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The 2012 Atlantic Hurricane Season turned out to be a season to remember. With major disaster
declarations for Hurricane Isaac along the Louisiana-Mississippi Gulf Coast and Superstorm

Sandy in the Northeastern and Mid-Atlantic States, ODA activity ramped up to full speed going
into the New Year. Once again, SBA’s Disaster Team is proving that we are up to the challenge.

To date, for Hurricane Isaac (LA and MS) we have approved over $172 million to 5,651
individuals and businesses and for Superstorm Sandy (CT, MD, NC, NJ, NY, Rl and VA) over
$1.75 billion to 26,295 individuals and businesses ...and we’re not finished yet. This is not only
an impressive start to FY 2013, but it’s also a tremendous contribution to the recovery of
America’s communities affected by disasters.

In response to increased activity, ODA employees from across all centers have put in long days,
including weekends. Thank you for the sacrificed time away from family and friends in order to
accomplish our mission. Your commitment to serving disaster survivors is unmatched in Federal
government and has not gone unnoticed by me or Administrator Mills.

Time and time again, our employees have answered the call of duty with a level of
professionalism and determination to help as many disaster survivors as possible. In this
quarter’s newsletter you will read about just some of the ways ODA has responded to the major
hurricanes that made landfall in 2012.

Beyond the impressive statistics of our sharp increase in disaster activity, you will also read
compelling stories about fellow employees’ careers and contributions to charities, such as Toys
for Tots and The Wounded Warriors Project, in this quarter’s newsletter. It’s my honor to lead
such an inspiring group of employees defined by a strong sense of service and driven by a
commitment to helping others.

If you have not done so already, I encourage you to view the “A Day in the Life” videos to learn
more about how ODA’s shared sense of service unites our different centers and functions. Go to
www.sba.gov/odavideos to view the 11-part series. | would like to express my sincere
appreciation for the hard work that you do day in and day out for disaster survivors.

Thanks,

James Rivera
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We want to hear from you!

Do you have recommendations for what you’d like to see in this newsletter? Send your
comments or suggestions to your Center contributor or to alejandro.contreras@sba.gov

Read and Conserve

Please read this newsletter electronically to save paper. If you do print, consider sharing with
your team!

PDC—Superstorm Sandy Story

b

Within hours of landfall, it was obvious that Superstorm Sandy would be one of the “Big Ones.’
The number of people and businesses impacted and the enormity of the losses promised Sandy

would rank among the biggest events of the past two decades. Sandy disaster assistance will be

the 3rd highest in history by SBA, followed by Hurricanes Katrina, Rita and Wilma (August—

September 2005, $10.8 billion) and the Northridge Earthquake (January 1994, $4 billion).

Immediately following the October 30th declaration, FEMA began referring individuals and
businesses to SBA. In the first two weeks, more than 272,000 applications were mailed, equal to
a normal year’s activity. By the third week, completed applications began coming in at a rate of
800 — 1,100 per day. To meet the workload, staffs from various departments within the PDC
were utilized until additional staff could be hired and trained.



The Human Resources staff began immediately to identify and fill positions throughout the
Center to meet the increased workload. Surge employees were called back to duty and Surge
Plus employees were interviewed, hired and trained for a wide spectrum of positions. As a result,
staffing for PDC operations increased from approximately 500 on November 1st to 1,445 by
February 1st.

All areas of the PDC continue to experience the highest levels of activity since Hurricanes
Katrina, Rita and Wilma in 2005.

The volume of calls from applicants and borrowers has increased tremendously. We are
receiving as many as 5,000 calls per day and averaging 20,000 calls per week.

Fiscal Year 2013 is off to a quick start. In the first quarter, we processed 23,556 loan requests
and approved 10,579 loans totaling more than $723.4 million. Completed applications are still
coming in at an average of 335 applications per day. We have a trained and experienced staff in
place that can handle that volume of work. To date we have accepted 77,145 home and business
loan applications.

