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Presenter
Presentation Notes
Key callers are a vital part of the FRG leadership team and perform an essential FRG mission activity. This first module of the Key Caller training provides the information that is most critical to understanding and performing the key caller role.  
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At the end of the training, you will be required to
complete and pass an exam to receive a Certificate of
Completion. This training has been developed for
Fort Stewart and Hunter Army Airfield.

Please contact Army Community Service @

(912) 767-1257 / (912) 315-6816 if you would like to take
the training in —person. We offer classroom training
once a quarter.
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Purpose of Phone Tree

* Phone tree is a FRG mission activity

* Primary purpose is to provide timely and accurate information
from command to Families

* Phone tree also provides the FRG an opportunity to:
Introduce Families to FRG
Welcome new Families to unit

Notify and encourage families to attend unit and FRG-
sponsored activities

Assist Families by providing referrals
Monitor unit Families’ well-being
Maintain Families’ connection to the FRG and unit
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Presenter
Presentation Notes
The FRG telephone tree is a very important function of the FRG and unit. The telephone tree is the primary means by which the FRG (acting on behalf of the unit) communicates with all unit families. As such, the telephone tree is used for a variety of purposes. (Review slide)
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Setting Up the FRG Telephone Tree

* FRG member roster compiled from:
Unit roster
- Completed Family Readiness Information forms

Requests to Soldiers and Families for Family contact
information

* FRG Leader (in conjunction with phone tree
chair) develops the phone tree

* Each Key Caller to contact a small list of
Families on ongoing basis

* Keep in mind participation in FRG is voluntary
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Presenter
Presentation Notes
Everyone assigned to the unit is automatically considered a member of the FRG. The FRG’s roster of all family members (immediate and extended) and other individuals identified by Soldiers is put together based on information provided by command, Soldiers and families. Multiple sources are used to develop the roster including unit roster from command, Family Readiness Information forms completed by Soldiers and collected by command, and requests to Soldiers and family members to provide family contact information. Once a complete FRG roster is developed, it is maintained and kept with the FRG leader. Each key caller will be given a small group of families (approximately 5 to 10) from the roster to contact. Keep in mind that participation is voluntary. Therefore, some families may choose not to be listed on the roster and/or may state that they do not wish to be called. Do not take this as personal rejection. However, note this on your list and notify the FRG leader.


FRG Phone Tree Operations

* FRG Leader receives official information from
command

* Information passed to Key Callers via FRG
leader or FRG Phone Tree Chair

* Key Callers contact their assigned Families

* Key Callers then notify either FRG leader or
FRG Phone Tree Chair

* Specific guidance to be provided by FRG
leader
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Presenter
Presentation Notes
This slide provides a general description of the way the phone tree works. Your FRG leader may provide more specific guidance on these procedures. (Review slide) 

(If FRG leaders are present at the training, encourage FRG leaders to discuss with their key callers any protocols or procedures related to phone tree operations they want implemented. Also encourage FRG leaders to review any forms key callers are to use.)
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FRG Phone Tree Operations

* Unit Recall rosters are not acceptable for
Inspection purposes
* Family Readiness Phone Tree or Key Caller

Roster (terms interchangeable) contains
-amily contact information, not Soldier

* Recommend the FRG Leadership and Key
Callers develop a system to verify accurate
phone numbers on a reoccurring basis

* Commander and FRG will document all Phone
Tree activation or Family contact attempts.

Overview of Key Caller Role | 6


Presenter
Presentation Notes
This slide provides a general description of the way the phone tree works. Your FRG leader may provide more specific guidance on these procedures. (Review slide) 

(If FRG leaders are present at the training, encourage FRG leaders to discuss with their key callers any protocols or procedures related to phone tree operations they want implemented. Also encourage FRG leaders to review any forms key callers are to use.)
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Family Readiness Chain of

FRG Chain of
Concern/Key Caller
Roster are
interchangeable terms.

