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DISASTER SUPPORT HUBS
The Resilient Neighbourhoods Program team (City of Vancouver, Britannia 
Community Services Centre, Collingwood Neighbourhood House, Dunbar 
Community Centre Association, and 312 Main Community Coop), wish to 
acknowledge and extend our deepest gratitude to the Wellington Regional 
Emergency Management Office (WREMO) and the Seattle Emergency 
Hubs for sharing years’ worth of research and work around their respective 
Community Emergency Hubs. These two organizations generously allowed 
Vancouver to adapt their research, concepts and templates. Their work has 
been instrumental in the creation of this toolkit. Vancouver’s own Disaster 
Support Hub concept was based on learnings from New Zealand after the 
Christchurch earthquake in 2011, and WREMO’s Community Emergency 
Hubs were our template from the beginning. Seattle’s Hub team has 
generously and graciously shared their expertise with Dunbar over the 
past 18 months, and has been critical in the development of the Dunbar 
Earthquake and Emergency Preparedness Hub. 

• Wellington Regional Emergency Management Organization:
Special	thanks	to	Dan	Neely	and	the	entire	WREMO	Community
Resilience	team	for	sharing	their	wisdom	and	allowing	us	to	adapt
their	guide.

• Seattle’s Emergency Communication Hubs: Special	thanks	to	Cindi
Barker	for	sharing	her	expertise	with	Dunbar	Earthquake	and
Emergency	Preparedness.

Disclaimer: This toolkit is intended to serve as a starting point for 
neighbourhood organizations to plan and prepare for, respond to and 
recover from disasters. This guide is not a plan in and of itself, but may 
be used as a planning tool for and by neighbourhoods and communities. 
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PART 1: ABOUT DISASTER SUPPORT HUBS
Disaster Support Hubs are a City of Vancouver initiative launched in April 
of 2016 in recognition that a major earthquake in Vancouver will impact 
everyone in our community.  

They were created acknowledging that the City of Vancouver’s formal 
response will need to be augmented by grassroots community-response 
during a disaster. Disaster Support Hubs leverage existing, trusted 
community spaces as a focal point for communities to plan for, respond 
to and recover from disasters.  

Individuals, families, neighbours, local businesses and community 
organizations will need to support each other while emergency service 
personnel are responding to high-priority incidents.

Disaster Support Hubs are designated locations where you can gather 
to coordinate efforts and offer assistance to other members of your 
neighbourhood. They are also post-disaster locations in which City staff 
and trained volunteers will prioritize sharing information and providing 
services to the public once available. They are also a place where 
neighbours can convene to recover from emergencies and disasters.

While the City of Vancouver works hard year-round to ensure that staff 
and departments are ready to respond to disasters and emergencies, 
such shocks can still have significant, unforeseen impacts that require 
community-based response and recovery. The City of Vancouver 
acknowledges that when a major disaster strikes, City staff will be 
assigned to addressing high-priority incidents involving hospitals, schools, 
bridges or other critical government services and infrastructure. As such, 
neighbourhood and community-based organizations, businesses and 
residents and community members will need to come together to support 
each other in the interim, until City support is possible. As government 
services return to normal, Hub functions may change. 

Day-to-day, neighbourhood and community-based organizations host a 
range of programs and services in their communities, and often support 
the most vulnerable members of the community. During a disaster, the 
maintenance of these services are as critical as ever, and organizations 
may play additional roles in facilitating neighbourhood-level response and 
recovery alongside volunteer community members.  

Organizations and neighbours have critical, unique and often flexible 
skills that can support emergency response and recovery. In disasters 
all over the world, neighbours and communities are the first to respond 
to immediate needs of those around them. They come up with creative, 
grassroots solutions to pressing challenges. In Vancouver, we know 
that neighbourhoods across Vancouver are diverse, and residents and 
neighbours will be the first to respond to help each other during a disaster. 
Neighbourhood and community-based organizations play a crucial role 
in maintaining vital services to vulnerable community members, and in 
facilitating response and recovery at the community level. 
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Disaster support hubs are a tool that should be incorporated into 
emergency plans for families, neighbours, and community organizations. 
Hubs can also be used depending on the specific needs of neighbourhoods 
and local groups. They are locations where community can meet, plan, 
share, and help.

ABOUT THIS GUIDE

This guide provides instructions and templates to use your local Disaster 
Support Hub location to plan and prepare for, respond to, and recover 
from disasters in your neighbourhood. 

Please note: There are no caches of emergency supplies at Disaster 
Support Hubs. There may be some basic supplies (such as pens, white 
boards, signage and a tent) located at Hubs, but ultimately the resources 
of the Disaster Support Hub are the skills, knowledge, and supplies that 
your organization and neighbours bring to it.  

A	Disaster	Support	Hub	is	not	a	container	of	things,	it’s	
a	group	of	people	in	the	neighbourhood	and	the	skills	
they	have	that	can	be	helpful	when	a	disaster	strikes.	In	
addition	to	asking	“What	is	in	our	emergency	kit?”,	you	

should	also	be	asking,	“Who	is	in	our	emergency	kit?”

DISASTER SUPPORT HUB PURPOSE

Disaster Support Hubs are designated, community-led locations 
established during an emergency, crisis or disaster for community 
members to share information and connect people who have needs 
to available support. They act as a focal point for individuals, families, 
organizations and businesses in a neighbourhood to come together to 
plan out how they will work together to help each other after a disaster. 
Neighbourhoods around Vancouver are unique, so the actions people 
take in operationalizing a Hub may be different. However, there are some 
key features of Disaster Support Hubs: 

•	 Safe gathering places: Hubs are a safe gathering place for people 
to connect after a disaster and to coordinate response and 
recovery efforts within their neighbourhood. 

•	 Information exchange: Hubs are meant to facilitate the collection 
and dissemination of important information after a disaster, so that 
your neighbourhood knows how to connect with each other and 
stay safe.

•	 Community engagement: Hubs are a tool to engage neighbours 
and community members in emergency preparedness and 
planning. In order to build community capacity to respond to and 
recover from disasters, we first need to engage community and 
provide a forum for discussions and activities. 
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•	 Community leadership: While most emergency response centres 
around professional first responders, it is critical that Hubs are 
led by community, for community. They are meant to be self-
organized, grassroots initiatives that utilize the leadership of local 
organizations and community members during an emergency. 

•	 Matching needs and offers: Hubs are about sharing information 
and connecting people to available support and resources. Hubs 
may play an active role in receiving, sorting and coordinating 
the distribution of these resources. This may be on an individual 
level (one person helping another with a small task), or on an 
organizational level (a non-profit or business providing hot meals 
to neighbours who don’t have electricity). It is important to avoid 
over-promising services unless you are prepared to provide them. 

•	 Disaster preparedness: While Hubs are activated after a disaster, 
planning activities should take place before-hand. Hubs are able to 
be used faster and more effectively when people know each other 
and understand neighbourhood skills and resources ahead of time. 

•	 Supporting vulnerable individuals: Hub planning can allow 
neighbours to consider who might need help and how after a 
disaster. Thinking of potentially vulnerable individuals in advance 
can save lives.

•	 Local problem-solving: Resilient communities actively solve 
emerging problems together. Group problem-solving is a skill that 
is honed and improved through practice.

•	 Network of hubs: After a disaster, people will go to the places they 
feel safe. While there are pre-determined Hub locations, people will 
create ad hoc Hubs during an emergency. When planning a Hub, it 
is important to consider what other nearby locations people might 
congregate in and consider coordinating with these. 

•	 Low-tech, flexible, and adaptable: Hubs are meant to be low-
tech, simple and adaptable. Each neighbourhood is unique, and 
each emergency is unique. Hubs may be adapted to the specific 
needs of the neighbourhood, and should always aim to use simple 
processes and language that can be understood by everyone in the 
community. 

•	 Facilitating recovery: In addition to supporting community in the 
immediate aftermath of a disaster, Hubs also serve as an important 
platform for community-led recovery. Resilient neighbourhoods 
recover stronger after disasters because the whole community 
comes together to help one-another, and builds back better. 

DISASTER SUPPORT HUB OBJECTIVES INCLUDE: 

•	 Provide up-to-date information to the public so the community 
knows how to help each other and stay safe;

•	 Solve problems using the people, skills and resources available in 
the neighbourhood; 

•	 Act as a safe gathering place for community members to help each 
other;
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•	 Continue essential day-to-day organizational programs and 
services and transform to meet acute needs of community in a 
disaster. 

One of the primary roles of Disaster Support Hubs is to facilitate the flow 
of information throughout disaster response and recovery. By providing 
information to community, you are supporting people to make informed 
decisions that can keep them safe and help them recovery as quickly as 
possible. While disasters bring about many unforeseen situations, some 
of the information that might flow through a Disaster Support Hub could 
include: 

•	 People asking for / offering assistance including: shelter, food, 
water, medical

•	 Lost pets / people

•	 Updates about neighbourhood / city / region

•	 Localized problems (down powerlines)

•	 Skills & materials (translation, shovel, radio)

•	 Volunteer inquiries

•	 Donations (at Hub and in community)

•	 Info about how to manage situations (purify water, fix appliances, 
etc.)

•	 Inquiries about and support through any services and programs 
your organization normally provides. 

Remember: while first responders will be overwhelmed during a disaster 
and may not be able to respond immediately, you should still call 9-1-1 to 
seek help for life-threatening situations. Disaster Support Hubs are not 
field hospitals or medical facilities.  

DISASTER SUPPORT HUB CODE OF CONDUCT

Disaster Support Hubs are intended to be accessible and inclusive for all 
community members. All individuals working at the Hub should endeavor 
to abide by the following code of conduct: 

1.	 Ensure health and safety: People working at Hubs are expected to 
prioritize the health and safety of all staff and volunteers operating 
the Hub. To foster and contribute to a positive, safe and healthy 
environment for all users of the Hub and the broader neighbourhood. 

