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Preface

The Department of Homeland Security (DHS) Office of Inspector General (OIG) was established by
the Homeland Security Act of 2002 (Public Law 107-296) by amendment to the Inspector Generual
Act of 1978. This is one of a series of audit, inspection, and special reports prepared by our office as
part of our DHS oversight responsibility to promote economy, effectiveness, and efficiency within
the department.

This report assesses the strengths and weaknesses of the information technology that the Emergency
Preparedness and Response Directorate uses to support incident response and recovery operations. It
is based on interviews with employees and officials of relevant agencies and institutions, direct
observations, and a review of applicable documents.

The recommendations herein have been developed to the best knowledge available to our otfice, and
have been discussed in draft with those responsible for implementation. It is our hope that this
report will result in more effective, efficient, and economical operations. We express our
appreciation to all of those who contributed to the preparation of this report.

Richard L. Skinnet"
Inspector General
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Executive Summary

Providing disaster recovery assistance and responding to the emergency needs
of victims of four consecutive hurricanes in 2004 was a major challenge for
the U.S." When devastation from such incidents is so great that state
resources cannot handle the response and recovery efforts, states turn to the
federal government for assistance. The Federal Emergency Management
Agency (FEMA), now part of the Emergency Preparedness and Response
(EP&R) Directorate of the Department of Homeland Security (DHS), is
responsible for coordinating disaster relief efforts across federal, state, and
volunteer organizations, such as the American Red Cross. FEMA relies
heavily on a range of information technology (IT) systems and tools to carry
out its response and recovery operations. Strategic management of these
assets is important to ensure that the technology can perform effectively
during times of disaster and tremendous stress.

As part of our ongoing responsibility to assess the efficiency, effectiveness,
and economy of departmental programs and operations, we conducted an
audit of the information and technology that EP&R uses to support incident
management. The objectives of the audit were to (1) review the directorate’s
approach for responding to and recovering from terrorist attacks, major
disasters, and other domestic emergencies, (2} determine the effectiveness of
guidance and processes to support IT users during incident management, and
(3) evaluate existing and proposed systems and other technologies used to
accomplish EP&R’s response and recovery mission. The scope and
methodology of this review are discussed in Appendix A.

Strategic I'T management is essential to the successful accomplishment of
EP&R’s response and recovery mission. EP&R’s IT approach has met the
disaster management challenges to date, including the four major hurricanes
of 2004. However, a number of information and technology management
issues limit the directorate’s effectiveness.

' The 2004 hurricanes that made fandfall in Florida and the Gulf Coast included Charley on August 13®, Frances on
September 5% Ivan on September 16", and Jeanne on September 26™.
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For example, the EP&R Chief Information Officer (CIO) is making progress
with respect to IT planning, including the development of the agency’s first I'T
strategic plan. However, while the IT plan aligns with FEMA’s outdated
strategic plan, it does not reflect FEMA’s integration into DHS and therefore
may not support DHS’ strategic goals. Additionally, to better align EP&R’s
IT with the agency’s strate;ic direction, integration with evolving DHS-wide
initiatives, such as eMerge” and MAX™, will prove challenging.

Further, EP&R CIO support to IT users could be improved. EP&R CIO staff,
including the national IT helpdesk, provided significant service during the
2004 hurricanes. However, additional guidance and training for systems users
1s necessary to ensure that they have the knowledge and information needed to
perform their jobs. The EP&R CIO’s office maintains up-to-date—and often
online—systems procedure manuals and guidance, but FEMA field personnel
are often unaware of these materials. In addition, the IT manuals online
describe the procedures necessary to complete actions in the systems, but they
do not contain the business context for when or how the procedures should be
used. Although EP&R’s custom, complex systems require significant
amounts of front-end instruction, users said that they received insufficient
training.

Currently, EP&R systems are not integrated and do not effectively support
information exchange during response and recovery operations. Also, EP&R
has not fully updated its enterprise architecture to govern the IT environment.
As a result, during significant disaster response and recovery operations, such
as the 2004 hurricanes, IT systems cannot effectively handle increased
workloads, are not adaptable to change, and lack needed real-time reporting
capabilities. Such problems usually are due to FEMA’s focus on short-term
IT fixes rather than long-term solutions. Inadequate requirements definition,
alternatives analysis, and testing prior to systems deployment are
characteristics of this reactive IT management approach.

Although EP&R is working to introduce and web-enable systems to resolve
disparity between its current IT environment and DHS expectations,
additional measures are needed. EP&R would benefit from strategically
managing IT by aligning its IT planning with DHS’ direction as well as
ensuring systems users receive more timely training and communication.
Further, once broad-based requirements are fully defined and documented,
and alternatives are analyzed, EP&R will be in a better position to complete
an enterprise architecture, and test and deploy the most appropriate
technology needed to support its response and recovery mission.
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Background

Following the terrorist attacks of September 11, 2001, DHS was established to
prevent and deter terrorism, and to protect against and re%pond to threats and
hazards to the nation. The Homeland Security Act of 2002° assigns
responsibility to the EP&R directorate to lead federal disaster response and
recovery activities. FEMA, transferred in its entirety into the EP&R
directorate, is directly responsible for executing this aspect of DHS™ mission.
The organization chart below illustrates EP&R and FEMA within the context
of the DHS organization. (See Figure 1).
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Figure | EP&R/FEMA Organization

When devastation exceeds the capability and resources of local and state
governments to respond they turn to the federal government for assistance.
The Stafford Act’ gives FEMA the authority (o lead the disaster response and

*Public Law 107-296, November 25, 2002,
Y Robert T. Stafford Disaster Relief and Emergency Assistance Act, as amended by Public Law 106-390, October 30,

2000.
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recovery operations of 28 major federal agencies and departments, the
American Red Cross, and other volunteer organizations. FEMA supplies
immediate needs, such as ice, water, food, and temporary housing. FEMA
also provides financial assistance to individuals who have sustained damage to
their personal property, and to state and local governments for damage to
public property.

FEMA has ten regional offices across the couniry to assist the states in
disaster management, The map below depicts this regional office structure.
(See Figure 2).

Figure 2. FEMA Regional Offices

Emergency and IT Support Capabilities

EP&R provides an array of emergency operations, facilities, and systems to
help manage disasters. FEMA has four National Processing Service Centers
which handle telephone registration and process victims’ claims for disaster
assistance, as well as five geographicaliy-dispersed Mobile Emergency
Response Support operations which provide initial support for on-site disaster
management. This mobile support includes providing voice, data, and video
capabilities for emergency managers, as well as services such as water
purification and power generation. Immediately following this initial
response, FEMA establishes disaster field offices and disaster recovery
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centers to assist victims on a long-term basis. Emergency operations centers
at FEMA headquarters and at the Mount Weather facility near Bluemont,
Virginia, coordinate response and recovery operations nationwide.

In FY 2005, the EP&R directorate’s CIO had a budget of approximately $80
million and a total of about 400 full-time and temporary employees. The
CIO’s office is responsible for designing, developing, testing, implementing,
and maintaining the operation of FEMA’s systems, including the following
four key applications:

» National Emergency Management Information System (NEMIS) is the
backbone IT system for response and recovery operations, FEMA uses
NEMIS to electronically enter, record, and manage information regarding
registered applicants for disaster assistance, obligations and payments,
mission assignments, and grants.

o [Inteerated Financial Management Information System (IFMIS) forwards
financial information to the Department of Treasury for payment of
disaster assistance claims.

s [ ogistics Information Management System [ (L.IMS HI) maintains the
inventory of equipment and supplies.

» Automated Deployment Database (ADD) is used to identify and deploy
personnel to disaster sites.

With the exception of NEMIS, these systems were not developed by and do
not solely belong to IT. However, IT partners with EP&R program areas in
providing support for these systems.

The CIO’s office manages and maintains the IT infrastructure, i.e., networks,
databases, desktops, and telephone systems, to support operations of
permanent facilities at FEMA headquarters and regional locations. The CIO
also is responsible for providing the IT infrastructure to support hundreds of
emergency personnel at temporary disaster field offices and recovery centers,
often in remote locations. This involves running cable, establishing networks,
supplying wireless connectivity, and installing equipment for information
processing and data and voice communications. In addition, a national IT
helpdesk assists users in various ways such as providing and maintaining
system accounts, ensuring remote access, troubleshooting systems problems,
and making referrals to engineers for systems fixes.
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Prior assessments have identified concerns with several aspects of FEMA’s IT
management. Specifically, in an August 2001 report,” the GAO identified
issues with NEMIS internal controls, reliability, usability, and training. A
July 2004 GAO repm‘t5 discussed FEMA’s property management controls and
highlighted concerns with asset accountability and the accuracy of data
recorded in the LIMS I system. In that report, GAO recommended that
FEMA’s property system be linked to its acquisition and financial systems so
that certain key information could be available for effective property
management. In December 2003, we issued a report6 on the NEMIS system
access conirols, and identified related issues concerning separation of duties,
audit trails, and training which needed to be monitored. Further, a July 2004
DHS 001G report7 discussed the need for component CIOs, such as the EP&R
ClO, to report to the department’s C1O on IT issues to help ensure that
strategies are aligned and systems are consolidated for more effective use of
IT assets across the department.

Results of Audit

Challenges Remain in Aligning EP&R’s IT Approach with DHS Mission

{nformation resource management plans support an agency's strategic plan for
fulfilling its mission. The 2004 DHS strategic plan contains specific response
and recovery goals and metrics. FEMA'’s strategic plan, however, is not
aligned with them. FEMA developed its strategic plan prior to becoming part
of the new department and has not updated it since then. EP&R’s IT plan
aligns with FEMA’s outdated plan, but does not line up fully with goals and
measures defined in the more recent DHS plan. As a result, EP&R’s IT
systems approach may not support progress toward meeting DHS goals.
Updating its strategic and IT plans to reflect evolving DHS-wide direction and
initiatives poses a major challenge for EP&R.

* Disaster Assistance: Improvement Needed in Disaster Declaration Criteria and Eligibility Assurance Procedures,
GAO-01-837, August 2001.

* Federal Emergency Management Agency: Lack of Controls and Key Information for Property Leave Assets Vulnerable
to Loss or Misappropriation, GAO-04-819R, July 2004.

® Audit of the National Emergency Management Information System Access Control System, DHS-01G-04-02, December
2003.

7 Improvements Needed to DHS' Information Technolagy Management Structure, DHS-OIG-04-30, July 2004,
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Strategic and IT Plans Not Fully Aligned

FEMAs strategic and IT plans do not align completely with DHS’ strategic
plan, providing listle assurance that the agency can monitor and achieve the
emergency management goals established by the department. Pursuant to
requirements of the Government Performance and Results Act of 1993, * DHS
developed its sirategic and performance plans which, taken together, establish
its mission and outline goals and metrics for its disaster response and recovery
efforts. According to the EP&R CIO, FEMA participated in working groups
to help develop these DHS goals and objectives and owns all the metrics that
support the response and recovery section of the DHS strategic plan. Goals in
the plans include leading, managing, and coordinating the national response
and recovery effort, and rebuilding communities after acts of terrorism,
natural disasters, or other emergencies. Corresponding metrics include
reducing response time for emergency personnel deployment and logistics as
well as reducing recovery assistance delivery costs and processing time. The
following diagram illustrates the alignment between these goals and metrics to
help ensure effective and efficient mission accomplishment. (See Figure 3).

DHS Gouls

isiance ot 1h

Figure 3: DHS Mission and Response and Recovery Goals and Metrics

Although Office of Management and Budget Circular A-11 directs that
component agencies create their own strategic plans linked to overarching

SPublic Law 103-62.
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departmentwide plans, FEMA has not updated its strategic plan to reflect its
integration into the DHS organization.” FEMA developed its strategic plan
prior to implementation of the Homeland Security Act and the creation of
DHS. DHS has established specific metrics for response and recovery
response time, customer satisfaction, program delivery cost, and disaster
assistance cycle time. However, as demonstrated in Figure 4, FEMA’s
strategic plan fails to identify such metrics, and therefore is not in line with
DHS direction.

DHS FEMA
Response Metrics

Response Time < N Alaned N Response Time Metric
i s P

Recovery Metrics

7 P . e,
<0 MptAdigaed O Castomer Satisfaction
- (Mo Specific Metrics)

Customer Satisiaction

Program Delivery Cosy = Nmaligeed 4 No Defivery Jost Metries

ideniifies Need for
Moz Aligned /f‘ Performance Standards
’ (Mo Standards Defined)

Disaster Assistance
Cyele Time

S

Figure 4: DHS and FEMA Response and Recovery Metries Not Aligned

A planning official said that FEMA uses both the DHS strategic plan and
FEMA’s outdated pian. Use of both plans may lead to ambiguous guidance
and direction. For example, the two plans identify different metrics to
measure improvement in the federal government’s ability to respond quickly
when states are overwhelmed by a disaster. The DHS plan sets the goal of 12-
hour response time for emergency response teams and 24-hour logistics
response time by 2009. In contrast, FEMA’s plan establishes a goal to
respond concurrently to four catastrophic and twelve non-catastrophic
disasters by 2008. Although it began updating its strategic plan in mid 2004
to reflect the organizational changes and new performance expectations,

* Circular A-11, Part 6, Preparing and Submitting a Strategic Plan. Executive Office of the President, Office of
Management and Budget, June 2005.
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FEMA put the updates on hold due to the need to shift resources to the 2004
hurricane response and recovery activities.

Further, the misalignment of DHS and FEMA strategic plans complicates
efforts to link IT initiatives to overarching mission direction. According to
the Paperwork Reduction Act’ ? and the supporting Office of Management and
Budget Circular A-130"!, each federal agency is required to develop an
Information Resource Management Plan to demonstrate how IT management
activities help accomplish an agency’s mission. The EP&R CIO
accomplished an important step by implementing FEMA’s first IT strategic
plan for FY 2005. However, the CIO’s IT plan maps to FEMA’s outdated
strategic plan rather than to the more recent DHS strategic plan. For example,
the IT plan identifies six strategic management initiatives, which it aligns to
the goals identified in the FEMA strategic plan; however, the initiatives do not
align completely to goals and metrics identified in DHS level planning. Asa
result, the initiatives defined by the CIO organization may not support the
achievement of the response and recovery goals and metrics established by
DHS.

