SECTION IV
ROUTINE ACTIVITIES

A. OVERVIEHW

For menbers of the key Volunteer wetwork, stany of the efforts
and activities will include interacting with the unit families
through the use of the tolephone.
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these activibtica.

Mest of the contact with families will be routine: to pass
information, clarify, or answer pasic questions. These contacls
are pasily handled. Sone situatieons, however, will be unmusual.

when serious or unusual issues do arise in dealing with unit
families, Hey Voluntecrs must remember that they are not
counselors. The primary focus is to help individuals and
families by connecting them with existing support systems when
needed, A further focus is to help families regognize their
capabilities and becomne self-sufficient.

Basic training helps Key Volunteoers learn to aveid "owning
the problem" of others and to focus on providing basic
information and referral services. Key Volunteers are a major
1ink between the unit families through the Xey Volunteer
Coordinator te the unit (CQ, FRO, sgtMaj, Chaplain, etc.), other
resources wWithin the unit, the surrounding commanity, and other
¥ey Volunteer Hetworks. The concept of referrals to appropriate
resource providers is essential to the Rey Volunteer Wetwork's
cffectivenass.

B. MAEING THE FIRST CONTACT

The first contact with families will influence future
relationships. The Key Volunteer should strive to make first
contacts pleasant and at the samnc time collect the information
neaded to update rosters and to aszeist these families 1n the
future. It is helpful if the calls are made When the Key
volunteer is feeling enthusiastic and upbeat. Sonme guidelines
for making this first contact include:

1. The Hey Volunteer should state her /his whole name clearly
and be prepared te restate the name since this may be the
firet coptact with this family. Example: "Hello, this is
Jane Smith, may I speak te ....7"

3 after the Key Volunteer clarifies her/his name and title,
the purpose of the call should be stated. Example: "I am a

Koy Volunteer of HES Battalion and am calling to acguaint you
with cur Key Volunteer Hetwork.®
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3, Tha Key Volunteer should ask akout any previous
syperience this family has had. with the Ky Yoluntear Hetwork
and/or similar programs.- Emphasis should be placed on :
explaining the Network -activities zuch as.unit:pewsletiers,
informaticn and-ref&rral.aﬁsiﬁtanﬂe,fthe-Eetwark.telephaﬁe“_u..
tree, and available.emergency assistance. . :

4. The Key Veluntezr. shauld conduct this: first conversation
in a manner that will convey a sense of sharing-mutoal
conserns. This will tend. to relax the family member and
provide a more- comfertahie:lead-in for. future;calls. -

5. If the opportunity-i= oresantad,- the Key voluntesr . should: -

use this time to ask . .for information to complete the unit
Family Contact Shect.

6. If appropriate, the Eey Velunteer should relate any unit
news and invite the family . members to upoconing events.

7. This first contact should cohiclude with the Key Valunteer
providing her/his telephone numker and preferred =alling
hours for nop—stergency phone calls. The Key Volunteer
should indicate that the caller is welcomed to coptact the
Key Velunteer at any time in ¢ases of emergency. Also,
convenient times for the Key Volunteer te routinely ceontact
the family should be established.

A few calls may be akbrupt or uncomfartable due eithex to the
family member’s lack of interest in kecoming inwelved or because
&f an unfortunate past experiemce with the Key Volunteer Network
or similar pregram. The Xey Volunteer should respect these
opinions without feeling personally responsible, and inform the
family member whe declines to becdme involved that they will be
welcomed as 2 part of the Netwsrk at anytime in the future.

For those families without phones the first contact may be by
letter., These individuals may rely on the Retwork newsletter as
a mean= of obtaining unit-related infermation, or may arrange to
eall the Key Voalunteer at a time when they have access Lo a
rhone.

2, RECEIVING CALLE .

Te concentrate fully when a family member calls, the Key
volunteer should rake a moment to remove distractions, clear
her/his mind and take on a prafessional, neon-Jjudgmental attitude.
Tf malls come at a time when life is kusy for the Key Volunteer,
the ey Voluntesr may ask to return the call within a reasaonable
time, and de se. The caller could also be referred to ancther
source of suppert. Log each call and describe it briefly,
including what referrals were made and when follow-up is needed.

