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COURSE OBJECTIVES

At the completion of this unit, you will be able to:

· Listen carefully for clues to another person’s attitude and concerns.

· Describe acceptable and unacceptable dress and behavior when interacting with others.

· Answer the telephone politely and deal with the caller’s concern promptly.

· Avoid repeating unfounded rumors.

· Identify key strategies for dealing with the media.

CONTENTS

This unit includes the following sections:

· Introduction and Unit Overview

· Activity:  Listening to a Disaster Victim’s Story

· Active Listening

· Nonverbal Communication and Appearance

· Confirming What You Hear

· Activity:  Confirming What You Hear

· Asking Probing Questions

· Activity:  Asking Probing Questions and Confirming

· Answering the Telephone Effectively

· Addressing Rumors

· Communicating With the Media

INTRODUCTION AND UNIT OVERVIEW
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Your Notes:

INTRODUCTION AND UNIT OVERVIEW
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Unit Objectives

F

Listen carefully for clues to another person’s

attitude and concerns.

F

Describe acceptable and unacceptable dress

and behavior when interacting with others.

F

Answer the telephone politely and deal with

the caller’s concern promptly.

F

Avoid repeating unfounded rumors.

F

Identify key strategies for dealing with the

media.



Your Notes:


activity:  Listening to a disaster victims’ story

Purpose:  The purpose of this activity is to determine how well you recall information.

Instructions:  Answer the following questions using the information you recalled.

1. What is the name of the speaker’s husband?

2. How old is her daughter?

3. How old was her son at the time of the flood?

4. At what time did she speak with her parents on the telephone?

5. What did her dad joke about?

6. Complete the statement made by the speaker . . .

So I felt                           safe.


7. Why couldn’t she see the clock?

8. How high was the water?

ACTIVE LISTENING
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Active Listening

Helps build trust in your

local government

organizations.

Encourages the person to

share information or

ideas.

Demonstrates an

understanding of what the

other person is saying.



Your Notes:

ACTIVE LISTENING
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Active Listening

4

Listen.

4

Confirm.

4

Probe.

4

Show understanding.

I filled out all those

papers and I still

haven’t heard a thing.



Your Notes:

NONVERBAL COMMUNICATION AND APPEARANCE
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Nonverbal Communication

Observing nonverbal behaviors allows you to:

F

Gather information about the disaster

victim’s feelings and attitudes.

F

Assess the consistency between verbal

and nonverbal messages.

F

Respond to the disaster

victim’s needs.



Your Notes:

NONVERBAL COMMUNICATION AND APPEARANCE
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Awareness of your own nonverbal behaviors

allows you to:

Nonverbal Communication

F

Project a sense of confidence to the

disaster victim.

F

Help set people at ease.

F

Diminish the potential for conflict.



Your Notes:


Nonverbal communication and appearance

Importance of Nonverbal Communication

[image: image7.wmf]
More than 50 percent of all communication is through nonverbal means.  Our actions may be more important than what we say.  Observing is the key to understanding nonverbal communication.  Observing nonverbal behaviors allows you to:

· Gather information about someone’s feelings and attitudes.

· Assess the consistency between verbal and nonverbal messages.

· Respond to individuals’ needs.

Types of Nonverbal Behaviors
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Nonverbal behaviors include:

· Eye Contact

· Posture/Personal Space

· Gestures

· Facial Expressions

Eye Contact




· In general, the more eye contact, the more attentive and interested a person seems, and the more successful the communication. 

· Failure to make eye contact is regarded as a sign of uncertainty, dislike, or deception.  However, in some cultures it is a sign of respect.

· Intense eye contact can make people feel uncomfortable.

Posture/Personal Space




· Posture can indicate attentiveness to the other person or the matter being discussed.

· The amount of physical space between you and another person communicates about your relationship with that person.  In general, personal interactions occur up to 1½ feet away while casual interactions occur 1½ to 4 feet away.  However, preperred personal space may vary from culture to culture.

Gestures




· How we use our arms, hands, and legs can reveal how relaxed or friendly we feel or how hostile or guarded.

· Head movements indicate the degree of agreement or disagreement (nodding or shaking).  Tilting the head to one side may mean suspicion or rejection.


Nonverbal communication and appearance
(Continued)

Facial Expressions
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Remember . . . Look at the mouth, eyes, eyebrows, and other facial features.
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Communication:

The Two-Way Street

Inferences
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· You can make inferences about:

· What the individual is feeling.

· What the individual may need.

· Inconsistencies between verbal and nonverbal messages.

· To make inferences, you should:

Step 1:  Group related observations.

Step 2:  Label the cluster of grouped observations.



NONVERBAL COMMUNICATION AND APPEARANCE
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Providing the

Right Impression

F

If appropriate, wear clothes that identify

your position.

