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OVERVIEW

At the end of this unit, you will be able to:

· Explain that after a disaster, various employees may be detailed to answer phones or staff counters to deal with citizen questions and concerns.

· Organize their work to ensure that a “gatekeeper” function is operating to help address inquiries.

· Identify whether a citizen’s primary concern is economic or emotional.

· Use the Local Government Pocket Guide or resource document to direct people to the appropriate offices or agencies.

· Divert citizens who need special attention to other locations to receive help.

CONTENTS

This unit includes the following sections:

· Introduction and Unit Overview

· Working With Citizens After a Disaster

· Making Referrals

· Working With Individuals With Extensive Needs
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Making Referrals

and Following Up

Let me see if I can

help you with this.



Your Notes:

INTRODUCTION AND UNIT OVERVIEW
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Unit Objectives

F

Organize your workload to ensure that a

“gatekeeper” function is operating to help

address inquiries.

F

Identify whether a citizen’s primary concern is

economic or emotional.

F

Use the Local Government Pocket Guide or local

resource guide to direct people to the

appropriate offices or agencies.

F

Divert citizens who need special attention to

other locations to receive help.



Your Notes:

WORKING WITH CITIZENS AFTER A DISASTER


[image: image3.wmf]Visual FL-4.

3

Working With Citizens

After a Disaster

Expect . . .

F

A large increase in the number of questions.

F

Requests to answer questions not directly

relevant to your position or organization.

F

More emotional behaviors.

F

Greater fatigue in yourself.



Your Notes:

MAKING REFERRALS
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Making Referrals

F

Identify common referral resources ahead

of time and keep them with you.

F

Use your Pocket Guide and other office

resources to identify proper referrals.

F

Identify someone in the office to ask if you

cannot determine the correct response.

F

Ask probing questions and volunteer referrals

if you think the customer might have unmet

needs.



Your Notes:

WORKING WITH INDIVIDUALS WITH EXTENSIVE NEEDS
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Addressing Extensive

Individual Needs

F

With your supervisor, determine a strategy

in advance for dealing with individuals who

need extensive assistance.

F

If they are distraught, pull them aside and

give them a private place to calm down.

F

Listen to their story or find someone else

who has time to provide individual attention.

F

Identify appropriate referrals and follow

through.



Your Notes:
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Unit Objectives

		Organize your workload to ensure that a “gatekeeper” function is operating to help address inquiries.

		Identify whether a citizen’s primary concern is economic or emotional.

		Use the Local Government Pocket Guide or local resource guide to direct people to the appropriate offices or agencies.

		Divert citizens who need special attention to other locations to receive help.
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Making Referrals

		Identify common referral resources ahead 

of time and keep them with you.

		Use your Pocket Guide and other office resources to identify proper referrals.

		Identify someone in the office to ask if you cannot determine the correct response.

		Ask probing questions and volunteer referrals if you think the customer might have unmet needs.
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Addressing Extensive Individual Needs

		With your supervisor, determine a strategy in advance for dealing with individuals who need extensive assistance.

		If they are distraught, pull them aside and give them a private place to calm down.

		Listen to their story or find someone else who has time to provide individual attention.

		Identify appropriate referrals and follow through.
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Working With Citizens 

After a Disaster

Expect . . .

		A large increase in the number of questions.

		Requests to answer questions not directly relevant to your position or organization.

		More emotional behaviors.

		Greater fatigue in yourself.
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Making Referrals 

and Following Up





Let me see if I can help you with this.














































































































































































































