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	COURSE OBJECTIVES

	

	At the completion of this course, participants will be able to:

· Use active listening techniques when communicating with disaster applicants.

· Identify the messages being communicated through nonverbal behaviors.

· Discuss ways to confirm the meaning of messages.

· Demonstrate the use of open-ended questions.

· Respond to both the message and the emotions behind the message. 



	TARGET AUDIENCE

The target audience for this training includes all staff members, especially those that have direct contact with disaster victims.

	

	APPROXIMATE TIME


	2.5 hours

	CONTENTS


	This course includes the following sections:

· Course Overview

· Activity:  Listening to Disaster Victims’ Stories

· Active Listening

· Non-Verbal Communication

· Confirming What You Hear

· Activity:  Confirming What You Hear

· Asking Questions

· Assessment Activity:  Asking Questions and Confirming

· Responding to Strong Emotions

· Assessment Activity:  Responding to Strong Emotions

· Summary




	PREPARING

Use the following checklist to help you prepare for this course.



	Supplies and Equipment

	· Visuals 1 through 22 (See Visual Masters for this module.  Prepare visuals if necessary.)

· Overhead projector with screen

· Chart paper, easels, and markers

· Masking tape

· Name cards

· Pens, pencils, and note paper

· VHS format videotape player

Handout Materials (See Handout Masters for this module.)

· Beyond Listening Student Manual

· Copies of Your Guide to FEMA  (Do not hand out copies if participants have received the Guide in other courses.  Rather, have copies available for use in the class.)



	NUMBER OF INSTRUCTORS

One or two instructors may be used to teach this course.

	

	INSTRUCTOR QUALIFICATIONS

Instructors should have training experience, as well as previous experience working in a Disaster Field Office or Disaster Recovery Center.  Someone who has worked directly with disaster victims should teach this course.  If you have not worked with disaster victims you may want to co-instruct the first session with someone who has this experience.  


	COURSE INTRODUCTION


	Visual 1
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Customer Preferences:

Listening vs. Wait Time

Time To Wait 

To Apply

10%

Staff Taking 

Time To Listen

90% 

Customer Service Survey
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	Listening is the doorway to clear communication.  You must:

· Use listening skills to understand another person’s point of view.

· Communicating information TO someone is only part of communication.

· Listening and receiving information FROM others is an equally important.


	Course Objectives



	Visual 2

[image: image3.wmf]

	[image: image68.wmf]Beyond Listening

4

Active Listening
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understanding

Encourages person to talk

Helps build trust
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	Review the objectives with the participants.  At the completion of this course, participants will be able to:

· Use active listening techniques when communicating with disaster applicants.

· Identify the messages being communicated through nonverbal behaviors.

· Discuss ways to confirm the meaning of messages.

· Demonstrate the use of open-ended questions.

· Respond to both the message and the emotions behind the message.




	COURSE OVERVIEW



	
	Explain that FEMA has instituted a process for collecting feedback from its customers.  Tell the participants that representative samples of disaster applicants were asked to choose which was more important:  staff taking time to listen or the time it took waiting to apply for assistance.  

	Visual 3
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	Display the results and note that 90 percent of those interviewed indicated that it was more important that staff took time to listen to them.
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	Make the following key points:

· Disaster applicants have a strong need to tell their stories.

· A disaster often becomes a significant milestone in the individual’s life. Ask people if they can recall what they were doing the day of the Oklahoma City bombing.  Point out that many people can recall that day as if it were yesterday.  The same holds true for a disaster event.

· Research has shown that most disaster applicants are not rendered emotionally helpless by a disaster.  The majority of disaster applicants become goal-directed, attempting to reduce the threat or begin the recovery process.  Disaster workers may need to help channel the disaster applicants’ need to take action and regain control of their lives.

· It is critical that disaster applicants have confidence that the Government is working so that they can begin their own recovery process.  


	


	ACTIVITY:  LISTENING TO DISASTER VICTIMS’ STORIES

Story 1

	Select students in advance to read the statements, or work with a co-instructor to read the scripts.
	 ADVANCE \d06 Conduct the first part of this activity as follows:

1. Tell the participants that they will hear stories told by disaster applicants.  

2. Point out that the participants will need to listen closely to the stories and recall the facts stated by the disaster applicants.  Explain that this exercise is designed to assess how well the participants can recall detailed information.

3. Tell the participants that they will be working individually during this activity.



	
	4. Ask if the participants are ready.  Read the story.


5. When the segment has been completed, distribute refer participants to Listening to Disaster Victims’ Stories:  Story 1.  Instruct the participants to answer the questions individually.


6. After everyone has completed the questions, review the correct responses.  

(Important Instructor Note:  The questions are designed to assess one’s ability to listen.  In an actual situation, you may not need to recall the facts included in these questions.  Being able to listen and recall the facts is an important first step to understanding the meaning being communicated.)


