

COURSE OBJECTIVES����At the completion of this course, students will be able to:



Identify the appropriate procedures for answering telephone calls.

Use active listening techniques when communicating with callers.

��TARGET AUDIENCE



The target audience for this training includes all staff who answer telephones in the Disaster Field Office (DFO).����APPROXIMATE TIME

��2 hours��

CONTENTS

��This course includes the following sections:



Optional Introductory Activity:  Listening Skills Self-Assessment

Course Overview

Be Prepared

Answering the Telephone

Callers to the Disaster Field Office

Activity:  Where in the DFO?

Active Listening

Taking Notes

Activity:  Recall With and Without Notetaking

Confirming What You Hear

Activity:  Confirming What You Hear

Asking Probing Questions

Activity:  Identifying the Type of Question

Dealing With Difficult Callers

Activity:  Dealing With Difficult Callers

Taking Messages

Transferring a Call

Putting a Caller on Hold

Closing a Call

Summary

���

PREPARING



Use the following checklist to help you prepare for this course.

��Supplies and Equipment��Visuals 1 through 19  (See Visual Masters section of this document.  Prepare visuals if necessary.)

Overhead projector with screen

Chart paper, easels, and markers

Masking tape

Name cards

Pens, pencils, and note paper

Where in the DFO? Game Questions

One fishbowl

Chart paper and markers



Handout Materials (See Handout Masters section of this document.)

Current phone lists for the DFO and other relevant offices

Telephone Skills for Disaster Staff Summary

Listening Skills Self-Assessment

Recall With and Without Notetaking:  Caller 1

Recall With and Without Notetaking:  Caller 2

Confirming What You Hear

Identifying the Type of Question

Dealing With Difficult Callers

��NUMBER OF INSTRUCTORS



One or two instructors may be used to teach this course.



Important Instructor Note:  The content presented in this course is very similar to that in the Disaster Field Training Organization Active Listening course.  If the students in the class have already completed the Active Listening course, the instructor should skip the listening skills sections.

���

��� EMBED Word.Picture.6  ����OPTIONAL INTRODUCTORY ACTIVITY:  Listening Skills Self-Assessment���Conduct the activity as follows:



Explain to the students that a critical part of having good telephone skills is being able to listen well.�

Tell the students that the purpose of this activity is provide an opportunity for them to assess their listening skills.

���

�Distribute the Listening Skills Self-Assessment.  (See Handout Masters section.)�

Tell the students to take a few minutes to complete the self-assessment.  Explain that at the end of the self-assessment they should list at least one personal learning objective for the course.�

Give the students 10 minutes to complete the self-assessment and develop learning objectives.�

After the students have completed their assessments, ask for several volunteers to share their learning objectives with the class.����������������

COURSE OVERVIEW

��Visual 1



�



�Display the visual and review the course objectives with the students:



� EMBED PowerPoint.Slide.8  ���������



�Review the following key points:



Much of the day-to-day business of the DFO is transacted by telephone.�

When you answer the phone, you provide the first impression that the caller will have of FEMA.�

Identifying and using listening skills is necessary to understand the caller’s need.



Handling telephone calls efficiently and effectively ensures successful customer service for each caller.������

BE PREPARED

��Visual 2

��Display the visual.



� EMBED PowerPoint.Slide.8  ���������

�Review the following key points:



It is important to be prepared before you begin to answer the phone.



Being organized helps you concentrate on the caller’s request or message and allows you to handle calls more efficiently, particularly when the office is very busy.������

�Distribute Telephone Skills for Disaster Staff Summary.  (See Handout Masters.)  Explain that we will be reviewing this information throughout the course.������

Telephone Lists�Instructor Note:  Distribute and explain the current phone list for the DFO and any other relevant numbers.������

ANSWERING THE TELEPHONE

��Visual 3

��Display the visual.



� EMBED PowerPoint.Slide.8  ���������



�Review the following key points:



It is important to project a positive attitude when answering the phone.  It is important to interact with a pleasant “smiling” voice at all times.



Make sure callers know where they are calling and with whom they are talking.���������������

CALLERS TO THE DISASTER FIELD OFFICE

��Visual 4

��Display the visual.



� EMBED PowerPoint.Slide.8  ���������



�Review the following key point:



Many different people call the Disaster Field Office.

����

Whom might you expect to call the Disaster Field Office?

������



�Record the students’ responses on chart paper.  Possible responses include:



Federal, State, and local officials.

Congressional offices.

Representatives from the media.

Contracted services representatives.

Friends and family of employees.

Local businesses.

Voluntary organizations.

����Write the teleregistration number and helpline number on chart paper.



