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EXECUTIVE SUMMARY

Since its inception in 1953, the U.S. Small Business Administration (SBA) has served to aid, counsel,
assist and protect the interesfssmall businesses. While SBA is generally known for its financial
support of small businesses, the Agency also plays a critical role in assisting the victims of natural and
other declared disasters. Specifically, SBA provides disaster assistance titeouRjkaster Loan
Program (DLP) to help homeowners, renters, businesses of allaizkprivate nonprofitsecover from
disasters such as earthquakes, hurricdtees]s, and terrorist attacksAs of March 31, 2011, SBA has
approved more thah.9 million loans for over49 billion since 1953 (See Appendi®.)

SBAG6s response to catastrophic disasters has five
to effectively execute surge plans involving the whole Agency. They are as follows:

e SBA is prepared to respond. SBA hasaaganizational infrastructurdesignedto respond to
catastrophic disaster activity, swiftly and effectively.

e SBA is trained to respond. Training and coordination are the keys to preparedness. The vast
majority ofemplog es i nvol ved i n SBAOG6Gs c beeratraimedangwili ¢ di s
continue to be trained in their roles.

e SBAOGs r & higherrswge levelsequi res an Aall hands on dec
across the entire SBA organization hawy koles to play in core functions aiade valuable
assets to help SBA achieve the level of performance America requires and expects.

e SBA takes pride in quality assurance and customer service. The Agency continuousycstrive
deliver the highest levedf quality of service. Customers will be provided with the necessary
support and communication channels to minimize confusion and ensure a positive experience
during their time of greatest need.

e SBAOGs risc@dnatedewith its government partnerShe Agency communicasenith
local, state, and federal government agencies, including Congress, to deliver timely assistance.

SBAGs Di s ast e(DRPReppoots/tiee foljowikgloataomes:

e Support of longerm economic recovery by providing capiia help disaster victims rebuild and
withstand economic injury;

e Timely decisions on disaster loan applications, closing and disbursement;

¢ A customeffocused, transparent, outcoittéven model of performance;

e A strong, standing;ore capabilitysupplemated bysurge capacityand

e Processes coordinated with federal guidance and protocols for disaster recovery (e.g., the
National Respons€éramework(NRF) and the National Incident Management System (NIMS),

where applicable).

SBAOGs Di sast er afpleable AgencyidePtd ensure ia oroad scope of coordination,
awareness, and support throughout its organization. The DRP comprises the following key sections:

SBA Pagev
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e Section I, Introduction, gives a background on SBA and its role in supporting disasteryecover

e Section |1, Di saster Recovery Framewor k: The
for and processing disaster loan applications, including:

A Predisaster Planning & Preparation;
Disaster Declaration & Notification;
Application Intake;

Loss Veification;

> > > >

Loan Processing; and
A Closing & Loan Disbursements.

e Section |11, Di saster Recovery Framework: Oper
components that scale: (1) human capital, (2) infrastructure, (3) technology, and (4) puble/priv
partnership, all reliant on streamlined (5) communications. SBA has prepared to scale each of
these components, depending on the level of response needed for a given disaster. Furthermore,
SBA leaders have designed an efficient and-effsttive meas for making the best strategic
decisions during their surge implementation plan. These components are summarized below:

A Human Capital (Personnel): Utilize current staff; entistervesand former employegs
crosstrain Office of Disaster Assistance [A) personnel in loan processing functions, then
SBA (nonrODA) staff; engage SBDCs, SCORE, and WBCs in-loam processing functions
(local outreach); hire externally.

A Infrastructure (Facilities): Expand office space, staff to meet anticipated worlddpagst
schedules as needed to accommodate various time zones, employ asttublgproach to
maximize usage of facilities, and leverage assets within the Agency and its resources to
respond.

A Information Technology: Leveraghe Disaster Credit ManagenteSystem(DCMS) core
capabilities with oversight measures to ensure that system capacity remains stable.

A Public/Private Partnershiplseverage relationships with other organizations.
A Communications: Inform citizens of the SBA resources available to tHisten to
businesses, chambers of commerce, and citizens; reach out to state, local, and federal

partners.

e Section IV, ODA Organizational Roles and Responsibilities, describes the organizational
structurer ol es and r es p @rimary disasbr loanoffices, inolddings B A6 s

A ODA Headquarters;
A Disaster Customer Service Center;

A Disaster Field Operations Centers (East and West);

SBA Pagevi
Disaster Recovery Plan



Small Business Administration Disaster Recovery Plan

Loan Processing and Disbursement Center;
Personnel and Administrative Services Center

DCMS Operations Center, and

> > > >

Damage Vrification Center

e Section V, Office of Disaster Planning (ODP) Roles and responsibilities, outlines the planning
and readiness mission.

e Section VI, Forecasting and Modeling, describes the models SBA uses to predict the number of
disaster loan applicatisrthat will be generated by a particular disastdsing these forecasting
tools allows timely deployment of the resources needed for processing loan applications
subsequent to a disaster.

e Section VII, Surging to Accommodate Need, explains the ressBBA will deploy in response
to disasters of different sizes. SBA categorizes disasters into levels based on the number of
anticipated applications. This categorization enables SBA to determine an appropriate surge level
for scaling resources and opéwat to meet the needs of disaster victims. Levels | and Il are
within ODAG6s core capabilities ;wdé mspondee Vhel s |
disaster categories are as follows:

