 ADVANCE \d06 Unit 3:  Communication:  The Two-Way Street


COURSE OBJECTIVES

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

· Explain the need to listen carefully for clues to employees’ and citizens’ attitudes and concerns.

· Provide employee guidelines for acceptable dress and behavior when interacting with citizens.

· Monitor employees’ telephone skills and provide guidance as needed.

· Listen for rumors, counter unfounded rumors, and remind employees to avoid repeating rumors.

· Identify key strategies for dealing with the media.

CONTENTS

This unit includes the following sections:

· Introduction and Unit Overview

· Activity:  Words You Never Want To Hear Again

· Activity:  Listening to a Disaster Victim’s Story

· Optional Activity:  Paraphrasing Stories

· Active Listening

· Confirming What You Hear

· Activity:  Confirming What You Hear

· Asking Probing Questions

· Activity:  Asking Probing Questions and Confirming

· Answering the Telephone Effectively

· Communication Effectiveness

· Motivating Employees

· Nonverbal Communication and Appearance

· Addressing Rumors

· Communicating With the Media

· Summary and Transition

APPROXIMATE TIME

2 hours 

MATERIALS

· Visuals 3.1 through 3.19

· Handout 3.1:  Answering the Telephone Effectively

INTRODUCTION AND UNIT OVERVIEW

Visual 3.1

[image: image1.wmf]
Display the following visual.

[image: image2.wmf]Visual S-3.
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[image: image3.wmf]
Introduce this unit by reviewing the following key points:

· In a disaster situation, lines of communication often become garbled.  This is as true for interpersonal communication as it is for our technical infrastructure.

· When people are under stress, they are more likely not to listen well and to jump to conclusions or suggestions based on incomplete information.

· As a supervisor, it is critical for you to focus on the importance of listening well after a disaster.  You will need to listen carefully to both your employees’ concerns and those of citizens.

· In this unit, we will review the basic strategies for listening and address different situations following a disaster where good communication skills are particularly critical.

· Although the primary focus of this unit is on communicating with employees and citizens, remember that this information applies to communicating with your organizational partners as well.

INTRODUCTION AND UNIT OVERVIEW

Visual 3.2
[image: image4.wmf]
Display the following visual and review the unit objectives with the students.
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Unit Objectives

F

Explain the need to listen carefully for clues to

employees’ and citizens’ attitudes and concerns.

F

Provide employee guidelines on acceptable

dress and behavior.
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guidance, as needed.
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F
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ACTIVITY:  WORDS YOU NEVER WANT TO HEAR AGAIN

1. Tell the students that they will be working in their table groups for this activity.  

2. Ask each table group to brainstorm and list on a piece of paper words and phrases about being a local government employee that make them angry when they hear them.  Provide an example such as, “all Government employees get paid to do nothing all day.”

3. Give the table groups 5 minutes to come up with their lists.
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4. Have a volunteer from each table group share a word or phrase from his or her group.  Summarize their statements on chart paper.  Continue until all the comments have been recorded.

5. Facilitate a discussion around the following discussion questions.

[image: image8.wmf]
Why do these words and phrases make you feel angry when you hear them? 


· Possible responses include: 

· They are disrespectful.

· They are condescending.

· They are not true.
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What are some examples of words and phrases a supervisor might use to make employees feel angry when they are working through a disaster?


· Possible responses include:

· We have a lot to do.  You need to put your job first right now. 

· Working hard will help you feel better. 

· We don’t have time for you to take a full lunch break today. 

· Just calm down. 




ACTIVITY:  WORDS YOU NEVER WANT TO HEAR AGAIN

[image: image10.wmf]
What are some examples of words and phrases that you think would make disaster victims feel angry?


· Possible responses include:

· I know exactly how you feel. 

· It can’t be that bad. 

· John Doe has it a lot worse than you. 

· Just calm down. 

[image: image11.wmf]
Why is it important to be aware of sensitive words and phrases when communicating with employees and citizens?


· Possible responses include:

· Using inappropriate words and phrases with upset people can make a bad situation worse. 

· Using inappropriate words and phrases may cause the other person to “shut up” and stop sharing information.