The malls received as a Key Volunteer may typically fall inteo
one of the following six gategories:
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1. Information Call.
# Objective: Provide accurate: information .-

* Description: . The railes Seigeekd eorfmen mers® vmea Toed 0 Lo
respurcas, Qirectiens et o Thess o genme Timaas o
strajghtforwar:’ macet’ons and . shonkao e ap e o
providing the appropriste. informats ur o refu e O f
the requested information is not readily awvailahle,
the Key Volunteer:may wither rediree%:tho caller -+t .

thz most appx&;ri]tﬂ'Tﬂffrfﬂl{:Huﬂb;ﬁﬁ;kt“ﬂfit:;;_ v ne
gorvice Cenbey e D ungnHeeURan ) et Ll T A T
Society, eto. . giving the telephonc oushe oo oS-

to mbktain further.infermatiun:aﬁd-cmntact"hhe:c&lier:
at a latey time.. .

£2. BSocial calis,
» Objective: Provides a sympathetic ear.

* Description: 'The caller may be lonely or bavineg
difficulty adjusting te military life {the Marine
Corps, the duty station, a deployment; childran,
ete.), or perhaps is experiencing feelings of
inadeguacy. The Key Volunteer should help the caller
to claxify the reason for the problemn. Thiz caller
usualily jusi needs a-sympathetic listerer. If
appropriate, the Key volunteer .chould arrange a “phone
buddy" fox future ¢alls. A phone buddy iz another
Persen in the unit wha night enjoy longer talks and js
a good listener.

3+ Settle-the-argoment calls.

* Objective: Listen ocbjectively and refer to the FaC o
chaplain, i{f necessary.

* Description: The caller usually has a conflict with
samecne aboub semething. The Key voluntee™ must be
fire and fair and not take sides, Do net let the
conversation continue for a long time. Once the casa-
has been stated, the Key Volunteer sheuld provide an
unbiased summary of the issues te let the ealler kKnow
that the issucs have been understeod and ask how the
caller will resolve the conflimt, Refer =erious
conflicte e a third party such as the chaplain or ap
F5C counzelor,

4. Complaint €all.
* Objective: Determine which service or resource can

best resolve the izsuve and make the appropriate
referral.
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Description: The caller wante to report the
misconduect of an agensy or a perscfi. The Key
Volunteer writes down .the facts. and refers the Ealler
to the appropriate resource for resclving or :
registering the coprlaint within the ondt.. | Do nob get
inmvolved in defending anyche. or.any agency. -Often the
TRO is the apprepriate. resource within the ualt for

handling complaints having to do with other governmoni

agencles or facilities.

&, ¢Crisi=s Call.

‘Objective: TIdantify the probliem. ;alr the caller,-and .

refer the caller to the .appropriate source .of halpy-- .
Fallow up within a brief period «f tine.

Description: The caller has been confronted by a
situation or problem which seeos emotionally
overwhalming (death, rape, suicide, accident, etc.).
The Key Volunteer must remcsmber that =ome callera who
have a seamningly urd;nary problen may perceive it as a
crizis. Scometimes a crisis call may come from a thired
party or wmay first appear to ke an rinformation" call
as a way to check out the Key Voluntesr as a helper.
The Key Voluntesr must remain calm and nemotional,

bat sympathetic., The Key Volunteer must provide a
zense of stability to the caller. The ey Volunteer
should collect the. facts by writing them down, be
reassuring and help the caller clarify the situation.
The caller should be referred to the appropriate
rescource such as a counselor, social) worker at the
F8¢, the medical treatment facility, etc. In wvery
rare instances, the Key Volunteer may need to call for
emergency services to assist the caller. As a follow-
up to these incidents, the Key valunteer should make
sure contact was made and help received., ({For
additional comments on Crisis Intervention see Section
IV, F.)

£, PBumar Calls.

objective: Stap rumers fron spreading, set the
"story" straignt.

