(s) and

coordinates the overall site support response, in conjunction with other
agencies and/or departments. Operations Section is also responsible for
gathering current situation information from the site and sharing it with the
Planning Section and other EOC Management Team Personnel, as
appropriate; coordinating resources request from the site level; and
directing deployment of all EOC issued resources to the Incident
Commander(s).They are responsible for coordinating all jurisdictional
operations in support of the emergency response through implementation
of the EOC Action Plan.

2.0 EOC Response Goals
There is a list of standardized response goals that apply to all

emergencies. In order of priority, they are:

8. Provide for safety and health of all responders and those affected by the

incident
9. Save lives
10.Treat the sick and injured
11. Protect health of those affected by the incident
12. Ensure continuity of government and critical infrastructure and services
13.Protect property and environment
14.Prevent and or/reduce economic and social losses

3.0 Organizational Structure and Reporting Line
Information will come into the EOC Operations Section from various

sources. It may come direct from one of the responding agencies, an
Incident Commander, a Dispatch Centre, a DOC, from other EOC functions
such as the Liaison Officer (who has received information from an external,
non-jurisdiction agency or EOC), Logistics or Planning functions, or from
another government response level.

Branch Coordinators are responsible for keeping the Operations Section
Chief advised on the status of their activity and the Chief has the

T
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responsibility for coordinating the overall function. The Operations Chief
will coordinate activities with the other Section Chiefs and discuss levels
of responsibility with the EOC Director and EOC Management Team.

The following Organizational Chart shows the common branches that may
be utilized within the Section.
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4.0 Roles and Responsibilities
The Operations Section is commonly referred to as the “Doers” of the

EOC. (see checklists for more detail)

It represents the various agencies involved in the response and
recovery efforts. If Police, Fire, EMS, Public Works, Public Health and
Emergency Social Services are involved at the site(s) then each would
have Branch representation in the Operations Section, once the EOC is
activated.

The number of Branches required is dependent on the needs of the
emergency event. The number of staff required for each Branch is also
dependent on the size and scale of the emergency event.

A primary role of the Operations Section is to provide current information
to the other EOC Sections on the status of the emergency event response
and recovery actions being taken by site personnel.

4.1 Operations Section Chief
One of the agencies involved in the response or recovery can be

selected to be Operations Chief by the EOC Director. Usually, this
will be the same agency as the one performing Incident Command
at Site so it may change as the incident changes. Operations
Section Chief Responsibilities are:

o Ensures coordination of the Operations function including
supervision of the various Branches required to support the
emergency event;

o Ensures that operational objectives and assignment identified
in EOC Action Plans are carried out effectively;

e Establishes the appropriate level of Branch and Unit
organizations within the Operations Section, continuously
monitoring the effectiveness and modifying accordingly;

« Coordinates information received from any activated DOC's in the
operational area;

o Consults with Planning Chief to clearly define areas of
responsibility between the Operations and Planning
Sections;

¢ Maintains a communications link between Incident Commanders
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(sites), and the EOC for the purpose of coordinating the overall
response, resource requests and event status information;

o Ensures that the Planning Section is provided with Branch
Status Reports and Major Incident Reports;

» Conducts periodic Operations briefings for the EOC Director
and EOC Management Team as required or requested;

» Approves special resource requests and/or obtains the EOC
Director’s approval of critical and extra-ordinary resources;

o Supervises the Operations Section

4.2 Branch Coordinators
Branch Coordinators oversees the operations of a particular agency. A

Branch Coordinator will be responsible for coordinating the activities of
their department/agency site personnel, dispatch centre (if one exists)
and DOC (if one has been activated) with other Branches in the
Operations Section. Additional Branch staff may be need, dependent
on the size of the emergency event and the support required.
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Fire Branch Coordinator

o Establishes ongoing communications with Fire Site Commander;

» Arranges and coordinates fire suppression, as well as hazardous
materials support operations;

« Coordinates fire branch activities with fire site personnel and fire
dispatch centre;

» Supervises Fire Branch staff;

» Acquires and coordinates all fire mutual aid resources, as
necessary;

o Arranges for any additional fire service assistance or resources
required with the Office of the Fire Marshal and Emergency
Management(OFMEM);

e Advises and provides consultation on the issue of evacuation
relative to the number of citizens involved, and/or the size of the
geographical area involved, which falls under the jurisdiction of the

Fire Service;
« Assists in the alerting of persons endangered by the emergency;

« Liaises with other fire authorities, as required, and coordinating the
participation of any other fire authorities;

« Coordinates the mobilization and transportation of all resources
through the Logistics Section; _

o Implements the objectives of the EOC Action Plan assigned to the
Fire Branch;

« Completes and maintains branch status reports for major incidents
requiring or potentially requiring provincial response support, and
maintains status of unassigned fire and HAZMAT resources in the
area in conjunction with Planning Section’s Resource Unit.

Police Branch Coordinator

« Establishes ongoing communications with Police Site Commander;

« Coordinates Police Branch activities with police site personnel and
police dispatch centre;

e Supervises the Police Branch;

« Coordinates law enforcement, traffic control operations, and
evacuation notifications during an emergency;

« Coordinates movement and evacuation operations with other

Operations Section Branches;

o Acquires and coordinates all police mutual aid resources, as
necessary; '

« Advises and provides consultation on the issue of evacuation
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relative to the number of citizens involved, and/or the size of the
geographical area involved, which falls under the jurisdiction of the
Police Service;

+ Notifies the Coroner regarding fatalities;

« Advises the most effective use of police resources in support of the
emergency response at the emergency site and external to the
emergency site;

» Assists in the alerting of persons endangered by the emergency and
coordinating evacuation procedures in co-operation with the EOC;

« Selects the initial reception location of evacuees in the early stages
of an evacuation and communicating this with Community Services;

o Ensures the provision of traffic control measures to facilitate the
movement of emergency vehicles and/or assist with evacuation;
Recommends and establishes safe evacuation routes;

Providing perimeter security and control for the evacuation area and
emergency site;

o Liaises with other municipal, provincial and federal police agencies
as necessary.

Emergency Medical Services Branch Coordinator

Establishes ongoing communications with EMS Site Commander;
Coordinates EMS Branch activities with EMS site personnel and EMS
dispatch centre;
e Supervises the EMS Branch;coordinates the transportation of
injured victims and EMS personnel to appropriate medical
facilities as required,
e Coordinates distribution of injured victims with hospitals in the area;
o Assists in identifying and mobilizing available ambulance
and auxiliary ambulance resources as required;
e Arranges through the Ministry of Health and Long Term
Care (Central Ambulance Communications Centre) any
additional EMS assistance or resources, as required;
« Liaises with local hospitals and providing an estimated
number of casualties where required;
« Ensures there is appropriate EMS personnel and equipment
to conduct triage and essential medical treatment at
receptions centres, as required.
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ic Works Bran rdinator

» Establishes ongoing communications with Public Works Site Commander;

o Coordinates public works branch activities with public works site
personnel;

e Supervises the Public Works Branch;

o Provides equipment in support of emergency site;

o Liaises with local utilities and community partners to provide
special equipment, vehicles and personnel as required;

o Liaises with Ministry of the Environment and other relevant
agencies and departments with respect to environment
contamination;

« Arranges for the provision of emergency potable water supplies
and sanitation facilities in co-ordination with the Medical Officer
of Health;

o Liaises with local Conservation Authorities with respect to
water levels during times of flooding or anticipated flooding
and acting as the Municipalities * Flood Coordinator”;

« Ensures that barricades and flashers are delivered to the
emergency site to support traffic control points and site
perimeter, as required;

o Liaises with local utilities to disconnect services that may be
a hazard to emergency responders or the public and have
services reconnected when appropriate;

o Ensures adequate emergency water supply/pressure for
effective fire suppression operations;

e Surveys Regional facilities, assessing the damage to facilities,
and coordinating the repair of damage Surveys all other
infrastructure systems, such as local roads, bridges, sewer and
water systems within the area.

5.0 Operations Section Support Staff
Additional Staff may be obtained and /or brought into the Operations

Section to help with clerical support, display branch information on status
boards, and communicate information/messages to other EOC functions
(Runners).
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6.0 Planning Section Liaison to Operations Section
The Planning Section will provide a Situation Unit Coordinator to maintain

the EOC Event Status Board and EOC Situation Map. This ‘Planning’ role
will also communicate with the Operations Section so that current
information can be captured as it is received by one of the Operations
Branches.

7.0 Other Activities
In addition to individual Branch activities, collectively the Operations Section is
responsible for:

7.1 Coordinating Traffic Control Routes

Although the site is responsible for establishing safe perimeter to
the scene, the Operations Section may be called upon to help
control and/or divert traffic from entering the perimeter.

This could be done through coordination amongst the various
branches to set up barricades and traffic control points, a media
release (via the Information Officer), and contact with neighbouring
jurisdictions.

7.2 Recommending damage assessment and/or utility restoration
priorities

Operations will receive reports of structure and infrastructure
damage from site personnel. Based on their knowledge of the
critical facilities needed to support response and recovery activity
they will recommend inspection and restoration priorities to the EOC
Management Team.

8.0 Gathering and Sharing Information
Operations Section is the primary link to what is happening outside of the

EOC’s view. It is also responsible for providing site personnel with
important information on EOC activity.

Operations should have the most current information on what action has
been taken by site personnel, and of any new subsequent incidents that
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may have an impact on EOC activity. Upon arrival and throughout the
EOC activation each Operations Section Branch will need contact their
respective personnel at the site and obtain current incident information.
The Operation Chief may call a briefing of all the activated Operation
Branches in the EOC to develop an Operations Section Status Report for
the EOC Management Team meeting.

The Operations Chief will give an overview and update to the EOC
Management Team at the start of every shift and every EOC
Management Team meeting.

9.0 Preparing Reports
9.1 Incident Reports

As reports of new incidents or updates of current incidents come
in, the receiving Operations Branch should prepare an Incident
Report and forward to appropriate EOC functions.

9.2 Branch Status Reports

Each Branch is responsible for maintaining a written report on the
status of their agency’s specific response and recovery actions.

9.2 Daily Time Reports

Each Operations Branch Coordinator will complete a Daily Time
Report capturing all their personnel assigned to the
incident/emergency for each EOC shift and give to the Time Unit in
Finance and Administration Section.