[image: image12.wmf]
How do cultural differences influence how we communicate with people?


· Possible responses include:

· Certain words and phrases may be perfectly acceptable to individuals from one culture yet offend people from different cultures. 

· Certain nonverbal behaviors send different messages to people from different cultures. 
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What experiences have you had where cultural differences made an impact on your communication with a citizen?  With an employee?


[image: image14.wmf]
ACTIVITY:  WORDS YOU NEVER WANT TO HEAR AGAIN

[image: image15.wmf]
Summarize this activity by making the following key points:
· What you say and the words you use can have a significant impact on the success of your communication.

· Often what another person perceives is very different from your intent.

· In particular, cultural differences can impact perception and communication.

· This unit will provide you with key skills to ensure good communication through active listening.




ACTIVITY:  LISTENING TO A DISASTER VICTIM’S STORY

Conduct this activity as follows:


 ADVANCE \d06 1.
Tell the students that they will be listening to a story told by a disaster victim.  Explain that as supervisors, they may not be dealing directly with disaster victims, but will probably be interacting with them at least occasionally.  Note that they may be more likely to get the “problem situations,” therefore, using good listening skills becomes all the more important.

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

3.
Tell the students that they will be working individually during this activity.
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SM 3.4
4. Ask if they are ready.  Read the story.  (A script of the story appears on page 3.8.)

5. When the segment has been completed, tell the students to turn to 
page 3.4 in their Student Manuals.  Instruct the students to answer the questions individually.

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




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. 
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8. Ask the students 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 students: 

· 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 A DISASTER VICTIM’S STORY

Script

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 Bosnia.  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, so I wouldn’t be late for my shift, 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.”




ACTIVITY:  LISTENING TO A DISASTER VICTIM’S STORY
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Why is it important for you to listen to employee’s concerns?


· Possible responses include:

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

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

· It allows you to collect important information about how best to assist the employee.
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What types of things can make it difficult to listen effectively to employees?


· 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 employee’s concerns?


· Possible responses include:

· Try constantly to put yourself in the employee’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. 

[image: image21.wmf]
SM 3.4

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?

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




Optional ACTIVITY:  Paraphrasing Stories

Use this activity if time permits.

Conduct the activity as follows:


 ADVANCE \d06 1.
Tell the students they will be listening to one another tell stories.  Point out that they will need to listen closely.

2. Ask each student to think of an incident from a disaster or of a personal story.

3. Ask each student to locate and sit with a partner in the class, someone he or she doesn’t know, if possible.

4. Tell the students to identify one partner as the “a” partner, and the other as the “b” partner.

5. Ask the “a” partners to begin telling their stories to the “b” partners.  After several minutes, tell the students to stop.

6. Tell the “b” partners to paraphrase the stories to their partners.  Then tell the partners to switch places, with the “b” partner telling a story to the “a” partner, who then will paraphrase the story.

7. Lead a guided discussion about the accuracy of the paraphrasing, and whether students felt they or their partner had paraphrased especially well or had problems.

ACTIVE LISTENING

[image: image22.wmf]
Why is it important to listen actively?


Respond to the students’ comments and then display Visual 3.3.

Visual 3.3

[image: image23.wmf]
[image: image24.wmf]Visual S-3.

3

Active Listening

Helps build trust in your
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organizations.

Encourages the person to

share information or

ideas.

Demonstrates an

understanding of what the

other person is saying.
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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 3.4
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Display the following visual.

[image: image27.wmf]Visual S-3.
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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.


Explain that active listening involves listening, confirming, probing, and showing understanding.  Point out that listening was discussed in the previous section of the course.  Note that confirming understanding and asking probing questions will be covered in the next sections.  Stress that showing understanding is a combination of your words and your actions.

CONFIRMING WHAT YOU HEAR

Visual 3.5
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Display the following visual.

[image: image29.wmf]Visual S-3.

5

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.
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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 students, 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.
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large-group practice:  Confirming

Conduct this large-group practice as follows:


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

[image: image33.wmf]
SM 3.8
2. Ask the students to turn to page 3.8 of their Student Manuals.  Explain that you will read a statement.  Tell the students to listen to the statement and then write down word for word what they would say to confirm what they heard.

