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FOREWORD 

 
The Emergency Family Assistance Desk Guide is a tool for Army Family Programs staff to provide and 
coordinate post disaster assistance.  If staff have a better understanding of approaches they can use to 
provide case management support, they are better equipped to coordinate military, state and local 
agencies and non-governmental organizations (including voluntary agencies) when Army leadership 
declares disasters following catastrophic events.  
 
This Desk Guide does not address every possible scenario that may impact Army Families. Therefore, 
Family Programs staff are encouraged to further develop this guide to address local conditions and 
mission requirements. 
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CHAPTER 1: Emergency Family Assistance 

 

Introduction 
Emergency Family Assistance promotes the return to stable environment and mission ready status for 
Department of Defense (DoD) personnel and their Families following an all-hazards incident.  Army 
Component Family Programs staff play a role in disaster recovery through case management support for 
Soldiers, Civilians and their Family members.  Emergency Case Management can be delivered through 
methods including (but not limited to) an Emergency Family Assistance Center (EFAC) and Army Disaster 
Personnel and Accountability (ADPAAS).    
 

What is an Emergency? 
An emergency is defined as an unforeseen combination of circumstances or the resulting state that calls 
for immediate action; an urgent need for assistance or relief. 
 

What is a Disaster? 
A disaster is any natural, accidental or intentional event that severely affects people, property and/or 
the environment.  It can also be defined as an emotional and physical response to some precipitating 
event or series of events that would disrupt normal day-to-day functions.  Effects of a disaster might 
include fatalities, disabling injuries and significant destruction or contamination of personal property.  
Experiencing a disaster can be emotionally overwhelming. 
 

Difference between Emergencies and Disasters 
Every disaster begins as an emergency, and emergencies may turn into disasters, if not noticed and 
addressed in a timely manner.  A disaster will likely affect many people and have more devastating 
consequences than an emergency.  For example, the order to evacuate an area ahead of a wildfire 
creates an emergency.  People in the affected area need to pack essential items and take shelter at a 
predetermined safe haven.  Once the wildfire reaches populated areas, consuming homes, vehicles and 
possessions, it has become a disaster.  Those affected will require time and assistance to recover from it. 
 

Emergency Case Management 
Family Programs staff provides and coordinates post-disaster assistance in support of Army personnel 
following emergent situations.  This ensures Soldiers, Civilians and Family members with needs have a 
single point of contact – an ADPAAS Case Manager (CM) – who can assist, coordinate and advocate for 
services on behalf of those affected by a natural or manmade disaster.   
 
The purpose of Emergency Case Management is to provide and coordinate disaster assistance in support 
of Army Personnel during emergent situations.  CMs facilitate the delivery of appropriate resources and 
services, working with clients to implement recovery plans and advocate for clients to assist them in 
returning to a pre-disaster status.  Case management is offered in a timely manner to prevent adverse 
effects on Soldier, Civilian and Family member readiness if needs are not met.   
 
 
  

                     Ready Army is the Army’s proactive campaign to increase the resilience of the Army community and 
                     enhance the readiness of the force by informing Soldiers, their Families, Army Civilians and contractors of  
                     relevant hazards and encouraging them to Be Informed, Make a Plan, Build a Kit and Get Involved.   
                     Learn more at https://ready.army.mil.    

https://ready.army.mil/


 

Army Emergency Family Assistance Desk Guide  7 
 

CHAPTER 2: Communication 

 

Working with Clients 
 
Advocacy and Support 
After a crisis, it is important to help affected individuals regain a sense of control over their lives.  They 
may not know where to turn for help they need.  They may be confused about how to access services. 
They may feel anxious and overwhelmed.  What CMs do in the aftermath of a disaster is important.  
How they do it also matters.  The following steps will help you help your clients recover both physically 
and emotionally from disaster-related losses. 
 

Step 1: Establish Rapport 
It is important for those who have experienced a disaster to feel their CM can be trusted, will 
understand their feelings and not be judgmental.  Learn to be an empathetic listener, to develop and 
suggest options and to answer questions clearly and concisely.  Validate and accept everyone’s feelings 
as you focus on each individual and his or her needs.  It is important when speaking with a client not to 
give the impression that the CM is trying to manage the case as a bureaucratic responsibility (for 
example, by reducing a case’s severity level to “resolve” the case).  This impression undermines the case 
management effort.  A CM’s primary goal is not to increase the number of cases resolved, but to ensure 
that every individual receives the appropriate support no matter how long it takes.  Reassure clients that 
reactions like anger, sadness and fear are normal, given their circumstances. 
 

Step 2: Help Clients Assess and Clarify Their Specific Needs 
It is not a CM’s job to judge whether individuals are correctly identifying their trauma or setting the 
“right” priorities, nor is it the CM’s role to clinically assess an individual’s spiritual or mental health 
needs.  The CM should attempt to identify tangible needs within the scope of the CM program and refer 
clients to appropriate professional resource(s) that will help them meet their needs. 
 
Ask clarifying questions to help clients understand available options and resources.  When possible, 
reinforce existing strengths and skills to help re-empower them. 
 

Step 3: Explore Resources, Identify Alternatives and Help Clients Make Decisions 
At this step, CMs should: 

 Help individuals explore options and resources.  It is also important to help them determine 
which decisions must be made right away and which can wait. 

 Not give advice. It is OK to offer suggestions and guidance, but it is important that individuals 
regain control by making their own decisions. 

 Avoid becoming a rescuer by doing for someone else what they can and should do for 
themselves.  Instead, the CM should be an advocate who helps people work through the 
bureaucracies and the unique procedures of various helping organizations.   

 
Clients have been through ordeals that leave them feeling that they are not in control of their lives, so 
CMs should: 

 Never make decisions for clients.  Allow clients to make all decisions. 
 Listen.  Be sensitive when sharing personal experiences.  Sometimes, sharing successes can be 

helpful, even inspirational, but can also be perceived as minimizing your clients’ own 
experiences. 



 

Army Emergency Family Assistance Desk Guide  8 
 

 Present available alternative courses of action and their likely outcome(s) thoroughly and 
evenhandedly. 

 Never make promises that cannot be kept.  When CMs do not know an answer to a question or 
do not have requested information regarding a resource or service, they should tell clients they 
will find the answers and then follow through as soon as possible.  Unfulfilled promises may 
cause clients to lose confidence and feel re-victimized. 

 

Effective Communication and Listening Skills 
Listening is not a passive process but an active one.  Use your skills in active, reflective listening as part 
of effective communication. 
 

Pay Attention to the Message 
Paying attention to the message means using all of your senses.  The whole message includes not just 
words but body language such as physical posture, facial expression and eye movement.  Guidelines for 
the CM’s own body language include: 

 When working one-on-one with clients, eye contact should be direct, appear natural and display 
warmth and interest.  Your posture should appear relaxed.  Lean toward clients when listening 
to them. 

 Be aware of physical distance from the individual.  Being too close or too far may make them 
uncomfortable.  Different cultures have different physical distance acceptance levels. 

 While listening, give short, regular oral encouragements such as “I understand,” and “Yes, I see.” 
 

Paraphrasing 
Restate in your own words the information clients share with you.  This increases the client’s confidence 
that you understand what he or she is trying to get across.  Wait for a natural pause in the conversation 
to reflect back to them what you have heard.  Be careful not to put words in your client’s mouth or 
complete sentences for them because this suggests impatience with the client. 
 

Clarifying 
Ask questions when you do not understand or are uncertain of the intended meaning.  Take time to 
process the client’s response and ask further clarifying questions as needed. 
 

Perception Checking 
A perception-checking conversation with a client can help you check your understanding of someone’s 
words or behavior, and address any false assumptions about the meaning of words and actions.  
Perception checking helps decode messages more accurately, so the goal of mutual understanding can 
be attained.  It can also reduce defensiveness and lower the potential for conflict.  The three steps of 
perception checking are description, interpretation and clarification. 
 
When you initiate perception checking, first provide an objective description of the words or behavior 
you noticed.  Then, provide two possible interpretations of what you heard or observed.  Finally, request 
clarification from the client about statements/actions and your interpretations of them. 
 