7. Ask how many people got a perfect score.  Note that listening takes skill and concentration.


	[image: image7.wmf]
	8. Ask the participants for steps they would take to improve their ability to recall information.  Record the suggestions on chart paper.  Add the following suggestions if not mentioned by the participants:


· Take notes.

· Pay full attention to the speaker.

· Block out other distractions or thoughts.

· Do not anticipate what the person is about to say.


	


	ACTIVITY:  LISTENING TO DISASTER VICTIMS’ STORIES

Story 2

	
	 ADVANCE \d06 Conduct the second part of this activity as follows:

1. Tell the participants that they will listen to a second story.  Stress that they should use the suggestions listed on the chart paper to ensure that they are listening accurately.


	
	2. Ask if the participants are ready. Present the second story.


3. When the segment has been completed, refer participants to Listening to Disaster Victims’ Stories:  Story 2.  Instruct the participants to answer the questions individually.


4. After everyone has completed the questions, review the correct responses.


5. Ask how many people improved their listening accuracy from the first segment.


6. Remind the participants that they should remember to use these techniques when working with disaster victims.


7. Summarize this activity by asking the following discussion questions:
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	Why is it important for you to listen to disaster applicants’ stories?



	
	Possible responses include:

· It shows that you care about the person’s situation.

· Individuals may not be able to listen to program information until they have had the chance to tell their stories.

· It allows you to collect important information about how best to assist the disaster applicant.


	
	

	[image: image9.wmf]
	What types of things can make it difficult to listen effectively to disaster victims?



	
	Possible responses include:

· Physical and mental exhaustion.

· Lack of time.

· Competing tasks.

· Inability to hear one more sad story.

· Feeling rushed to complete the interaction.
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	What can you do to ensure that you are able to listen to each disaster victim’s story?



	
	

	
	Possible responses include:

· Try to constantly put yourself in the disaster applicant’s place.

· Remember that each person’s situation is unique to him or her.

· If you feel yourself becoming callous or cynical, take a break and have someone else deal with the individual.


	


	ACTIVITY:  LISTENING TO DISASTER VICTIMS’ STORIES

Scripts


	Story # 1

	

	“John, that’s my husband.  He’s in the service and he was in Germany getting ready to be sent to someplace in Somalia.  And so, I was staying by myself with my daughter, who’s seven, and the baby, he’s one now, but at the time he was only 8 months old.   Our house was not really very close to the river and I had no idea we were in some kind of floodplain—something like 1,000 year or 100 year or something.  I’ve lived in that area all my life and I’ve never known it to get that high.  Anyway, my mom and dad were away visiting my brother and his family in California.  Dan’s in the Navy and Mom and Dad were out there.  I talked to them on the phone about 7:00 that night and told them about the rain and that they were calling for floods and all that.  Everyone said that I would be safe.  No one ever heard of the water getting that high and . . . my dad was making a joke and said it never got that high since Noah and the Ark; and so I felt pretty safe.  It rained all night.  And I can remember waking up and hearing it rain, and I was kind of worried, but I kept thinking I was safe, from what Mom and Dad had said—especially about the Ark.  Anyway, some time or other—it was still dark, and I woke up and looked to see what time it was, but I couldn’t see the clock.  I remember it was raining really hard and I knew the electricity was off.  I swung my feet over the bed and I was standing ankle deep in water, and I just lost it and I started screaming.”




	Story # 2

	

	“I had never seen a hurricane.  I’d been through some of those tropical storms with rain and wind, but it didn’t seem like much.  The weather people on TV kept saying that it was coming and that we had to get out.  I didn’t know where to go.  I can’t drive, so I had to depend on other people.  Finally my neighbors came over and said that we had to go to a shelter, so I went.  I just locked the door and left.  I thought it would all be OK when I got back.  Everyone kept saying the storm would be over by tomorrow and that we would be able to go home and I just clung to that hope and tried to shut out all that noise.  Then the storm came and it made things even worse.  The wind howled around the building and the rain beat against it.  Everyone got real quiet and that was worse than the noise.  It was sort of a deathly quiet.”




ACTIVITY:  LISTENING TO DISASTER VICTIMS’ STORIES

Story 1:  How Well Do You Listen?

	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?

John

2. How old is her daughter?

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

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

7:00 p.m.


5. What did her dad joke about?

The flood not getting that high since Noah and the Ark.


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

So I felt        pretty         safe.


7. Why couldn’t she see the clock?

There was no power.

8. How high was the water?


Ankle deep



ACTIVITY:  LISTENING TO DISASTER VICTIMS’ STORIES

Story 2:  How Well Do You Listen?