SURGHEVEL APPROXIMATRANGE OEXPECTEAPPLICATIONS
Level | 100,000 and below
Level Il 100,000 to 250,000
Level llI 250,000 to 500,000
Level IV 500,000 and above

e SectionVIll, Communications Plan, sets forth the mechanisms for communicating with citizens,
state and local officials, federal officials, the ngdnational business organizations, and other
strategic partners during disasters. Although the specific communication plan will vary for each
disaster, SBA will apply the same principles for all levels of disaster. The two major objectives
guiding the Conmunications Plan are clear:

A SBA will inform citizens of SBA services and how to obtain them, and
A SBA will coordinate operations with other recovery partners.
e SectionlX, Plan Improvemest SBA participates in the National Exercise Program managed by

the Federal Emergency Management AgenEf£MA), organizes periodic internal exercises, and
conducts an annual lessons leatitorrective actions program.

SBA Pagevii
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l. | NTRODUCTION

The U.S. Small Business Administration was created in 1953 as an independent agency of the
federal government to aid, counsel, assist and protect the interests of small businesses, to preserve
free competitive enterprise, and to maintain and strengthen the overall economy of our nation.
SBA's mission is to promote small business development and entrepreneurship through business
financing, government contracting, and management and technical assistance. SBA also works with
other federal agencies to reduce the regulatory and paperwork burdens of small businesses. In
addi tion, SBA serves aterm lerder todhameavnansmrentets bbsisinésses, d
and private nonprofits damaged by disasters.

SBA recognizes that smal./l business is critica
building America's future, and to helping the United States compete in today's global marketplace.
Although SBA has grown and evolved in the years since it was established in 1953, its bottom line
mission remains the same. SBA helps Americans start, build and grow businesses. Through an
extensive network of field offices and partnerships with public and private organizations, SBA
delivers its services to customers throughout the United States, Puerto Rico, U. S. Virgin Islands,
American Samoa, Guam, Northern Mariana Islands, Federated States of Micronesia, and the
Republic of the Marshall Islands.

The Small Business Administration is generally known for the financial supportvidpsoto small
businessedyut it also plays a critical role in assisting the victims of natural and other disasters. SBA
provides disaster assistance through its Disaster Loan Program to help homeowners, renters, businesses of
all sizes and private nonpfits recover from disasters such as earthquakes, hurricloeds, and

terrorist attacks.

As a signatory to the NRF, SBA is a part of the f
domestic incident management to prevent, prepare fopmasp, ad recover from major disaster§he

NRF, using NIMS, provides thguiding principles that enable all response partners to provide a unified
national response to disasters and emergendiesn the smallest incident to the largest catastrophe. T

NRF establishes a comprehensive, nationathaflards approach to domestic incident respbn3ae

NRF assigns responsibilities to 38 federal entities through 15 Emergency Support Functions (ESF).

The ESFs align categories of resources and providéegic objectives for their use. NRF structure
allows the flexibility to assign ESF resources according to their capabilities, tasking, and requirements to
augment and support the overall response and recovery effort in a collaborative manner. Tlerough th
ESF structure, federal and state coordinating officials assure coordination and application of resources.
SBA is a primary agency for ESF #14, Lehigrm Community Recovery.
SBA is a support agency for three ESFs:

e ESF#5 Emergency Management

e ESF#6 Mass Care, Emergency Assistance, Housing, and Human Services; and

e ESF #15 External Affairs.

! Formore on the NRF, sdutp://www.fema.goviemergency/nrf/

SBA Pagel
Disaster Recovery Plan



Small Business Administration Disaster Recovery Plan

I n addition to the NRF str uct ulywth sta@@ldosal officiads| d per
to support disasters not warranting activation of the NWFo enhance these existin
outreach efforts are expanding with the Nationa
development of a National Disaster Recovery FramewWniBRF) is also expected to refine federal,

state, and local coorditian, as well as better integrate federal programs with state efforts (e.g., state
administered bridge loans).

S B AROLE IN DISASTER RECOVERY EFFORTS

SBA, through its Office of Disaster Assistance, is
responsible for providing affordable, timely and egsible
financial assistance to homeowners, renters, businesses
private nonprofitsfollowing a disaster. ODA has been a 10 help people recover
part of the Agency since its inception in 1953, and has from disasters and
provided more thard.8 million disaster loans totalin§49 ; e I

billion to disaster victims. In addition to its disaster loan rebu.”(.j their lives by
program, SBA helps small businesses recover from Providing affordable,
disasters through its guaranteed lending, technical timely and accessible

assistance and procurement programs. financial assistance to

MISSION

Disaster losses are unexpected and create financBPmeowne_rS’ renters and

hardships for disster victims. Fortunately, many disaster businesses.

victims in America have insurance which covers part or all

of their private property losses due to tornadoes, hurricanes,

floods, earthquakes, wildfires and other disasters. However, for disaster losses nat bpveseirance

or other recoveries the primary form of federal financial assistance is a disaster loan from SBA. Disaster
loans for property damages are available to homeowners, renterfgrmohusinesses of all sizes, and
private nonprofit organizatios. Certainprivate nonprofits andmall businesses are also eligible for
Economic Injury Disaster Loans (EIDLS) to help with ongoing operating expenses until they recover from
the disaster. For many, SBA disaster loans with low interest rates and fmmgnent terms make
recovery possible.