Concern

FRG Leader
Phone Number

FRG Co-Leader
Phone Number

HQ Platoon 1st Platoon 2nd Platoon 3rd Platoon Out of Town
Key Caller Key Caller Key Caller Key Caller List
ROSter m USt be Phone Number | | Phone Number| | Phone Number| | Phone Number
classified FOUO. | | | | |
Spouse #1 Spouse #1 Spouse #1 Spouse #1 Spouse #1
. . Phone Phone Phone Phone Phone
At NO time is contact | | | | |
information allowed to Spouse #2 Spouse #2 Spouse #2 Spouse #2 Spouse #2
Phone Phone Phone Phone
be released to persons | | | | |
not on this roster. Spouse #3 Spouse #3 Spouse #3 Spouse #3 Spouse #3
Phone Phone Phone Phone
RD POC For emergency use only

BN FRG Leaders

Phone Number Phone Numbers
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Contact with Families

Frequency of contact with Families will depend on:
- Number of Families assigned
- Phase of unit's deployment cycle
- Activity level of FRG
- Whether Families seek help from FRG
- What your individual unit SOP states
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Presenter
Presentation Notes
How often you will be asked to contact families will depend on factors such as:

number of families assigned
phase of unit’s deployment cycle – contact with families will ebb and flow over deployment cycle and throughout length of deployment; heavy contact periods will include pre-deployment, initial period of deployment, and during preparations for reunion and early post deployment period
activity level of FRG – the variety and frequency with which the FRG conducts activities will impact how often key callers will be contacting families about briefings, information programs, social events, etc.
whether or not families seek help from FRG – help-seeking and coping behaviors vary across families; you will find that some families are more comfortable seeking help from FRG and/or may need help more than others.  



FRG Key Caller Responsibilities

* Relay information from command accurately; in
some cases, command will provide a script

* Make information calls in TIMELY manner

* Call periodically to check on Families, especially
In deployment and post deployment phases of
deployment cycle every 30 days

* Address Families’ questions, referring to others
when appropriate

* Maintain Family privacy and confidentiality at all
times.
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Presenter
Presentation Notes
It is very important that the telephone tree operate well. Key callers’ abilities to carry out their responsibilities will determine how well the telephone contacts serve as an effective way for both the FRG AND unit to support families. It is therefore important for key callers to understand their responsibilities. (Review slide)

(Additional points to make:)
Relay information from command accurately; in some cases, command will provide a script – in a casualty situation for example, a script will be provided to key callers
Because the key caller will have an ongoing relationship with families, via telephone contact, families may feel comfortable sharing personal information or seeking help from the key caller. Be prepared to listen and refer the family to the appropriate agency for assistance. Keep in mind the key caller’s role is to provide information and not to resolve family issues. 

It is vitally important for the key caller to protect a family’s privacy and not to discuss information unless given permission to share it with the FRG leader or RDC. Sometimes spouses need to vent and trust that their communication with the key caller will be kept confidential. Gossip can destroy the FRG.  

Key callers also need to safeguard the key caller family roster. This information is protected by the Privacy Act.  As such, addresses and telephone numbers cannot be shared with others without the Soldier or spouse’s written consent. Destroy your key caller family roster when you quit or receive updated rosters. 
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FRG Key Caller Responsibilities (continued)

Perform administrative tasks per Commander and

FRG Leader Guidance:
- Register as statutory volunteer (mandatory)

- Submit volunteer hours monthly
(mandatory) AR 608-1 App J-4a; AR608-1 para 5-90

« Track all calls with families ***

- Provide updated Family Contact information
to FRG leader (including when Family
members leave the area during deployment)
to keep FRG roster up to date
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Presenter
Presentation Notes
Before assuming key caller duties, individuals must register as a statutory volunteer by completing DD Form 2793, Volunteer Agreement for Appropriated Fund and Nonappropriated Fund Instrumentalities. A written job description that includes the primary duties and responsibilities along with information on the volunteer’s supervisor will be provided. Completing the registration form and receiving a written position description places a volunteer under the protection of 10 USC 1588. As a statutory volunteer, you can also be reimbursed for certain expenses. The FRG leader will provide further guidance on this matter. As a volunteer, you are required to maintain a record of hours worked. Submit your hours monthly to the FRG leader via the Volunteer Management Information System.