The Accounts Department has increased the staffs in Case Management, Loan Modification and
Legal Services to support the increasing volume of approved loans through final disbursement.
Loan closings are being scheduled at record levels with more than 1,800 loan closings scheduled
recently for a single week. To date, 8,426 loans have been disbursed for $138.5 million and
disbursements are now averaging $3.0 million per day. Currently, 80% of Sandy loans are
processed and case managers have approximately $1.4 billion left to disburse.

None of this would have been possible without the selfless and dedicated effort of our employees
who have worked extended hours to assure the delivery of assistance to those that have sought
our help. Without our employees, from the newest to the most seasoned, and the support we have
received from the other centers, we could not have achieved what we have so far.

DISASTER ACTIVITY SNAPSHOT

As of March 1st, ODA was working 11 open Presidential 1A and 37 open Presidential PA
disasters. ODA is actively working 39 Administrative declarations, 5 Governor certifications,
236 Sec Ag and 1 nationwide MREIDL declaration for a total of 329 open/active disasters.

FOC-W Hurricane Isaac Response

On August 31, 2012, Hurricane Isaac was declared a major disaster by the President. Hurricane
Isaac made two separate landfalls and came on shore over the course of two days, causing
devastating flooding and tidal surge throughout much of Southeast Louisiana.

Less than a week after the President’s declaration, on September 6, FOC-W announced the
opening of nine Business Recovery Centers (BRC) in partnership with the Louisiana Department
of Economic Development and Louisiana Small Business Development Centers (LSBDC), and
began providing a wide range of services to impacted business owners.



Simultaneously, the State, FEMA and SBA began opening the first of 40 Disaster Recovery
Centers (DRC) throughout Louisiana. SBA opened a total of 10 BRCs and 11 Disaster Loan
Outreach Centers (DLOC) to provide ongoing assistance and close approved loans. SBA
customer service representatives met with more than 31,000 individuals and business owners at
the DRCs, DLOCs and BRCs. In addition, LSBDC counselors personally met with 1,000
business owners to provide one-on-one financial counseling assistance. At the height of FOC-
W’s response, more than 135 employees staffed the DRCs, DLOCs, BRCs and the Joint Field
Office.

FOC-W public information officers did media outreach, briefed elected officials, attended town
hall meetings, and visited with chambers of commerce and other organizations to let the public
know about SBA’s disaster assistance program. In preparation for the large number of disaster
survivors expected to visit the centers, FOC-W IT staff set up Electronic Loan Application
(ELA) computer stations across Louisiana, allowing applicants to begin their loan process
instantly. FOC-W representatives counseled storm survivors face-to-face, of the disaster loan
applications received in the centers, 74% were ELA.

FOC-E Superstorm Sandy Response

A combined effort by all SBA offices in assisting Hurricane Sandy survivors resulted in loan
approvals totaling more than $1.75 billion to date. We have assisted in the recovery of more than
26,000 survivors in the Atlantic Coastal area. This feat would not have been obtainable without
implementing our One SBA approach.

Due to the magnitude of this disaster, FOC-E received tremendous support from all ODA
centers. Employees from FOC-W, PDC and DVC offices assisted with field activities, such as
staffing the recovery centers and performing outreach to affected communities. Each office
gladly spared some of their employees knowing the importance of having staff at ground zero to
aid in spreading SBA’s message to survivors. ASC was extremely helpful in deploying staff to
the field by securing accommodations, while faced with limited hotel availability. CSC received
thousands of calls from disaster survivors and provided knowledgeable responses in a timely
manner.

ODA also partnered with SBA Regional and District Offices to help spread the word about
assistance available to survivors to recover and rebuild following Sandy destruction. SBDCs in
the affected states were instrumental in securing locations for Business Recovery Centers and
assisting with outreach efforts. At the height of SBA’s response to Sandy, we had nearly 600
employees on the ground and staffed or operated 307 disaster centers.