9.3 Operations Section Daily Cost Estimate Reports

Each Operations Branch Coordinator will complete an Operations
Section Daily Cost Estimate Report capturing all their Branch
expenditures for each EOC shift and give to the Finance and
Administration Section.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 59



Town of Pelham | Emergency Management Plan | Annex C

9.4 Resource Request Form

Resource Request Forms are used for acquisitions of resources
required to perform necessary tasks in the EOC or at the incident
site. It provides detailed information on the requested resources.

10.0 EOC Action Plans
EOC Action Plans outline the priorities/objectives of the EOC for a

specified period of time, as well as the specific tasks required to meet
those objectives.

The EOC Director is responsible for ensuring that effective action planning
occurs within the EOC. This is a consultative process in which each EOC
Management Team member are responsible for providing direct input into
the process and ensuring any objectives assigned to their function are
completed within the operational period.

Based on EOC Management Team input, the Planning Section prepares
the EOC Action Plan for the EOC Director’s approval.

10.1 Implementing EOC response priorities

The Operations Chief may request Branch Coordinators to attend an
operational briefing to review the EOC Action Plan once approved.
Each Branch in Operations will oversee the implementation of EOC
response priorities assigned to their agency from the EOC Action
Plan. The Operations Section Chief is ultimately responsible for
overseeing the implementation and monitoring the progress of
collective Operations Section response priorities.
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11.0 Information Displays
Each Branch is responsible for informing the Situation Unit Coordinator of

any relevant information to their role and functions in the- EOC for the
display boards.

This includes but not limited to:

Location of sites

Location of Incident Command Posts (ICP)
Location of Staging Areas

Perimeter boundaries

Activated facilities (e.g.., Reception Centres)
Deployed Resources

Critical Resources

Operational boundaries

Road Closures

Evacuation areas

Status information

12.0 Requesting Resources
At simple incidents, resource needs are typically ordered directly through

pre-established channels such as a dispatch centre, pre-arranged vendor
agreements (e.g. a designated caterer, medical supplier or fuel vendor).
Where an incident draws heavily on organizational resources, some
departments utilize department operations centres to coordinate the
acquisition of additional resources for the incident.

Complex incidents, often with unique resource needs and multiple
periods, will require more comprehensive processes to assess needs,
order and track resources. Where there is a requirement for special
resources outside of regular channels, it will necessary to establish: the
Logistics Section to locate, transport, feed and maintain the resources;
the Planning Section to track the resources; and the Finance Section to
pay for the resources.

Operations will receive requests for additional resources (both personnel
and equipment) from the site(s) and will coordinate the acquisition of the
needed resources through dispatch centres, DOC'’s, mutual aid and/or
through the EOC Logistics Section. In the event the resource cannot be
acquired through these mechanisms the Operations Section, with the EOC
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Director’s approval, will forward a request to the PEOC.

One of the most significant aspects of the Logistics Section is to effectively
acquire and allocate resources in support of the site activities and EOC
Action Plan.

Resource requests can be presented to Logistics in various forms.
Ideally, they should be presented to Logistics on a fully completed
‘Resource Request, but realistically you may have to present them
through an email, via a phone message, or through a phone or radio
conversation.

12.1 Resource Requesting Number

Resources requests could be initiated at the site, in Operations or
in the Logistics Section. To assist with this tracking, numbering
should always start with a prefix that identifies the section/branch
or agency that initiates the written tracking of the request. For
example: if a resource request form is completed in Operations
Section/Public Works Branch it would be numbered PW#1 and so
on; if Logistics Section to respond to a verbal request, it would be
numbered “"LOG#1” and so on.

12.2 Directing and deploying EOC obtained resources

Operations are responsible for overseeing the deployment of
resources obtained through the EOC.

12.3 Coordinating and processing mutual aid requests

Branches in Operations will contact neighbouring jurisdictions to try
and obtain mutual aid support, as needed.

12.4 Tracking deployed resources

In addition to the Planning Section tracking resources, each
Branch in Operations should also track resources they have
deployed and update Planning Section Resource Unit as needed.
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12.5 Resource Status
Resources will always be in one of these status conditions:

Enroute to destination

Arrived at destination

Demobilized from emergency
Returned to original state and owner
Not available

°
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Operating Guidelines

Section 5: Planning
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Emergency Operation Centre Planning Section
Standard Operating Guidelines

1.0 Planning Section Overview

The Planning Section is responsible for anticipating the long-range
planning needs of the EOC, collecting, evaluating and disseminating
information; developing the EOC Action Plan and Situational Status in
coordination with other functions and maintaining all EOC documentation.

2.0 EOC Response Goals
There is a list of standardized response goals that apply to all
emergencies. In order of priority, they are:

1. Provide for safety and health of all responders and those affected by the’
incident

Save lives

Treat the sick and injured

Protect health of those affected by the incident

Ensure continuity of government and critical infrastructure and services

Protect property and environment

e wmEwN

Prevent and or/reduce economic and social losses
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Information will come into the EOC Planning Section from various
sources. It will come from the Operations Section, a DOC, EOC
Director, Emergency Management Staff, an external technical
specialist or from the Planning function of another response level.

Unit Coordinators are responsible for keeping the Planning Chief advised
on the status of their activities. The Planning Chief has the overall
responsibility for coordinating the planning function. The Planning Chief
will coordinate activities with the Operations Chief.

4.0 Roles and Responsibilities

The Planning section is commonly referred to as the "Thinkers” of the
EOC. It represents the various analytical functions required to support
response and recovery efforts. (see checklists for more detail)

41 Planning Section Chief
Planning Section Chief Responsibilities are:

¢ Ensures that the following responsibilities of the Planning
Section are addressed as required:
o Prepares and distributes EOC Action Plan and facilitate
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action-planning process.

o Collects, analyzes and displays situation information on
status boards and maps.

o Prepares periodic situation reports

o Tracks resources

o Conducts advanced planning activities and make recommendations for
action

o Documents and maintains files on all EOC activities

e Establishes the appropriate level of organization for the
Planning Section and determines need for identifying
individual Units

e Exercises overall responsibility and authority for the
coordination of Unit activities within the Section

e Consults with the Operations Chief to clearly define areas
of responsibility between Operations and Planning
Sections. Appoints the Situational Unit Coordinator as a
Liaison to work with the Operations Section

e In coordination with other Section Chiefs, ensures that Status
Reports are completed and utilized as a basis for the EOC Action Plans

e Keeps the EOC Director informed of significant issues affecting
the Planning Section and obtains approval for EOC Action Plans
and Situation Reports before distributing to EOC staff.

e Maintains a communications link between Incident Commanders
(sites), and the EOC for the purpose of coordinating the overall
response, resource requests and event status information

e Ensures that the Planning Section is provided with Branch
Status Reports and Major Incident Reports

¢ Supervises the Planning Section
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e Assesses and recommends EOC priorities and objectives

e Develops contingency plans, as requested by the Operations
Section and EOC Director

e Prepares specialized plans and reports, such as an

evacuation plan, traffic management plan, or damage

assessment report etc.

Identifies utility restoration priorities

Identifies structural repair priorities

Obtains/provides technical advise, as required

Maintains overall status of buildings, roads, bridges,

railways, airport, marine ways, utilities, water supply, sewer

system etc.

e Prepares the EOC demobilization plan

¢ Validates and verifies all incoming information

4.2 Situation Unit

¢ Oversees the collection, organization, and analysis of
disaster situation information, including damage
assessments (damage to structures, transportation
systems and infrastructure)

¢ Ensures that ongoing link (Liaison) is established with the
Operations Section for the purpose of collecting accurate
situation information in a timely manner
Ensures that information collected from all sources is validated

¢ Ensures that an EOC Action Plan is developed for each
operational period based on collective priorities and
objectives for the EOC

« Ensures that Situation Reports are prepared as required and
forwards them to the Planning Chief for approval. (Planning
Chief then reviews with the EOC Director and obtains his/her
approval)

¢ Ensures that all maps, status boards and other displays
contain current and accurate information

4.3 Situation Unit Clerical Support (if utilized)

e Supports the Situation Unit Coordinator with all the
display boards and maintaining them with current
information

e Supports the Planning Section Chief with the development of
any EOC reports required

s Takes the minutes during the EOC Management Team meetings
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441 GIS Unit
e Prioritizes requests for mapping

4.4.1.1 GIS Analyst
o Develops and displays all maps needed for the EOC
e Prints map requests needed in the EOC.

4.5 Resources Unit

e Coordinates with the Branches and Units in the Operations
and Logistics Sections to capture and centralize resource
status information (Note: This position tracks resources- it
does not obtain or supply them)

e Develops and maintains resource status boards, and /or
other tracking and display items

e Works closely with Operation’s Branches to ensure that all EOC
deployed resources are tracked and that information regarding
resources still available is also tracked

4.6 Documentation Unit

e Collects, organizes and files all completed forms relating to the
emergency event, including: all EOC position logs, Action Plans,
Resource Forms , Situation Reports and any other related
information, just prior to the end of each EOC shift

e Provides document reproduction services for EOC staff

o Distributes the EOC Action Plans and Situation Reports, and
other documents, as requested

e Maintains a permanent archive of all EOC Action Plans, Situation
Reports, Media Releases, Time Sheets and important financial
documents associated with the emergency event

e Assists Recovery Unit with preparation and distribution of the
EOC After Action Report

4.7 Demobilization Unit

e Monitors progress of all EOC priorities and actions to
determine which EOC functions are no longer required

o Develops a demobilization plan for the EOC based on a review
of pertinent Planning Section documents, Situation Reports and
status of EOC priorities and actions. The demobilization plan will
ensure that outstanding action items are forwarded to EOC
functions remaining operational and/or other jurisdictional

areas
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4.8 Advanced Planning Unit

o Develops an Advance Plan consisting of potential response and
recovery related issues likely to occur beyond the next
operational period, generally within a 36 to 72 hour timeframe

e Reviews all available Situation Reports, EOC Action Plans, and
other significant documents. Determines potential future
impacts of the event or disaster, and anticipates issues that
might modify the overall EOC priorities and objectives

e Provides periodic briefings for the EOC Director and EOC
Management Team addressing advance planning issues

4.7 Recovery Unit

o Recommends utility restoration and structural repair priorities,
based on impact to jurisdiction, and short and long term
recovery efforts

e Assesses the requirements for assistance for individual
recovery and the jurisdiction’s recovery as a whole from
whatever damage/impact the emergency event caused

« Identifies immediate steps (short-term relief efforts) that can
be taken to initiate and speed the recovery within the area

¢ Anticipates actions required over the long term (long-term
recovery) to restore local services and return the area to pre-
emergency conditions

¢ Prepares the EOC After Action Report and forwards to the
Planning Chief who presents the report to the EOC Director
and EOC Management Team for approval

¢ Supervises the Recovery Unit and all recovery operations
unless otherwise directed by the Planning Chief

4.8 Technical Specialists Unit

e Provides technical observations and recommendations to the
EOC in specialized areas, as required. This may include: Soil
Experts, Fire Behavior Specialists, Hazardous Materials Experts,
Structural Engineers, etc.