Performance Data Not Available from Systems

Federal regulations, including the Paperwork Reduction Act, require agencies
to use information resources to improve the efficiency and effectiveness of
their operations to fulfill their missions. However, EP&R’s IT systems do not
provide the data needed to support the response and recovery metrics
established by DHS effectively. Some of the metrics are IT-dependent, reliant
upon autornated systems to capture quantifiable information with which to
measure performance in specific response and recovery activities. Where IT
systems do not provide the data for measuring performance, it is not possible
successfully to measure progress toward the achievement of specific goals,
and ultimately the agency’s mission.

Response Metrics

With regard to disaster response, DHS” strategic plan identifies specific
performance indicators, such as the time it takes to deploy personnel and
assets to aid in a disaster. In 2004 DHS allotted 72 hours for providing both

¥ Public Law 104—13, May 22, 1995.
" Circular A-130, Memorandum for Heads of Executive Departments and Establishments, Management of Federal
Information Resources, Executive Office of the President, Office of Management and Budget, February 8, 1996,
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emergency teams and essential services'” to disaster areas; DHS expects 1o
significantly reduce this response time by 2009. The following diagram
illustrates DHS’ performance objectives for FEMA response time. (See
Figure 5).

Figure 5: DHS Target Response Metrics

However, measuring response time and progress toward achieving DHS
targets is problematic. FEMA’s systems for personnel deployment and
logistics do not easily track performance information. ADD, for example,
does not capture data on how long it takes for emergency personnel to arrive
at a disaster site. In other words, the system does not have a “stopwatch” to
measure the elapsed time between contacting personnel of their need to
deploy and their ultimate arrival at a disaster scene. Currently, program
officials must review information manually tracked either on paper or on
spreadsheets to determine response time, a very inefficient process. EP&R
plans to develop a new deployment management system to address this issue.

Similarly, LIMS IiI provides no tracking of essential commodities, such as ice
and water, needed by disaster victims. As a result, FEMA cannot readily
determine its effectiveness in achieving DHS’ specific disaster response goals
and whether or not there is a need to improve. FEMA 1s currently working to
establish a baseline for average response time in providing essential services,
beginning in 2006. FEMA officials said that they are pilot-testing a Total
Asset Visibility system to track shipment and distribution of essential
commodities such as ice, water, and food.

Essential services are generally defined as life-saving commodities and emergency supplies including water, food, ice,
medical supplies, mobile homes, travel trailers, or other housing options.
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Recovery Meirics

With regard to disaster recovery, DHS’ strategic plan identifies specific
measures for delivering services to disaster victims. Although no baselines
are available on the average cost or cycle time for providing assistance, DHS
expects to reduce these averages by several percentage points by 2009. The
diagram below identifies the performance goals for 2009. (See Figure 6).

Figure 6: DHS Target Recovery Measures

However, such goals are futile without effective means to accomplish them.
Currently, EP&R IT systems provide limited data to measure recovery
assistance performance. For example, EP&R’s Recovery Division is using
IFMIS to capture unit cost data on recovery assistance. However, according
to several FEMA officials, this data is not available at a single point in IFMIS
and must be manually calculated. Compiling this data requires significant
time, effort, and resources because information for establishing unit costs for
rent, IT, security, and other elements is pulled from different systems and
files.

Similarly, FEMA is working to establish a baseline for the average cycle time
from a victim’s initial registration until disaster assistance payments are
issued. Program officials said that, although NEMIS collects information on
cycle time, this information is not readily or routinely avatlable. These
officials said that they must request EP&R’s IT division to access the system
and compile weekly ad hoc reports to provide the information. Program
officials said that additional information on subcomponents of the cycle ume
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would be useful, such as how long it takes a victim to register or get an
inspection after registration.

Officials in EP&R’s Recovery Division said that they are working to establish
baselines this year against which to measure progress in reducing cost and
time for delivering individual and public assistance. However, until FEMA’s
systems can capture the underlying performance data, the agency will be
unable to do so.

Challenges in Aligning IT with Evolving DHS Direction

In addition to addressing the need to align its strategic and IT planning with
DHS direction, EP&R faces the challenge of integrating its emergency
management approach with several emerging departmentwide initiatives.
Specifically, DHS implementation of the National Response Plan and the
National Incident Management System created new requirements that wiil
affect IT systems and processes. Additionally, the DHS Chietf Financial
Officer’s efforts to provide integrated resource management must be taken
into consideration as EP&R moves forward in its approach to managing IT.

Impact of the National Response Plan and National Incident Management
System on EP&R IT

The National Response Plan provides the framework for federal coordination
with state, local, and tribal governments, as well as the private sector during
disasters. DHS implemented the National Response Plan in December 2004,
according to the Homeland Security Act of 2002 and Homeland Security
Presidential Directive 5.7 The National Response Plan consolidates existing
federal government emergency response plans into a single, coordinated plan
to manage disaster response and recovery, This consolidated plan replaces the
Federal Response Plan, which FEMA previously used as the basis for
organizing its response and recovery operations. The new plan introduces
changes to the organizational structure for disaster management operations,
and will require software code updates to information systems.

For example, the NEMIS Access Control System assigns access rights to users
based on positions within the organization structure, which are defined in the
former Federal Response Plan. Moving to the National Response Plan has
changed this organizational structure and, consequently, affected NEMIS
Access Controls, requiring that new roles and rights be added to the system

" “Management of Domestic Incidents,” Homeland Security Presidential Directive 5, February 28, 2003.
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before NEMIS can be used to support the plan. One FEMA official was
concerned that there are no funds available for correlating the organizational
changes with IT processes. This official was unaware of any [T involvement
in the National Response Plan development process. Consequently, FEMA’s
IT managers now must identify ways to adapt existing systems (0 meet new
response plan requirements.

In conjunction with the National Response Plan, DHS developed the National
Incident Management System in 2004 to provide guidance, such as common
terminology and organizational processes, to enable first responders at all
government levels to work together effectively during disasters. First
responders include federal, state, local, and tribal governments and private
sector and nongovernmental organizations. The National Incident
Management System policy requires inter-operability of response structure,
equipment, communications, qualifications, and certifications. According to
National Incident Management System gutdelines, maintaining an accurate
picture of resource utilization is a critical component of incident management.
The system requires standardized resource management across various first
responder entities, as well as asset tracking over the lifecycle of an incident.

LIMS 111, FEMA’s current logistics system, does not provide the type of up-
to-date resource management that the National Incident Management System
requires. Resource tracking and management was the source of numerous
problems during the Florida hurricanes, as will be more fully discussed in
later sections of this report. However, not only is LIMS I not integrated with
other systems within FEMA, it does not provide the capability to view and
share resource information across federal, state, and local first responders.
Personnel at nearly all sites that we visited commented on the need for an
improved resource tracking system to support NIMS. A FEMA official said
that system capacity requirements do not reflect the catastrophic magnitude of
today’s threats, and that system upgrades and integration have not kept pace
with recent organizational, business process changes, or operational concepts.

Departmentwide Initiatives Affect EP&R IT

DHS is developing two new departmentwide systems that have implications
for EP&R IT management. Specifically, Electronically Managing Enterprise
Resources for Government Effectiveness and Efficiency, known as eMerge’, is
an ongoing project to consolidate and integrate DHS” budget, accounting and
reporting, cost management, asset management, and acquisitions and grants
functions. In conjunction with eMergez, DHS is also developing a
departmentwide integrated human resource management system, the MAXHR
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project. Taken together, the two projects will affect several of FEMA’s major
response and recovery IT systems. For example, eMergez will affect aspects
of FEMA’s financial system, as well as parts of its non-mission specific
logistics system. Likewise, eMerge2 is likely to have an impact on NEMIS’
grants functionality. Further, MAXR may have a bearing on employee
management and deployment processes currently managed in ADD.

Once fully implemented, eMerge” will likely affect FEMA’s current financial
system, grants management system, and aspects of its non-mission specific
logistics system. Although FEMA officials have actively participated in the
DHS Logistics Steering Committee to define e}\/hn*ge2 development, some
officials have expressed concern that the eMerge® effort does not address
some of their requirements. For example, these officials said that eMerge?
does not consider the complexity of FEMA’s disaster grants programs as
compared with standard grants processing. The limited time and resources to
successfully plan and transition to eMerge” also troubled them. Conversely,
eMerge’ officials expressed concern that FEMA was not open to new ways of
thinking. As FEMA moves forward with improving existing systems and
pursuing new systems development, the EP&R CIO must continue to ensure
that the effects of DHS-wide initiatives, such as eMergez and MAX™®, are
considered and effectively support disaster response and recovery goals.

Recommendation

. We recommend that, in keeping with legislative requirements, the Under
Secretary for EP&R update the FEMA strategic plan to support
achievement of DHS goals and ensure that all FEMA systems provide the
performance data necessary to measure progress toward achieving
response and recovery goals. Subsequently, direct the EP&R CIO to
update the IT strategic plan in line with the updated FEMA strategic plan.

IT User Support Could Be Improved

The EP&R CIO’s office provided significant customer support to IT users
assisting disaster response and recovery efforts related to the 2004 Florida
hurricanes. However, overall systems guidance and training could be
improved. Specifically, EP&R has reasonably up-to-date online systems
manuals, but these manuals are not adequate to support business processes.
Often unaware of the online manuals, field personnel used out-of-date hard
copy guidance to meet their needs. Although a number of users said that
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EP&R training is good, funding restrictions limited the number of personnpel
who received it, resulting in a lack of awareness of how the systems function
and a low comfort level in using those systems. Additional systems guidance
and training for I'T users would provide users with the information they need
to perform their jobs betier,

1T Support During the Florida Storms

The concurrent hurricanes which struck Florida and the Gulf Coast in 2004
pushed FEMA’s IT capabilities to the limit, demonstrating the agency’s
commitment to carrying out its mission regardless of the adversities
encountered and the enormous effort required. Hurricanes Charley, Frances,
Ivan, and Jeanne—all category three or stronger storms—along with Tropical
Storm Bonnie, hit the region in close proximity and within a few weeks of
each other."® Figure 7 illustrates the date and location of these storms, which
collectively created near-catastrophic conditions and caused an estimated $42
billion worth of damage. FEMA defines a catastrophe as an incident which
results in extraordinary levels of damage and almost immediately exceeds
state and local resources and significantly interrupts governmental operations
and emergency services.

Figure 7: Four Category 3+ Hurricanes in 2004

"* The Saffir-Simpson Hurricane Scale defines hurricane intensity using a rating scale of [-53, where 1 is the least intense
and 5 is the most intense. Hurricanes Charley and Frances were category 4 hurricanes, with wind speeds of 131-133
miles per hour. Ivan and Jeanne were category 3 hurricanes at landfall, with wind speeds of | 10-130 miles per hour.
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Under the circumsiances, EP&R CIO IT support staff provided significant
service during the Florida hurricanes of 2004, FEMA IT was tasked to
establish quickly a 200,000 square foot disaster field office—the largest in its
history-—within just seven days. Approximately 2,000 employees staffed this
disaster field office. Previously, a field office of just 400-500 employees was
considered large; accordingly, NEMIS was designed to support a maximum of
three disaster field offices of 150 employees each. (See Figure 8). Significant
IT resources were required to set up phone and data lines and computer
stations, and to manage system access rights for system users. Providing
system and network support for such a large operation proved challenging.

For example, during the hurricanes, NEMIS handled more than one million
requests for disaster assistance in just six weeks. Due in large part to NEMIS
automation, individual assistance was generally provided within 7 to 10 days
as compared to several weeks via the predecessor system. NEMIS and its
support staff were stretched to the limit and demonstrated remarkable
dedication to sustaining operations where systems access and capabilities far
exceeded systerns design. At one point, NEMIS supported 18 call centers,
well bevond its design requirement of three calt centers and 20,000 calls per
day. Overall disaster victim satisfaction with call center service was about 85
percent, despite this large volume of calls.

Figure 8: Disaster Field Office in Orlando, Florida
The national IT helpdesk also provided effective support for FEMA’s disaster

management operations in Florida. During FY 2004, largely due to the
concurrent hurricanes, the helpdesk handled a 50 percent increase in call
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volume, with 33,000 calls received over the course of the year. FEMA
personnel in both the regional and the disaster field offices reported that the IT
help desk at Mount Weather provided excellent support. The helpdesk
supports all areas of IT, including dial-up access, account access for new
users, troubleshooting, and remote access. The views of personnel with whom
we spoke were substantiated by a client satisfaction survey conducted during
2004 by the Customer Care Institute, an external firm specializing in customer
satisfaction surveys. The response rate was 37 percent, or 302 of the 816
clients surveyed. The survey results helped identify current client satisfaction
levels, as well as establish a benchmark for future surveys. According to the
survey, approximately 97 percent of the respondents were satisfied with the
service that they received from the helpdesk, and 46 percent were extremely
satisfied.

Additional IT Guidance and Training Needed

According to Office of Management and Budget Circular A-130, users of
federal information resources must have the skills, knowledge, and training to
manage information resources, enabling the federal government to serve the
public through automated means. According to the Clinger-Cohen Act of
1996," agencies are responsible for ensuring that IT users receive the training
that they need to do their jobs. Although EP&R’s IT technical support
personnel responded effectively to system user needs, especially prior to and
during the Florida disasters, additional guidance and training for system users
is necessary to ensure that users have the knowledge and information
necessary to perform their jobs efficiently and effectively.

Specifically, although the EP&R CIO’s office maintains up-to-date systems
procedure manuals and guidance, such as online job aids, a number of FEMA
field personnel whom we interviewed were not aware of their existence.
Unaware of online resources, users relied on out-of-date manuals or created
their own individual reference documents: two of the three regions that we
visited were using out-of-date, hard copy systems manuals that were still in
draft format.

In addition, the online IT manuals only described the procedures necessary to
complete actions in the systems; they did not contain the business context for
when and why the procedures would be used. This information, provided in
separate manuals created by the program areas, forced system users to refer to

% Sections D and E of Pubtic Law 104-106.
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two different sources to obtain an understanding of how to perform their jobs.
For example, if a manager wanted to create a mission assignment in NEMIS,
that manager would need to refer to a programe-created guide, Mission
Assignment for Managers Student Manual, to understand “when” to create a
mission assignment, and to the online system steps to understand “how” to
create the mission assignment in NEMIS.

Further, system users were not provided with adequate training. EP&R
systems often are custom designed and complex, requiring significant upfront
training to understand how to use them to support emergency management
activities. Regional system users, however, said that new employees often did
not receive training before they were deployed and experienced users did not
receive training when system changes occurred.

