Multi-Agency Resource Centers
A Multi-Agency Resource Center is a one-stop shop assistance center for disaster survivor information and service delivery.  Standing up a MARC is an efficient way to deliver services to individuals and families affected by a disaster by bringing together multiple service providers in a single location and providing on-site assistance.  A MARC is comparable to FEMA’s Disaster Recovery Center and most often used when there is no presidential declaration.  When the MARC closes, unfinished casework is often transitioned to a long term recovery committee.        
MARC Goals
· Community-centric and reflective of the conditions of the disaster event.
· Expedite individual, family and community recovery.
· Provide efficient, effective assistance to disaster survivors while maintaining the disaster survivors’ confidentiality and dignity.    
· Minimize time and travel distance for those affected by the disaster.  
· Facilitate the transition to long term recovery.  
MARC Services  
The types of assistance and services provided at a MARC are determined by participating agencies according to the community’s needs and available resources.  These may commonly include:
· Assistance locating temporary housing
· Information about the casework process, how to obtain assistance and referrals to other off-site services as available.
· Health and mental health services 
· Distribution of bulk supplies 
· A location that serves as a meeting place for families, friends and community members
Other common disaster survivor needs addressed in the MARC may include:    
· advocacy			documentation replacement		household goods
· clothing 			employment 				mold remediation
· debris removal		food /nutrition			repair and rebuild
· transportation			emotional / spiritual care
Who’s at the MARC?  
Lead Agency:  The lead agency convenes the MARC, coordinates overall planning and operations and ensures necessary MARC functions and tasks are fulfilled.  (A lead agency is identified for organizational clarity.)  	 
Partner Agencies:  Governmental, nongovernmental and private organizations that have resources or services available.  Examples include:    
· American Red Cross
· United Way 
· Ohio VOAD
· County Auditor
· County Job and Family Services
· Local and community organizations
· Resources for child care
· Faith-based disaster relief organizations
· Private sector
· State and federal agencies with recovery funding (i.e. State Individual Assistance/US Small Business Administration (SBA)).  Note:  In the event of an agency-only declaration, the SBA may open a Disaster Loan Outreach Center or DLOC.  This operation could easily be incorporated into the MARC’s footprint.     
Concept of Operations 
MARC activities take place in 4 general stages:  Planning, Stand Up, Daily Operations and Stand Down.  Below are the timeframes in which these stages should take place:  

Planning:  (immediately after a disaster occurs) –initial assessment of disaster impacts; determination of agencies that will be involved in the MARC and development of a preliminary operational plan.  The planning team generally consists of the local EMA, the lead agency and core participating agencies.  The lead agency is often the American Red Cross, but any organization can take on the role of the lead agency.  The core participating agencies are agencies that would normally participate in response/recovery activities and are those most important to the operation.     			 
Stand Up: (within the first week of the disaster) After the necessary planning has taken place, coordination between participating agencies to set up the MARC site.      
Daily Operations:  Carrying out all necessary functions to effectively deliver services to disaster survivors, operate the MARC facility and coordinate with emergency management officials and community leadership.  Daily Operations should continue as long as there is sufficient traffic into the center, generally 1-2 weeks.     
Stand Down:  (When it has been determined that the MARC will close) Closing notification, transition activities and after-action reporting.      
Planning
MARC Planning Meeting
Planning meeting agenda items may include:  
· Assessing disaster impacts and identifying disaster-related survivor needs that will be supported in the MARC.  
· Assessing demographics of the affected population and service delivery considerations such as cultural, ethnic, religious, access and functional needs, etc.  
· Determining partner agency participation, including the lead agency and the services each agency will provide.
· Developing a preliminary operational plan, including:
· Outlining the appropriate scale and scope of the MARC operations
· Identifying available resources and resource needs for the MARC
· Identifying an appropriate MARC site.  (Having a list of pre-identified potential facilities will expedite this.)
· Determining dates and times the MARC will operate and ability of participating agencies to support.  
· Creating a MARC opening announcement, to be released with appropriate advanced notice.  
MARC site selection
A suitable site should be in close proximity to the impacted area.  It should provide enough flexible office space for partner agencies to effectively provide services to disaster survivors.  The selected facility should be in a safe area, have ample parking and is required to be ADA compliant.   
Other considerations
· Providing a private room for those who experienced a fatality
· Adjusting days and times of operation to accommodate a range of work schedules
· Depending on the population, providing interpreters and translators
· Providing sufficient reception area seating, including a play area for children.

Stand-up
MARC site procurement and set up
The lead agency or designee may sign a Facility Use Agreement.  Before signing, it is advisable to have the form reviewed and approved by the legal department of the signing agency.  Also, it is recommended that the lead agency complete a walk-through with the building owner and/or property manager.  The lead agency will appoint a MARC Site Manager to oversee onsite operations and in collaboration with all partner agencies, manage coordination, placement, arrangement, and set up of the MARC.      