Distribute Volunteer Position Description for Key Callers, if key callers have not received a written position description. 

Additional information about expectations of key callers and administrative tasks is provided in the training entitled “Expectations and Role of FRG Volunteers,” which is conducted in the FRG training series. 
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Tips to Handling Key Caller Role

* Understand the boundaries of your role

* Learn effective ways to handle different types of
calls

* Maintain confidentiality

* Know when to notify FRG leader (or phone tree
chair)

* Take care of yourself and learn effective ways to
handle stress

* Develop and use your Smart Book and other
resource materials
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Presenter
Presentation Notes
Here are tips for success in handling the key caller role. (Review slide) Each of these tips will be discussed in greater detail in the following slides.


Tip: Understand Key Caller Role

* Key Caller is responsible for providing referral and not
solving Family’s problem

* Keep in mind you are not expected to know everything,
but know where to look for answers to Families’
questions

* Follow-up is not required (i.e. you are not responsible for
checking to make sure Family contacted the referral
agency)

* Seek help from FRG leader or phone tree chair when:
Unable to answer question or provide referral
Have difficulty dealing with a Family
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Presenter
Presentation Notes
(Review slide)
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Different types of Phone calls

Generally speaking, these are the types of calls
you will make when conducting this important
duty.

Calls by Key Caller to Family:
* |nformation, Official/Health and Welfare

Calls by Family to Key Caller:
* [nformation, Problems, Gossip and rumor, Chronic
Crisis
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Presentation Notes
Key callers will make and receive many types of calls. Here are a few guidelines on how to handle the following types of calls.
Information – At certain times, you will be asked to pass on specific information to families. When doing so, it is important that you convey information accurately. Therefore, it is suggested that you write down anything you are asked to pass on. Keep these calls short and make sure family understands the message. You can also expect to receive calls from family members seeking information. Their calls can cover an array of topics. Provide the information if you know it. If you do not know the answer, say so and tell the family you will research and get back to them or refer the family to the appropriate agency.
Social – You will be expected to make calls to family members either to welcome new families to unit and FRG or to check on how a family is doing. When making these calls, try to keep them short and positive. A sample script for your first contact with families is provided in the Key Caller Handbook.
Problem – Problem calls are similar to information calls but require the key caller to be a good listener, identify issues of concern, record the situation accurately, and provide referrals. Additional training is available on this topic.
Gossip or rumor — When you receive these types of calls, tell the family you will contact the FRG leader for information and get back to the family. Remind families that only official information released by command or military leadership is deemed reliable, especially pertaining to casualties. Discourage the individual from talking to others about this rumor. Also discourage gossiping by politely declining to talk about people unless intervention is needed. 
Chronic calls can be very disruptive. Be tactful, but don’t let these callers control your life. Screen your calls, if necessary.
Crisis - Remain calm and reassuring; get the information you need, and make the necessary referrals. Keep accurate records of the issue and actions you took (see Sample Family Contact form), and follow up. Further information is provided in crisis intervention training.
Remember all calls are to be logged.


Tip: Keep FRG Leader Informed

* FRG leader to provide procedural guidance
* Situations when it is important to notify FRG leader:

Crisis situation

Issues experienced by many Families

Emerging issues being experienced by Families
Difficult issues Families are facing

Rumors Families are hearing

Questions that require command response
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Presentation Notes
The FRG is responsible for keeping a pulse on unit families. The FRG leader specifically is responsible for notifying command of important family issues. Having information is also helpful to the FRG leader for planning FRG activities (e.g., guest speakers for meetings, articles for FRG newsletter). Additionally, there may be situations when you feel someone else should handle a family situation. For these reasons, key callers are asked to notify their FRG leader about the following. Remember when providing a summary or specific information be careful to protect individual’s privacy. In other words, avoid providing individual’s names or details unless have the family’s permission.  (Review slide, then ask if there are any questions. Write any additional situations on flip chart.)

(If FRG leaders are present, they may identify other situations when they want key callers to notify them. Write these on flip chart to record this information.)