Note:  Student Manual page 3.8 appears in this Instructor Guide on page 3.18.

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 can’t get into work until I figure out what to do about my car.  A tree fell on it, and the tree is blocking the street in front of my house.  I just can’t figure out what to do.  I can’t afford to lose this job.
5.
Remind the students to write down their responses.

6.
After the students 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 and worried because you need some way to get to work, and are concerned about keeping your job.

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 students that the purpose of this activity is to practice confirming the main themes of what is being stated.

2. Display the following visual and review the activity instructions.

Visual 3.6

[image: image34.wmf]
[image: image35.wmf]Visual S-3.
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Activity Instructions

¶

You will hear two statements.

Listen to each statement carefully.

·

After each statement, write down

word for word what you would say to

confirm what you’ve heard.  You may

want to use the following formats:

G

“In other words . . .”

G

“If I understand you, you think . . .”

G

“So, you’re saying . . .”
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SM 3.8
3. Tell the students to continue working on page 3.8 in their Student Manuals.

4. Remind the students 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 . . .”
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ACTIVITY:  CONFIRMING WHAT YOU HEAR

5.
Ask if the students are ready.  Read the excerpts.  Pause after each excerpt to allow the students to write their response.  (Scripts of the excerpts appear on the following pages.)


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

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

8.
Next, ask the following discussion question:

[image: image38.wmf]
Why might there be a tendency to skip the confirming step when communicating with employees?


· 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.
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activity:  confirming what you hear

Purpose:  This activity gives you the opportunity to practice confirming what employees 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




Script (Does not appear on student copy.)

“I can’t get into work until I figure out what to do about my car.  A tree fell on it, and the tree is blocking the street in front of my house.  I just can’t figure out what to do.  I can’t afford to lose this job.”

Response:

Possible Response:  “So, you’re frustrated and worried because you need some way to get to work, and are concerned about keeping your job .”

Statement #1




Script (Does not appear on student copy.)

“There is a foot of mud in my house.  I don’t know where to begin.  With working all these long hours, I can’t clean this mess up by myself.  I don’t know where to turn.”

Response:

Possible Response:  “So you’re saying that you need assistance cleaning up your house.”
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SM 3.9 thru SM 3.10


activity:  confirming what you hear
(Continued)

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

Statement #2




Script (Does not appear on student copy.)

“As you know, the roof on my house had a lot of damage from the storm.  My wife is in a shelter with the kids.  My one-year-old has a terrible ear infection.  They say that someone can come out and look at my house today, but it has to be before dusk.  I know you really need my help on the phones, but if I don’t go today, I don’t know when I’ll be able to get them out again.”

Response:

Possible Response:  “In other words, you need to leave work today to meet with someone to look at the damage to your roof.”

Statement #3




Script (Does not appear on student copy.)

“I keep calling the transit authority to find out how to get to work.  I don’t have a car and the busses are not running the routes they normally do because of debris and road damage.  I don’t know how I’m going to get in to work today.”

Response:

Possible Response:  “In other words, you need to find out the current bus routes and determine a strategy for getting to work.”
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SM 3.11


activity:  confirming what you hear
(Continued)

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

Statement #4




Script (Does not appear on student copy.)

“I am so sick of people asking when the power is going to be back on.  Don’t they understand that we are doing everything we can?  People keep calling me and yelling even though I know that the information is on every television and radio station.  Can’t they listen for once?”

Response:

Possible Response:  “In other words, you’re feeling frustrated because you need to keep providing the same information to all the callers.”

ASKING PROBING QUESTIONS

Visual 3.7

[image: image42.wmf]
Display the following visual and review the different types of questions.

[image: image43.wmf]Visual S-3.
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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




Tell the students to write one open-ended question and one closed-ended question that you might ask a citizen or employee.  Ask for volunteers to read their questions.  Record their sample questions on chart paper as follows:

[image: image44.wmf]
Record sample
questions.