Point out that disaster applicants should not be calling the Disaster Field Office.  Explain that all employees should know the toll-free teleregistration number and the number of the FEMA Helpline. ��



CALLERS TO THE DISASTER FIELD OFFICE������



�Review the following key points:



Disaster victims can apply for assistance by calling the toll-free teleregistration number.  That number is 1-800-462-9029.



Disaster victims can follow up on their applications or receive answers to questions about disaster assistance by calling the FEMA helpline.  That number is 1-800-525-0321.�

There are certain locations for other types of calls.  For example, all questions from the media should be directed to the Public Affairs office.  All calls from Congressional offices should be directed to the Congressional Liaison.�

When you arrive at a new office, it is important to ask the types of callers to expect and the common questions they may ask.  That way you will be able to direct calls quickly and efficiently.���

���

� EMBED Word.Picture.6  ���



















� ADVANCE \d02 �Visual 5

�



�ACTIVITY:  WHERE IN THE DFO?



Instructor Note:  Prior to this unit, make sure you have copied and cut the Questions for Use in the Fishbowl (pages 13 through 15).  Place these question in a fishbowl or box from which the students will draw questions.



Conduct this activity as follows:



Tell the students that the purpose of this activity is to review where you would direct calls within the Disaster Field Office.



Display Visual 5 and then review the following instructions:



� EMBED PowerPoint.Slide.8  ���



Explain that each table group will draw a question from the fishbowl.  A representative from the table will read the question aloud.



Tell the students that team members may consult with one another briefly.  The representative will then state where in the DFO he or she would refer callers to get the needed information or resources.



Explain that the table group answering the most questions correctly will be declared the winning table.

���

� EMBED Word.Picture.6  ����

ACTIVITY:  WHERE IN THE DFO?

Questions With Answers

��

I’m a local pastor and would like someone to speak at the end of Sunday service on disaster services. Community Relations

��

I’m a planner with the State.  I need to know who I can speak with about aerial maps.  Information and Planning Section

��

I’m with the Yummy Foods Corporation.  We would like to donate 100,000 candy bars to the relief effort.  Best Answer:  Human Services Branch Within Operations Section; Other Possible Answers:  Public Affairs, Community Relations

��

I’m a local mayor and I want to know if there will be money to repair my town hall.  Infrastructure Support Branch Within Operations Section; Other Possible Answers:  Community Relations, the FCO

��

I need some help from FEMA.  My house was badly damaged in the flood and my car has been destroyed.  Refer the caller to the teleregistration number 1-800-462-9029.

��

I’m calling from Congressman Wisniski’s office.  We want to know what FEMA is doing to get disaster assistance to her constituents in Sandy Grove.  Congressional Affairs (Congressional Liaison)

��

I’m a homeowner on Sheltered Beach.  I want to know what I can do to rebuild so that the next hurricane will do less damage.  Hazard Mitigation Staff

��

This is the State Emergency Manager.  I just saw on the late news a report that discussed information I was told was not going to be released to the media.  Somehow the information was released and the report is full of inaccurate information.  I need to talk to someone about this report.  Public Affairs (Joint Information Center) or the FCO

���
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ACTIVITY:  WHERE IN THE DFO?

Questions With Answers

��

The office director has asked you to call and set up training for staff who do not yet know Microsoft Word.  Where do you call?  Finance and Administration Section (Training Branch, also called the Disaster Field Training Organization)

��

’m a Special Assistant to the Governor.  The Governor has asked me to find out if there is any truth to the rumor that residents of one community are living in tents in a public park because they are afraid to go to the shelters.  Best Answer:  Community Relations; Other Possible Answers:  Human Services Branch Within the Operations Section or Information and Planning Section

��

I’m the Deputy Mayor for Chester Cove.  I would like to get more information about National Flood Insurance for our town residents.  National Flood Insurance Program

��

I’m calling from the Tree Tops condominium association.  I want to know why some people in our community are getting checks, and why others with similar damage are not.  Human Services Branch of the Operations Section (Individual Assistance Group)

��

This is Mayor Whitney’s assistant.  Is FEMA going to pay overtime for the hours logged by our police and fire departments?  Infrastructure Support

��

I’m calling from Congressman Henderson’s office.  We have a constituent, Sally Chow, who needs some help due to a special situation.  Congressional Affairs

��

I’m calling from the Governor’s office.  We plan to send a representative from our office out to the towns that were affected on the east side of the State.  We would like FEMA to send a representative with us to talk about applying for disaster assistance.  Community Relations

��

I’m calling from the State Public Works division.  We would like to get some additional transportation equipment from the military to assist us with transporting sandbags and other emergency equipment.  Operations Support Branch of the Operations Section (Transportation Group ESF-1)

���
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ACTIVITY:  WHERE IN THE DFO?