2.	 Act lawfully: People working at Hubs must act lawfully according 
to the laws of Canada, British Columbia, and City of Vancouver 
bylaws. Understand that all laws still apply during emergencies and 
disasters, and that people working at the Hub have no special legal 
powers.  

3.	 Act with integrity: People working at Hubs are expected to make 
decisions that benefit the community and prioritize the needs of the 
most vulnerable community members. 

 6



RESILIENT NEIGHBOURHOODS TOOLKIT | READYING NEIGHBOURHOOD DISASTER RESPONSE  7

4.	 Treat everyone with respect: People working at Hubs are expected 
to provide assistance regardless of race, national or ethnic origin, 
citizenship status, language, age, gender, sexual identity, disability, 
physical characteristics, religion, political opinions or other grounds 
of discrimination. Treat volunteers, other Hub workers, community 
members and staff with respect at all times. 

5.	 Uphold confidentiality: People working at Hubs are expected to 
maintain confidentiality of personal and privileged information and 
not give out any personal or confidential information to the media 
or other external parties. 

6.	 Strive for collaboration: People working at Hubs are expected to 
work collaboratively with community members, volunteers and City 
of Vancouver staff. This includes being as open as possible about 
decisions and actions, and communicating appropriate information 
to community members to the best of your ability.

PART 2: PLANNING AND PREPAREDNESS  
(BEFORE DISASTER STRIKES) 

STEP 1: PERSONAL AND BUSINESS PREPAREDNESS

Your neighbourhood or community-based organization provides valuable 
and even vital services and programs to support the community day-
to-day. In the event of a disaster, it is critical that your organization try, 
wherever possible, to continue or maintain the programs and services that 
community members depend on. This is why it is important that your staff 
and volunteers become personally prepared, and that your organization 
plans for continuity.  

Planning for business interruptions, emergencies and disasters is a crucial 
aspect of running a business. A plan can help you and your employees:

•	 Respond and stay safe during an emergency

•	 Avoid or minimize downtime in the event of a disaster or 
emergency

•	 Recover full operations quickly

If your staff and volunteers are not prepared, they will take longer to 
be able to personally respond and recover from disasters―which will 
impact your services and programs. Likewise, if your organization has not 
invested in continuity planning, this may mean that there are significant 
disruptions in the services that community members depend upon. 

The ability to respond quickly to disruptive incidents is important. Having 
a business continuity plan could make the difference in the long-term to 
the survival of your organization and service users. 

Below are some resources for your organization and staff to prepare at 
home and in the office. 
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PERSONAL AND FAMILY PREPAREDNESS RESOURCES

PLAN FOR AN EMERGENCY WITH YOUR FAMILY

Create a family plan so you and your family can stay together and stay safe 
during an earthquake or other emergency.

EMERGENCY PLANNING FOR PEOPLE WITH DISABILITIES AND SPECIAL NEEDS

Emergencies can present additional challenges for seniors and people 
with special needs. By planning ahead, you can be more confident about 
protecting yourself in any emergency.

PET EMERGENCY PREPAREDNESS

Prepare your pets for an earthquake or other natural disaster in Vancouver.

VEHICLE EMERGENCY PREPAREDNESS

How to drive safely in a disaster and what to include in your vehicle 
emergency kit.

IDENTIFY POSSIBLE HAZARDS IN YOUR HOME

Identify and remove potential hazards in your home so you stay safe during 
an earthquake or other disaster.

PREPARE YOUR HOME FOR AN EARTHQUAKE

Keep yourself, your belongings, and your home safe during an earthquake.

MAKE AN EMERGENCY KIT

Make evacuation and emergency supply kits, and be self-sufficient for up to 
10 days during an emergency.

EMERGENCY FOOD, WATER, AND SANITATION

Store the food and water you and your family will need if key resources are 
not readily available after an emergency.

BUSINESS PREPAREDNESS RESOURCES 

Prepare your business for disasters and emergencies: vancouver.ca/home-
property-development/business-emergency-safety.aspx 

Business and Employer Emergency Preparedness Guide: vancouver.ca/files/
cov/business-employer-emergency-preparedness-beep-guide.pdf 

Business and Employer Emergency Preparedness Plan: vancouver.ca/files/
cov/business-employer-emergency-preparedness-beep-plan.pdf 

Mini Business and Employer Emergency Preparedness Plan: vancouver.ca/
files/cov/business-employer-emergency-preparedness-beep-mini-plan.pdf

STEP 2: CHOOSE A LOCATION

Decide on a location for the Hub―this will likely be where your organization 
is located. 

There are 25 designated Disaster Support Hubs already located 
throughout the city. While there are buildings and facilities on these sites, 
these Disaster Support Hub locations were selected because they have 
ample outdoor space, acknowledging that we need a low-tech method 
of community response and recovery that can be set up outside in the 
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event that a building is not safe to enter. Again, a Hub is not a container 
or things, or a building: it is a group of people to contribute their time, 
skills, knowledge and resources to help their communities respond to and 
recover from disasters and emergencies.

While there are pre-designated Disaster Support Hubs at Park Board and 
Vancouver Public Library facilities, people will ultimately go to locations 
that are familiar to them, and where they feel safe, including organizations 
and places that they use and access on a regular basis. This is why it 
is important for neighbourhood and community-based organizations to 
plan and prepare to support their communities―no matter what happens. 

Your Hub should be located in a central, accessible location that can 
be reached by community members. Remember, you will be running 
exercises here, so choose a location that can be accessed both before 
and after a disaster. If possible, choose a location at a newer building that 
is more likely to be accessible after an earthquake―this will increase the 
likelihood you are able to access necessary supplies. 

Below is a map of current designated Disaster Support Hub locations in Vancouver.
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STEP 3: GATHER SUPPLIES

Now that you have selected your location, gather supplies required to 
support the smooth-running of the Hub in a time of need. Remember, 
Hubs are designed to be low-tech with minimal cost, and limited storage 
space requirements. Some organizations may choose to invest in shipping 
containers and have robust supplies for response operations, but this 
is not necessary: you can operate your Hub with basic stationary and 
signage. 

Basic materials (that will mostly fit in a large Rubbermaid bin) may include: 

BASIC HUB KIT CONTENTS

•	 Copies of the Disaster Support Hub Guide

•	 Lanyards

•	 Clipboards

•	 Note books 

•	 Blank paper

•	 Ball Point Pens

•	 Permanent Markers

•	 Dry-Erase Markers

•	 Tape 

•	 Thumb tacks 

•	 White Boards

•	 Cork Boards

•	 Push Pins (lots!)

•	 Flip Chart Paper

•	 Index Cards

•	 Duct Tape

•	 Masking Tape

•	 Radios

•	 Batteries (lots!)

•	 Flashlights 

•	 First Aid Kit
•	 Sidewalk Chalk 

More extensive but not mandatory materials could include: 

ADDITIONAL HUB KIT CONTENTS

•	 Tarps

•	 Canopy Tents (2)

•	 Tables (2)

•	 Chairs (4)

•	 Easels (2)

•	 Laminated Maps and Signage

•	 Basic tools: hammer, screw driver, pliers, multi-tool,  

leather gloves, staple gun, rope

•	 Garbage Bags
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•	 Glo Sticks

•	 Zip Ties

•	 Marker/traffic cones (8)
•	 Portable Toilet (19 Litre Plastic Bucket and sawdust  

can do the trick!)

Of course, you can also include any other materials that you think you might need, 
but remember, you may not be able to access these during a disaster. Luckily, 
people are resourceful―you don’t need to have all of the gear or gadgets―just a 
solid team willing to solve problems.

STEP 4: UNDERSTANDING ROLES AND RESPONSIBILITIES

Disaster Support Hubs were created on the premise that everyone has 
unique skills, knowledge and abilities that they can use to help their 
community respond to and recover from a disaster. Hub roles are designed 
to facilitate the flow of information and connection between needs and 
offers in the community. These roles may be adapted as needed by each 
individual Hub, and roles may be added as necessary. A complete list of 
roles and responsibilities is contained at the end of this module.    

STEP 5: HOSTING AN EXERCISE 

In communities all over the world, in every disaster, neighbours and 
community members come together to provide critical support to one-
another. This happens naturally and informally. The Disaster Support Hub 
concept is an effort to try to put some structure around these natural 
occurrences, so they can be considered and practiced in advance. By 
considering our roles during a disaster we can prepare, respond and 
recover―faster and more effectively.  

Exercises are one way that communities can practice this in advance. 
They provide opportunities for communities to connect socially, build 
trust and collectively solve problems: foundational features of resilient 
communities. Scenarios and role playing help us step into “what might 
happen”, while knowing that every single disaster is different and brings 
unanticipated challenges that we cannot predict. 

Exercises are hands-on training opportunities and while role-playing can 
sometimes feel awkward, it helps us build “muscle memory” for stepping 
into the roles needed to operate a Disaster Support Hub, and solving 
problems at the neighbourhood level. 

There are two main types of exercises: 

1.	 Table top: These are done as a meeting or in a classroom-based 
setting. Participants talk through the step-by-step actions they would 
take in a real-life situations. Table Tops are low-stress ways to discuss 
and clarify roles and responsibilities, and to highlight gaps in existing 
plans. These types of exercises can be very short and are a great way 
to start familiarizing yourselves with the functions of a Hub. Table top 
exercises can be very short―and can be done in 30 minutes to two 
hours, depending on the level of detail you want to get into.     

 11



RESILIENT NEIGHBOURHOODS TOOLKIT | READYING NEIGHBOURHOOD DISASTER RESPONSE  12

2.	 Functional: These are on the ground exercises at an actual 
Hub location. Rather than talking through step-by-step actions, 
participants practice the actions of setting up, getting organized 
and playing roles of the Hub team and of community members, 
as if the real-life situation has taken place. These exercises are 
more time and resource intensive, and can require more planning 
to execute. Functional exercises do not have to be very long, 
but usually run at least 1 to 2 hours so that participants can get 
comfortable in their roles.    

