
 

Service Delivery Report 

Fiscal Year 2017  

The American Red Cross Northern California Coastal Region serves more than eight million people in 
Alameda, Contra Costa, Del Norte, Humboldt, Lake, Marin, Mendocino, Monterey, Napa, San Benito, San 
Francisco, San Mateo, Santa Clara, Santa Cruz, Solano, and Sonoma counties. 

 

 
By The Numbers 
July 1, 2016 to June 30, 2017 
 

  Region 
Central 
Coast 

California 
Northwest 

Silicon 
Valley 

Bay Area 

Biomedical Services           

Blood Donations 66,342 5,689  80  17,807   42,766  

Digital and Social Engagement 

Website Reach 3,787,143 336,344  428,264  826,269  2,196,266  

App Downloads 26,885 1,205  2,187   8,121   15,372  

Social Media Reach 7,181,052 637,763  812,059  1,566,744  4,164,486  

Disaster Cycle Services - Preparedness, Response and Recovery 

Pillowcase Project Attendees 5,644 565  2,015   1,118   1,946  

Ready Rating Members 961 31  96     112     722  

Smoke Alarms Installed 3,881 1,151  714     810   1,206  

Local Disaster Incidents 812 76  127  130     479  

Families (Households) Assisted  3,235 223  471     1,128     1,413 

Health & Safety Services 

First Aid, CPR, and AED Enrollees 55,957 4,764  7,777   13,150   30,266  

Aquatic and Water Safety Enrollees 25,576 1,313  1,183   3,942   19,138  

Other Course (CNA, etc.) Enrollees  2,869 77  924     690   1,178  

International Services 

Restoring Family Links Case Activities  52 0      2  21  29  

Service to Armed Forces 

Emergency Services Cases (families assisted) 809 106  97     143     463  

Non-Emergency Services Cases (families assisted) 1,965 277  170     401   1,117  

Family Follow-Up Services (families assisted) 2,516 346  250     494   1,426  

Service Members attending “Get to Know 
Us” briefings 

5,722 263     4,850     609  

SAF Resiliency Course Attendees 244   3  151  7  83  

Volunteer & Youth Services 

Total Volunteer Hours  167,310 20,024  14,364   31,735  101,187  

Total Volunteers  5,719 585  357   1,913   2,864  

Youth Red Cross School Clubs 71 3  3  23  39  

 



Service Highlights  
July 1, 2016 – June 30, 2017 

 

 

 

 

Follow us! 
@redcrossbayarea 
@sv_redcross 
@redcrosscc 
@redcrosscalnw 

 

Like us! 
facebook.com/redcrossbayarea 
facebook.com/redcross.siliconvalley 
facebook.com/redcross.centralcoast 
facebook.com/redcrosscalnw 

 

Disaster Cycle Services 
 

Preparedness/Readiness 
 
While supporting large-scale disaster 
responses (hurricanes, wildfires, mass-
casualty incidents, large apartment fires, 
and winter storm impacts) in addition to 
responding to daily DAT calls, the 
Volunteers of the Northern California 
Coastal Region demonstrated their 
collaborative team spirit and community-
first values by continuing their work on the 
Home Fire Campaign.  
 
Teams across the region demonstrated the community-driven nature of the Home Fire 
Campaign by engaging a full range of partners, including service clubs like The Lions 
and Rotary International, Government Partners like Fire, Police and City Governments, 
youth groups such as High School Clubs and Boy Scouts, AmeriCorps Program, CERT 
groups, Buddhist Tzu Chi Foundation, corporate partners, faith-based organizations, 
and Emergency Medical Technician and Fire Service Cadets. 

 
Also, our regional teams demonstrated the 
motivation to innovate and develop new 
ways to reach communities with this 
lifesaving service through Fire Department-
led efforts and appointment-based home 
visits in rural areas. A highlight was the 
installation of a bedside alarm for a 
hearing-impaired gentleman in Fairfield in 
December 2016, only the second such 
alarm to be installed in our Region!  
 