	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. Had the speaker experienced a tropical storm before?

The speaker had been through a tropical storm but not a hurricane.

2. Who first advised the speaker to evacuate?

TV weather people
3. Who drove the speaker to the shelter?

Neighbors
4. What did the speaker do before leaving for the shelter?

Just locked the door and left


5. When did everyone say they would be able to go home?

The next day


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

Everything got real quiet and that was worse than the noise.  It was sort of a     deathly    quiet.






	ACTIVE LISTENING
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	What does the phrase “active listening” mean to you?



	
	If not mentioned by the participants add the following:

· Listening and not just hearing.

· Paraphrasing to make sure you heard what was being said.
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	Why is it important to listen actively?

	
	Respond to the participants’ comments and then display Visual 4.



	Visual 4
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	Make the following key points:
· Active listening goes beyond just recalling the facts that are being stated.  Active listening means demonstrating that you understand the other person’s frame of reference.


· Active listening lays the foundation for building a relationship based on trust and understanding.


· Active listening encourages the sharing of information and feelings.



	ACTIVE LISTENING



	Visual 5
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	Explain that active listening has five parts:

· listening, 

· observing non-verbal cues,   

· confirming meaning, 

· asking questions, and 

· showing understanding.  

Point out that listening was discussed and demonstrated in the previous section of the course.  Note that observing non-verbal cues, confirming understanding and asking questions will be covered in the next sections.  Stress that showing understanding is a combination of your words and your actions.

	
	


	IMPORTANCE OF NONVERBAL COMMUNICATION


	Visual 6
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	Display the visual and then ask the following discussion question:



	[image: image18.wmf]
	Why is it critical to observe nonverbal behaviors of disaster victims?

	
	Add the following points, if not mentioned by the participants:  Observing allows you to determine when the disaster victim may be:

· Too stressed out to clearly state his or her needs.

· Overwhelmed and unable to take in new information or make decisions.

· Embarrassed because he or she needs to ask for help.

· Upset or angry with how he or she is being treated.

· Confused because of cultural differences or norms.

· 

	
	Stress that observing helps you get feedback on how well you are communicating.


	IMPORTANCE OF NONVERBAL COMMUNICATION



	[image: image19.wmf]
	What are some simple examples of responding to disaster victims’ needs based on observations of their nonverbal behaviors?

	
	Add the following examples, if not mentioned by the participants:


· Offering someone a chair if he or she looks tired of standing.

· Giving someone a drink of water if he or she is coughing.

· Slowing down your speech rate and reviewing points when someone looks confused.


Stress that responding to nonverbal behaviors can help establish rapport and demonstrate empathy.  Note that ignoring nonverbal behaviors can distance you from the individual.

	OBSERVING NONVERBAL BEHAVIORS



	Visual 7
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	Display Visual and review the types of nonverbal behaviors that should be observed.  Ask the participants to comment on the nonverbal behaviors demonstrated in the photograph.


	OBSERVING EYE CONTACT


	Visual 8
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	Review the following key points:

· 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.

· Intense eye contact can make people feel uncomfortable.
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	What might it mean when a disaster victim fails to make eye contact?

	
	If not mentioned by the participants, add the following points:

· The individual may be embarrassed or intimidated.

· The individual may be overwhelmed and not able to physically attend to you.

· The individual may have different cultural norms concerning eye contact.  In some cultures making eye contact is considered rude.

	
	


	OBSERVING POSTURE AND SPACE


	Visual 9
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	Review the following key points:  

· 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.  Personal interactions occur up to 1( feet away while casual interactions occur 1( to 4 feet away.  

Ask the participants what they observe in the photo.
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	How do you respond if someone gets too close for comfort?


	OBSERVING GESTURES


	Visual 10
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	What does the gesture in this photo communicate?
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	Respond to the participants’ comments.  

Ask the participants to list the types of gestures that they look for when working with disaster victims.  Record the gestures down the left-hand side of a piece of chart paper.  Next, ask the participants to identify what the individual may be communicating with the gesture.  Record their answers down the right-hand side of the chart paper.


	OBSERVING EXPRESSIONS


	Visual 11
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Activity Instructions

¶

There are three opening statements 
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opening statement.
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and then an answer.

¹

Write a confirming response.

·

Write a probing question.
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	What do the facial expressions in this photo communicate?
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	Respond to the participants’ comments.

Note that facial expressions, like all observations, can be very telling or very misleading.  Ask the participants how many of them think that they can use a “poker face” when they want to mask their feelings.  Note that the next section will discuss how to draw inferences from one’s observations.


	MAKING INFERENCES  



	Visual 12
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	Tell the participants to review the photo.  Next, ask for volunteers to share their inferences about the man’s feelings and needs.