We recommend starting with a table-top exercise first as they are easier 
to plan and organize, and are in a tightly controlled environment. Once 
you have done this, plan a larger functional exercise. 

In both cases, you will use a description of a particular emergency and its 
potential impacts to help you work through different roles, responsibilities 
and functions of the Hub. There are 3 emergency scenarios provided 
to use for your exercises included in the appendix. These are the same 
scenarios you used in your Neighbourhood Mapping activities in Module 
3. You may even choose to use your asset map as part of the exercise to 
connect possible needs and offers spatially within the neighbourhood.   

OPENING THE EXERCISE: 

Open your exercise by providing participants with an overview of what to 
expect. You may choose to set your exercise at different points throughout 
response and recovery. For example, you may choose to set the exercise 
at the start of response, immediately following the disaster. Or you may 
choose to set it several weeks in. This will determine whether participants 
work through setting the hub up or starting with it already underway. 

In addition to providing an overview of the exercise, have a brief “ice 
breaker” discussion to help frame the exercise. Below are questions 
around response and recovery that can be used as icebreakers for the 
group. 

Response: Response is a short, focused phase that begins immediately 
after disaster strikes, and is completed when the situation is stabilized. 
While Hubs are a location that community can gather to support each 
other, they are also a location you can use as part of your family emergency 
plan. It is important to have a plan for yourself and your loved ones so 
that you can respond to help others in your neighbourhood as quickly as 
possible when disaster strikes.   

1.	 In the event of a disaster, I might need help with: 

2.	 In the event of a disaster, I can help with: 

3.	 In the event of a disaster, how will you find/connect with your loved 
ones? 
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Recovery: Recovery happens alongside response in a disaster, and 
continues on afterwards for weeks, if not months or years. Recovery 
is the process of people coming together to help their neighbours and 
community whole again―socially, physically and economically. Hubs 
support community put their neighbourhood back together, and hopefully 
make it better over the long-term. 

We often do not plan for recovery in advance, but recovery is our 
opportunity to build a stronger, healthier, happier, more resilient 
community. In order to frame recovery for your community, we recommend 
starting all exercises with one of these preambles: 

1.	 What do you most value/love about this neighbourhood /
community? 

2.	 If you could design this neighbourhood from scratch, what would 
you do differently? What would you keep the same?

3.	 Disasters are damaging and disruptive, but they can also be 
generative over the long term. The word emergency comes from 
the Latin, “emergere” which means to “arise out or up”. If a disaster 
or major emergency occurred tomorrow in this neighbourhood /
community, what would you like to emerge from it?

SCENARIOS: 

While every disaster is different, there are some core needs that typically 
need to be addressed in each, likely to fall under these broad categories:   

•	 Shelter

•	 Food

•	 Water

•	 Energy

•	 Medical 

•	 Waste and Sanitation 
•	 Communication and Coordination 
•	 Emotional and Psychological

These are the same categories from your Neighbourhood Mapping 
Activities in Module 3 of this toolkit. 

While we are often tempted to plan for the absolute worst case scenario, 
this can sometimes overwhelm people to the point where it is difficult to 
take positive action. 

We don’t want to scare people away from planning and preparing! So, 
we suggest running exercises using scenarios that encourage problem 
solving and solutions to moderate impacts (at least to start). You can do 
this either by controlling the type of emergency your exercise is based on 
(blizzard, heat wave or moderate earthquake), or by explicitly suggesting 
response needs. For example, your scenarios may require that you work 
on these needs: 
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•	 Shelter 100 people for 72 hours;

•	 Feed 250 people for 72 hours; 

•	 Obtain clean drinking water for 50 people for 72 hours; 

•	 Manage waste and sanitation for a 10-block radius;

•	 Check on 100 people who are sheltering-in-place (or staying 

indoors) and require external support; and 
•	 Coordinate and Communicate the above.

You can use the scenarios on the following pages for your Hub exercises. 
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POWER OUTAGE & BLIZZARD

SCENARIO: 

Vancouver is experiencing record-breaking winter snowfall and a prolonged 
power outage. Cold temperatures and icy conditions have limited walking and 
driving. Homeless people are especially at risk of freezing. Many seniors and 
people with disabilities are unable to leave their homes due to icy sidewalk 
conditions. Many homes in your neighbourhood are now without heat. While 
the city is working to clear snow and repair electricity, your neighbourhood is 
expected to be without power for an indeterminate amount of time. Natural 
gas is severely disrupted. 

Further information about this scenario: 

•	 95% of all restaurants use natural gas. 

•	 45% of homes are without electricity including electric heat. 

•	 55% of homes are heated by natural gas but are without electricity. 

•	 Most schools are heated by natural gas. 

•	 Only 5% of people are prepared with physical cash in an emergency fund. 

•	 Walking distance is limited to 10 blocks by visibility and icy conditions. 

•	 Cell phones and internet are working but spotty.

NEEDS AND OFFERS: 
Use specific examples of needs and offers of community members to guide 
and prioritize Hub activities. Choose from: 

NEEDS

1. Akiko’s young children are stuck at school and she is on the other side of 
the City, and she doesn’t own a car. She is desperate to get in touch with 
them, but power is out so the school phone isn’t working and busses are 
stuck. 

2. Hussein lives alone at home. He has mobility challenges and requires a 
walker to leave his home. He needs help getting food and water due to 
the icy road conditions.  

3. Li Xiu Ying just moved to Vancouver to take an English course for 3 months. 
English is not her first language, and she is having trouble understanding 
what is happening in the neighbourhood, and what services might be 
available. 

4. Fatima has been without power in her home for days and needs a place to 
warm up. 

5. Jennifer is a single mother with 2 children. Her childcare has been disrupted 
and she needs help with childcare while she goes to work. 

6. Mariana has a 2 month old baby. Her partner is away for work. She wants 
company and emotional support but is worried about leaving her home 
with her baby because of the icy road conditions. 

7. The Singh family’s home has suffered some damage―there is a leak in 
the roof and their basement is flooding. They need someone to help them 
repair it. 

8. Micah is concerned about his neighbour. She is an elderly woman who 
lives alone but has seemed intimidated by Micah in the past, so he wants 
someone else to come with him to check on her.
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9. Jerry has run out of food for his dog, Fluffy. The local pet store is closed 
due to the blizzard, and Jerry is wondering if anyone else can share their 
dog food. 

10. Preeti is pregnant and needs to go to the doctor but is worried about 
leaving her home given the icy conditions.

11. Luisa has a chronic medical condition and needs power to charge medical 
support devices, but her home has lost power. 

12. Nancy’s toilet is not working. Sewage pipes leading to her home are 
broken. She needs help setting up a portable toilet. 

13. Ali is a senior who has trouble walking. He is afraid to leave his home in 
case he falls. 

14. Henry is homeless and needs to know where he can go for shelter. 

15. Ana is trying to get in touch with her family but her cell phone is out of 
batteries. She needs a power source to charge it. 

 OFFERS

1. Zhang Wei has his amateur radio license and radio equipment, and wants 
to know how he can help. 

2. Jorge works for a local construction company and wants to know how he 
can help. 

3. Arjun and Aniel are teenagers from the neighbourhood. They want to 
know how they can help. 

4. Katie is a skilled trades person offering to help.

5. Melissa is a retired nurse who can help with first aid and medical support. 
She is keen to help. 

6. Emily is a local parent who organizes school activities every year. She 
wants to know how she can help. 

7. Rosie is a therapist who wants to provide emotional support to people 
who need it. 

8. Yoshi is a local chef who has access to an industrial-sized kitchen, BBQ 
and propane and wants to help. 

9. Alejandra has an extra bedroom in her home and wants to know if anyone 
needs it.

10. Luisa is a local community organizer and wants to help at the Hub. 

11. Lucy is a local artist who wants to know how she can help. 

12. Ian runs a local community garden and is offering two boxes of fresh 
produce to community members.

13. Aaliyah is an avid outdoors person with camping supplies and wants to 
know if anyone needs a tent or sleeping bag. 

14. Robyn owns a local brewery and wants to know if there is any way she 
can help. 

15. Amanda speaks three languages and is offering to translate information 
for community members. 

 16
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HEATWAVE, DROUGHT & AIR QUALITY ADVISORY

SCENARIO: 

Vancouver is experiencing a record-breaking heat wave and severely 
compromised air quality from forest fires. Afternoon temperatures are 
reaching 30 degrees Celsius and evening temperatures are remaining as 
high as 25 degrees Celsius. People have been warned to stay indoors in air-
conditioned spaces and avoid being outside, particularly during the warmest 
afternoon hours. However, many people do not have air conditioning and 
individuals vulnerable to heat-related illness (children, seniors, and people 
with chronic health conditions) need to access air-conditioned shelter 
outside of their home. Homeless people are at increased risk of heat-illness 
and breathing problems from lack of indoor relief from polluted air. Outdoor 
workers face similar risks.

Further information about this scenario: 

•	 Extreme heat and poor air quality are limiting active modes of transportation. 

•	 Environment Canada and Vancouver Coastal Health are suggesting people 
“shelter-in-place” or stay indoors as much as possible. 

•	 Maximum walking distance is 10 blocks due to air particulate exposure. 

•	 Public buildings like libraries and community centres have air conditioned space 
with air filtration for smoke.

NEEDS AND OFFERS: 
Use specific examples of needs and offers of community members to guide 
and prioritize Hub activities. Choose from: 

NEEDS

1. Akiko has a young child with asthma. Her apartment doesn’t have air 
conditioning or good air filters. She wants to know where she can take 
her child to cool down and breathe more easily.  