In November 2016, in a large-scale 

undertaking, members of the Regional Home Fire Preparedness teams collaborated 
with a team from national headquarters in the design of a new Home Fire Campaign 
training resources for the entire Red Cross world. The guiding principles of the program 
are Safety, Quality, and Effectiveness, with the ultimate goal of training volunteers to 
empower residents to take meaningful, life-saving actions. 
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In September 2016, we hosted an 
Earthquake Preparedness Seminar at 
USGS in Menlo Park to share information 
with donors and community members about 
how they can be better prepared for an 
earthquake. Regional CEO Trevor Riggen 
moderated our knowledgeable panelists: 
Tom Brocher, Research Geophysicist at the 
Earthquake Science Center of the USGS; 
Mike Ralston, Community Resiliency & 
Business Continuity for the Menlo Park Fire 
Protection District; Nathan Rainey, 
Emergency Services Coordinator of the Palo Alto Office of Emergency Services; and Al 
Mallamo, American Red Cross Northern California Chair for Disaster Services. 
 
Our volunteers participated in emergency-response exercises with various partners 
throughout the region. One was an annual Statewide Health Exercise in November 
2016; Red Cross volunteers took part in a tabletop exercise in Lake County with their 
Public Health Department, local hospitals, and clinics. Red Cross volunteers in Napa 
played the role of victims as part of simulations at hospitals designed to test their ability 
to handle surges in patients even as the new County Emergency Operations Center 
(EOC) was partially activated.Moreover, in Solano County, Red Cross was a part of the 
County's exercise in activating their Emergency Operation Center during a catastrophic 
earthquake scenario, highlighting the Red Cross' role in sheltering and feeding, as well 
as in training the County planned to schedule in the coming year. Red Cross 
representatives participated in the 2017 Epicenter event from April 4 to 6 in San 
Francisco’s Fort Mason to explore best practices for catastrophic earthquake response 
and recovery in the Bay Area. 

 
Volunteers participated in hundreds of 
community events throughout the region, 
sharing preparedness information, hands-
only CPR skills, or delivering Be Red Cross 
Ready presentations to schools and 
community groups. Volunteers offered 
dozens of training sessions to local partners 
to support and expand the Red Cross 
sheltering capacity across the Region and 
facilitated additional Facility Use 
Agreements with local partners. 
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In June, our region held a Disaster 
Training Institute at St. Mary’s College in 
Moraga. We had 196 attendees, including 
both instructors and participants. We 
offered 60 classes, including workshops 
and activity group meetings to enhance and 
strengthen our volunteers' and employees' 
skills to respond to the next disaster.  
 

Significant Responses 
 
Our region opened 42 shelters during this 
fiscal year as part of 17 major disaster responses. These 42 shelters were open for a 
total of 240 days with the longest being open for 30 days at Lakeport Community 
Seventh Day Adventist Church as part of the February flooding response. These 42 
shelters provided a total of 7,555 overnight stays. 

 
In July, the Soberanes Fire erupted, 
forcing the evacuation of thousands of 
residents, burning more than 103,000 
acres, and destroying 58 homes in 
Monterey County. 78 Red Cross disaster 
workers, the clear majority of whom were 
volunteers, provided:  

• 89 overnight stays in Red Cross 
shelters. 

• 6,176 meals and snacks served with 
support from the Salvation Army and local 
restaurants. 

• 94 “comfort kits,” which included personal-hygiene items distributed. 

• 2,554 bulk items, which included cases of water, rakes, gloves, sifters, and 
goggles distributed. 

• Individualized recovery support for individuals or families by opening 60 cases 
that assisted a total of 258 residents. 

• Other help to 30 residents through discussions of unmet health needs. 