Encourage Questions 
Questions will let you know whether clients understand what you are saying.  It may be difficult for 
them to ask questions.  Let clients know you can rephrase or explain further if they are having trouble 
understanding.  When you finish a description or review of instructions, ask clients, “What questions do 
you have?” (assuming they probably will have some) rather than, “Do you have any questions?”  The 
latter question seems to assume that they will not.  
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Be Aware of Communication Barriers 
Avoid ordering, warning, threatening, over sympathizing, moralizing or using other phrasing and 
wording that can cause a person to stop communicating.  Listen for ways you can empower clients and 
avoid disabling them or adding to the stress they are already under. 
 

Cultural Considerations 
It is extremely important that CMs are mindful of the different points of view and needs of individuals.   
 
CMs need to be sensitive to the differing perceptions and values of the individuals they support and not 
allow these differences to influence their interactions with them negatively.   
 
Individuals will vary not only in ethnicity and culture but also in religion, socioeconomic status, sexual 
orientation, gender, age, mental development, physical disabilities, family values and spirituality.  It is 
important for CMs to take time to assess the level of ethnic and cultural identification their clients may 
have and assess what strengths their clients’ backgrounds might bring to their current challenges.  Once 
ethnic and cultural differences are recognized, CMs possess greater insight into what might influence 
interaction and how best to offer assurance and support. 
 

Other Special Considerations 
Service members and their Families confront different lifestyle challenges than civilians do.  Most, by 
necessity, have developed confidence in their ability to handle these challenges.  Additionally, military 
communities are usually closer-knit than their civilian counterparts and offer robust organizations that 
Service members and Families can use for support, such as TRICARE for medical needs and the 
Transportation Office for the movement of household goods. 
 

Case Consultation 
Some cases may require consultation.  CMs should not work independently.  Tap into the resources 
within the Family Programs center and discuss any questions, issues or barriers that may arise. 
 
CMs should build regular case consultation times into their schedules.  Consult with other CMs, subject-
matter experts, internal and external organizations and so forth.  Consider scheduling a specific time for 
case consultation that works for everyone involved.  The exchange of information and identification of 
resources culled from case consultation will benefit clients and the CM. 
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Program Outreach Strategies 
One important aspect of the CM’s role is communication about Emergency Family Assistance services 
before emergency situations occur.  CMs will have the opportunity to train and educate Soldiers, Family 
members and others on readiness and preparedness.  Awareness of these responsibilities and resources 
helps the Army community to be prepared when disaster strikes, ensuring the greatest possible personal 
and family safety in an emergency.  Effective communication also gives Family Programs staff the 
opportunity to market Emergency Family Assistance services.  The following tips can help CMs 
communicate effectively. 
 

 
 

 

Websites 
CMs may provide information using the installation, MWR or center’s official 
website.  No Army website may contain commercial endorsements or 
attachments.  

 

 
 
 

 

Email Communication 
When sending informational emails to multiple recipients, remember and 
employ these simple rules of email etiquette: 

 Do not type in all uppercase letters.  This can be viewed as hostile or 
shouting rather than emphasis. 

 Use blind carbon copy (bcc) when sending messages to an email list.  
This protects the identity of email recipients and prevents recipients 
from having to scroll through a lengthy list of other recipients to 
reach your message. 

 Be careful of “Reply to all” when answering a message with multiple 
addresses.  Only reply to the intended recipient or recipients. 

 If you would not feel comfortable writing it on a postcard, do not say 
it in an email. 

 Remember operations security (OPSEC).  Do not reveal classified 
information via non-secure email accounts. 

 
 

 
 

 

Social Media 
You can use social media to raise awareness of your program and its goals.  
Be sure to review and follow local policies and procedures regarding social 
media and be savvy about its power to arouse negative emotions as well as 
confidence and to promote confusion as well as understanding.  Always 
work with the appropriate chain of command when creating media products 
of any kind.   
 
Here are some tips for using social media positively: 

 Be part of a conversation.  Convey information clearly, succinctly and 
in a timely manner.  Answer follow-up questions as appropriate and 
issue clarifications as more information becomes available. 
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 Use images.  On Facebook and Twitter, there are thousands of posts 
every second.  To get your content noticed, add visual appeal with a 
photo. 

 Deliver content regularly.  Be a regular and reliable source of 
information between emergencies. Help Soldiers and Family 
members prepare for emergent situations and know what to expect 
when an emergency or disaster occurs. 

 
For additional guidance and procedures, visit the Army’s Social Media site at 
https://www.army.mil/socialmedia/.   

 
 

 
 

 

Tips for Effective Newsletter Articles 
Many military communities publish online or hard-copy newsletters in 
addition to their plan of the day.  As you are able, take time each month to 
write a short paragraph for the newsletter. 
 
Items you may want to include: 

 Mark your calendar.  Add dates and times of upcoming events, 
observances and seasons, such as National Preparedness Month 
(September) and the start of hurricane season in the Southeastern 
United States. 

 Tip of the month.  Provide tips on preparedness, ADPAAS, links to 
information sources, etc. 

 Did you know …?  Grab a reader’s attention with compelling facts 
and statistics. 

 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Writing Tips 
General Tips for Written Communication 

 Grab the reader’s attention with a catchy headline or rhetorical question. 
 Start with the most important information in the first paragraph and then add 

supporting information in subsequent paragraphs. 
 Use simple, action-oriented verbs. 
 Use familiar words. 
 Keep it short and simple. Paragraphs of four to six sentences are ideal. 
 Use active voice—subject first, then verb. 
 Use present tense, even though events may have occurred in the past.  To show the 

future, use infinitives, such as “to award” or “to eliminate.” 
 Speak directly to the reader using a normal speaking pattern (but do not use slang, 

profanity, shorthand speech, jargon or incorrect grammar). 
 Ask yourself: If I had no knowledge of this topic, would I understand the message of 

this article? Did I answer the six basic questions of reporting: Who, what, when, 
where, why and how? 

 Welcome edits. Ask others to read articles to ensure they make sense. 
 
 

https://www.army.mil/socialmedia/
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Operations Security (OPSEC) 
Whether communicating on a social media site, by phone or in public, always be vigilant about not 
disclosing information that could put Soldiers in harm’s way.  Do not discuss sensitive information such 
as unit movements, personnel, deployment schedules or anything else that may compromise the 
personal privacy of units, Soldiers, their Families and the command’s mission.  

Common Writing Errors 
Try to avoid: 

 Expressing more than one point or idea per paragraph. 
 Changing the verb tense in the same sentence. 
 Capitalizing words that are not proper nouns. 
 Connecting two sentences with a comma and creating a run-on sentence. 
 Using vocabulary or jargon that readers will not understand. 
 Using an abbreviation or acronym without telling the reader what it means the first 

time it appears in the article. 
 

Effective Headlines 
Choose short, concise words for headlines.  Express one thought only—the most important 
story idea.  Capture the story.  Do not be so brief that readers miss the idea or are misled.  Is it 
understandable?  Avoid standard, repetitive headlines.  Be impartial.  Leave out puns and 
rhymes. 
 

Proofreading 
Proofreading is difficult work.  Always ask someone else to proofread the newsletter or 
newsletter contributions.  It is difficult for the person who created the material to see errors 
because they are too familiar with the product.  A proofreader should read material one 
element at a time.  Read the body copy, then the headlines, then the extra material, such as 
page numbers. 
 
Check for trouble spots when proofreading: 

 Spelling 
 Consistency 
 Commas 
 Periods 
 Capitalization 
 Quotation marks 
 Apostrophes 
 Numbers 
 Headings 
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CHAPTER 3: Army Disaster Personnel Accountability and 
Assessment System (ADPAAS) 

 

ADPAAS INTRODUCTION 
ADPAAS was developed with requirements from lessons learned during the 2005 hurricane season.  
ADPAAS is governed by Army Regulation (AR) 600-86 and serves as the Army’s system of record for 
reporting the status of personnel and for tracking Family member needs following an all-hazards event.  
 
