
KEY CALLER

X Company, Y Battalion

FAMILY READINESS GROUP

Thank you for volunteering to serve as a key caller.  You are accepting a leadership role in the Family Readiness Group (FRG) and demonstrating your commitment to improving the quality of life for families in this unit.

You are an integral link in your chain of concern.  When official information needs to be put out, you are the person we count on to get the news out quickly and accurately.  When families need help, you may be the first person to whom they will turn.  Your job is not to solve all the problems you may encounter, but rather to serve as a point of contact who will set the wheels in motion so the right person or agency to deal with the problem can be identified.

I hope this packet provides you with the resources you need to function effectively.  Many times, just hearing your familiar voice on the other end of the phone and knowing you understand and are willing to listen is enough to help someone who is in crisis feel better.  

You may have the fortunate surprise of making life-long friendships with some of the people you call.  Whether that call is made to pass on information about the next FRG meeting, an upcoming deployment, or some other reason, the relationships you develop will continue to strengthen and grow through your shared experiences.

Most of all, I hope when you reflect on your time with this unit, you have good memories of the people you came to know, respect, and care for.  We are all a part of the family that makes up this unit!  I want to say thank you for your commitment to improving our unit.

Thanks again!  Call anytime with questions or concerns.

Sincerely,

UNIT FRG Leader’s Name

UNIT FRG Leader’s Phone Number

KEY CALLER

JOB DESCRIPTION

The contact level is the first level of organization in the Family Readiness Group (FRG).  At this level, the unit’s entire family member population is divided into support circles.  Each support circle is centered on a key caller.  A key caller is a family member that assumes communication and support responsibility for a support circle.

Key callers also:

· Distribute important information

· Identify family member concerns arising in their support circles

· Act to have these concerns addressed at appropriate organizational levels

· Refer spouses to the appropriate agency for assistance

The FRG is designed for communication to and support of soldiers, volunteers, and family members.  As FRG Key Callers, 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.  Don’t neglect your own family because you feel obligated to help, or feel guilty about not spending that extra time providing assistance.  The Army has helping agencies.  Your responsibility is to refer people to these agencies when help is needed beyond what you can provide.  Don’t be afraid to use them, it is their job.  If you are willing to give your time and effort to a family and you are able to do so, fine.

During deployments, key callers become the major source of information for most family members.  They are the first to know of family member concerns and most often are available to help provide support for family members.  They are important in stopping rumors, in soliciting volunteer assistance, and in reducing stress.

Confidentiality plays an important part in your position as FRG representative.  When a family in your chain of concern comes to you with any problem or tells you something in confidence, you must keep the confidence, except in dangerous or life threatening situations, i.e. severe depression, spouse abuse, child abuse or neglect, the possibility of suicide, etc.  In these instances, it is mandatory that you contact the Commander/Rear Detachment OIC and the chaplain.

Exercise tact, politeness, and good listening habits when handling phone calls.  Ask yourself how you would like to be treated over the phone.  If you are passing on information or a message and a family member expresses a specific concern, situation or a request for assistance.

· Deliver the original message

· Explain to the caller that you will finish delivering the information to the other members in your chain of concern, and that you will promptly return their call

· Politely but assertively exit the call

· Deliver the information to the other members in your chain of concern

· Promptly return the call of the concerned family member

· Address one issue at a time

· Document all information

EXAMPLE OF KEY CALLER’S FIRST CALL
“Hello______, this is __________, calling from the __ FRG.  I just wanted to call and introduce myself and say hello.  I wanted to let you know I am your point of contact for the spouses’ telephone tree.  Is this a good time for me to talk with you, or is there another time more conducive to your schedule?  Have you received a copy of the telephone roster?  Do you have it handy?  I’m the person you can contact if you have any concerns or any questions while your spouse is in the field or if they are deployed.  In the meantime, I will be contacting you once or twice a month to validate the phone tree or 

when messages get passed through the chain of concern.  If you have any questions, my telephone number is_______.  The FRG leader’s name is __________ and their telephone number is_______.  Have you received a copy of the latest newsletter?  Are there any other numbers that you can be reached at in the event of an emergency?  I would use these only in an emergency and they will not be published.  I need your help in keeping the information current; if you know you are having a change in phone number, please let me know.”

CALLING DO’S AND DON’TS:

DO

· Be pleasant when you call

· Try to answer the questions as best as you can

· Follow up when necessary

· Try more than once to call a family if there is no answer the first time

· Specify what hours are reasonable for accepting phone calls

· Refer to agencies

· Try to do your best

DON’T

· Take it personally if a caller is rude or obnoxious

· Feel guilty if you are unable to help them. Do your best, refer them

· Go beyond your own limits in providing assistance

TYPES OF CALLS:

INFORMATION CALLS:  Keep your information current, and accurate.  If you don’t know what to do or don’t have an answer, don’t be afraid to say this.  Assure the caller that you will try to find the answer, then seek out this information.