Questions With Answers

��

I’m calling from the State Human Services Division.  We would like to know how many people are still residing in the shelters in Andersonville.  Information and Planning Section or the Human Services Branch of the Operations Section

��

I’m calling from the Sandy Shores emergency operations center.  We are running very low on food for our shelters.  We have depleted local resources, and we do not expect food to be widely available in the community for several weeks.  Human Services Branch of the Operations Section

��

I’m a new reservist, working in one of the Disaster Recovery Centers.  I am confused about per diem allowed for this disaster.  Where can I call to get information on travel?  Finance and Administration (Financial Management Branch)

��

I’m calling from the Lexington Sanitary Commission.  We have a problem with raw sewage and dead animals in our community.  We are concerned that epidemics may break out due to the unsanitary conditions.  We would like some help from FEMA in preventing the situation.  Emergency Services Branch of the Operations Section (ESF-8, Public Health and Medical Services)

��

I’m calling from the Wingate Mayor’s office.  Flood waters have reached the Friendly Farming Fertilizer plant, and fertilizer is leaking into the flood waters.  We need help in addressing this problem.  Emergency Services Branch of the Operations Section (ESF-10 Hazardous Waste Group)

��

I’m calling from the Andersonville Community Association.  Is it true that FEMA is saying that people with more than 50 percent damage cannot rebuild their homes?  Hazard Mitigation or the National Flood Insurance Program

��

I’m calling from Sheltered Beach.  We need a generator to keep a sewage treatment plant operational.  Operations Section (Operations Support Branch)

��

I’m a reporter with the Biggsville Gazette.  We would like to know if the FEMA Director will be visiting the flooded communities.  Public Affairs

���
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ACTIVITY:  WHERE IN THE DFO?

Questions For Use in the Fishbowl

��

I’m a local pastor and would like someone to speak at the end of Sunday service on disaster services.

��

I’m a planner with the State.  I need to know who I can speak with about aerial maps.

��

I’m with the Yummy Foods Corporation.  We would like to donate 100,000 candy bars to the relief effort.

��

I’m a local mayor and I want to know if there will be money to repair my town hall.

��

I need some help from FEMA.  My house was badly damaged in the flood and my car has been destroyed.

��

I’m calling from Congressman Wisniski’s office.  We want to know what FEMA is doing to get disaster assistance to her constituents in Sandy Grove.

��

I’m a homeowner on Sheltered Beach.  I want to know what I can do to rebuild so that the next hurricane will do less damage.

��

This is the State Emergency Manager.  I just saw on the late news a report that discussed information I was told was not going to be released to the media.  Somehow the information was released and the report is full of inaccurate information.  I need to talk to someone about this report.

���
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ACTIVITY:  WHERE IN THE DFO?

Questions For Use in the Fishbowl

��

The office director has asked you to call and set up training for staff who do not yet know Microsoft Word.  Where do you call?

��

I’m a Special Assistant to the Governor.  The Governor has asked me to find out if there is any truth to the rumor that residents of one community are living in tents in a public park because they are afraid to go to the shelters.

��

I’m the Deputy Mayor for Chester Cove.  I would like to get more information about National Flood Insurance for our town residents.

��

I’m calling from the Tree Tops condominium association.  I want to know why some people in our community are getting checks, and why others with similar damage are not.

��

This is Mayor Whitney’s assistant.  Is FEMA going to pay overtime for the hours logged by our police and fire departments?

��

I’m calling from Congressman Henderson’s office.  We have a constituent, Sally Chow, who needs some help due to a special situation.

��

I’m calling from the Governor’s office.  We plan to send a representative from our office out to the towns that were affected on the east side of the State.  We would like FEMA to send a representative with us to talk about applying for disaster assistance.

��

I’m calling from the State Public Works division.  We would like to get some additional transportation equipment from the military to assist us with transporting sandbags and other emergency equipment.

���
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ACTIVITY:  WHERE IN THE DFO?

Questions For Use in the Fishbowl

��

I’m calling from the State Human Services Division.  We would like to know how many people are still residing in the shelters in Andersonville.

��

I’m calling from the Sandy Shores emergency operations center.  We are running very low on food for our shelters.  We have depleted local resources, and we do not expect food to be widely available in the community for several weeks.

��

I’m a new reservist, working in one of the Disaster Recovery Centers.  I am confused about per diem allowed for this disaster.  Where can I call to get information on travel?

��

I’m calling from the Lexington Sanitary Commission.  We have a problem with raw sewage and dead animals in our community.  We are concerned that epidemics may break out due to the unsanitary conditions.  We would like some help from FEMA in preventing the situation.

��

I’m calling from the Wingate Mayor’s office.  Flood waters have reached the Friendly Farming Fertilizer plant, and fertilizer is leaking into the flood waters.  We need help in addressing this problem.