An independent coniractor, charged with documenting and evaluating
response and recovery processes during the hurricanes, reported that new
employees were deployed to the disaster site without first receiving system
training. The new employees had to be trained by other FEMA employees
during ongoing response and recovery operations. While training new
employees onsite at times may be the only option, the problem was that they
sometimes relied upon experienced system users that had not received training
on system changes and updates. The users, consequently, were not aware of
all system functions and had a low comfort level in using the systems.

FEMA regional personnel said that a lack of funding was a reason for the
limited NEMIS training. They said that they primarily learned to use the
system through on-the-job training rather than through formal instruction.
This lack of training had an even greater impact on temporary disaster
assistance employees. Sufficient training would have made their work more
reliable and much easier.

Recommendation

2. We recomimend that, in keeping with legislative requirements, the Under
Secretary for EP&R direct the EP&R CIO to ensure that personnel,
through the EP&R training division, receive adequate systems training,
guidance, and communication needed to support disaster response and
recovery activities effectively.
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Systems to Support Response and Recovery Operations Need Improvement

Federal regulations require agency CIOs to promote the effective and efficient
design and operation of major information resources management processes.
They must develop, maintain, and facilitate the implementation of integrated
IT architectures to meet agency missions. The EP&R systems environment,
however, is not integrated and does not support effective information
exchange. Consequently, during disasters, the systems are not able to handle
increased workloads effectively, are not adaptable to change, and lack needed
capabilities. The reactive nature of EP&R’s disaster response encourages
short-term systems fixes rather than long-term IT solutions. Taking the time
to define and document systems requirements fully and evaluate viable
alternatives to its complex, custom designed systems, will enable EP&R to
support its response and recovery operations and meet its mission needs
better.

Unintegrated I'T Environment

EP&R is working to complete an enterprise architecture to govern its IT
environment. Currently, however, its systems are unintegrated and do not
effectively share information. IT officials agree that it is essential to integrate
systems to support mission requirements better, but that decision must be
made in collaboration with the systems owners and program officials.
Linking the systems to state emergency management systems that rely upon
FEMA information to carry out state disaster management responsibilities
would also be beneficial.

FEMA Enterprise Architecture Development is Ongoing

The Clinger-Cohen Act of 1996'° requires the CIO to develop, maintain, and
facilitate the implementation of a sound, enterprisewide IT architecture. An
enterprise architecture provides a blueprint of the hardware, software, and
related policies needed to achieve defined business objectives. Such an
architecture serves as the agency’s road map to future systems development,
network updates or changes, and implementation of key federal requirements.
In 2001, FEMA developed an enterprise architecture document to serve as a
guide to creating and implementing e-government initiatives. This road map
has served FEMA well, documenting both major successes and key initiatives.
For example, a few such initiatives were identified in the 2001 enterprise
architecture and are still operational today. These initiatives include:

'* Public Law 104-106
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s The FEMA website (www.fema.gov), which was developed to share
information on the internet with the public.

» The automation of grants management, which has been added to the
NEMIS system.

¢ The development of a capital planning and investment control
process, which provides guidance for investment in TT.

o The use of wireless technologies to improve mobile computing and
communications support for FEMA operations.

FEMA published its architecture in 2001, but has not fully updated it to reflect
its integration into DHS. FEMA is working to transition this paper-based
document to an electronic format so that it can be easily shared among DHS
officials via the intranet. The EP&R CIO established an Enterprise
Architecture Office in 2003 and hired a Chief Enterprise Architect in 2004 to
help further the progress of FEMA’s enterprise architecture program. The
Enterprise Architecture Office has compieted the “as is” portion of the
enterprise architecture and has begun to use an electronic version to guide
day-to-day optarz:lti(ms.l7 FEMA is currently working to develop the “to be”
portion of the enterprise architecture in line with the DHS enterprise
architecture.'® Without a defined “to be” environment, FEMA is unable to
provide a comprehensive road map for its proposed IT initiatives. These
initiatives include NEMIS web enablement, which involves consolidation of
some of the geographically-dispersed servers, as well as a number of [FMIS
improvements as defined in the system’s 2006 business case.

Additionally, without a complete, communicated, “to be” road map, FEMA
may not be able to address how its initiatives support or integrate with DHS-
wide initiatives. As FEMA works to update its enterprise architecture, it must
also consider departmentwide initiatives, which may impact on its key
response and recovery processes and systems.

Centralization of NEMIS Servers

The Office of Management and Budget Circular A-130 requires agencies to
develop information systems to facilitate interoperability across networks of

" An “as is” enterprise architecture details an organization's mission, organizational structure, business processes,
information exchanges, software applications, and underlying technical infrastructure.

| . . . . . R . . . . s .
¥ A “to be” enterprise architecture describes an organization's desired architecture for meeting strategic goals and future
needs.
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heterogeneous hardware, software, and telecommunications platforms.
However, FEMA’s current server architecture does not effectively support
operations.

When NEMIS was developed, FEMA created a state-of-the-art, distributed
client-server architecture, providing each region with its own set of servers to
support regional operations. However, as system usage has increased FEMA
has recognized the need to move toward a more centralized database structure,
and is in the process of consolidating its data storage systems. Such
centralization would help ensure data consistency, use less bandwidth, and
facilitate backup recovery because the information would be readily available
in one place. Presently, information on regional servers must be replicated
across multiple servers at FEMA headquarters—a process that delays data
exchange and consumes bandwidth. FEMA’s limited bandwidth could better
be used for advanced technologies such as video teleconferencing, which
directly support the agency’s emergency management mission. Although,
EP&R CIO is in the process of centralizing and consolidating servers, as of
April 2005, this process had not been completed. As a result, users continue
to experience slow and sometimes unavailable systems. Additionally, if
systems were to crash and EP&R were required to recover information or data
from backups, it would take as long as a month to complete.

Svstems Integration and Information Sharing Need Improvement

According to the DHS strategic plan, DHS will “lead, manage, and coordinate
the national response to acts of terrorism, natural disasters, or other
emergencies.” To accomplish this, DHS has to bring the right people and
resources to bear where and when they are needed most, as well as provide
integrated logistical support to ensure rapid response and coordination among
federal, state, and local operations centers. However, FEMA’s systems do not
support effective or efficient coordination of deployment operations because
there is no sharing of information.

Specifically, NEMIS-—the system for managing mission assignments—does
not share information with the ADD or LIMS Il deployment systems. When
a disaster occurs, FEMA and state officials must quickly identify the people
and other resources needed to respond to the incident. Information on the
disaster is established in NEMIS, including requests for assistance,
requisitions and commitments for services and supplies, and the initial
allocation of funds. However, FEMA is unable to match automatically the
rnission assignments in NEMIS to cither the personnel deploved through ADD
or to the equipment and supplies dispatched through LIMS TII. To
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compensate, regional staff create and maintain ad hoc databases, spreadsheets,
and paper records to manage deployments. During the Florida hurricanes, for
example, the regional office in Atlanta, Georgia received from 300 to 400
requests for personnel and supplies within a three-to-four-day period. To
respond to these requests, the region improvised by creating a mission
assignment spreadsheet that showed the dates and status of the requests, as
well as the dates and times that the resources would be received. The
spreadsheet enabled the region to coordinate the response and identify those
requests that had been filled and those which remained open.

Further, the lack of integration between ADD and LIMS Il hinders FEMA
from providing the appropriate number and combination of people and
supplies to meet the level of need at disaster locations. Without adequate
coordination, personnel might arrive at a disaster site and be unable to begin
work because the supplies and equipment they need have not yet arrived, or
the supplies may arrive without the necessary people to accept and distribute
them. Generally, to achieve the right mix, FEMA’s Emergency Operations
Center staff laboriously searches throngh ADD to identify available personnel.
Likewise, the Agency Logistics Center must search through LIMS I to
identify available suppiies. This approach was not effective during the Florida
hurricanes when 600 to 800 tractor-trailer trucks of supplies arrived at one
staging area within a 24-to-36-hour period. There were only five people at the
staging area to accept the supplies because their arrival had not been
effectively coordinated with personnel deployments. The truck drivers were
forced to wait at the staging area for hours until the goods could be unloaded
and processed, a costly delay which hampered disaster assistance.

IT officials agree that it is essential to integrate systems to better support
mission requirements, and that this decision must be made in collaboration
with the systems owners and program officials. For example, in response to
our report, the C1O acknowledged the need to upgrade and integrate IFMIS
and FEMA’s deployment systems. Systems integration also should consider
DHS-wide direction and programs, such as eMerge” and MAX"E,

State Stakeholders Request Better System Links

Office of Management and Budget Circular A-130 requires that federal
agencies integrate state and local government requirements with their
information resource management strategies. However, EP&R response and
recovery systems do not share information with those used by major
stakeholders in state governments. States receiving disaster assistance need to
maintain accountability for the federal support they receive. Financial
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information, such as the amount of funds allocated, obligated, and expended
on behalf of the states is available in NEMIS. While NEMIS’ predecessor
system did not provide adequate access or internal management controls, it
enabled state users to access the FEMA system directly from their desktops.
Some states even created automated ways to transfer FEMA information to
their state systems. However, this is no longer possible with NEMIS due to
security requirements that limit state employees’ ability to access NEMIS
from their desktops.

Currently, state users can access NEMIS, but not directly from their desktops.
Instead, states rely upon stand-alone computers and use manual or convoluted
processes to transfer NEMIS information to their state systems. For example,
one state uses five stand-alone computers to access NEMIS via a virtual
private network, which provides a secure, encrypted connection through the
public internet. Users in this state manually re-key NEMIS information into
their state systems. Alternatively, they bypass the virtual private network by
emailing NEMIS information from the stand-alones to their desktops and then
copy the information into the state systems. One user even sent NEMIS
information to a home email address. Both such practices create information
security concerns.

IT Svstems Could More Effectively Support Operations

Because of the unintegrated IT environment, during the 2004 hurricanes,
EP&R systems did not effectively handle increased workloads, were not
adaptable to change, and lacked needed capabilities. Accordingly, FEMA
field personnel developed manual workarounds, adjusted processes, and
created alternative IT methods to supplement existing response and recovery
systems and operations. Consequently, this created operational inefficiencies
and hindered the delivery of essential disaster response and recovery services.

Systems Experienced Difficuity Handline Increased Workloads

FEMA systems were unable to handle effectively the significantly increased
workloads required to support disaster victim application processing during
the 2004 hurricanes. According to FEMA personnel, they lacked email server
space to accommodate messages and reports sent from state and local
emergency centers. If someone did not routinely clear the emails from the
server, 1ts capacity would fill up—sometimes as much as five to ten times per
day—and the system could crash. At one point, the system was down for two
hours at the height of the Florida disasters. Workers could not save or
download documents. Rather than expand server capacity to resolve the
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problem, all workers had to log off of the email server while someone moved
emails from the queue file by file.

Further, the surge of disaster victim registrations resulting from the Florida
hurricanes overloaded NEMIS® main server, pushing the system beyond its
limit. Originally designed to handle a maximum of 20,000 disaster victim
registrations a day, during a four-month period from August to December
2004, NEMIS registrations far exceeded these limits during peak periods,
reaching over 40,000 on some days. The total number of disaster victim
registrations processed during the four-month period of the Florida hurricanes
was 1,745,183, The volume of transactions and the number of personnel
managing these registrations significantly slowed down the system or made it
unavailable for use during peak operations.

Although EP&R CIO staff worked to keep the system operational by
increasing systemn memory, NEMIS’ main server became overloaded, the
system froze, and unplanned system restarts were necessary. Users were
unable to perform their jobs in the system and consequently reverted to paper-
based methods. When NEMIS’™ main server went down, approximately 2,000
IT users were kicked out of the system for as long as 20 to 30 minutes at a
time. FEMA personnel accepting victim registrations had to record the
information manuaily and wait to register the victims in NEMIS when the
system was functional again. Additionally, FEMA personnel lacked the up-
to-date NEMIS information needed to answer disaster victim inquiries when
they called the National Processing Service Center for assistance.

As part of our review, we requested system performance reports from the
EP&R ClO’s office to determine how the systems performed during the
hurricane response. However, the CIO office did not have a standard process
in place to produce system performance reports. Instead, it had to complete a
manual analysis of raw data to provide performance data for only one of
NEMIS’ key servers. The CIO office stated that it would take several months
to supply performance information for all of the other servers, Although the
(IO office can monitor central processing unit and hard drive space
availability on a real-time basis, it does not have a tool that can show system
performance over time. Without such a tool, it is difficult for FEMA to
identify system performance problems and take corrective actions to address
them.

Given the problems experienced during the 2004 hurricane response and

recovery season, a number of FEMA officials expressed concern about not
only NEMIS’ current capabilities, but also its capacity to support future
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dramatic increases in workload. Even the engineers responsible for designing
and developing NEMIS questioned whether the system could consistently
manage workloads resulting from multiple, concurrent disasters. Although
the Florida hurricanes entailed one of the largest response and recovery efforts
in FEMA’s history, workload volumes from multiple, large disasters in the
future could far exceed the systems processing levels required to manage the
2004 incidents.

Systems Are Old and Not Adaptable to Change

FEMA'’s response and recovery applications are custom designed, complex,
outdated, and difficult to adapt to changing user needs. As a result, during
disaster response and recovery operations, FEMA has had to adjust its
processes to overcome the systems limitations. For example, ADD was
designed in such a manner that it cannot be easily updated. Currently, it is
difficult to enter into ADD the financial information necessary to issue credit
cards, commonly known as “supercards,” for emergency response personnel.
As a result, FEMA officials created separate, stand-alone databases to track
the financial information rather than submit their ADD change requirements
to the CIQ’s office for implementation.

Further, the mail-processing center at the National Processing Service Center
in Hyattsville, Maryland, was unable to handle the surge in letter production
required during the Florida hurricanes. FEMA employees select and print
batches of letters to the victims, categorized by different disaster situations.
However, this process became difficult during the 2004 hurricanes because of
the increased volume of letters that had to be prepared. No provision had
been made for surge printing capability.

CIO officials worked to address the letter generation problem. After 7 to 10
days of effort, they succeeded in improving the system code, helping to reduce
the print backlog. However, a contractor later examined the system code and
found it to be extremely complex, requiring 20 pages of code to print what
newer, more efficient code can do in one line. The contractor recommended
rewriting the code; the NEMIS development team currently is investigating
ways to address this issue.