2. Hussein lives alone. He has a respiratory illness. He needs help getting 
food and water.  

3. Li Xiu Ying just moved to Vancouver to take an English course for 3 months. 
English is not her first language, and she is having trouble understanding 
what is happening in the neighbourhood, and what services might be 
available. 

4. Fatima is feeling faint and nauseous from the heat but isn’t sure she can 
make it to her doctor by herself. 

5. Danielle is a single mother with 2 children. Her childcare has been disrupted 
and she needs help with childcare while she heads to work. 

6. Aaliyah has a 2 month old baby. Her partner is away for work. She wants 
company and emotional support but can’t risk leaving her home and 
exposing her baby to the smoke. 

7. The Singh family’s home was under renovations and the interior of the 
house is exposed to the smoky air. They are not sure if it is safe for them 
to stay there or where they should go. 

8. Micah is concerned about his neighbour, an elderly woman who lives alone 
but has seemed intimidated by Micah in the past, so he wants someone 
else to come with him to check on her.

9. Jerry is homeless and needs to find somewhere to stay out of the smoke. 
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10. Preeti is pregnant and needs to see her doctor but is afraid of leaving her 
home. 

11. Luisa has been told her apartment doesn’t have sufficient air filtration and 
isn’t safe to stay in. She needs to find somewhere else to stay. 

12. Nancy’s power is out. She needs to find somewhere to stay with air 
conditioning. 

13. Ali is an outdoor worker who is feeling dizzy and having trouble breathing.  

14. Li Wei has run out of food in his home and needs help accessing food 
supplies through the Hub. 

15. Alejandra is trying to get in touch with her family but her cell phone is out 
of batteries. She needs a power source to charge it. 

 OFFERS

1. Zhang Wei has his amateur radio license and radio equipment, and wants 
to know how he can help. 

2. Jorge works for a local construction company and wants to know how he 
can help. 

3. Arjun and Aniel are teenagers from the neighbourhood. They want to 
know how they can help. 

4. Katie is a skilled trades person offering to help.

5. Melissa is a retired nurse who can help with first aid and medical support. 
She is keen to help. 

6. Leigh is a local parent who organizes school activities every year. She 
wants to know how she can help. 

7. Emily is a therapist who wants to provide emotional support to people 
who need it. 

8. Yosh is a local chef who has access to an industrial-sized kitchen, BBQ and 
propane and wants to help. 

9. Annabel has an extra bedroom in her home and wants to know if anyone 
needs it.

10. Isabel is a local community organizer and wants to help at the Hub. 

11. Rachel is a local artist who wants to know how she can help. 

12. Ian runs a local community garden and is offering two boxes of fresh 
produce to community members.

13. Lucy has two extra fans and wants to know if anyone else needs them. 

14. Robyn owns a local brewery and wants to know if there is any way she 
can help. 

15. Amanda speaks Cantonese and Mandarin and is offering to translate 
information to community members. 

 18



RESILIENT NEIGHBOURHOODS TOOLKIT | READYING NEIGHBOURHOOD DISASTER RESPONSE  19

EARTHQUAKE

SCENARIO: 

A magnitude 7.3 Georgia Strait earthquake has struck Vancouver. Bridges, 
roads and telecommunications systems are impacted. Fires have broken 
out across the city and some buildings have collapsed. Downed power lines 
and broken gas lines have left hazards in streets. Access in and out of the 
neighbourhood as well as movement within the neighbourhood is limited by 
debris. Families are trying to reunite but cellular communication is unreliable. 
People are unable to access city water and have limited food supplies. 

Further information about this scenario: 

•	 Shaking & fires have damaged many commercial buildings along arterial roads.

•	 Many streets are blocked by debris or downed power lines, limiting travel. 

•	 15% of residential units are no longer safe to occupy. 

•	 Some high-rises damaged beyond repair.

•	 Some liquefaction along shorelines and spread throughout the city.

•	 Moderate damage to infrastructure―water mains broken, sewer lines damaged, 
power and natural gas disruptions.

•	 Periodic communications outages―loss of cellular networks, landlines.

•	 Aftershocks are expected, likely causing additional damage to buildings.

NEEDS AND OFFERS: 
Use specific examples of needs and offers of community members to guide 
and prioritize Hub activities. Choose from: 

NEEDS

1. Akiko’s young children are stuck at school and she is on the other side of the 
City. She doesn’t own a car. She is desperate to get in touch with her kids, 
but no one is answering the school phone. She needs help reaching them. 

2. Hussein lives alone at home. He has mobility challenges and requires a 
walker to leave his home. He needs help getting food and water.  

3. Li Xiu Ying just moved to Vancouver to take an English course for 3 months. 
English is not her first language, and she is having trouble understanding 
what is happening in the neighbourhood and what services might be 
available. 

4. Fatima is walking with a friend on the other side of the City. She wants to 
find out whether it is safe to get home and what the best route might be. 

5. Danielle is a single mother with 2 children. Her childcare has been 
disrupted and needs help with childcare while she finds food and water 
for her family, and performs basic repairs on her home. 

6. Aaliyah has a 2 month old baby. Her partner is away for work. She wants 
company and emotional support. 

7. The Singh family’s home has suffered some damage―mainly broken 
windows and small cracks in the walls. They are not sure if it is safe for 
them to stay there. 

8. Micah is concerned about his neighbour, she is an elderly woman who 
lives alone but has seemed intimidated by Micah in the past, so he wants 
someone else to come with him to check on her.

9. Jerry has run out of food for his dog, Fluffy. The local pet store is closed 
due to the emergency event, and Jerry is wondering if anyone else can 
share their dog food. 

 19
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10. Lucy and Norah have arrived alone. They are 8 & 10 years old. They aren’t 
sure where their parents are and are scared.

11. Luisa has been told her apartment isn’t safe to enter. She needs to find a 
place to stay. 

12. Nancy’s toilet is not working. Sewage pipes leading to her home are 
broken. She needs help setting up a portable toilet, or creating a backyard 
latrine. 

13. Ali is a senior who has trouble walking. He is afraid to leave his home in 
case he falls. 

14. Li Wei has run out of food in his home and needs help accessing food 
supplies through the Hub. 

15. Preeti is trying to get in touch with her family but her cell phone is out of 
batteries. She needs a power source to charge it. 

OFFERS 

1. Zhang Wei has his amateur radio license and radio equipment, and wants 
to know how he can help. 

2. Jorge works for a local construction company and wants to know how he 
can help. 

3. Arjun and Aniel are teenagers from the neighbourhood. They want to 
know how they can help. 

4. Katie is a skilled trades-person offering to help.

5. Melissa is a retired nurse who can help with first aid and medical support. 
She is keen to help. 

6. Alejandra is a local parent who organizes school activities every year. She 
wants to know how she can help. 

7. Rosie is a therapist who wants to provide emotional support to people 
who need it. 

8. Yoshi is a local chef who has access to an industrial-sized kitchen, BBQ 
and propane and wants to help. 

9. Isabel has an extra bedroom in her home and wants to know if anyone 
needs it.

10. Jing is a local community organizer and wants to help at the Hub. 

11. Rachel is a local artist who wants to know how she can help. 

12. Ian runs a local community garden and is offering two boxes of fresh 
produce to community members.

13. Leigh is an avid outdoors person with camping supplies and wants to 
know if anyone needs a tent or sleeping bag. 

14. Robyn owns a local brewery and wants to know if there is any way he can 
help. 

15. Amanda speaks Cantonese and Mandarin and is offering to translate 
information to community members. 
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EXERCISE INJECTS
In addition to the Needs and Offers characters above, select several of the 
prompts below to guide the activation and running of your Hub. 

GENERAL HUB ACTIVATION AND OPERATIONS:   

•	 You have just arrived at the Hub, what are your first steps?

•	 Who will take on which role?

•	 What information do you need at this point? Where would you get it?

•	 What are your first priorities at the Hub?

•	 How will you track tasks and priorities?

•	 What equipment or materials will you need to reach your 
objectives, in addition to the materials you previously sourced in 
your Hub pack? How might you access / get them?

•	 Who will need to be informed of Hub activities? How will you keep 
them informed?

•	 Who might need information from you? What type of information 
would they need and how would you provide it?

•	 How are you going to coordinate ongoing staffing?

COMMUNITY PROBLEM-SOLVING AND PRIORITIZATION: 

VULNERABLE INDIVIDUALS

•	 Where are vulnerable individuals who are stuck indoors located? 
How will you reach them? How will you support them? Consider 
door-to-door check-ins.

SHELTERS 

•	 Where can people find shelter in your neighbourhood? 

•	 How many people could each shelter accommodate? Do they have 
power? 

•	 Are there areas in your neighbourhood that are outside of the 
travel range of shelters? 

•	 Who do you rely upon to use the identified shelters? 

FOOD AND WATER

•	 Are there disruptions to food and water? Where might those be? 
Where can you source alternatives for food and water?

•	 Who do you rely upon to access the identified food and water?

TRANSPORTATION

•	 What is your transportation strategy given conditions of roads and 
sidewalks? 

•	 What is needed to help people be self-sufficient? Consider clearing 
sidewalks and gathering mobility supplies. Ride sharing where 
possible and necessary.  
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•	 Take note of transportation assets (ex. motor vehicles, walking 
paths, bicycles etc.) for transporting people and goods (food, 
water, first aid supplies) to shelters. 

COMMUNICATION

•	 How are people informed and coordinated? Are there people 
without access to phones or internet? Who might need to receive 
information in person? 

•	 How will you inform people about available services; help people 
communicate with their family; or, coordinate and connect 
people to shelter and heat, food and water, medical needs and 
transportation? 

•	 Could your access to communication change either by getting 
disrupted by a new hazard or restored?

•	 How might you communicate with the City’s Emergency 
Operations Centre? What kind of information might they want?