��

I’m calling from the Andersonville Community Association.  Is it true that FEMA is saying that people with more than 50 percent damage cannot rebuild their homes?

��

I’m calling from Sheltered Beach.  We need a generator to keep a sewage treatment plant operational.

��

I’m a reporter with the Biggsville Gazette.  We would like to know if the FEMA Director will be visiting the flooded communities.

���

ACTIVE LISTENING

��� EMBED Word.Picture.6  ����Instructor Note:  You should skip this section if the students have already completed the Disaster Field Training Organization Active Listening Skills course.�������

What does the phrase “active listening” mean to you?

���

If not mentioned by the students add the following:



Listening and not just hearing.

Paraphrasing to make sure you heard what was being said.

����

Why is it important to listen actively?��

ACTIVE LISTENING

��Visual 6



��Respond to the students’ comments and then display Visual 6.



� EMBED PowerPoint.Slide.8  ����������



�Make the following key points:



Active listening goes beyond just recalling the facts that are being stated.  Active listening means demonstrating that you understand the other person’s frame of reference.�

Active listening lays the foundation for building a relationship based on trust and understanding.�

Active listening encourages the sharing of information and feelings.

���

ACTIVE LISTENING

���Visual 7



��Display the visual.



� EMBED PowerPoint.Slide.8  ���



Explain that active listening involves listening, confirming, probing, and showing understanding.  Point out that listening will be discussed in this section of the course.  Note that confirming understanding and asking probing questions will be covered in the next sections.  Stress that showing understanding is a combination of your words and your actions.

���Transition to the next section by pointing out that confirming by repeating the gist of what was said verbally communicates understanding.  Tell the students that confirming is a key component of active listening.��

�

TAKING NOTES

��Visual 8

��Display the visual.  Explain that taking notes can help you remember important information.  



� EMBED PowerPoint.Slide.8  ���

���Point out that note taking is not necessary in all situations.  Stress that each individual has to develop his or her own method of taking notes.

������������������������������������

� EMBED Word.Picture.6  ����ACTIVITY:  RECALL WITH AND WITHOUT NOTETAKING



Caller 1���Conduct the first part of this activity as follows:



Tell the students that they will be listening to two phone calls.�

Point out that the students are to listen closely to the message and recall the facts stated by the caller.  Explain that this exercise is designed to assess how well the students can recall detailed information.�

Tell the students that they will work in pairs for this exercise.  Before reading the message, ask one member of each pair to leave the room (but not to wander off).



Close the door to the training room.  Tell the remaining students in the classroom not to take notes.

��Message 1

�Ask the students if they are ready.  Read the message or ask for a volunteer student to read it.  A transcript of the message appears on page 24.



When the segment has been completed, ask the students who left the room to return.  Tell the students who heard the message to tell their partners as much of the information as they remember.  Explain that the students who did not hear the message can ask their partners questions.������



�After the students have briefed their partners, distribute Recall With and Without Notetaking:  Caller 1.  (See Handout Masters.)  Instruct the students to complete the questions individually.



After everyone has completed the questions, review the correct responses.



(Important Instructor Note:  The questions are designed to assess one’s ability to listen.  In an actual situation,  you may not need to recall the facts included in these questions.  Being able to listen and recall the facts is an important first step to understanding the meaning being communicated.)

���

� EMBED Word.Picture.6  ����ACTIVITY:  RECALL WITH AND WITHOUT NOTETAKING



Caller 1���Ask how many people got a perfect score.  Note that listening takes skill and concentration.



Next, ask the following discussion question to those students who left the room:�������How accurate was the information that was conveyed to you by your partner? ������Point out that most students who received the information second hand were probably not prepared to respond to the caller’s need effectively.�����

�

� EMBED Word.Picture.6  ����ACTIVITY:  RECALL WITH AND WITHOUT NOTETAKING



Caller 2���Conduct the second part of this activity as follows:



Tell the students that they will listen to a second message.  Have the students who left the room in the previous activity now stay in the room and listen to the message and those students who previously stayed in the room should leave.



Tell the students who remain in the room to take careful notes.

��Message 2

�Close the door to the training room.  Ask the students if they are ready.  Read the message or ask for a volunteer student to read it.  A transcript of the message appears on page 24.



When the segment has been completed, ask the students who left the room to return.  Tell the students who heard the message to review their notes with their partners.  Explain that the students who did not hear the message can ask their partners questions.

���



�After the students have briefed their partners, distribute Recall With and Without Notetaking:  Caller 2.  (See Handout Masters.)  Instruct the students to complete the questions individually.



After everyone has completed the questions, review the correct responses.



Ask how many people improved their listening accuracy from the first segment.



Summarize this activity by asking the following discussion questions:�������

What types of things can make it difficult to listen effectively to a caller?