The disaster | oan program is administered through
functional centers: Customer Service Center, East and West Field Operations Centers, Processing and
Disbursement Centeand theDamage Verification Centgand its support centers: DCMS Operations

Center and the Personnel and Administrative Support Center .

PRE-DISASTER PLANNING AND PREPARATION

Most disasters requiring ;$8rAcstdemanmigresponsessfor @8BAa@are nat ur
among those resulting from presidentially declared disasters under the Stafford Act. Figure 1 outlines
types of expectable disasters and the most likely locatibmgjor disasters based on historical analysis

The destructiverss of disasters varies. While SBA does not dramatically alter its processes based on the
type of disaster, the circumstances of the disast
historical data and analysis.

2 The NDRF draft outlines Recovery Support Functions (RSF) whichlpardl t he NRFo6s ESFs. SBA is sl
agency for the economic RSF, along with FEMA and the Departments of Commerce, Labor, Housing and Urban Development,
Treasury, and Agriculture. The NDRF is expected to also apply to disasters outsitlpthefthe Stafford Act, such as the

2010 Deepwater Horizon oil spill, which SBA addressed with disaster loan assistance, counseling, and interagency assistance.
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Disaster Declarations
Presidential SBA

g

AN

[ ] >1 Declaration per year ]

I 0.51-1.00 Declaration per year |71
{77 0.25-0.50 Declaration peryear {71

"1 <0.25 Declaration per year

Figure 1. Declared Disasters (Reflects Presidential Disaster Declarations since 1953 and SBA involvement
with major disasters requiring Individual Assistance since 1991)

Several types of natural ents can result in serious disasters under the Stafford Act, but not lead to high
demand for SBA disaster loans:

e Tornadoes are difficultto-predict weather phenomena that occur primarily in the South and
Midwest each spring and summer. Tornados generaligec more localized damage than other
types of natural weather and they are frequently covered by private hazard insurance.
Consequently, SBA&ds tornado |l ending is substan

e High Winds destroy natural and manade structures, both directly and via material carried
through the air that collides with other objects. Such events are typically smaller in scale.

e Severe Winter Weatheroccurs primarily in the northern United States and includes extreme
snow and ice. Suokvents are typically smaller in the number of loan applications generated.

e Floods can result from excessive rain or runoff from melting snow, or from a combination of
both. Either can result in localized or widespread flooding. Damage can be predidtesl by
amount of rainfall/snowfall, the nature of the watershed area, and the assets at risk. SBA has
ample historical data on floods that it uses forgisaster planning and forecasting.

Hurricanes cause damage through a combination of high winds andifigpbut may vary substantially

as to levels of damage. Pretibns are made based on amount of rainfall, velocity of wind, and level of
storm surge (generally the most destructive compo
states and ay occur in quick succession (as in 2005), they constitute one of the mostctmlienges to

SBA operations. The greatest risks from hurricareslong the Atlantic and Gulf Coasts of the United
StateqFigure 2)
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Seismic Activity causes ol fom Ul ity sk mtte
damage ear fault zones, ) i -~

most frequently on the S
West Coast Figure 3, ]
from the U.S. Geological ey L
Survey, highlights those R
areas  where  seriout Pl 5
earthquakes are most likel i e
to occur. Destruction from k. | |
an earthquake can var Y

greatly; the map indicates "
potential risksput does not - ] |
predict  any specific iy
guakebds effe
t o chall enc¢ Y o
capacity are serious N
aCtIVIty along the NeW > \ ‘L_‘L . > 1 Declaration every 2 years
. . . eclaration every 2-3 years
Madrid Seismic Zone anc At W Dedrston vy 23y
. o I:‘ 1 Declaration every 3-4 years
along several faults in -
) . o I:‘ <1 Declaration every 4 years
Callfornla' Once an |:| No Recorded Declarations

earthquake has occurred,

SBA estimates the numbeFrigure 2. Presidential Declarations for Hurricanes
of disaster loan
applications expected
based on the magnitude.

Other disasters include
riots or terrorist attacks.
Certain terrorist attacks
could constitute a major
challenge to SBA
operations, but hese
disasters are generally one
of-akind events. Once
such a diaster occurs,
SBA assesses the situatic
and employs the bes
means necessary t
respond.

SBA uses this risk analysit

to develop riskhased, figure 3. Seismic Risk

regionally oriented

outreach programs before

disasters strike. For example, hurricamented materials are dedixed in Regions I, 11, 1ll, IV, and VI

each year before the start of-orifnted materiatsane distributed s o n 0
periodically in Regions IX and X based on West Coast earthquakes and Regions 1V, V, VI, and VIl based

on the isks of the New Madrid Seismic Zone. SBA continues to explore means to better tailor this
material to the regions and risks, as well as to bettecqedinate with state and local governments in
areagmnost likely to be affectedTable 1 categorizes dister frequencies by region.
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Table 1. Disaster Frequency by Region

T ‘ Il ‘ i ‘ \Y; ‘ V. VI VL VL X X
Hurricane V V vV | i i
Earthquake V V
Tornado vV | i i i vV
Flood A i i i i i Vv i i
Slide \% \% \% \Y \Y V
Wildfire V Vv
Winter Storm \% \% \% \% \% \% \% \%

V-- Measurable frequency, -- Significant frequency

Risk analysis and historical trends are also used to appropriately size and tailor planned response to
disasters.From 1992 through 2009, SBA procedsan average of 118,000 disaster loan applications per
year. During that same period, SBA received more than 100,000 in six years and exceeded 200,000
applications in only three yearSBA continues to work with FEMA to assess extraordinary risks throug
modeling, analysis, and exercis€he FEMAled National Exercise Prograperiodically looksat such
scenarios. SBA is actively involved in the planning and analyses for these and other
exercises.