OTHER 

•	 What else might be needed to help your community respond? 
Think back to your Neighbourhood Mapping Activities. Consider 
unique social, cultural and physical characteristics of your 
neighbourhood.

•	 Remember: the main purpose of a Hub is to connect the 
community with information that can help them make informed 
decisions, and to match community needs with resources and 
support from within the community itself. 

FINISHING AN EXERCISE: 

In addition to keeping recovery at the core of your Hub planning and 
preparedness, we suggest considering how you can build stronger social 
connection amongst neighbours. Research on disasters across the globe 
shows that communities with strong social cohesion demonstrate the 
strongest resilience. Your organization already has extensive networks 
in the neighbourhood, so contemplate how you can expand and draw 
upon these. 

Consider	ending	each	Disaster	Support	Hub	exercise	with	a	BBQ	or	potluck,	and	take	time	
to	celebrate	your	increased	preparedness	and	connect	with	participants	as	neighbours	
and	hopefully	new	friends!	Plus,	the	smell	of	a	good	food	can	bring	all	sorts	of	people	to	
the	Hub	who	hadn’t	already	heard	of	your	exercise!	
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PART 3: RESPONSE AND RECOVERY  
(QUICK START FOR WHEN DISASTER STRIKES) 

RESPONSE 
Now that you have practiced the roles, responsibilities and functions of 
a Hub, here is a quick start guide on what to do when a disaster strikes. 

STEP 1: WHEN DISASTER STRIKES 

a.	 Immediately after: Immediately following a shock it’s essential to 
first look after yourself, your family and those immediately around 
you such as coworkers or neighbours. For those already at home, 
they will take care of their families and neighbours first before 
coming to the Hub. Others may already be at work and need to 
check in at home. Everyone should solve problems immediately 
around them―start with the building, then move on to check on 
neighbours. It is important that all staff arrive at the Hub knowing 
that loved ones and neighbours are safe and secure so that they can 
concentrate on the broader community. 

b.	 Heading to the Hub: Assess the situation. Once the immediate block 
is safe, try to find updates from the City of Vancouver and local 
news sources on the general state of the area. If you are making 
your way to the Hub from somewhere else like home, are there any 
serious hazards being reported that will impact your ability to safely 
get to the Hub? What might the safest route to the Hub be? Once 
you have assessed this, head to your local Hub and be careful on 
your route―you may encounter hazards along the way.  

c.	 Accessing the Hub: Once you arrive at your Hub, survey the area 
to ensure that there are no hazards that could harm you or other 
community members. For example, if there is a gas leak or fire, it is 
not safe to use the area. If the area is not safe, find another location to 
operate your Hub. For example, is there another organization with a 
facility nearby that you can partner with? Leave a note stating where 
you are going and why. If the area is safe, identify exactly where you 
will set up. Tidy the area and gather together the materials you have 
access to and set them up. Start a list of what else would be helpful 
once more resources become available. These items can even be 
posted on your Needs and Offers board―see below. 

d.	 Working together: As staff and team members arrive, put together 
the initial team. At this point, community members may also be 
arriving at the Hub. You may choose to solicit their help right away, 
or you may ask them to wait while you get organized. Hubs are an 
opportunity to incorporate community members and neighbours into 
response and recovery as convergent volunteers―especially while 
staff members are busy looking after their families and neighbours. 

Two to four people is enough to get started with setting up your Hub. Introduce yourself 
to newcomers if you don’t already know them. Learning people’s names is an important 
part of building the team, and helps foster trust and cohesion of the group. 
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Remember,	you	do	not	have	to	“open”	the	Hub		
until	you	are	ready	to	do	so.

As a group, your first tasks should be to: 

•	 Collectively agree upon and appoint a Hub Supervisor to facilitate 
set up;* 

•	 Review the purpose of the Hub;

•	 Review the general situation in your neighbourhood, and the city 
as a whole;  

•	 Decide what needs to be done to set the Hub up and how it should 
be done;  

•	 Determine who is going to do what during set up.

*It	is	important	to	have	one	person	who	is	providing	high-level	oversight	of	Hub	activities	
to	ensure	that	objectives	are	being	met,	and	that	the	entire	team	is	being	cared	for.	

e.	 Setting Up: 

Look around the area: where are community members likely to 
enter through? Is there any safe, natural shelter you can use? Are 
there natural access points or places to put signage?

Set up the Public Information Board: This is a large board that 
should be easy to see when people enter (see page 70). It will 
contain up-to-date information about the city and neighbourhood 
that will be useful to community members as they enter. 

Set up a Task Board: This is the record of what actions are being 
taken at the Hub, and who is responsible for what. This board is 
not for the public, and should be set up in an area that is more 
private for the Hub team. 

Set up a Needs and Offers Table: This table is for Hub team 
members to transcribe needs and offers from community 
members onto the Needs and Offers forms. It should be located 
close to, but not directly next to the Needs and Offers Board. 

Needs and Offers Board: This is a large board where all 
outstanding needs and offers are posted. Ideally, you will have 
one board for Needs and one for Offers. Each will have columns 
or rows for types of needs such as “Food, Water, Medical, Shelter, 
Tools, People, Other”. See template in appendix. These boards 
should be visible and accessible to community members, but are 
administered by Hub staff.

Community Space: This is an area for community members 
to rest, wait for assistance or wait while they are assigned to a 
volunteer role.
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Hygiene Station: This is a quiet, separate area to set up portable 
washrooms. If you are able to set your Hub up inside a building 
you may not need to set this up.

NOTE: Disaster	Support	Hubs	need	to	be	accessible	for	everyone.	Make	sure	that	you	
consider	accessibility	of	the	physical	space	and	signage.	Are	there	ramps	that	wheelchairs	
can	access?	Is	lettering	of	signage	large	and	in	clear	font?	If	you	have	extra	volunteers,	
can	any	of	them	provide	wayfinding?

SUGGESTED HUB FLOOR PLAN:

Given that you may be setting up a Hub outside, consider how you can 
use your surroundings to set up a perimeter. Sidewalks, trees, fences 
and other outdoor features can be used to construct work spaces and 
facilitate movement through the space.
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HUB WORK FLOW:

ASSIGNING ROLES:

Once you have finished setting up and decide to “open” the Hub, your 
team will take on specific roles and responsibilities. Below is a list of the 
common roles and responsibilities for operating a Hub.

There are 9 core roles that operate the Hub. The first four are priority roles 
to fill, starting with the Hub Supervisor:

1. Hub Supervisor

2. Information Coordination

3. Public Information

4. Reception

5. Needs and Offers Message Takers

6. Needs and Offers Message Matchers
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7. Facility Maintenance

8. Community Space

9. Volunteer Coordination

10. Runners

If you have fewer people than the roles listed, you may have people 
perform multiple roles for a short time until more help arrives. If the 
volume of work becomes unmanageable you can increase the number of 
people performing particular roles such as the Needs and Offers Message 
Takers. If you have too many people, send some of them home and let 
them know you will be asking them to come back for the next shift, or 
when it is busier.

When assigning volunteers to roles, try to leverage their existing skills and 
knowledge wherever possible. This does not need to be done within the 
official roles listed below. Ask them about their hobbies, their work and 
what they like to do. Give them a description of the available roles, and 
try to match them with one they feel comfortable doing. If someone has a 
particular skill and wants to help using that, try to find a way for them to 
do so. For example, if someone is a counsellor, they may want to provide 
emotional support in the Community Space. Another person who speaks 
multiple languages may be useful as a translator. This is a valuable way of 
supporting the community, even though it is not one of the roles listed in 
this guide. Hubs use the skills and resources within the neighbourhood, 
and must be flexible and adaptable to the needs of the community.

ROLE LANYARDS

Lanyards are a simple, space-saving way to identify Hub team members 
and their roles. The lanyards have the position titles on the front to identify 
the role to other people in the Hub. The lanyards also include a list of tasks 
on the back to remind the person of what tasks they need to do in that 
role for quick reference. The Hub team should wear their lanyards at all 
times while on shift as identification. These can be made, and kept in the 
Hub kit, in advance.
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HUB SUPERVISOR – THE OVERSEER

PURPOSE

The	purpose	of	the	Hub	Supervisor	is	to	oversee	all	Hub	personnel	and	Hub	
activities.	They	maintain	a	high-level	view	of	the	emergency	situation,	and	
ensure	that	objectives	of	the	Hub	are	being	met	while	the	Hub	is	operated	
as	safely	and	smoothly	as	possible.	A	Hub	Supervisor	ensures	that	the	
entire	Hub	team	is	looked	after,	and	provides	leadership,	troubleshoots	
emerging	problems	and	helps	determine	priorities.*

*The	Hub	Supervisor	is	NOT	the	sole	decision-maker	at	the	Hub.	Decisions	should	be	
discussed	and	made	as	a	team.

HELPFUL SKILLS OR KNOWLEDGE

•	 Supervisory/team management experience

•	 People-person

•	 Clear communicator

•	 Comfortable prioritizing

RESPONSIBILITIES

•	 Maintain high-level oversight of the entire Hub and emergency situation;

•	 Oversee all Hub personnel and all Hub activities;

•	 Ensure Hub objectives are met;

•	 Prioritize health and safety of Hub team and community;

•	 Open and close the Hub;

•	 Ensure that all roles are filled;

•	 Work with the media, as necessary; and

•	 Ensure everyone has what they need to do their jobs.

TASKS

•	 Oversee set up and ensure that area is safe;

 » Recheck safety of area after any new hazard occurs (like an aftershock);

 » Open the Hub when the team and the space are ready.

•	 Maintain high-level oversight of emergency situation.

 » Work with Information Coordination and Public Information to understand 
the situation and identify current or potential challenges;

 » Help prioritize objectives and activities of the Hub.

•	 Oversee all Hub personnel―make sure roles are filled, keep the team working 
together as a group and ensure that decisions are made as a team.