������Possible responses include:

Physical and mental fatigue.

Lack of time.

Competing tasks.

Feeling rushed to complete the interaction.���

� EMBED Word.Picture.6  ����ACTIVITY:  RECALL WITH AND WITHOUT NOTETAKING



Caller 2�������

What can you do to ensure you are able to listen to each caller’s story?

������Possible responses include:

Stop doing other tasks while on the phone.

Don’t allow yourself to become distracted by other noises around you.

Don’t interrupt.

Take notes.���

� EMBED Word.Picture.6  ����

ACTIVITY:  RECALL WITH AND WITHOUT NOTETAKING

Transcripts��



Caller #1

���

“This is Pat Stevenson, calling from the field.  I have some of the details about the community meeting that is going to be held tonight in McCallister.  Speakers at the meeting will include the mayor, Councilman Everett Robinson, and Councilwoman Maria Hernandez.  The meeting will be held at the American Legion Hall, at 265 Cherry Lane at 7:30 p.m.  They would like a representative from Community Relations to explain the disaster application process and someone from the Small Business Administration to explain disaster loans.  I need to confirm with them by 2:30 this afternoon.”

��



Caller #2

���

“This is Michelle Chesterton.  I’m calling from the Powellsville Office of Human Services.  I’m calling about the Oak Leaf Villas Retirement Complex.  This is a retirement complex for low-income residents.  Fifteen buildings were damaged in the hurricane.  We originally thought insurance would cover all damages, but now we have discovered that only ten thousand dollars insurance coverage existed for asbestos abatement which now totals one hundred and sixty-five thousand dollars.  Can FEMA provide assistance in helping us meet these expenses?”



���

CONFIRMING WHAT YOU HEAR

��Visual 9

��Display the visual.



� EMBED PowerPoint.Slide.8  ���

����



�Make the following key points:



Confirming is often called paraphrasing and allows you to clarify what you’ve heard by reflecting the message.�

You confirm to ensure that you understand what is being said and to demonstrate that you heard the other person.�

Confirming also ensures that you understand the emotions being stated and those not being expressed.�����

Why is it important not to parrot back the exact words you just heard?���

If not mentioned by the students, add the following:

Parroting does not demonstrate that you took the time to understand what is being said.

Parroting can be very annoying to the other person.

Parroting does not help the speaker clarify his or her thoughts.

���Also note that confirming is not just saying I understand.  Stress that confirming means restating aloud your understanding.  Ask if there are any questions about confirming.������

CONFIRMING WHAT YOU HEAR

��� EMBED Word.Picture.6  ����LARGE-GROUP PRACTICE:  CONFIRMING



Conduct this large-group practice as follows:���Tell the students that they will have an opportunity to practice confirming before completing an individual exercise.



Explain that you will read a statement.  Tell the students to listen to the statement and then write down word for word what they would say to confirm what they heard.�

Ask if there are any questions.  Respond to the questions.�

Read the following statement.  (Do not put too much emotion into the statement.  A later section of this course deals with dealing with difficult callers.)



“This is Chris Adams from the American Red Cross.  We are planning to phase down our shelter operations in the next two weeks.  Wingate has a fairly large number of previously homeless individuals who are now living in our shelter.  We need to meet with John from your office and State and local officials to identify a strategy to deal with these individuals.”



Remind the students to write down their responses.�

After the students have finished writing their responses, ask for volunteers to share their confirming statements.  The following statement can be used as an example if necessary:



So you’re closing down your shelters in two weeks and you’d like to schedule a meeting with John and State and local representatives to address the issue of previously homeless individuals in Wingate.



Ask if there are any questions about confirming.  Note that the next activity will give them additional opportunities to practice confirming.���

� EMBED Word.Picture.6  ����ACTIVITY:  CONFIRMING WHAT YOU HEAR



Conduct the activity as follows:���Tell the students that the purpose of this activity is practice confirming the main themes of what is being stated.

��Visual 10



��Display the following visual and review the activity instructions:



� EMBED PowerPoint.Slide.8  ���

���

�Distribute Confirming What You Hear.  (See Handout Masters.)  Tell the students that they should record their responses on this handout.



Remind the students to listen closely to the content, summarize the message in their mind, and then restate the message in their own words using one of the following formats:�

“In other words . . .”�“If I understand you, you think . . .”�“So, you’re saying . . .”

���
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�ACTIVITY:  CONFIRMING WHAT YOU HEAR



Ask if the students are ready.  Read all six statements or ask for a volunteer student to read them.  Pause after each statement to allow the students time to write their confirming statements.

����After reading each excerpt, ask for volunteers to share their confirming responses.  Provide feedback on the accuracy of each response.�

Encourage the other students to comment on how their responses differ.�

Next, ask the following discussion question:

����

Why might there be a tendency to skip the confirming step when communicating with callers?