Army personnel can use ADPAAS to report their current location and the location of their Family 
members, update emergency contact information and request assistance.  Army personnel include 
Active Army Soldiers, Army National Guard Soldiers, United States Army Reserve (USAR) Soldiers, 
Department of Army Civilians (both appropriated and non-appropriated funds employees), and (when 
overseas) Army sponsored and Department of Defense affiliated United States contractors.   
 

ADPAAS Roles and Responsibilities  
 ADPAAS has two modules – accountability and assessment. 

 

 Accountability is a unit/organization function.  Commanders/supervisors will appoint a Command 
Officer Representative (COR) to assist with accountability.  CORs are responsible for: 

o Training Army personnel on how to use ADPAAS for accountability. 
o Maintaining emergency alert contact rosters. 
o Tracking ADPAAS reporting until 100% accountability is achieved when an event is activated. 

 

 Assessment falls in the Family Programs lane.  Family Programs assign CMs to provide case 
management when a Soldier or Civilian completes a needs assessment in ADPAAS.  CMs work the 
case until the Soldier, Civilian or Family member returns to pre-disaster status. 

o Staff will be assigned to one of the following ADPAAS case management roles: CM, Lead 
Case Manager (LCM) or Region Case Manager (RCM).   

 

 Active component ACS will identify one LCM per center.  They can have as many 
CMs as appropriate given ACS staffing and functions.  RCM access is limited to 
IMCOM Directorate staff. 

 The LCM periodically reviews the ACS’s ADPAAS CM listing for accuracy, and 
grants access to all ACS staff members who may manage cases during all-
hazards events, installation exercises or EFAC activations.  The LCM can also 
remove any CMs who no longer require access.   

 The LCM receives all active component cases, in the ACS’s area of 
responsibility, from Headquarters Installation Management Command (HQ 
IMCOM).  When receiving a case, the LCM can either work the case 
him/herself or assign it to another CM within the center.  The LCM tracks 
the status of all cases assigned to the center.     

 If no LCM is identified, incoming cases will be assigned to the ACS 
director. 

 Any ACS staff with a responsibility in the EFAC should have CM access. 
 

 For National Guard Bureau (NGB) cases, HQ IMCOM will assign incoming cases to 
HQ NGB Family Programs.  In most states, NGB Family Programs Directors will serve 
as the LCM.  The LCM will receive all NGB cases in the state and either work the case 
or assign it to the Soldier and Family Readiness Specialist serving as an ADPAAS CM. 
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 For USAR cases, HQ IMCOM will assign incoming cases to USAR Family Programs.  
USAR Family Programs will identify RCM, LCM and CMs according to their 
established chain of command.  The RCM will receive all USAR cases and assign as 
appropriate. 
 

o All ADPAAS CMs (regardless of level) will complete annual training on ADPAAS. 
 

o CMs are responsible to maintain their ADPAAS access.    
 

 The two modules in ADPAAS do not intersect or share information.  CMs and CORs have access to 

different information/tools in ADPAAS.  Per HQDA G1, a CM cannot have COR access or vice versa.        

 

Generating an ADPAAS Disaster Event 

An all-hazards event is any incident (natural or man-made) that warrants action to protect life, property, 

health and/or safety.  Disasters can take many forms but include incidents such as wildfires, hurricanes, 

earthquakes, floods, tornados, an active shooter, a chemical spill or a pandemic.  Commanders at all 

levels must account for their personnel after every natural or manmade disaster.  If the DoD or the Army 

does not direct a personnel accountability event, commanders may request a local event be opened in 

ADPAAS by completing DA Form 7766 (Appendix B).  When the event is built in ADPAAS, it identifies 

which Army personnel will be asked to account using criteria such as the unit identification code (UIC) 

and geographic location (state, city, county, zip code).  Once the event is activated, Army personnel who 

meet the event criteria, will automatically be notified by the system to log into ADPAAS to account.  

Because a Common Access Card (CAC) is not required for accountability, personnel can access ADPAAS 

from a home computer or a mobile device.  Once the individual accounts in ADPAAS, he/she can fill out 

a need assessment to request assistance with any needs resulting from the disaster.  Accountability is 

mandatory, but completing an assessment is optional.     

 

Generating an ADPAAS Assessment Case 

When a Soldier or Civilian goes into ADPAAS to account, he/she has the option to complete a needs 

assessment.  If a needs assessment is completed, it generates an assessment case.   

 

The needs assessment is made up of 19 needs categories and 5 levels of severity.  To complete the 

assessment, the Soldier or Civilian will review all of the 19 needs categories and assign a level of severity 

to each.  If no needs exist, it is coded as a “0” level of severity.  If the individual only wants information, 

this is coded as a level “1” severity.  Severity levels 2-4 are more emerging needs, with level 4 being the 

most critical needs.   
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When completing the assessment in ADPAAS, a Soldier or Civilian can select more than one level of 
severity that applies.  He/she can also add comments to explain the actual need in a particular category.  
For more information on the 19 needs categories, and how they are broken up by severity level, refer to 
the DA Form 7767 (Appendix C).  An image of the DA Form 7767 is found below:   
 

 
 

When an assessment case is generated, HQ IMCOM initially receives the case and determines the 

component of the Soldier or Civilian.  HQ IMCOM, NGB and USAR Family Programs work together to 

ensure assignment to the LCM/CM closest to the individual’s location.  Once assigned to a case, the 

LCM/CM receives an automatically generated email from the system alerting of case assignment. 
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NAVIGATING ADPAAS 
 

Logging into ADPAAS 
 ADPAAS can be accessed from www.adpaas.army.mil.  
 

 CMs log into the right hand side of the screen.                                                                                                                                                         
This requires CAC access. 

 

 When logging on for the first time, a CM should go to the                                                                           
“My Info” tab to verify his/her information.  CMs should                                                                  
especially ensure their work email and telephone                                                                                
number is up-to-date.      

 

ADPAAS Case Management Tabs 
Once you log into ADPAAS as a CM, you have access to a number of tabs located at the top of the page.   
 

 
 Home Tab. This is your dashboard when you log into ADPAAS.  On the dashboard, there is a section 

for System Announcements.  This lists the events that are currently open, as well as events 

scheduled to be open within the next 7 days.  Events with a red banner marked “Attention” indicate 

a real world event.  Events with a green banner marked “Exercise” indicate an exercise event.  

Within the event description, it includes information such as the event name, event start/end date 

and personnel demographic required to account for the event.  At the bottom of the dashboard is 

information to access the ADPAAS help desk.  The ADPAAS help desk can be accessed by phone or 

email for any technical issues you are having with the system.  Case management related questions 

should be elevated through your Family Programs chain of command. 

 

 CM Command Tab.  In the CM Command tab, you can access references provided by HQDA G1.  

Most references are applicable to the COR; however, this is where you can find the ADPAAS 

regulation, forms and marketing materials. 

 

 My Cases Tab.  The My Cases tab is where you can access any cases assigned to you. 

 

 Reference Tab.  The Reference tab is a good location to find contact information, website links and 

other resources that may help you in your role as a CM. 

 

 My Info Tab.  The My Info tab is very important because it contains your information.  Once you 

have access, please log into ADPAAS and verify your contact information is correct, especially your 

work phone number and primary email address.  It is essential the primary email in your profile 

reflects your work email address, as ADPAAS uses this address to send you notifications of case 

assignment and other system alerts. 

 

 

http://www.adpaas.army.mil/
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 Training Tab.  The Training tab is where you can complete training and access training materials.  

CMs are required to complete annual training to maintain their CM access in ADPAAS. 

 

Locating a Case File 

 

 

 

 

 

 

 

 

 

 
 

Elements of a Case File 

A case file has three parts: 

 Profile.  The first section of a case file is the profile.  Here you can obtain personal information on 

the individual including UIC and contact information.  If you select “More Contact Data” this will 

bring you deeper into the profile to obtain physical address, family member information and 

emergency contact information.  You can also access COR information from the “COR list” subtab. 