¢ Ensures that qualified specialists are available in the areas
required by the particular emergency event

e Consults with Operations and Logistics Sections to
ensure there is not duplication in contacts with required
technical specialists

e Supervises the Technical Specialists Unit

T ]
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5.0 Situation Unit Activities
5.1 EOC Action Plans
EOC Action Plans address the policies and priorities that support the
emergency event and are an essential and required element in
achieving objectives.

Preparing EOC Action Plans is the responsibility of the Planning
Section’s Situation Unit. A new EOC Action Plan should be prepared
for each new operational period.

Planning Process
There are five primary steps in sequential order to ensure a

comprehensive Action Planning process:

Understand the current situation

Establish priorities, objectives and strategies

Develop EOC Action Plan for next operational period

Evaluate the EOC Action Plan and obtain appropriate approval
Anticipate/predict what will happen following implementation
of the EOC Action Plan

Plan Components

The EOC Action Plan may consist of some or all of the following:

ool o

e EOC policies and priorities
Task assignment lists
Attached reference (e.g. Communication Plan, Traffic Plan,
Evacuation Plan, Organizational Chart, maps, etc.)

o Distribution list

Plan Approval
Once the Situation Unit has prepared the EOC Action Plan, it is

forwarded to the Planning Chief, who presents it to the EOC
Management Team.

The EOC Director must approve (sign off) the EOC Action Plan for
each operational period before it is distributed to all EOC staff for
implementation.
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ntation Eval ion

Once approved the EOC Management Team will assume
responsibility for implementing their respective portions of the EOC
Action Plan.

Planning’s Situation Unit will monitor and evaluate the progress of
each EOC Action Plan.

5.2 Integrated Geospatial Information

Incident characteristics such as location, type and impacts, as well
as damage assessment, situation reports and other incident
information will often need to be integrated with geospatial data to
produce a more complete picture of an incident. This enables data
from varying sources to be integrated, e.g. into a standardized
Geographic Information System (GIS) map.

5.3 Information Displays

A primary role of the Planning Section is to maintain situation
information such as; Event Board, Status Board and Situation
Maps and maintain all EOC documentation.

The event board, status board and situation maps in the Planning
area will be of interest to all EOC staff so they receive current
information as the event evolves.

Planning’s Situation Unit is responsible for maintaining status
information on all aspects of the emergency response and recovery
including:

EOC Event Board
Status Boards

EOC Maps

Resource Status
Damage Assessment
Weather

EOC Event Board
It provides high level information on each incident or significant
occurrence that is being tracked by the EOC.
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Status Board

Provides similar information as the EOC Event Board, but is
structured around incidents within the emergency that the EOC is
tracking. Specific information will be tracked and updated as
needed.

Maps

The GIS Unit Coordinator will oversee all the maps developed for
the EOC. The maps give the EOC personnel a visual
representation of the current event.

Items that may be included are:

evacuation areas

road closures

incident command post
weather

staging area

location of evacuation centre
utilities issues (outages)

any other important facts

Additional layers with in the geographical information system
could be used to provide further details, if needed.

IMS Map Symbols

The basic symbology used in IMS includes a square (meaning a
centre or a post); and a circle (meaning an area).

The Incident Command Post (ICP) is the location from which
Incident Command oversees incident management. The ICP is
depicted by a black lined square divided into two triangles by a
diagonal line running from lower left to upper right with the lower
triangle being black and the upper being white.
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An Area Command Post is the location from which Area
Command manages multiple incident management teams, and
has similar characteristics as an ICP. It is depicted by a black lined
square divided into two white triangles by a black diagonal line
running from lower left to upper right; with black lettered ‘Area’
inside the upper triangle.

Area

A Staging Area is a temporary location where personnel and
equipment wait for tactical assignments. It is depicted by a black
circle on white background with a black lettered 'S’ in it. More

(DO

than one staging area may be designated by the addition of a
number beside the letter, e.g. 'S1’.

The Incident Base is the location from which primary logistics and
administrative functions are coordinated and administered. It is
depicted by a black circle on white background with a black lettered
‘B’ in it. There is usually only one base per incident.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 74



Town of Pelham | Emergency Management Plan | Annex C

A Camp is a temporary, separate facility from the Base. It is
depicted by a black circle on white background with a black

lettered ‘C’ in it. More than one camp may be designated by the
addition of a number beside the letter, e.g. 'C1".

(& @

An Airbase is the location from which both fixed wing, and rotary

wing (helicopter) aircraft operate. It is depicted by a black circle on
white background with a black lettered ‘A’ in it.

A Helibase is the location from which helicopter-centered air
operations are conducted. It is depicted by a black circle on
white background with a black lettered ‘H’ in it.
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Helispots are more temporary helicopter landing and take-off
facilities used for loading and unloading personnel and cargo.
There may be more than one helispot per incident, which are then
numbered sequentially from ‘1’. Each is depicted by a solid black
circle numbered in association with a capital H-, as in H-1 and H-
2, etc.

An Emergency Operations Centre (EOC) is a facility from
which incident management support to an Incident Command is
coordinated. It is depicted by a black lined square on white
background with black lettered ‘EOC’ in it.

EOC

An Emergency Information Centre (EIC) is a facility specifically
designated, and properly equipped for emergency information use,
where possible. It is depicted by a question mark inside a square.
The letter ')’ may be added to signify a Joint EIC.

? J?
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A Family and Friends Assistance Centre (FFAC) is a facility
specifically designated for family and friends impacted to gather. It
is depicted by a the text FFAC inside a square.

FFAC

An Incident Telecommunication Centre (ITC) is a facility
specifically designated, and properly equipped for emergency
information use, where possible. It is depicted by the letters ITC
inside a square.

ITC

Resource Status
The Resource Unit Coordinator will track all resources on the

resource tracking board (note: they do not obtain or supply
them). Works closely with the Operation Branches and Logistics to
capture resource status information.

Weather Board

The weather will be used to display current weather forecast
information from Environment Canada.

Documentation Unit Activities

All EOC activities require some form of documentation and record keeping.
It is extremely important to accurately document actions taken during
emergencies.

6.0 EOC Forms

Planning Chief will ensure that all electronic Position Logs and the
EOC Event Board are saved in a PDF form every three hours, this
allows for time stamping of the emergency. All EOC personnel will
save them under their completed forms folder.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 77



Town of Pelham | Emergency Management Plan | Annex C

6.1 Filing Completed Forms

Documentation Unit is responsible for ensuring that all EOC
documentation is complied, signed, stored and available to EOC
members if required.

If any EOC members request a copy of the forms they are to
provide a copy of the original form. The original forms must
remain with the Documentation Unit at all times.

7.0 Advanced Planning Unit

The Advance Planning Unit is responsible for ensuring that all aspects of
the emergency event have been anticipated and planned for. Actions that
the EOC directs should be analyzed and carefully evaluated for the
effectiveness and thoroughness.

The Advanced Planning Unit should review all EOC Action Plans and
Situation Reports to ensure that the EOC is addressing the ‘big picture”
and mitigating any further impact that the emergency event may cause.

8.0 Demobilization Unit

The Demobilization Unit will prepare an EOC Demobilization Plan.
Demobilization is the systematic and safe release of resources from an
incident. It generally involves the restoration of the resources to its
original state and location. Related to supplies, it may include restocking
and inventory control. Facilities must also be considered in demobilization,
such as cleaning and repairing them as necessary prior to return to their
original function. For example, an Emergency Information Centre may
have been

established in a school or community centre, which must be returned to
its original state and use.

The Demobilization Unit will coordinate with EOC personnel to identify key
indicators that incident is transitioning to demobilization phase. Examples
may include:

¢ No new resources ordered
e End of the incident is in sight
e There are unassigned resources
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Demobilization Unit activities should 'include:

e Identifying surplus resources and probable release times

e Reviewing incident resource tracking records to determine scope
of demobilization efforts

e Determining logistical support needs for released resources
(rehab, transportation, equipment replacement, etc.)

e Determining de-briefing requirements
Monitoring implementation of Demobilization Plan

D bilizati f R
Demobilization of resources should be considered from the earliest stages
of an incident, since keeping resources attached to an incident where they
are not needed is not only expensive, but also renders them unavailable
to other incidents if needed.

Demobilization Plan

Demobilization is a planned process and the Demobilization Plan template
assists with this planning. The Demobilization Unit coordinates with EOC
personnel to develop the plan and identify the resources that need to be
demobilized during each EOC shift. Under the column “release procedure”
is where logistics support requirements would be indicated (i.e. rehab,
transportation, equipment replacement, destination, travel method etc.).
The person authorizing the release of the resource will place their name
in the column and sign to confirm that the resource is ready to be
demobilized.

9.0 Resource Unit Activities

Effective resource management enhances safety, accountability and cost
effectiveness. IMS includes strong resource management system to
ensure a uniform approach to resource identification, acquisition,
allocation, tracing/accountability and demobilization. Resources are
personnel and major items of equipment, supplies and facilities available
or potentially available for assignment to incident operations and for
which status is maintained.

Resource management refers to a common approach to efficiently
identify, acquire, allocate, track and demobilize resources before, during
and after an incident.
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Resource requests must also be logged and tracked to ensure the
response provided is recorded.

This will assist in tracking and monitoring the effectiveness of the
response and of EOC Action Plans. Documentation is also important for
tracking expenditures for cost accounting and for requesting provincial
and federal assistance.
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9.1 Resource Tracking

Resources will need to be tracked to ensure the safe and effective
management of a large number of resources. The Resource Unit at
all times monitors the identity, location and status of all resources
attached the incident. Accurate tracking of this information is not
only vital for safety reasons, but also key to the efficient use of
resources. By tracking resources, EOC personnel are able to make
decisions on re- tasking the resources for either, current resource
needs or advance planning needs based on incident objectives.

The following are used for tracking resources:

Enroute
The resource is enroute to the destination/location for the specific task

assigned.

Arrived

The resource has arrived at destination/location for the specific task
assigned.