 » Keep a running log of tasks, activities and who is assigned to them.

 » Organize and facilitate regular team meetings and regularly check in with 
entire team.

 » Troubleshoot emerging problems and find answers to questions from other 
team members.

 » Work with Facility Maintenance to ensure that everyone has what they need 
to do their job―everything from tables and chairs to information.

 » Coordinate turning over hub operations to relief volunteers, or closing hub 
overnight.

 » Model a calm, positive attitude for other Hub workers and community 
members.

 » Make sure everyone is prioritizing health and safety. Use frequent rotations 
or breaks to avoid fatigue, stress. Ensure everyone is eating and staying 
hydrated. Monitor for signs of stress and if needed, facilitate someone 
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changing roles, taking a break, or going home. Model this behaviour for 
everyone through your own actions.

 » Work with Volunteer Coordinator to identify Hub needs and assign roles 
based on skills, knowledge, and resources.

•	 Oversee all Hub operations―make sure that objectives are met and prioritize 
work.

 » Monitor flow of work and adapt operations as needed to ensure objectives 
are met.

 » Maintain a log and summary of current situation and all significant decisions, 
and be prepared to communicate these to the incoming Hub Supervisor 
during a shift change, and to City staff or First Responders.

 » Work with Media and external organizations, as needed. Foster collaborative 
relations and share resources with other communities if needed.

 » Close the hub overnight or whenever is appropriate: make sure all 
equipment is locked up securely. Use signage to say that the hub is closed 
and when it will open.

•	 Close the Hub when the community no longer needs it.

 » Use signage to tell the community that the Hub will no longer open, and 
provide information on where they can go to find assistance.

 » Clean up all areas. Return any moved furniture and equipment.

 » Collect together all of the records for the event and leave them in the Hub 
container for collection.

 » Communicate this closure to City staff and hand off any documentation or 
records they may need.
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INFORMATION COORDINATION – THE PLANNERS

PURPOSE

The	purpose	of	Information	Coordination	is	to	collect	and	maintain	useful	
information	for	members	of	the	Hub	Team	to	guide	decision-making	and	
prioritization.	They	also	maintain	and	update	the	Situation	Board	and	
maintain	a	display	of	Hub	tasks	and	priorities	which	should	be	situated	
in	a	more	private	area.	They	verify	or	dispel	rumours	and	ensure	that	
information	is	accurate.

HELPFUL SKILLS OR KNOWLEDGE

•	 Strong attention to detail;

•	 Clear communicator;

•	 Skilled at consuming large amounts of information and presenting in a clear, 
concise way;

•	 Excellent and in-depth knowledge of neighbourhood and City;

•	 Clear, legible writing;

•	 HAM radio certification and skills, if available.

RESPONSIBILITIES

•	 Collect, confirm and share appropriate information about emergency situation to 
the Hub team;

•	 Ensure accuracy of information by verifying or dispelling rumours;

•	 Display and update the Situation Board;

•	 Maintain a running list of Hub Team tasks and priorities;

•	 Update Hub Team with important information.

TASKS

•	 Identify sources and actively seek out information (radio, social media, runners, 
community members, etc.)

•	 Collect and validate information on an ongoing basis;

•	 Monitor radio, social media, and other appropriate channels for incoming and 
relevant information;

•	 Work with Public Information (see below) to gather information sourced directly 
from community members;

•	 Update and display information on the Situation Board in a private location only 
accessible to Hub team members. Components may include:

 » Information should contain time and date-stamps, notices, and maps where 
relevant and available

 » Write clearly to make sure it is easy to read. Use large print and a dark 
marker

 » Overall picture of what is happening in neighbourhood/city

 » Current hazards (downed power lines, fires, etc.)

 » Status of Utilities (if known)

 » Weather reports

 » Maps

 » Hub Team Task List

 » Hub Team Priorities

•	 Create and share regular Situation Updates to the Hub Team – generate short, 
concise written Situation Reports as documentation. These may be requested by 
formal emergency management agencies;

•	 Update the Hub Team as pertinent information comes in, and provide a summary 
of information at team briefings.
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SUGGESTED SITUATION BOARD LAYOUT

SITUATION BOARD
LAST UPDATED

Date: DD/MM/YY
Time: 00:00

DATE/TIME LOCATION

(Address/Maps/
Images)

EVENT/ISSUE

(Description)

RESPONSE

(Who/What)

STATUS

(Urgent/In Progress/
Completed/On Hold)

WEATHER 
FORECAST

RESOURCES 
NEEDED

HUB PRIORITIES HUB TASKS HUB STAFF

•	 Date and Time

•	 Location of Issue/Incident

•	 Description of Issue/Incident

•	 Description of Response and Who is Responsible

•	 Status (haven’t started, in progress, completed)
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PUBLIC INFORMATION BOARD – THE PLANNERS

PURPOSE

The	purpose	of	Public	Information	is	to	collect	and	maintain	a	display	
board	of	useful	 information	 for	 community	members	 to	 inform	 their	
decision-making	and	safety.	Some	people	may	only	be	coming	to	the	
Hub	in	search	of	information,	so	the	Public	Information	Board	should	be	
located	in	plain	sight,	near	the	entrance	of	the	Hub.	Public	Information	
personnel	verify	or	dispel	rumours	and	ensure	that	information	is	accurate.

HELPFUL SKILLS OR KNOWLEDGE

•	 Strong attention to detail;

•	 Clear communicator;

•	 Skilled at consuming large amounts of information and presenting in a clear, 
concise way;

•	 Excellent and in-depth knowledge of neighbourhood and City;

•	 Clear, legible writing.

RESPONSIBILITIES

•	 Collect, confirm and share appropriate information about the neighbourhood, 
and the broader situation;

•	 Ensure accuracy of information by verifying or dispelling rumours;

•	 Display and update the Public Information Board;

•	 Support community members in understanding situation and support them in 
thinking of actions they may take.

TASKS

•	 Work with Information Coordination and Needs and Offers Matching to collect, 
confirm and share appropriate information about the neighbourhood, and the 
broader situation;

•	 Display and update the Public Information Board in a visible location, near the 
entrance;

 » The Public Information Board is information about the neighbourhood and 
broader situation to help community members make informed decisions. It 
should also contain advice, where relevant.

 » Information should contain time and date-stamps, notices, and maps where 
relevant and available.

 » Write clearly to make sure it is easy to read. Use large print and a dark 
marker.

 » Content should include current hazards, the status of utilities, and an 
overview of what is happening in the neighbourhood and in the city/region 
as a whole.

•	 Examples of important information include:

 » Hazards (e.g. floods, fires, gas leaks, contaminated water).

 » Weather reports as available.

 » Status of Infrastructure like water, sewage, power, gas, telecommunications, 
transportation, etc.

 » Location of resources or support. Monitor the news through radio and City 
social media.

•	 Support community members in understanding situation and support them in 
thinking of actions they may take.

•	 Work with the Hub Supervisor to liaise with other Hubs, First Responders, and 
different organizations;
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•	 Work with the Hub Supervisor to liaise with Media;

 » Work with the Hub Supervisor to assess whether incoming Media members 
have useful information to contribute.

•	 Work with Reception and Needs and Offers teams to identify information coming 
in from community members;

 » Work with Reception to gather information coming in from community 
members as they arrive. Some questions may be, “What street did you 
come from? What was going on there? Does anyone there need help?” etc.

•	 Work with Runners to gather information from the neighbourhood, as needed;

•	 Validate all incoming information to ensure accuracy and clearly mark if 
information isn’t confirmed;

•	 Write down questions that need to be answered and try to gather that 
information.

Do	 NOT	 display	 Personal	 information	 (people’s	 names,	 addresses,	 etc.),	 private	or	
confidential	information	you	have	received,	details	of	any	deaths	or	injuries	or	addresses	
of	evacuated	homes.

SUGGESTED PUBLIC INFORMATION BOARD LAYOUT

LAST UPDATED

Date: DD/MM/YY
Time: 00:00

PUBLIC	INFORMATION	BOARD

Situation	Overview

 — earthquake (magnitude 6.5)

 — power outages throughout the city

 — water and sewer pip damage

 — some collapsed buildings

 — shelters beginning to open at community 

centres

 — some small fires due to gas leaks 

throughout city

Weather	Forecast

 — rain

 — 10°C

 — light wind

Health	and	Safety	Advisories

 — aftershocks expected

 — boil water advisory in effect

 — do not flush toilets

 — stay away from downed power lines (at 

least 10 meters)

 — do not enter collapsed/severely damaged 

buildings

 — call 9-1-1 in event of life-threatening 

emergency

 — visit Blue Jay Medical Centre at 700 E. 

Vancouver Avenue for medical assistance

Hub	News

 — nightly potluck at 5:00pm

 — accepting donations of food, shovels and 

water bottles

 — accepting volunteers to help with 

neighbourhood clean-up activities

•	 Date and Time

•	 Situation Overview

•	 Health and Safety Notices

•	 Weather Forecast 

•	 Hub News
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RECEPTION – THE DOERS

PURPOSE

The	purpose	of	Reception	is	to	be	the	first	point	of	contact	when	community	
members	arrive.	Welcome	people	as	they	arrive,	ask	what	brought	them	
to	the	Hub	to	find	out	what	services	they	may	need,	and	direct	them	to	
the	appropriate	Hub	service.	Depending	on	volume	of	people	entering	the	
Hub,	this	role	may	need	to	be	filled	by	multiple	people.

HELPFUL SKILLS OR KNOWLEDGE

•	 People-person;

•	 Familiar with the neighbourhood and community;

•	 Calm and confident under pressure;

•	 Experience working with people under stress;

•	 Clear communicator;

•	 Additional languages are always an asset.