Administrator Karen Mills and Deputy Administrator Marie Johns made several trips to the
impacted areas, visited disaster and business recovery centers, and met with people and business
owners to reassure them that SBA is there to support the long-term recovery of their homes,
businesses, and communities. As the months go on, the SBA offices will continue to support
each other in order to provide selfless and admirable customer service to the survivors in the
devastated areas.



Other News
Wounded Warriors Project

The Wounded Warrior Project (WWP) was founded in 2003 for the purpose of raising awareness
and enlisting the public’s aid for the needs of injured service members. It provides unique, direct
programs and service to meet their special needs.

On November 15th, ODA held a fun and exciting competition. The competition took place at
Silver Eagle Group in Ashburn, VA. Some friends and special guests raised over $2,000 for the
Wounded Warriors Project, as part of the 2012 CFC campaign.

ODA'’s special guests were fourteen members of the US Army’s 3rd Infantry Regiment, “The
Old Guard”, led by Sergeant First Class Chad Stackpole. These soldiers are Tomb Sentinels, who
are the 365/24/7 guards at The Tomb of the Unknown Soldier. These handpicked elite soldiers
were as delighted to join and participate, as ODA was to have them.

Entrants competed on an individual and team basis, with recognition for top performers.
Individual winners, with perfect scores, were ODA members: Tonya Serafino, Kirk Mandus and
Earl Garrett I11. Winning team Captains were: 1st place Don Cooper, ODP, 2nd place Mike
Blakely, DVC, and 3rd place Mike Moseley, DCMS.

This enjoyable and successful event drew fifty four participants and raised $2,320 for the
Wounded Warriors Project (WWP); $736 directly from the event and $1,584 from related
additional donations. The event was conceived, organized and directed by Brian Mullins. It was
his choice to designate the funds specifically to the Wounded Warriors Project. He also solicited
Sergeant Brian Gougler as the speaker for WWP at the CFC kickoff in the Herndon office.
Sergeant Gougler is Sergeant of the Guard in the photograph taken at Arlington National
Cemetery.

ODA’s donation to the Wounded Warrior Project will enable them to help thousands of injured
warriors returning home from the current conflicts and provide assistance to their families. As
the number of wounded steadily increases, it is easy to see how the needs of these brave
individuals also increase.

This event was so successful and popular with the participants that it will certainly be scheduled
again next year.

Toys for Tots

This past holiday season, the Customer Service Center continued to support a variety of
charitable causes such as Feds Feed Families, the Combined Federal Campaign (CFC) and the
Marine Corps Toys for Tots campaign.

Last year, the CSC contributed 1,260 pounds of food and non-perishable items to the Feds Feed
Families food drive. The center also surpassed its previous year’s contributions to the CFC by
donating $10,775 to various organizations in its community to help those in need.



Last year marked the first year the CSC participated in the Marine Corps Reserve, Toys for Tots
program. In fact, the CSC was the only Federal agency in its building to participate. The CSC
employees donated three, large bins overflowing with new, unwrapped toys for less fortunate
children in the community so they would have a gift to open on Christmas Day. When the
Marines picked up the toys, they were surprised to see the quantity of items provided by the CSC
staff. A special thanks to Pam Cohen for spearheading this drive.

The CSC staff is generous when it comes to helping others, as is ODA. It did not dampen
enthusiasm when the CSC Directors offered an incentive to employees during the drives;
allowing employees to wear jeans on normally business casual days probably had a little to do
with the success of the campaigns!

Congratulations, Colleen Hiam!

Colleen is no stranger to SBA. She began her public service career in the Small Business
Development Center (SBDC) program. From there it was on to the Rochester Post of Duty
(POD) and then to the Buffalo District Office. Colleen joined the disaster program as a Public
Information Officer in 1998. She revolutionized the way we handled media and congressional
inquiries, by automating paper processes and institutionalizing accountability. Many of the
electronic systems in place today throughout ODA came from ideas and suggestions proffered by
Colleen in her role as a P10.

