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INTRODUCTION

Effective communication involves many elements!

It is not just about being a good speaker or being
knowledgeable about the resources available to families

within the unit and the community.
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INTRODUCTION

Effective communication involves many elements!

It is not just about being a good speaker or being
knowledgeable about the resources available to families

within the unit and the community.

Effective communication is as much about listening as
it Is about talking. Without good listening skills you can
not be an effective communicator. Listening transforms
a conversation. Listening to someone will encourage
them to listen to you when it is time to share the
Important resources available throughout the command

and community.
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EFFECTIVE COMMUNICATION

INVOLVES

 Effective Listening!

Listening is not a passive role in a conversation that involves effective
communication! You can actually use listening to direct a
conversation.
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Presentation Notes
Effective communication involves many elements!  It is not just about being a good speaker or being knowledgeable about the resources available to families within the unit and the community.  Effective communication is as much about listening as it is about talking.  Without good listening skills you can not be an effective communicator.  Listening transforms a conversation.  Listening to someone will help and encourage them to listen to you when it is time to share the important resources available throughout the command and community.  

Listening is not a passive role in a conversation that involves effective communication!  You can actually use listening to direct a conversation.  

Shifting your internal stance from “I understand” to “Help me understand” will change how you communicate.  

Listening is only powerful if it is authentic.  Authenticity means that you are listening because you are curious and because you care, not just because you are supposed to. 

It is important to provide eye contact and verbal cues when you are effectively listening.  Engage in the conversation. Become an active listener!  

Ask open ended questions when communicating.  Open ended questions require more information than yes/no.  Typical open-ended questions are variations on “Tell me more” and “Help me understand better…” VERY IMPORTANT: Make it safe for them not to answer your questions.  Make your questions an invitation and not a demand.

Acknowledging feelings or ideas when having a conversation is critical.  You can offer an answer to a problem or even be open to  provided suggestion but if you do not acknowledge the feelings involved or the idea purposed then you have missed an opportunity to effectively communicate.  And while you may not agree with the substance of what the other person is saying whether it be their feeling or an idea , you can still acknowledge the importance of their feelings or ideas.  Acknowledge their contribution whatever it is.

Acknowledging is not agreeing. 

If you are effectively listening then you need to offer feedback to what is being communicated to you.  This is your way of letting the individual know that you have been listening to them and that what they have to say is important to you.  Have you ever been talking to someone and they sit quietly without responding? (Like talking to a teen age son or daughter)  It makes you feel like they are not interested in what you are saying.

Effective Communication involves Work but it builds cohesion!  Your position and ability to effectively communicate can help Families develop a more positive attitude about themselves, the unit, the deployment and the Army.
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EFFECTIVE COMMUNICATION

INVOLVES

 Effective Listening!
e Verbal and non verbal cues

Shifting your internal stance from “I understand” to “Help me understand”
will change how you communicate.
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Effective Communication involves Work but it builds cohesion!  Your position and ability to effectively communicate can help Families develop a more positive attitude about themselves, the unit, the deployment and the Army.
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EFFECTIVE COMMUNICATION

INVOLVES

 Effective Listening!
 Verbal and non verbal cues
« Open ended questions

Ask open ended questions when communicating. Open ended questions
require more information than yes/no. Typical open-ended questions
are variations on “Tell me more” and “Help me understand better...”
VERY IMPORTANT: Make it safe for them not to answer your
guestions. Make your questions an invitation and not a demand.
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EFFECTIVE COMMUNICATION

INVOLVES

 Effective Listening!
 Verbal and non verbal cues
« Open ended questions

« Acknowledgement

Acknowledging feelings or ideas when having a conversation is critical.
You can offer an answer to a problem or even be open to provided
suggestion but if you do not acknowledge the feelings involved or the
idea purposed then you have missed an opportunity to effectively
communicate. And while you may not agree with the substance of
what the other person is saying whether it be their feeling or an idea,
you can still acknowledge the importance of their feelings or ideas.
Acknowledge their contribution whatever it is.

Acknowledging is not agreeing.
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EFFECTIVE COMMUNICATION

INVOLVES

Effective Listening!

