Call script

Whether it is a volunteer from the FRG or a soldier calling from the unit to provide information 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 __(rank) (Name)_ is and I am calling from __(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):

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

·  We just wanted you to know that there will be a FRG meeting for the unit and it will be on __(date)_ at (civilian time am/pm).  The topic is____.  The location is ___.

· If you need to get in touch with the unit do you have phone numbers to call?  Email addresses to write to?
· Your soldier has arrives safely at his/her destination.  Do you have/need the address you can write your soldier at?

· 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 (757)878-___ 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 within 72 hours after the arrival of the soldiers in the AOR.  Keep in touch at least every 30 days (24th BN guidance is every 15 days) and make sure that they have your hone number/email address if they have issues they can contact you.  Even if you are a volunteer calling for the unit always use the call log of who you contacted, answering machine, no answer, disconnected, etc.

1

Family/NOK Call Log 

Date(s) ____________________________________________________________

– you can put more than one date on this contact record – just color code the different responses.

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?

Will you be leaving the area while your soldier is deployed?

 

List any ISSUES the spouse has:

Follow-up to the ISSUES:

 

Date(s) ____________________________________________________________

– you can put more than one date on this contact record – just color code the different responses.

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?

Will you be leaving the area while your soldier is deployed?

 

List any ISSUES the spouse has:

Follow-up to the ISSUES:
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Reunion information for the preliminary notification
 

"Hello, may I speak to __title (Mr/Ms/Mrs_Spouse/NOK’s name__?  This is __(rank) (Name)__ from the __(unit)__ at Fort Eustis.  How are you today?  (optional)  Fort Eustis has just received word from 7th group headquarters that _(rank)_(name)__ is scheduled to redeploy to Fort Eustis/Story on __(day),_(date).

At this time, we do not have an estimated time of arrival.

  

We will call you again when we have more information on the time for the reunion ceremony.

                                                                                   

We are making unofficial "reunion" notification calls to ensure the unit notification team has a correct phone number.  We want to let you know that even when you receive the “official” call there may be delays due to weather and equipment.  

  

On file in which to call you when we know what time the soldiers will return to Fort Eustis/Story.

  

What are the best phone numbers we can reach you on?  __(day/work) or (night/home)__

 

Have you attended "redeployment reunion workshop"?  (yes/no).  If you have not, please contact your Family Readiness Liaison, __(rank) (Name)__ at (757)878-____ for additional reunion workshop information.

 

We have your phone number at the unit and we will call you again when the Fort Eustis operations center provides us the actual date, time and location of the reunion ceremony.

  

Do you have any questions at this time?

 

We'll be calling you again in the next couple of days.

  

Have a great day.

 

Good-bye.

  

(Note:  If the person/family being contacted seem skeptical and wish to "verify" the above information, they should be instructed to call the unit Family Readiness Liaison, the Rear Detachment Commander or his/her representative at (757)878-____ to confirm the information.
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Reunion information for official notification

 

(Note:  Official notifications must be succinct as time is critical if everyone is to receive a minimum of 12 hours notice.)

 

"Hello, may I speak to ___title (Mr/Ms/Mrs_Spouse/NOK’s name)__?  This is __(rank) (Name)__ from the __(unit)__ at Fort Eustis.  How are you today?  (optional)  

 

A couple of days ago you received an unofficial redeployment call from our office; well, this call is the real deal!

 

The Fort Eustis operations center has just informed us that _(rank)_(name)__ is scheduled to arrive at  to Fort Eustis/Story on __(day),_(date), at approximately __(civilian time of day am/pm).

We want to let you know that even when you receive this “official” call there may be delays due to weather and equipment.  

 

The reunion ceremony will be held at __ (location, i.e., Anderson Field House)__.  Do you how to get there?  Please follow the military police directions and signs to the designated parking lot(s).

 

You are requested to arrive 30 minutes prior to the beginning of the ceremony, or not later than __(civilian time, am/pm)__.

 

How many friends/family members will be attending?

 

 Do you have any special needs requirements such as handicapped parking or wheelchair seating? (yes/no)  If yes, how many?

 

(Note:  Due to distance/time involved for out-of-state families to travel, be sure to provide directions to the installation.  Ensure family members understand the importance of incorporating sufficient time into their travel plans to accommodate both the security check at the installation entrance and the redeployment information briefing which will proceed each reception ceremony.)

 

Do you have any questions?

 

We look forward to seeing you (and your family) at the reunion ceremony.

 

Good-bye.

 

(Note:  If the person/family being contacted seem skeptical and wish to "verify" the above information, they should be instructed to call the unit Family Readiness Liaison, the Rear Detachment Commander or his/her representative at (757)878-____ to confirm the information.
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Calling Script to Verify Location of Spouses Residence

Guidance:

Recommend the Family Readiness Liaisons (military) make these phone calls to ensure the message is appropriately conveyed.  

Two persons (one male/one female, if possible) should be verifying residence.

Rank should be equal or higher that the person being visited.

GSA Vehicles should be used.

Also, it is not in Family Readiness volunteers' job descriptions to be checking residence location, (family members/volunteers can not ride in government vehicles).