������Possible responses include:

You may be pressed for time.

You may be distracted by other tasks, noise, etc.

You may feel like you’ve heard it all before.

You may not feel like listening and want to end the conversation as quickly as possible.���

�CONFIRMING WHAT YOU HEAR





Instructions:  Listen to each statement.  Write a response that confirms your understanding of the situation.  In restating the information, you may want to use one of the following formats:



���� “In other words . . .”�“If I understand you, you think . . .”�“So, you’re saying . . .”������



Statement #1�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is the Salisbury Board of Health.  We have approximately 30,000 dead chickens in our community, a result of flooding at the DuPer Poultry farm.  These chickens washed into several residential areas during the flooding.  We are extremely concerned about potential disease and illness caused by the chickens and want to know how FEMA can help us.”



Response:



Possible Response:  So you’re saying that you are concerned about the health hazards resulting from the dead chickens and you would like to know if FEMA can assist you in resolving the situation.





��





Statement #2�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Anne Harrison from Mayor Butler’s office.  We are hearing a lot of rumors in our community that FEMA is going to force residents who own beachfront property to relocate.  They have also heard that these residents will receive only a fraction of the pre-hurricane value of their properties.”



Response:



Possible Response:  So you’re saying that your residents are worried that they will be forced to move and that they will not receive a fair value for their property.





���

�CONFIRMING WHAT YOU HEAR







���� “In other words . . .”�“If I understand you, you think . . .”�“So, you’re saying . . .”������



Statement #3�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Adrienne Anderson.  I’m the Public Works Director for the city of Sandersonville.  We have bottled gas and fuel oil tanks floating down city streets and possibly leaking.  Cans of paint from the flooded paint factory have also appeared.  In addition a garden supply center flooded and bags of pesticides have broken open and entered the water.  The contractor that we hired to clean up the hazardous waste has gone bankrupt and cannot be contacted.”



Response:



Possible Response:  So you are saying that you have hazardous waste floating in the water and you cannot use the contractor you hired to remove it because the company has gone bankrupt.





��





Statement #4�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Sue Kim from Representative Greg Littleton’s office.  We would like to know what FEMA has been doing to meet the needs of residents who live in the northern hill country.  The Congressman is particularly concerned about the long-term impact on tourism that might occur in his area if things are not cleaned up quickly.  What types of activities have your staff been accomplishing in this area so that I can report back to him?”



Response:



Possible Response:  In other words, the Congressman is concerned about the impact on tourism in the northern hill country as a result of the disaster and would like to know what FEMA has been doing to meet the needs of the residents there.





���

�CONFIRMING WHAT YOU HEAR







���� “In other words . . .”�“If I understand you, you think . . .”�“So, you’re saying . . .”������



Statement #5�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Pastor Austin Michaels from the All Saints Church in Bayport.  I applied to FEMA for an individual and family grant.  I was told the church school and parsonage were eligible, but that we needed to get a loan from the Small Business Administration for the church.  Applying to the SBA is pointless, because we cannot afford a 4 percent loan and we have no collateral.”



Response:



Possible Response:  So you are saying that you will be unable to make the necessary repairs to your church because you cannot afford an SBA loan.





��





Statement #6�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Harry Conrad from The Chronicle.  It took forever to get mitigation funding after the last hurricane in 1994.  Will that funding be faster this time?”



Response:



Possible Response:  So you are asking about the timeframes for receiving funds for mitigation projects.





���

ASKING PROBING QUESTIONS

��Visual 11



��Display the visual and review the different types of questions.



� EMBED PowerPoint.Slide.8  ���

���Tell the students to write one open-ended question and one closed-ended question that you might ask a caller.  Ask for volunteers to read their questions.  Record their sample questions on chart paper as follows:

���

Record sample

questions.��

Open-Ended Questions



What concerns are you facing now?













�

Closed-Ended Questions



Is your area code 214?�������Ask the students to describe situations when a closed-ended question would be preferable.  If not mentioned by the students, add the following points:



When trying to close a conversation.

When you need a simple fact to complete a process or to further your understanding of the situation.���

ASKING PROBING QUESTIONS

���Visual 12



��Display the visual and review the guidelines for asking probing questions.



� EMBED PowerPoint.Slide.8  ���

����



�Make the following key points:



Most probing questions are open-ended questions.�

It is critical to give the individual time to formulate a response before asking a second question.  Do not assume that the individual misunderstood your question.  It may be that some time is required to think through the response.  Silence will allow the individual time to respond or to ask for clarification.�

Use a confirming statement to acknowledge and clarify the answer to your question before asking another question.