• Support to 400 residents who spoke with Red Cross mental health volunteers 
about coping with the emotional impact of a disaster and its aftermath. 
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In August, the Clayton Fire erupted forced 
the evacuation of thousands of residents, 
burned nearly 4,000 acres, and destroyed 
189 homes in Lake County. More than 150 
trained Red Cross workers, the clear majority 
of whom were volunteers, worked with 
community partners to:  

• Provide more than 500 overnight stays 
in shelters. 

• Serve more than 9,300 meals and 
snacks. 

• Hand out more than 1,600 “comfort 
kits” with personal-hygiene items and clean-up items. 

• Provide more than 600 contacts with health services workers about prescription 
replacement and health needs and with mental health workers about coping with 
the emotional impact of the disaster. 

• Open 168 cases to provide individualized recovery support, assisting a total of 
356 people. 

 
In September, the Loma Fire burned 4,500 acres and destroyed 12 homes in the Santa 
Cruz Mountains on the border between Santa Clara and Santa Cruz Counties. 106 Red 
Cross disaster workers, the vast majority of whom were volunteers:  

• Provided nearly 100 overnight stays in three shelters. 

• Served more than 3,500 meals and snacks. 

• Handed out more than 150 “comfort kits” 
with personal-hygiene items and clean-up 
items. 

• Provided more than 70 contacts with 
health services workers about prescription 
replacement and health needs and with 
mental health workers about coping with the 
emotional impact of the disaster. 

• Opened 22 cases to provide 
individualized recovery support, assisting a 
total of 42 people. 
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On a Friday night in December 2016, a three-
alarm fire broke out at the Ghostship 
Warehouse in the Fruitvale neighborhood of 
Oakland. Our Red Cross workers responded 
within two hours of the fire starting, 
canteening for the 100+ firefighters on scene.  
Sadly, the fire evolved into the deadliest fire 
of its kind in more than 20 years with 36 
deaths. Our team remained at the incident 
scene 24/7 for five days, providing nearly 
6,000 meals and snacks and 600 mental 
health and health services support contacts. 

Over 100 American Red Cross workers, mostly volunteers, worked tirelessly to support 
the families and loved ones of those who lost their lives in this fire, and we assisted 
those injured and displaced by the fire. Red Cross caseworkers opened 80 cases to 
provide individualized recovery support, assisting a total of 168 people. Our role was 
also to connect clients with other community resources that might help them, including 
the A’s Community Fund. 
 
Red Cross responded to a series of 
powerful storms during the first two 
weeks of January that brought large 
amounts of rain and high winds to Northern 
California. During the series of storms, the 
Red Cross worked closely with the entire 
response community — federal, state, and 
local agencies, and non-profit organizations, 
area businesses, and others — to coordinate 
relief efforts and deliver help: 

• Six Red Cross shelters opened and 
closed quickly during the storms, depending on need, to provide a temporary 
warm and dry haven for families who were displaced from their homes by 
flooding.   

• Red Cross and partners provided 2,792 meals and snacks to first responders 
and recovery teams and 299 emotional support and health services by licensed 
mental health and health service volunteers. 

• Red Cross volunteers distributed 1,978 comfort and cleaning supplies such as 
gloves, goggles, buckets, trash bags, and bleach to residents in the Carmel 
Valley, Felton, Hollister, Guerneville and Rio Monte areas.  

• The Red Cross opened 77 cases, caring for 210 people with individualized 
recovery planning and referrals to other agencies and immediate financial 
assistance to those who qualified.  
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In February, Red Cross responded to 
another atmospheric river that dropped 
an unusually high amount of rainfall on 
the state. With many rivers at or near 
flood stages, the storm system caused 
more evacuation orders, dangerous 
flooding, landslides and damaging winds 
to hardest-hit communities. Severe 
flooding impacted the counties of Lake, 
Monterey, and Santa Clara, where 
Coyote Creek flooding affected a large 
neighborhood in San Jose.  

• To provide a temporary dry haven 
for families displaced from their homes by flooding during the series of powerful 
storms, six Red Cross shelters, and evacuation centers opened and closed 
across Northern California Coastal, providing more than 4,000 overnight stays.  