In addition to revising the system code to address the print backlog, FEMA
changed the business process, instituting a workaround that involved creating
one standard letter to send to all disaster victims. The standard letter helped
speed up the victim notification process. However, the letter was too generic,
did not provide victims the information they needed, and did not clearly
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specify what assistance they could expect from FEMA and when 1t might be
available. Confused, the victims called National Processing Service Center
representatives for clarification. This created additional burdens as the Center
was already overloaded with increased workloads, high call volumes, and
slow and crashing systems.

Reporting Challenges

Response and recovery program personnel said that some FEMA systems did
not provide useful reports regarding ongoing operations. They said that the
standard reports that NEMIS and IFMIS generated were long and did not
contain specific information, in the right format, to meet their needs. For
example, when a grant report is requested from IFMIS, the product includes
all grants instead of identifying specific grant information. Because the
reports provided were not useful, FEMA regional offices copied data from the
systems and loaded it into spreadsheets and databases so that they could create
their own reports. The spreadsheets and databases were not standardized
across all regional offices, were not connected with the response and recovery
systems, and were not centrally backed up. As a result, regional offices did
not maintain consistent information that could be rolled up to the national
level.

In addition, requested reports were not timely. At one point in the Florida
operations, Individual Assistance Program personnel received a report six
days after it had been requested. As a result, 200-300 disaster assistance
employees were hindered in their efforts to assist more than 200,000 disaster
victims who had requested temporary housing assistance. Without the reports
to provide the names and contact information of eligible victims, FEMA was
delayed in locating victims to deliver assistance. Other system users said that
IFMIS reports take so long to run that they regularly leave the system on over
night to produce them. Alternatively, users copy system information, such as
financial transaction data, mission assignments, vendor information, and
action tracking request forms, onto spreadsheets or databases to access and
manipulate the needed data more easily.

Real-Time Resource Tracking Issues

During the 2004 hurricanes, FEMA systems did not provide staff with real-
time capabilities for tracking deployments of personnel, equipment, and
supplies. For example, ADD did not allow FEMA regional staff to keep track
of emergency response personnel sent out to provide assistance at disaster
locations. Although ADD contained much of the personnel deployment
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information, it did not provide a consolidated view so that regional staff could
determine:

*  Who had been deployed to the disaster sites;
Who was en route, but had not yet arrived;

*  Who had been sent by FEMA headquarters, but had not been entered
into ADD; and,

* Who had arrived at the disaster sites and whether or not they had
checked in with the region.

To gain a complete picture of where people were during the hurricanes, the
regional deployment coordinator developed a custom database that contained
all of the information available and used it to prepare daily reports. Although
the reports tracked the “daily” status of people, they did not provide real-time
information, potentially placing emergency personnel at risk. For example,
when FEMA ordered an emergency evacuation of Orlando, Florida, its
regional staff could not obtain from ADD an up-to-date list of deployed
personnel and their exact locations. Regional staff had 11 hours in which to
manually compile the information, and identify and contact the approximately
200 response and recovery personnel deployed to that area. Fortunately, in
this instance, the evacuation was successful. However, the ability to track
deployed personne! on a real-time basis is a critical factor to ensuring
personnel safety, especially during catastrophic events. According to FEMA
officials, the Response Division, which is responsible for ADD, is in the
process of developing a replacement for the deployment system.

FEMA cannot use LIMS I for real-time tracking of emergency equipment
and supplies deployed to disaster sites. LIMS I is essentially an inventory
system used to manage equipment and accountabie property, such as cell
phones or pagers. LIMS IiI contains information on the number of items
available and where they are located. However, once the items are identified
for deployment, LIMS I does not indicate when they will be shipped and
when they should arrive. To compensate, emergency personnel in Florida
said that they tracked items on a spreadsheet and spent a sigmficant amount of
time calling trucking companies to determine the status and projected arrival
times of in-transit goods.

Further, LIMS I does not effectively track the exact location of equipment
and supplies after they have been issued. FEMA officials said that they do not
use LIMS III to issue accountable property during emergency situations,
because it takes too long. For example, although accountability property
officers made electronic records in LIMS III of bulk goods received during the
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Florida hurricanes, these officials used hand receipts to distribute quickly the
property to those who needed it. Typically, these transactions were not
entered into LIMS TIT until as many as ten days later, so the system did not
maintain an accurate, real-time inventory of the property on hand. Similarly,
when Florida requested 500 cell phones, the phones were issued using hand
receipts—not through LIMS [II. FEMA officials said that it later required
about ten minutes to enter the information from the hand receipts into LIMS
IIT for each of the phones issued.

In addition, LIMS TII does not track critically needed commodities, such as
water, ice, or tarps. Instead, emergency coordinators use spreadsheets to track
these goods outside of LIMS III. An Atlanta regional official said that this
significantly increased the workload of the regional operations center. This
also required the assignment of additional personnel to obtain the status of
deployed commodities and complicated emergency response planning and
coordination.

For example, during the 2004 hurricanes, the State of Florida requested ice
and water via action request forms. Hard copy mission assignments were
completed, and the regional operations center used them to assign the request
to the U.S. Army Corps of Engineers. The regional operaticns center tracked
the mission assignments via spreadsheets because FEMA does not have a
system to track deployed commodities. When asked about delivery status,
U.S. Army Corps of Engineers officials could only tell center officials that
they were en route with the items. After the items were received onsite, an
accountability property officer faxed copies of the paper receipts to the center.
This was a time consuming and resource intensive process. In one instance,
approximately 1,500 tractor-trailers delivered commodities to a staging area.
(See Figure 9). The accountability property officer had to survey the area,
manually inventory the commodities received, and email that inventory
information to the regional operations center. Because there was no
automated way to coordinate quantities of commodities with the people
available to accept and distribute them, millions of dollars worth of ice was
left unused at staging areas in Florida; and, about $1.6 million worth of
leftover water had to be returned to the warchouse for storage.
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Figure 9: Tractor Trailers Pick Up Supplies For Disaster Victims

FEMA officials said that they are currently pilot-testing a Total Asset
Visibility System to track shipment and distribution of essential commodities
such as ice, water, and food. Such a tracking system should provide FEMA
with the capability to track assets real-fime, across federal, state, and local
organizations.

Management Practices Contribuie to Systems Operations Problems

FEMA’s disaster response culture has supported the agency through many
crisis sitvations, such as the 2004 hurricanes. However, its reactive approach
encourages short-term systems fixes rather than long-term solutions,
contributing to the difficulties that FEMA encounters in efficiently and
effectively supporting response and recovery operations. Without taking the
time to tully define and document systems requirements, it is difficult for
FEMA to evaluate effectively viable alternatives to its custom designed
systems. Further, the reactive manner in which IT systems are funded and
implemented has left little time for proper systems testing before they are
deployed.

NEMIS Reguirements Not Consistently Updated

Office of Management and Budget Circular A-11 directs agencies to reduce
project risk by involving stakeholders in the design of IT assets. Users can
play an important role in helping to define systems requirements o meet
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mission needs. FEMA’s approach to defining requirements to support
development of its principal disaster management system has not been
etfective, however. When the CIO office began to develop NEMIS in 1995,
the office documented a set of system requirements. But, an EP&R CIO
official noted that headquarters personnel were usually responsible for the
requirements definition process and that not all of FEMA’s stakeholders were
involved. Consequently, once NEMIS became operational, the system
automated a process that did not reflect how FEMA personnel actually behave
during disasters. To address this disparity, the EP&R CIO office had users
come in after the initial release of NEMIS to look at each individual module
and suggest system changes.

Lacking an effective means to provide input to NEMIS development, users
have been forced to tely on systems that do not effectively meet their
requirements, modify their processes, or resort o manual workarounds. For
example, after an incident occurs, regional officials are supposed to use
NEMIS’ preliminary damage assessment module to evaluate destruction and
losses due to disasters, and subsequently submit that information to
headquarters, along with state requests for federal assistance. However, a
regional official said that emergency personnel do not use this module to the
fullest extent possible. Instead of directly entering the damage assessments
into the system, emergency personnel collect and fax the information for
review and consideration. The official said that it is easier and faster to
submit the damage assessments in hard copy than use the poorly designed
NEMIS module.

The EP&R CIO now recognizes the need to improve efforts to reach out to IT
users across the directorate and has established forums for discussing and
defining system requirements. For example, the EP&R CIO office has
assigned each system a customer advocate and a program manager from the
various program areas. Program officials approve the requests for systems
changes and provide them to [T personnel for further review. IT personnel
then discuss how proposed systems changes will be implemented. A policy
steering committee, consisting of managers from FEMA headquarters, defines
the business processes that are echoed in the technical systems requirements.

Further, the EP&R CIO has proposed updating NEMIS requirements to
support the proposed eNEMIS initiative. In commenting on this report, the
EP&R CIO discussed plans to elicit broad stakeholder participation in the
requirements definition process for the e-NEMIS initiative. Broad stakeholder
participation in the requirements definition process will be essential to deliver
a web-based NEMIS to meet varied user needs.
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However, FEMA officials have not maintained a record of changes to systems
requirements nor have they developed an up-to-date NEMIS requirements
document. One EP&R CIO staffer said that they have limited funding; when
the budget gets pressed, it is always the “overhead” or administrative
activities, such as updating requirements documentation, which are bypassed.

Alternatives Analvsis Needed

Office of Management and Budget Circular A-130 encourages agencies to
consider various options for providing automated systems to meet their
mission needs. However, by not taking the time to fully define and document
systems requirements, it has been difficult for FEMA to evaluate viable
alternatives to the highly complex, custom designed systems that it relies upon
to supportt disaster response and recovery operations. Because these systems
have carried FEMA through its responsibilities over the years, senior IT
officials said that they have made little effort to evaluate off-the-shelf
products to determine if there is a simpler, commercially available, and
possibly more effective IT alternative. FEMA’s Business Year 2006 business
case submission to the Office of Management and Budget for NEMIS
improvements also indicates a lack of alternatives analysis,

Members of the EP&R CIO office speculated that off-the-shelf products
would likely not meet their needs during peak emergency operations. For
example, according to a recent business case for the next generation of
NEMIS. there is no plan to perform an analysis of alternative off-the-shelf
products or other department systems. The NEMIS requirements document is
not up-to-date, and user input to those requirements has been limited. NEMIS
is a tool that stretches across multiple business functions; only by having a
complete set of documented system requirements for each of these functions
will the EP&R CIO be able to determine if alternative products can or cannot
fulfill requirements.

In addition, officials in one state agency increasingly have become aware that
the federal government cannot compete with the private industry on
developing systems. According to this state agency, private industry is
developing multiple systems to support emergency management operations.
However, because federal systems do not always use the most up-to-date
technology, it is becoming more difficult for state agencies to share
information with the custom designed federal systems as states upgrade their
own off-the-shelf systems.
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Lastly, some users said that if FEMA had adopted an off-the-shelf product
instead of NEMIS, it would have the additional functions that they need. For
example, multiple off-the-shelf enterprise resource planning systems
developed by the private sector could possibly support coordination of
response and recovery activities. Once FEMA has completely defined all
business requirements, it will be in a better position to evaluate available
commercial products.

Reactive IT Implemeniation to Meet Expedited Requests

Federal regulations require that agencies plan in an integrated manner for
managing [T throughout its life cycle. However, EP&R’s tendency to rush
systems acquisition to meet immediate needs has encouraged ad hoc
development and implementation of IT programs, which has contributed to
many systems integration and performance problems. The EP&R CIO budget
in FY 2004 was approximately $80 million. About 90 percent of that amount
was earmarked for operating and maintaining existing systems, leaving only
10 percent for new IT initiatives. Consequently, the CIO is dependent on the
program offices for any new systems funding.

EP&R has documented plans which propose initiatives and priorities for
strategic implementation of long-term IT solutions. However, the program
offices in many cases are the owners of the systems, typically do not fund the
long-term strategic IT initiatives, and take a cursory approach to short-term
systems acquisition. They often do not authorize or fund IT initiatives until
disasters occur and specific systems needs become critical. The CIO is
working to implement a process for reviewing and approving capital
investments—including IT investments—to prevent this from repeating. Until
this process is fully implemented, however, the CI1O has no means of ensuring
that IT investments are well-integrated or aligned with mission needs.

For example, nine months prior to the 2004 hurricanes, FEMA’s recovery
program offices provided funding to develop and implement an online
registration capability for NEMIS. The online system is to allow disaster
vietims to submit claims via the internet without having to call the National
Processing Service Centers. When the 2004 hurricanes occurred, the number
of disaster victims registering for assistance increased significantly, thus
overloading systems and staff of the National Processing Service Centers.
The EP&R CIO was able to deploy the online registration system a full three
months earlier than initially planned. However, an EP&R CIO official
involved in development of the online systems said that its implementation
did not follow standard change management or configuration management
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processes. Failing to follow such processes ultimately leads to systems
availability problems. The Gartner Group, a leading provider of IT industry
research and analysis, reported that 80 percent of unplanned systems
downtime is caused by people and process issues, including poor change
management practices. Enterprises which have established strong change
management practices typically have the highest levels of systems
availability."”

Additionally, according to regulations, agencies are responsible for ensuring
effective and efficient operation of I'T equipment before it is implemented.
This entails proving that new systems function in a “production-like” test
environment to ensure that the IT applications work properly and contain
needed safeguards. However, in addition to its rushed systems acquisition
approach, the EP&R CIO does not have a test environment to match the real
systems environment, and does not always adequately test systems prior {0
release.

For example, the online NEMIS registration capability did not have a name
check function to ensure the validity and existence of the individuals filing
claims. Also, the online system did not have controls to prevent one
individual from generating multiple claims at the same time, even though the
technology to prevent this from occurring already exists. One FEMA official
was aware of six false claims made online. Proper testing of the online
system likely would have disclosed this lack of system coantrols, leaving
FEMA less susceptible to such fraud. FEMA officials said that they are in the
process of acquiring the identity proofing, authentication, and prevention
capabilities needed to mitigate these risks.

Further, a FEMA testing team lacked adequate requirements to support testing
of a new fire grants system. When it updated the production environment
with the new system code, the system automatically sent multiple print jobs
across the network, clogging up the system, and taking bandwidth away from
emergency personnel who needed it.