Available

The resource is ready but has not been assigned a task or is ready
to be reassigned for another task.

Out-of-Services :
The resource is assighed to the emergency but unable to respond
for mechanical, rest or personnel reasons. The resource cannot be

tasked

The resource is being released/demobilized from the emergency event.

Returned

The resource was returned to its original state and owner.

10.0 Recovery Unit Activities

Experience has shown that planning recovery operations during the
response will speed the recovery time and reduce losses. The Recovery
Unit leads the recovery efforts and should commence activities as early
as possible.

Em——
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Near the end of emergency response operations, the EOC will make the
transition to relief and recovery operations. This may require re-evaluating
which EOC functions are required and which agencies and personnel are
best suited to staff the functions, as appropriate. ,
The Recovery Unit in the EOC is responsible for overseeing the transition
from response to recovery.

Long term recovery efforts, four weeks to several years following an
event, will likely include:

Debris management

Hazard mitigation

Reconstruction of permanent housing

Reconstruction of commercial facilities

Reconstruction of transportation systems

Rehabilitation of environment

Implementation of long-term economic recovery

Programs to support psycho-social and emotional support for
evacuees or those affected by the emergency

10.1 Relief

Relief provides for immediate and short-term assistance to the
people impacted by the emergency event and includes the repair
and restoration of essential lifeline systems.

Initial, short-term relief efforts include activities such as:

Provision of interim housing

Repair and restoration of lifeline utilities

Emergency repair of vital transportation systems

Provision of critical incident stress counseling for response staff and
community

Debris removal and clean-up

Restoration of social and health services

Restoration of normal civic services

Coordination of damage assessment

Re-occupancy of structures
Economic recovery

Building demolition

Formation of recovery task force
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11.0 Additional Planning Section Activities

Damage Assessment

The prompt and accurate assessment of damage to public and private
property will be of a vital concern to the EOC in order to facilitate an
effective and rapid response and recovery. Based on the damage
assessment reports, the EOC will determine what recovery capabilities are
available to meet the anticipated requirements. A tracking system or log
of events during an emergency will help in determining areas of damages.

Debris Management

The quantity and type of debris generated from any particular incident
will be different due to the location, kind of event experienced, its
magnitude and intensity. Debris management refers to the removal and
disposal of debris caused by a major debris-generating event.

The debris clearance, removal and disposal issues will be directed through
the EOC. The EOC will develop a Debris Management Plan and to ensure
there is coordinate response to all debris management activities.

Priorities for debris management may include:

Major flood drainage arteries
Egress for first responders
Municipal buildings

Egress for hospitals

Major traffic routes

Access for utility restoration

Other Activities

Other Planning Section activities may include:

e Preparing specialized reports, such as an evacuation plan, traffic
management plan or damage assessment report.

e Identify utility restoration priorities
Identify structural repair priorities

e Obtain/Provide technical advice, as requested

e Maintain overall status of building, roads, bridges, railways,
airport, marine ways, utilities, water supply, sewer system, etc.
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Operating Guidelines

Section 6: Logistics
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Emergency Operation Centre Logistics Section
Standard Operating Guidelines

1.0 Logistics Section Overview

The Logistics Section is responsible for ensuring that the EOC is
operational and providing facilities, services, personnel, equipment and
materials to support all aspects of the response and recovery efforts.

The Logistics Section represents various functions that support the
resource and facility needs of the EOC, site and other centres or
locations that may be established to manage the response activities.

The Logistic Section in the Emergency Operation Centre is established to
support the resource needs of the operation. It can ensure that:

e EOC Management Team is fully aware of resource needs and constraints

e Appropriate allocation of resources occurs based-on established EOC priorities

o Requested resources are secured for Operations as existing resources are
expended

o Critical Resources’ are identified and managed to meet
operational needs despite disruption of infrastructure

» General accountability is maintained for the authority’s use of acquired
resources

2.0 EOC Response Goals

- There is a list of standardized response goals that apply to all
emergencies. In order of priority, they are:

1. Provide for safety and health of all responders and those affected by the
incident

Save lives

Treat the sick and injured

Protect health of those affected by the incident

Ensure continuity of government and critical infrastructure and services

Protect property and environment

i L A -

Prevent and or/reduce economic and social losses
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3.0 Organizational Structure and Reporting Line

Logistics
Section Chief
Information
Technology
Branch Coordinator
Telecommunications
Unit Coordinator
Computer Systems
Unit Coordinator
EOC Support
Branch Coordinator
Supply
Unit Coordinator
Personnel
Unit Coordinator
Transportation
Unit Coordinator

Information will come to the EOC Logistics Section from various sources.
It will come from the Operations Section, a Department Operation Centre,
EOC Director and EOC Management staff.

Branch/Unit Coordinators are responsible for keeping the Logistics
Section Chief advised on the status of their activity and the Chief has the
responsibility for coordinating the overall function. The Logistics Chief will
coordinate activities with the other Section Chiefs and discuss levels of
responsibility with the EOC Director and EOC Management Team.

The following Organizational Chart shows the common branches and units
that may be utilized within the Section.
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4.0 Roles and Responsibilities

The Logistics Section is commonly referred to as the “Getters” of the EOC.
(see checklists for more detail)

41 Logistics Section Chief

Ensures the overall Logistics function is carried out in support of the
EOC Action Plan. This function includes the overall supervision,
coordination, administration and management of the section and
may assume specific roles /functions within the section if they have
not been assigned to other personnel

4.2 Information Technology Branch

Ensures, telephone and computer resources and services are
provided, supported and maintained for EOC personnel. This
includes the establishment and staffing of a telecommunications
Centre /Radio Room when required, development and maintenance
of a telecommunications plan and establishment of communication
links with all key response agencies or centres.

The Communications Unit would manage the
telecommunications/radio communications aspects and the
Computer Systems Unit would address the hardware, software and
the networking needs of the operation.

4.3 EOC Support Branch

This Branch ensures that the EOC and other facilities are provided
for the response effort, including supplies, materials, securing
access to the facilities and providing food and refreshments for EOC
personnel. Upon demobilization, this function would also be
responsible for returning work spaces to their original state.

Although the EOC Support branch focuses on EOC needs, it can
easily be tasked with acquiring and supporting other facilities that
are needed to respond effectively. This could include alternate or
expanded EOC facilities, media centre or other support facilities
such as storage yards or warehousing.

The EOC Support Branch is responsible to ensure controlled entry
and security personnel is provided and implemented at the EQOC
location. They also have the responsibility to arrange suitable food
and nourishment for the EOC personnel.
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44 Supply Unit

Oversees the acquisition and allocation of supplies, materials or
equipment not normally provided through mutual aid or normal
department /agency channels. This includes clarifying and verifying
requests to ensure accuracy and efficiency, communicating directly
with suppliers/vendors and coordinating shipping /delivery
arrangements.

4.5 Personnel Unit

The Personnel Unit will provide and/or recruit, process, track and
support personnel resources in support of the EOC and incident
sites. This includes the registering, credentialing and initial briefing
of staff, development of shift schedules for the EOC and assistance
to the Operations Section with arranging mutual aid personnel, if
required. This function is also responsible for ensuring the lodging,
transportation and personal service needs of workers within the
EOC and Incident sites are provided as needed.

4.6 Transportation Unit

The Transportation Unit Coordinator acquires and arranges
resources for the transportation of personnel, evacuees and goods
in support of the EOC Action Plan. They coordinate with the
Planning and Operations Sections to determine the status of
transportation routes and develop a Transportation Plan that
facilitates the effective movement of response personnel and goods
and /or materials.

If it is required to provide a shuttle service for more than just a few
personnel, it may be helpful to post a schedule within the EOC. If
there is a need to manage a pool of rental vehicles for shared use
the Transportation Unit will develop usage guidelines for personnel.
The guidelines may include things like authorized users/uses,
cleanliness, fueling/service, inspections, reporting of damages and
parking locations etc.

Depending on the nature and scope of the emergency, the
Transportation Unit may be asked to arrange the transportation of
goods from suppliers to the end user. This task could involve a
number of factors around shipping, receiving, loading and the
effective packaging of goods.
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5.0 Supply Unit Activities

5.1 Management of Resource Requests

One of the most significant aspects of the Logistics Section is to
effectively acquire and allocate resources in support of the site
activities and EOC Action Plan.

One of the challenges in tracking returnable and/or loaned
resources is confirming who is in possession of them. Ideally, the
Operations Section should be tracking this detailed information
throughout the response and recovery efforts, but this is not always
possible. From a Logistics perspective, record names and details of
the people who originally signed for the goods that were received.
This will provide a good starting point to track down the items.

Resource requests can be presented to Logistics in various forms.
Ideally, they will come on a fully completed ‘Request for Resources
form but realistically they may come in an email, via a phone
message, fax or through a phone or radio conversation.

The following process is recommended to effectively handle requests;

1. Track Requests- Every request must be clearly tracked.
Ensure that a ‘Request for Resources or Assistance’ form is
completed by either the initiator or receiver of the initial
request. In addition, the request must be logged on a tracking
sheet to allow for follow-up and appropriate closure. The status
of resource requests are considered as Pending, En-route,
closed or not available.

2. Confirm/Clarify- Confirm a clear understanding of what
resource is actually needed. Is the volume, quantity or size of
the items required? Knowing how, when or where it will be
used or potential substitutions may also assist in
obtaining the appropriate items. The ‘Resources Request form
has questions to assist in addressing these concerns.

3. Prioritize- What is the ‘Precedence Level’ for this request:
Emergency, Priority or Routine. When resources are limited, an
indication of how to best allocate your time is important.
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4. Confirm Approvals- Does the request have appropriate
spending approvals? Has a Section Chief signed it off, or for
extraordinary/ critical requests, has the EOC director signed the
request.

5. Acquire Resource:

a.Locate/Evaluate Resource(s) - Is the resource

available? Are you paying a suitable amount? Is an
alternative available? How long would it take to obtain
the resource?

Note: See the “Resource Acquisition’ Section for further
information on effectively procuring resources.

b.Initiate Purchasing Arrangements - initiate/complete an
‘Expense Authorization Form, Purchase Order. Forward
purchasing documentation to the Finance and
Administration Section within the EOC for further
processing.

c. Acquire Resource - Confirm order, forward appropriate
purchasing documents and make
shipping/transportation arrangements with supplier or
others.

6. Advise Requester - Close the loop with the
section/branch/agency that requested the resource. Keep
them informed of the status of the request and confirm when
goods/services have been received.

