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What You Will Learn About [ =8

FRG Telephone Trees

Requirements and Regulations
How they are developed
Types of Calls

Payment for Calls

Crisis Intervention
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What Is a Phone Tree? [&i

System used to quickly & accurately
disseminate information to unit Families

Used for rumor control

Used for wellness checks



Goals of Phone Tree?




Goals of Phone Tree?

Assures Families that there iIs someone to assist
during Family emergencies

Can help improve the quality of life and morale of
the unit
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FRG Phone Tree Is Required By
Military Regulation
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Family Readiness

Reguirements

Regulation

Army Regulation (AR) 608-1
Appendix J-2 d.

Operation Ready
Pages 29, 41-42



Family Readiness

Requirements

Lo

FRG Telephone Tree developed and current %
FRG Telephone Tree tested & test date Hi
documented

Enter date(s) the Telephone Tree was tested -
on actual telephone tree document that is filed in unit
Family Readiness Binder under TAB 3
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How Is It Developed?

(SD National Guard Form 600-12-11)

Contains personal points of contact information
for service member




File copies of phone tree at the unit in the Unit's Family

Readiness binder & the State Family Readiness Office.

Lead Volunteer
Key Caller 1 Key Caller 2 Key Caller 3
or Alternagte Calle or Alterngte Caller, or Alterngte Caller
Family Family Family Family Family Family Family Family Family
1 2 3 1 2 3 1 2 3

2. Appoint alternate Key callers in case primary Key callers are not available.

4. When calling, be accurate, be brief, be clear, summarize, give point of contact
number, log each call and report back to Lead Volunteer upon completion of
calls or after 3 attempts. Lead Volunteer reports back to Unit Commander.



MAINTAIN

CONFIDENTIALITY

Ensure Privacy and Confidentiality of
Family Member Information.

Sensitive information should be omitted



MAINTAIN

CONFIDENTIALITY

Ensure Privacy and Confidentiality of
Family Member Information.

Destroy obsolete copies
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How Does It Work?

Unit commander, lead volunteer or State
Family Readiness Office can initiate the phone
tree

Key callers contact Families in their group

Key callers notify lead volunteer upon
completion of all calls or attempts to reach =z



PAYMENT FOR CALLS

Reimbursement for calls through the State
Family Readiness Office is another option

Attach phone bill to SD National Guard Form 600-
12-8R (telephone cost reimbursement form
found in telephone tree handbook)




WHERE TO FILE YOUR

TELEPHONE TREE?

File a copy at the unit in the Commander’s
Family Readiness Purple Binder — Tab 3
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Types of Calls

We Care Calls



- Is brief (Just a few
minutes)




We Care Calls

Focus on well-being of Families

May last longer than 5 minutes

Scheduled once a month during
deployment or as determined by FRG




Critical Incident Calls

>




State Family Readiness Office [§

Critical Incident Calling Policy [easkete

State Family Readiness Office has a Designated &
trained Calling Team






We Care & Phone Tree

Callers

Characteristics of Callers:




KEY CALLERS

Responsibilities

Makes Statutory volunteer which serves in official
capacity in direct support of the National Guard Family
Program as FRG Telephone Tree Key Callers.
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Agreement states that they donate time and services to
FRG projects and activities



KEY CALLERS

Responsibilities

Recognized as official in matters of tort claims & for
purposes of reimbursement under provision 10, US

Code 1588
T
iy

May be placed on Invitational Travel Orders



KEY CALLERS

Responsibilities

4
Uses script provided by Phone Tree Chairperson %

Both made and received

Family Assistance 1-800-658-3930

Ensure follow up is completed



KEY CALLERS

Responsibilities

. - = a
Dispels rumors, discourages gossip Q
As determined by FRG

Address and phone number changes



BE BRIEF (try to keep calls to 5 mins) unless

making “We Care” Calls

ASK if they have questions about the subject
of the call

BE CLEAR

Use a SCRIPT — provided by Lead Volunteer or phone tree
chairperson




Example of Script

From FRG Phone Tree Chairperson

(received via email)

Family Readiness Group. Today we are calling to introduce
ourselves and to test the FRG telephone tree to ensure it
works and that your contact information is correct.

We also want to ensure you have the Family Assistance
Phone Number should you have an emergency, guestions
or concerns. It is 1-800-658-3930.



Directions for Script

(From FRG Phone Tree Chairperson)




Directions for Script

(From FRG Phone Tree Chairperson)




We Care & Phone Tree Calls

Tips for Key Callers:
1 D

Know resources available — refer
to Family Assistance 1-800-658-3930

Give them a point of contact number



We Care & Phone Tree Calls

Tips for Key Callers:
1D

AskK If this Is a convenient time to talk

Maintain confidentiality and privacy Family

Readiness
Group




We Care & Phone Tree Calls

Tips for Key Callers:
1 DO NOT

Feel guilty if you are unable to help them, do your
best, refer them (1-800-658-3930)

Gossip or repeat rumors




MAINTAIN

CONFIDENTIALITY

Volunteer Services Confidentiality
Statement Phone Tree Key Callers




Getting Started as a Phone ==

Tree Key Caller

A list of assigned Families and phone numbers for
your branch of the phone tree,

An ample supply of message log forms and
pen/pencill,

Resource numbers and information - Family
Assistance, 1-800-658-3930



Recording Your

Volunteer Hours

Go to Activity Tracking
Enter your volunteer hours 7



Dealing With People
When Making Calls
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Dealing With People

Be Courteous

Be Brief

Don’t gossip or make speculations when asked
“‘what if © questions



Dealing With People

(in a crisis)

When Making Calls

Al
/ CRISIS
| INTERVENTION




® Give them control because
iNn a crisis we feel as if we
have NO control.



BASIC RULES

Crisis Intervention

VALIDATE

RESPECT

FOLLOW-UP



|
Do not give advice i)

Work toward clarification



Avoid being negative .‘

Focus on now — not the past



Don’t take things personally









Don’t confuse them with multiple referrals.






Tips for Dealing with

Individuals Iin Crisis

Gives an indication if individual will be receptive
to help

Will want information or assistance to solve
problem



Tips for Dealing with

Individuals Iin Crisis

Listen carefully and speak calmly

Refer

Try to identify major issue, that can be solved by
them easily, focus on the present



What You Learned About

FRG Telephone Trees

What is a Phone Tree
How they are developed
Types of Calls

Payment for Calls

Crisis Intervention
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