500000

450000

400000

350000

300000

250000

Loan Applications

200000

150000

100000

50000 -

1991 1992 1993 1994 1995 1996 1997 1998 1999 2000 2001 2002 2003 2004 2005 2006 2007 2008 2009

Figure 4. Annual Disaster Loan Applications

5SBAG6s budget ar yeapavesages,svsich indicats anfarinvakdemand of 10@a0@pplications.
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ENABLING SBATo MEET FUTURE CHALLENGES

This recovery plan describes SBAG6s ability to sc
disasters requiring varying levels of support. By building on a solid foundation of experienced
professionals, proven presses, operational improvemenéssnd | essons l earned fro

response tdisastersSBA continuallystrengthesits disaster recovery capability in response to disaster

ThisDRPensures that SBAG6s depart me pattrers seamlesslydvorko f f i ¢ e
together to respond quickly to disasters and help communities recover. SBA has scalable systems and the
infrastructure in place, including a core steady state of capabilities that can be enhanced based on needs
projected throughisk modeling.

SBA has five functional components that scale: human capital, infrastructure, partnerships, and
technology, with communications ensuring appropriate responses in each. Each component can scale,
separately or in concert with the others;ading to the surge that is required to meet various levels of
disaster.
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Il. DISASTER L OAN PROCESS

SBA supportsrecovery effortswith affordable, timely and accessible financial assistance to eligible
homeowners, renters, businessasd private nonpras following a disaster. Financial assistance is
available in the form of lovinterest, longerm loans to assist individuals and businesses in their long
term recovery efforts. As discussed in detail in Section VII, Surging to Accommodate Need, SBA has
edablished categories for its disaster response based on the number of loan applications projected. Level
I and Level Il disasters, in which SBA receives umbmut250,000 loan applications, can be processed
effectively using current processes and cdjteds. Disasters categorized as Level Il (250,000,000
applications) and Level IV (500,000 applications and above) will require additional surge support, which
is detailed in Section VIl of this document.

PRE-DISASTER PLANNING AND PREPARATION

S B A foke in a disaster response is different from that of first respontieesagency plays a disaster
recovery role lIts first concern igproviding loansto victims of a given disaster, whether the disaster is a
tornado, hurricane, earthquakdépod, or terorist attack. This section describes the different types of
disasters and how SBA prepares to face them. SBA regularly incorporates historical data to increase the
accuracy and efficiency of its pisaster planning efforts. Section VI, Forecastimgl &odeling,

further describes the modeling tools SBA uses to predict loan volume and the corresponding resources
needed for loan processing.

Predisaster planning for catastrophic disasters helps in the following ways:
e Allows SBA to position resources a more efficient manner;

e Enhances he speed of an®iB adamabilityetapecifictypeas of disaster scenarios;
and

e SBA learns from each disaster response, incorporating lessons learned to improve future

responses.

Most disasters requitig SBAOGsSs response are natur al di sasters.
While SBA does not dramatically alter its processes based on the type of disaster, the circumstances of
the disaster wildl a f DRRistbasadmmistaricalalatd andnanalydist u me. SBADS

Forecasting and Modeling- The primary goals of forecasting and modeling are to predict as accurately

as possible thapplicationvolume that will result from a disaster and the timing of when the applications

will be reeived. The timing of when loan applications arrive subsequent to a disaster depends on the
type and scale of the disaster. SBAG6s predicti
categories of disaster type mentioned above. 8fxes moded both before and after disasters occur to

apply the appropriate staff and resources. These modeling tools are described more fully in Section VI,
Forecasting and Modeling.

Pre-positioning resources- ODA patrticipates in the U.S. Department of Homel&d cur i t yés FEN
Regional Response Coordination Centers (RRCC) when they are activated, as a standard operating

“This DRP is supported by numerous other planning efforts thr
plans, facilities planning, periodic and jisttime training practices, and systems improvement plans andsgesce
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procedure. These centers operate around the clock at their highest operational level to prepare for the
potential effects of chartable events.

Representatives from all the federal and volunteer agencies that support state and local governments with
disaster assistance work out of the RRCC. Staff orchestrates tevegmte staging of personnel,
resourcesand relief supplies across the potdhtiaffected area in anticipation of the chartable event.

Employment projectionsi ODA periodically makes employment projections to estimate the number of

staff it will need to respond to disasters. Additionally, when a disaster o€D#s,Center Managrs,

with input from their Department Managers and data from internal SBA modeling tools, project staffing
needs to adequately respond to the disaster. The staffing projections are based on the number of disaster
loan applications expected, which is basedhe number of disastdamaged homes and businesses and

the geographic range of the damage zone.

