Unit 4:  Making Referrals and Following Up


OVERVIEW

At the end of this unit, students 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

· Activity:  Identifying Referral Responses

· Working With Individuals With Extensive Needs

· Summary and Transition

APPROXIMATE TIME

45 minutes

MATERIALS

· Visuals 4.1 through 4.5

· Local Government Pocket Guide, if available

· Local government resource guides

INTRODUCTION AND UNIT OVERVIEW

Visual 4.1
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Display the following visual.
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Making Referrals

and Following Up

Let me see if I can

help you with this.
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Introduce this unit by reviewing the following key points:

· This unit will help you identify customer needs after a disaster and refer them to the right source.

· It will also help you work with those “hard-to-help” citizens who may come to you.

INTRODUCTION AND UNIT OVERVIEW

Visual 4.2
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Display the following visual and review the unit objectives with the students.
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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.



WORKING WITH CITIZENS AFTER A DISASTER

Visual 4.3
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Display the following visual.
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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.
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Review the following key points:

· As front-line employees, the need to answer questions from citizens and deal with citizen concerns will mushroom after a disaster.

· You need to be prepared to answer these questions.  Most questions will probably relate to your own organization, but you may also get many questions that apply to Government services in general.  

· It is your job to direct people to the right answer.  It is also important for you to identify people who will need special attention.  This could be for a variety of reasons—they have very complex issues, they have special needs or disabilities, or they appear to be under extreme stress.

· You may not be able to resolve the issues of these people with special needs.  In that case, you need to identify a strategy for successfully working with these people and helping them find the assistance they need.

MAKING REFERRALS

Visual 4.4
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Display the following visual.
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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.
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Review the following key points:

· Whether you are working in the office answering the phone, at a counter, or in the field, it is important to have responses to common customer questions identified ahead of time.

· Use the resources you have available, such as the Pocket Guide and office or community directories, to help you find the right office or organization for the referral. 

· Meet with your supervisor ahead of time to identify someone who can help you make the right referral if you do not know the correct response.

· You also need to take the initiative to volunteer referrals when appropriate.

MAKING REFERRALS


Visual 4.4

[image: image12.wmf]
Continue showing Visual 4.4.
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Can anyone provide an example of when you identified an unmet need of a citizen and volunteered an appropriate referral?


· If additional responses are needed, suggest:

· Referring someone to a stress counselor when they appeared to be distraught.

· Referring someone to the American Red Cross when they had substantial losses but did not ask for assistance.

· Referring someone to the appropriate authority for debris removal when they commented that their yard was unsafe for their children.




ACTIVITY:  IDENTIFYING REFERRAL RESPONSES

Conduct the activity as follows:

1. Explain to the students that the purpose of this activity is to practice making referrals to the appropriate sources.

2. Explain that you will read them a series of questions from citizens.  Tell them that they should identify the correct referral response using their Pocket Guide and any other resources that are available.

3. Read the questions on the following page and ask for the correct response.  You may want to ask the questions in a round-robin format, having each table group take a question.




Instructor Note:  You may also create your own questions if you would prefer.

4. Facilitate a discussion around the responses if there is more than one correct response or a dispute about a response.

5. After the students have finished responding to the questions, facilitate a discussion around the following question.

[image: image14.wmf]
What are some of the most challenging questions you have had from citizens, and where did you refer them?

Activity:  Identifying Referral Responses

Purpose:  The purpose of this activity is for the students to practice identifying correct responses using the Pocket Guide and other office resources.

Instructions:  Ask the questions and allow the students to respond.  You may want to ask the questions in a round-robin format, having each table group take a question.  You may also create your own questions if you prefer.

Potential Citizens’ Questions:

1. Who do I need to call to get my power turned back on?

2. A tree has fallen down in my front yard and is blocking my driveway.  I can’t get my car out.  How can I get this tree removed?

3. How do I get the mud out of my house?

4. My basement flooded and my gas heater is not working.  What do I do?

5. I think my gas heater is leaking.  What do I do?

6. Is it safe to use the plugs in my house if they got wet?

7. There are snakes in my house.  How do I tell if they are dangerous?  How can I get rid of them?

8. Will the Government pick up all the debris that is lying in my front yard?  Do I have to cut up the trees myself?

9. When will trash be picked up again?

10. There is damage to the road at the end of my street and it is very dangerous to drive on.  When will it be repaired?

11. What should I do with my dog if I have to go to a shelter?

12. What should I bring to a shelter?

13. I need to get a prescription refilled and all the stores are closed.  What should I do?

14. What are the best steps I can take to try to protect my house from the hurricane?

15. How do I get a building permit to repair the damage to my business? 

Activity:  Identifying Referral Responses 
(Continued)
Potential Citizen’s Questions (Continued):
16. I am a diabetic.  What type of food will I get if I go to a shelter?

17. How do I report the fact that a telephone pole just fell on my street?

18. I don’t know where to turn.  My whole life has fallen apart.  I can’t even get out of bed in the morning and I can’t seem to begin putting my life back together again.  I think I need some help.

19. Where are the shelters for my community located?

20. How do I get a generator?  What do I need to do to install one?

21. How should I dispose of all the spoiled food in my refrigerator?

22. How do I know if my water is safe to drink?

23. Where can I go to get a tetanus shot?

24. Can you recommend a contractor who can work on my house?

25. How do I know if a contractor is legitimate?

WORKING WITH INDIVIDUALS WITH EXTENSIVE NEEDS

Visual 4.5
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Display the following visual.
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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.
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Review the following key points:

· Dealing with people who have extensive needs can be very challenging.

· The first step is to meet with your supervisor to determine a strategy in advance for dealing with such people.  Some people with extensive needs may have long-term issues that will not be quickly resolved, such as homelessness, illnesses, and financial difficulties.

· It is often helpful to identify one or two people in the office who will take the “hard-to-resolve” cases, freeing other staff to address more routine inquiries.

· If a person is distraught, provide a private place for him or her to calm down, and try to make the person more comfortable.  If other staff in the office have been tasked to address these “hard-to-resolve” cases, get that person and introduce him or her to the individual.

· If no one else is available, listen to the person’s story, and work with your supervisor to find appropriate referrals.

· If possible, alert the referral sources to the person’s problems.

WORKING WITH INDIVIDUALS WITH EXTENSIVE NEEDS

Visual 4.5
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Continue showing Visual 4.5.
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What experiences have you had with persons who had extensive needs?  How were they resolved?
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What are some other strategies for working with individuals with extensive needs?
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Record the students’ responses on chart paper.

SUMMARY AND TRANSITION
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Summarize this unit by reviewing the following key points:

· As a front-line employee, one of your primary activities is to refer customers to the appropriate sources for assistance.

· It is important to be able to locate these referral sources prior to a disaster so that you are prepared when one occurs.

· Before making a referral, you need to listen carefully and ask probing questions to make sure you have gathered all pertinent information.

· You need to identify a strategy with your supervisor for addressing “hard-to-help” customers.  This allows your office to provide assistance without taking you away from other people who need your help.

Transition to the next unit by explaining that Unit 5 will give you additional strategies for working with emotional people.
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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.





2












_958576230.ppt
Visual FL-4.*



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.
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