Review the following key points.  Observations can be used to:  

· Infer what the individual is feeling.  

· Respond to an individual’s basic needs (e.g., a place to sit, a drink of water).  

· Identify inconsistencies between the verbal and nonverbal messages.  
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	What are some common examples of inconsistent verbal and nonverbal messages that a disaster victim might be communicating?

	
	

	
	Ask  the participants why disaster victims may be sending mixed messages.  Finally, ask the participants how they respond to a disaster victim who is sending an inconsistent message.


	MAKING INFERENCES  (Continued)


	Visual 13
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	List the participant responses on chart paper.  List the “positive” inferences (e.g., happy) on the left side of the chart and the “negative” inferences (e.g., insecurity, cynicism) on the right side of the chart.  Ask the participants to comment on the words listed on the different sides of the chart.


	MAKING INFERENCES (Continued)


	Visual 14
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Making Inferences

Step 1:

Group related observations

Step 2:

Label the cluster

Observations:

•

Slouching

•

Yawning

•

Tapping a pencil

•

Staring out the window

Label:  Boredom

Observations:

•

Narrowing of eyes

•

Shrugging of shoulders

•

Shaking of head

•

Frowning

Label:  Confusion
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	Explain  that inferences are more accurate when they are based on a cluster of like behaviors rather than on a single behavior.  Review the examples displayed on the visual.  

Refer back to the list of inferences about what a smile may mean.  Select one positive inference and one negative inference.  Ask the participants to list what other behaviors (besides the smile) would help support each of these inferences.  

Tell the participants that they will now have an opportunity to practice making inferences.


	BEING RESPONSIVE:  ACTIVITY
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	Explain that it may be important to respond to disaster victims’ nonverbal messages in order to establish rapport.  Note that the next exercise will give the participants an opportunity to summarize the information covered about nonverbal communication and to list actions that they can take to be responsive to those messages.
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Instructor Note:  Prepare these charts before the session.
	Conduct the activity as follows:  

1.
Assign one of the following feeling words to each table group:  

Anger
Exhaustion

Anxiety
Relief

Depression
Shame/Embarrassment

2.
Have each table group write the following items on chart paper:

When Disaster Victims Feel:  (Assigned Feeling Word)

What I Might Observe . . .
What I Might Do . . .
· In the first column, list the behaviors or other observations that let you know what the individual may be feeling.

· In the second column, list the actions you might take to respond to the feeling.

3.  Give the tables 10 minutes, then ask each table to present its list.  

Option:  Have the groups act out the nonverbal behaviors that correspond to their assigned feeling word.  Have the remainder of the participants try to guess the feeling word assigned to that group.  (Note:  If this option is selected, do not post the feeling words on the chart paper.)

4.
After each group presents, ask the participants for any comments or additions.

	
	

	
	


	
	Transition to the next section by pointing out that confirming by repeating the gist of what was said verbally communicates understanding also.  Tell the participants that confirming is a key component of active listening.



	CONFIRMING WHAT YOU HEAR



	Visual 15
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	Make the following key points:
· Confirming is often called paraphrasing and allows you to clarify what you’ve heard by reflecting the message.


· You confirm to ensure that you understand what is being said and to demonstrate that you heard the other person.


· Confirming also ensures that you understand the emotions being stated and those not being expressed.
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	Why is it important not to parrot back the exact words you just heard?

	
	If not mentioned by the participants, add the following:

· Parroting does not demonstrate that you took the time to understand what is being said.

· Parroting can be very annoying to the other person.

· Parroting does not help the speaker clarify his or her thoughts.



	
	Also note that confirming is not just saying I understand.  Stress that confirming means restating aloud your understanding.  Ask if there are any questions about confirming.


	CONFIRMING WHAT YOU HEAR



	


	LARGE-GROUP PRACTICE:  CONFIRMING
Conduct this large-group practice as follows:

	
	1. Tell the participants that they will have an opportunity to practice confirming before completing an individual exercise.

2. Explain that you will read a statement.  Tell the participants to listen to the statement and then write down word for word what they would say to confirm what they heard.


3. Ask if there are any questions.  Respond to the questions.


4. Read the following statement.  (Do not put too much emotion into the statement.  A later section of this course deals with responding to strong emotions.)

“I’ve applied for assistance over 3 weeks ago.  You people told me that an inspector would be at my house weeks ago.  I’ve called the 800 number and all I get is broken promises.”

5. Remind the participants to write down their responses.


6. After the participants have finished writing their responses, ask for volunteers to share their confirming statements.  The following statement can be used as an example if necessary:

So, you’re frustrated because after 3 weeks you still have not seen an inspector even though you were led to believe that one would be at your house quickly.
7. Ask if there are any questions about confirming.  Note that the next activity will give them additional opportunities to practice confirming.