Other considerations
· Informational Technology (IT):  It is critical to plan for IT needs.  Does availability /connectivity already exist within the facility?  How can it be accessed?  Who will support technical issues and access?  
· Safety and Security: The lead agency is responsible for a safe and secure operating environment for everyone in the MARC, which includes overseeing crowd and traffic control.  
· Signage and Branding:  The use of generic MARC signage would be appropriate for marking the location of the facility and for general information areas inside the center.  Individual agencies should supply their own signage for their assigned area within the MARC.   
· Janitorial Services:  Determine who is responsible for the coordination and provision of janitorial services.  Is there an existing janitorial contract?
· Light refreshments recommended.  At a minimum bottled water and snacks.   
· Sufficient space available for storage and distribution of bulk supplies 

Daily Operations and Service Delivery
Once open, the objective of the MARC is to provide effective information and assistance to address disaster survivor needs in one visit.  
Key Points
Communication:  A daily morning meeting with all agency partners is recommended to discuss operations issues.  Through regular communication, emerging issues can promptly be addressed.   
Volunteers:  Spontaneous, unaffiliated volunteers may arrive at the MARC to offer services.  A MARC is not a Voluntary Reception Center (VRC).  It is recommended that unaffiliated volunteers be directed to an offsite partner or VRC to best determine how they can contribute to/participate in disaster operations (VRC’s are typically set up by the county and in a separate location from the MARC.     
Media Relations-Public Information:  It is important to maintain positive media relations.  The media is a critical partner in providing information to the public about the location of the MARC and how to access services at the MARC.  
MARC Public Information Officer (PIO) serves as the general point of contact for media inquiries at the MARC and is responsible for developing and implementing a communications plan to increase visibility and awareness of the MARC and services provided.  
	Roles and Responsibilities
· Publicizes the opening and closing of the MARC in advance.
· Communicates and publicizes any relevant guidelines decided upon by the MARC agencies regarding the acceptance of donations.  
· Develops press releases reporting the activity and types of services provided in the MARC.  
· Develops MARCs flyers for distribution throughout the affected areas.  Specifically, flyers should be distributed and asked to be displayed in local businesses (i.e. grocery, coffee shop, hardware store, library, community center, banks, etc.) as well as circulated to residential areas impacted by the disaster.  Distribution methods include:  CERT teams, disaster assessment teams, outreach teams, other service delivery sites, etc. 
· The media may visit the MARC and request interviews or photographs.  The MARC’s PIO and lead agency will coordinate request fulfillment with the media in a manner that respects disaster survivors’ privacy and confidentiality.   
Welcoming Disaster Survivors to the MARC
The disaster survivor experience is the central consideration when planning for and delivering services in the MARC.    
How it works:    
· The disaster survivor is greeted by a member of the reception staff and completes a registration/intake form.    
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· A staff member escorts the disaster survivor to one of the agencies checked on their form.  (Note: The disaster survivor should not be expected to navigate the MARC on their own, trying to locate the various agencies.)            
· After meeting with an agency, the agency representative initials the disaster survivor’s form and directs them to the next station.  
· The disaster survivor visits all the agencies checked on their form.  (Note:  Additional referrals may have been made based on conversations between the agencies and the disaster survivor.)  
· Afterwards, the disaster survivor returns their form to the reception area.  A receptionist collects the sheet and quickly reviews it to ensure all recommended agencies were visited.  The registrar provides any other referrals/information necessary based on comments written by agencies on the form.  The disaster survivor is asked if he/she has any additional questions.     
Considerations
· Plan for long lines and overflow, especially on the first day.  Be cognizant of waiting times.  If lines are long, consider handing out numbers to those in line to keep things orderly, allowing people to have a seat, or come back (if they choose), without standing in line.  Provide a designated waiting area with ample seating for those who chose to wait.       
· Recruit enough volunteers to assist with registration, particularly in the beginning when heavy traffic through the center can be expected.  In addition to escorting disaster survivors through the MARC, sufficient staff will be needed to support activities such as information requests, material distribution and other MARC-specific activities.  
· Maintain a daily sign-in log for each disaster survivor visiting the MARC.  Ensure returning disaster survivors check-in with reception upon returning to the MARC.  
· Consider a kid-friendly play area where parents have a safe place to take their children while they meet with the different agencies.  The play area should include play items and be monitored by a childcare worker.  

Stand-down
The decision to close the MARC is made by the lead agency in cooperation with current partner agencies.  Advanced notice of the center’s closing should be made to all appropriate parties.  
  
Establish and execute a transition plan.  
· Continued casework- discuss how the cases will be handled going forward.  If a Long Term Recovery Committee exists, transition cases to the LTRC.
· Determine how participating agencies will serve disaster survivors following the MARC’s closing.
· Return MARC facility back to its original state.  
 
Conduct an After-Action Review (AAR).  
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