" NSM: Often the Weakest Link in Business Availability, Gartaer, Inc., July 3, 2001.
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We do not agree with the EP&R CIO’s response. First, it should be noted that
during the audit we met with FEMA’s strategic planning unit, as well as with
other program officials to discuss the agency’s planning activities. Based on
these meetings and our review of supporting documentation, we devised
findings and recommendations regarding the need to update the strategic plan
and establish better linkages between it and the IT plan. At the May 17, 2005,
audit exit meeting where we discussed a preliminary draft of the report, EP&R
CIO officials did not address our conclusions or recommendations regarding
strategic planning. Indeed, one FEMA official conceded that the lack of
alignment in strategic planning likely was due to creation of the EP&R
directorate and FEMA’s transition into the department—events over which
they had little control.

Second, with regard to the EP&R CIO’s concern about the overall tone of the
report, we made considerable efforts to revise the report based on comments
that EP&R CIO officials provided during our audit exit meeting and their
review of a preliminary draft of our report pursuant to that meeting. In
response to the EP&R CIO’s formal written comments, we have assessed the
tone of the report and made additional changes where appropriate. Still, a
number of the IT issues we raise, such as the lack of systems integration and
challenges in handling processing workloads, are not new, dating back to well
before the current EP&R administration and FEMA’s integration into DHS,
and were consistently evidenced or voiced to us by EP&R officials and
systems stakeholders during our audit. We acknowledge in the report the
various instances where EP&R is working to address such issues; our
recommendations are intended to encourage continued progress and
improvement in these areas.

Third, we believe that the EP&R CIO incorrectly equates the agency’s ability
to meet the disaster management challenges to date with effective and
efficient IT management. While we state in our report that EP&R was able to
get through the 2004 hurricanes, often experiencing significant achievements,
high customer satisfaction, and high volume processing, we also recognize
that FEMA’s accomplishments were not necessarily because of its IT systems,
but often in spite of them. Users across EP&R consistently told us that they
did not use the headquarters-supplied systems, but instead relied upon
alternative methods, such as creating ad hoc spreadsheets and databases or
resorting to manual methods, to perform their jobs, Where IT systems were
used, they often did not operate effectively. For example, systems were slow,
froze, or lacked server space or memory due to the dramatic increases in
systems users and processing workloads during the 2004 hurricanes. The
EP&R ClO’s own FY 2005 strategic plan also states that during the
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hurricanes, “both NEMIS and its support staff were stressed to the limit and
that Herculean efforts were required to meet demands that exceeded several
design requirements by an order of magnitude.” The tremendous effort
required to meet the 2004 challenges logically evokes questions about the
ability of FEMA’s [T systems to prevail in supporting future disasters.
Indeed, senior officials and a lead engineer for one of FEMA’s primary
systems repeatedly shared with us concerns about the system’s ability to
withstand potential multiple or catastrophic events.

Fourth, given the IT issues expressed above, we believe that the EP&R CIO 1s
not justified in referring to EP&R’s “highly performing, well managed and
staffed IT systems” and that our overall message that IT could be better
managed is warranted. Though the EP&R CIO suggested in his comments
that a review with him, “may clear up some of the obvious inaccuracies,” it
should be pointed out that we maintained ongoing communications with the
EP&R CIO’s office during the course of our audit. For example, as requested,
we met on a monthly basis with the EP&R CIO, or representative staff when
the EP&R CIO was unavailable, to discuss audit progress, IT issues, and
potential findings. In addition, as discussed previously, we held an audit exit
meeting with the EP&R CIO and key IT officials, providing, as a courtesy, the
opportunity to submit informal comments on a preliminary draft of our report,
which served as input to the draft subsequently distributed for formal written
comments.

The EP&R CIO neither concurred nor non-concurred with our
recommendations, but instead provided additional detailed comments and
information to update or supplement issues we outline in our report. The
following discussion provides our evaluation of each of the EP&R CIO’s
additional comments.

FEMA'’s Support for DHS Strategic Goals: The EP&R CIO provided a
number of comments on our treatment of FEMA strategic planning issues, and
these are discussed below:

e  We disagree with the EP&R CIO’s statement that our conclusion that
“FEMA does not support DHS” strategic goals” is based on what the CIO
calls a “misunderstanding of the relationship between FEMA’s plans and
metrics, and those of DHS.” Our audit did not seek to analyze
comprehensively FEMA’s strategic planning processes. Rather, our
objective was to review EP&R’s approach for responding to and
recovering from incidents. In this context, we examined the strategic and
IT plans in place to determine whether they are appropriately linked to
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support an alignment between DHS, FEMA, and response and recovery IT
initiatives. Our review showed clear disconnects among the planning
documents. Specifically, FEMA’s strategic plan was created prior to the
agency becoming part of DHS, has not been updated since then, and
consequently does not align with specific response and recovery metrics
outlined in DHS’ plan. We reviewed FEMA’s IT strategic plan to
determine whether technology approaches and initiatives support response
and recovery mission goals and found that the IT plan is based on
FEMAs outdated strategic plan, As such, we recommended that both
FEMA'’s strategic and IT plans be updated.

s (Contrary to the EP&R CIO’s statement, we neither assume nor state in our
report that FEMA'’s strategic plan is the only mechanism to ensure
alignment of FEMA plans and programs with DHS goals and objectives.
As stated above, we focused on FEMAs strategic plan, because the EP&R
CIO office identified this plan as the basis for IT planning and direction.
Further, according to the Government Performance and Results Act of
1993, performance-based management and budgeting must begin with an
overarching strategic plan, As a result of our review, we identified
misalignments between DHS™ and FEMAs strategic planning documents
that we would be remiss in not discussing in our report. We did not seek
to analyze FEMA’s overall strategic planning process, or any of the other
planning, programming, budgeting, and execution processes that the
EP&R CIO identified. Such processes were outside of the scope of our
audit.

s We neither dispute nor discuss the EP&R CI0’s assertion that the goals
and metrics identified in DHS’ strategic plan were written by FEMA.
Again, our infent was to point out disconnects between DHS’ and FEMA's
strategic planning documents and the need for FEMA updates to better
support IT planning. Nonetheless, we have revised our report to state that
FEMA not only participated in working groups to help develop the DHS
plan, but also defined and owns the response and recovery goals and
metrics outlined in the DHS plan.

»  We believe that the EP&R CIO’s statement that some information in
FEMA'’s strategic plan has been outpaced by events helps support our
argument that the plan is outdated and needs to be revised. Even though
the main body of FEMA's strategic plan may remain applicable since the
agency has become part of DHS, updating the plan as we recommend will
help ensure that the FEMA and DHS plans do not conflict, but also
support each other. We have revised the language in our report to clarify
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our concern that use of the two plans as they currently exist could lead to
ambiguous guidance and direction.

*  We agree with the EP&R CIO’s statement that FEMA came into the
department as a whole and that its mission was not dramatically altered,
although the transition into DHS brought a new focus to the agency’s
activities. Our report does not contest the continuity of FEMA’s all-
hazard response and recovery mission in the context of the new
department. Rather, our report recommends that FEMA update its
strategic plan to reflect this organizational realignment, support
achievement of DHS goals, and provide updated guidance on which to
base IT planning.

*  We believe that FEMA’s acknowledgement that it postponed a review of
its strategic plan due to the demands of the 2004 hurricane season sapports
our argument that the plan is outdated and needs to be revised. We stand
by our assertion that the plan is outdated, however, not from a calendar
standpoint, but rather in the sense that it does not align with DHS’ plan
and reflect FEMA’s integration into the new department. We recognize in
our report that the schedule for updating the plan has been postponed due
to events such as the 2004 hurricanes. Recommendation 1 is intended to
encourage FEMA to proceed in updating the plan so that the document
may serve as a useful and current guide to support I'T planning.

FEMA’s Participation in DHS Strategic and Performance Planning: We
accept FEMA’s suggestion that we revise our report to reflect the relationship
between FEMA and DHS in establishing performance goals and metrics. As
previously stated, we have revised our report to indicate that FEMA not only
participated in working groups to help develop the DHS plan, but also defined
and owns the response and recovery goals and metrics outlined in the DHS
plan.

OMB Guidance on Linking Department and Component Plans: We disagree
with the EP&R CIO’s statement that the report incorrectly cites OMB Circular
A-11 as guidance for agencies to create their own strategic plans linked to
overarching departmentwide plans. Section 210 of Circular A-11 states that
an agency'’s strategic plan provides an overarching framework, keying on
those programs and activities that carry out the agency’s mission. The
circular states that although a single plan should be submitted, the Results Act
allows an agency with widely disparate functions to prepare several strategic
plans for its major components or programs. In these instances, an overview
that brings together the component plans is prepared. In line with these

Emergency Preparedness and Response Could Better Integrate Information Technology
with Incident Response and Recovery

Page 38



requirements, DHS’ strategic plan constitutes a single framework for
consolidating the missions, goals, and objectives of its 22 agencies in a joint
strategy for securing the homeland. As one of the legacy agencies, FEMA’s
strategic plan necessarily should link to the overarching DHS plan. We have
revised our report to clarify these requirements.

Contflicting Guidance and Direction: We agree with the EP&R CIO regarding
the potential for misconstruing our statement that a planning official’s use of
both DHS® and FEMA’s strategic plans results in conflicting guidance and
direction. We have revised this language to show that the potential for
conflicting guidance and direction is our conclusion, and not attributable to
the planning official. We also have revised the wording in the relevant section
of the report to ensure consistency with our executive summary.

IT Strategic Plan Alignment with the DHS Plan: Contrary to the EP&R CIO’s
assertion, our report neither contests nor discusses alignment of FEMA’s IT
strategic plan with DHS CIO Council priorities. While we commend FEMA’s
cooperation with the CIO Council, we did not include this issue in our audit,
The strategic planning portion of our report is merely intended to emphasize
that, despite federal guidelines, FEMA has not aligned its strategic and IT
plans with the overarching DHS strategic plan.

Handling Workloads during the 2004 Hurricane Season: We disagree with
the EP&R CIO’s assertion that FEMA would not have been able to
successfully handle the increased workload during the 2004 hurricane season
if the agency were experiencing the various [T problems that we outlined. As
previously indicated, we believe that the EP&R CIO incorrectly equates the
agency’s ability to meet the disaster management challenges to date with
effective and efficient IT management. While we state in our report that
EP&R was able to get through the 2004 hurricanes, we also recognize that
FEMA’s accomplishments were not necessarily because of its IT systems, but
often in spite of them. Users across EP&R consistently told us that they did
not use the headquarters-supplied systems, but instead relied upon alternative
methods, such as creating ad hoc spreadsheets and databases or resorting to
manual methods, to perform their jobs. Where IT systems were used, they
often did not operate effectively.

Enterprise Architecture: We disagree with the EP&R CIO’s assertion that we
incorrectly reported on EP&R efforts to update its enterprise architecture to
govern the IT environment. The following is our evaluation of the EP&R
CIO’s various comments in this regard.
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s First, we do not agree that our discussion of enterprise architecture issues
in the executive summary of our report is misleading. The purpose of the
executive summary is to bring together the various parts of our report to
comprise an overall message. We believe that completing an enterprise
architecture is important to provide a framework for ensuring effective
systems integration, functionality, and information sharing, unlike what
was experienced during the 2004 hurricanes.

» Second, we appreciate the EP&R CIO’s concern that our discussion of the
status of enterprise architecture development is based on out-of-date
information. We based our statement that the electronic “as is” enterprise
architecture was approximately 85 percent complete and that the “to be”
architecture development had not yet begun on discussions with the lead
enterprise architecture official, held as recently as June 2005, We
acknowledge the range of ongoing activities to further progress in
architecture development and have revised our report to reflect these
efforts. However, although the EP&R CIO cites such activities, the EP&R
CIO does not provide an up-to-date, quantifiable indication of the current
status of architecture development, as compared with the October 2005
target completion date. Based on the information provided to date, our
recommendation remains to proceed with architecture development and
make it available as a framework for guiding FEMA’s IT management in
line with the DHS architecture and ongoing initiatives.

» Third, we disagree with the EP&R CIO’s comment that our report
assumes that the incomplete enterprise architecture alone is the reason for
IT systems not efficiently handling increased workloads. The EP&R CIO
has taken our reference to the enterprise architecture out of context and
misconstrues the issue that we raise. Rather, we conclude in the executive
summary of our report that the incomplete enterprise architecture, in
conjunction with unintegrated systems and inetfective information
exchange, creates an ineffective processing environment.

s Fourth, we have revised our report to reflect the EP&R CIO’s comments
regarding recent progress in developing the “as is” and “to be” portions of
FEMA'’s enterprise architecture. We recognize that overall architecture
development is an evolving process, but nonetheless encourage FEMA to
complete the “to be” portion to serve as a roadmap for proposed IT
initiatives.

EP&R CIO Budget: We agree with the EP&R CIQO there is a potential fo
misconstrue our statement regarding the resources used to develop and operate
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IT for response and recovery. We have revised our report to reflect more
accurately the activities performed by EP&R CIO personnel.

LIMS HI: As the EP&R CIO suggested, we have updated our report to refer
to the Logistics Information Management System as LIMS III, not LIMS.
Although we evaluated how effectively LIMS IlI supports the logistics
management process, we did not follow up and report on recommendations
from prior audits regarding logistics data accuracy.

Prior GAQ and OIG Assessments: We disagree with the EP&R CIO’s
statement that our references to past OlIG reports, without referring to the
current status of these reports, may give an inaccurate and unfair picture of I'T
status. We referenced prior GAO and OIG assessments only to provide
background information and a context for conducting our audit. While the
scope of our review did not include following up on all findings and
recommendations from these prior assessments, it should be recognized that
many of the concerns they raised, such as NEMIS reliability, usability, and
training, remain issues today.

ADD Functionality: We recognize that the Automated Deployment Database
has a “check-in” process and a date/time stamp for when personnel call
headquarters to advise of their arrivals at disaster sites. However, as we
discuss in our report, personnel do not always follow the prescribed check-in
procedures and information on their arrivals may not be entered into ADD to
measure deployment time. Inconsistent check-in not only affects the accuracy
of ADD reports, but also may leave response and recovery personnel at risk
when their whereabouts are unknown.