RESPONSIBILITIES

•	 Greet every person who enters the hub;

•	 Create a calm, welcoming reception area at the entrance to the Hub;

•	 Explain what the Hub is for and what kinds of services are offered. Be able to 
explain what services or functions the Hub cannot provide;

•	 Provide clear instructions to direct people to where they should go next at the 
Hub based on their specific need or offer;

•	 Alert the Hub Supervisor if additional volunteers are required for this role to 
avoid long line ups.

TASKS

•	 Stay stationed and visible at entrance to the hub and be clearly identifiable;

•	 Be the first point of contact for every person entering the Hub;

•	 Using empathy and compassion in all interactions with community members;

•	 Stay calm at all times, even if people are visibly upset or frustrated;

•	 Listen carefully to what each person’s needs are and direct them to the 
appropriate person/Hub service;

•	 Be honest when you don’t know the answer, and try to direct the person to 
someone who might;

•	 Explain and set expectations about what kind of services the Hub may or may 
not be able to supply;

•	 Maintain continual understanding of what is happening at the Hub to best direct 
people. Set the tone for interactions at the Hub by being calm, friendly and 
curious.
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NEEDS AND OFFERS MESSAGE  
RECORDERS – THE DOERS

PURPOSE

The	purpose	of	Needs	and	Offers	Takers	is	to	collect	and	record	needs	
and	offers	from	community	members	so	that	these	can	be	matched	up	
through	the	Needs	and	Offers	Board.	Depending	on	volume	of	people	
entering	the	Hub,	this	role	may	need	to	be	filled	by	multiple	people.

HELPFUL SKILLS OR KNOWLEDGE

•	 Strong listening skills;

•	 Clear, legible writing;

•	 Familiar with the neighbourhood and community;

•	 Calm and confident under pressure;

•	 Additional languages are always an asset.

RESPONSIBILITIES

•	 Interview community members using the Needs and Offers forms as prompts/
questions;

•	 Capture messages (Needs and Offers) from community members on Needs and 
Offers Forms;

•	 Direct community members to the Needs and Offers Board;

•	 For life-threatening needs, call 9-1-1 and solicit help from the Hub Supervisor.

TASKS

•	 Interview and record Needs and Offers of community members using the Needs 
and Offers forms. Use clear, legible printing with black or blue pen.

•	 Pass completed Needs and Offers forms on to Needs and Offers Matchers.

•	 Provide clarifications on message information where necessary.
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NEEDS AND OFFERS BOARD  
MATCHERS – THE DOERS

PURPOSE

The	purpose	of	Needs	and	Offers	Matchers	is	to	collect	Needs	and	Offers	
forms	from	message	takers,	and	post	 them	on	the	Needs	and	Offers	
Display	Board	under	the	correct	categories,	and	to	match	Needs	and	
Offers	notes	and	connect	needs	and	offers	where	possible.	Depending	
on	volume	of	people	entering	the	Hub,	this	role	may	need	to	be	filled	by	
multiple	people.

HELPFUL SKILLS OR KNOWLEDGE

•	 Strong reading comprehension;

•	 Good problem-solving skills;

•	 Clear, legible writing;

•	 Familiar with the neighbourhood and community;

•	 Calm and confident under pressure;

•	 Additional languages are always an asset.

RESPONSIBILITIES

•	 Collect Needs and Offers forms from Needs and Offers takers;

•	 Review messages for accuracy and seek clarification where required;

•	 Triage messages and help connect needs and offers;

•	 Post Needs and Offers on Needs and Offers Display Board and organize by 
category and priority.

•	 When solutions have been found, or offers have been used up or are no longer 
available, remove them from the board and store them safely.

TASKS

•	 Set up Needs and Offers Display Board(s) between the Needs and Offers 
Message Takers and the entrance of the Hub, next to the Public Information 
Board.

 » Use two columns or rows―one for needs and one for offers.

 » Put thematic headings to categorize messages, including: shelter, food, 
water, medical (non-life-threatening), sanitation, equipment, etc.

 » Gather new Needs and Offers forms from message takers and confirm any 
unclear information.

 » Try to match Needs and Offers immediately with what is already on the 
board. If you cannot match them, post them on the board under the correct 
heading.

•	 Remove requests when the need has been matched with an offer and record the 
solution directly on the forms. Do not throw them away: store them in a bin in 
case you need to refer to them later.

•	 Remove offers when they have been used up or are no longer available. Record 
that they have expired. Do not throw them away, either: store them in a bin in 
case you need to refer to them later.

•	 If you come across any information that could affect the community, the running 
of the Hub, or the wider response to the emergency, pass it on to the Hub 
Supervisor.
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One	of	the	core	objectives	of	the	Hub	is	to	solve	problems	using	the	skills	and	resources	
available	to	the	neighbourhood/community.	There	are	some	fundamental	basic	needs	
common	to	every	disaster	that	will	need	to	be	addressed.	The	first	priority	is	always	
the	preservation	of	life,	health,	and	safety.	This	includes	rescue	and	medical	attention	
to	those	who	are	injured,	and	checking	on	people	to	make	sure	they	are	safe.	The	other	
basic	needs	are	shelter,	water,	food,	waste/sanitation,	communications,	tools,	people/
skills	and	lost	or	missing	people	or	pets.	Messages	will	often	fall	under	these	categories.

SUGGESTED NEEDS AND OFFERS BOARD LAYOUT

NEEDS	AND	OFFERS	BOARD
CATEGORY NEEDS OFFERS

Shelter

Food

Water

Medical 

(non-life 
threatening)

Sanitation/
Waste

Equipment

People/Skills/
Help

•	 Needs

•	 Offers

•	 Thematic Headings
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COMMUNITY SPACE – THE DOERS

PURPOSE

The	purpose	of	the	Community	Space	is	to	provide	social	and	emotional	
support	to	community	members	through	hospitality	distractions,	and	
social	activities	for	people	of	all	abilities.	Disasters	are	stressful,	often	
traumatic	experiences.	Making	time	and	space	for	people	to	sit	quietly	or	
participate	in	normal,	fun	activities	can	be	an	enormous	help.

HELPFUL SKILLS OR KNOWLEDGE

•	 People person;

•	 Kind, caring, calm demeanor;

•	 Familiar with the neighbourhood and community;

•	 Calm and confident under pressure;

•	 Experience in hospitality, recreation, community development, or counselling/
therapy/social support services is an asset;

•	 Additional languages are always an asset.

RESPONSIBILITIES

•	 Set up and maintain a clean, positive environment for people to relax;

•	 Organize a space where people can be around others for general support or 
company;

•	 Support people in their experience by listening;

•	 Create healthy distractions such as drawing or games;

•	 Cultivate a space for people to connect, spend time together, and engage in an 
informal information exchange;

•	 Maintain hospitality services such as coffee, tea, and snacks.

TASKS

•	 Set up and maintain a community space at the Hub, ensuring it is accessible to all 
community members;

•	 Ensure that the space is relatively quiet and peaceful;

•	 Ensure that there is comfortable, clean seating and that the space is accessible to 
all people;

•	 Respectfully listen to people as a calm, caring ear;

 » Comfort people who are distressed or struggling (but do not attempt to 
counsel them unless you are accredited or qualified to do so);

 » Help people feel in control of themselves by letting them make their own 
decisions;

 » Don’t get sentimental or emotional―hold space for them;

 » Help them recover their composure in their own way and in their own time;

 » Do not tell distressed individuals not to worry, that it could have been 
worse, that others are worse off, or that everything will be alright. Do not try 
to “fix” their emotions.

 » Do try to connect them with support services if their needs are greater than 
the Hub can provide.

•	 Set out refreshments if available.

Some	 people	 may	 come	 to	 the	 Hub	 to	 seek	 company	 or	 reassurance	 from	 other	
community	members.	The	Community	Space	is	intended	to	be	a	place	for	people	to	
gather	for	comfort,	and	to	have	a	clean,	safe	location	to	wait	for	resources	or	services.
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FACILITY MAINTENANCE – THE GETTERS

PURPOSE

The	purpose	of	Facility	Maintenance	 is	 to	keep	the	physical	space	of	
the	Hub	running	smoothly,	efficiently	and	cleanly.	Facility	maintenance	
ensures	that	physical	resources	needed	to	operate	the	Hub	are	obtained,	
and	that	the	space	is	functional,	safe	and	welcoming.

HELPFUL SKILLS OR KNOWLEDGE

•	 Background in facility maintenance/management;

•	 Handy with tools and resourceful;

•	 Experience with occupational health and safety or first aid training.

RESPONSIBILITIES

•	 Ensure the space is safe, functional and clean. Indicate physical deficiencies 
clearly with signage and cordon off where necessary;

•	 Find and obtain needed resources and equipment;

•	 Set up sanitation stations, sun and rain shelters, garbage and recycling bins, and 
other needed infrastructure;

•	 Safeguard supplies and equipment;

•	 Work to provide accessible spaces that accommodate people with all needs;

•	 Use personal protective equipment (PPE) as required, such as aprons, gloves or 
hardhats, and do not do anything unsafe.

TASKS

•	 Ensure the space is safe, functional and clean. Indicate physical deficiencies 
clearly with signage and cordon off where necessary;

 » Clean up any hazards (like broken glass) immediately;

 » Work to provide accessible spaces that accommodate people with all 
needs, such as organize sweeping pathways for safe and swift movement of 
wheelchairs, bikes and others;

 » Set up sanitation stations, sun and rain shelters, garbage and recycling bins, 
and other needed infrastructure;

 » Safeguard supplies and equipment;

 » Collect rubbish and ensure bins are readily available;

 » Maintain signage;

 » Keep pathways clear of debris;

•	 Work with Hub Supervisor to ensure that all Hub team members have resources 
and equipment necessary to do their jobs;

 » Fix deficiencies and source additional materials as needed.