 

 
 

 Needs Area.   The center of the case file is the needs area.  You will notice that it includes 

information on the initial needs assessment and the current needs level.  At the bottom of the 

needs area section, under Family Assessment Summary, you will find the initial needs assessment 

submitted by the Soldier or Civilian when he/she accounted in ADPAAS.  This includes the 19 needs 

 

From the My Cases tab, you can access a case 

assigned to you by conducting a search using one 

or more criteria.  The case ID number will be 

included in the case assignment email you receive 

from the system.  However, you can also search by 

status (unopen, open or resolved), event name or 

client name.  Once you fill in your search criteria, 

select “Find” and locate the case you are looking 

for from the results provided.  Select the case ID 

number to enter into the case file.   
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categories, and below each is a level of severity.  Levels of severity reported that are higher than “0” 

(no needs) are color coded by severity level 1-4.  This helps bring your eye right to the areas of need. 

 

Current needs levels for the case are displayed at the top of the needs area section.  This allows you 

to see the status of the case in real time.  By displaying both the initial needs assessment and the 

current needs levels within the case file, CMs are able to see (at a glance) the progress made on the 

case as well as areas that still need to be addressed.  Your job as a CM is to work all needs levels 

back to “0” (no needs).       

 

 Case History.  The last section of the case file is the Case History.  This is a running record of all 

actions performed within the case.  This may include actions such as case status changes, case 

assignments, contact notes, administrative notes and adjustments to severity levels. 

 

 
 

Reviewing the Needs Assessment 

CMs should review the needs assessment before conducting initial outreach.  By reviewing the 

assessment beforehand, you can identify needs areas where more than one level of severity was 

checked, as well as review any additional information provided by the individual in the comments. 

 

You can access the complete needs assessment submitted by the Soldier or Civilian by clicking  

on the “view” link.  This can be found under the Family Assessment Summary section next to the name 

of the event.  Please note, a case file may have assessments from multiple events listed under the 

Family Assessment Summary section.  ADPAAS case files now display all assessments ever submitted by 

a Soldier or Civilian.  As a result, it is important you locate the assessment associated with the current 

event you are working.   
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Initiating Contact 
CMs should initiate outreach within 24 business hours of case assignment.  If a case is received after 

hours or over the weekend, the CM is expected to begin outreach attempts the following business day.  

If available in the profile, the initial contact attempt must be by phone.  Follow on outreach attempts 

can be made by phone and email.  All outreach attempts, even when they are not successful, should be 

documented in ADPAAS. 

 

CMs must make a minimum of three attempts to contact the Soldier or Civilian.  If you cannot reach the 

individual after three contact attempts, and it is an EXERCISE event, you may resolve the case.  However, 

the business rules are different for REAL WORLD events.  If you cannot reach the Soldier or Civilian after 

three contact attempts, and it is a REAL WORLD event, you must contact the COR or the unit.  If you 

cannot reach the COR or the unit after a reasonable amount of time, request assistance through your 

Family Programs chain of command.  For a REAL WORLD event, CMs must be proactive to reach the 

Soldier or Civilian to offer assistance. 

 

Sample Scripts for Initial Outreach 
The first time you conduct outreach, it may be difficult to find the right words.  Below are sample scripts 
that you can use to get started.  Over time, you will find the words that feel natural to you. 
 

 Sample Phone Script 
Hello. My name is XXX (name of CM). I work at XXX (name of component Family Programs office).  May I 
speak with XXX (name of Soldier/spouse)?  I am calling in regards to your needs assessment in ADPAAS 
and would like to provide assistance. Do you have a few minutes?  I understand from your needs 
assessment that you are seeking assistance with XXX (e.g. legal, onward transportation, local 
transportation, temporary housing, permanent housing, personal property).   
 
 Sample Email Script 
Hello XXX, My name is XXX (name of CM).  I work at XXX (name of component Family Programs office).  I 
received your needs assessment when you accounted in ADPAAS for XXX (name of event).  I would like 
to speak with you about available resources in regards to your ADPAAS assessment.  Please feel free to 
call me at XXX-XXX-XXXX or email me at this address. 

 

Confidentiality 
CMs have an obligation to maintain client confidentiality at all times.  Information on a Soldier or 

Civilian’s needs should not be shared with the unit or organization unless the CM has permission from 

the client, or a health/life/safety concern exists. 
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In conversations with a unit or organization, the CM can share that a needs assessment was completed, 

without giving details about specific needs.  A CM can also share general information about the event 

such as the number of total assessment cases generated or the overall needs being reported.  If you 

have questions about confidentiality, please contact your Family Programs chain of command for further 

guidance. 

 

Documenting in a Case 
Notes should be added to a case file any time contact is attempted, service is provided and/or 

administrative actions take place.  For cases in an unopen status, when adding your first note, select the 

“Open Case” button.  Once the case is in an open status, the button name will change to “Edit”.  This 

brings up the template to add a note into the case. 

 

The top of the template reflects the 19 needs categories and current levels of severity.  A CM is 

responsible to work all needs areas back to a “0” level of severity (no needs).  As you provide assistance, 

you will adjust the needs areas accordingly.  For example, let’s assume you are working with a Soldier 

who needs urgent help finding temporary housing [Temporary Housing = level 4 severity] and also needs 

immediate help finding temporary childcare [Child Care = level 3 severity].  You start with locating 

temporary housing because it is the most critical need.  Once this is addressed, you can adjust the 

severity level from a level “4” to a level “0” when you add your contact note.  But, if you are still 

researching temporary childcare options for the Soldier, keep the severity level under Child Care as a 

level “3” until you are able to provide assistance with that need.  Please note, a CM may increase and 

decrease severity levels based on the client’s situation. 

 

 
 

The bottom of the template is where you will add your note.  Select the “Reason for Update” from the 

dropdown menu and add notes in the space provided.  Case notes should include information such as 

outreach method used, issue/concern expressed by the individual, and services/resources provided.  

Never include Personally Identifiable Information (PII) or your own personal opinion in a case note. 
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Though all CMs are expected to document assistance provided to ADPAAS clients within the ADPAAS 

case file, your component may require you to add additional documentation into a separate tracking 

tool or system.  For ADPAAS cases, active component CMs are only required to document in the ADPAAS 

case file, and not in the Army Community Service (ACS) Client Tracking System (CTS).  For National Guard 

and Army Reserve CMs, please contact your Family Programs chain of command for further guidance on 

additional documentation requirements.  

 

Resolving a Case 
You can keep a case open in ADPAAS as long as needed to return the Soldier, Civilian and/or Family 

members to pre-disaster status.  Once you have provided all the requested assistance, and the Soldier or 

Civilian agrees no further needs exist, you are ready to resolve the case.  To resolve the case, select 

Resolve Case from the Actions dropdown menu at the top center of the case file.  You will be prompted 

to add one last comment, and then the case will change from an open status to a resolved status.  

Please note, the case can be reopened at any time by simply adding a new contact note into the case. 

 

ADPAAS LEAD CASE MANAGER (LCM) 
 

LCM Responsibilities 
LCMs are responsible for three main areas: 
 

 Roster Management.  This involves the periodic review of a location’s CM listing.  To pull a CM 
listing, go to the Case Managers tab and select CM Look Up from the side tabs.  Locate the 
appropriate Region and FAC from the drop down list and select “View” to obtain results. 
 
With their access levels, LCMs can also add and remove CMs.  To add a CM, select CM Admin from 
the side tabs.  Conduct a search to locate the appropriate individual.  Select “Add” next to the 
individual’s name.  Identify the appropriate user type, region and FAC from the drop down lists and 
select “Save”. 
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To remove, select CM Admin from the side tabs.  Conduct a search to locate the appropriate CM.  
Once identified, select “Manage” next to the CM’s name and then “Remove Access”. 
 