• Red Cross, Salvation Army, and partners served more than 38,000 meals and 
snacks by the and handed out nearly 25,000 relief supplies including: "comfort 
kits," which contain personal-hygiene items and clean-up items such as gloves, 
rakes, shovels, trash bags, tarps, and more. 

• Red Cross opened 839 cases, caring for more than 2,000 residents with 
individualized recovery planning and referrals to other agencies and immediate 
financial assistance to those who qualified.  

• Clients with unmet needs made more than 1,700 health contacts with Red Cross 
Health workers and more than 750 mental health contacts with Red Cross 
Disaster Mental Health workers who provided help for coping with the emotional 
impact of this situation. 

 
Red Cross workers responded the morning 
of Monday, March 25, to the deadly 
apartment fire on San Pablo Ave in West 
Oakland. Red Cross volunteers 
canteened100 firefighters and offered help to 
the survivors and the families of the victims. 
The Red Cross shelter at the West Oakland 
Youth Center provided 209 overnight stays 
for those impacted by this fire. 1,505 meals 
and snacks were served through a 
partnership with the Salvation Army. City of 

Oakland and Alameda County Social Services staff, in partnership with trained Red 
Cross mental health workers, provided emotional support. Red Cross caseworkers met 
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with each family one-on-one to provide individual recovery planning, referrals to other 
resources, and if qualified, financial assistance. 116 households opened cases with the 
Red Cross for individualized recovery planning and referrals to other agencies and 
immediate financial assistance to those who qualified.   
 

On May 13, Red Cross workers responded 
to the Emeryville construction site fire 
that affected hundreds of residents in the 
surrounding area. A Red Cross team 
performed welfare checks and delivered 
hot meals to 60 senior citizens whose 
power was cut off as the result of the fire. 
32 residents registered with Red Cross 
caseworkers and 12 families received 
Direct Client Assistance. The Red Cross 
also provided breakfast, lunch, and dinner 
to approximately 200 first responders. 

 
Red Cross workers responded to the tragic shooting at the UPS facility in San Francisco 
in June, providing comfort and support. The Red Cross provided the Family Assistance 
Center with food and water as well as health and emotional support services throughout 
the day. A Family Assistance Center served as an inclusive, confidential and safe 
environment for people affected by the shooting. The Red Cross also provided 
canteening services for the investigators at the incident site.  
 

International Services 
 
Our Restoring Family Links team 
continued to respond to new and ongoing 
cases. Our volunteers took action on 
family-tracing cases and Red Cross 
messages related to the Sudanese Civil 
War, Ethiopian-Eritrean conflict, Vietnam 
War, Korean War, and WWII. We also 
opened up Restoring Family Links 
services to families separated as a result 
of the ongoing migration crisis in Europe, 
which includes using the “Trace the Face” 
feature on the International Committee of 
the Red Cross website.  
 



Service Highlights  
July 1, 2016 – June 30, 2017 

 

 

 

 

Follow us! 
@redcrossbayarea 
@sv_redcross 
@redcrosscc 
@redcrosscalnw 

 

Like us! 
facebook.com/redcrossbayarea 
facebook.com/redcross.siliconvalley 
facebook.com/redcross.centralcoast 
facebook.com/redcrosscalnw 

The International Services department 
regularly attended the five refugee and 
immigrant forums throughout our region: 
San Francisco Coalition of Asylee, 
Immigrant, and Refugee Services (SF-
CAIRS); Refugee and Immigrant Forum of 
Santa Clara County, East Bay Refugee 
Forum; Immigrant Forum of San Mateo; and 
Monterey County Immigrant Service 
Network of Empowerment (CISNE). The 
latter two forums were created through the 
initiation and drive of Red Cross 
International Services volunteers in the San Mateo and Carmel offices who saw a need 
in the community to convene agencies and organizations together to discuss available 
and needed support for these diverse populations. By regularly participating in the 
forums, we had the opportunity to build better partnerships with the other member 
agencies and provide Red Cross services, including Restoring Family Links, but also 
other programs like preparedness to the refugee and immigrant communities.  
 
