
Please stand by for realtime captions.  
 
>>Thank you for waiting. Your conference call will begin shortly. Thank you for your patience. 
 
>> Welcome to the How to Deal With Complicated Callers conference call.  My name is Christine and I'm the 
operator for the call. At this time, all participants are in a listen only mode. Later we will conduct a question 
and answer session. I will now turn the call over to Sara Squires and Ian Watlington.  
 
>> Hello, everyone. 
>> Hello. 
>>  This is Sara Squires from Disability Rights  center.  
>> And I am Ian Watlington, a disability under Kathy specialist at the National Disability Rights Network,  the 
membership organization here in Washington DC. And we are going to go ahead and, can't located collars, 
challenging colors, whatever you want to call them, that is pretty much synonymous. With the things that, 
you know, I don't know what you all have to deal with, or who is I&R staff here or who is not, but,  the 
callers  can be quite difficult or challenging for a number of reasons. And so, we are just going to do a slide 
presentation for you and give you some strategies about how to deal with those complicated moments or 
calls, and then we are also going to talk about things that you can do for your self. Because we realize that, 
indeed, those calls can take a personal toll and kind of bring you out and there is an emotional piece to this 
but I don't think a lot of people take into account. 
 
>> So, I'm going to start out with the first few slides. So who are we talking about when we are talking about 
challenging callers?  Well, there are several different types and I'm sure that we don't have all of them 
listed, and you all would probably be the better expert on this, who are on the front lines all of the time. But 
obviously, callers who are angry and argumentative , they are probably directing their anger and arguments 
towards you. However, it is probably not about you, but nonetheless, you get to hear their lovely wrath. 
Then, there are the repeat callers,  and in P&A language and  we often call them frequent flyers. And those 
are the ones that, no matter what you say or have constant problems, and they may be different. Some of 
the issues are probably legitimate. And some of the issues are related to their disability, why they are 
constantly calling, or, there is an incredible amount of people that are lonely. And, they try to get attached 
to the folks that are willing to talk to them. Callers who are experiencing paranoia or delusion  are of a 
particular challenge, because you don't quite know, you obviously know that they are probably not speaking 
in the reality that you are in, but, you don't want to totally dismiss what they are saying, so that is kind of a 
balancing game. And, we will get into that later, a little bit more later. And then, finally, we are talking 
about callers  in crisis. Often, by the time they reach the P&A,  they have about had it. And, they probably 
had many experiences, different in nature, from other organizations, or whatever. And, they are at the end 
of their rope. And so, it is us that they call, it is us that gets the crisis, and we have to figure out crisis 
management in that regard. So remember, there is a reason that the callers are upset or angry.  Whether it 
is a legitimate legal or civil rights issue, that is not for us to decide on the I&R  side, but they think it is. And, 
their reality is the one that trumps everything. So, even if we don't see the issue, they do. And so, there is a 
reason why they are upset. And often times, they have been treated unjustly. Or, their disability has played 
a role in an unfortunate life circumstance. And again, like I have said before, the P&A is likely  one of several 
places, a myriad of places the person has called. And, they are exhausted, exasperated, and have just kind 
of had it, like I said before. And, this is kind of easier said then done, especially depending on how the 
display their frustration, but the caller is probably , 99% of the time, not making it personal, the defending 
dashboard venting in some sort of way. So, the job of the I&R  caller is to keep  the certain state of mind. So, 
keep calm and carry on, as the saying goes. And, don't get into the arguments or become defensive. Often 
times, when folks that I have built within my day, taking intake calls, it wasn't for P&A, but it was for a civil 
rights organization,  they are angry and want to engage you in an argument because they feel legitimately 
wronged. And it isn't the job of the person on the other end of the phone,  the I&R person,  to defend that 



or to say, well, no, we didn't do that, or whatever, I am sorry you experienced that, I am sorry that this is 
how you perceive the interaction, but really, to fully engage and log into the argument that that goes 
nowhere but down. And, focus on combing the caller and don't challenge them. Again, if someone calls and  
let's pretend they're having some delusion and they are a little agitated, but they also think they are the 
Queen of England, and it don't mean to be [ Indiscernible ] about this, but you doing with several different 
types of folks, and some of them may be experiencing psychosis, you don't start going, oh, that didn't 
happen, or, your Majesty, you are not the Queen, you have to kind of play a balance of how your -- how you 
deal with that. And then, maintain your empathy, which takes a lot of energy and I really respect the people 
out there that do this on a regular basis, because you have to put all of that energy into calmly and clearly 
reflecting back what the caller told you , so you can make sure to guide them on the right path or that 
you've heard the right things. 
 