 
   
 Case Assignment.  This involves the assignment of an ADPAAS case to another CM.  There are two 

ways a case can be reassigned.  Regardless of the method used, select Assign to CM from the Action 
drop down menu.  Identify the CM from the list provided and select “OK”.  The LCM can assign 
multiple cases to one CM quickly by putting a check mark next to multiple cases before selecting 
Assign to CM. 
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The LCM can further identify if he/she wants to make the CM the Primary CM on the case or an 
Alternate CM.  A case can only have one Primary CM; therefore, if the LCM makes another CM the 
primary, it will remove the LCM as the primary on the case.  A case can have multiple Alternate CMs; 
this will keep the LCM as the primary on the case, but allows other CMs to be added so they also have 
access to work the case.  Please note, when a case is assigned to a Primary CM, he/she receives an 
automatically generated email from the system alerting of case assignment.  However, the system does 
NOT send an email when Alternate CMs are added to a case. 
 

 Case Management.   The LCM is responsible to track the progress of all cases assigned to the center 
to make sure they are being worked to resolution and documentation is up-to-date.   
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ADDITIONAL ACTIONS AND RESPONSIBILITIES IN ADPAAS 
 

Maintaining your ADPAAS Information 
The My Info tab is very important because it contains your information.  Once you have access, please 

log into ADPAAS and verify your contact information is correct, especially your work phone number and 

primary email address.  It is essential the primary email in your profile reflects your work email address, 

as ADPAAS uses this address to send you notifications of case assignment and other system alerts. 

 

 
 

Maintaining your ADPAAS Access 
ADPAAS includes a feature to help keep our CM rosters up-to-date.  If a CM does not access ADPAAS 

after 180 consecutive days, the system will send an automatically generated email to inquire if access is 

still needed.  To maintain your access, log into ADPAAS as a CM by the suspense date provided in the 

email.  You simply have to log into ADPAAS as a CM to refresh your access.  If you do not log into 

ADPAAS by the suspense date, your CM access will be removed. 
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Requesting an ADPAAS Assessment Only Event (Active Component Only) 
ADPAAS is the system of record for the EFAC.  If an ADPAAS event is not already open, the ACS director 
or EFAC director requests an assessment only event using DA Form 7766 (Appendix B).  Information 
collected during intake is used to create a client case in ADPAAS so services can be documented.  An 
ADPAAS assessment only event can also be requested for exercise or training purposes.   
 

Complete the DA Form 7766 as follows: 
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The process to request an assessment only event is: 
     

 
 

 

Adding Personnel to an Event (Active Component Only) 
ACS staff are encouraged to use DA Form 7767 (Appendix C) as part of their EFAC intake process.  This 
ensures EFACs are collecting the information needed to generate a case in ADPAAS.  Even if the EFAC is 
assisting a Family member, make sure to collect the following information: Soldier’s first/last name, 
Soldier’s Electronic Data Interchange Personal Identifier (EDIPI), Soldier’s UIC and good contact 
information for both the Soldier and Family member.   
 
To add personnel to an event, start in the Personnel tab.  Follow the steps below to locate the Soldier or 
Civilian, add him/her to the event and add an assessment to generate a case. 
 
                             Once you’ve located the Soldier or Civilian, select Add to Event: 
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                           Identify event name and add status information: 

 
 
                            Refresh your page.  You should see the event name populate next to the Soldier or  
                            Civilian’s name.  Now, select Assess for Event: 

 
 
                            Complete the needs assessment for the Soldier or Civilian: 
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Even if you hand enter a case, the assessment case will first go to HQ IMCOM for assignment.  Be sure to 
notify HQ IMCOM and your IMCOM Directorate ACS POC whenever your EFAC is activated to ensure any 
cases you add to an event are returned back to you in a timely manner.    
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CHAPTER 4: Emergency Family Assistance Center (EFAC) 
Active Component Only 

 
Emergency Family Assistance is provided following an all-hazards event to promote long-term recovery, 
the return to stable environment and mission ready status for Soldiers, Civilians and Family members.  In 
overseas locations, services are also provided in accordance with Joint Publication 3-68 and local policy 
in the delivery of noncombatant repatriation assistance for DoD/non-DoD civilian employees and 
DoD/non-DoD Family members affected by an authorized/ordered departure from an overseas country 
throughout the entire safe haven period.  Multiple methods may be used to provide Emergency Family 
Assistance including EFAC and ADPAAS. 
 

Emergency Family Assistance Plan 
All senior Army or garrison commanders will develop and maintain an Installation Emergency 
Management (IEM) plan in accordance with Department of Defense Instruction (DoDI) 6055.17.  The 
ACS will develop an Emergency Family Assistance plan and ensure it is integrated into the IEM plan.  
Though services can be delivered using various service delivery methods, the plan must include 
procedures to activate a traditional EFAC as outlined in DoDI 1342.22.  ACS centers are also encouraged 
to explore and incorporate virtual service delivery options into their Emergency Family Assistance plan, 
but it is not required.  At a minimum, the plan will include mission, concept of operations, organizational 
structure, administration, logistics and procedures for a traditional EFAC (see table 1). 

 
Table 1 
Emergency Family Assistance Plan Components 
 

 

 

Emergency Family Assistance Plan 

 

 

References 

a.  Mission. 

 The EFAC is the central point for coordinating a humanitarian response to all-hazard 
incidents.  The EFAC is a physical one-stop site where DOD personnel and their 
Families can receive continuous, authoritative, and accurate information in a sensitive, 
timely, and effective manner.  The EFAC will promote short-term recovery, long-term 
recovery, and the return to a stable environment and mission ready status following all-
hazard incidents.  

AR 608-1 

b.  Concept of Operations.  The concept of operations section will describe the general sequence and 
scope of EFAC response efforts, and include: 

 The four phases of EFAC activation. DoDI 1342.22 and 
AR 608-1 

 Plans for operating the EFAC during different types of emergencies (such as mass 
casualties, evacuations, natural disasters, acts of terrorism/aggression, and situations 
arising from mobilization or deployment). 

AR 608-1 

 Organizational responsibilities and plans for coordination and synchronization of 
services among organizations supporting the family assistance response effort.  

DoDI 1342.22 and 
AR 608-1 

 Plans for assessing the need for community support and types of services required 
based on operating hours, mission, and type of incident. 

DoDI 1342.22 and 
AR 608-1 
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c.  Organizational Structure.  The plan will include the following information regarding the EFAC 
organizational structure and functional responsibilities:  

 EFAC community support service agencies (at a minimum) from the 13 functional 
areas as referenced in DoDI 1342.22. 

DoDI 1342.22 

 Roles and responsibilities of EFAC community support service agencies and 
personnel.  This includes the identification of an EFAC director (may also be referred 
to as a manager, team leader or point of contact (POC)) responsible for EFAC 
coordination and community liaison functions. 

DoDI 1342.22, AR 
608-1 and DA PAM 

525-27 

 Provisions for volunteer management (i.e., standards and procedures for assembling, 
screening, and training EFAC volunteers). 

AR 608-1 

 Development and maintenance of a contact roster with names and telephone numbers 
of all agency points of contact and alternates. 

DoDI 1342.22 and 
AR 608-1 

 Procedures for EFAC staff shift change and 24/7 operations. AR 608-1 

 Memorandums of agreement, memorandums of understanding (MOU) or other 
agreements with other emergency responders to define the lines of communication 
and working relationships (as applicable). 

DoDI 1342.22 and 
AR 608-1 

d.  Administration and Logistics.  The plan will include: 

 Primary and alternate EFAC locations (both on the installation and in the community) 
and includes layout plans.   

DoDI 1342.22 and 
AR 608-1 

 Measures to provide security and access control. DoDI 1342.22 and 
AR 608-1 

 A plan for communication with HQ IMCOM, HQ IMCOM Directorate ACS POC, 
garrison commander, installation Emergency Operations Center (EOC), EFAC staff, 
EFAC volunteers, as well as Soldiers and Family members impacted by the disaster. 

DoDI 1342.22 and 
AR 608-1 

 EFAC equipment/supply list. DoDI 1342.22 and 
AR 608-1 

e.  Procedures. The plan will include guidelines and procedures for:  

 EFAC shelter-in-place requirements. DA PAM 525-27 

 EFAC client intake (including badging, collection/protection of personnel and Family 
information), client tracking and client case management of individuals served by the 
EFAC.   