Verbal and non verbal cues
Open ended questions
Acknowledgement
Feedback

If you are effectively listening then you need to offer feedback to what is

being communicated to you. This is your way of letting the individual
know that you have been listening to them and that what they have
to say is important to you. Have you ever been talking to someone
and they sit quietly without responding? (Like talking to a teen age
son or daughter) It makes you feel like they are not interested in
what you are saying.
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EFFECTIVE COMMUNICATION

INVOLVES

 Effective Listening!

« Verbal and non verbal cues
e Open ended questions

« Acknowledgement

« Feedback

 Interaction

It is Important to provide eye contact and verbal cues when you are
effectively listening. Engage in the conversation. Become an
active listener!
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o Effective Listening!
 Verbal and non verbal cues
« Open ended questions
« Acknowledgement
Effective Communication involves
° Feed baCk Work but it builds cohesion! Your

position and abllity to effectively
communicate can help Families

e |[nteraction develop a more positive attitude
about themselves, the unit, the
° WO r k | deployment and the Army.
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Next, we will discuss who you will communicate
with in your job.

You communicate all day long with everyone
you meet. You will communicate differently with
each individual based on the environment and
the nature of the communication.

The FRG structure Is designed to promote
communication.
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EFFECTIVE COMMUNICATION

Who do FRSAs Communicate With?

e Commander

It is critical that you effectively

e RDO communicate with the
_ Commander/RDC/FRL and FRG Leader.
e FRL You are an important piece to the
_ command team and you are responsible
* FRG Leader for keeping the Command team
iInformed.
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You communicate all day long with everyone you meet.  You will communicate differently with each individual based on the environment and the nature of the communication.  

The FRG structure is designed to promote communication.  

It is critical that you effectively communicate with the Commander/RDO/FRL and FRG Leader.  You are an important piece to the command team and you are responsible for keeping the Command team informed.

Effective communication with your volunteers will help you to keep them.  Listen to what they are saying to you.  Listen for clues that they may be board with their current position.  Maybe you need to give them a new position to keep them.  Listen to what they say to see where you may need to provide resources or guidance.

You must effectively communicate with your community leaders so that you are current with the information and resources available to families.  

Effective communication with each other as FRSA’s is very important.  Trial and error is the way we discover our best practices.  Let others learn from both your successes and your mistakes.  

Without effective communication with your families you will never get your program off the ground.  Effective communication must be fostered on all levels.  Effective communication is a product of a successful FRG.  Use your skills as effective communicators to show others how to communicate effectively.  Effective communication is contagious.
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Who do FRSAs Communicate With?

e Commander

* RDO Effective communication with your

e FRL volunteers will help you to keep them.
Listen to what they are saying to you.

e FRG Leader Li_sten fc_)r clues that t_h_ey may be board
with their current position. Maybe you

e Volunteers need to give them a new position to keep

them. Listen to what they say to see
where you may need to provide
resources or guidance.
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EFFECTIVE COMMUNICATION

Who do FRSAs Communicate With?

e Commander

 RDO

e FRL You must effectively communicate with
3 your community leaders so that you are

e FRG Leader current with the information and

resources available to families.

* Volunteers
« Community Leaders/Organizations
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Who do FRSAs Communicate With?

e Commander

 RDO

e FRL Effective communication with each other
as FRSA's is very important. Trial and

e FRG Leader error is the way we discover our best
practices. Let others learn from both

e Volunteers your successes and your mistakes.

e Community Leaders/Organizations
e Other FRSASs
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Who do FRSAs Communicate With?

Without effective communication with

e Commander your families you will never get your
program off the ground. Effective
« RDO communication must be fostered on all
. FRL levels. Effective communication is a
B product of a successful FRG. Use your
- skills as effective communicators to
: RG Leader show others how to communicate
e VVolunteers effectlv_ely. Effective communication is
contagious.

« Community Leaders/Organizations
 Other FRSAs
 Families!
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EFFECTIVE COMMUNICATION

Next we identify why effective
communication Is so critical to the FRSA
position.
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EFFECTIVE COMMUNICATION

Why Is Effective Communication so
Important?

e Critical link  You are the critical link in communication
between the FRG Leader, Community
Agencies and the FRL, RDO and
Commander.
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You are the critical link in communication between the FRG Leader, Community Agencies and the FRL, RDO and Commander.  