SOCIAL CALLS:  Everyone needs someone to talk to occasionally.  Loneliness is something all Army family members face, and talking with someone usually helps.  However, if you have other obligations that require your time, these types of calls need to be carefully controlled and limited to a length of time.

PROBLEM CALLS:  Record all pertinent information on the worksheet.  Ensure you follow up on all calls, even if it is to check that everything is okay.

CRISIS CALLS:  The handling of this type of call can be a delicate situation.  Since we are not trained as counselors, we have to rely on our judgment to determine what is a crisis.  This can be determined by listening and by answering questions.  Don’t give a rash answer, but think about it first.  If you are in doubt about what to do, don’t hesitate to contact someone in your chain of concern for assistance.  Do not try to handle a situation that is beyond you.


Four guidelines to help deal with a crisis call:

· Give them alternatives to choose from

· Help them to help themselves

· Be positive

· Stay objective, but be responsive to their problems.

JUSTIFICATION CALLS:  The caller has heard of a rumor or has a question about something she/he has heard and is calling to confirm it.  If you know for a fact that what she/he has heard is true, confirm it.  Otherwise, let them know you will check on the information; remind them that if it were true and it was safe to put the information out, we would have notified them.

CHRONIC CALLS:  Chronic callers often have underlying problems that you may be able to help them identify for resolution.  You should use tact and diplomacy with chronic callers.

VOLUNTEER KEY CALLER GUIDELINES

1) Our telephone contact system is the most essential part of our organization.  As a Key Caller, you have agreed to assume responsibility for initiating communication and maintaining basic contact and support of the spouses designated to be in your contact group.

2) Suggested basic contact generally consists of at least one telephone call or visit every two weeks to everyone on your contact group during deployment, and less often, as appropriate, when soldiers are at home station.  Bi-weekly phone calls may also identify any family member concerns arising within your contact group.  This process reduces social isolation and reassures family members that there is a communication, support, and an information system operating for them.

3) During deployments, Key Callers become major sources of unit information for family members.  They are often the first to know of family concerns and most often, are available to coordinate support for family members.  They are helpful in providing information, in soliciting volunteer assistance and reducing fears or countering false rumors.

4) Our Key Callers are expected to keep their rosters CONFIDENTIAL and ALWAYS USE DISCRETION concerning conversations with others and in conveying information through the telephone chain.

5) We only transmit VALID, ACCURATE INFORMATION and NOT RUMORS OR GOSSIP.
6) Official FRG information should come to the Key Caller from their FRG Leader or from a source identifying themselves as her representative or from the Commander.

7) Key Callers maintain up to date names, addresses and telephone numbers for their Contact group and report changes to their FRG Leader in a timely manner.

8) Key callers are asked to assist in tracking volunteer hours to the FRG given by themselves and spouses in their contact group.  This will allow the post and the Squadron to properly recognize the contribution of these spouses.  

9) Key Callers may be asked to attend a Key Caller meeting should a need arise.

PROBLEM CALL WORKSHEET

Date of Call:

Name of Caller:

Problem:

If the problem is an emergency (to include any caller who is suicidal), immediately call 911 after the call is terminated and report the name / location of the caller, and the problem.

If the problem is military in nature (problem with UNIT or another military unit, such as 9th finance), refer the caller to the UNIT Rear-Detachment, XXX-XXXX.

If the problem is family related (financial, medical, childcare, car problems, etc.) suggest a post or civilian agency that can help with the situation.  If a solution or key agency does not immediately come to mind, end the call and promise to call back in a timely manner.  Give a no-later-than date/time for a return call.  In this case, you will call back by ____________________

Check in the Family Resource Guide to see if any of the agencies listed can help with the problem at hand.  In this case, the appropriate agency seems to be ________________________

If you have an agency in mind, but are not sure if they can help, give them a call.  They will gladly tell you if they are the right agency to help with the problem.  In this case, you contacted ________________________, and they stated that they could / couldn’t help.  If the agency you tried could not help, try another agency that you have in mind.

If you cannot find a solution to the problem, or an agency that can help solve the problem, refer the caller to the next higher level of the FRG chain of concern.  If you can find a solution or appropriate agency, call back and inform family member of the appropriate solution.  In this case, you called back on __________________, and (check appropriate box):

· Referred the caller to the next higher level of the FRG chain of concern.

· Referred the caller to the following agency for help:_________________________________  

· Suggested the following solution:

If you referred the caller to an agency for assistance, plan a follow up call within the next few days to make sure that the caller was able to get the help they needed.  In this case, you called back on____________________.  The problem was / wasn’t resolved.  Repeat the process above if the problem was not resolved.

*Save all problem call worksheets for future reference.
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