F

Always carry official identification.

F

Dress appropriately for the work and the

disaster environment.

F

Don’t be seen laughing and joking

about the disaster.



Your Notes:

CONFIRMING WHAT YOU HEAR
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Do not parrot back the exact same

words that you heard.

Do not just say . . . “I understand

your situation.”  State what you

understand about the situation.

Confirming What You Hear

F

Listen.

F

Summarize the themes mentally.

F

Restate in your own words the main points.



Your Notes:


activity:  confirming what you hear

Purpose:  This activity gives you the opportunity to practice confirming what victims have said.

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 . . .”

Large-Group Practice




Response:

Statement #1




Response:


activity:  confirming what you hear
(Continued)

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

Statement #2




Response:



ASKING PROBING QUESTIONS
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F

Require more than a

one-word answer.

F

Encourage sharing.

F

Usually begin with

what, why, when,

and how.

F

Require a simple

one-word answer.

F

Discourage sharing.

F

Usually begin with is,

can, does, and how

many.

Types of Questions

QUESTIONS

OPEN-ENDED

QUESTIONS

CLOSED-ENDED



Your Notes:

ASKING PROBING QUESTIONS
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Asking Probing Questions

Use open-ended questions.

Wait for a response before firing

off another question.

Use a confirming response before

asking another question.



Your Notes:


activity:  ASKing probing questions and confirming

Purpose:  The purpose of this activity is to practice asking probing questions and confirming responses.

Instructions:  Listen to each statement.  Formulate a question that will help you probe for additional information.  Next you will hear a sample probing question and response.  After you hear the response, write a confirming statement.
Excerpt #1




Probing Question:

Confirming Statement:


activity:  ASKing probing questions and confirming
(Continued)

Excerpt #2




Probing Question:

Confirming Statement:


activity:  ASKing probing questions and confirming
(Continued)

Excerpt #3




Probing Question:
Confirming Statement:

ANSWERING THE TELEPHONE effectively
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Be Prepared

F

Have pencil and paper handy.

F

Know the names and extensions of

people in the office.

F

Keep a list of disaster assistance phone

numbers near the phone.

F

Know the names of important officials

involved in the disaster response.



Your Notes:

ANSWERING THE TELEPHONE effectively


[image: image16.wmf]Visual FL-3.

15

Answering the Telephone

F

Use a pleasant greeting.

F

Identify your locale.

F

Identify yourself.

F

Ask “How may I help you?”

or “How may I direct your call?”



Your Notes:


answering the telephone effectively




Be Prepared . . .



· Have pencil and paper handy.

· Know the names and extensions of people in the office.

· Keep a list of disaster assistance phone numbers near the phone.

· Know the names of important officials involved in the disaster response.




Answering the 
Telephone . . .



· Use a pleasant greeting.

· Identify your locale.

· Identify yourself.

· Ask “How may I help you?” or “How may I direct your call?”






Know Your Callers . . .



It is important to know who your potential callers may be.




Taking Notes . . .



DO’s

· Write clearly.

· Record important facts 
or key words.

· Develop your own shorthand.

· Keep notes brief.
DON’T’s

· Don’t trust your memory.
· Don’t write down every word.
· Don’t mix facts with opinions.


answering the telephone effectively
(Continued)




Taking Messages . . .



· Restate and spell message details to confirm accuracy of the message.

· Make sure to record . . .

· Caller’s name

· Caller’s phone number

· Date and time of call

· Subject of call




Active Listening . . .

[image: image17.wmf]
· Demonstrates an understanding of what the other person is saying.

· Helps build trust in and a positive relationship with FEMA.

· Encourages the person to share information or ideas.




Active Listening . . . 



[image: image18.wmf]4

Listen.

4

Confirm.

4

Probe.

4

Show understanding.

I filled out all those

papers and I still

haven’t heard a thing.






Confirming What You Hear . . . 
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· Listen.

· Summarize the themes mentally.

· Restate in your own words the main points.

· Do not parrot back the exact same words that you heard.

· Do not just say, “I understand your situation.”  State what you understand about the situation.


answering the telephone effectively
(Continued)




Putting a Caller on
Hold . . .
[image: image20.wmf]
· Always ask the caller’s permission.

· Always use the hold feature.

· Do not leave callers on hold for longer than 20-30 seconds.

· After putting a caller on hold for 30 seconds, return to the caller and apologize or thank him or her for holding.




Closing a Call . . . 




· Thank the person for calling.

· Tell them to call back if you can be of further assistance.

ADDRESSING RUMORS
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Addressing Rumors

F

Acknowledge the other person’s comments

without speculating.

F

Don’t repeat rumors to other customers

or co-workers.