ODA continually varies the number m#servistgequired O Msasheseserveand former temporary
employeesprovide staffing augmentation agsequired to manage and process the influx of loan
applications following a disaster.

DISASTER DECLARATION AND NOTIFICATION

SBA disaster loans are available when one or more government entities declare that a disaster has
occurred. SBA publishes the availability assistance in the Federal Register. The published notice
identifies the kinds of assistance available, the date and nature of the disaster, and the deadline and
location for filing loan applications.

There aresix ways disaster declarations are isstied make SBA disaster loans possible:

1. Presidential Disaster Declarations- The President declares a Major Disaster and authorizes
Individual Assistance (Assistance to Individuals and Households Program) or Public Assistance.
The FEMA provides a disastdeclaration summary to SBA after it is signed by the President. At
that point, SBAO6s Office of Disaster Assistanc
the above actions are complete).

2. Agency Physical Disaster Declarations SBA makes ghysical disaster declaration, based on
the occurrence of at least a minimum amount of physical damage to buildings, machinery,
equipment, inventory, homes and other propéfrtjlowing a request from a state goverrfdBA
reviews Agency disaster declammticriteria to make an appropriate Agency Disaster Declaration.

3. Governor_ Certification (7b2D) Declarations - SBA makes an economic injury declaration
following ag o v e r aertificafion that at least five small business concerns in a disaster area
have sffered substantial economic injury as a result of the disaster and are in need of financial
assistance not otherwise available on reasonable terifisis can be in response to a
determination issued by the Secretary of Commerce, regarding certain fisbmuyce disasters.

4. Secretary of Agriculture Declarations- SBA makes an economic injury disaster declaration in
response to a determination of a natural disaster by the Secretary of Agriculture. The Department
of Agriculture’ Farm Service Agency providestifications to SBA that it has made emergency
loans available.

5. Military Reservist Economic Injury Disaster Loan - SBA may make a Military Reservist
Economic Injury Disaster declaration as authorized by the Veterans Entrepreneurship and Small
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Business [Bvelopment Act of 1999. SBA makes low interest, fixed rate loans available to a
small business employing a military reservist if the reservist is called up to active military duty
during a period of military conflict, and he or she is an essential engploijtecal to the success

of the businessdaily operationand whose calup has caused or will cause the business
substantial economic injury.

6. Additional Disaster Assistancei SBA may declare eligibility for additional disaster assistance
in the event of Presidentially declarechajor disaster that has resulted in extraordinary levels of
casualties or damage or disruption, is comparable to the description of a catastrophic incident in
the NationaResponsé&ramework, and is of such size and scope thall@egisaster assistance is
inadequate or a significant number of businesses outside the disaster area have been affected.

APPLICATION INTAKE

Application Screeningi SBA disaster loan applications are available at disaster recovery q&Re}

through he mail and electronically When completed loan applications are received, they are first
screened for acceptability. Loan officers also review the application to determine repayment ability based
on the minimum income level and debts as reported cappkcation.

Application Entry - Once an application iscreenedit is sent to Application Entry and recorded in
DCMS. The loan application is assessed for credit and repayment ability. Then, a determination is made
to advance the loan or decline tban. Applications that meet the initial credit and repayment threshold
are sent on to Loss Verification. After application entry, all application documents are sent to Scanning.

Scanning- The Scanning Department receives input from the ApplicatidryEnoup, Loan Processing,

Loss Verification, Mail Association, inbound faxesnd the Legal Department. After scanning the
documents, they are sorted, counted for reporting purposes and prepared for longer term storage as a
backup to electronic recordsnsistent with the recotkkeping requirements currently in place.

L OSSVERIFICATION

All approved applications for physical disaster loan assistance requsgeoimspections. Physical
disaster loans are for permanent rebuilding and replacement cfutetn or undeinsured, disaster
damaged, privately owned real and/or personal property.

O D A ®amage Verification CentgiDVC) performs inspections to establish the cause and extent of
disaster damages. TBB/C verifier views disasterelated damage®i both real and personal property,

and records observations in a report form contained on a portable personal tablet cd@tsubmits

the report to guide the Loan Department in establishing eligibility. Section IV, Organizational Roles and
Respondiilities, further describeB V C foss verification duties.

L OAN PROCESSING

Loans are processed in accordance with the regulations and policies that govetiPth&BA lends
taxpayer funds to disaster victims and must base their decisions on a listmeen the needs of the

victim and prudent underwriting. Because the interest rate on loans to most borrowers is below the
Treasury rate, and the term of the loans goes out as far as 30 years, the loan sesvare oft&n
significantly below marketoans, thereby broadening the pool of applicants who are able to pay back
SBA loans. Nevertheless, SBA can only make disaster loans to those victims that can demonstrate a
reasonable ability to repay the loan.
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Loan decisions are based on repaymenttgbdiamage eligibility and creditorthiness, all of which are
analyzed during loan processing. In processing disaster loans SBA can incur risks that many private
lenders will not and applies more lenient credit standards than private lenders. At ¢hensanSBA

must adhere to fundamental credit standards and must thoroughly process loan applications to ensure that
each loan is likely to be repaid. In Presidential declarations, loan applications that are declined in
processing are referred to the FENbA possible grant assistance.