Effective communication will impact and enhance your relationships in a positive way.  

It has been proven that effective communication is more productive and will cause less anxiety.  

You have the opportunity to make a significant impact on the unit climate and the moral of the Families.
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Why Is Effective Communication so
Important?

e Critical link

* Relationshi pS Effective communication will impact and
enhance your relationships in a positive
way.
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Why Is Effective Communication so
Important?
e Critical link
 Relationships
 Less Anxiety and More Productive

It has been proven that effective
communication is more productive and
will cause less anxiety.
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Why Is Effective Communication so
Important?

Critical link

 Relationships

 Less Anxiety and More Productive

e Significant Impact

You have the opportunity to make a
significant impact on the unit climate and
the moral of the Families.
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Presentation Notes
You are the critical link in communication between the FRG Leader, Community Agencies and the FRL, RDO and Commander.  

Effective communication will impact and enhance your relationships in a positive way.  

It has been proven that effective communication is more productive and will cause less anxiety.  

You have the opportunity to make a significant impact on the unit climate and the moral of the Families.
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Why Is Effective Communication so
Important?
e Critical link
 Relationships
 Less Anxiety and More Productive
e Significant Impact
« Encourages Openness and Contributions
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Presentation Notes
You are the critical link in communication between the FRG Leader, Community Agencies and the FRL, RDO and Commander.  

Effective communication will impact and enhance your relationships in a positive way.  

It has been proven that effective communication is more productive and will cause less anxiety.  

You have the opportunity to make a significant impact on the unit climate and the moral of the Families.
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Why Is Effective Communication so
Important?
e Critical link
 Relationships
 Less Anxiety and More Productive
e Significant Impact
« Encourages Openness and Contributions
 Builds Cohesiveness
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Presentation Notes
You are the critical link in communication between the FRG Leader, Community Agencies and the FRL, RDO and Commander.  

Effective communication will impact and enhance your relationships in a positive way.  

It has been proven that effective communication is more productive and will cause less anxiety.  

You have the opportunity to make a significant impact on the unit climate and the moral of the Families.
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EFFECTIVE COMMUNICATION

When do you think you will have
opportunities to communicate with the
people we have discussed?
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EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

* In processing

Take the opportunity to speak to Soldiers
and Families when they arrive at the
unit.
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Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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e EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

* In processing
« FRG Briefings/Meetings

Attend the FRG Briefings and Meetings if
possible and make sure you get an
introduction so that the Families know
who you are an where to find you.
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Presenter
Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

* In processing
« FRG Briefings/Meetings
« Family Day Activities
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Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

* |In processing

« FRG Briefings/Meetings
 Family Day Activities

e Unit Deployment Briefing

Attend the unit deployment briefings.
There are many Families that will attend
the deployment briefing that you may
not ordinarily see. Take this opportunity
to network with the Families. This is
your opportunity to let them know who
you are and that you are approachable.
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Presenter
Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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When do FRSAs Communicate?

* In processing

« FRG Briefings/Meetings

 Family Day Activities

e Unit Deployment Briefing

e FRG Newsletter Make sure that your contact

Info Is In the unit newsletter.
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Presenter
Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

* |In processing

« FRG Briefings/Meetings

 Family Day Activities

e Unit Deployment Briefing

« FRG Newsletter

 Unit Bulletin Boards, VFRG Website

Use the Unit bulletin boards to share pictures of FRG events and to
advertise upcoming Family days. Again put the POC'’s for the unit
FRG on the bulletin boards within the unit. Advertise for volunteers
or needed assistance with an upcoming unit event.
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Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

When you are testing

e |In processing the phone tree it is a

great opportunity to

« FRG Briefings/Meetings  introduce yourself.

_ i C e Keep your ear out for
° —amlly Day Activities possible volunteers and

e Unit Deployment Briefing ;gﬁfisllittélentwithin
 FRG Newsletter
« Unit Bulletin Boards, VFRG Website

e Testing the Telephone Tree
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Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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EFFECTIVE COMMUNICATION

When do FRSAs Communicate?