7. Advise the Finance and Administration Section - Once the
goods or services have been received and invoices obtained, the
appropriate paperwork should be forwarded to the Finance and
Administration Section so that the loop is closed and payment
can be made.

8. Track Resource - Track all acquired resources. For non-
consumable goods especially, the Logistics Section has a
responsibility to account for the resource and insure they are
returned or accounted for through other means upon the
completion of the event.
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5.2 Resource Acquisition

0 ti Secti
The response agencies and departments, which are represented in
the Operations Section, will come to the event with significant
resources. Through regular channels they should have access to
equipment, personnel and technical expertise as suitable to their
field. These agencies/branches should draw upon their own
resources, whenever practical, before requesting assistance for the
Logistics Section. There may be times within Logistics when
resource requests may need to be redirected back to the
Operations Section when it is determined that the resource might
already be available within that Section.

Aid /Supplier Agreements

If there are existing aid or supplier agreements with other agencies
or suppliers, these will usually be accessed through the response
agencies/branches within the Operations Section. The Logistics
Section needs to be aware of these agreements so as not to
duplicate effort or conflict with existing arrangements when
attempting to acquire suitable resources.

rivate Sector Suppliers
The local wholesalers, retailers, contractor and services companies
can provide a wealth of resources (see the Resource Manual for
contact information).

Resource Requesting Number
Resource requests could be initiated at the site, in Operatlons orin

the Logistics Section. To assist with this tracking, numbering should
always start with a prefix that identifies the section/branch or
agency that initiates the written tracking of the request. For
example, if a request is received from Emergency Social Services
Branch for a Reception/Evacuation Centre resource it would be
numbered "ESS#1"” and so on; if a resource request form is
completed in Operations Section/Public Works Branch it would be
numbered OPS/PW#1 and so on; if Logistics Section responds to a
verbal request, it would be numbered “LOG#1"” and so on.
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Critical Resources

When a specific resource is in demand by multiple agencies and/or
jurisdictions and there is a limited number of the resource available,
it can be designated as a "“Critical Resource” by the EOC Director. All
requests for “Critical Resources” must be approved by the EOC
Director.

The Logistics Section is in a prime position to identify resources
that are becoming critical. It is always better to identify an item
early rather than to wait until the “critical” status of the response
has a significant impact on the response or recovery effort. Early
identification can allow for alternate processes and procedures to
be put into place to effectively manage and allocate the items in
demand.

6.0 EOC Support Branch Activities

6.1 Security/Access Control

EOC Support Unit will need to arrange for Niagara Regional Police to
staff the lobby outside the EOC. NRP will ensure all EOC staff and
visitors entering the EOC have the proper EOC ID. NRP will direct
any unauthorized persons out of the EOC area. They will ensure all
designated washrooms, lunchroom and meeting rooms are clear of
all unauthorized persons. If NRP personnel are unavailable to
perform security the EOC Support Unit will find a security company
to perform the duties.

6.2 Food, Water and Personal Care

The Logistics Section is responsible for ordering items to meet food,
water and personal care requirements for those working in the EOC.
EOC personnel should be prepared with any essential items needed
by them during their shift.

6.3 Building Services

The EOC Support Branch may be requested to oversee the controls
for the heating and cooling systems, elevator issues and possible
security alarm and gate issues of the EOC’s.
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6.4 Other Facilities

Although the EOC Support Branch focuses on the EOC needs, it can
be tasked with acquiring and supporting other facilities that are
needed to respond effectively. This could include alternate or
expanded EOC facilities, media facilities or other support facilities
such as storage yards or warehousing.

6.5 Support and/Clerical Staff

There may be a need to support personnel to manage records/files,
photocopy, take minutes, answer phones, prepare coffee and
perform other administrative tasks.

Internal Regional staff may be asked to fill these requirements.

7.0 Personnel Unit Activities

71 Worker Care

The Personnel Unit is one of many positions in the EOC that has
responsibility around worker care in coordination with the Health
and Safety Officer. The Personnel Unit coordinates worker care
strategies and resources as required.

7.2 Human Resource - Internal Staff Redeployment

Although frontline departments have existing call-out procedures for
their own staff, Personnel Unit may be required to assist and/or
coordinate the mobilization of additional internal staff. The
Personnel Unit will coordinate and verify all requests for personnel
resources from the Operations Branches prior to acting on requests.

This may include:

¢ Identifying the number of personnel

¢ Identifying any special qualifications or training

« Identifying where they are needed and person or Unit they
should report to upon arrival

¢ Determine the estimated time of arrival of responding
personnel and advise the requesting parties accordingly

7.3 Credentialing

The effective identification of personnel may be needed. This could
include the verification and/or acknowledgment of existing
identification or the issuing of event- specific and/or time-specific
credentials to volunteers, temporary employees or contractors.
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7.4 EOC Scheduling (shifts)

Each EOC Management Team member is responsible for
determining their staffing level. The Personnel Unit is responsible to
ensure the check-in/check-out form is completed and staff places
their name on the organizational chart for every EOC shift. The
Personnel Unit may be asked by a Section Chief to call personnel
listed on the notification list to ensure there are personnel
scheduled for the next EOC shift.

7.5 Arrangement of Psychosocial Support for staff

In addition to peer and management support, the use of Employee
Assistance Program (EAP) can be used to provide psychosocial
support for staff during and after an emergency, as needed. Staff
should be reminded that these supports are available at the
beginning and end of their shift. The Personnel Unit in coordination
with Health and Safety Coordinator will coordinate psychosocial
needs on-site and in the EOC and ensure other supports are in
place as required.

Critical Incident Stress

Critical Incident Stress is a normal reaction of sudden and
unexpected event beyond our normal range of everyday
experiences. The Critical Incident Stress Debriefing process is
specially designed to prevent or mitigate the development of post-
traumatic stress among personnel.

7.6 Worker Accommodation Tracking

Although the Supply Unit may acquire the initial accommodations for
workers from outside the local area, the Personnel Unit needs to
track worker location.
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8.0

Transportation Unit Activities

8.1 Developing a Transportation Plan
Depending on the type of incident the following are some suggested
items for consideration when developing a Transportation Plan.

Transportation
Routes Ingress

Egress
Main Routes

Transportation

Modes Road

Rail

Marin

e Air

P for Tr rtation

Services Managing Requests
Verifying Services

Contracts and Use Agreements
Cost Guidelines

Potential Client Groups
Sites: Equipment, Supplies,
and Materials

Response

Personnel EOC

Personnel Affected
Population

Transportation Support of EOC
Action Plan

Objectives that can be served
Transportation Objectives
Strategies for each Objective

Vehicle Resources

First Responder Vehicles
Other Government
Vehicles Rental Vehicles
Personal Vehicles

Taxi and Bus

Services

Other Contracted Vehicle Services

Rail Resources
Passenger
Services Freight
Services

Marine Res

First Responder Vessels

Other Government

Vessels Rental Vessels

Personal Vessels

Other Contracted Marine Services

Air Resources

Scheduled Air
Carriers Charter Air
Carriers

8.2 Personnel Transportation Schedules

Personnel Unit may be required to provide a shuttle service for more
than a few personnel, it may be useful to develop a schedule and
post it within the EOC.
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8.3 Vehicle Pool Procedures

If a pool of rental vehicles is required for shared use, there should
be usage guidelines for personnel. The guidelines should include
things like authorized users/uses, cleanliness, fueling/service,
inspections, reporting of damages and parking locations.

8.4 Transportation of Goods

Depending on the nature and scope of the emergency, the
transportation of goods from suppliers to the end users may be
required. This can involve a number of factors around shipping,
receiving, loading and the effective packaging of goods.

8.5 Courier Services

If existing services are unavailable or not suitable, there may be a
need to establish a courier service to transfer documents and small
items between different facilities/sites involved in the response or
recovery efforts.

9.0 Information Technology Branch Activities

IT Branch ensures radios, telephones and computer resources and
services are provided, supported and maintained for EOC personnel. This
includes the establishment of an Amateur Radio Emergency Services
(ARES), if needed.

9.1 Telecommunication Plan

Upon activation of the EOC, it will be important to ensure that
communications is established between the emergency site and
the EOC. Also, communications may be required at various
locations including evacuation centers, hospitals, and other key
responding agencies. If primary telecommunications fails IT
Branch must find alternate arrangements to meet the
telecommunication needs of the EOC.

The Telecommunications Plan details contact information and/or
radio assignments for each EOC shift and is duplicated and given to
all recipients as part of the EOC Action Plan.

Other options for EOC telecommunications needs are:
 Amateur Radio Emergency Services (ARES). ARES could be
used to ensure there is communication available to other
levels of government or other municipalities EOC’s. This
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request for activation of ARES would go to the Liaison
Officer.

e There may be a need for the support of runners to physically
deliver essential information between local sites/centres.
Assistance for runners may be obtained from city personnel,
local taxi companies and/or volunteers.
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10.0 Logistics Demobilization Activities

When the response and/or recovery needs of the event have been met
and the EOC is beginning to demobilize, the Logistics Section will need to
address several items including:

10.1 Disposal of Excess Stock

Decisions need to be made around handling surplus materials and
supplies. This might be dealt with through normal channels or
alternative arrangements may be necessary to return, sell or
donate the items.

10.2 Donated Goods Management

If the municipality has taken on the responsibility of donated goods
the EOC Support Branch may need to identify warehouse space for
excess donations as local volunteer agencies attempt to absorb
them.

10.3 Return of Loaned Equipment

Loaned equipment will have to be returned to its owners as soon as
possible. There may also be needs for servicing, repairs or
inspections prior to the transfer of assets.

10.4 Facilities Retuned to Pre-Conditions

The physical breakdown of used facilities during the emergency to
its pre-event condition is the responsibility of the Logistics Section.
Make sure the Demobilization Unit in the Planning Section is aware
of your needs prior to the release of personnel.

10.5 Financial Settlement
The Finance and Administration Section will need as much detail as
possible on any outstanding purchases.

10.6 Paperwork/Forms/Logs

All records and forms must be collected and provided to the
Documentation Unit in the Planning Section upon final
demobilization.
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Operating Guidelines

Section 7: Finance and Administration
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Emergency Operation Centre Finance &
Administration Section Standard Operating
Guidelines

1.0 Finance and Administration Section Overview

The primary role of the Finance and Admin Section in the EOC is
overseeing all aspects of financial management and related
administrative requirements in support of the event and incidents. The
Finance and Admin Section is commonly referred to as the “Payers” of
the EOC.