Tip: Take Care of Self

* Maintain health and well-being

* Manage demands and have the proper mindset
for the job

* Take action “when stressed out”

* Set boundaries. (i.e. no calls before 10:00 am,
no calls after 8:00 pm)
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Presenter
Presentation Notes
Being a key caller can be very demanding and stressful, especially when you are having experiences similar to the families you contact. For this reason, it is very important for you to take care of yourself in these ways. Here are some strategies for each area.

Maintain health and well-being.
Eat properly. Get adequate rest. Exercise.
Keep in touch with positive people.
Avoid things that make you feel worse.
Manage demands and have the proper mindset for the job.
Don’t take on families’ problems.
Know your limits. Say “no” or change expectations when necessary.
Maintain own family priorities.
Be flexible. Expect the unexpected.
Take action “when stressed out”.
Find effective ways to relax. Techniques for relaxing include: meditation, yoga, walking, journaling, listening to music, and art/crafts. Do what works for you.
Do something fun or enjoyable. 
Talk with others.
Take a break. 
Get professional help if necessary.
Quit. Stop serving as FRG volunteer if necessary.

(Additional point can make:)
You may screen calls to manage family contacts with you but be careful not to give the impression you are hard to reach. Call families back in a timely manner. If you are unable to do so, have another FRG member return the family’s call.
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Tip: Develop a Smart Book
* Operation READY Key Caller Handbook

* List of assigned Families and contact
information

* Forms (e.g., phone tree log form, family
contact form, volunteer incidental expense
reimbursement form)

* Community directories
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Presentation Notes
Many key callers have recommended that new key callers develop a Smart Book. In addition to the handbook and materials you received in this training, here is a list of other recommended items. (Review slide)
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Hyperlinks to Resources

Key Caller Contact Forms

Key Caller Notebook

Key Caller Phone Tree LoQ

Key Caller Resolution Form

***Highlight resource you need, right click on hyperlink, select open hyperlink***
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Presentation Notes
http://www.myarmyonesource.com/cmsresources/Army%20OneSource/Media/Word/Family%20Programs%20and%20Services/Family%20Programs/Deployment%20Readiness/Operation%20READY/Key_Caller_Contact_Forms.doc

http://www.myarmyonesource.com/cmsresources/Army%20OneSource/Media/Word/Family%20Programs%20and%20Services/Family%20Programs/Deployment%20Readiness/Operation%20READY/Key_Caller_Notebook.doc

http://www.myarmyonesource.com/cmsresources/Army%20OneSource/Media/Word/Family%20Programs%20and%20Services/Family%20Programs/Deployment%20Readiness/Operation%20READY/Key_Caller_Phone_Tree_Log.doc

http://www.myarmyonesource.com/cmsresources/Army%20OneSource/Media/Word/Family%20Programs%20and%20Services/Family%20Programs/Deployment%20Readiness/Operation%20READY/Key_Caller_Problem_Resolution_Form.doc

http://www.stewart.army.mil/acs/docs/Key_Caller_Contact_Forms.doc
http://www.stewart.army.mil/acs/docs/Key_Caller_Notebook.doc
http://www.stewart.army.mil/acs/docs/Key_Caller_Phone_Tree_Log.doc
http://www.stewart.army.mil/acs/docs/Key_Caller_Problem_Resolution_Form.doc
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You have completed the on-line version of
the Key Caller Training. You will now take
the Key Caller exam.

Begin Exam

Once completed and graded, a certificate of
completion will be emailed to you within 5
business days. Key Calleris an
inspectable item and the Certificates will be
reviewed.
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Presentation Notes
Thank you for volunteering as a key caller for your unit FRG. One of the most important functions of the FRG is to be a conduit of information between the command and families. Key callers, like you, make this happen!  

(Ask if there any questions and allow time for discussion of participants’ issues. Close by providing details, such as schedule and content, of other training that will be provided to key callers.)

http://www.stewart.army.mil/info.asp?e=ACS&p=Online Key Caller Exam

Thank you for volunteering for your unit’s
Family Readiness Groups.

Any questions or comments can be directed

tO: usarmy.stewart.usag.mbx.army-community-service@mail.mil
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