OPERATING THE ROOF BLUE CALL-IN CENTER FOR HURRICANE XXXXXXX, 20__
EXAMPLE

INTRODUCTION

The purpose of this document is to assist the mission in setting up and running a Call-In Center (CIC) for the temporary roofing mission.  The purpose of the call in center is to assist people who have evacuated the area, who are not located near an ROE Collection Center, who do not have any form of transportation, and/or are handicapped apply for a temporary roof and to assist callers with specific roofing program questions.   

 AUTHORIZATION     

the Federal Emergency Management Agency (FEMA) will authorize the Corps of Engineers  to operate a CIC.     

STAFFING and EQUIPMENT
The CIC may be manned by volunteers, Government or contracted employees to answer the incoming telephone calls.  Required equipment includes tables, chairs, faxes, telephones and copy machine as well as general office supplies.    

LOCATION

The CIC location will be event specific.  It is best to co-locate the CIC with one of the Corps of Engineers temporary roofing facilities. 
CALL-IN OPERATIONS
It is the responsibility of the PRT to coordinate the 1-888-ROOF-BLU message  with the PAO officer and the District overseeing this toll free number.
Typically, the CIC ROE process will start by applicants calling into the CIC via the ROOF BLUE hot line number, 1-888-ROOF-BLU (1 888-766-3258).  The preprogrammed telephone message gives a caller an overview of the program, the addresses of the ROE Collection Centers in the various states and the telephone numbers for the CIC located in the declared disaster areas, e.g.; Louisiana, Alabama, and Mississippi.  

When receiving a call, the CIC operator should go through a questionnaire, asking a series of questions to determine if the applicant qualifies for the program and to insure they are given the proper information.  A copy of the suggested script is attached.  Operators follow the outline of the script to insuring the applicant qualifies and receives all pertinent information..  

If the applicant qualifies, the Operator determines where they are located.  If the applicant is located near a ROE Collection Center, they are encouraged to visit the Center and complete the sign-up procedures at the Collection Center.  If the applicant is not located near a ROE Collection Center or the applicant is unable to visit the Collection Center, e.g; no feasible transportation, elderly, confined medically, etc., the operator will fill out the ROE for the applicant.  After the ROE has been filled out, the applicant should be given the ROE number to complete the application process as the applications are tracked by ROE number.  If the applicant has access to a fax machine or a fax telephone number, the operator faxes the ROE to the applicant.  The applicant faxes a signed copy back to the CIC.  The operator initials and dates the bottom of the signed faxed version of the ROE and attaches it to the original ROE.  
In addition to faxing the caller an ROE, a REQUEST FOR CANCELLATION is also provided.   If the applicant chooses to cancel the ROE before the Government installs the temporary roof, they should be instructed to call the CIC and inform someone to cancel the ROE.  The CIC will instruct them to fill out the REQUEST FOR CANCELLATION form and fax it to the CIC.  After they fax the REQUEST FOR CANCELLATION, the applicant places the REQUEST FOR CANCELLATION in an area of high visibility in the house such that it may be seen by the temporary roofing installation contractor crew.    
Each operator should have a list of the ROE Collection Centers, a document listing the eligible parishes (counties) and commonly used telephone numbers, a document listing the telephone numbers of agencies and volunteer organizations involved in the hurricane clean-up effort, a document used to track how the caller learned about the program and a list of FEMA DRC Centers.

INTERNET ACCESS - If the applicant has access to the internet, the operator will provide them appropriate Corps’ website that contains pertinent forms and information regarding the temporary roofing program and guide them through the application process.   
STAY AT HOME - Applicants may not be able to leave the dwelling for various reasons and does not have access to a fax or Internet.  In this case, the applicant is informed a government representative may be able to deliver an ROE to them.  This information is then provided to the field to allow execution of the ROE. 
HOURS OF OPERATIONS  - Normally, the CIC will accept calls from 7:00 a.m. to 7:00 p.m.  After 7 p.m., an answering machine informs the caller the hours of operations and/or provides other assistance alternatives.  
CALL BACK TELEPHONE LINE –   The unpublished call-back telephone number/lines may be connected to one toll free telephone number which may be given to an applicant after their ROE is complete.  The telephone number should be used after applicant has access to a fax machine, or if they are additional questions concerning the program.  

SUGGESTED FORMS

SPECIAL NEEDS FORM - Justification to expedite an application.  Use a red marker and draw across the top of the ROE, attach a Special Needs Form to the front of the ROE, and process. This method was developed for the elderly and infirm who could not leave their homes as well as fire and police employees required to remain in a fixed area.
NON-QUALIFYING PROPERTY FORM - Not all properties qualify for temporary roofing.   Unqualified roofs are those constructed of metal, slate, tile, asbestos, membrane or that are flat .  In some cases, insurance companies want the applicant to obtain a document from USACE  stating the reason the homeowner was not qualified.  The ‘Non-Qualifying Form’ could be used  for this purpose.

HOMEOWNER INQUIRY FORM (Complaint) - This form may be utilized for applicant with complaints.  After completion of this form, it is forwarded to the appropriate entity for follow-up and resolution.

OPERATION BLUE ROOF CALL-IN CENTER SCRIPT - Script example to use by operators working the call-in operator tables.  This script should be tailored to the declared disaster area and edited as required to promote efficiency.  A copy should be kept at the workstation.

FAX COVER SHEET FOR RECEIVING BLANK FAXES - Fax cover sheet when a blank fax is received..

REQUEST FOR CANCELLATION FORM - The Cancellation Form on the back of the ROE did not provide sufficient information.  This form was modified to provide sufficient information to terminate the ROE.

SPECIAL NEEDS FORM – Example of ‘Special Needs Form’ when there is a need to assist those unable to leave their dwelling. 

HOMEOWNER INQUIRY FORM – An example of a complaint form used to respond to applicants’ concerns. .

CALL-IN FORM TRACKING WHERE PEOPLE LEARNED ABOUT THE PROGRAM-     This document was one of the pages contained in a packet that was given daily to all of the operators.  The Public Affairs Office needed to know if their advertisements placed in newspapers, radio and television were effective.  A copy of this form was given to each operator every morning.  The last question asked the applicant was how they found out about the blue roof program and recorded on this form.

NON-QUALIFYING FORM -  This type of form may be was used when a homeowner wants written confirmation as to why they are disqualified for the blue roof program.

LIST OF TELEPHONE NUMBERS FOR VARIOUS ORGANIZATIONS INVOLVED IN THE HURRICANE RELIEF EFFORT- Document maybe one of the pages contained in a packet given daily to all operators.  It contains the telephone numbers of the various agencies and organizations involved in the clean-up effort. 

ROE CONFIRMATION FORM ON THE INTERNET -

ROE AUTHORIZATION FORM ON THE INTERNET - 