The Finance and Administration Section activities includes cost
tracking, analysis and reporting, procurement contract administration
and overseeing purchasing processes, including overall expenditure
management.

2.0 EOC Response Goals

There is a list of standardized response goals that apply to all
emergencies. In order of priority, they are:

1. Provide for safety and health of all responders and those affected by the
incident

Save lives

Treat the sick and injured

Protect health of those affected by the incident

Ensure continuity of government and critical infrastructure and services

Protect property and environment

ey s W N

Prevent and or/reduce economic and social losses
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3.0 Organizational Structure and Reporting Line

Finance / Admin
Section Chief

4 Time Unit Coordinator

— Procurement Unit Coordinator

‘1_(:om:perssatiqn:‘;&cclaims,su'nu _
i::;:';. : 1l il "“’COdfﬂﬁ_\ﬁfO?” 0 14 _‘;"‘1-':.4 :

—{ Cost Accounting Unit Coordinator:
R i

In a fully expanded Finance Section there are four distinctive
functions that are the overall responsibility of the Section Chief. These
four functions include the Time Unit, Procurement Unit, Compensation
and Claims Unit and Cost Accounting Unit. The demand and
complexity of each emergency event will influence the number of
personnel assigned to the Section. The activation and staffing of each
unit within the section will be made by the Finance Section Chief.
When a specific function is not assigned it becomes the responsibility
of the Finance Section Chief.

The Finance Section can expect to communicate with a variety of internal
and external stakeholders. It is important that the Finance Section be
proactive by seeking out information and advising others within the EOC
of appropriate financial processes and procedures.

4.0 Roles and Responsibilities

The Finance and Admin Section is commonly referred to as the
“Payers” of the EOC. (see checklists for more detail)

4.1 Finance and Administration Section Chief

The Finance and Administration Section Chief, a member of the
EOC Management Team, is responsible for overseeing all
aspects of the Finance and Administration within the EOC. This
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includes fulfilling the specific responsibilities of any units within
the section that have not been assigned.

This position reports directly to the EOC Director and has both
financial and supervisory/management responsibilities.

The Section Chief must continually monitor the activities and
effectiveness of the section and make modifications to staff
structures and work assignments as necessary to meet the overall
objectives and/or priorities.

4.2 Time Unit

The Time Unit is responsible for tracking and reporting on personnel
time and preparing/reviewing related forms, reports and statistical
data.

4.3 Procurement Unit

The Procurement Unit is responsible for supporting Logistics with
the acquisitions of goods and services, specifically as it relates to
the development of service agreements and/or contracts and the
overseeing of purchasing processes. They will initiate and follow-
up on formal service agreements or contacts, in conjunction
with Logistics, as needed.

4.4 Compensation and Claims Unit

The Compensation and Claims Unit coordinates the investigation and
review of property/equipment damage or loss claims arising from
the event.

4.5 Cost Accounting Unit

The Cost Accounting Unit is responsible for collecting all cost
information, reviewing invoices/statements and other vendor
documents and reporting on consolidated cost estimates and
tracking fundraising when needed.

50 Time Unit Activities

5.1 Time Reporting

The Time Unit is responsible for tracking, recording and
reporting daily on all regular time, overtime and estimated
staffing costs for all response/recovery personnel under the
authority of the jurisdiction. This includes volunteer and paid
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personnel within the EOC and those reporting to the incident
site, evacuation centre or other locations established in response
to the emergency. Usually only “estimates” of time and costs are
required on a daily basis. Actual costs will come later once official
time records and payroll is processed.

Finance and Administration Section should ensure:

e There are provisions to identify cost account coding on the
organizations official time records so that employees can
capture costs for both response and recovery.

o Establish post and communicate to EOC personnel a
designated time daily for the submission of Daily Time
Reports and other necessary records.

» As necessary, verify Daily Time Reports to ensure they
contain the names of employees and all other appropriate
information. Daily Time Reports can be confirmed against
EOC and Incident site staffing schedules, check-in sheets,
and assignments/deployment records.

e As needed, develop a daily overtime tally sheet, to
compile totals from individuals sections and
site/incident operations.

52 EOC Daily Time Reports

Each Operations Branch Coordinator and Management Staff
member will complete an EOC Daily Time Report capturing all
their personnel assigned to the incident/emergency for each EOC
shift (this includes site personnel). They will give the completed
form to the Finance and Administration Section. Finance Section
should remind everyone to fill-out the report at the beginning of
their shift and ensure they are complete before they leave the
EOC.

6.0 Procurement Unit Activities

E jiture/Signing Authorit
Whenever possible the processes and tools should reflect what
is currently in use in the organization. The actual financial
limits/powers may need to be adjusted to reflect the

emergency needs of an event.
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6.1 Purchasing Instruments
The following purchasing information is outlined for general reference.

Emergency Purchase Orders
When available, purchase orders provide an immediate means for

tracking and authorizing expenditures. As with all purchases the
Cost Accounting Unit must receive a copy of the purchase request in
order to track against the estimated response costs and appropriate
cost accounting code.

Standing Purchasing Ord
When put in place prior to the event, standing purchasing
orders or agreements with vendors can be easy and effective
means to access resources. When used, it is important to
remind vendors to separately charge response and recovery
costs and not to group them in with the regular operating
charges. Users of such purchasing tools must also track
individual commitments/requests, much like they would with a
purchasing/credit card so that daily cost estimates can be
provided to the Cost Accounting Unit.

Direct Invoice
Although not the preferred method, the purchase of goods

and/or services may occur through direct invoice as agreed by a
vendor. When a vendor is direct invoicing, it is important to
clarify the rates/fees and any relevant purchasing terms with
the vendor. Whenever possible, this should occur in writing and
prior to the receipt of the goods or services. If there is any
complexity to the transaction/agreement then a contract or
other purchasing tool should be used.

7.0 Cost Accounting Unit Activities

7.1 Expenditure Control

It is necessary to maintain overall financial accountability during
response and recovery efforts. Although life-safety issues are
paramount, effective expenditure controls must continue to be
maintained to ensure overall accountability during an event.
Whenever possible, these controls, processes and tools should
reflect what is currently in use in the organization.
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Expenditure Tracking

All expenditures must be tracked at the time of commitment. Cost
estimates must be obtained daily in order to appropriately plan
and monitor complex and extended events. All personnel who
incur expenditures must use a tracking process to capture current
cost estimates.

It should be reserved for small transactions. If used,
expenditures must be tracked against the applicable
response/recovery cost accounting codes and be provided to the
Cost Accounting Unit on a daily basis.

Purchasing Cards/Credit Card
When available, Purchasing Cards/Credit Cards is the preferred
means for obtaining goods and services. Employees will be
responsible for keeping their transactions receipts for all
purchases for reconciling cardholder statements as per the
organizations regular policy/procedure.

In addition to maintaining their regular statements, cardholders
must also track all expenditures against the applicable
response/recovery cost accounting codes and provide
expenditure estimates to the Cost Accounting Unit on a daily
basis.

Photocopies of the receipts must also be forwarded to the Cost
Accounting Unit for tracking purposes.

7.2 Expenditure Estimating
The Cost Accounting Unit is responsible for calculating daily
estimates and total event costs.

Whenever possible, actual expenditure amounts should be used in
calculating these estimates, but it is not realistic to assume that
actual costs will be available during the early days or even weeks
of a response effort.
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Expenditure estimates should take into consideration all response
and recovery costs, including, but not limited to:

e Estimated regular and overtime costs for personnel
o Estimated personnel expense costs (e.g. travel,
mileage, meals, accommodation), as appropriate
» EOC activation and facility costs
e Purchased goods and services related to the response/recovery

7.3 Total EOC Daily Cost Estimate Report

Each Operations Branch activated in the EOC will need to fill out a
Branch/Unit Daily Estimate Cost Report for each shift and forward
to the Finance Section. These Branch/Unit Daily Estimate Cost
Reports are to be recorded on the Total EOC Daily Estimate Report
by Finance Section. Once completed, these reports should be
given to the Section Chief, who will have them approved by the
EOC Director, as necessary.

7.4 Branch/Unit Daily Estimate Cost Report

Each Branch/Unit Coordinator and Management Staff member will
complete a Branch/Unit Daily Cost Estimate Report capturing all
their expenditures for each EOC shift and give to the Finance and
Administration Section. Finance Section should remind everyone
to fill-out the report at the beginning of their shift and ensure they
are complete before they leave the EOC.

7.5 Ontario Disaster Relief Assistance Program

In the event of an emergency, the municipality may be eligible
to receive provincial funding to assist in covering response and
recovery expenses. The Ontario Disaster Relief Program
(ODRAP) is intended to assist those whose essential property
has been extensively damaged as a result of a sudden,
unexpected natural disaster.

Prior to making expenditures that may later be claimed as
eligible costs under the Ontario Disaster Relief Assistance
Program, it would be prudent to contact the Ontario Ministry of
Municipal Affairs and Housing in the Provincial Emergency
Operational Centre (PEOC) to determine in advance those losses
and costs eligible for reimbursement.
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7.7

7.6 Ad Hoc Funding

Where the municipality is not able to receive funding under the
ODRAP program, it may be possible to receive ad hoc funding
from the provincial government.

The municipality should inquire with the provincial government to
see assistance through ad hoc programs.

Should the incident be caused by an individual/company, there
may be recourse for repayment of expenses incurred in the
response and recovery.

In all cases, attention to detail is important to ensure accuracy of
the claim. The Claims Unit will want to maximize their claim amount
by including all eligible expenses and to avoid the inadvertent
inclusion of ineligible items that may substantially delay the
approval process.

Response Claim Procedure

Step 1 - Document Rationale for Response Expenditures

A successful request for financial assistance must include evidence
that supports the claim. The Claims Unit must provide
documentation that verifies several aspects of each cost item.
Step 2 - Pay Invoices

Before claiming response expenditures, the local authority must
ensure that all contractors, personnel, and other suppliers have
been paid.

Step 3 - Collect i 0 ize D tati
Assemble and organize all documents related to response
expenditures. Make copies of all paid invoices and receipts as well
as documenting evidence that the goods and services used in
response or recovery are paid.
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tep 4 - Pr n lai
With the evidence gathered in Step 3, the Claims Unit prepares

a response claim, if required. Response Claim Submissions may
include:

e Summary Sheet - include a summary sheet for costs
claimed on each submission.

e Invoices - Submit invoices for all goods and services being
claimed, complete with a purchase requisition that includes
justification why the purchase was essential to incident
response.