	


	ACTIVITY:  CONFIRMING WHAT YOU HEAR
Conduct the activity as follows:

	
	1. Tell the participants that the purpose of this activity is practice confirming the main themes of what is being stated.



	Visual 16
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	2. Display the following visual and review the activity instructions:
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Activity Instructions

¶

You will hear six statements.  

Listen to each statement carefully.

·

After each statement, write down 

word for word what you would say 

to confirm what you’ve heard.  



	
	3. Refer participant to the page Confirming What You Hear.  Tell the participants that they should record their responses on this worksheet.

4. Remind the participants to listen closely to the content, summarize the message in their mind, and then restate the message in their own words using one of the following formats:


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



	


    
	ACTIVITY:  CONFIRMING WHAT YOU HEAR
5. Ask if the participants are ready.  Read each of the six statements.  Pause after each statement to allow the participants time to write their confirming statements.




	
	6. After reading statement, ask for volunteers to share their confirming responses.  Provide feedback on the accuracy of each response.


7. Encourage the other participants to comment on how their responses differ.


8. Next, ask the following discussion question:
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	Why might there be a tendency to skip the confirming step when communicating with disaster applicants?


	
	

	
	Possible responses include:

· You may be pressed for time.

· You may be distracted by other tasks, noise, etc.

· You may feel like you’ve heard it all before.

· You may not feel like listening and want to end the conversation as quickly as possible.




CONFIRMING WHAT YOU HEAR

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 . . .”

	
	
	


	Statement #1
	



	Transcript (Does not appear on participant copy.)

“I have been living in a motel since March where the American Red Cross located me and paid for 1 month’s lodging which is $1,190.  Since then, FEMA has sent me $1,800 with a note that this should cover 3 months’ lodging which of course it does not.  I understand IFG is trying to get me some money for moving and furniture storage, but so far I haven’t received anything.”

Response:

Possible Response:  If I understand you, you’ve got a couple of issues.  First, you don’t have enough money to stay where you currently are, and second, you’re hoping to get money for moving and storage, but you haven’t gotten anything yet.



	Statement #2
	



	Transcript (Does not appear on participant copy.)

“The assistance I applied for was full of problems.  The cover letter that accompanied FEMA’s check said the money was for housing.  I told your inspector over and over again that I had an access problem, not a house problem.  We need assistance to fix our road, not our house.”

Response:

Possible Response:  So you’re saying that you received assistance for housing when your real need is for road repair.



CONFIRMING WHAT YOU HEAR
	
	
	

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

	
	
	


	Statement #3
	



	Transcript (Does not appear on participant copy.)

“Although I appreciated the money I got from FEMA, the amount of money I received wasn’t enough to fix our home.  There was a lot of damage from the earthquake that wasn’t obvious.  Your inspector only spent 20 minutes checking out our home.  He didn’t inspect the garage, which sustained a lot of structural damage.”
Response:

Possible Response:  In other words, you have damage that the inspector might have missed.



	Statement #4
	



	Transcript (Does not appear on participant copy.)

“I lost my roof and carpet and FEMA refused to help me.  They said my house was livable and turned me down.  Every time it rains there is more damage.”

Response:

Possible Response:  So, you’re saying that because you haven’t received assistance, you get more damage each time it rains.



CONFIRMING WHAT YOU HEAR

	
	
	

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

	
	
	


	Statement #5
	



	Transcript (Does not appear on participant copy.)

“Thirty-six inches of water entered my home in 30 minutes, at 12:30 in the morning.  I don't think I can ever feel safe in this location, and am in the process of relocating using your loan money for this purpose.  I was told I could do this without written permission.  I hope that this is true.”

Response:

Possible Response:  So you want to know if you can use SBA loan money for relocating.



	Statement #6
	



	Transcript (Does not appear on participant copy.)

We have had big problems trying to find reasonable contractors to help us rebuild our home.  Reasonably priced labor is scarce in our small town.  It would be nice if FEMA could help provide reliable contractors to fix people’s homes.
Response:

Possible Response:  So it’s been difficult finding reliable contractors and you’re looking for help in finding one.



	ASKING QUESTIONS



	Visual 17
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	Display the visual and review the different types of questions.
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	Tell the participants to write one open-ended question and one closed-ended question that you might ask a disaster applicant.  Ask for volunteers to read their questions.  Record their sample questions on chart paper as follows:
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Record sample

questions.
	
	Open-Ended Questions

· What concerns are you facing now?

	Closed-Ended Questions
· Did you apply for assistance?
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	Ask the participants to describe situations when a closed-ended question would be preferable.  If not mentioned by the participants, add the following points:

· When trying to close a conversation.
· When you need a simple fact to complete a process or to further your understanding of the situation.