When you attend the
e Inp rocessin g community events,

o _ mingle! Get to know
« FRG Briefings/Meetings  the community
_ S resources.
 Family Day Activities
e Unit Deployment Briefing
« FRG Newsletter
 Unit Bulletin Boards, VFRG Website
e Testing the Telephone Tree

e Interacting in the Community
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Presenter
Presentation Notes
There are so many opportunities to communicate with Families. Use those opportunities to interact and practice your effective listening skills to obtain insight into the heart beat of your Families and their concerns. By listening you can determine what your Families need.  

Take the opportunity to speak to Soldiers and Families when they arrive at the unit.  

Attend the FRG Briefings and Meetings if possible and make sure you get an introduction so that the Families know who you are an where to find you.

Attend the unit deployment briefings.  There are many Families that will attend the deployment briefing that you may not ordinarily see.  Take this opportunity to network with the Families.  This is your opportunity to let them know who you are and that you are approachable.  

Make sure that your contact information is the unit Newsletter.  

Use the Unit bulletin boards to share pictures of FRG events and to advertise upcoming Family days. Again put the POC’s for the unit FRG on the bulletin boards within the unit.  Advertise for volunteers or needed assistance with an upcoming unit event.

When you are testing the phone tree it is a great opportunity to introduce yourself.  Keep your ear out for possible volunteers and special talent within your unit.  

When you attend the community events, mingle!  Get to know the community resources.
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EFFECTIVE COMMUNICATION

There are common barriers to
communication that you need to be aware
of.
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EFFECTIVE COMMUNICATION

COMMON BARRIERS

 Physical Gestures

Standing with your arms crossed, lack of eye contact,
leaning on you hand, hands on your hips, etc. An
Interpersonal style that keeps people at bay.
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Presenter
Presentation Notes
Standing with your arms crossed, lack of eye contact, leaning on you hand, hands on your hips, etc. An interpersonal style that keeps people at bay.  

You will be dealing with families that may be emotional at times.  When someone is upset they do not hear all of what you are saying to them. They are focused on the problem, not the solution.  When you are speaking to someone who is in an emotional state, listen to them, be empathic, and acknowledge their feelings and they will hear more of what you say. Paraphrase when speaking to them so that you are clear on their concerns and you are showing that you are genuinely listening.

When too much information is provided at one time, people tend to tune out and miss it all. A great example of when this happens is at the unit deployment briefings.  Provide important information in small chunks.  Provide a copy of the information provided when necessary to ensure that you have at least communicated the information in two ways.  Be prepared to repeat much of the information repeated after the deployment.  

Distractions can be anything from children playing in the background or a busy office to that inner voice that keeps you from focusing on what someone is saying to you. We can impact some distractions but others we can not affect.  

It is often we ourselves who are most distracted.   We could be thinking about “a task that is due that day”, “What we will have for dinner in the evening” or “What we need to do when we get off work” or “When will it be my turn to talk” .  These are inner voice distractions. Managing your inner voice is not easy but is at the heart of good listening.

Do not assume that you know what another person is feeling.  Let the individual complete there thoughts.  Don’t jump in the conversation before fully listening to their concerns.  You may think you know where they are taking the conversation and it may in fact go in a totally different direction.  

One of the worst assumptions is “I am right and you are wrong.” We each have information the other person is unaware of. Assumptions can be crippling. Rather than assuming we already know everything we need to, we should assume that there is important information we don’t have access to.

Conflicting perceptions, interpretations and values all play a role in communication barriers. We each know ourselves better than anyone else can.  In addition to choosing different information, we each have access to different information. For example, others have access to information about themselves that we don’t.  They know the constraints they are under; we don’t.  They know their hopes, dreams, and fears; we don’t. We can never be fully aware of their challenges within their families, work and lives in general.

Every strong view that you have is profoundly influenced by your past experiences.  These experiences form your interpretations.  Be aware of personality differences and appreciate that interpretations of an event, conversation, or situation will vary based on the persons past experiences.
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EFFECTIVE COMMUNICATION

COMMON BARRIERS

 Physical Gestures
« Emotional State

You will be dealing with families that may be emotional
at times. When someone is upset they do not hear all
of what you are saying to them. They are focused on
the problem, not the solution. When you are speaking
to someone who is in an emotional state, listen to
them, be empathic, and acknowledge their feelings
and they will hear more of what you say. Paraphrase
when speaking to them so that you are clear on their
concerns and you are showing that you are genuinely
listening.
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Presenter
Presentation Notes
Standing with your arms crossed, lack of eye contact, leaning on you hand, hands on your hips, etc. An interpersonal style that keeps people at bay.  