Descripticon: The caller wantz to share rumor or
gossip heard. Sometimes hefshe wants to tell stories
about what somecns else i= deing. As soon as the Xey
Volunteer understands the nature of the call, i.e.; a
paesible rumor call, she/he should listen very
carefully, Eapeclally if the subject of the call is
possibly damaging to an individual or to the command.
If the Key Velunmteer is able to werrect the infor-
matian shefhe should de so. If necessary, the Key
Yolunteer sheuld t2ll the caller not to call others
until the Key Volunteer can che¢k or verify the facts.
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If the "facts" are not verified, the Xey Voluntepr
shotuld urge the caller to seek evidenve From
appropriate souvrces., In Any. casze . the Kaey Voluntoer
should strongly disagurage . unneces:ary passing of
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subjeant, '

D. COMMON PROGLEME

Hey Voluhtears can erxpect calls concerning a wide variety of

prablans T oadars hhobl Soal Sainian [Eert R R o ol AN SN RO Y,
Spouses arde o doploo o3, Rt (B T bl ' s, Sy | L A TN
telephone calls wiil o wads Al thane fas oz There are
almost always agencips in niace that are: roaly o Leln with fhets
problemns. *The unit's FRO will acguaink Marinios "with koth their
readiness responsibilitics and the rescurces avallable to meet

family needs. However, problems continue to arise whether or not
Marines preparc, and whether or not they deplaoy.

The following is a list of common calls and some suggested
salutions that will aid the ey Volunteer in assisting callers.

1. Allcthment Toncerns,

The best solutisn is %o call the FRO. llefshe will have
access to the Disbursing office, ar anprepriate referral
resource. If the Marine is deployed, the Key Voluntoer
Coordinater, RO, or Rear Party or Rear Detachment
Officer may refer the family merber to “he Defense
Finance and Accounting Service (DFAS), Xansas City for
more information. Additional assistance may ke obbtained
from the FsC or Navy-Marine Corps Relief Saciety.

2. ©Car Problems.

Marines should be advised to maintain records on all car
maintenance, repair and part replacement services, Also,
cach family should maintain their own list of preferred
service station{z2), automotive dealerships and parts
Stores. The Key Volunteer sheuld also advise callers to:
keep auto repair receipts, call for auto repair estimates
ar to ask other spouses or friends for cotiparisens. The
hey Volunteer might alse suggest that callers check with
the installation’s service statien and auto hobby shop to
see if there are any hobbyists in the ares who are
willing to give a fair estimate for repairs.

2+ 1D Cards and DEERS (Defense Eligikility Enrollment
Reporting System).,

Holding a valid ID card does not always mean DEERS is
current. To be sligible for wvarious benefits, the DEERS
database must contain current sponsor and family membsr
informaticon. The database is updated when a new
Uniformed Services Identification Card is issved at the
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Real~Time Automated Fersonnel Identification Syatem .
[RAPIDS) office: - should an I% Cavd.expire.durisg a.--o -
sponsor!s deploypent, the CMC (MHP-2{) will aunthorize
reissuance providing the individoal concerned is.- ..
registered in. DEERS. T ThooFRR, Rear Parby oon Rearie ooomcoor
Detachment Officer or. FE&C cod-assist: in making centacto .

Fmoticnal Problens.

Tf a caller relates that. he gr she Js& sericusly

" distresecd or naving emeol el proflems dua. e dexloymment.

separaticns. orthe stras ol coplng with  overvday R oty o
the response could ba, Yiouwlg won like to talk Lo zopecns -
zlse about this? - A coumselor or chaplain might be-a
great help to. you.". Encdurage the persaon to contact the
F&C or chaplain to discuwss these feelings further. &Give
the appropriate referral and phane number and call back
to see if coptact has been made.

Fipancial Aid.

Some areas to chesk for possikle financial ald would be:
. havy—ﬁarine Corps Relief Spoieby.

s« pmerican Red Cross.

s Chaplain (emergehcies cnly).

bepending upon the particular proklem, these sources may
be able to help. ‘However, if they cannot help with the
problem, they sheould be able to identify further
resources that can. The Key Voluhteer should becomée
familiar with the policies of these corganizations ta be
certain the preoblem falls within assistance limits. If
unsure, refer the proklem te the Havy-Marine Corps Relief
Saciety or the FSC.

Lonely People.

cuggest that the caller may like to get inwolwved with one
af the warious clubs, unit sponscred events, commanity
projects or local services, or volunteer services at such
places as American Rad Cross, Havy-Marine Corps Relief
tociety, FSC, ete. Asgk other spouses in the unit (whose
spouses are also deployed) to call and keep in contact.
Make an effort te plan a '"metworking" event.

Deployment Mail.