•	 Plan for and support facility and operations, as needed;

•	 Ensure set up of Hub is optimized to the flow of people in and out of the space;

•	 Weatherproof the Hub wherever possible.
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RUNNERS – THE GETTERS

PURPOSE

The	purpose	of	runners	is	to	take	information	or	small	resources	to	and	
from	the	Hub,	and	to	conduct	outreach	to	home-bound	individuals	in	the	
neighbourhood.	Runners	may	also	use	vehicles	or	bicycles,	if	available.

HELPFUL SKILLS OR KNOWLEDGE

•	 Good physical fitness and mobility;

•	 Strong knowledge of the neighbourhood and city;

•	 Excellent navigational skills;

•	 Thorough and detail-oriented;

•	 Comfortable carrying supplies and equipment.

RESPONSIBILITIES

•	 Bring information and resources to and from the Hub as needed;

•	 Connect with local organizations to collect information and take stock of 
neighbourhood hazards or issues on route;

•	 Maintain safety at all times and be mindful of hazards on route (downed power 
lines, fires, etc.);

•	 Use other modes of transportation as available and necessary;

•	 Conduct door-to-door notification and checks for home-bound individuals who 
may need help.

TASKS

•	 Stay with a buddy/in a pair ensure the health and safety of partner runner at all 
times;

•	 Work with Hub Supervisor and Public Information to determine where you will be 
dispatched and for what purpose;

 » Carry information and resources between the Hub and other organizations;

•	 Seek clarity on needs of information and resources:

 » For example, if you are asked to pick up “30 power bars”, ask whether you 
need to pick up electrical power bars or nutrient bars! (This example is 
taken from a real-life emergency response.)

•	 Collect and record important information on routes and at each end location;

•	 Report back to Hub regularly with information on situation around 
neighbourhood;

•	 Collect information to inform support services offered at the Hub and connect 
home-bound individuals with support wherever possible.
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VOLUNTEER COORDINATION – THE GETTERS

PURPOSE

The	 purpose	 of	 the	 Volunteer	 Coordinator	 is	 to	 work	 with	 the	 Hub	
Supervisor	to	determine	personnel	needs	for	the	Hub,	and	 interview,	
onboard,	train	and	schedule	all	volunteers.

HELPFUL SKILLS OR KNOWLEDGE

•	 People-person;

•	 Friendly, calm demeanor;

•	 Organized and experience with scheduling an asset;

•	 Strong, clear communicator;

•	 Experience as a trainer or coach.

RESPONSIBILITIES

•	 Ensure critical Hub roles are filled;

•	 Work to understand individual volunteer skills, knowledge and interests;

•	 Assign volunteers to roles;

•	 Provide orientation and training for all new volunteers;

•	 Create, maintain, and communicate volunteer schedule to all volunteers.

TASKS

•	 Keep an up-to-date running list of roles that need to be filled and work with the 
Hub Supervisor to prioritize these;

•	 Welcome, interview, orient and train new volunteers;

 » Work with volunteers to match their own skillsets and knowledge with roles 
they are suited to perform;

•	 Manage a volunteer schedule―do your best to think long-term and rotate people 
frequently so they don’t burn out;

 » Consider the daily opening hours, the length of time it will be open and 
make a roster. Remember, your Hub may be operating for days if not weeks 
or months. Schedule for a marathon so you don’t burn out volunteers early 
on.

•	 Look after the physical and emotional health of volunteers;

 » Check on volunteers to ensure they are taking breaks, eating, and staying 
hydrated;

•	 Communicate current situation to all new volunteers.

 » Ensure all volunteers have a strong understanding of Hub roles, 
responsibilities, functions, activities and objectives.

These are suggested roles for running a Disaster Support Hub. Depending 
on the functions your organization performs day-to-day, you may 
choose to incorporate other roles relevant to the ongoing services your 
organization provides. Some possible other roles could include:

•	 Emotional support
•	 Child care
•	 Radio Communications Operator
•	 Translator
•	 Donations Intake and Distribution

Note:	Where	possible,	get	your	organization’s	regular	services	and	programs	back	up	and	
running	as	soon	as	possible	to	provide	continuity	for	the	community,	and	give	people	
some	sense	of	normalcy.
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STEP 2: ACTIVATING THE HUB

Now that you have set up, and the team has been assigned to 
their roles, it is a good time for a final review before opening. 
Some important information to review may include:

•	 The overall situation and any information about the 
neighbourhood and broader City that you have access to 
(through radio, word-of-mouth, City staff and affiliated 
organizations, etc.)

•	 The purpose and objectives of the Hub. What are you there 
to do as a group? What are you trying to achieve?

•	 Responsibilities and tasks immediately following opening. 
What are the next steps that each person must take?

•	 Other skills, knowledge, and resources needed to perform 
our duties or to reach our objectives in the near term. Who 
else might be able to help us? When will we need to take 
breaks or go home? What do we need in order to operate?

Remember, you do not have to “open” the Hub  
until you are ready to do so.

STEP 3: ONGOING RESPONSE

The first few days of the response may feel chaotic as people learn 
their roles and responsibilities, but everyone will gain confidence 
in their ability to work together as they solve-problems.

•	 Continue gathering and updating information about the 
neighbourhood and overall situation. Remove but store 
outdated information nearby in case you need to refer to it 
later.

•	 Continually check in with all team members to ensure that 
they feel supported.

•	 Solicit help from newly arrived volunteers, or send runners 
to look for extra help. Response and recovery may go on 
for a long time, and you don’t want your team to burn out.

•	 As the response slows down, relieve volunteers more 
frequently or reduce the hours of operation of the Hub to 
ensure people get ample break time.

Other community support groups may also organize in your area, 
and formal City response may come in, if needed. Work with them 
to make sure everyone in need is reached, the workload is shared 
and the overall response is efficient and coordinated.

STEP 5: INFORMATION AND WORKING WITH MEDIA:

The media can be a useful resource for sharing information with 
the wider community.
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Information you can provide:

•	 Anything they can see (such as we are open, weather 
conditions)

•	 General information (such as we are really busy, we are 
quiet, we have had lots of community offers and help.)

•	 Public information you have received via public radio.

Information you cannot provide:

•	 Personal information (people’s names, addresses, etc.)

•	 Any private or confidential information you have received.

•	 Details of any deaths or injuries.

•	 Addresses of evacuated homes.

STEP 6: RECOVERY
Ongoing: Recovery to major disasters can last for weeks if not months 
or years. Hub activities will look markedly different a few days in, a few 
weeks in, and so on. Community needs will evolve and change over time. 
Response is focused on life-safety and stabilizing the situation. Recovery 
is about clean-up, rebuilding, healing and recuperating.

For example, in the aftermath of the Christchurch Earthquake in New 
Zealand in 2011, one of the most significant tasks was shoveling and 
cleaning up soil from liquefaction. The community also led different mural 
projects so people could have an outlet for collective grief. After the 
Calgary Floods in 2013, one of the most significant activities was cleaning 
out water-damaged homes.

Remember the questions posed during your exercises around what you 
want to preserve in your neighbourhood, and what you may want to 
emerge out of a disaster.

•	 What do you most value/love about this neighbourhood/
community?

•	 If you could design this neighbourhood from scratch, what would 
you do differently? What would you keep the same?

•	 Disasters are damaging and disruptive, but they can also be 
generative over the long term. The word emergency comes from 
the Latin, “emergere” which means to “arise out or up”. If a disaster 
or major emergency occurred tomorrow in this neighbourhood/
community, what would you like to emerge from it?

Recovery needs may fall under some of the following themes/subjects:

•	 Social/emotional

•	 Economic/financial

•	 Physical/structural
•	 Environmental/ecological
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The services provided at the Hub may transition to support these needs. 
Some examples of ways Hubs can support recovery may include:

•	 Connecting with and checking in with community members, 
especially those who have been displaced or isolated by the event.

•	 Working together to solve problems―big or small.

•	 Collectively advocating for outside support or resources.

•	 Finding volunteers to provide community members with 
bereavement support or grief counselling.

•	 Supporting community art projects such as painting murals for 
healing and connecting.

•	 Assisting children and families with transitions back to daycare or 
schooling, and returning a sense of normalcy.

•	 Finding volunteers to help community members navigate insurance 
claim applications.

•	 Helping local businesses clean up and restore operations.

•	 Connecting community members with skilled tradespeople to 
repair damaged homes and physical structures.

•	 Cleaning up garbage, waste and contaminated natural spaces like 
parks, lakes and the shoreline. *Note: in the case of hazardous 
material spills clean up should only be performed by people who 
are trained and using approved safety equipment. Always follow 
the direction of authorities.

As the immediate response slows down, it is important to wind down the 
Hub and give people ample rest. Make sure team members are taking days 
off and getting time for their own personal recovery needs. If possible, 
find opportunities to socialize through shared meals or recreation.

Determine which roles can be reduced or removed from the daily roster. 
Reduce hours as necessary. Switch to shorter opening hours. Communicate 
these changes clearly to community members. Return your organization 
to normal operations and reinstate any programs and services that are 
not already back up and running. If asked, supply government agencies 
with documentation of major Hub activities and decisions.

CLOSING THE HUB

Eventually,	you	will	need	to	de-activate	your	Hub.	When	this	time	comes,	
make	sure	you	communicate	this	clearly	to	community	members,	City	
staff,	and	other	affiliated	organizations	in	writing,	and	leave	signage	
indicating	where	people	can	go	should	they	require	additional	assistance.	
Debrief	with	staff	and	volunteers	on	what	worked	and	what	did	not―
and	 incorporate	 these	 learnings	 into	 your	 future	 Hub	 planning	 and	
preparedness.	Consider	having	a	potluck	or	gathering	before	closing	and	
invite	the	whole	community	to	foster	connections	between	neighbours,	
and	thank	volunteers.
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ROLE LANYARDS

NEEDS AND OFFERS CARDS

TOOLS AND TEMPLATES  
FOR MODULE 5