You will be dealing with families that may be emotional at times.  When someone is upset they do not hear all of what you are saying to them. They are focused on the problem, not the solution.  When you are speaking to someone who is in an emotional state, listen to them, be empathic, and acknowledge their feelings and they will hear more of what you say. Paraphrase when speaking to them so that you are clear on their concerns and you are showing that you are genuinely listening.

When too much information is provided at one time, people tend to tune out and miss it all. A great example of when this happens is at the unit deployment briefings.  Provide important information in small chunks.  Provide a copy of the information provided when necessary to ensure that you have at least communicated the information in two ways.  Be prepared to repeat much of the information repeated after the deployment.  

Distractions can be anything from children playing in the background or a busy office to that inner voice that keeps you from focusing on what someone is saying to you. We can impact some distractions but others we can not affect.  

It is often we ourselves who are most distracted.   We could be thinking about “a task that is due that day”, “What we will have for dinner in the evening” or “What we need to do when we get off work” or “When will it be my turn to talk” .  These are inner voice distractions. Managing your inner voice is not easy but is at the heart of good listening.

Do not assume that you know what another person is feeling.  Let the individual complete there thoughts.  Don’t jump in the conversation before fully listening to their concerns.  You may think you know where they are taking the conversation and it may in fact go in a totally different direction.  

One of the worst assumptions is “I am right and you are wrong.” We each have information the other person is unaware of. Assumptions can be crippling. Rather than assuming we already know everything we need to, we should assume that there is important information we don’t have access to.

Conflicting perceptions, interpretations and values all play a role in communication barriers. We each know ourselves better than anyone else can.  In addition to choosing different information, we each have access to different information. For example, others have access to information about themselves that we don’t.  They know the constraints they are under; we don’t.  They know their hopes, dreams, and fears; we don’t. We can never be fully aware of their challenges within their families, work and lives in general.

Every strong view that you have is profoundly influenced by your past experiences.  These experiences form your interpretations.  Be aware of personality differences and appreciate that interpretations of an event, conversation, or situation will vary based on the persons past experiences.
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COMMON BARRIERS

 Physical Gestures
e Emotional State
e Information Overload

When too much information is provided at one
time, people tend to tune out and miss it all. A
great example of when this happens is at the unit
deployment briefings. Provide important
iInformation in small chunks. Provide a copy of the
information provided when necessary to ensure
that you have at least communicated the
information in two ways. Be prepared to repeat
much of the information repeated after the
deployment.
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Presenter
Presentation Notes
Standing with your arms crossed, lack of eye contact, leaning on you hand, hands on your hips, etc. An interpersonal style that keeps people at bay.  

You will be dealing with families that may be emotional at times.  When someone is upset they do not hear all of what you are saying to them. They are focused on the problem, not the solution.  When you are speaking to someone who is in an emotional state, listen to them, be empathic, and acknowledge their feelings and they will hear more of what you say. Paraphrase when speaking to them so that you are clear on their concerns and you are showing that you are genuinely listening.

When too much information is provided at one time, people tend to tune out and miss it all. A great example of when this happens is at the unit deployment briefings.  Provide important information in small chunks.  Provide a copy of the information provided when necessary to ensure that you have at least communicated the information in two ways.  Be prepared to repeat much of the information repeated after the deployment.  

Distractions can be anything from children playing in the background or a busy office to that inner voice that keeps you from focusing on what someone is saying to you. We can impact some distractions but others we can not affect.  

It is often we ourselves who are most distracted.   We could be thinking about “a task that is due that day”, “What we will have for dinner in the evening” or “What we need to do when we get off work” or “When will it be my turn to talk” .  These are inner voice distractions. Managing your inner voice is not easy but is at the heart of good listening.

Do not assume that you know what another person is feeling.  Let the individual complete there thoughts.  Don’t jump in the conversation before fully listening to their concerns.  You may think you know where they are taking the conversation and it may in fact go in a totally different direction.  