In 2005, Colleen was selected to the deputy position. Since then she has served this office and
ODA in an exemplary manner, evincing an abundance of management skills and leadership
qualities. Last month, Colleen was selected to be the new CSC director from a field of several
talented and highly capable professionals from both the private and public sector.

Colleen has been a staunch advocate of diversifying and broadening the CSC’s role in delivering
services, and the successes we have achieved as a team are due in large measure to her vision
and dogged determination. Dedication and forward thinking are signs of true leadership.

Colleen is very proud of her advancement within ODA. Everyone in the CSC is also proud
knowing that the core values both she and the former CSC Director share and champion will be
carried on.

Congratulations, Tammy Townsend!

Congratulations to Tammy M. Townsend from SBA Office of Disaster Assistance on her
selection as the Director of the Administrative Services Center. She assumed the role of Acting
Director upon Paul Arrington’s retirement.

Tammy has served the ODA with distinction in a number of positions, including all the
supervisory positions at ASC/PASC. She was also instrumental in setting up the physical
location of Herndon Operation Center in 2006. She began her career with ODA in the old Area 1
office in Buffalo as the Administrative officer. Tammy also served in the United States Marine
Corp with distinction. She credits much of her administrative and supervisory training and
experience to the US Military.



Presently, Tammy states her proudest accomplishment is developing the staff at ASC so that they
are able to handle any disaster event, large or small, promptly and professionally. She is also
grateful for the efforts of the dedicated employees whom she supervises.

In her leisure time, Tammy devotes herself to studying natural and alternative healing, as well as
anything involving nature. She also enjoys “the best pal in the world,” Sacchi, a four legged
companion that adopted her a few years ago.

Best wishes on your continued success and congratulations to you for this accomplishment.
Employee Spotlight
Ron Harper

Lieutenant Colonel Ron Harper, USA, Ret., served his country proudly from 1968 to 2008 with
the U.S. Army Rangers. He retired in 2008 as a lieutenant colonel having served several years in
Afghanistan.

LTC Ron Harper continues his service to his country today as loss verifier for the Disaster
Verification Center (DVC). Ron always has a kind word and is ready to help his fellow LV’s and
disaster survivors.

During his deployment for Hurricane Sandy, Ron has served as a reviewer as well as a loss
verifier in the field.

Deborah Busch

For Deb Busch, SBA is in the family. After retiring from teaching in 2006, she wanted
something meaningful to do. Through her husband, PIO Roger Busch, Deb learned that FOC-W
was hiring Disaster Reservists. Deb applied, was selected and in July 2007 joined FOC-W.
Coincidently, her first field assignment was assisting wildfire victims in San Diego, her
hometown.

Since then, Deb has helped applicants at recovery centers throughout FOC-W, including the
Washington flooding, the BP Oil Spill, Hurricane Ike and the Colorado wildfires. It was in
Colorado in 2012 that Deb learned the new version of the Electronic Loan Application. Having
mastered the new ELA, Deb was deployed to Hurricane Isaac in Louisiana to use her teaching
skills to train CSRs on its use. The ELA was a huge success — with 74% of the applications
completed online.

Deb is currently working in Sacramento on the Hurricane Sandy ELA Mailbox and Insurance
Verification projects. Deb loves spending time with family, especially her three granddaughters,
and her newborn grandson who arrived last month.

2012 Length of Service Milestones

In 2012, these employees reached 25+ years of service milestones.



Ron Fleury 30 Years

Michael Mitravich 25 Years

Diane Shatto 25 Years

Frank Skaggs 25 Years

If you would like to recognize an ODA employee for their noteworthy achievements, exemplary

service, or other outstanding news, please contact Alex at Alejandro.Contreras@sba.gov or
Kenisha at Kenisha.Barnes@sha.gov.