The Restoring Family Links team at national headquarters also stood up the RFL 
national helpline (1-844-782-9441), a number that is staffed by trained volunteers to 
support inquiries from potential clients across the country. In addition to our local, 
regional contact, this helpline additionally ensures that any client, anywhere in the 
country, can speak to an RFL volunteer to get their case started.  
 
In May, we hosted the Restoring Family Links Institute, run by members of the 
national team. Volunteers from across the region took classes on local casework and 
outreach as well as learned how to support the national RFL Helpline.  

 
In recognition of World Refugee Day in 
June, we participated in two celebrations 
across the region in Alameda County and 
Santa Clara County. In partnership with the 
local refugee and immigrant forums, of which 
the Red Cross is a consistent member, we 
were able to help support these fantastic 
events that featured cultural performances, 
diverse food, volunteer recognition and 
general celebration of all that refugees and 
immigrants contribute as members of their 
new community here.  
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After several months of research and work 
supported by the AmeriCorps in International 
Services, teams of youth volunteers from the 
East Bay and Silicon Valley presented their 
new or modified Raid Cross modules, an 
interactive simulation that teaches young 
people about International Humanitarian Law. 
We look forward to continuing this activity and 
expanding it to better build awareness among 
our youth and the community about the 
importance of International Humanitarian Law.  
 
After working with members of the British Red Cross based in Belfast, we presented a 
pilot course covering the Fundamental Principles at the Regional Disaster Institute, 
which explored the history of the movement, the principles, and how they apply and 
guide the work of our organization. We are looking forward to continuing to refine and 
offer this course throughout the region in the coming year.  
 

Services to Armed Forces 
 

With leadership and support from 
Disaster Cycle Services, we were able 
to support 900 veterans at the Monterey 
County Stand Down in August, the 
East Bay Stand Down in September 
and the San Mateo County Stand 
Down in May. Stand Downs are multi-
day events that bring homeless veterans 
together to provide them with critical 
services such as medical and dental 
checks, as well as opportunities to meet 

with the VA and with local judges. The Red Cross provides support through volunteers, 
canteening services, and distribution of comfort kits. 
 
In a continuation of our partnership with the San Jose Military Entrance Processing 
Station (MEPS), where volunteers have been briefing recruits, and their families about 
the Hero Care Network services 2-3 days a week, we also had the opportunity to do a 
Reconnection Workshop Stakeholder’s Workshop with MEPS leadership. We are 
looking forward to providing full workshops with the expanded MEPS team in the new 
fiscal year.  
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In October 2016, we participated in the 
annual Fleet Week activities in San 
Francisco. Thanks to the hard work of 
members of the San Francisco Leadership 
Council and staff from multiple lines of 
service, the Red Cross participated in the 
leadership seminars and hosted an 
impressive display at the Humanitarian 
Village. We provided information to the 
public about disaster response and 
preparedness, volunteering, and Service 
to the Armed Forces. Many of our youth 

volunteers were there to teach people Hands-Only CPR, and we provided lunch to the 
Marines who were there.  
 
In December, we provided Reconnection 
Workshops to an Army Reserve Unit in 
Concord, California. Reconnection 
Workshops are small-group workshops, led 
by trained Red Cross volunteers who are 
mental health professionals, that help 
service members, veterans, and their loved 
ones build skills to help them face 
challenges commonly experienced by the 
military community during and after service. 
This time, three of the volunteer facilitators 
led reservists and family members through the module that focuses on depression. We 
look forward to returning to lead additional workshops in Concord.  
 