LIMS Il Tracking: We recognize, as the EP&R CIO has indicated, that
LIMS III was not designed to track commodities such as ice and water. We
are concerned that the lack of a system or a formal requirement to track such
commodities not only does not meet requirements of the National Incident
Management System, but also creates problems for response and recovery
personnel. As we discuss in our report, property officers must resort to
spreadsheets, manual processes, or other inconsistent and nonintegrated means
to track commodities, resulting in wasted time, effort, and resources. We
encourage FEMA’s ongoing efforts to develop a total asset visibility system to
track commodities and expect that such a system will provide FEMA with
improved ability to track and measure distribution of assets across federal,
state, and local agencies.
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Response and Recovery Performance Metrics: We agree that EP&R systems
are not entirely owned by the ClO’s office and recognize that the program
offices, which are the systems users, also need to help identify effective
performance measures. The EP&R CIO’s comments affirm the need for
improved ability to collect performance data from IT systems.
Recommendation | of our report addresses the need for improved
performance measurement.

Departmentwide [nitiatives: The additional information that the EP&R CIO
provided on FEMA’s efforts to coordinate its IT activities with
departmentwide initiatives affirms issues and recommendations we raise in
our report. Where appropriate, we have revised the report to reflect the
ongoing coordination activities.

I'T Guidance and Training: Again, the EP&R CIO’s comments affirm and
supplement the information we provided on IT guidance and training in our
report. Like the EP&R ClO, we expect that having regional IT staff report
directly to his office will enhance efforts to define training requirements,
integrate and improve training materials, and better communicate guidance
and training availability.

Database Integration: The EP&R CIO commented that our discussion under
the report heading “Databases Are Not Fully Integrated” should be omitted
because it is not relevant to either database integration or mission application
integration. In response, we have revised the heading and clarified the
subsequent discussion concerning the need to centralize NEMIS servers.

Logistics Integration: The EP&R CIO stated that our example regarding
logistics coordination is partially incorrect in that not all of the tractor trailers
came from the FEMA [ogistics Centers. Our report does not say that all of
the trucks came from the FEMA logistics center. Indeed, where the trucks
came from s not germane to the issue that we raise. Rather, we are concerned
that, although FEMA is responsible for coordinating federal incident response,
the arrival of all of the trucks at a single staging area was uncoordinated and
persaonnel were not on hand to receive the supplies in a timely manaer.

NEMIS Access and Security: We recognize that cyber security requirements
limit the ability of state employees to access NEMIS from their desktops and
have revised our report accordingly.

System Capacity to Handle Increased Workload: We disagree with the EP&R
CIO’s comments regarding the ability of FEMA’s IT systems to handle
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increased workloads during the 2004 hurricanes. As previously stated, while
we recognize that FEMA was able to get through the hurricanes, this
accomplishment was not without significant I'T and user problems. Like the
EP&R C10, we acknowledge that much of the credit can be attributed to the
efforts of IT and recovery staff who worked heroically during the hurricanes
to sustain operations and register and assist disaster victims. We also
appreciate the EP&R CIO’s challenges and lack of resources to carry out
operations on a day-to-day basis. However, as we recommend in our report,
EP&R needs to place priority on gathering requirements and analyzing
alternatives to determine the most appropriate technology needed to meet
business needs.

System Reporting: Although the EP&R CIO stated that LIMS 111 provides
substantial reporting capabilities, the cited section of our report discusses
NEMIS and IFMIS challenges and does not mention LIMS III. We have
revised the topic sentence for the section to indicate reporting challenges with
some, but not all, of FEMA'’s systems.

Need for Updated NEMIS Requirements and Alternative Analysis: The
EP&R CIO affirms the responsibility of management at all levels to recognize
and act on problems such as the need to update NEMIS requirements and
conduct an alternatives analysis. We look forward to the resuits of the EP&R
ClIO’s efforts to solicit broad stakeholder involvement in the e-NEMIS
requirements definition process. Additionally, we have revised our report to
incorporate the EP&R CIO’s acknowledgement of the need to integrate and
update systems such as IFMIS and FEMA’s deployment systems.

Funding for NEMIS Upgrade: In response to the EP&R CIO’s comment, we
have revised our report, deleting the statement that program offices were
reluctant to fund development of an online registration capability for NEMIS.
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Appendix A
Scope and Methodology

As background for this audit, we researched and reviewed IT laws,
regulations, and other federal guidance applicable to the EP&R directoraie.
We researched and reviewed prior OIG, Government Accountability Office,
and other reports relating to EP&R IT to identify relevant findings and
recommendations. We also reviewed information available on the DHS and
FEMA websites about disaster response and recovery initiatives.

We met with EP&R management officials and staff to review the directorate’s
approach to responding to and recovering from terrorist attacks, major
disasters, and other domestic emergencies. These officials discussed EP&R’s
orgamization, roles, responsibilities, operations, and systems for response and
recovery activities. Additionally, these officials discussed EP&R’s strategic
planning process and provided copies of DHS, FEMA, and EP&R CIO
strategic, performance, and operational plans. We reviewed the plans to
determine alignment of the various organizations’ goals, objectives, and
performance measures.

We visited EP&R field offices and state government organizations to assess
[T user guidance and support. Emergency management officials, IT support
staff, and system users at the following locations discussed the effectiveness
of EP&R’s guidance and processes for responding to and recovering from
disaster incidents:

EP&R Headquarters
» (IO officials and IT support staff
* Mt Weather personnel
» Response Directorate officials
» Recovery Directorate officials

FEMA Regions
s Region [INew York, New York
» Region [V—Atlanta, Georgia
» Region [IX—Oakland, California

State Emereency Management Qrganizations

» New York Public Security Office and New York State Emergency
Management Office—Albany, New York
State Office of Emergency Services—Sacramento, California
Georgia Emergency Management Agency—Atlanta, Georgia
Maryland Emergency Management Agency—Reisterstown, Maryland
State Homeland Security Offices—Albany, New York
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Appendix A
Scope and Methodology

These officials, as well as representatives of the following organizations,
helped us accomplish our objective of determining how effectively IT systems
supported EP&R’s response and recovery mission.

National Processing Service Centers
o Hyattsville, Maryland
+ Pasadena, California

Disaster Field Offices
e Burlington, New Jersey
» Albany, New York
» Orlando, Florida

Disaster Recovery Center
» Orlando, Florida

Mobile Emergency Response Service
s Thomasville, Georgia

These stakeholders told us about both existing and proposed EP&R systems as
well as ad hoc systems they created to meet their needs. Lastly, we met with
officials from the eMerge? program to discuss EP&R’s participation in this effort
and to gain a better understanding of what the program will do for DHS.

We limited our audit to EP&R’s unclassified systems and processes related to the
response and recovery mission, and did not focus on sensitive systems or
information. In addition, we did not test the data in the systems reviewed for
accuracy and completeness. Throughout the course of this audit, we provided
monthly updates to the EP&R CIO on progress and discussed key issues
identified by the stakeholders.

We performed our work according to generally accepted government auditing
standards. The principal OIG points of contact for this audit are Frank Deffer,
Assistant Inspector General, Information Technology Audits and Sondra
McCauley, Director, Information Management Division. Other major
contributors are listed in Appendix C.
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Appendix B
Management Comments

US, Depariment of Homeland Seensity
‘Washingion, 0.C. 20472

FhTk,
& FEMA
ﬁlkns d
Asgust 3, 20035

MEMORANDUM FOR: Richard L. Skinner
Acting Inspeclor General

THROUGH: Michael 1. Bro
Under 8

Emergency Preparsdness and Response

FROM: Bamry C. West W é};j’
Chief Information O i

[nformation Technology Services Divisien

SUBJECT: Andit Report dated June 2005 -
“Emerpency Preparedness and Response Could Better
Integrate Information Technology with Incident Response
and Recovery”™

‘We have reviewed the rewrite of the Auvdit report and find it snacceptable. The report incorrsctly
characterizes cur Strategic Planning and IT activities. EP&R therciore invites the Office of the
Inspector General fo meet with the Agency’s strategic planning unit to discuss how plans and
metrics are developad within FEMA and DHS, and how best to judge the extent to which FEMA is
in Ting with DHS strategic direction. The report erroneously portrays information technology (IT) as
poorly managed vet states in the Results in Brief section that "EP&R's IT approach has met the
disaster management challenges 1o date. ... The body of the report also contradicts this arroncous
portrayal. In the section labeled "TT Support During the Florida Storms” you reported on the
significant achievements, high ¢ustomer satisfaction, and high volume of processing, None of this
would have heen possible if IT was poorly managed. We suggest a review with our CIO may clear
up some of the obvious inaccuracies.

The overall tone of the report is negative, leading the reader to conclude that EP&R is lacking in the
argas covored under your recommendations, particularly strategic planning, invelvement in DHS-
wide initiatives, and progress on the enterprise architecture. ‘We believe this characterization is
inaccurate and does nat acknowledge the highly performing, well managed and staffed IT systems
supporting FEMA incident response and recovery.

In view of these inaccuracies and misrepresentations, we recommend that the report be revised lo
address the issues presented by EP&R in the attachment. Should you have any questions, pleasce
contact Barry C. West at (202) 6456-3006.

Attachmont
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Attachment

Comments on Draft Inspector General Report:
“Emergency Preparedness and Response Could Better Integrate with
Incident Respoese and Recovery,”

Omn page 5 the report finds that FEMA “dees not support DHS sirategic goals.” This
2 conclusion appears 1o be based on a misunderstanding of the relasonship between
Page FEMA s plans and metrics, and those of DHS, FEMA therefore iavites the Office of the

Now on

Inspector Generzl 1o meet with the Agency’s strategic planning umr to discuss how plans
and metrics are developed within FEMA and DHS. and how best 1o judge the extent to
which FEMA 1 m hne with DHS strategic direction,

Inder Fesults in Brief, we balieve the OIG wncorrecty concludes thas the IT planming
*_..does not reflect FEMA s integration into DHS and therefore doss not suppost DHS’
strategc goaks” The report assumes that the FEMA strategic plan 1s the only
mechanism that ensures alignment of FEMA plans and programs with DHS zcals and
sbjectives. In fact, the primary mechamism for ensuning alignment to the Departments
goals is the DHS five-vear plan and budget: the Furure Years Eomeland Securnity
Program (FYHSPY. Through the Planning, Programming, Budgetng and Execution
{PPRE} process that creates and execures the FYHSP FEMA ensures thar DHS goals and
ebjectives are directly supported by the Agency’s progeams, actvines, and budgets,

The report reflects a mistaken vnderstanding of the relationship betveen FEMA 's plans

Now on and programs, the DHS strategic plan, and the Department’s five-vear FYHSP Thisis

Pages demonstrated throughour the discussion on pages 10 through 15, Onpages 1l and 12

612 tFigure 3 and Figure <), for example, the report mncorracty portrays the goals and
metrics m the FYEISP database as "DHS goals™ and "DHS mentcs.” On page 13, the

report states that “in 2004 DHS allotred 72 hours for providing both emergency tzanis
and essential services to disaster areas,” =xplaining, mncorrectly, that this “iHlustrares
DS performance objectives for FEMA response fimes.”

There is, In fact, no difference between DHES and FEMA metacs. The "DHS” suategic
goals and supporting metrics cited m the report were not handed down by the
Departmenr, but instead were actually wiatten and are owned by, FEMA FEMA reports
its progress agamst these merrics to DHS quarterty, and has aligned i2s entire budget and
actviy stucture o the DHS sraregic plan, and bas done o smce 2003,

The report consistently refers to FEMA's “outdated strategic plan” {refer to Pages 3, 12

Now on and 133 As acknowledged = the sudit tratn’s introductery mesting with FEMA s

Page 2, strategic planning o, some of the mformanien i the FEMA stategie plan has been

8,9 outpacad by svents: FEMAs terrorism preparedness goal in particular, has connnued o
2y ohe sinee 9711, §Qr the most part. hcm ever, :he main bﬁ&\« of the siaﬂ is st
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3 A's discusston of the Agency’s sfratewic plan. bur s not menuonsd i
the rggaft Moreover. as an actve parncipant i the development of thie DHS suategic
plan. f:«}s’i;‘s. ensured that the response and recovery goals and objecnves in fhe Agency’s
steategzc plan do ot confiicr with the Department's me

FEMA, in consrast to auy ather organizancaal elewent of DHS. came o the
Drepartment as 2 whele and indepeadent agency. More significantly, FEMA armved in
DI wizh a suission that was not dranatically ,ét-%rﬂd FEMA has always been an all-
harards smergency management agency. Although %711 and the Ageney’s wansinon ot
DS have brought a new focus to FEMA s acavities, by vame of Federal starute. and
hecause natural hazards and other aon-terrorist hazacds contings 0 exiss, TEMA s
mussion has rematned substantially unchanged

The report’ s designarton of the FEMA plan as “ourdated” mighe suggest to some that the
plan s old. In acmaliny, the FEMA strategic plan has ouly besn ln effect for two fscal
wears, It should also be noted thar the DHS straregic plan was released just & vewr ago.
February of 2004, From rhis perspective the Ageacy s plan is corfainly not “ondated ™
As smated in the repory. FEMA had planned to make any necessary updanes 1o its strategic
plan last swomer, but the roview was postponsd heeause of the demands on FEMA
leadership sud staff cansed by the nausually destrucnyve JO04 burnicane season, An
undare tats vear has alo been delayed. pending resulns of the Secretary’s Secomdd Siage

Review

O page 18 te report statss "DHS developad its strategac and performance plan
which. taken ogether. sstablish ies mission and owilme gorls and rmemrics for bis disastar
seapouse and recovery = Forts. FEMA parnicipatad i working groups o provade mpnt
e development of these plans.” This passage should be changad ro as:‘.‘wm'e‘v eflect

MNow on
Page 7

the wue relationsiup berween FEMA aud UHS in suablishing goals and marcs. F!_-:Z‘JEA

was an active parnipant in the developnient of the DHS zoals and ai);e«_t a5 for ER&ER
and more than just providing mput. FEMA in fact developed and owns all of dhe metrcs
that support the response and recovery seotons of the DHS strategic plan.

Oi} page 11 ke repon staced ~Although Office of Management and Budget Coeulas A-
11 direess that TOmWPORl agencies create thew owa swwaregic plans linked to overarching
Page 7 da‘gaﬁm&m wids plans. . This staremnent should be removed of reworded withont the
and & refsvence to A-11. Thers &5 no language i OMB Circular A-11 drecung departmental

Now on

cemponsnts 1o do s The latsst version of OMB's guidanc» can be found hers:
Lioygrery wear s 300 df

S whatehouse sovipmbiriresiarals

Om Page 12 the report statss ~A planning official 1id thar FEMA vses both the DHS
Now on | stategic ;iﬁ‘ aad FEMA s owsdated plan, whick resides in conflicung gwdancs and
Page 8 dirscticn,” This statzment needs clarification. Ir could 2asily be nusconstrued as saymng 2
FEMA official stated that the mwo plans result in “conflicting gmdance and direction.”