Check with other spouses whose servicemember is on the
same deployment to ses if they are receiving mail. If
not, check with the unit to see if there are problens
with sending or receiving mail. Remind the spouses that
the military member has no controel over mail flow,
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Recomnmend that familles MOT compare addiessoo il Lo
from other units; as wnilitary addPesiel oo aoin -
specific.
gd. Eumor Conbrol.
contact the ey Volonbdar  CoanZlnstne e -the et n ot Tl
They shuuld be able to confirm or Aisplil . any cukorsahott
unit activities. Ask callers to guestion the relialwilicy
of "unafficial? informaiion shout tho vnit £ - ;
PASIC 8TREG o8 (Eakohyph S pa il SR PR G I R e

CALLERH 3

1

Eztablishing and Maintaining Contact. S

« Indicate to the ¢aller that he or she did the right
thing in calling, and that you wiil try to help.

s Reassure the caller with careful listening and giving
the appropriate infermation.

Identifying and Clarifying the Problem.

*» Identify the appropriate rescurce agsncy,; infermation
and referral calls are not difficult. -

#« Help to clarify the prohlem if a person 1s troubled or
in & crisis state. It may he the most helpful thing
that can beo done,

¢ Clarify the most important issue if sewveral prohlems
are presented.

« Help the caller to sclect the mest important issue if

the caller is too upset to decide which problem is the
maost important.

* Help the caller to clearly state the problem. This
offers reassurance and may perhaps suggest possible
salutions.

Helping the caller Identify and Clarify Feelings.

¢ If the caller has confused and contradictory feelings,
let the caller xXnow that you are trying teo understand
how he or she feelz and that vou are not critical or
making Judosments.

# To help clarify feelings is especially important and
may be the only thing that can be dons when someone is
on the phone who is really upset.



* Try to anticipate how a person might feel after the ..
phone ¢all. Assure thecaller that-another  phone oomeid-. s
will be welcome. Example: "If. pou- don‘t feel like
talking right now, that’s fine. : But il you feel. Ilke
you'd like o falk sone npre,. gleaszcall beck. M- -

¢ Help the caller develop -opbiens-and alternatives which
may assist the-caller in deciding what-to do.

Showing an wpset- gperzon that he. or she dneaehave~snme chpinas .-
iz the best reassurance that -oon -be gives. Tl Fey-Voluntees -
‘&omit toat 1t nay ke = taugh situvacion, wut shasld. aise add, Lhat.

" there are altermative .saivtions.. Jf necessary. . the Key ‘Volunteer
should ask the caller fcr tiwe £p ehecx Anto =zome afternatives.
It is wvery importsant that the Key Veolunteer then follew through .
and get back to the caller as soon as peossikble.: Failure to
frllow throwgh will have a negative impact on the credibility of = .
the Key Volunteer and the entire Network.- et

F. LCERIBIH IMNTERVENTIOM

HCrisis" is experienced when things happening to an
individual are more than shefhe can handle.. When events ars too |
great a pergon experiences crisis. At times a perszen behaves as
if shejhe is acting on feelings only. The persocn i= often
experiencing a combination of the follawing saotions:

1. Anger.

Often hidden behingd expressions of other feelings. It
may be directed at another person or turned inward,
resulting in depressien, An example would be a caller
referying to herfhis spouse in a sarcastic way,

2. Helplessness.

Unabrle to cope, and nowhere to turn. An exanple would be
a caller whe zays shefhe is just not strong encugh o be
a2 Marine Corps sSpouse.

3. Anxiety.
An unreascnable feeling of worry and uncertainty. This
is a permal response in challenging situations.
Excessive anxjiety produces confusion, peor judgment,
guestionable decisions and self-defeating behavior. At
the extrems, it can immobilize a person. Az an exanple,
the caller may have just heard herfhis spouse will be
deploying soen and doesn’t think she/he will ke able to
get all the things dene that are necessary before the
servicemember leaves.

&4



4. Lowered Self-Esteem.

The person cannot see herself/himself as competent.. The
_caller may, for example, refer to herself/himself as
"never having been successful at anything."

Since normal coping ability is challenged in crisis, an
individual finds her/his world shaky and uncertain. Eabi

Letting people know that their feelings are a normal part of
an event rather than proof that they are "disturbed" is halpful.
Assure the individual that these*feelings, whatever they may be,
are OK.to have. Refer the caller to professional sources.of.
assistance such as, the Chaplain or the FSC.- Follow pp to.make
sura,. the daller did receive the assiﬁaaqce_needed. -

other things to rémember when dealing with a crisis call:

1. Distinguish between a moderately stressful problem and a
erisis state. (IS this situation demanding ALL herjhis
energy or is she/he functicning fairly well? Do the
above characteristics apply?)