One of the worst assumptions is “I am right and you are wrong.” We each have information the other person is unaware of. Assumptions can be crippling. Rather than assuming we already know everything we need to, we should assume that there is important information we don’t have access to.

Conflicting perceptions, interpretations and values all play a role in communication barriers. We each know ourselves better than anyone else can.  In addition to choosing different information, we each have access to different information. For example, others have access to information about themselves that we don’t.  They know the constraints they are under; we don’t.  They know their hopes, dreams, and fears; we don’t. We can never be fully aware of their challenges within their families, work and lives in general.

Every strong view that you have is profoundly influenced by your past experiences.  These experiences form your interpretations.  Be aware of personality differences and appreciate that interpretations of an event, conversation, or situation will vary based on the persons past experiences.
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COMMON BARRIERS

 Physical Gestures
e Emotional State
e Information Overload

. . Distractions can be anything from
e Distractions chidren playing in the background
or a busy office to that inner voice
that keeps you from focusing on
what someone is saying to you.
We can impact some distractions
but others we can not affect.
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Presenter
Presentation Notes
Standing with your arms crossed, lack of eye contact, leaning on you hand, hands on your hips, etc. An interpersonal style that keeps people at bay.  

You will be dealing with families that may be emotional at times.  When someone is upset they do not hear all of what you are saying to them. They are focused on the problem, not the solution.  When you are speaking to someone who is in an emotional state, listen to them, be empathic, and acknowledge their feelings and they will hear more of what you say. Paraphrase when speaking to them so that you are clear on their concerns and you are showing that you are genuinely listening.

When too much information is provided at one time, people tend to tune out and miss it all. A great example of when this happens is at the unit deployment briefings.  Provide important information in small chunks.  Provide a copy of the information provided when necessary to ensure that you have at least communicated the information in two ways.  Be prepared to repeat much of the information repeated after the deployment.  

Distractions can be anything from children playing in the background or a busy office to that inner voice that keeps you from focusing on what someone is saying to you. We can impact some distractions but others we can not affect.  

It is often we ourselves who are most distracted.   We could be thinking about “a task that is due that day”, “What we will have for dinner in the evening” or “What we need to do when we get off work” or “When will it be my turn to talk” .  These are inner voice distractions. Managing your inner voice is not easy but is at the heart of good listening.

Do not assume that you know what another person is feeling.  Let the individual complete there thoughts.  Don’t jump in the conversation before fully listening to their concerns.  You may think you know where they are taking the conversation and it may in fact go in a totally different direction.  

One of the worst assumptions is “I am right and you are wrong.” We each have information the other person is unaware of. Assumptions can be crippling. Rather than assuming we already know everything we need to, we should assume that there is important information we don’t have access to.

Conflicting perceptions, interpretations and values all play a role in communication barriers. We each know ourselves better than anyone else can.  In addition to choosing different information, we each have access to different information. For example, others have access to information about themselves that we don’t.  They know the constraints they are under; we don’t.  They know their hopes, dreams, and fears; we don’t. We can never be fully aware of their challenges within their families, work and lives in general.

Every strong view that you have is profoundly influenced by your past experiences.  These experiences form your interpretations.  Be aware of personality differences and appreciate that interpretations of an event, conversation, or situation will vary based on the persons past experiences.
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COMMON BARRIERS

 Physical Gestures
e Emotional State
e Information Overload

. . It is often we ourselves who are most

e Distractions distracted. We could be thinking about
“a task that is due that day”, “What we
will have for dinner in the evening” or
“What we need to do when we get off
work” or “When will it be my turn to talk” .
These are inner voice distractions.
Managing your inner voice is not easy

but is at the heart of good listening.
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COMMON BARRIERS

 Physical Gestures
- e
° EmOthnaI State }geﬁng. Let thpe individual

complete there thoughts.

e INnformation Overload Don'tjump in the conversation

before fully listening to their
concerns. You may think you

e Distractions know where they are taking
_ the conversation and it may in
° ASS um ptl ons aall;:et((sgt%lnn a totally different
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EFFECTIVE COMMUNICATION