OPEN-ENDED QUESTIONS

· What concerns are you facing now?

CLOSED-ENDED QUESTIONS
· Did you apply for assistance?



Ask the students to describe situations when a closed-ended question would be preferable.  If not mentioned by the students, 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 3.8
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Display the following visual.

[image: image46.wmf]Visual S-3.
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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.



[image: image47.wmf]
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 PROBING QUESTIONS AND CONFIRMING

Conduct the activity as follows:


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

Visual 3.9
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2. Display the following visual and review the activity instructions:

[image: image49.wmf]Visual S-3.
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Activity Instructions

¶

There are three opening statements that

require probing to learn more about the

situation.  Listen to the opening statement.

¸

The instructor will provide a model

probing question and then an answer.

¹

Write a confirming response.

·

Write a probing question.
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SM 3.14 – 3.16
3. Tell the students to turn to pages 3.14 through 3.16 in their Student Manuals.  Explain that the students should record their questions and responses here.  Review the sequence of the following activity:

· Listen to an employee statement.

· Write a probing question.

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

· Write a confirming response.

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




ACTIVITY:  ASKING PROBING QUESTIONS AND CONFIRMING

5. Ask if the students are ready.  Read the first excerpt.  (Scripts of the excerpts appear beginning on page 3.26.)


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

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


8. Next, tell the students that you are going to read the next portion of this interaction.  You may want to ask a co-instructor to roleplay the probing question statement.  Remind the students they will hear a model probing question and then an answer to that question from an employee.  Explain that they should write a confirming response after listening to the employee’s answer.


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

10. Pause after the employee’s statement to allow the students time to write their confirming responses.

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

12. Repeat this process for the next two excerpts.


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 your employees?


· Possible responses include:

· When the employee’s work seems to suddenly become inconsistent.

· When the employee needs assistance.




[image: image52.wmf]
ACTIVITY:  ASKING PROBING QUESTIONS AND CONFIRMING

[image: image53.wmf]
What obstacles can make it difficult to understand what an employee is saying or asking?


· Possible responses include:

· When the employee is upset (e.g., talking quickly, using broken sentences).

· When there is a lot of background noise.

[image: image54.wmf]
SM 3.14


activity:  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




Script (Does not appear on student copy.)

Employee Statement:  “I know I’ve been making lots of mistakes today.  I’m just so tired.  The damage done by the hurricane was real bad.  My place was wrecked.  Now I don’t have anyplace to stay and my car is leaking.”

Probing Question:

(Students write their questions in this space.  See the suggested probing question below.)

CONTINUE READING.  Script (Does not appear on student copy.)

Probing Question:  “Did you ask for help from any of the disaster folks?”

Employee Statement:  “I got a little booklet, but I’ve just been too low to do anything yet.”

Confirming Response:

Possible Response:  “So you’re very upset, and you need a place to stay and some additional help to get back on your feet.”

[image: image55.wmf]
SM 3.15

activity:  ASKing probing questions and confirming
(Continued)

Excerpt #2




Script (Does not appear on student copy.)

Employee Statement:  “As you know, the roof of my house had a lot of damage from the storm.  My wife is in a shelter with the kids.  I don’t know how we will pay for all this.  My one-year-old has a terrible ear infection.  I know you really need my help on my shift, but I feel I need to take of my home situation first.”

Probing Question:

(Students write their questions in this space.  See the suggested probing question below.)

CONTINUE READING.  Script (Does not appear on student copy.)

Probing Question:  “Do you think that roof could get some temporary repairs so you could make the house liveable?”

Employee Statement:  “I think so.  It’s one spot.  I think it could be patched.”

Confirming Response:

Possible Response:  “First thing, you need help getting your home repaired so your family can move back in.”
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SM 3.16

activity:  ASKing probing questions and confirming
(Continued)

Excerpt #3




Script (Does not appear on student copy.)

Employee Statement:  “There are rats running all over in the city garage, even getting into the trucks.  I’m not going in there till those rats are gone.  You can fire me if you want.”

Probing Question:
(Students write their questions in this space.  See the suggested probing question below.)

CONTINUE READING.  Script (Does not appear on student copy.)