2. (Calm the caller so that she/he regalns some measure of
control. The Key Volunteer should remain calmer than the
caller. Panic and extreme agitation can bhe contagious.
Be reassuring. Remember that there are many resources at
hand. The problem belongs to the callgr.

1. If necessary, he more direct and firm without being
authoritative. Obtain the essential information if
required: address, telephone numbers, etc., In somne
cases, the decision may be to call for response from
professionals through 211.

4. TIf referrals are appropriate, kKeep them to a minimum.
The caller should take the informaticn, act upon it, and
report back if more referrals are needed. <Call back; it
iz critical that the Key Volunteer follow up to be sure

the preoblem is being handled.

5. HBe sure that the information given iz clear. Having the
caller write it down and repeat it giwves the caller a
chance to get control again since she/fhe can act upcn the
information.

&. Focus on the present., If necessary, shift the
converzation away from irrelevant material that the
caller may wish to discuss. (Exanple: a spouse may call
with a set of problems she/he haz with the present
deployment and then begin to shift te problems shefhe has
experienced with past deployments.) In cases such as
these the Key Veolunteer should tactfully refocus the
discussion to the present situation.



7. Do not expect that all calls must end with a referral cor
an answer. It is helpful just to he there to listen and
understand. Let the caller knew she or he is not alone

-and that the feelinys are realistic because of the
Situation. Do not be afraig to take time. to think about
what to do. Urless. the safety of PErsSOns Or property is
‘2t stake, thea Fey Voluntear can ask to ocall back in. oxder
to 'have the time to find the appropriate information. -

- & sense of saring.and de=zire to help will always communicate
-itself to the individual in peed. - : :

&, . PASSING IKFORMATION FOR THE ONIT

. ) o .

¥hen a 00 wishes to . petivate the telephone tree, the Eey
Volunteer Coordimator will contact all Key Volunthers. It e
important that the Network be reserved for unit infermatien. It
may be tempting but is inappropriate for' the Eey Vplunteer to-
Fass along a perseonal pervspective, opinicon or information frem
aother sources,

The Fey WVolunteer should write down the message given
verbatim and repeat it in the same way to each person on her/his
iist. There should be na speculation about the centent. ATy
guess or Comment made hecomes part of the "offismigl"® messadqge
because of the Key Voluntesr positicon. Time is a factor and the
FKey Voluntser must, therefore, defep gquastions uptil all the
cali=s on the list have been completed. However, the Fey
Wolunteer should offer to call back in recponse fto guestions opr -
issues raised by the caller.

E. REVIEW OF GODOD LISTENING SETLLE LEARNED IN BASYC TRAINING

1. STOF TALKING - LISTEN! & persen capnot listen if shefhe
is talking. Polapnium {Hamlet): "Giwve every man thine esar,
but faw thy voice.n

2. POUT THE TALEER AT EASE - Help the caller feel that shefhea

iz free to talk. This iz cften called permissive
envirenment.

3. SHOW HER/HIM THAT YOU WANT TO LISTEN - Act interested.
Listen to understand rather than to Sppose,

i. REMIVE DISTRACTIONS - Turn radic or TV dews low o it
cannot be heard by callep,

3. EMPATHIZE - Attempt to walk ipf the calley’s shaesg;
attempt to feel what the caller feels,

&. BE PATYENT - allow plenty of time., Do not interrupt the
calley,

7. HOLD ¥YOUR TEMPER - Do nat let angexr interfere with
liztening.
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8. DON'T ARGUE AND CRITICIZE - Do not put the caller on the
defensive. The caller may."clam up®.or qet ‘angry.. Don’t -
argue; winning can be lacing.

9, ASK OPEN-ENDED QUESTIONS -~ Enceuwrage the caller. and show
that you are listening.. It helps.to develop points further.

10. STOPR TALEKING - LISTEN!  This ig first and:-iast, because
all other cocmmandments depend on it. A Key Volunteer can't
do a good listening job while shefhe isg talking. & Key
Velunteesy listen= best whenoshefhe. is gulist. .

MWature gave people two sars but only .one tongue; which is a
entle hint that we shagpld :listen more than we talk. .
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