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FEMA (Federal Emergency Management Agency) is an organization under Homeland Security in the United States. Notably, the agency is mandated with the responsibility to support both first responders and citizens to ensure that the nation work’s together towards building and maintaining a robust disaster management plan. Specifically, this entails different forms of disaster including natural catastrophes such as hurricanes and human-made disasters such as cyber-attacks and terrorism (FEMA, 2017). The main elements of the agency’s mission are to support first-time responders and citizens to ensure collaboration as a nation in building, sustaining, and enhancing the capability to prepare for, respond to, protect against, mitigate and recover from the different forms of disasters or hazards. 

The critical services offered by the agency to the public comprise of planning by engaging the community in the establishment of strategic approaches, informing and warning the public through the provision of reliable information on the use of explicit and accessible techniques, and coordination of operational structures through the involvement of key stakeholders (FEMA, 2017). The additional form of services includes conducting forensic analysis on acts of terrorism, conducting intelligence and sharing of information, interception of disasters as a preventive measure, detection of hazards through prompt surveillance, and implementation of countermeasures and policies to protect the public (FEMA, 2017). Significantly, the agency is obliged to conduct risk management of a different program, identification of threats and hazards in a particular area, providing transportation for response priority, environmental health and safety, and fire management and suppression through the use of effective approaches (FEMA, 2017). Considerably, the services offered by the agency are to help both the first time responders such as firefighters and the general public that might be predisposed to the hazards. According to the U.S Census Bureau, the population is estimated at 325 million citizens. Therefore, FEMA bears the obligation of ensuring safety for the general public by facilitating the outlined services and mitigation approaches. 

Systems Approach of Service Delivery
The systems theory is linked to relationships, in that the existing connection between individual pieces instead of the pieces working solely. The systems theory well defines the operations of the agency as different components work in tandem to enhance efficiency (Radichel, 2012). For instance, the intelligence department collects viable information for use in mitigating the hazards or disasters. The systems theory is made of different tenants including the fact that the whole system defines other parts. Significantly, each of the components in the system supports proper functioning of the entire system (Radichel, 2012). For example, without appropriate planning, the organization cannot execute effective collaboration of its operations thereby impacting the execution of core capabilities. In this regard, a problem in one part affects the whole system (Radichel, 2012). 

Significantly, the system survives only if it executes the required services whereby the different roles should serve the target consumer. Additionally, various members of the system are considered as stakeholders. To facilitate efficiency, the system must address the needs of the different stakeholders (Radichel, 2012). This implies that the agency cannot function accordingly if it does not offer the required services to the public and first-time responders. With this, the agency’s ability to mitigate risks would be incapacitated. Considerably, the system theory states that outcome defines the value of the process (Radichel, 2012) In this regard, the operations of the agency can be subject to change if they do not attain the desired outcome. 

New Service for FEMA

Noticeably, FEMA could embark on providing training to the general public on how to protect themselves, respond to and prepare for the different forms of hazards. Through this, the public will be well-informed on how to handle themselves in the vent of a crisis. The first time responders are adequately trained on how to handle disasters and hazards. Similarly, the general public should be subject to training, an aspect that will not only diminish their reliance on the warning systems but also enhance community resilience by enabling them to recognize, understand and communicate the necessary actions for quick recovery. Considerably, this empowers individuals in the community as it intensifies their capacity to make informed risk management decisions to withstand and recover from unanticipated hazards or catastrophes. The customer service theory can be used to support the new service to be provided by the agency. The approach relies on the premise that it is essential not only to identify but also satisfy the need of the customers by exceeding their expectations (Khalil & Adelabu, 2012). With this, an organization must be committed to providing high-quality services to its consumers to retain their loyalty (Osborne, Radnor & Nasi, 2013). This implies that the different sections of the organization must be tuned to providing high-quality services to its target consumers. 

Considerably, the effectiveness of this theoretical model lies on the premise of building active communication channels with the consumers, an aspect that is facilitated by paying attention to their changing needs (Osborne, Radnor & Nasi, 2013). The ability to respond to hazards adequately and on a timely basis is enhanced by adopting a robust intelligence system that relays the required information thus facilitating prompt response. This is a service owed to the general public by the agency. However, if the intelligence systems fail to detect the warning signs on time, the public will be facing unprecedented catastrophe whose impact will be heightened by the lack of adequate skills for its management. The 9/11 terrorist attack exemplifies failed intelligence system in the United States, an attack that resulted in mass casualties. Training the public on the desirable course of action in the event of a crisis is the best course of action that the organization can embark on. From this, the ability of the general public to make informed risk management decisions is improved, an aspect that heightens the capacity to withstand and adapt to different forms of disasters. 

Tasks Required by FEMA

The necessary process flows required for the delivery of this new service is operational coordination, information sharing and stabilizing of the infrastructure systems. Operational coordination involves the establishment of a resilient process and functional structure that appropriately incorporates the key stakeholders and supports the execution of the identified service (FEMA, 2012). Improved coordination within the organization means that more individuals can be trained in managing different forms of hazards or disasters in the wake of their occurrence. Information sharing is essential for protection against unforeseen emergencies. Thus, the organization will be required to relay timely and accurate information concerning the type of threat, for instance, cyber-attacks, to the people of the United States. 

Sharing of intelligence to the public prepares them for what to expect if a crisis occurs. With adequate training, the community will be ready to withstand the threats poses the hazard by making informed risk management decisions. Stabilizing of infrastructure systems is crucial to enable standard functions such as support for health services that are important to the community. Notably, the process flows will affect worker requirements as they are associated with improved productivity. Therefore, employees at the agency will be required to increase their productivity to make sure that the process flows are in line with the delivery of the services to the general public. 

Competencies Required
Providing disaster preparedness training requires employees to possess a range of competencies and skills including, service orientation –looking for ways to help people, coordination, complex problem solving (ability to develop and implement proactive solutions), critical thinking and active listening (FEMA, 2012). Additional skills include possession of effective decision-making skills, social perceptiveness, system analysis (ascertaining how systems work and how changes can affect outcomes), negotiation, persuasion, management of personnel resources and operational analysis (FEMA, 2012). Significantly, the knowledge that the staff should be conversant with includes public safety and security (understanding of essential policies, strategies, and procedures to promote effective security operations), administration management (essential management principles in strategic planning), and personal service provision (knowledge on processes of providing public services). 

FEMA is mandated with the responsibility to support citizens and first-time responders in the management of hazards and disasters as they occur. Based on this, most of the staff members at the organization are in possession of the desired competencies required in the provision of the new service. Considerably, this highlights that the staff might only require improving further on their abilities, an aspect that can be intensified with the provision of training. Additionally, the acquisition of new team is costly and time consuming thus heightening the need for improving the competencies of the staff members. Therefore, the current staff members will be trained on the required skills to facilitate their ability to train the public on how to respond to, protect themselves and prepare for the different forms of hazards.
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