GUIDELINES FOR AN FRG 

POINT OF CONTACT

Thank you for volunteering to be a Point of Contact for our unit!  Your assistance will be greatly appreciated as we focus on maintaining effective communication within our group.  Please feel free to contact the FRG leader if you have any questions or concerns in fulfilling this very important role.

As a Point of Contact, you are part of an organization designed for communication and support.  You are not a social worker or a welfare agency.  You must set boundaries for yourself and your family in providing assistance to members of your contact group.  Do what you can to help, but never neglect your own family because you feel obligated or guilty.  The Army provides help agencies.  Your responsibility is to refer people to these agencies when help is needed.  Thanks again for your dedication!
DO

· Be pleasant when you call.

· Be sure to introduce yourself.

· Write down the message you have before you call so it will be concise and clear.

· Have your Communication Log nearby when you call.

· Verify phone number and address occasionally to ensure FRG roster is correct.

· Try to answer questions as best you can; if you cannot, find a source who can answer the question and call back with the information.

· Keep trying to call if unsuccessful on the first attempt.

· Specify what hours are reasonable for accepting and making phone calls.

· Call your FRG leader when you have completed your calls.

· Keep your FRG leader informed of disconnected or unanswered calls.

DON’T

· Take it personally if a caller is rude, impatient, or otherwise uncooperative – you never know what might be going on at that time.

· Feel guilty if you cannot help the caller or go beyond your own limitations in providing assistance.

· Indulge in gossip or ANY type of information that is not valid and reliable.

Sample Phone Calls and What to Say:

Example of a POC’s First Call:

“Hello, ___________, this is ________________________.  I just wanted to call and say ‘hello’ and to let you know that I am your contact person for the [unit name] Spouses’ Phone Tree.  Your spouse works with mine and I’m the person you can call if you have any concerns or questions while your spouse is deployed/in the field.  I’ll contact you from time to time when any information needs to be passed on that would be of interest to you.  If you need anything, have any questions, or want to become involved in our unit’s Family Readiness Group, my phone number is ____________.  Please feel free to call me!”

Example of an Information Call:

“Hi!  This is _______________ from [unit name] Family Readiness Group.  Is this a good time to pass on some information?  (Yes? Continue.  No?  “When would be a better time for me to call?”)  Do you have a paper and pen handy?  If not, I can wait until you find one.  

“The FRG is having a bake sale [fundraiser, meeting, etc.] on [day, date] from [start time to end time] at [location].  Could you bake something to bring?  Would you have time to work at the bake sale from _____ to _____?  Do you know where [location] is?  I’ll be happy to give you directions.  I’m really glad we can count on you to help out by [bake, work, etc.].  Your help is really appreciated.  Thanks.  See you at the Bake Sale!”

TYPES OF CALLS AND HOW TO DEAL WITH THEM:

SOCIAL CALLS:  “I appreciate your call and it’s great chatting with you.  Since I need to [prepare dinner, put the kids to bed, etc.], I’ll let you go.  Please feel free to call me later!”

PROBLEM CALLS:  “I’m glad you called me about [problem].  Let me make some phone calls to see what I can find out.  I’ll get back with you [specific time and date].”  OR “Feel free to contact any of the referral numbers you received.  I’m confident you’ll be able to work this out.”

CRISIS CALLS:  “It sounds like this is a really stressful situation for you.  How have you handled this before?  Have you contacted [relevant agency]?  What is your immediate concern?  What kind of help do you need?  Let me find out the best resource for you and I will call you back in ____ minutes.”

UNNECESSARY (GOSSIP) CALLS:  “During stressful situations, I find that a lot of rumors begin and can quickly get out of control.  If there was a significant problem, I’m sure I would be notified.  Let me make a few phone calls to verify the situation and I will call you back in ____ minutes.”

CHRONIC CALLS:  “I find I’ve been spending more and more time  on the phone working with FRG issues.  As a result, I haven’t spent much quality time with my children.  I appreciate your call; however, I need to limit my calls to 10 minutes each.”

TOP TEN PHONE REMINDERS

1. LOG YOUR CALLS.

Name, date, time, reason for call

2. INTRODUCTION

Prepare yourself before the call with message, paper, etc.

Be cheerful and enthusiastic.

Ask, “Is this a good time to call?”
3. WELCOME

Set the “atmosphere” for the call with a positive and helpful tone of voice.

Make the family member feel like a part of the FRG.
4. MESSAGE

Ask if they have a pen and paper ready.

Give only the FACTS – who, what, when, where, etc.
5. LISTEN

Really listen to concerns and questions.

Be sensitive to background noises.

Be sensitive to tone of voice – panic, distress, sleepiness, etc.
6. QUESTIONS

If you don’t know the answer, find out and call back.

7. COMMITMENT/CONSISTENCY

Return your calls.

When you say you’ll call back, do it.

Contact your FRG leader after every phone tree message.
8. OBJECTIVITY

Stick to the facts.

You are helping the family member; focus on that.

STOP RUMORS IMMEDIATELY.  NO GOSSIPING ALLOWED!
9. REFERRALS

Remember, you do not “know it all” and that’s okay!

Let the available agencies do their job.
10. SAYING GOODBYE

Be polite, tactful, and diplomatic.

Summarize any decisions made or commitments to call back.  Write them down.
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