COMMON BARRIERS

 Physical Gestures
One of the worst assumptions
e Em Otl Ona| State is “l am right and you are

wrong.” We each have
) information the other person is
e |In f() rmation Over | @) ad unaware of. Assumptions can
be crippling. Rather than
assuming we already know

e Distractions everything we need to, we
should assufme that there(;s
" important information we don’t
° AssumpthnS have access to.
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COMMON BARRIERS

 Physical Gestures

: Conflicting perceptions, interpretations and

e Emotional Stég values allplay a role in communication

barriers. We each know ourselves better than
- anyone else can. In addition to choosing

e Information Q diferent information, we each have access to

different information. For example, others have
I I access to information about themselves that

° DI StraCtI ons we don’t. They know the constraints they are

under; we don’t. They know their hopes,

® ASS um pt| ONS dreams, and fears; we don’t. We can never be
fully aware of their challenges within their
e Conflicting

families, work and lives in general.
Perceptions/Interpretation
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EFFECTIVE COMMUNICATION

What if there Is a crisis?

You must know how to react to a crisis
situation.
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EFFECTIVE COMMUNICATION

CRISIS MODE!

You will no doubt have to
deal with a variety of crisis
situations. But If you are
prepared in advance on how
to respond it will help you to
assist and to direct the
conversation.
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CRISIS MODE!

First, let’s identify what a crisis Is and isn't.

A crisis Is a life threatening situation that needs
Immediate attention.

For example, something that requires hospitalization,
Immediate travel to the states, Abuse or any threat to
commit suicide. These situations should be taken very
seriously and considered a crisis requiring an immediate
response.

A crisis Is not a marital dispute (unless there is abuse), a
lost ID card, or a complaint.
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CRISIS MODE!

* How to handle a crisis?
— Listen
— Provide verbal and non verbal cues
— ldentify the problem
— Gather information
— Paraphrase

* Inform the Commander

* |dentify a solution or referral
e Maintain trust

 Follow up
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CRISIS MODE!

If there Is abuse:

You must tell the appropriate authorities if you
are aware of abuse. You must also inform the
Commander immediately.

If someone threatens to hurt themselves or
someone else, you must report the threat to the
proper authority and inform the commander.
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We'll now discuss acceptable communication
and offer some guidelines that all FRSAs must
follow.

Acceptable communication is similar to effective
communication but we are focusing more on
professional norms, office boundaries, and
customer service skills. We'll start with
customer service skKills.
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ACCEPTABLE COMMUNICATION

PHONE VOICE
You will spend a good deal of time on the
phone communicating. So it is important that
you pay attention to your phone voice. Have
you ever called a place of business and had
the individuals tone of voice who answered
the phone make you very aware that they
would prefer not to be speaking with you at
that point in time? That individual represents
that place of business just as you will be
representing the unit FRG when speaking
with families, community agencies, the
Commander or your volunteers. Your tone of
voice most likely determine how the
remainder of your conversation will go.
Opinions are quickly formed so determine
how you will answer the phone in advance.
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ACCEPTABLE COMMUNICATION

Telephone Guidelines

. Check with the Commander on how he/she would prefer that you answer
the phone.
. The first step is to ensure that you introduce yourself and your position.

There is nothing worse that calling to get assistance and not knowing if
you have reached the right person. If they know that they have
successfully reached the right person the communication gets off to a
more productive start!

. Speak clearly and watch your tone of voice. The person on the other end
of the phone does not have the advantage of seeing your face. They will
be listening to your tone of voice as much as they are to what you are
saying.

. Use a phone script if necessary to keep your train of thought and not
loose your words or to keep you from forgetting important pieces of
information. This would be especially important if you are testing you
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Telephone Guidelines

Never put someone on hold for any length of time. If you can not provide
the information that someone needs quickly, call them back with the
information.

. If you have the capability and if you are providing a referral, you may
want to do a soft hand off. Put the family on hold, call the referring
community agency, come back on the phone with all three of you and
make an introduction and then exit the phone call. And always follow up to
ensure that the family got what they needed.

. You may also want keep a phone log so that you have historical
information on previous conversations and the referrals or assistance
provided. This information would need to be kept under lock an key for
privacy issues.

Ask how you can help them. A simple, “How can | help you?” opens the
conversation. It lets the other person know that you are available.