Feedback will be requested at GRP level; be ready to provide feedback of how many spouses said yes/no for the verification visit and how you are following up on any issues the spouses may have.

“Introduction (Good morning my name is and I am calling from....your spouses unit ________).”

“The command would like to ensure that we can locate each spouse physically in case of an emergency.  They have requested that we have strip maps to all spouses' place of residence and that we know the route.”

“Can you provide me directions to your residence?”  (At the time of the phone call a strip map should have already been printed.)

“Would like us to make a trip to your residence to verify we know how to get there or would you prefer we rely on the strip map?”

“It is voluntary on your part to have us come out.   If we did come to your home, we would just come to the door, greet you, provide you with information or answer questions you may have at that time and depart the area.”  

“We will not be entering the house at any time.”

“Would you like to be visited?”  

(“If we come out is there any information that we can bring to you?”)

“Do you have any questions at this time?”

“Do you know how to contact the unit (us) during duty hours and after duty hours?”

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

If they said yes to the visit then, “We will be calling you back before the visit to verify you will be home, what is a good day and time for you?”

 

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

“Thank you for your time!”

If spouses ask why it is important for the unit to have a strip map/know the location of their residence tell them “It is required for the command to have a strip map to the soldiers NOK residence in case personal notification needs to take place.” 

 

From: Imholte, Daniel, COL 
Sent: Monday, February 10, 2003 5:02 PM
To: Cdr_Dir; Zargan, Curt COL; Boney, Hanson R Col; Brooks, James E. - COL; Burt-Chrishon, Shirley Col.; Earle, E. Douglas, COL; Feick, Thomas W., Jr. - COL; Jameson, Larry W. COL; Joye, Maxie COL; Moore, Joseph I. COL; Morrow, COL Keith; Mosley, Brenda, COL; Pennypacker, William COL; Steadman, Daniel COL, USA; Swope, Robin N LTC; Veditz, James E. - COL
Cc: Franssen, William J.; Welch, John C
Subject: FW: Draft Memo Clarifying CG's Guidance
Gang...Understand there is confusion and some miss-interpretation of MG Dails requirement for each Rear Detachment Cdr to confirm the route to off-post deployed soldiers residences. 

Yes, we ask that every Rear Detachment  confirm the address/route to get to any deployed soldiers off post quarters...in the event the deployed family has an emergency and asks for our help.  Intent is to have verified the address is correct,   and a map ready that shows how we could quickly get to their quarters/residence if they have an emergency, and need our help.
This does not mean anyone should inspect any families off-post residences, nor does it mean we must visit with the families if they do not wish for a visit.
Recommend each Rear Detachment, using their Family Readiness Group call first the Deployed soldiers family and ask them if we can confirm their address and route to their residences, in the event they have a emergency  they need our help to solve.  If the family does not want us to come out, then we should not visit or go out to the family.   In these cases the Rear Detachment's  should use a computer program like Map quest, and print out the route map from FEVA to the Residence and keep this map with the soldiers FRG records.
If the family agrees to the verification of the route and contact with the family at their off-post residence, then two persons military and/or civilian, should meet this Family at the front door, introduce themselves, confirm that it is the residence, and then depart.  At no time should the visiting military/civilian members enter the house.  If the visiting party is asked to come in, politely refuse, and depart promptly
Please ensure this clarification gets out and we do not impose on families who do not wish to be visited.  R/Daniel D. Imholte, Colonel, GS, Chief of Staff, Wk Phone: (757) 878-4803, daniel.imholte@eustis.army.mil
                                                            

 

FLOW CHART FOR HELPING DISTRESSED PERSONS

 

Attempt to calm the caller.

 

1. Reassure that help is available to them.

 

2. Do not reinforce rumors -“We don’t know for sure that that is true…”

 

3. Maintain composure.

 

4. Keep caller talking and write dates, events, issues, etc down.

 

5. If the caller cannot be calmed in 15 minutes:

a) Make sure you have the callers location and phone number.

b) Offer phone numbers to the chain of command, chaplain, mental health services (TRICARE) .

c) Tell them the phone numbers and ask them to write them down, give them a minute if they need to find a pen/paper.  

d) Before you hang up obtain the callers agreement that they will make the phone calls, if they cannot reach someone have them call you back.   Tell them that you will be calling them back to verify they received the assistance they needed.

e) Do a follow-up call to the caller.  

f) Make a memorandum for record of the calls and the events that followed.

 

 6. If the caller is calmed, proceed to the following:

 

a) Determine the issue/problem; sometimes the issue the person brings up is the result of the problem not the problem itself; work to find the root of the problem.  Problem isn’t that there isn’t any money; problem is the allotment was not started correctly.  Must fix the allotment paperwork AND obtain AER money for near future.

b) Refer them to the proper point of contact.

c) Obtain their phone number and email address for follow-up.

d) Follow-up to make sure the caller received proper information and solution to issue/problem.

e) Make a memorandum for record of the call and the events that followed.

 

  

KEY POINT TO REMEMBER: Treat the caller as you would want your spouse, mother, father, girl/boy friend or other relative treated. 

 

APPENDIX 4