Ask if there are any questions about how to formulate and respond to probing questions.  Respond to any questions and then explain that the next activity will allow you to identify open-ended and close-ended questions.���

� EMBED Word.Picture.6  ����ACTIVITY:  IDENTIFYING THE TYPE OF QUESTION



Conduct the activity as follows:���Tell the students the purpose of this activity is to practice identifying open-ended and close-ended questions.

��Visual 13



��Display the following visual and review the activity instructions:



� EMBED PowerPoint.Slide.8  ���

���

�Distribute Identifying the Type of Question.  (See Handout Masters.)  Tell the students that they should review each question and write down whether it is an open-ended or close-ended question.



Give the students 10 minutes to review the questions.�

After 10 minutes review the correct response with the students.�



���

� EMBED Word.Picture.6  ����ACTIVITY:  IDENTIFYING THE TYPE OF QUESTION



Summarize this activity by asking the following discussion questions:

����

What are some situations when it is especially important to collect all of the facts from callers?

���

Possible responses include:

When the caller feels he or she has been treated unfairly by FEMA.

When the caller is a high-profile customer, such as a congressional office staff member or a media representative.

����

What obstacles can make it difficult to understand what a caller is saying or asking?

���

Possible responses include:

When English is not the caller’s first language.

When the caller is upset (e.g., talking quickly, broken sentences).

When there is a lot of background noise.���

DEALING WITH DIFFICULT CALLERS

��Visual 14



��Display the visual.



� EMBED PowerPoint.Slide.8  ����������

� ADVANCE \d04 �� ADVANCE \d02 �� ADVANCE \d01 �What other strong emotions may callers be experiencing?

���

�

Record the list of typical emotions on chart paper.  Hang up the chart paper where the students can refer to it for later reference.����

� ADVANCE \d04 �� ADVANCE \d02 �� ADVANCE \d01 �What strategies are effective for dealing with strong emotions?

���

If not mentioned by the students, add the following items:

Acknowledge the individual’s feelings by saying, “It sounds like you feel . . . .”  Do not say, “I know how you feel.”

Recognize that there was a problem and apologize for the situation; do not apologize for the agency.

Match the level of the caller’s emotion with concern.

Do not deny the individual’s perception of the experience or his or her feelings.  Do not say, “You should see how bad it is over there.”

Assess the situation and state the specific actions you will take to address the concern.

Be honest.  Acknowledge that you may not be able to help; do not create false expectations.���

� EMBED Word.Picture.6  ����ACTIVITY:  DEALING WITH DIFFICULT CALLERS



Conduct the activity as follows:���Tell the students that the purpose of this activity is practice dealing with difficult callers.

��Visual 15



��Display the following visual and review the activity instructions:



� EMBED PowerPoint.Slide.8  ���

���

�Distribute Dealing With Difficult Callers.  (See Handout Masters.)  Tell the students that they should first identify the feeling being expressed.  Remind the students to listen closely to both the feelings and the facts of the comment and then write a response that demonstrates an understanding of the feelings being expressed.  Suggest that the students use a format such as “You’re feeling . . . because . . . .”  Stress that the response should state the feeling and the reason for the feeling.



Tell the students that they will work as a large group for the first message and then work individually during the remainder of the activity.���

� EMBED Word.Picture.6  ���



�ACTIVITY:  DEALING WITH DIFFICULT CALLERS



Ask if the students are ready.  Read the excerpt or ask for a volunteer student to read it.  (Transcripts of the excerpts appear on pages 40 and 41.)����

Pause after the statement to allow the students time to identify the feeling word and to write their response word for word.�

Ask for volunteers to share their feeling words with the group.  Encourage the other students to comment on how their feeling words differ.  Provide feedback on the accuracy of their feeling words.



Ask for volunteers to share their responses with the group.  Encourage the other students to comment on how their responses differ.  Provide feedback on the accuracy of their responses.

���

�Ask if the students are ready for the next three statements.  Read all three statements.  Pause after each statement to allow the students time to identify the feeling word and write their responses.�

After reading each excerpt, ask for volunteers to share their feeling words and responses.  Provide feedback on the accuracy of each.�

Encourage the other students to comment on how their responses differ.����

� EMBED Word.Picture.6  ����ACTIVITY:  DEALING WITH DIFFICULT CALLERS



Summarize this activity by asking the following discussion questions:

����

Why is it important to respond to how the caller is feeling?

���

Possible responses include:

It helps assure the caller that you empathize with his or her unique situation.

It helps reduce defensiveness in an angry or frustrated caller.

It can help diffuse a hostile situation.

����

What sorts of traps do you need to avoid when handling a caller’s strong emotions?

���

Possible responses include:

Becoming overly involved in the caller’s situation to where you lose good judgment.

Taking the caller’s reaction as a personal attack.

Advocating against FEMA on the caller’s behalf.