	ASKING PROBING QUESTIONS


	

	Visual 18
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Activity Instructions

¶

You will hear seven statements.  
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·

After each statement, the tape will 

be stopped.  First identify the feeling 

being expressed.  Next, write down 

word for word what you would say to 

respond to the feelings being 

expressed.  
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	Make the following key points:
· Most probing questions are open-ended questions.


· It is critical to give the individual time to formulate a response before asking a second question.  Do not assume that the individual misunderstood your question.  It may be that some time is required to think through the response.  Silence will allow the individual time to respond or to ask for clarification.


· Use a confirming statement to acknowledge and clarify the answer to your question before asking another question.

Ask if there are any questions about how to formulate and respond to probing questions.  Respond to any questions and then note that the next activity provides an opportunity to practice both asking probing questions and making confirming statements.


	


	ACTIVITY:  ASKING QUESTIONS AND CONFIRMING

Conduct the activity as follows:

	
	1. Tell the participants that the purpose of this activity is to practice asking probing questions and confirming responses to questions.



	Visual 19
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	2. Display the following visual and review the activity instructions:



	
	3. Refer participant to the page Asking Questions and Confirming.  Tell the participants that they should record their questions and responses on this worksheet.  Review the sequence of the following activity:

· Listen to a disaster victim statement.

· Write a probing question.

· Listen to a model probing question, and an answer to that question.

· Write a confirming response.

4. Tell the participants that they will work as a large group for the first segment and then be working individually during the remainder of the activity.


	


First segment:  Writing a Probing Question
	ACTIVITY:  ASKING PROBING QUESTIONS AND CONFIRMING
5. Ask if the participants are ready.  Remind the participants that no video images will appear on the screen.  Read the first segment for the participants.


	
	6. Pause after the statement to allow the participants time to write their probing questions.


7. Ask for volunteers to share their questions with the group.  Encourage the other participants to comment on how their responses differ.



	
	8. Next, tell the participants that you are going to read the next portion of this interaction.  Remind the participants they will hear a model probing question and then an answer to that question from a disaster applicant.  Or use a participant question that would be appropriate for the disaster applicant’s response.  Explain that they should write a confirming response after listening to the disaster victim’s answer.




	
	9. Ask if the participants are ready to continue.  Continue reading the first segment for the participants.


10. Pause after the disaster victim’s statement to allow the participants time to write their confirming responses.


11. Ask for volunteers to share their responses with the group.  Encourage the other participants to comment on how their responses differ.


12. Repeat this process for the next two excerpts, having participants work on the answers individually for their learning assessment.




	


	ACTIVITY:  ASKING PROBING QUESTIONS AND CONFIRMING

13. Summarize this activity by asking the following discussion questions:
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	What are some situations when it is especially important to collect all of the facts from disaster applicants?



	
	Possible responses include:

· When the disaster applicant feels he or she has been treated unfairly by FEMA.

· When the disaster applicant is applying for assistance.

· When the applicant is explaining damage to an inspector.
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	What obstacles can make it difficult to understand what a disaster applicant is saying or asking?



	
	Possible responses include:

· When English is not the disaster applicant’s first language.

· When the disaster applicant is upset (e.g., talking quickly, broken sentences).

· When there is a lot of background noise.


ASKING PROBING QUESTIONS AND CONFIRMING

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
	



	Transcript (Does not appear on participant copy.)

Disaster Victim Statement:  “The damage done by the earthquake was real bad.  I called the FEMA number but the person said I can’t have any more money.  But I don’t have anyplace to stay and my car is leaking.”  STOP 

Probing Question:

(Participants write their questions in this space.  See the suggested probing question below.  This question will be stated when the tape begins again.)

CONTINUE THE TAPE.  Transcript (Does not appear on participant copy.)

Probing Question:  “What assistance have you received so far?”

Disaster Victim Statement:  “I got some money to stay in a hotel but I had to spend it on food.  I don’t know how to get more help.”

Confirming Response:

Possible Response:  So you need a place to stay and some additional help to get back on your feet.



ASKING PROBING QUESTIONS AND CONFIRMING

	Excerpt #2
	



	Transcript (Does not appear on participant copy.)

Disaster Victim Statement:  “I got this check for $2,500 from you.  Three days later I got a letter.  But I’m still not sure what the money is for.  I also got money from my insurance company.  Can I cash your check without getting in trouble with my insurance company?”  STOP

Probing Question:

(Participants write their questions in this space.  See the suggested probing question below.  This question will be stated when the tape begins again.)

CONTINUE.  Transcript (Does not appear on participant copy.)

Probing Question:  “What did the FEMA letter say you could spend your money on?”