Thisis the IG5 conclusion. uot the FEMA strategic planning wait's conclusion. The
FEMA strarezic planning official said ondy thar both plans are m wse.
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Now on
Page 9

Now on
Page 9

Fmergency Preparedness and Response Could Better Integrate Information Technology

L

Under Results in Briaf the report states “while the [T plan aligns wich FEMA s cutdated
strategic plan, it does not reflact FEMAs integration into DHS and therefore does nor
support DHS strategic goals ™ This Janguage does not mawch the language e the body of
the report. In the Resuits of Audit section (Page 13}, the report states: “As a resulr, the
imptianves defined by the CIO organization may not support the achievement of the
responsa and recovery goals and metrics established by DHS.”

On page 12 the report indicases that the initiatives contained in the IT strategic plan do
not align completely to goals and metrics identified in DHS level planting. FEMA's
Chief Informarion Officer (CIO) developed the IT swategic plan for FY 03 to address the
DHS CIO Council priosities set forth for FY 85, as well as FEMA goals. The DHS IO
Council priorities are:

= Transform the Enserprise ~ Focns on mformation sharmg 1o provide the right
information to the nght people at the right time and provide a roadmap for
innovation across DHES while supporting the Department’s business and mission
abjectives.

s Secure the Homeland ~ Buiids on the DHS role as the naton's security flagship
by ensunng DHS asnvorks, incrzasing information secunty awarenass m our
employess. and achieving compliance with the Federal Informanon Sequriry
Management Act (FISMA).

»  Fimsh the Foundation — Secks to establish one enterprise-wide IT infrastructurs
and masiamze its IT tavestments through a formal portfolic management
prograim.

Stand Up ® —ups — Provides misston capabilities and IT infrastucnze to
those components lacking legacy systems before the establishment of DHS. 12
the Gffice of the Secresary, Transportation Securty Adammstration { T3A). the
Dirsctorate of Informarion Anabysis and Infrastructure Protection (TAIP),
Disectorate of Science and Techaology {5&T1. and the Management Directorats,

s Empower the IT Workforce — Seeks to :dentify skills gaps in the Deparument’s IT
workforee, develop waining and recruiting programs. as weil as e-Leaming
capabilitzes. and the next generation of IT leadership.

Tha FEMA [T strategic plan for FY 05 defines six strategic monagement imiatives
{30153 for the Information Technolegy Services Division (ITSD) management to achieve
the DHS and FEMA priorities. These SMs are:

*  Govemance - To twansform IT planning and administration from small,
independent processes mto major deparimental processes in a manner that auds
integration and performance by FEMA within DHS, and ro muplement a
disciplined capital planning and investment control process Agency-wide, The
CI0 recognizes the unporrance of governaace to promote understanding, nnprove

with Incident Response and Recovery
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productiveey. and reduce costs. and the IT Swategic Plan included goals and
objectives 10 compists the governmcee decumentanon and trameng needed. The
combinanon of good governance and achwevement of EA rarger olyectves, will
assure FEMA of 2 complesed, IT pertfolio in the comng vears. Sigmficans
improvement 0 project and program managemsnt will alse result from this
valued cominnanon.

#  Nexr Gepsranon NEMIS - To sphance the exisang NEMIS platfons, whick. as
recopmzed in Vour report. i3 currently bemg siretched almost bevond capnoiry,
The mrger wfraseucrre of NEMIS should allew it te support concurrent.
raulnple. carasirophie disasters aad merface seamlessly with he Department
sipee FEMA provides task assighunents 10 other orgamizanoral elements, such as
the {oast Guard and Border and Trapspontaton Securiry Directorates,  The (IO
wants to assure that FEMA can provide the level of mformanon techoology
support necessacy m the event of mulnple camstrophne svenrs.

#  Enrerprise Archuecrurs - To anprovs contmuucetos berween FEMA s busmess
aad IT semor menagerss and sarve as the official organizanonal “blusprnnt” for the
capital mvestment plammg process. The EA snables the consistent and

Lined wse of sechnology. reduces siovepipe solunions and redundancies, and

provides FEMA with the capability wo plan move effictemtly by idenufiing gaps

berwesn the exssang and funwe archerecnures, The CIO disected thar the Cluef

Entssprise Agchiters move the organization forward from the "As-Is" towmd the

“Te-Be EA. to improve meeroperamliny and informarion shanng capabilities

seross FEMA and the Department.

7 T Secun
develop raiming pro
certification and agorediration: and have all FEMA IT syerems fally cerufied and
accradited by the end of the fiscal vear wo achieve the cernficanon reguirements
sstablihed by the Natucnal Insntute of Standards and Technology (NISTY. The
CIOr set forth goals and objecives 1o guarantes that our [T resousces are available
when neaded. thar our daa are appropriately secured, and efforss coutinue 1o
improve owr Informanon Secuncy Program and ensure thar our IT svstems ars
certified and aceredirad for operations.

8 Swateme Parmerslups: To sphance T servicss by reguunmg coordinanon and
cooperanon between all IT entines m an offort to muprove serices and gam the
comfidencs aud cooperanen of customers through developing an operational
“human nerwork” for the Offics of the (10, This inchudes reaching out to peers
within FEMA. DES. and our user communry o that the valus of [T and the
servanes of the ITSD are ciearly vaderstood by all aakehicdders. Thae IT Saregic
Plan specified goals 1o sirengthen siwatege partmersheps to enswre that our parners
w the Agency as well 2z at the DHS undersrand cur capabilimes and how 1o use
them 7o suprove operattonal 2ficiences
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a  Bumen Captal: To recruit, tram, Cross-train, and provide meentives to retam
highte dnlled staff to support the IT aussion. It includes sstablishang and
imphementing a succession plan to ensure continuty of knowledge management,
critical fo ensuring “best practices” are decumented, “lessons leamed” are passed
dowa and transition planmung s 2 routine action. The IT Strategic Plan specified
goals and objectives to ensure that FEMA hay the best-qualified and skilled staff
1o mzake the Agency a world-class enterprise.

The SMIs represent anportant directions and management goals required to satisfy
functional. sechmical and business needs of FEMA s major operating Divisions and
Offices and demonstrate that our [T planning is aligned with the DHS direction.

On page 51he reporr indicates that 7. EP&R systems are not mtegrated and do not
sffecnvely support informanon exchange durng response and recovery eperations” [t
goes on to siate that “EP&R has not fully updated its snterprise anchitecture 1o govern the
IT eaviroryment,” and concludes "As a result, duning sigpificant disaster response and

Now an
Page 2

recovery operations, such as the 2004 humicanes, IT systems cannot effectively handle
increased workloads, are not adaptable w change, and lack needed real-tima reporting
capabilities. Such problems usually are due to FEMA s focus on short-term 1T fixes
rather than loag-term solutions. Inadequate requirsinents defimtion, alternatives analyvsis,
and testing prier to sysiems deployment are characteristic of this reactive IT management
approach.” If this were rrue, FEMA would not have been able to successfully handle the
increased workload durmy the 2004 huenicane season.

We strongly disagree with the Enterprise Archirecnuire {EA) information presented 1n the
O1G Report. Apparencly, the report was basad on ow-of-date EA data and dos not
refizct the current statys of the FEMA EA or the activities that are being championed by
the FEMA Enterprise Architecrure Office (EAQ). Therefore, the report is misleading,
inaceurate and does not raflect the work that has cccurred m the past fifteen months.

Now on | Onpage 3. astates: ©. Also, EP&R has pot fully updated its enterpnse architecture to
Page 2 govern the IT soviroament. As a result, during significant disaster response and regovery
operations, sach as the 2004 hnrncanes, IT systems canpot effecuvely handle increased

workloads. sre 0ot adaptable to change. and lack needed real-tume reporting
capabilities...” This statement is NOT true. The FEMA ZAO has established an EA web
site {online fema net/eal. The snnre enterpnise has accsss 1o the EA. The site confains
instructions, guidance and other informarnion pertinent to ackieving EA obsectives.

Special web-based Exlubit 300 instructions are also located on the website. These
mstructions wers developed to facilizate Program Managers in completing Section ILA,
EA, of the Exhibar 300, As part of the gwdance process, the EAO has incorperated EA
into the Capital Planning Investment Conirol Process {(CPIC). This process is
documentad m the EA Goverpance Manual and is also posted on the EA web site. The
Governance Manual provides dewiled inseructions on processes and procedures. To-date,
there has been four r2leases of the EA web site. In each release. additional conrent and
capabilities are being added.
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The EAD has lead efforss 1o sstabhsh a Sofrwars Watver Reveow Team (SWRT) The
SWRT is responsible for reviewing proposed softwars purchases. validare adherence w0
the DHS Technical Reference Model or svaluate cequests justficaniens for wanvers. The
CIG s the approving authonsy for the proposed softwars watver. The 3WRT srogess s
also documented in the BA Governanes Manual,

Druring the hurncane season of 2004, the EAQ asusred w the planning of an emergency
updaze ro NEMIS. Due 1o the amoun: of assistance requests. the Svatem Development
and Engnesring Branch of ITSD developad an on-line capability ro facilitate the
indrvidual assastance fincnon of NEMES. In domsg g0 the FEMA EA was used o assess
the possibls Unpacts 1o other apphoatons and to sasure comphance witdh DHS srandards.

)

O pages 23 and 24 of the report. # states’
Now on
Pages “In 2001, FEMA developad an snerprize architecnire document 10 56572 25 2
19 and ouide 1o creanng md uuplementing -govenment kutiatives. This road map bas
20 served FEMA wall documenting both major successes and kv inttiatfves. For
example, a fow such mtiatives were :dennfied m the 2001 enterprise architesture

aad are still operational today. . FEMA published s arcluzeonwe s 2001 bus has
nor fully npdared it to reflect s mtegranon avo DHS. FEMA 15 working 10
rnstion s paper-based document 1o an elecromic formar +0 1hat 7 can ba
ansaly shared among DHY officials via the muaner Currently. the “as-157
saterpris? archiecrare o approsumarely B3 percent complere. TEMA has not wer
hegun work o the "o be pornon of the archuteciurs, bur sxpects to complere 1
by Ocreber 20435 Wihout a defined 1o be” euviroument, FEAA 15 unable =
provide a comprehensive road map for s proposed IT mitiatives. Thess
inisiztives mehude NEMIS web snablemene, wiueh mvoives consolidanon of some
of the geographicaliv-dispersed servers. as well as a munber of IFMIS
improvemenis a3 defined m the svetem’s 2006 business case. . Adduionally.
without a complets. communicatad, "o be” mad wop. FEMA may not be able o
address howy 133 initianyes support or integrare with DHS-wide iutineves. As
FEMA works 1o update s enterprise archatecnure. o7 must also consider
department-wide inmitiatives which mav smpact on 1z key response and recovery
pracessss and systems.

FEMA s response, whils 2 15 trae it produced a paper version of the BA m May of 2001,
1t 1 NOT e that TEMA 5 currently vsig that version. In 2003 TEMA S (D
=stablished an Enterprise Architecnurs Office (EAD) and hired a Chisf Enterprize
Architec in 2004, As aresuls, the FEMA TA Program has excelled tremendousiy. In
fact, DEES has expressed an interssf to nse the FEMA EA s¢ 2 spring broad for the
Depproment. The FEMA FA was self assessed at a Level 3, 1 accordance wah the OM:
assessment orsena. m Decenaber 2004 and s on track o be assessed as a Level 4 thus
wear,

The FEMA ZAD has successfully developed the FEMA AS3-I8 Archatecture and 15
cugreatly making rremiendons progress m develonme the TO-Be Architschirs in
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accordance with the DHS Enterprise Architecmure. In May and Jone of 2004, the TEMA
EA was aligned to the DHS EA. Sebruittais of business. data, application and technieal
mformation were submitted and incorporated into the Homeland Secunty EA Version 2,
dated June 24, 2004, In addition, to ensure alignement, FEMA Chief Eurerprise Architect
ts a member of the DHS EA Center of Excellence (EACOE). The EACOE snsures that
ali DHS component EA programs are aligned with the DHS EA.

The EAQ bas successfully purchased and populated the Popkan, System Amhitect
Modeling Application with FEMA AS-I8 Architecrure dara. The application provides the
EAQ with the ability to conduct “what if” scenarzos, to perform analysis on dasa and o
assist managers in the decision making process. The FEMA EAO has also developed a
five year EA Program Management Plan which dafines the activities, umeline and
resources naeded over the next five vears. The DHS Human Capital Center of
Excellence cited this Program Manzgement Plan as 2 potential model for DHS
components.

Now on | On Page 38, under “Recommendation” it states: "Direcs the EP&R CIO to complete
Pace 34 | e FEMA enterprise archusecture, linked to the department wide architectire and
= cngoing imtatives that may impact EP&R operanons” This recommendation is really

not appropriate — the EA 15 ntever “complete.” the EA process connunues o evelve and
mature as more appications, technologies. business processes, and raquirsments are
generated for use and deploviment. The FEMA FA 15 far ahead of most agencies, Whale
it is true thar the EA Program must continue to be developed and mavare: as is the cass
for 100%% of the EAs i the Federal government, we have aligned the FEMA EA with the
DHS EA and have mapped our applicanens o DHS conceprual projects.

The FEMA CIO has made EA one of his top prionties and is dedicarad aud commuttad fo
1% SUCCEFS,

We stronghy believe thers has been a grear disconnect berween the auditor aad the EAO.
The Enterprise Archatect would welcome the oppormunsty to discuss the actions of the
EAQ and the EA accomplishments achieved.

FEMA’3 EA has been aligned 1o the Agency’s program activity structure m FYHSP and
the PPBE process. This program activity stiucture was created to directly support che
axacution of the DHS siategic objeenives and metries. This means that, through the EA,
the Agency’s IT activities are directly in line with the DHS szategic plan.