Proof of Payment - Include financial reports (ie: general ledger
detail or list of expenses claimed complete with copies of cheques
issued) that verify all invoice and payroll costs

8.0 Compensation and Claims Unit Activities

8.1 General Incident or Loss Reporting

Losses may occur accidentally, through employee error or
neglect, through acts of God or through illegal acts. If losses
occur as a direct or indirect result of the response or recovery
efforts, the Compensation and Claims Unit may be required to
track, investigate and report upon these incidents or losses.

Where an illegal act is suspected the local police must be notified so
as not to prejudice the ability of the organization to prosecute.

Incidents where the Compensation and Claims Unit might get
involved could include:

» Losses or damages to organizational assets (including
information) or property however caused, including fraud,
theft, misappropriation, embezzlement, fire or flood, or
where there has been a loss of assets held in trust.

General security incidents (e.g. vandalism, forced entry etc.).
Information and information technology security incidents.
Any outside injury to persons outside of government.

Losses or damage to private assets or property.

Any actions based on these types of incidents or losses must follow
any relevant agency/organizational policies and procedures.
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8.2 Private Property Claims Log

The Claims Unit will need to prepare and verify damage to
private property with no insurance coverage using the Private
Property Claims Log. This form will help determine if there is a
need for ODRAP.

8.3 Municipal Property Claims Log

The Claims Unit will need to prepare and verify damage to city
facilities and property using the Municipal Property Claims Log
for ODRAP.

8.4 Damage Assessment Summary

The damage assessment process is the prompt and accurate
assessment of damage to public and private property. The
information is gathered to determine the extent of damage and
impact on the community resulting from an event.

9.0 Finance and Administration Information Display

Although the Situation Unit within Planning has responsibility for the
overall display of information within the EOC, each section has a
responsibility to display status and operational information that is relevant
to their section and to support efficient EOC operations. Display board
information for the Finance and Administration Section, may consist of:

e Section priorities, unit assignments and outstanding issues
¢« Names and numbers/emails of primary contacts
e Reporting/submission deadlines/timelines
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Operating Guidelines

Section 8: Glossary
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Glossary

This Glossary contains general Incident Management Systems (IMS) emergency
management acronyms, terms and definitions.

Accessible: Having the legally required features and/or qualities that
ensure entrance, participation, and usability of places, program. ms,
services and activities by individuals with a wide variety of disabilities.

Action Plan: (See Incident Action Plan)

After Action Report (AAR): A report that documents the performance of
tasks related to an emergency, exercise or planned event and, where
necessary, makes recommendations for improvement.

Agency (Agencies): An agency is a division of government with a specific
function, or a non- governmental organization (e.g., private contractor,
business, Red Cross, etc.) that offers a particular kind of assistance. In IMS,
agencies are defined as jurisdictional (having statutory responsibility for
incident mitigation) or assisting and/or cooperation (providing resources
and/or assistance). (See Assisting Agency, Cooperating Agency, and Multi-
Agency.)

Assessment: The evaluation and interpretation of measurements and other
information to provide a basis for decision-making.

Assigned Resources: Resources checked in and assigned work tasks on an
incident.

Assignments: Tasks given to resources to perform within a given
operational period based upon tactical objectives in the Incident Action Plan.

Assisting Agency: An agency directly contributing service resources to
another agency.

Available Resources: Incident based resources which are ready for
deployment.

Branch: The organizational level having functional or geographic
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responsibility for major parts of incident operations. The Branch level
is organizationally between section and Division/Group in the
Operations Section, and between Section and Units in the Logistics
Section. Branches are identified by functional name (e.g., medical,
security, etc.)

Catastrophic Incident: Any natural or manmade incident, including
terrorism that results in extraordinary levels of mass casualties, damage or
disruption severely affecting the population, infrastructure, environment,
economy, national morale and/or government functions.

Chain of Command: A series of management positions in order of authority.

Check-in: An action taken by personnel to formally record/report their
arrival at an event. Checking-in is one tool to ensure personnel
accountability and effective personnel management.

Chemical, Biological, Radiological, Nuclear and explosive (CBRNE)
incident: This is an incident that involves a chemical, biological,
radiological, nuclear and/or explosive situation that may require a response
by specialized teams and equipment.

Chief: The Incident Management System title for individuals responsible
for management of functional Sections: Operations, Planning, Logistics,
Finance/Administration

Chief Administrative Officer: is responsible for administrative
management of private, public or governmental corporations within an
organization.

Chief Elected Official: A mayor or Regional Chairperson.

Command: The act of directing, ordering or controlling by virtue of
explicit statutory, regulatory or delegated authority.

Command Staff: An incident command component that consists of a
Public Information Officer, Safety Officer, Liaison Officer and other
positions as required, who report directly to the Incident Commander.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 112



Town of Pelham | Emergency Management Plan | Annex C

Cooperating Agency (Agencies): providing resources and/or assistance to
another agency.

Coordinate: To advance systematically an analysis and exchange of
information among principals who have or may have a need to know
certain information to carry out specific incident management
responsibilities.

Critical Infrastructure: Systems, assets and networks, whether
physical or virtual, so vital to the community that the incapacity or
destruction of such systems and assets would have a debilitating
impact on security, economic security, public health or safety or any
combination of those matters.

Critical Resource: Material, personnel and finances that are in short
supply and are needed by more than one Incident Management Team
or are needed for high priority assignments.

Demobilization: The orderly, safe and efficient return of a resource to its
original location and status.

Department Operations Centre (DOC): A group of senior staff and
the facility within a department who coordinates the department’s
activities in support of the department’s responsibilities and
commitment to the emergency response. DOC's interact with the
overall EOC,

Declaration of Emergency: A signed declaration made in writing by
the Head of Council or the Premier of Ontario in accordance with the
Emergency Management and Civil Protection Act. This declaration is
usually based on a situation or an impending situation that threatens
public safety, public health, the environment, critical infrastructure,
property, and/or economic stability and exceeds the scope of routine
community emergency response.

Deputy: A fully qualified individual who, in the absence of a superior,
could be delegated the authority to manage a functional operation or
perform a specific task.
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Emergency Operations Center (EOC): The physical location at
which the coordination of information and resources to support
incident management (on-scene operations) activities normally takes
place. An EOC may be a temporary facility or may be located in a
more central or permanently established facility, perhaps at a higher
level of organization within a jurisdiction.

Emergency Management Plan: The ongoing plan maintained by
various jurisdictional levels for responding to a wide variety of
potential hazards.

Emergency Information Officer (EIO): An individual responsible
for acting as the primary public and media contact for emergency
information requirements.

Emergency Management Ontario (EMO): EMO is a branch within the
Ministry of Community Safety and Correctional Services with overall
provincial emergency management responsibility.

Emergency Public Information: Information that is disseminated
primarily in anticipation of an emergency or during an emergency. In
addition to providing situational information to the public, it also
frequently provides directive actions required to be taken by the
general public.

Evacuation: Organized, phased and supervised withdrawal,
dispersal or removal of civilians from dangerous or potentially
dangerous areas and their reception and care in safe areas.

Event: See Planned Event.

Finance/Administration Section:
Section responsible for all administrative and financial considerations surrounding
an incident.
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Function: One of the five major activities in the Incident Command
System: Command, Operations, Planning, Logistics and
Finance/Administration. The term function is also used when
describing the activity involved (e.g., the planning function). A sixth
function, Intelligence/Investigations, may be established, if required,
to meet incident management needs.

General Staff: A group of incident management personnel organized
according to function and reporting to the Incident Commander. The General
Staff normally consists of the Operations Section Chief, Planning Section
Chief, Logistics Section Chief and Finance/Administration Section Chief. An
Intelligence/Investigations Chief may be established, if required, to meet
incident management needs.

Hazard: Something that is potentially dangerous or harmful, often the root
cause of an unwanted outcome.

Hazard Identification and Risk Assessment (HIRA): A process to identify
hazards and associated risk to persons, property and structures and to
improve protection from natural and human-caused hazards. HIRA serves as
a foundation for planning, resource management, capability development,
public education and training and exercises.

Hazardous Material (HAZMAT): Any material which is explosive,
flammable, poisonous, corrosive, reactive, or radioactive (or any
combination), and requires special care in handling because of the hazards
posed to public health, safety, and/or the environment.

Heavy Urban Search and Rescue (HUSAR): A multi-service, multi-skilled,
and multi-functional task force that is trained and prepared to locate, treat
and remove persons trapped in collapsed structures.

Helibase: The main location for parking, fuelling, maintenance and loading
of helicopters operating in support of an incident.

Helispot: Any designated location where a helicopter can safely take off and
land.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 115



Town of Pelham | Emergency Management Plan | Annex C

Incident: An occurrence or event, natural or manmade that requires a
response to protect life or property. Incidents can, for example, include major
disasters, emergencies, terrorist attacks, terrorist threats, civil unrest, wild
land and urban fires, floods, hazardous materials spills, nuclear accidents,
aircraft accidents, earthquakes, hurricanes, tornadoes, storms, tsunamis,
war-related disasters, public health and medical emergencies and other
occurrences requiring an emergency response.

Incident Action Plan (IAP): Contains objectives reflecting the overall
incident strategy and specific tactical actions and supporting information for
the next operational period. The Plan may be oral or written. When written,
the Plan may have a number of forms as attachments (e.g.: safety plan,
communications plan, map, etc.)

Incident Command: Entity responsible for overall management of the
incident. Consists of the Incident Commander, either single or unified
command and any assigned supporting staff.

Incident Command Post (ICP): The field location where the primary
functions are performed. The ICP may be co-located with the incident base or
other incident facilities.

Incident Command System (ICS): A standardized on-scene emergency
management construct specifically designed to provide for the adoption of an
integrated organizational structure that reflects the complexity and demands
of single or multiple incidents, without being hindered by jurisdictional
boundaries. ICS is a management system designed to enable effective
incident management by integrating a combination of facilities, equipment,
personnel, procedures and communications operating within a common
organizational structure, designed to aid in the management of resources
during incidents. It is used for all kinds of emergencies and is applicable to

small as well as large and
complex incidents. ICS is used by various jurisdictions and functional
agencies, both public and private,

to organize field-level incident management operations.

B —————
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Incident Commander: The individual responsible for all incident activities,
including the development of strategies and tactics and the ordering and the
release of resources. The Incident Commander has overall authority and
responsibility for conducting incident operations and is responsible for the
management of all incident operations at the incident site.