AN ARMY FORWARD >  ANY MISSION, ANYWHERE! UNCLASSIFIED USAREUR ODCS G1



UNCLASSIFIED

ACCEPTABLE COMMUNICATION

Telephone Guidelines

. Keep your conversation short. Don’t offer advise unless someone asks
you for it. Don’t begin immediately sharing a similar problem or experience
that you may have had. Attend to the needs of your caller unless they ask
for additional information.

. Listen carefully to what they are saying to you. Even write down words
that you hear so that you can paraphrase back to the individual what you
think you heard them say. A very important skill to use for effective phone
communication Is to use the persons name when you are speaking with
them.

. Provide verbal cues that indicate that you are listening. (Like UH Hmm,
OK, I hear what you are saying, | understand, etc)

. Do not use acronyms when you speak with families. You want them to
fully understand what you are communicating. It can become very easy to
communicate in acronym but do not give into that temptation. Young
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ACCEPTABLE COMMUNICATION

Telephone Guidelines

. Take the opportunity while you have them on the phone to update their
personal information and phone number if appropriate.

. Always end your phone conversations with a positive “Looking forward to
seeing you soon at the next FRG meeting” or “Call back should the
information | gave you not be what you are looking for”, or “I'll be checking
In with you to see how things are going if that is alright with you?” And
then don’t forget to call them back. You have just opened the door for
future communication and possible future involvement in the unit FRG.

. It has been proven that if you smile when you speak over the phone that
the other person can tell a difference in your tone of voice. So if you need
to get a mirror and put it on your desk to remind you to smile when you are
speaking to someone over the phone do it.
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Some Additional Guidelines
 Rumors/Gossip

Rumor control is critical to the moral of a Unit and Family members. Relay
information when fit:

1. Is approved by the Commander

2. Advertises events

3. Raises awareness of available resources

4. Improves readiness

*Put a stop to anything that sounds like gossip. You are a critical link when it comes
to rumors and gossip control. Gossip is very harmful and must be stopped when
it is identified.

*Important things to remember are not discuss your Soldiers training calendar or
deployment dates over the phone! Ever! You never know who may be listening.
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ACCEPTABLE COMMUNICATION

Some Additional Guidelines
 Rumors/Gossip

Inappropriate language is NEVER received

o Language well. Even if everyone around you is using
inappropriate language do not allow yourself
to conform to a lower standard of
communication. Bad language is a habit.
Habits can not be turned off at will. Don’t
get in the habit. We are in the family
business and bad language is never
appropriate around families.
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Some Additional Guidelines

e Ru mors/G OSSip Dress for success. Make sure that your
dress is professional and appropriate for
° Language your work environment. You will be
received differently depending on the way
° DreSS you dress. It can also even effect how

seriously you are taken as a professional
In your workplace. What you wear
communicates a message. Be careful
what you are communicating simply by
what you wear. The unit, community and
the families will see you as a position of
authority so dress for the position. Don’t
wear T-shirts, jeans or other very casual
attire unless your commander identifies a
dress down day.
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ACCEPTABLE COMMUNICATION

Some Additional Guidelines
 Rumors/Gossip

e Language
Avoid sensitive subjects at all times.
® DreSS No discussions about religion,
o _ controversial issues, or politics
e Sensitive SUbjeCtS should ever take place within the

FRG environment. Offending
someone could cause a domino
effect on participation in the unit
FRG. If you walk into a
conversation like this, then take the
lead in steering conversation
elsewhere.
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ACCEPTABLE COMMUNICATION

A final note...

Ensure that you are inclusive and not exclusive. Being exclusive promotes
gossip. Remember that a product of a good unit FRG is effective
communication. Ensure that your line of communication is not hindered by
someone’s additional input.

When asked to share specific information with families by the
Commander/RDO it may be tempting to share your own opinion as well. But do
not do it! An example that | can share with you is that we had a fatal accident
during a field exercise that involved several units. The Command team knew
that with the common use of cell phones that the rumors would begin to fly. So,
when we received a call from the commander to pass it down the chain that the
fatality was not a member or our unit, the very next question was “which unit
was it?” You may very well know but you are absolutely not at liberty to share
that information. Some spouses even became angry when they were not told
specifics rather than being relieved that it was not their Soldier who was
involved in the accident. Curiosity is a common response however you must
not feed it!
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