Probing Question:  “Have you seen rats anywhere else, or are they just in the garage?”

Employee Statement:  “I saw one yesterday outside the McBurger restaurant.  I saw another one today behind the grocery store.”

Confirming Response:

Possible Response:  “So you are concerned about your health and safety, and you want to report this information to me so the problem can be addressed.”

ANSWERING THE TELEPHONE effectively

Visual 3.10
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Display the following visual.

[image: image58.wmf]Visual S-3.
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Preparing for Callers

Make sure employees . . .

F

Know the names and extensions of people in

the office.

F

Know the names of key officials involved in

the disaster response.

F

Have a list of disaster assistance phone

numbers near the phone.

F

Have directions for resolving questions that

they cannot answer.
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Review the following key points:

· Following a disaster, the number of phone queries in your office may increase dramatically.

· You may need to assign additional staff to respond to these queries.  

· It is important for all staff to be prepared before they begin to answer the phone.  This includes making sure staff know:

· The names and extensions of people in the office.

· The names of key officials involved in the disaster response.

· The resources to whom to refer callers for assistance.

· Finally, you need to predetermine a strategy for resolving problems when an employee does not know the answer.  One strategy is to assign one person to address complex calls, freeing up other staff for more routine calls.

· Being organized helps employees concentrate on the caller’s request or message and allows them to handle calls more efficiently, particularly when the office is very busy.

ANSWERING THE TELEPHONE effectively

Visual 3.10

[image: image60.wmf]
Continue showing Visual 3.10.




[image: image61.wmf]
How has your office responded to citizen calls after a disaster?  What was the experience like?

ANSWERING THE TELEPHONE effectively

Visual 3.11

[image: image62.wmf]
Display the following visual.

[image: image63.wmf]Visual S-3.
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Answering the Telephone

Make sure employees . . .

F

Use a pleasant greeting.

F

Identify their locale.

F

Identify themselves.

F

Practice active listening skills.



[image: image64.wmf]
Review the following key points:

· It is important for employees to project a positive attitude when answering the phone.  They should interact with a calm, pleasant “smiling” voice at all times.

· It is also important that your employees practice good active listening skills.  If your employees have not attended the companion training for front-line staff, review the fundamentals of good listening skills with them.

[image: image65.wmf]
HO 3.1
Distribute Handout 3.1 to the students.  Explain that this job aid summarizes good tips on answering the phone.  Tell them that they can reproduce the job aid and provide it to their employees.

[image: image66.wmf]
HO 3.1

Handout 3.1:  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.

[image: image67.wmf]
HO 3.1

Handout 3.1:  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: image68.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: image69.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 . . . 

[image: image70.wmf]
· 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.

[image: image71.wmf]
HO 3.1

handout 3.1:  answering the telephone effectively
(Continued)




Putting a Caller on
Hold . . .
[image: image72.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.

COMMUNICATION EFFECTIVENESS


Explain that Albert Meharbian found that people communicate through three different channels.

· The words they use. 

· Their vocals, or tone of voice. 

· Their body language. 



Visual 3.12

[image: image73.wmf]

[image: image74.wmf]Visual S-3.
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Your message comes across three ways:

F

Words:  

Impact =  7%

F

Vocals:  

Impact = 33%

F

Nonverbal: 

Impact = 60%

Communication Effectiveness




The total impact of a message is the total of these three factors. 

· The words make the least impact.  Words amount to only 7 percent of the impact. 

· The vocals or tone of voice make far more impact; vocals account for 
33 percent of what we read in the message. 

· Body language makes the most impact on us.  Body language delivers 
60 percent of a message. 



MOTIVATING EMPLOYEES



[image: image75.wmf]
Review the following key points:
· As a supervisor, you cannot motivate people directly.  People tend to do things for their own reasons, not yours.  Learn what motivates employees and provide opportunities for employees to work in an environment where they are self-motivated.

· For employees to perform at their optimal level, their needs must be met.  As a supervisor, it is your job to help them meet these needs.

· In a disaster situation, even basic needs may need to be met.  There may be substandard shelter available and limited food supplies.