Incident Management System (IMS): System that provides a proactive
approach guiding government agencies at all levels, the private sector and
nongovernmental organizations to work seamlessly to prepare for, prevent,
respond to, recover from, and mitigate the effects of incidents, regardless of
cause, size, location or complexity, in order to reduce the loss of life or
property and harm to the environment.

Incident Name: When multi-agencies are responding to one incident the
jurisdictional agency will name the incident in clear text using a common
geographical or functional reference. All cooperating and assisting agencies
will use the identified incident name.

Incident Objectives: Statements of guidance and direction needed to select
appropriate strategy(s) and the tactical direction of resources. Incident
objectives are based on realistic expectations of what can be accomplished
when all allocated resources have been effectively deployed. Incident
objectives must be achievable and measurable, yet flexible enough to allow
strategic and tactical alternatives.

Information Officer: A member of the Command Staff responsible for
interfacing with the public and media and/or with other agencies with
incident-related information requirements.

Intelligence/Investigations: Different from operational and situational
intelligence gathered and reported by the Planning Section.
Intelligence/investigations gathered within the Intelligence/Investigations
function is information that either leads to the detection, prevention,
apprehension and prosecution of criminal activities (or the individual(s)
involved), including terrorist incidents, or information that leads to
determination of the cause of a given incident (regardless of the source) such
as public health events or fires with unknown origins.
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Interoperability: The ability of emergency management/response personnel
to interact and work well together. In the context of technology,
interoperability also refers to having an emergency communications system
that is the same or is linked to the same system that a jurisdiction uses for
nonemergency procedures and that effectively interfaces with national
standards as they are developed. The system should allow the sharing of data
with other jurisdictions and levels of government during planning and
deployment.

Jurisdiction: A range or sphere of authority. Public agencies have jurisdiction
at an incident related to their legal responsibilities and authority.
Jurisdictional authority at an incident can be political or geographical (e.g.,
federal, provincial, tribal and local boundary lines) or functional (e.g., law
enforcement, public health).

Jurisdictional Agency: The agency having jurisdiction and responsibility for
a specific geographical area, or a mandated function.

Key Resources: Any publicly or privately controlled resources essential to
the minimal operations of the economy and government.

Liaison Officer: A member of the Command Staff responsible for
coordinating with representatives from cooperating and assisting agencies or
organizations.

Logistics Section: The Section responsible for providing services, and
support to the incident.

Long-Term Recovery: A process of recovery that may continue for a
number of months or years, depending on the severity and extent of the
damage sustained. For example, long-term recovery may include the
complete redevelopment of damaged areas.

Management by Objectives: This is a top-down management activity that
involves a three-step process to achieve the goals. The steps are establishing
the incident objectives, selecting the appropriate strategy (strategies) to
achieve the objective and implementing the strategy.
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Mitigation: Activities providing a critical foundation in the effort to reduce
the loss of life and property from natural and/or manmade disasters by
avoiding or lessening the impact of a disaster and providing value to the
public by creating safer communities. Mitigation seeks to fix the cycle of
disaster damage, reconstruction and repeated damage. These activities or
actions, in most cases, will have a long-term sustained effect.

Mobilization: The process and procedures used by all organizations for
activating, assembling and transporting all resources that have been
requested to respond to or support an incident.

Multijurisdictional Incident: An incident requiring action from multiple
agencies that each have jurisdiction to manage certain aspects of the
incident. In the Incident Command System, these incidents will be managed
under Unified Command.

Mutual Aid and Assistance Agreement: Written or oral agreement
between and among agencies/organizations and/or jurisdictions that provides
a mechanism to quickly obtain emergency assistance in the form of
personnel, equipment, materials and other associated services. The primary
objective is to facilitate rapid, short-term deployment of emergency support
prior to, during and/or after an incident.

Non-governmental organization (NGO): An entity with a common interest
or focus that is not created by a government but may work cooperatively with
government.

Officer: The ICS title for the personnel responsible for the Command Staff
positions of Safety, Liaison and Public Information.

Operational Period: The period of time scheduled for execution of a given
set of operational actions as

specified min the incident Action Plan. Operational periods can be of various
lengths, although usually not over 24 hours.
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Ontario Disaster Relief Assistance Program (ODRAP): This is an
assistance program that may help municipalities, individuals, farmers, small
business, and non-profit organizations when property has been damaged in a
sudden and unexpected natural disaster, such as a severe windstorm,
tornado, flood, forest fire or ice storm.

Operations Section: Responsible for supporting tactical incident operations.

Planned Event: A planned, nonemergency activity (e.g., sporting event,
concert, parade, etc.).

Planning Section: Responsible for the collection, evaluation and
dissemination of information related to the incident and for the preparation
and documentation of incident action plans (IAP)

Preparedness: Actions that involve a combination of planning, resources,
training, exercising and organizing to build, sustain and improve operational
capabilities. Preparedness is the process of identifying the personnel, training
and equipment needed for a wide range of potential incidents and developing
jurisdiction-specific plans for delivering capabilities when needed for an
incident.

Pre-Positioned Resources: Resources moved to an area near the expected
incident site in response to anticipated resource needs.

Prevention: Actions to avoid an incident or to intervene to stop an incident
from occurring. Prevention involves actions to protect lives and property. It
involves applying intelligence and other information to a range of activities
that may include such countermeasures as deterrence operations; heightened
inspections; improved surveillance and security operations; investigations to
determine the full nature and source of the threat; public health and
agricultural surveillance and testing processes; immunizations, isolation or
quarantine and, as appropriate, specific law enforcement operations aimed at
deterring, preempting, interdicting or disrupting illegal activity and
apprehending potential perpetrators and bringing them to justice.

Private Sector: Organizations and entities that are not part of any
governmental structure. The private sector includes for-profit and not-for-
profit organizations, formal and informal structures, commerce and industry.
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Protocol: A set of established guidelines for actions (which may be
designated by individuals, teams, functions or capabilities) under various
specified conditions.

Provincial Emergency Operations Centre (PEOC): A facility maintained
by Emergency Management Ontario (EMO) that can be activated in response
to, or in anticipation of, emergencies.

Public Information: Processes, procedures and systems for communicating
timely, accurate, accessible information on an incident’s cause, size and
current situation; resources committed and other matters of general interest
to the public, responders and additional stakeholders (both directly affected
and indirectly affected).

Recovery: The development, coordination and execution of service- and site-
restoration plans; the reconstitution of government operations and services;
individual, private-sector, nongovernmental and public-assistance programs
to provide housing and to promote restoration; long-term care and treatment
of affected persons; additional measures for social, political, environmental
and economic restoration; evaluation of the incident to identify lessons
learned; post incident reporting and development of initiatives to mitigate the
effects of future incidents.

Resource Management: A system for identifying available resources at all
jurisdictional levels to enable timely and unimpeded access to resources
needed to prepare for, respond to or recover from an incident. Resource
management includes mutual aid and assistance agreements; the use of
special federal, provincial, regional and municipal teams and resource
mobilization protocols.

Resources: Personnel and major items of equipment, supplies and facilities
available or potentially available for assignment to incident operations and for
which status is maintained. Under the Incident Management System,
resources are described by kind and type and may be used in operational
support or supervisory capacities at an incident or at an emergency
operations center.

Response: Immediate actions to save lives, protect property and the
environment and meet basic human needs. Response also includes the
execution of emergency plans and actions to support short- term recovery.
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Risk Management: Risk Management is the process of making and carrying
out decisions that will minimize the adverse effects of injuries, accidental
losses and liability upon an organization.

Safety Officer: A member of the Command Staff responsible for monitoring
and assessing safety hazards or unsafe situations, and for developing
measures for ensuring personnel safety.

Section: The organizational level having responsibility for a major functional
area of incident management (e.g., Operations, Planning, Logistics,
Finance/Administration and Intelligence/Investigations (if established)).

Short-Term Recovery: A process of recovery that is immediate and overlaps
with response. It includes such actions as providing essential public health
and safety services, restoring interrupted utility and other essential services,
reestablishing transportation routes and providing food and shelter for those
displaced by a disaster. Although called "short term," some of these activities
may last for weeks.

Situation Report: Document that contains confirmed or verified information
and explicit details (who, what, where and how) relating to an incident.

Situational Awareness: The ability to identify, process and comprehend the
critical elements of information about an incident.

Span of Control: The number of resources for which a supervisor is
responsible, usually expressed as the ratio of supervisors to individuals.
(Under the Incident Management System, an appropriate span of control is
between 1:3 and 1:7, with optimal being 1:5.)

Special Needs Population: Populations whose members may have
additional needs before, during and after an incident in functional areas,
including but not limited to: maintaining independence, communication,
transportation, supervision and medical care. Individuals in need of additional
response assistance may include those who have disabilities; who live in
institutionalized settings; who are elderly; who are children; who are from
diverse cultures; who have limited English proficiency or are non-English
speaking or who are transportation disadvantaged.
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Staging Area: Any location in which personnel, supplies and equipment can
be temporarily housed or parked while awaiting operational assignment.

Standard Operating Guidelines (SOG):

Standard Operating Procedure (SOP): Complete reference document or
an operations manual that provides the purpose, authorities, duration and
details for the preferred method of performing a single function or a number
of interrelated functions in a uniform manner.

Status Report: Relays information specifically related to the status of
resources (e.g., the availability or assignment of resources).

Strategy: The general plan or direction selected to accomplish incident
objectives.

Strike Team: Specified combinations of the same kind and type of
resources, with common communications and a leader.

Tactics: Deploying and directing resources on an incident to accomplish the
objectives designated by the strategy.

Task Force: Any combination of resources assembled to support a specific
mission or operational need. All resource elements within a Task Force must
have common communications and a designated leader.

Technical Specialists: Personnel with special skills that can be used where

required.

Threat: An indication of possible violence, harm or danger.

Unified Command (UC): An Incident Command System application used
when more than one agency has incident jurisdiction or when incidents cross
political jurisdictions. Agencies work together through the designated
members of the UC, often the senior person from agencies and/or disciplines
participating in the UC, to establish a common set of objectives and
strategies and a single Incident Action Plan.

Town of Pelham | Municipal Emergency Control Group | Operating Guidelines 123



Town of Pelnam | Emergency Management Plan | Annex C

Volunteer: Any individual accepted to perform services by the lead agehcy
(which has authority to accept volunteer services) when the individual

performs services without promise, expectation or receipt of compensation
for services performed
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