On page 3 she report states “In FY 2004, the EP&R directorate’s CIO had a budgst of
approgimately $8¢ nullion and = total of abour 400 fill-tizne and temporary 2mplovees to
provide IT development and operational support for FEMA s response and recovery

Now on
Page 5

mmssion.” We would like to point out that the resources cited are not sxclismvely
dedicated to developing and operating IT for Response and Recovery.
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Now on | on page B the shird buller should be changed to read “Logisucs Information
Page3 | vtanagement System-III (LIMS-IID provides personal property accountability as required
by Public Law.

Now on | On page 9 of the report the OIG describes concerns that were found during prior
Page 6 assessments, The OIG does not mnclude any wnformation on the status of these rtems,
giving the unpression that the concerns have not been addressed.  Wea believe this rands

to provide an naccurate and nnfair preturs of the status of IT in incident response and
rRCOvErY.

On page 2 there is a statement regarding the “accuracy of date recorded in the LIMS
system.”  We would like 1o address this issue by explaining that TDMS-TII stores a
continuous log of all transactions that are made 1n the system. With tus log, specific
sransactions can be found and researched to determime the andit wail related o any

Now on
Page 6

transactions. While the audit can be done and bas been unlized to search out 2 number of
“data integriry related issues. However, the process 15 arduous, The audit determmined
that when the data was converted from LDMS-IT to LIMS-IH some “dirty data” was
brovght zlong. Unfortunately, this data bas caused ;ome 13sues 1o arse front ime 1o tne
which have been separately analyzed and corrected as appropziate. We believe LIMS
data is becoming better and better in tus regard. We have unplementad a number of
business niles related to this daga thar wili belp to correct the data as pertinent records are
wndrvidually accessed. We know there are snll a few "LIMS-I sransfer related 155ues o
rasolve and are gradually working to alleviats them

Now on | On page 14 the report states .. the system does not have a "stopwatch” functionality
Page 10 | to measurs the slapsed time between contacting personnel of their need ro deplov and
thewr ultimate arrival at a disaster scene.” We would Hke ro poimnt ot that the ADD

systern has a “check-m’” process that has a date/time stamp. Reports can easiby be
genserated 1o measure the deployment nme.

On page 14 the report states “Simularky, LIMS provides no racking of all of essential

?;);e; " commodities such as ice and water needed by disaster vicums.” On page 17 the report

16 and states “LIMS, FEMA s current logistics system, doses not provide the type of up-to-date

i3 resource management that the National Inciden: Managemens System requires. Resouice
racking and management was the source of pumerous problems duning the Flonda
hurricanes .7 We would like to mention that LIMS was designed and built to track

acscountable property only. [t has hot besn & requurement for logistics personnel to
wrthize LIMS-ITT to rack bulk stems or non-bar-coded items. Itis a requiretnent for all
accountable items to be entered miwe LIMS-II. Recently {when the National Disaster
Medical System was transferrad to FEMA), the capabiliny to support bulk wems was
added mro LIMS-TIL A number of usefidd features were added and support for kathng was
sigpificantly ephanced. As a result. some warehouse managers utilize LIMS-TI for their
bulk srems while others prefer to uttlize their Excel spreadsheets ro track the bulk rems.
LIMS-IE would provide real-time visibility of mventory levels if all Logistical Center
Managers and Accountable Property Officers utilized the system to wack these items, It
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Now on
Page 11

Now on
Page 14
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would require that some means of providing power and connectivity at disaster sites
forward of the Logistical Centers be provided to fully meet the desired definition of “real-
time”. LIMS-II was recensly npdated to 3-Tier Architecture and response times from
the database to the web client are exrremely fast.

During the support of 4 hurricanes in 2004, LIMS-IIT was 100% available. In response 1o
issues which surfaced in the hurricanes of 2004, EP&R mitiated the development of a
Limarad Deplovment Option of 2 Total Asset Visibility System in Regions TV and VL
The Limited Deplovment option s still in process. However, in Hurricanes Dennts and
Emily, a part of that system, including satellite macking devices. was used to track water
shipments from the EP&R Palmetro Factlity tn Georgra to Mobidization Cenrers and
Singing Areas in Florida, Alabama and Texas. Alkthough not launched in its full
operational mode, the svstem provided very valuable information on the nrang of
shipmensts, allowing reabistic predictions of deliveries, an improved pradiction of staffing
nesds at recerving locatons, and interventions to reroute a couiple of mucks following
incorrect directions. The svstem was also veed to track other EP&R assets, suchas
2enerators.

On page 15 the report describes recovery metrics and states “However, such goals are
ftite without effecuvs means o accomplish there” NEMIS was developed by IT and
meludes the desigr for the development of a data warehouse and report generation
capability that assimulates information from the National Finanee Center. ADD, NEMIS,
and TFMIS that should be used to measure perfonmance.  Considerable progress has been
made recently to establish a comprehensive centralized reporting capability. The FEMA
CIO agress that performance metags need 1o be adopted ro measure achievement of
disaster response goals, The CIO agrees that there 5 2 need 1o define the requirements
for capniring the appropriaze response and recovery mamics, provide the resources
implement the information caprare, and ensure that the mission goals and objectives are
met. Program Offices need to identify the metrics so that our IT systems can capture the
data for the Program Offices to measure effecuveness. (The CIO would like to point out
that IFMIS, LIMS. ad other svstems were not developed or dessgned by IT, howsver, IT
partaers with the Business Units to provide support for these svstems )

On page 18 the repon stares "As FEMA moves forward with improving existing
systams and purssing new sysems deveiopmem; the EP&R CTO must ensure that the
effects of DHS-wide mitiatives, such as eMerge” and MAX HR_ are considersd and
2ffectively support disaster response and recovery goals.” EP&R is aware of these DHS-
wide initiatives. Both the FEMA Human Resources Division {HRD) and the Informanon
Technology Services Divisson (ITSD) are working collaboratively with the DHS Chief
Human Capital Office (CECO), the DHS IT Human Capital Center of Excellence, and
other human resouress (HR) repressnmatives from other DHS components. in selecting the
IT systems that will support MAX HR.  The DHS/CHCO also works closely with sach
component's Senior Infrastructure Officer ro coordinate Infrastrucmirz, Desktop, and
Help Desk requarements for all MAX HR systems. This leads to coordimated efforrs
between CHCO, HR represemtatives from the components, and Information and
Application Delivery to identify obstacies and solutions 10 achieve successfil
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Now on
Page 14

Now on
Page 19

Now on
Page 20

Now on
Pages
21 and
22
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unplementanions of these and existng legacy systems. The HRD and the TTSD will
confinue fo work m consunction with DHS as MAX HR ic rolled-out to eavure that
FEMA continues to successfully carry out its fesponse and recovery mssion. FEMAs
Property Mapagement Unit (PMU} participated in the DES Logistics Steering Comnnitee
and hag chaired the committee to advance the logisncs system definmion, m support of
the eMerge” ininiative.

On page 18 the report states “the EP&R CHO's office provided significant customer
support to IT users assisting disaster response and recovery efforts related to the 2004
Florida hurricanes. However, overall systems guidance and training could be improved.

* Specifically, EP&R has reasonably up-to-date online svstems mamuals, but these manuals

are not adequats to support business processes ... althongh EP&R waimmg 15 good,
funding restrictions lmmt the number of personnel who racerve the raimng.” EP&ZR
recognizes the need 10 ensure that svstem users have the knowledge and mformation
aecessary to perform their jobs. Soon we expact that the IT staff in the regrons will
report to the CIO. That change will help the CIO in defining raning requirements and
working with the Business Units and the training staff ar Emamitsburg, Maryland 1o
integrate raining materials and improve trainmg methods. Actions will alse be taken 1o
ansure gwareness of the ramang marenals that are avalabla.

On page 22 the report states “The EP&R sysiems environment, howsver, is not
intzgrated and does not support effective information excharge. Connequently, during
disasters, the systems are oot able 1o handle increased workioads effectively, are not
adaptable to change, and lack nesded capabiltties ™ IT5D beliaves that svstems
latsgration for EP&R mission sxecunon 1 absolately essential and should procesd while
integrating DHS corporate programs such as éMesgez. and MAX HR into the sussion
application schumions.

On page 24 the discussion under the second paragraph under the heading “Databases
Ars Not Fully Integrated, 7 should be onutted because 1t 15 not relevans to either database
integration of nission applicanon meegranon. The CHO would e to advise that when
NEMIS was developed. TEMA created a state-pfithe-art distnibured chent-server
architeceuce, providing each region with irs own set of servers to support regional
operations with honted wipact on the FEMA telecommunications network and us
bandwidth limitations.

On page 25 the report states "FEMA systems do not support effectrve or efficient
coordinanon of deplovment operations because there is no shaning of information.” On
page 26 the report stares “Further, the lack of miegranon between ADD and LIMS
hinders FEMA from providing the appropriate smunber and combination of people and
supplies to meet the level of need at disaster Iocations.” The CIO is pleased to note thar
the report acknowledgss that IT officials agree that it is essential to integrate systems to
better support nuission regurements. but that this decision must be made m collaboration
widh the system owners sad program officials, and also consider DHS-wide direcrion and
programs.  In the DES e‘z‘viergez solution the “Logistics Management™ soluiion was
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specifically excluded. This was due to the complex differences between Logisac System
requirements of the various components withim DHS. At preseat DHS connnues to
review direction and aiternatives for the future, The pre-staging and kuting capabilinies
of LIMS-ET have been substannially improved, both operatiopally as well as through
Standard Operating Procedures. in the last vear. This speeds up substantally the speed of
dispatching kits and pre-staged supplies.

Now on | The discussion 011 page 26 with the example cxted is partially incorrect. There were
Page 22 | 600 to 800 wactor-tratlers arrrving at one staging arsa witlan a 24-to-36-hour pariod, not
all of the ractor-trailers came from FEMA Logistics Centers which LIMS-TI manages.

Most of the tractor-trailers transported water, ice and/or tarps comang directly from
suppliers to the staging area as directed by other Federal Agencies.

Now on | OB DAge 26 the report states ~. . EP&R response and recovery systems do not share
Page 22 information with those used by major stakeholders m state governments. . Curready,
state users can access NEMIS, but not direcily from thew desizops.” Cyber secunry

requirements prevent the States from directly accessing NEMIS from their deskiops.

We disagree with the statement O page 27 that our systems were unable to handle
miereased workloads requared 1o support disaster application processing duniag the 2004
Page 23 | wyricanes. FEMA's canjor systems can handle increased workloads bt nat 304 times
the normal designed workload. as was the case durning the 2004 huricane season. the

Now on

period zddressad in this report. IT and Recovery staff worked hercically during thas
penod o keep the system going and succeeded in successiully registering and assisting
an unprecedented number of disaster victuns. EP&R expects to be conuaually
chalenged m keeping 1ts IT vystems and processes current since changa 15 a constant in
emergency managament operations. The CIO acknowiedgas the shorfalls m our current
systams. While improvements are continually being made to our IT systems and
solurions in fesponse to prassing operational needs of our business umts, the CIO
recogmzes e value of rakmg the tme aeedad to define and document systems
reguiremants fully and evaluate viable alternatives. Unfortunately, meeting day-ro-day
operational requirements and the lack of resources have not allowed FEMA the luxury of
doing axtensive requirements capture and development pniot 10 makiog needed swstem
npgrades in the past saveral years.

Now on | O page 30 the repor stares “Response and recovery program personnel said thar
Page 26 FEMA systems did not provide ussful reports regarding ongoing operanens.” LIMS-HI
has substantial reporting capabifinies for both automatic and manual reports with minnnal

efforts. These custor reports, once oreated, can be dumped into speaific network
directories or smnailed to requesting users, In the mamsal report category, LIMS-TH has
an ad-hoc reporting capability that is fexadle. easy to use and vseful. In addition,
NEMIS has numerous reports svailable to operational persennel which are vsed daily
during 2 responsarecovesry achion.

Emergency Preparedness and Response Could Better Integrate Information Technelogy
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;IOW OB\ paparding rhe issues presentsd in the repor off Pages 30-32 regarding real-rime
’;%e; sesouree wacking ssuss. ERER 15 cumendy developing a tracking copability vader the
= Total Asser Vistbility project mentionsd on page 9,
and 19

In response to the informanion presented o1l PAZes 33-30 regarding che updatng of

NEMIS requirsments and e aeed for zn alteranives analysis, the repont comrenily notes
Now 0B | he responsibility of managament at all levels 5o recognize and act on these problems.

Pages The IO 1ntends ro ehcitr broad stakeheolder participation 1 the requisements defimnion
29-32 process for e & NEMIS ininative. The CIO understzads the nesd o imvegrare systems

and 15 ensuring that new mutiatives conforo: to the FEMA and DHS EA Upgrading
3

IFMIS 5s also a necessity due to the current statns of the eMerge” munanve. FEMATS
deploviment system is anocher area that regues sigmficant irvestment to upgrade,

Now on | ©On page 36 the report stares that . nine months pnor to the 2004 hurricanes. the
Page 32 | EP&R (10 office convineed relugrans program offices 1o fuad development of aa onlme
regrstration capability for MEMIST The Recovery Pivison fully suppored the mitiatve

from the outset and assisted in the development. The CIO's office made a tremendous
etfort to stand vp the cnlies ragestranion in record tans snd tus was an exemplary
sehisvament since it provides another avenus for disaster ¥ictins 1o registay for
assistanes [t was schieved m mme 1o make a difference in the responss to the 2004
mricanes. 17T did an cutstandiag iob m supportag (e hurtcans reconery operanons and
daseryes great credit for keeping the sysrem functioning under the most wvmg conditions.
Tha NEMIS svatem reduced rhe mne 1o deliver asistance from weeks o days,
Represemtanves from the Recovery Diviston have stated it 15 wpovsant w6 appreciate how
much IT hiss allowsd hetn o do and how great the potennal 13 10 do much mors.
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To obtain additional copies of this report, call the Office of Inspector General
(OIG) at (202) 254-4100, fax your request to (202) 254-4285, or visit the OIG
web site at www.dhs.gov/oig.

OIG Hotline

To report alleged fraud, waste, abuse or mismanagement, or any other kind
of criminal or noncriminal misconduct relative to department programs or
operations, call the OIG Hotline at 1-800-323-8603; write to DHS Office of
Inspector General/MAIL STOP 2600, Attention: Office of Investigations -
Hotline, 245 Murray Drive, SW, Building 410, Washington, DC 20528; fax
the complaint to (202) 254-4292; or e-mail DHSOIGHOTLINE@dhs.gov.
The OIG seeks to protect the identity of each writer and caller.