 
[NOTE: All data gathered and maintained will be safeguarded per AR 25-22.  Per AR 600-86, when an 
EFAC is activated, all case management will be documented in ADPAAS (and not in CTS)]. 
 

DoDI 1342.22, AR 
25-22, AR 600-86 

and AR 608-1 

 Donations management. DoDI 1342.22 and 
AR 608-1 

 Training EFAC staff and providing community education on EFAC. DoDI 1342.22 and 
AR 608-1 

 Annual testing of the plan as part of the installation emergency management exercise. DoDI 1342.22 and 
AR 608-1 

 Completion and submission of the DA Form 7700 following an EFAC exercise or 
activation. 

DoDI 1342.22 and 
AR 608-1 
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EFAC Staffing 
 EFAC staffing requirements by organization and function will be identified for each activation phase, 

and included in the IEM plan.  A primary and alternate POC from each agency will be on official 
orders as outlined in AR 608-1, Chapter 4-10.  

 

 Though ACS is responsible to coordinate EFAC operations, the garrison commander (or designee 
identified in the IEM plan) gives the order to activate.  Upon activation, he/she will tailor EFAC 
services based on the event and the community’s assessed needs, considering both governmental 
and non-governmental entities as outlined in AR 608-1, Appendix G.  

 

 Volunteer staff must meet all requirements in AR 608-1, Chapter 5.   
 

 Military and Family Life Consultants (MFLCs) and Military OneSource resources provide only 
confidential, nonmedical counseling.  MFLCs and Military OneSource will not be used as regular 
staff.  They may not carry a beeper to be on-call, they may not to be used as 24/7 emergency 
personnel, may not staff a 24–hour emergency telephone number, and must always operate within 
the scope of their respective contracts. 

 

EFAC Documentation  
 ADPAAS is the Army’s system of record for reporting the status of personnel and for tracking 

Family member needs following an all-hazards event.  Per AR 600-86, Emergency Family 
Assistance will be documented using ADPAAS and not CTS.   

 

 When an EFAC is activated, ADPAAS will be used to document all case management. 
o If an ADPAAS event is not already open at the time of activation, the ACS director or EFAC 

director will request an assessment (only) ADPAAS event using DA Form 7766 (Appendix B), and 
submit to HQ IMCOM G9 ACS through their IMCOM Directorate ACS POC.  Additional 
information on this process can be found in Chapter 4 of this desk guide under Requesting an 
ADPAAS Assessment Only Event. 

 
o Information collected on the EFAC intake form will be used to create the case in ADPAAS.  

ADPAAS cases can only be created for the sponsor.  Therefore, at a minimum the intake form 
should collect sponsor information found on DA Form 7767 (Appendix C) regardless if the EFAC 
is assisting the Soldier or the Family member.  Information collected during intake should 
including sponsor’s first/last name, EDIPI, UIC and contact number/email. 

 
o ADPAAS cases will be assigned to the appropriate ACS ADPAAS CM, so EFAC services and follow 

up can be documented until all needs are met.      
 

EFAC Smart Book 
 A reference smart book must be available at the EFAC.  In addition, the ACS director and/or EFAC 

director will have a copy of the smart book with him/her at all times during an EFAC activation.  
 

 The smart book should include:  
o A copy of the EFAC plan. 
o A roster with names and telephone numbers of the primary and alternate community support 

service POCs. 
o Information papers from the community support services identified in the EFAC plan. 
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o Information on shift schedules. 
o Copy of intake paperwork. 
o Telephone numbers and directions to medical facilities (including off post hospitals and regional 

Army Medical Centers).  
o POC rosters for available translators for German, Italian, Korean, Spanish and/or other 

languages, as appropriate for the specific location/population.  
o Locations and contact information for NGB FACs located within the area.    
o Locations and contact information for USAR Family Programs staff within the area.  

 

EFAC Donations Management   
All donation activities will be performed in accordance with AR 1–100, the Joint Ethics Regulation, and 
10 U.S. Code 2601. The goal of donations management is to efficiently and effectively manage the 
overall influx of unsolicited offers of goods and monetary donations during the activation of an EFAC.  
The garrison Gift Coordinator will facilitate the gift process of every gift to ensure proper acceptance, 
legal review, accountability and reporting. 
 

 Early coordination with private nonprofit, community support organizations that can provide 
specific disaster-related services is vital.  Participating in preparedness activities, including planning 
and establishing appropriate roles and responsibilities, will contribute to the successful execution of 
donations management.  

 

 DA personnel are prohibited from soliciting any type of donations (to include monetary or in-kind).  
However, in response to an appropriate inquiry, a leader may inform potential donors of needs and 
process for giving.  

 

 DA personnel will work with their garrison Gift Coordinator to ensure the proper acceptance of gifts, 
to include consulting the Joint Ethics Regulation and local Staff Judge Advocate (SJA).  DA personnel 
may not endorse donors and/or the fundraising activities of non-federal entities (NFEs).  

 

 There are two categories of donations most commonly encountered and each type will be handled 
differently.  Donations must be accepted in writing by the appropriate acceptance authority (the 
garrison commander or, the Director of Family and MWR (FMWR), if delegated by the garrison 
commander).  All donation offers greater than the garrison commander’s acceptance limit must be 
referred for acceptance by HQ IMCOM or recommendation for Secretary of the Army’s acceptance.  
Procedures to process each type include:  

 
o In-kind donations are tangible goods (for example, bottled water, food, and consumables (paper 

products)).  As a rule, garrisons should not accept in-kind donations during emergency 
situations, as they are not prepared or experienced to accept, store, manage, and disburse the 
magnitude of goods that may be donated.  The exception to this is gift cards (Visa, MC, AMEX, 
Retail) which may be accepted by the appropriate acceptance authority.  All other offers of in-
kind donations should be referred to NFEs that provide community support (for example, Red 
Cross, and United Services Organization (USO)).  MOUs may be put in place to formalize the 
process.   

 
o Monetary donations include cash, checks, and money orders.  FMWR may receive monetary 

donations in accordance with the IMCOM Gift Program Business Rules.  Expenditures from the 
donated funds may be for quality of life items, services, and supplies to support the needs of 
affected personnel for which appropriated funds are not authorized (for example, food, phone 
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cards, local store, commissary, and Army and Air Force Exchange Service gift cards).  FMWR may 
not make monetary payments to individuals.  Checks and money orders should be written 
payable in accordance with the IMCOM Gift Program Business Rules.    Donation offers of $250 
or greater require a legal review prior to approval and/or acceptance by the official acceptance 
authority.  Accurate records for offer, acceptance, receipt and disbursement of donated funds 
must be kept to ensure the donors’ intent was met.  Garrisons will establish processes for 
managing and executing donated funds, to include needs determination, validation, and 
approval processes for executing funds. Authorized garrison FMWR personnel will make 
purchases using the non-appropriated fund Government Purchase Card. 

 

EFAC Training and Exercise Requirements 
 EFAC training raises the awareness of all participating staff, and prepares them to be more 

responsive in an emergency event.  Training can take many forms including classroom 
presentations, distance learning, practical exercises, etc.  At a minimum, EFAC training will be 
provided prior to the annual EFAC exercise event, and may include some of the following topics:  
o Overview of ACS EFAC operations 
o EFAC staff roles and responsibilities 
o ADPAAS 
o Psychological first aid 
o Sensitivity training 
o Stress management 
o Community need during various disaster situations  
o Shelter in place 
o Resilience skills 
o Web EOC 
o Communication during disaster 

 

 DoDI 1342.22 mandates annual exercising of the EFAC.   
o AR 525–27 states the EFAC will be exercised as part of the annual installation full scale exercise 

(FSE).  The extent of this exercise will be determined by the garrison commander.  If your 
installation’s FSE is being evaluated by the HQ IMCOM Exercise Evaluation Team (EET), refer to 
Appendix D for a copy of the EFAC exercise evaluation guide. 

o When the installation is not scheduled for a FSE, the EFAC can still be exercised independently 
focusing on EFAC processes or procedures that require practice and/or improvement.   

