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Volunteer and Donations Management:
Establishing a “Hotline” and Maintaining a Donations Database
SUMMARY
Emergency responders may be overwhelmed by offers from private citizens and
organizations to volunteer services and donate goods after an emergency incident. These
offers can be managed more efficiently by establishing a hotline and a donations database.

DESCRIPTION
After the September 11, 2001 attack on the Pentagon, Arlington County officials were
unprepared for the influx of offers to donate goods and volunteer services from local
citizens, companies, and charitable organizations. The County’s information telephone
hotline was quickly swamped by offers to donate goods and services. Further, Arlington
County did not have a plan for managing a sudden surge of such offers after an emergency
incident. Consequently, many citizens donated goods at their local fire station because they
did not know where else to take them. These donations flooded many stations and forced
the emergency responders to serve as donations managers and supply agents.
Emergency managers should establish a hotline to coordinate the surge in offers for
donated goods and services from local citizens and companies after an emergency incident.
This information should be entered into a donations database that allows managers to
assign volunteers and assess donations needs efficiently and effectively.
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DISCLAIMER
Lessons Learned Information Sharing (LLIS.gov) is the US Department of Homeland
Security/Federal Emergency Management Agency's national online network of lessons
learned, best practices, and innovative ideas for the emergency response and homeland
security communities. The Web site and its contents are provided for informational
purposes only, without warranty or guarantee of any kind, and do not represent the official
positions of the US Department of Homeland Security. For more information on LLIS.gov,
please email Feedback@llis.dhs.gov or visit www.llis.gov.