· Employees who are not focused on their personal needs will be more dedicated and committed to their work.

· As a supervisor, you may not be able to address all of an employee’s needs.  But you should address those over which you have some control.  Therefore, the first step in motivating employees is to look at needs.

· You may be familiar with Maslow’s Hierarchy of Needs.  This hierarchy can provide a framework for thinking about the needs of your staff.



Visual 3.13

[image: image76.wmf]

Display the following visual.

[image: image77.wmf]Visual S-3.
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Motivating Employees

Personal

Esteem Needs

Social Needs

Security Needs

Basic Physiological Needs

Self-

Actualization

Needs



MOTIVATING EMPLOYEES 

Visual 3.13

[image: image78.wmf]

[image: image79.wmf]
Continue displaying Visual 3.13.

Discuss Maslow’s Hierarchy of Needs.

· Maslow’s theory of motivation is based on the assumption that people are driven to satisfy needs.

· His theory states that needs can be as basic as the need for shelter, food, and safety, or as complex as the need to strive for self-actualization.

· Maslow believed that people cannot fulfill higher level of needs until their basic needs are satisfied.

· He arranged the needs into the levels reflected on the visual.

Instructor Note:  Write the next five questions on individual sheets of chart paper, one question per sheet, and display the questions.  During the discussion, write the participant responses as they are identified.



[image: image80.wmf]
What are some concerns or issues around basic needs that your staff could have in a disaster?


(
Possible responses:

· Safety of the drinking water.

· Having a place to sleep.

· Getting enough rest to be able to perform well on the job.

· Access to local transportation.

· Not eating correctly.



[image: image81.wmf]
What are some concerns your staff could have about security needs?


(
Possible responses:

· How to get in touch with management and security at all times.

· How to get in touch with an EEO officer at all times.



NONVERBAL COMMUNICATION AND APPEARANCE


As a supervisor, it is important for you to be aware of nonverbal behaviors from both citizens and your own employees.

Visual 3.14

[image: image82.wmf]
Display the visual and then ask the following discussion questions.


[image: image83.wmf]Visual S-3.
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Nonverbal Communication

Observing nonverbal behaviors allows you to:

F

Gather information about the other person’s

feelings and attitudes.

F

Assess the consistency between verbal

and nonverbal messages.

F

Respond to the other person’s

needs.



[image: image84.wmf]
Why is it critical to observe nonverbal behaviors?


· Add the following points, if not mentioned by the students.


Observing allows you to determine when someone may be:

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

· 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.

[image: image85.wmf]
What are some experiences you have had observing nonverbal behaviors of citizens?

NONVERBAL COMMUNICATION AND APPEARANCE

Visual 3.14

[image: image86.wmf]
Continue showing Visual 3.14.

[image: image87.wmf]
What are some experiences you have had observing nonverbal behaviors of employees working through a disaster?




[image: image88.wmf]
What impact can cultural differences have on nonverbal behaviors?


Point out that nonverbal behaviors differ from culture to culture.  For example, not making eye contact with the person to whom you are speaking is a sign of disrespect in some cultures and respect in others.

Emphasize that you cannot know the importance of nonverbal behaviors in all different cultural groups.  

Explain that in most disaster situations, you will probably have people from many cultures who are impacted, but deal mainly with several large cultural groups.  Note that it is important to involve someone from that culture as a liaison if it appears that communication problems are developing.

[image: image89.wmf]
What are some simple examples of responding to citizens’ or an employees’ needs based on observations of their nonverbal behaviors?


· Add the following examples, if not mentioned by the students:

· 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 is looking confused. 

NONVERBAL COMMUNICATION AND APPEARANCE

[image: image90.wmf]
What are some nonverbal techniques for showing understanding?


· If not mentioned by the students, add the following:

· Nodding and nonverbally communicating that you are concerned.

· Offering the individual something that they may need (e.g., a tissue, a drink of water, a place to sit down).


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

NONVERBAL COMMUNICATION AND APPEARANCE

Visual 3.15

[image: image91.wmf]
Display the following visual.