F

Notify your supervisor or appropriate person

in your office of the rumor.



Your Notes:

COMMUNICATING WITH THE MEDIA


[image: image22.wmf]Visual FL-3.

17

Communicating

With the Media

F

Know your organization’s policies about

communicating with the media.

F

Stick to the facts.  Don’t address policy.

F

It’s okay to say “No” or “I don’t know.”

F

Keep your responses as short and as simple

as possible.



Your Notes:


Tips:  handling a media interview

· Use language everyone can understand.  No acronyms, jargon, or complicated terms.
· Listen to the entire question before you respond.  If the question has multiple parts, ask the interviewer to repeat parts of it and/or select the part you want to answer, then stop talking.

· Assume the camera or microphone is always on, and don’t say anything you don’t want repeated.  Never assume anything is “off the record.”

· Think before answering.  Never argue or debate the interviewer, even if the question is hostile.  

· Beware of the “speed up” technique in which the reporter pulls the microphone away from you before you have finished your complete thought.  

· Also, beware of the “stall” technique in which the interviewer leaves the microphone in front of your face, waiting for you to say more.  If you don’t intend to say more, look at the interviewer, smile, and wait for him or her to respond.

· Don’t go into depth about the programs of other agencies.  Instead, refer the reporter to the appropriate spokesperson.

· Don’t answer hypothetical questions.  The answers will come back to haunt you.  

· If you don’t know the answer to a question . . . 

· Don’t make up an answer or say something you’re not sure is accurate. 

· Never say “no comment.”

· Clarify the question and write it down.

· Promise to find the correct answer and tell the reporter when you will respond.

· Consult with your supervisor as necessary.

· Get a list of questions before the interview, if possible.

Your Notes:




Observations:


Slouching


Yawning


Tapping a pencil


Staring out the window


Label:  Bordom
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Unit Objectives

		Listen carefully for clues to another person’s attitude and concerns.

		Describe acceptable and unacceptable dress and behavior when interacting with others.

		Answer the telephone politely and deal with the caller’s concern promptly.

		Avoid repeating unfounded rumors.

		Identify key strategies for dealing with the media.
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Nonverbal Communication

		Project a sense of confidence to the disaster victim.

		Help set people at ease.

		Diminish the potential for conflict.



Awareness of your own nonverbal behaviors allows you to:
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Asking Probing Questions

Use open-ended questions.

Wait for a response before firing 

off another question.

Use a confirming response before asking another question.
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Answering the Telephone

		Use a pleasant greeting.

		Identify your locale.

		Identify yourself.

		Ask “How may I help you?” 

or “How may I direct your call?”
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Addressing Rumors

		Acknowledge the other person’s comments without speculating.

		Don’t repeat rumors to other customers 

or co-workers.

		Notify your supervisor or appropriate person in your office of the rumor.
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Communicating 

With the Media

		Know your organization’s policies about communicating with the media.

		Stick to the facts.  Don’t address policy.

		It’s okay to say “No” or “I don’t know.”

		Keep your responses as short and as simple as possible.
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Be Prepared

		Have pencil and paper handy.

		Know the names and extensions of people in the office.

		Keep a list of disaster assistance phone numbers near the phone.

		Know the names of important officials involved in the disaster response.
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Confirming What You Hear

		Listen.

		Summarize the themes mentally.

		Restate in your own words the main points.



Do not parrot back the exact same words that you heard.

Do not just say . . . “I understand your situation.”  State what you understand about the situation.
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Types of Questions

		Require more than a one-word answer.

		Encourage sharing.

		Usually begin with what, why, when, and how.



		Require a simple 

one-word answer.

		Discourage sharing.

		Usually begin with is, can, does, and how many.



QUESTIONS

CLOSED-ENDED

















QUESTIONS

OPEN-ENDED
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Providing the 

Right Impression

		If appropriate, wear clothes that identify your position.

		Always carry official identification.

		Dress appropriately for the work and the disaster environment.

		Don’t be seen laughing and joking 

about the disaster.
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Active Listening











		Listen.

		Confirm.

		Probe.

		Show understanding.



I filled out all those papers and I still haven’t heard a thing.
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Nonverbal Communication

Observing nonverbal behaviors allows you to:

		Gather information about the disaster victim’s feelings and attitudes.

		Assess the consistency between verbal 

and nonverbal messages.

		Respond to the disaster 

victim’s needs.
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Active Listening





Helps build trust in your local government organizations.





Demonstrates an understanding of what the other person is saying.













Encourages the person to share information or ideas.








_945609264.doc
������������




_945609266.doc
�����������������������




_946815313.doc
�




_958583819.ppt
Visual FL-3.*



Communication:  

The Two-Way Street
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