Disaster Victim Statement:  “I don’t remember.  I can’t find it.  Well, can’t you just pull it up on your computer and tell me?  Why are you making this hard for me?”

Confirming Response:

Possible Response:  You’re concerned about staying out of trouble with us and your insurance company.  Let’s see what I can do for you.



ASKING PROBING QUESTIONS AND CONFIRMING
	Excerpt #3
	



	Transcript (Does not appear on participant copy.)

Disaster Victim Statement:  “I really need all this help FEMA is advertising all over the place.  Why haven’t I gotten any?”  STOP 

Probing Question:

(Participants write their questions in this space.  See the suggested probing question below.  This question will be stated when the tape begins again.)

CONTINUE    Transcript (Does not appear on participant copy.)

Probing Question:  “Have you registered for assistance?”

Disaster Victim Statement:  “Here my life is coming apart and you want me to fill out paperwork.”

Confirming Response:

Possible Response:  It’s hard to pull the pieces back together again.  Let me see if we can start the process together.



	SHOWING UNDERSTANDING

	
	

	Visual 20
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	 ADVANCE \d04 

 ADVANCE \d02 

 ADVANCE \d01 What other strong emotions may disaster victims be experiencing?
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	Record the list of typical emotions on chart paper.  Hang up the chart paper where the participants can refer to it for later reference.
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	 ADVANCE \d04 

 ADVANCE \d02 

 ADVANCE \d01 What strategies are effective for sowing your understanding?



	
	If not mentioned by the participants, add the following items:

· Acknowledge individual’s feelings by saying, “It sounds like you feel . . . .”  Do not say, “I know how you feel.”

· Recognize that there was a problem and apologize for the situation; do not apologize for the agency.

· Match the level of the caller’s emotion with concern.

· Do not deny the individual’s perception of the experience or his or her feelings.  Do not say, “You should see how bad it is over there.”

· Assess the situation and state the specific actions you will take to address the concern.

· Be honest.  Acknowledge that you may not be able to help; do not create false expectations.


	


	ACTIVITY:  RESPONDING TO STRONG EMOTIONS
Conduct the activity as follows:

	
	1. Tell the participants that the purpose of this activity is practice responding to strong emotions.



	Visual 21

[image: image59.wmf]
	2. Display the following visual and review the activity instructions:



	
	3. Refer participants to the page Responding to Strong Emotions.  Tell the participants that they should first identify the feeling being expressed.  Suggest that the participants refer to the list of typical disaster victim feeling words summarized earlier on the chart paper.  Note that this list can be used to help them identify the correct feeling word.  Remind the participants to listen closely to both the feelings and the facts of the comment and then write a response that demonstrates an understanding of the feelings being expressed.  Suggest that the participants use a format such as “You’re feeling . . . because . . . .”  Stress that the response should state the feeling and the reason for the feeling.

4. Tell the participants that they will work as a large group for the first segment and then be working individually during the remainder of the activity.


	



	ACTIVITY:  RESPONDING TO STRONG EMOTIONS
5. Ask if the participants are ready.  Remind the participants that no video images will appear on the screen.  Read the first statement for the participants, and emphasize the feeling with your voice.


	
	6. Pause after the statement to allow the participants time to identify the feeling word and to write their response word for word.


7. Ask for volunteers to share their feeling words with the group.  Encourage the other participants to comment on how their feeling words differ.  Provide feedback on the accuracy of their feeling words.

8. Ask for volunteers to share their responses with the group.  Encourage the other participants to comment on how their responses differ.  Provide feedback on the accuracy of their responses.




	Statements 2 through 7
	9. Ask if the participants are ready for the next six statements.  Read all six statements.  Pause after each statement to allow the participants time to identify the feeling word and write their responses.


10. After completing the statements, ask for volunteers to share their feeling words and responses.  Provide feedback on the accuracy of each.


11. Collect the answer sheets from the last two exercises for a final participant assessment.



	


	ACTIVITY:  RESPONDING TO STRONG EMOTIONS
12. Summarize this activity by asking the following discussion questions:
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	Why is it important to respond to how the disaster applicant is feeling?



	
	Possible responses include:

· It helps assure the disaster applicant that you empathize with his or her unique situation.

· It helps reduce defensiveness in an angry or frustrated disaster applicant.

· It can help diffuse a hostile situation.
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	What sorts of traps do you need to avoid when handling disaster applicants’ strong emotions?



	
	Possible responses include:

· Becoming overly involved in the applicants’ situation to where you lose good judgment.

· Taking the disaster victim’s reaction as a personal attack.

· Advocating against FEMA on the disaster applicant’s behalf.

· Making promises you can’t keep.

· Becoming callous and cynical; feeling like everyone is trying to “rip off” the Government.