In June 2017, we had the pleasure of returning to Camp Mendocino during their 
military kids’ session to work with kids ages 10-14 through our Reconnection 
Workshops for Kids. Over the two days there, three Reconnection Workshop volunteer 
facilitators worked with 150 kids, teaching them skills in communicating and providing 
an opportunity for them to talk about the unique experiences and challenges of being a 
military child.  
 
In May, Travis Air Force Base celebrated volunteers at a base-wide recognition event. 
Two Red Cross volunteers — retired Master Sgt. Luis Lopez and his wife Carmen — 
were mentioned in the Air Force Base newspaper about the event; both have regularly 
been volunteering for the past 15 years in the base pharmacy. 
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The Red Cross launched the Hero 
Care Network app, which provides 
service members, veterans, and their 
families access to both emergency and 
non-emergency Red Cross services 
from anywhere in the world. The app 
includes the ability to request a Red 
Cross emergency message, 
emergency financial aid or emergency 
travel, as well as help finding and 
accessing Red Cross behavioral health 
support, free local workshops, and key 
local and government resources. We 
have begun promoting the app at 
military briefings and other military 
community-based events, and we 
would welcome help from the rest of the Red Cross community in spreading the word 
about this new portal to the Hero Care Network.  
 

Volunteer and Youth Services  
 
Leadership Development Center 2016 
A total of 104 youth delegates from 52 high schools across the Bay Area attended this 
year's Leadership Development Center (LDC). Hosted at Redwood Glen in Loma Mar, 
California for four days and three nights in July 2016, the delegates celebrated the 
theme of "Leadership From Start to Finish." They were led by a team of 25 high school 
leadership counselors. LDC delegates were certified in CPR/FA and participated in 
leadership development training that focused on such topics as public speaking, 

interview skills, goal setting, and 
diversity. LDC participants build 
confidence, friendships, and a 
lifelong connection to the 
American Red Cross. Please 
give a big thank you to our 
dedicated youth staff, 
AmeriCorps members, generous 
donors, and this year's corporate 
sponsor, Ford Motor Company 
Fund, for making the Leadership 
Development Center possible.  
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Youth Lead Home Fire Campaign Smoke Alarm Installation Event 
Our Home Fire Event on March 18 was a great success as we were able to utilize the 
UC Berkeley club. The club members not only served on smoke alarm installation 
teams, but also drove the preparation of the event including material ordering, location 
selection, and youth recruitment. We hope that this event will become a semi-annual 
staple in both department calendars and that we can build upon the success of this first 
campaign, in which 89 volunteers were present and 19 teams installed over 100 alarms 
in 51 homes.  

 
Volunteer Recognition 2017  
In the months from April to June, we hosted 
ten volunteer appreciation events around 
our region. From a '50s style sock hop to a 
riverboat ride, each event celebrated the 
fantastic contributions of our volunteers 
from each line of service over the past year, 
including presidential service awards for 
those who contributed more than 500 hours.  
 

Volunteer Intake Training 
Volunteer Services hosted training and simulation on how to set up a Volunteer Intake 
Centers (VIC) for large disaster-response efforts. When significant disasters happen, we 
rely on extra support from local community members — Event-Based Volunteers — to 
help with care and recovery for people displaced by the disaster.  
 
Two Local Youth Leaders Join National Youth Council 
Anna Nguyen and Joanna Hu were selected and joined the American Red Cross 
National Youth Council (NYC), which is a group of 13 youth members and two adult 
advisors who nationally represent and serve the youth volunteers of the Red Cross. 
 
Leadership Development Center 2017  
This year’s annual Leadership Development 
Center (LDC) was hosted at Redwood Glen in 
Loma Mar, in June. LDC is a four-day, the 
three-night conference is designed by a team 
of 30 youth leaders. Over 100 youth delegates 
and staff members were trained in disaster 
preparedness, certified in CPR/FA, practiced 
building a blood drive sales pitch, learned 
about the importance of humanitarian 
law, and participated in leadership training in 
public speaking and diversity awareness. 