 

EFAC Reporting and Evaluation  
 When an EFAC is activated, written situation reports can be provided to the EOC (by request) to 

detail EFAC activities, key information on benefits and services delivered, and issues surfacing that 
require resolution.   

 

 Once an EFAC is deactivated, an after action review (AAR) will be conducted and documented using 
the DA Form 7700 (Appendix A).  AARs will be completed for both real world and exercise events.  
Garrison staff elements and other supporting agencies may provide input for inclusion in the EFAC 
AAR.  The completed EFAC AAR will be forwarded to HQ IMCOM G9 ACS through IMCOM 
Directorate ACS POC.   

 

Completing the DA Form 7700 
Follow the steps below to complete the DA Form 7700: 
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o Event Information: 
 

 
 

o Section I – Staffing Related to Event: 
 Number of FAC staff is the number of staff working the in the EFAC during the reporting 

period.  This may include ACS staff, military/civilian supporting agencies and volunteers. 
 

 Number of FAC staff hours is the number of hours worked in the EFAC during the 
reporting period by ACS staff, military/civilian supporting agencies and volunteers. 
 

 
 

o Section II – Services Provided Related to Event: 
 Cases worked are the total ADPAAS cases assigned by HQ IMCOM G9 ACS or hand 

entered by EFAC staff. 
 

 Emergency calls are all calls taken via telephone with emergent needs (this may/may 
not result in a case).  
 

 Non-emergency calls are all calls taken via telephone with non-emergent needs (this 
may/may not result in a case). 
 

 Walk-Ins are all walk-in clients to the EFAC (this may/may not result in a case). 
 

 Other are any other clients who did not access the EFAC by telephone, walk-in or 
ADPAAS assignment (this may/may not result in a case). 
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 Cases resolved by FAC are the total number of cases, as listed under the cases worked 
row, that were resolved during the reporting period. 
 

 
 

o Section III – Type of Assistance/Referrals Given: 
 

 
 

o Section IV – Scheduled Events Related to the Incident: 
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o Section V – Issues/Recommended Solutions: 
 

 
 

o Section VI – Estimated Cost of Operations: 
 This includes cost for staffing, supplies, equipment, transportation and other expenses.   

 
 Staffing costs can be calculated using the following formula: 

 CONUS: $46.44 x (# of staff) x (# of hours worked) 
 OCONUS: $54.81 x (# of staff) x (# of hours worked) 

 
o Section VII & VIII – Lessons Learned & Success Stories: 
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CHAPTER 5: Resources 

 
In order to provide effective Emergency Family Assistance, CMs are responsible for collecting and 
maintaining information and referral resources that can be used to assist Soldiers, Civilians and Families.  
Information and referral is a critical skill for all CMs.  By providing appropriate, accurate and timely 
information, as well as effective referrals, clients receive the tools they need to prevail over adversity.   
 
CMs should maintain a local resource file of current referral agencies that correspond with the 19 needs 
categories in the ADPAAS needs assessment, and regularly verify the information is current.  Following 
up with a client, after a referral, is an excellent way to verify resource information.   
 

 Create a worksheet or database to maintain resource information.  Aside from name and contact 
information, consider including extra information such as availability of services, hours of operation, 
eligibility requirements, application process, cost to customer, etc.   
 

 
 Below are resource examples by category: 
 
Medical: 
 Patient administration/TRICARE rep 
 Veterans Administration (VA) 
 Urgent care 
 Medical Treatment Facility (MTF) 
 Local hospital 
 211 
 Local pharmacies 
 TRICARE online 
 Local insurance companies 
 
 
 
 

 
 
Missing Family Locator: 
 Red Cross 
 Unit/command 
 iPAWS (amber alert) 
 211- missing persons 
 State Public Department of Safety 
 ADPAAS 
 County/state emergency 
 Facebook crisis response 
 AKO- people search 
 Outlook 
 National Center on Missing & Exploited 

Children [24 hr hotline: 1-800-the-lost; 

www.missingkids.com] 

http://www.missingkids.com/
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Transportation to Onward Destination: 
 Federal Emergency Management Agency 

(FEMA; may also include SEMA & CEMA) 

 Red Cross 

 Army Emergency Relief (AER) 

 Bus Company/depot 

 DOT information for routes 

 Legal information for reimbursement, rental 

car, etc 

 Transportation office 

 Space A 

 

Local Transportation: 
 Post shuttle 
 Church group/volunteers 
 Taxi 
 City bus/mass transit 
 Rental car 
 Uber / Lyft 
 Ride share/car pools 
 YMCA “OP Wheels” 
 USO 
 
Temporary Housing: 
 Guest house 
 Hostels 
 Church 
 Shelters 
 Hotels/air bnb 
 Friends/Family 
 Barracks 
 Schools/dorms 
 MWR 
 Tents/trailers 
 FEMA 
 Charities 
 
Permanent Housing: 
 Family/friends 
 Realtor 
 Off post housing 
 Month to month leasing 
 Extended stay hotel 
 FEMA 
 Insurance company 
 Donated housing 
 

Personal Property: 
 SJA 
 AER 
 Lending closet 
 Homeowners/renters insurance 
 Thrift store, etc 
 USAA 
 Red Cross 
 MFLC 
 Donations 

 
Financial Assistance: 

 AER 
 Red Cross 
 Veterans of Foreign Wars 
 American Legion 
 Finance 
 OP Homefront 
 Federal Employee Education & Assistance 

(FEEA) Fund 
 Special power of attorney – SJA 
 Women, Infants and Children 
 Supplemental Nutrition Assistance Program  
 Military Onesource 
 Chaplain 
 Op helping hand 
 Private organizations 
 Banks/credit unions 
 USAA 
 Insurance companies 
 
Pay and Benefits: 
 Military Pay Office 
 Defense Finance Accounting Service 
 Defense Enrollment Eligibility Reporting 

System (DEERS) 
 Command 
 TRICARE 
 Civilian Personnel Advisory Center (CPAC) 
 VA 
 Retirement Services Officer (RSO) 
 AER 
 Department of Human Resources 
 
 
 
 
 

https://feea.org/
https://feea.org/
https://www.fns.usda.gov/snap/supplemental-nutrition-assistance-program-snap
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DA Civilian Employees: 
 CPAC 
 DEERS 
 Thrift Savings Plan 
 FEEA 
 VA / RSO 
 AER 
 Office of Personnel Management 
 Employee assistance 
 
Family Employment: 
 Online 

 USA jobs 

 FBI jobs 

 Military Onesource 

 Simply hired 

 Indeed 

 Job fairs 

 Linked in 
 In person 

 Employment Readiness Program 

 Army Volunteer Corps 

 State unemployment 

 Temp services (i.e., kelly services) 

 Vet centers 

 State career centers 

 Job fairs 

 Military Spouse Employment 
Partnership 

 Hiring heros 

 Pathfinder 

 Soldier for Life - Transition 
Assistance Program 

 USO 
 
Child Care: 
 National Association of Childcare 
 Army MWR Child Care 
 YMCA (depending on location) 
 Childcare councils (state/local) 
 Churches 
 Local colleges 
 National Association for the Education of 

Young Children 
 “Ask AJIMA” (Korea) 
 Family/friends 
 Boys & Girls Club 

School: 
 Militaryinstallations.org 
 Board of educations (local) 
 Department of educations (state) 
 School Liaison (installation) 

 Private 

 Parochial 

 Home school 

 Religious 
 Spouses – Education Center 
 Online education 
 K-12 online schools 
 Military Child Education Coalition 
 Real estate websites 
 
Legal Services: 
 SJA 
 USAA 
 State Legal 
 Military Onesource 
 Legal Assistance for Military Personnel - 

American Bar Association 
 ProBono legal services 
 Legal Aid Society 

 FEMA (replacement of wills/legal documents, life, 

medical/property insurance claims, landlord/tenant 
problems, etc) 
 