CLOSING AND L OAN DISBURSEMENT

Once a loan is approved and signed off by the appropriate parties, loan closing documents are completed
and sent to the borrower. Borrowers have several options for completing their loaredts;wsuch as:

e Completing the documents by themselves and returning them to SBA.
e Scheduling a loan closing appointment to execute the documents with an SBA representative.
e Contacting SBA by phone to review the loan closing documents.

Secured loansati sbur sed in stages that correspond with t
use of disaster loan funds to ensure compliance with program guidelines and the terms and conditions of

the loan authorization and agreement as these loans are subbidibe Federal government and the law
establishes severe civil penalties for misuse of disaster loan proceeds. When disbursing the real estate
portion of a disaster loan, SBA personnel maintain contact with the borrower as necessary to determine an
appopriate disbursement schedule and to confirm that construction is progressing as planned. As noted

in the Loan Authorization and Agreement the disbursement period on the disaster gmarerally

limited to 6 months; however, SBA can extend this period caséy-case basis for ongoing projects.

I MMEDIATE DISASTER ASSISTANCE PROGRAM

The Small Business Disaster Response and Loan Improvements Act 6fa2@i9@izesan Immediate

Disaster Assistance Program (IDAP) to provide interim loans to businedsetedfby a disaster that

meet the basic eligibility standards for a disaster loan. The intent of the IDAP loan program is to provide
bridge financing as quickly and as prudently as possible following a declared disaster while the business

is awaiting apmval for permanent financing through a direct disaster loan from SBA. The IDAP loans

wi || be sponsored by SBAO&s 0Odgah Bscperceat fuareneee ontloarls A c C ¢
made by participating lenders for up to $25,000.

In the first phasefahe programbeginning in 2011IDAP loans will only be made available for specific
disasters. SBA plans to focus this introductory phase of the IDAP loan program in the Gulf Coast region
and is actively recruiting lenders in that region to particifratine program so that IDAP loans will be
available as quickly as possible following an IDERgible Disaster Declaration. SBA will notify the
public when a disaster declaration is an IDBIRjible Disaster Declaration.

5P.L. 116246, enacted June 18, 2008
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[1I. DISASTER RECOVERY FRAMEWORK : OPERATIONAL SUPPORT

SBAG6s operations have five key disaster recovery
partnerships, and technology, with communications ensuring appropriate responses in each. Each
component can scale, separately ocamcert with the others, according to the surge that is required to

meet various levels of disaster. These components scale to ensure that SBA can achieve a level of
performance consistent with both internal goals and external expectations. Consifiteat sumrge

approach, functional requirements across the key components of the framework increase as the Agency is
called upon to respond to the larger application scenarios associated with each catastrophic disaster level.
To illustrate this approach thégction provides:

e A surge overview by each key component (i.e., human capital, infrastructure, technology, and
public/private partnership); and

¢ Communications are addressed separately in Séétion

HUMAN CAPITAL AND TRAINING OVERVIEW

Human capital ishe cor ner stone of the Agencyds disaster
ODAG6s stesefivd amdl st ands ready to help as the need
framework recognizes the critical role that disaster employees play imthggani zati onds r
capability and the expanding role for the entire SBA organization surge By building on the

framework in place, SBAs able to respond to catastrophes even larger than the 2005 Gulf Coast
Hurricanes.

ODA provides training forstaff and reservesannually. Sessions include: customer service, loan
processing, loan closing and disbursement, and field inspections. Regional Administrators, Regional
Communication Directors, District and Disaster Public Information Officers receivengdiocused on

crisis communications, dealing with the media, and understanding disaster assistance provided by other
Federal agencies. Training includes sessions on best practices in preparedness communications to assist
district offices with an effecti strategy to target local business owners and residents.

CURRENT ODA STAFF

ODA maintains a staff @800 to 2,000 personnadepending on operational requirementheir roles and
responsibilities are described fully in Section IV, ODA Roles and Redpliness.

DISASTER RESERVISTS

ODA maintainsreserve lists to keep a running count of employees that are available to report back to
work when called.Reserve employees are selected and appointed through competitive procedures to term
seasonaland irtermittent appointmentsand can be called to duty within 48 haursAdditionaly,
management has identifiezkrtain former ODA employeeas resourceto call back to servicdor
responseo large scale events.

CROSSTRAINING EXISTING ODA PERSONNEL

In the initial stages of a disaster, ODA will hire and train customer service representativesDiREs

meet with disaster victims, and screen applications. As the disaster activity in the field wanes, these
customer service representatives will be citosmed to process loans in the Dallat Worth and
Sacramento locations or to continue in the field working with disaster victims to help close their SBA
disaster loans. ODA has produced training material for loan processing and loan closing simge trai
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NON-ODA SURGE STAFF

ODA hastrained some nordisaster field staff in loan processing and other disaster assistance functions.

By employing this approach, SBAasstaff ready for service in temporary roles while the ODA uses its

primary resources thereserveand former employee listsontract support, and existing advertising and

hiring procedures to fill positions. This approach allows SBA to respond quickly to catastrophic
disastemand be ready to process disaster loan applications wiegrattiive. At the same time, this use of

nonODA st aff is intended as a | oan processi-ng fibu:
ODA personnel are engaged in the loan process for four to six weeks, ODA seeks longer term temporary
hires for thesame purpose.