[image: image92.wmf]Visual S-3.
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Awareness of your own nonverbal behaviors

allows you to:

Nonverbal Communication

F

Project a sense of confidence to your

employees and disaster victims.

F

Help set people at ease.

F

Diminish the potential for conflict.



[image: image93.wmf]
Review the following key points:

· It is important to pay attention not only to the nonverbal communication of others, but to your own behaviors as well.

· The nonverbal messages that you send to your employees or citizens can impact the success of your interaction.

· As a Government employee, it is important that you try to project a sense of confidence to citizens.

· This “aura” of confidence allows the citizens to feel that the Government is there and is working for them.  People then feel that things are beginning to return to normal.

[image: image94.wmf]
SM 3.23
Tell the students to turn to page 3.23 in their Student Manuals.  Explain that this job aid identifies some common nonverbal behaviors.  Point out that these are only generalities.  Emphasize that cultural differences may alter these behaviors.

[image: image95.wmf]
SM 3.23


Nonverbal communication and appearance

Importance of Nonverbal Communication

[image: image96.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

[image: image97.wmf]
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, preferred 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.

[image: image98.wmf]
SM 3.24


Nonverbal communication and appearance
(Continued)

Facial Expressions

[image: image99.wmf]
Remember . . . Look at the mouth, eyes, eyebrows, and other facial features.




Inferences

[image: image100.wmf]
· 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

Visual 3.16

[image: image101.wmf]
Display the following visual.

[image: image102.wmf]Visual S-3.
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Providing the

Right Impression

Appearance . . .

F

If appropriate, have employees wear clothes

that identify their position.

F

Always have employees carry official

identification.

F

Have employees dress appropriately

for the work and the disaster

environment.



[image: image103.wmf]
Review the following key points:

· When dealing with the public after a disaster, it is important that you and your employees provide the right impression.

· If your employees work in a position where you have official clothing or uniforms, it is extremely important for all employees to wear them at this time.  You should also always have staff carry their official Government identification.

· You and your staff should present a clean and neat appearance.  However, it is important to dress appropriately both for the position and for the disaster environment.  Meet with your other supervisory staff to determine an appropriate dress code for this period.

· Citizens may be wary of strangers approaching their houses and may have heard stories about con artists and thieves.

NONVERBAL COMMUNICATION AND APPEARANCE

Visual 3.17

[image: image104.wmf]
Display the following visual.

[image: image105.wmf]Visual S-3.
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Providing the

Right Impression

Behavior . . .

F

Emphasize the importance of good listening

skills.

F

Review existing guidelines on appropriate

behavior.

F

Remind employees not to laugh and joke

about the disaster in public.



[image: image106.wmf]
Review the following key points:

· As a supervisor, it is important that your employees know the basics of good listening skills when communicating with citizens.

· If your staff does not attend the related course Working Through a Disaster, take a few minutes during a staff meeting to explain the importance of active listening.  Point out the stresses that the disaster has on clear communication, and help your staff develop strategies for communicating effectively.

· It is also important to review existing guidelines on appropriate and inappropriate behavior, such as equal rights and sexual harassment policies.  Both citizens and employees will be under increased stress and might be likely to act inappropriately, perhaps unintentionally.


· Also, it is important to remind employees not to be seen laughing or joking about the disaster.  Laughing and joking is not bad—in fact, it can be a valuable way to let off steam.  However, it should be done away from the public.

ADDRESSING RUMORS

Visual 3.18

[image: image107.wmf]
Display the following visual.

[image: image108.wmf]Visual S-3.
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Addressing Rumors

F

Listen for rumors from citizens and

employees.

F

Caution employees not to pass rumors

on to others.

F

Counter unfounded rumors.

F

Notify the appropriate person in the

disaster response organization of rumors

that concern you.



[image: image109.wmf]
Review the following key points:

· As a supervisor, you will probably hear many disaster-related rumors from both citizens and your own employees.

· You need to make sure that your employees react appropriately to rumors that they hear from citizens.  Tell the employees to:

· First, acknowledge what has been said, but don’t speculate or add to the rumor.  For example, make sure they don’t say, “I wonder if that is what I hear them talking about on the police scanner this morning?”  By doing this, they are adding validation to the rumor.

