Calling Script

Whether it is a volunteer from the FRG or a soldier calling from the unit to provide info to deployed soldiers family or next of kin, it is always a good idea to have a plan before you pick up the phone.  Below are some examples/ideas of what to say. 

Introduction (Good morning my name is and I am calling from....the unit or Family Readiness Group)

I wanted to call and provide you with some information and ask if you had any questions at this time.

Some examples (each situation is different):

· Next FRG meeting for the unit will be __________________

· Your soldier has arrives safely at his/her destination

· Do you have phone numbers to the unit in case you have an emergency? (RDC, BN, After hours you will need to call Staff Duty at __phone#______)

· Would you like to receive info Via e-mail?  What is your e-mail address?

· Will you be departing the area while soldier is deployed?  If so, where will you be going and is there a phone number there you can be reached at?

End on a positive note!

Do you have any Questions of me?

If you think of anything my Phone # is ____________________ and my e-mail address is_______________.  Call if you have any questions or concerns.

The next time you should hear from the unit/FR is around   ___DATE__

Each unit is required to contact these soldiers family members and Next of Kin the week or week after they depart and every 30 days there after.  You should keep a log of who you contacted, answering machine, no answer, disconnected, etc.

If you have any questions please call ……..
Hi I am _____________

I am calling from____________________

Your soldier is deployed and the unit wanted to make sure you were find.

Are you okay and do you have any questions at this time?

I just wanted to let you know that there will be a Family Readiness meeting on ______________and the topic is ______________ 

Time and location are ____________________

If you need to get in touch with the unit do you have a phone number to call?

FAMILY MEMBER CONTACT RECORD   

Date_____________

Name of Persons Making Calls_____________________

Name of Spouse/NOK:



Name of Service Member:

 Phone Number:

Address/Location:

Email Address:

How did the Spouse/NOK sound?

Does the Spouse/NOK have a Chain of Concern/Telephone Tree (phone numbers to reach the unit in case of an emergency)?

What information did you share with the Spouse/NOK?

Date_____________ Name of Persons Making Calls_____________________

Name of Spouse/NOK:



Name of Service Member:

 Phone Number:

Address/Location:

Email Address:

How did the Spouse/NOK sound?

Does the Spouse/NOK have a Chain of Concern/Telephone Tree (phone numbers to reach the unit in case of an emergency)?

What information did you share with the Spouse/NOK?

Date_____________Name of Persons Making Calls_____________________

Name of Spouse/NOK:



Name of Service Member:

 Phone Number:

Address/Location:

Email Address:

How did the Spouse/NOK sound?

Does the Spouse/NOK have a Chain of Concern/Telephone Tree (phone numbers to reach the unit in case of an emergency)?

What information did you share with the Spouse/NOK?

FLOW CHART FOR HELPING DISTRESSED SPOUSES











YES



NO









KEY POINT TO REMEMBER: TREAT THE CALLER AS YOU WOULD WANT YOUR WIFE/HUSBAND, MOTHER, FATHER, GIRLFRIEND/BOYFRIEND, OR OTHER RELATIVE TREATED.

INFORM CHAIN OF CONCERN AND CHAPLAIN





NONE OF THE ABOVE?  USE COMMON SENSE





SPIRITUAL ISSUE?





LIFE/DEATH ISSUE?





MONEY ISSUE?





LEGAL ISSUE?





ADMINISTRATIVE ISSUE?





MEDICAL ISSUE?





EMOTIONAL/ISOLATION ISSUE





DETERMINE 


ISSUE/ PROBLEM





IS CALLER HYSTERICAL, UNABLE TO REASON WITH?





ATTEMPT TO CALM CALLER





1.  REASSURE THAT HELP IS AVAILABLE TO THEM.





2.  DO NOT REINFORCE RUMORS—“WE DON’T KNOW FOR SURE THAT IS TRUE…”





3.  MAINTAIN COMPOSURE.





4.  KEEP CALLER TALKING-WRITE THINGS DOWN.





5.  IF CALLER CAN NOT BE CALMED IN 15 MINUTES, OFFER TO TRANSFER THE CALLER TO A TRAINED COUNSELOR.  GET CALLERS AGREEMENT BEFORE THE TRANSFER.  WRITE DOWN WHERE THE CALLER IS CALLING FROM SO YOU CAN DO A FOLLOW-UP CALL TO THEM.





  6.  IF CALLER IS CALMED, PROCEED.





LOG CALL ON CONTACT SHEET





CALL RECEIVED