SBA leverages internal surge support in a phased approach. The first phase of utilization will encompass
internal SBA skill sets that are capable of providsugge capacityn loan processing and pespproval
processing. Specifically, thiacludes:

o District office personnel across the nation that have been identified as having loan processing
experience. The majority of these individuals currently hold positions within the Agency as
business opportunity specialists and lender relatiorngadjsts.

e Office of Capital Access personnel who are located in centers across the nation and who display
the skilkset necessary to process disaster loans. The majority of these individuals currently hold
positions within the Agency as loan servicingistasits and/or loan specialists.

The second phase of utilization leverages internal SBA skill sets that are capable of prewidmg
capacityi n SBAO&6s support functions, as wel | as additi
this will includ e utilizing staff across SBAGSs support :
Administration (M&A), Chief Financial Officer CFO) and Chief Information Officer(CIO), as well as

support from offices such as the Office of Government Contracting and BuBiees®pment (GCBD),

and personnel located throughout SBA headquarters.

Cross training for these personnel will employ materials that have been adapted for nationwide training of
nondisaster field office staff in cogfffective locations, as the needsas. ODA will also train surge
legal and paralegal staff in loan processing, as necessary.

RESOURCE PARTNERS

During Level |7 Level IV responses, SBA leveragds three resource partnetsSmall Business
Development Center¢§SBDC9, SCORE Counselors toAmer i caod s Smalalind BuiWimeads
Business Centers (WBL6k as needed. These groups primarily help with local outreach:

e Making potenti al applicants aware of SBAG6s ser

e Screening and interviewing helping applicants complete documents and collect requisite
background informatiorand

e Application assistance

EXTERNAL HIRING

When SBA cannot meet staffing projections based on the pool of Resan/ether staffing resources, it
immediately begins advertigy for positions using Public Service Announcements (PSASs) in the locality
where employees are needed. If the PSAs do not immediately generate an adequate response, ODA places
classified ads, and recruits at local colleges and job fairs. If local recnitsneot sufficient, then ODA
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performs a national hiring initiative, placing classified ads in publications throughout major U.S.
metropolitan markets.

QUALITY ASSURANCE

At O D A ®mcessing and Disbursement CeRIDC), quality assurance focuses oomitoring that the
staff is in compliancewith SBA policy, DCMS processing changeand overall enhanced focus on
customer supporReviews are conducted monthly with a report issued to management.

A Quality Assurance Teammeporting directly to ODA Headaquters,looks for exceptions or departures
from stated policy.The Quality Assurance review team perforongoingreviews of the loan processing
and disbursing functions Additionally, the team conducts any specific reviews requested by
management

The purpose of the Quality Assurance Team is to provide management with accurate and meaningful
reports that reflect how the staff has complied with the policies and procedures that govern the disaster
loan program. In addition to the ongoing daily reviewat re completed, the Quality Assurance staff

also conducts a serannualerroneous paymemneview.

The ODA Customer Service Centé€SC)also has a quality assurance plan for monitoring the various
functions of its operation, identifying areas for impgment and identifying training opportunities. ODA
provides checklists, job aideand other training materials to each customer service representative. The
CSC monitors communications with customers, in an effort to assure courteous, accurate andnalofessi
customer service.

UTILIZING DISTRICT OFFICE EMPLOYEES

The Agency is prepared to wutilize SBAOG6s nationwi
disaster activity when warrantedDistrict employees have been trained to use DCMS foressicg

home loan applications and in addition to loan processing, district employees can also be instrumental in
coordinating local resources through SBDCs, Chambers of Commerce, and other local professional and
charitable organizations to improve outreacrtd accelerate response in the field. ODA has also trained

over 100 additionaDistrict Public Information Officers and Regional Communication Directors on
understanding the disaster loan program, crisis communications, dealing with the media, bess pract

and understanding disaster assistance provided by other Federal Agencies.

INFORMATION TECHNOLOGY OVERVIEW

DCMS provides a broad range of geographicdlgpersed SBA employees access to the system.
Specifically, SBA employees performing surge psosei ng acr oss t he Agencybds n:
have access to the system to maximize efficiel@¢MS has been tested and verified to support 12,000
concurrent users.

INFRASTRUCTURE OVERVIEW

The Agency has secured ov@B0000 sq. ft. of space in niigle locations across the country with
150000 sq. ft. specifically allocated as permanent space foPD€ in Fort Worth, TX This space
accommodates a total of 1,750 work statioAslditionally, ODA maintains approximately 20,000 sq. ft.
for backup ad surge processing in Sacramento, CA which accomnmodataoximately 350 work
stations. The California spacewas usedas part of the response to tB808 hurricanes to test the
equipment and connectivityn orderto ensure that the space is ready if avitenit is needed.The
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Agency is able to immediately ramp ughie assessingf additional surgespacewill be needed SBA
can further capitalize on the existing work stations by implementing the double shift afpimach
accommodate more than one empleyat each work station. It should also be notedldisatverifiersi
who perform their primary duties out in the fiéldlo not require office space in these facilities.
STRATEGIC SUPPORT

The previous sections have ex pupmoi fuectibns.S Bhedlast pr o c
component disa$ter iedey sramewqriStrategic Support, includes Communications, and
Forecasting and Modeling, and Budgeting. VII,SBAG6s
and Forecasting and Modeling$ection VI. Budgeting is discussed below.