· Second, tell employees not to pass rumors on to others.

· Third, have employees notify you or the appropriate person in the office of the rumor.  This way the rumor can be investigated and an appropriate strategy developed to address the rumor.

ADDRESSING RUMORS

Visual 3.18

[image: image110.wmf]
Continue showing Visual 3.18.

· It is important to treat rumors appropriately.  For example, you might hear a rumor that some people in rural Smithville are still trapped in their community because the creek near their homes has washed out the only bridge to the main road.


· You need to report this rumor to the appropriate authority in the disaster response organization.  This way the rumor can be investigated and an appropriate strategy developed to address the rumor.  For example:

· The rumor could be true and action may need to be taken.

· The rumor could be false and unnecessarily upsetting people in the community, and action may be needed to stop it.

[image: image111.wmf]
What are some examples of rumors you have heard in disasters?  How were they handled?

COMMUNICATING WITH THE MEDIA

Visual 3.19

[image: image112.wmf]
Display the following visual.

[image: image113.wmf]Visual S-3.
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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.



[image: image114.wmf]
Review the following key points:

· Immediately following a disaster, you or your staff may be approached by a reporter for an interview, particularly if you or they are working in the field.

· It is extremely important to know your organization’s policy about talking with the media before you or your staff are approached.  If you think your staff may be approached when you are not present, provide clear guidance on how to respond to the request and the type of information they can provide.  

· If your employees are allowed to talk to the media, try to provide a fact sheet that they can use to ensure the accuracy and consistency of their responses to the reporter.  

· After all Federally declared disasters and most State and local disasters, a Joint Information Center is established.  This Center ensures that all organizations involved in the disaster response are saying the same thing.

COMMUNICATING WITH THE MEDIA

Visual 3.19

[image: image115.wmf]
Continue showing Visual 3.19.

[image: image116.wmf]
What can happen when different organizations involved in the response are not saying the same thing?


· If not mentioned by the students, add:

· It can appear like no one in the response effort knows what is really going on.

· The public loses confidence in the Governments involved.

· Misinformation is provided.

· Rumors may increase.

[image: image117.wmf]
Continue reviewing the following key points:

· If it is appropriate for you to talk to the media, make sure that you stick to the facts.  Don’t speculate or address policy issues unless you have been specifically authorized to do so.

· Remember that it is okay to say “no” to an interview request.  It is also okay to say, “I don’t know.”  Never make up a response if you don’t know the answer.  Instead refer the reporter to the appropriate source.

· When answering questions, remember that reporters are looking for short, concise replies.  For a radio or television reporter, these quick quotes are often called “soundbites.”  Many people’s natural tendency is to ramble on—don’t do it.  Try to confine your answers to 10- to 15-second segments.

· Don’t give too much information.  Keep your explanations as short and as simple as possible.  Otherwise, you may confuse the reporter, and by extension, the public.

[image: image118.wmf]
SM 3.29
Tell the students to turn to page 3.29 in their Student Manuals.  Explain that this job aid contains more tips on participating in an interview.  Give them a few minutes to look over the job aid.

[image: image119.wmf]
SM 3.29


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.

SUMMARY AND TRANSITION

[image: image120.wmf]
Summarize the unit by reviewing the following key points:
· To practice active listening effectively it is important to: 

· Listen

· Confirm

· Probe

· Show Understanding

· However, interacting effectively with employees and citizens involves both active listening and observing nonverbal communication.

· As Government employees, it is important that you and your staff provide an impression to your customers that is confident and assured.  Such an impression helps citizens feel that their Government is there and is working for them.

Transition to the next unit by explaining that we will look at how to ask good questions and identify appropriate referrals.




Observations:


Slouching


Yawning


Tapping a pencil


Staring out the window


Label:  Boredom
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Nonverbal Communication

Observing nonverbal behaviors allows you to:

		Gather information about the other person’s feelings and attitudes.

		Assess the consistency between verbal 

and nonverbal messages.

		Respond to the other person’s 



	needs.
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