Point out that dealing with strong emotions can be very stressful.  Remind the participants of the stress management services available at the Disaster Field Office.  Also, note that disaster victims may benefit from the Crisis Counseling Services available.  Provide the names and telephone numbers of resources that can be used to help both disaster workers and disaster victims manage their stress.


RESPONDING TO STRONG EMOTIONS

Instructions:  Listen to each statement.  Identify the feeling and then write a response that helps demonstrate that you understand the speaker’s frame of reference.  You may want to use the following format:  “You’re feeling . . . because . . .”

	Statement #1
	



	Transcript (Does not appear on participant copy.)

“I received no assistance from you whatsoever.  An inspector visited my home, looked at damage, and I never heard from you again.  I did everything I was supposed to do and you didn’t even have the decency to respond.”
Feeling Being Expressed:

Possible Response:  Anger

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  You’re angry because you held up your end of the bargain and you haven’t heard back from us.



	Statement #2
	



	Transcript (Does not appear on participant copy.)

“This disaster has been so terrifying for me.  I am a 72-year-old widow, living alone in a mobile home without electricity.  I can’t use my gas heating.  So I sit in the dark with no heat.  I feel like I’m in the middle of a bad dream and can’t wake up.”
Feeling Being Expressed:

Possible Response:  Fear

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  It’s scary being alone, without essentials for living, and not knowing how to get things fixed.



RESPONDING TO STRONG EMOTIONS

	Statement #3
	



	Transcript (Does not appear on participant copy.)

“I’ve worked hard all my life, paid my taxes, never asked for help before this.  My neighbor is unemployed and does nothing all day.  When I applied for assistance, you gave me a loan I have to pay back, but you gave my bum of a neighbor money he doesn’t have to pay back.  Where is the justice?”
Feeling Being Expressed:

Possible Response:  Anger, Fury

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  You’re angry because you believe that you have been treated unfairly.



	Statement #4
	



	Transcript (Does not appear on participant copy.)

“It’s been 6 months since the earthquake devastated our home.  We lost everything—furniture, clothing, pictures of children, my great grandmother’s rocker, and other mementos.  We’ve begged and borrowed from friends and family to stay afloat.  I’ve been so depressed, it’s hard to get out of bed in the morning.  I keep asking myself, is there any light at the end of the tunnel?”
Feeling Being Expressed:

Possible Response:  Depressed, Overwhelmed

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  You’ve lost lots of things that are precious to you and you’re not sure how you can ever get your life back on track.  You’re feeling overwhelmed by it all.



RESPONDING TO STRONG EMOTIONS

	Statement #5
	



	Transcript (Does not appear on participant copy.)

“This whole thing is just a circus.  First, I had to wait in line with my three kids for 3 hours to fill out your application.  The person who took the application was rude and couldn’t even tell me if I would qualify for assistance.  The inspector didn’t show up for her first two appointments after I took time off work to wait for her.  When she finally did show up, she only spent 5 minutes looking at our house, and didn’t even look at the worst damage.  After she left, we waited to hear from you all but never did.  We never got our money either.  We’ve called and called.  We either get put on hold or leave messages that don’t get returned.”
Feeling Being Expressed:

Possible Response:  Frustration, Anger

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  It’s maddening because you’ve gotten a real run-around.  Let’s see what I can do for you. 




	Statement #6
	



	Transcript (Does not appear on participant copy.)

“I don’t know why I’m here; I’ve never needed help before.  I don’t want a Government handout but all my neighbors said I should come.  I have no money and my house is unlivable so I don’t know what else to do.  But no one in my family has ever had to ask for help before.
Feeling Being Expressed:

Possible Response:  Embarrassed, Shame

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  You’re proud of your family’s ability to be independent, and it feels like you’re letting down that tradition by asking for help.




RESPONDING TO STRONG EMOTIONS

	Statement #7
	



	Transcript (Does not appear on participant copy.)

“My husband died last year and my only companion is my dog.  No one will help me find him.”
Feeling Being Expressed:

Possible Response:  Sad, Depressed, Frustrated

Your Response Demonstrating Understanding of the Feeling and Reasons:

Possible Response:  It’s hard being alone and frustrating that no one understands what your dog means to you.



	SUMMARY


	Visual 22
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	Summarize this course by asking the participants to recall one important lesson learned.



	


Your Guide to FEMA

	Tell the participants that the document titled Your Guide to FEMA contains valuable information about working with disaster victims.  Ask the participants to review the following pages:

· Includes additional information about working with FEMA’s customers.

· Provides guidance for relating to others.

Remind participants that they must go beyond listening to open the door of communication.

	



	Ask the participants to complete the course evaluation form.
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	Distribute the course completion certificates to each participant after you have reviewed their worksheets for accurate responses.

	


	Thank the participants and the instructional staff.
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