BUDGETING
Securing sufficient funding for SBAG6s disaster p

support function. This process involves two main components: completing the original demaast forec
and then carefully monitoring all available data as the situation progresses to determine whether the
original forecast needs updating.
SBAG6s process for tracking disaster fund usage ir
Office of theCFO (OCFO). ODA develops the initial estimates of disaster loan demand based on the
following sources of information:

e Estimated number of referrals from FEMA;

o Historical average rate of applications received as a percentage of FEMA referrals;

o Historical average rate of applications approved,;

e Historical average loan size for comparable disaster type (e.g. hurricane); and

¢ Results from the Internal Demand Forecast Model described in Section VI.
After initial demand levels are established using this appro@B#®y determines whether additional
(supplemental) funds are needed. If so, SBA works with the Office of Management and Budget (OMB)

to request supplemental funds from Congress.

As it begins to process loans following a disasBDA tracks the followingrnformation for home loans,
combination businesndEIDL, and stanealone economic injury disaster loans:

e Total applications received
e Approved applications
e Withdrawn applications

e Preprocessing declines

A fidesuhbilfet © approach means that one set of | oan processors w
the PDC, which has 1,750 workstations, is capable of having 3,500 workers (1,)y80rig a given period.
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e Declined applications

e Applications remainingn process
e Loans closed

e Loans disbursed

From these numbei®DA calculatesapprovalrates and average loan amounts that can be compared to
historical averages and recent trends. It also projects actions on applicatlumssénbut not yet
processed, andpplications projected to be received. Progress on application processing and related
activities is tracked weekly or even daily in the cabenajor disasters. The frequency of reviews and
updates to the original forecast depend on the magnitude distister and the availability of funds. The
original assumptions and latest data are reviewed and revised by ODA and then reviewed by OCFO. If
significantdivergence is noted, the informationsisared with SBA senior manageme@uchvariances

are resarched and can trigger an immediate review of the key forecast assumptions if necessary. For
minor events where sufficient funds are available, assumptions are only updated every few months.

A tracking report of all disaster loapsovidesnet loan appval amounts, net numbers of loans approved,
average loan size, estimated days remaining of funding availability at current average daily rates, program
and subsidy amounts used to date, and program and subsidy current available balances.

SBA uses thes&racking methods to closely monitor disaster funding requirements and provide timely
information to OMB and the congressional offices on disaster budget issues as appropriate.

SBA Pagel5
Disaster Recovery Plan






Small Business Administration Disaster Recovery Plan

V. ODA ROLES AND RESPONSIBILITIES

OVERVIEW
Upon declaration of a disastehetS B A éssets are immediately put into motion to help with recovery.
As an event unf ol ds, SBAG6s Office of Di saster

reservists to meet the anticipated workload, and adjusts schedules to accommodateretsed
workload and various time zones.

The ODA organizational structure and assets are functicbaigd and geographically dispersed,
minimizing reliance on a single region. While there are additional offices within SBA that support
disasters, the priary offices that support a disaster response are as follows:

e ODA Headquartersat S &#Atrdl efficein Washington, DC.

e A full-serviceCustomer Service Center (CSCJocated in Buffalo, New York. Disaster victims
contact this center when they have questiabout their loan application. Services for disaster
victims include a call center;reail response, disaster application mailing capabilities, and pre
application entry, and the center provides services to the other centers as needed.

e Two disastefField Operations Centers (FOC) FOGE (East) is located in Atlanta, Georgia and
FOCGW (West) is located in Sacramento, California. The two FOCs are responsible for the
coordination of preliminary damage assessments, field operatinotisformation dissemirt#on.

e A centralizedioan Processing and Disbursement Center (PDQpcated in Fort Worth, Texas.
The PDCmails out andreceives applications, evaluates them, and disburses funds to eligible
borrowers. The backup location is in Sacramento, California.

e All located inHerndon, Virginiathe Personnel and Administrative Services Center (PASQC)
provides administrative and human resourcdunctions, theDisaster Credit Management
Systems (DCMS) Operations Centeroversees the DCMS system, and tBamage
Verification Center (DVC) provides the loss verification/inspection function.
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Figure 5. ODA Functional Centers

ODA HEADQUARTERS

This office coordinates and leads disaster responses for Level | and Level Il. Level | disasters are smaller
in scale and do not geradly require SBA Headquarters to be actively engaged on-toeldgy basis. For
Level | and Level Il disasters, the ODA Headquarters staff performs the following functions:

Coordinate with FEMA, Congres8Xffice of Congressional and Legislative AffaitGL(A), and
Office of Communications and Public Liaison (OCPL).

Coordinate and lead informatiesaring with all Centers, ODA management, SBA senior
management, Regional and District staff, and SBA Resource Partners.

Participate in or lead meetings and atittsg with the NRCC, FEMA, and other relevant disaster
response teams.

Assess programmatic needs and project level of activity and budget. Damage estimates are based
on surveys, historical information for similar types of events in the state and/or region,
information from imaging, state and local reports, media, insurance in force, demographics, and
timing of event (e.g., local events, festivals, off season or in season).

Prepare and publish SBA disaster declaration in the Federal Register followingerdisast
declarations.

Approve or decline requests for di saster dec
Centers.
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