Making promises you can’t keep.

Becoming callous and cynical; feeling like everyone is trying to “rip off” the Government.



Point out that dealing with strong emotions can be very stressful.  Remind the students of the stress management services available at the Disaster Field Office.  Provide the names and telephone numbers of resources that can be used to help disaster workers manage their stress.���

�DEALING WITH DIFFICULT CALLERS





Instructions:  Listen to each statement.  Identify the feeling and then write a response that helps demonstrate that you understand the speaker’s frame of reference.  You may want to use the following format:  “You’re feeling . . . because . . .”





Statement #1�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Sylvia Wong from the State Human Services Office.  We are having a problem with the ADAMS system and it is delaying our release of checks.  Occasionally the system works fine, but at other times we find that our access to the system is extremely slow or the system is simply inaccessible.  We are tired of all the calls we are getting from our residents asking where their checks are when you are the problem.”



Feeling Being Expressed:



Possible Response:  Anger, Frustration



Your Response Demonstrating Understanding of the Feeling and Reasons:



Possible Response:  You are frustrated because your office is trying to do a good job and problems with the ADAMS are hindering you in releasing checks.

��



Statement #2�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Elvira Jimenez from Mayor Johnson’s office.  We have been watching the evening news and we have seen that inspectors have been visiting throughout the southern part of the State, but we have not seen a single inspector in this town.  It is quite clear to us that FEMA is catering to the wealthier tourist communities to the south while ignoring us here in the north.”



Feeling Being Expressed:



Possible Response:  Anger, Frustration



Your Response Demonstrating Understanding of the Feeling and Reasons:



Possible Response:  So you are concerned that FEMA inspectors have not been evaluating the damage that occurred in your town.

���

�DEALING WITH DIFFICULT CALLERS











Statement #3�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This disaster has been so terrifying for me.  I am a 72-year-old widow, living alone in a mobile home without electricity.  I can’t use my gas heating.  So I sit in the dark with no heat.  I feel like I’m in the middle of a bad dream and can’t wake up.”



Feeling Being Expressed:



Possible Response:  Fear, Depression



Your Response Demonstrating Understanding of the Feeling and Reasons:



Possible Response:  You’re feeling scared and isolated, without the essentials you need like heat and electricity.

��





Statement #4�� EMBED Word.Picture.6  �����

Transcript (Does not appear on student copy.)



“This is Nadine Labeau from the Haitian Community Association.  We have a real problem with the type of assistance you are providing for members of our community.  Many of our members have been denied the assistance they are due because they are living with other families in one unit.  You assume that there is only one head of household at each address.  But that is not the way our culture works.  We may have several different families living at one address.  This is cultural discrimination.”



Feeling Being Expressed:



Possible Response:  Anger, Frustration



Your Response Demonstrating Understanding of the Feeling and Reasons:



Possible Response:  In other words, you are upset that families in your community are not getting the assistance they need because of the housing arrangements that are common in your culture.

���

TAKING MESSAGES

��Visual 16

��Display the visual.



� EMBED PowerPoint.Slide.8  ���������



�Review the following key points:



Remember to have a message pad handy at your desk.



It is important to correctly and completely fill out all of the information from the caller.  Always reconfirm the details with the caller.



Make sure to learn the office protocol for delivering messages.  For example, find out if people will stop by your desk to pick up messages or if you should periodically deliver messages to their desks.������

TRANSFERRING A CALL

��Visual 17

��Display the visual.



� EMBED PowerPoint.Slide.8  ���������

�Review the following key points:



Remember to get enough information from the caller to transfer the call to the correct location.�

Provide the caller with the new name and number.�

Make sure to stay on the line until you hear someone answer the transfer call.  No one likes to be transferred and then stuck waiting while the call does not go through.������

PUTTING A CALLER ON HOLD

��Visual 18

��Display the visual.



� EMBED PowerPoint.Slide.8  ���������



�Review the following key points:



Always ask the caller if they can hold.  Don’t answer the phone by saying “Please hold.”



Make sure to use the hold button.  Do not attempt to cover the receiver with your hand, and do not call out to locate the requested person.  The caller can still hear what is being said.

������������������������������������

CLOSING A CALL

��Visual 19

��Display the visual.



� EMBED PowerPoint.Slide.8  ����������

Why is it important to close a call successfully?

������If not mentioned by the students, suggest:

It leaves callers with a final positive impression of FEMA.

It lets callers feel as though their needs have been addressed.



������������������

SUMMARY

����Summarize this course by asking the students to recall one important lesson learned.



��� EMBED Word.Picture.6  ���

�

Ask the students to complete the course evaluation form.��

��

Distribute the course completion certificates to each student.��

� EMBED Word.Picture.6  ����

Thank the students and the instructional staff.��
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