Chaplain: 
 Installation Religious Support Office 
 Off post support 
 Denomination listing & availability 
 Military archdiocese 
 Family Life Chaplain 
 Local university 
 Chief of Chaplains 
 Local Seminary 
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Counseling: 
 Chaplain 
 Behavioral health 
 TRICARE 
 MFLC 
 Family Advocacy 
 Medical/health clinic 
 Military Onesource 
 DoD safe helpline 
 Crisis text 
 Vet crisis helpline 
 VA 
 Red Cross 
 Health Department 
 Give an Hour 
 
Mortuary Assistance: 
 Local coroner 
 Chaplain/ministry teams 
 Casualty assistance 
 Funeral homes 
 Hospitals 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 
 

Funeral Arrangements: 
 Funeral homes 
 Casualty Assistance Officer (CAO)  
 Survivor Outreach Services (SOS) 
 VA 
 AER 
 Social Security 
 Will 
 Chaplain 
 Unit memorial 
 
Casualty/Death Benefits Assistance: 
 CAO 
 SOS 
 VA (Dependent Indemnity Compensation/ 

Survivor Benefit Plan) 
 AER 
 Social Security 
 Life insurance 
 Veterans service organizations 
 Military Onesource 
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CHAPTER 6: Training 

 
Training resources are available for staff interested in expanding their working knowledge of Emergency 
Family Assistance functions. 
 

 Federal Emergency Management Agency  
Training courses are available at https://training.fema.gov/is/crslist.aspx.  Courses of interest may 
include (but are not limited to):  

o IS-100.c Introduction to Incident Command System 
o IS-200 Basic Incident Command System for Initial Response  
o IS-244.b Developing and Managing Volunteers 
o IS-403 Introduction to Individual Assistance (IA) 
o IS-405 Overview of Mass Care/Emergency Assistance 
o IS-450 Emergency Preparedness for Federal Employees  
o IS-700.b An Introduction to the National Incident Management System (NIMS) 
o IS-800.c National Response Framework (NRF), an Introduction 
o IS-2900.a National Disaster Recovery Framework (NDRF) Overview 
 

 Psychological First Aid  
Training and PFA manual are available at: 
https://www.ptsd.va.gov/professional/treat/type/psych_firstaid_manual.asp. 
  

 Operations Security 
Army OPSEC level I training can be accessed on the Army Learning Management System at 
www.lms.army.mil.   
 

 HQ IMCOM Emergency Management training (Active Component Only)   
Nominations can be submitted through your local Emergency Manager for the following trainings: 
 

o Army Emergency Operations Center Course (AEOCC) supports Army Protection Program goals by 
training staff assigned emergency management roles to serve as members of or support an EOC 
team in response to an emergency, planned event or disaster. This one week resident 
immersion course is conducted on a Training and Doctrine Command (TRADOC) accredited 
campus in a state-of-the-art functional EOC. The AEOCC prepares emergency management 
practitioners and their installation community partners, and promotes building capability and 
core competencies needed to activate, operate, and deactivate an EOC.  Prerequisite for ACS 
staff to attend the EMEEC. 

 
o Emergency Management Exercise Evaluation Course (EMEEC) supports Army Protection 

Program goals by ensuring personnel possess foundational exercise evaluation knowledge, 
Homeland Security Exercise Evaluation Program (HSEEP), along with associated data collection 
and analysis techniques, and persuasive writing skills that inform after-action 
report/improvement planning to effect change that promotes Army preparedness. Conducted 
on a TRADOC accredited campus in a state-of-the-art classroom environment, the EMEEC 
prepares participants to serve as a member if an EET responsible for evaluating preparedness 
and core capabilities in accordance with exercise evaluation guidance. Students who successfully 

https://training.fema.gov/is/crslist.aspx
https://www.ptsd.va.gov/professional/treat/type/psych_firstaid_manual.asp
http://www.lms.army.mil/
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complete both classroom and field phases of this course will serve as members of an EET 
capable of evaluating an Installation’s capability to meet the needs of survivors and maintain 
mission assurance in accordance with established criteria, exercise evaluation guidance, HSEEP 
principles, and available plans, procedures, and training objectives. 

 
o Army Response and Recovery Course (ARRC) supports Army Protection Program goals by 

preparing Installation communities - commands, tenants, other government agencies, 
installation organizations, neighboring jurisdictions and businesses - to work collectively as an 
emergency management team to plan for and provide response and recovery services to those 
affected by disaster.  The ARRC is a one-week multi-module course conducted on a TRADOC 
accredited campus in a state-of-the-art classroom environment and prepares participants to 
serve as members of mass care, EFAC, evacuation, and mass fatality teams. 
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APPENDIX A: DA Form 7700, FAC Situation Report 

 
Visit the Army Publishing Directorate’s website to download DA Form 7700 

(https://armypubs.army.mil/ProductMaps/PubForm/DAForm.aspx)  

 

  

https://armypubs.army.mil/ProductMaps/PubForm/DAForm.aspx
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APPENDIX B: DA Form 7766, ADPAAS Event Request 

 
Visit the Army Publishing Directorate’s website to download DA Form 7766 

(https://armypubs.army.mil/ProductMaps/PubForm/DAForm.aspx)  

 

 

  

https://armypubs.army.mil/ProductMaps/PubForm/DAForm.aspx


 

Army Emergency Family Assistance Desk Guide  45 
 
 

APPENDIX C: DA Form 7767, ADPAAS Needs Assessment 

 
Visit the Army Publishing Directorate’s website to download DA Form 7767 

(https://armypubs.army.mil/ProductMaps/PubForm/DAForm.aspx 

 

  

https://armypubs.army.mil/ProductMaps/PubForm/DAForm.aspx
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APPENDIX D: EFAC Exercise Evaluation Guides (EEGs) 
Active Component Only 
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Glossary 

 

AAR After Action Review 

ACS Army Community Service 

ADPAAS Army Disaster Accountability and Assessment System 

AER Army Emergency Relief 

AEOCC Army Emergency Operations Center Course 

AMC Army Materiel Command 

AR Army Regulation 

ARRC Army Response and Recovery Course 

CAC Common Access Card 

CAO Casualty Assistance Officer 

CM Case Manager 

CONUS Continental United States 

COR Command Officer Representative 

CPAC Civilian Personnel Advisory Center 

CTS Client Tracking System 

DA Department of Army 

DEERS Defense Enrollment Eligibility Reporting System 

DoD Department of Defense 

DoDI Department of Defense Instruction 

EDIPI Electronic Data Interchange Personal Identifier 

EFAC Emergency Family Assistance Center 

EMEEC Emergency Management Exercise Evaluation Course 

EOC Emergency Operations Center 

FAC Family Assistance Center 

EET Exercise Evaluation Team 

FEEA Federal Employee Education and Assistance 

FEMA Federal Emergency Management Agency 

FMWR Family and Morale, Welfare and Recreation 

FSE Full Scale Exercise 

HQ IMCOM Headquarters Installation Management Command 

HQDA Headquarters Department of Army 

HSEEP Homeland Security Exercise Evaluation Program 

ID IMCOM Directorate 

ID-E IMCOM Directorate Europe 

ID-P IMCOM Directorate Pacific 

ID-R IMCOM Directorate Readiness 

ID-S IMCOM Directorate Sustainment 

ID-T IMCOM Directorate Training 

IEM Installation Emergency Management 
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IMCOM Installation Management Command 

LCM  Lead Case Manager 

MD&SSO Mobilization, Deployment & Stability Support Operations 

MFLC Military and Family Life Consultants 

MOU Memorandum of Understanding 

MTF Medical Treatment Facility 

NFE Non-Federal Entities 

NGB National Guard Bureau 

OCONUS Outside the Continental United States 

OPSEC Operations Security 

PII Personally Identifiable Information 

POC Point of Contact 

RCM Region Case Manager 

RSO Retirement Services Officer 

RW Real World 

SJA Staff Judge Advocate 

SOS Survivor Outreach Services 

TRADOC Training and Doctrine Command 

UIC Unit Identification Code 

USAR United States Army Reserve  

USO United Services Organization 

VA Veterans Administration 
 