>> If I could interject, going back to individuals who are experiencing paranoia or delusions, I mean, I just 
want to reiterate that, you know, it is a balancing act. Because you are talking to someone who can be in 
the highly agitated state. And, may have a different perspective on, you know, the universe and you don't 
want to play into the delusion. You obviously cannot challenge, anyhow. And so, you kind of walk a tight 
rope in order to get the information then you need, keep the individual calm, not play into the delusion or 
argue but is still effectively be able to do your job to figure out what the issue is that they are about, and if it 
is a legitimate, actual violation, as opposed to some that might be a manifest or delusion and that is 
important to recognize and challenge.  
 
>> And redirect him how to just redirect and have them call back, and sometime just really, just really 
digging on what issue may be and try to keep regretting just reiterating what the delusion or issue might be 
or the issues that manifest themselves from the delusion. And, again, this part takes a lot of energy and how 
the I&R person or the call taker  presents him or herself. We want to use a modulated, almost monotone, 
we don't want to be a bad customer service representative, you know, like from Comcast or something, but 
we don't want to get excited if they are excited or agitated if they are agitated. We want to, in essence, 
model what you need to do for your self to get the information but it is also modeling, kind of, the tone that 
the situation calls for. And so, you don't want to have the caller detect that you are irritated or angry. And if 
you are, maybe you should get off the call or, you know, before you start taking calls again, just a constant 
self-awareness which is easier said than done, I realize. But if they detected in you, you become just 
another bad guy, that does not understand their problem. And sometimes it is hard to bring their trust back 
from that. Of course, you want to be respectful and polite. If you know the caller's name and they want to 
give it to you, it is good to use it but don't overuse it. For example, I have sometimes had encounters for the 
caller has said, well,  Ian, like I said, Ian, or, Mr. Watlington, and it is just like, okay, okay, I get it. And it can 
kind of be condescending. But you want to be respectful and use their name as you would like it to if you 
get it. And, I think this is hard for American culture in general. We do not like silence and it makes us 
uncomfortable. But a person may have a processing disorder, a person may be trying to get their thoughts 
in order, their assistive technology in order or trying to calm themselves down. And so, we must and often 
have to allow for silence. So, did you want to talk about that about de-escalation? 
 
>> Yes, so one of the point here is to just let the person talk. Don't interrupt them. They called, they have a 
story to tell, so let them tell it. However, you have to have good judgment when doing this. Because, when 
we have seen here in Maine is best, you know,  because we are one of the places that will take the [ 
Indiscernible ] of people or call them back like we said we would, but they want to tell their entire story 
from beginning to end. And, recognizing that it is important for the individual, you are also trying to get to 
the heart of the matter, what it is that they're archly calling about. So we have people that will say, well, 
this started back in 1975 with my first husband. And sometimes, I will let it go on for just a little bit. But 
then, what I will say to people is, you know, I want to hear your story and we can go back to it, but if we 
could just sort of get to the present, and if you could just let me know what it is you're calling about today, 



what is going on now that you want help with, then we can go back into your history and fill in the blanks. 
But, kind of knowing, letting the person talk for a bit, but also recognizing that you can't sort of let them 
monopolize your time and telling you the four years of their life history for something that maybe happened 
last week. But also again, recognizing that you are probably one of the only people that will actually take 
the time to talk to them. And letting them know why you are interrupting instead of just saying, hold on, 
hold on, I have questions. You know, your sort of coming across as dismissive. It is really important. If they 
understand where you are coming from as well, and just sort of up front with them, they will be more 
respected -- receptive to it. Not always, but most often. You know, when they ask you questions, have a 
response, don't be silent. But if you don't know the answer, you know, don't make something up. Don't 
guess. Tell them, you know, I don't really know that right offhand, let me look into it, let me talk with an 
attorney or supervisor, etc., and I will go get back to you as soon as possible. And if you have sort of a 
general sense of when you are going to call them back, you know, let them know. Say, you know, I don't 
know at the moment but after we hang up the phone I can go talk with the attorney and I will call you back 
sometime this afternoon. I tell people, and if you don't hear from me, you can call me back and follow up, 
because sometimes the day does not go as I had planned or hoped, so I have no problem with you calling 
me back and sort of, you know, closing the loop on it. So those sorts of things. But I really think it is just 
important to be really up front and honest with the caller about what is going on and where you are at. 
Rather than just sort of coming up Ross has a very procedural and just sort of, I want to get the information, 
get off the phone and get onto my next call. And then talk about de-escalation.  Now, you can empathize, 
but don't try to sort of be there therapist and don't try to analyze their feelings. Don't ask how they are 
feeling about certain things. You really need to maintain somewhat of an emotional distance. Because you 
know, not only is it not good for the caller, for people to feed into their emotions, but I think that if an 
intake worker is taking calls they in and day out, you need to sort of have an emotional wall, somewhat. So 
that it does not, you know, eat you up or burn you out or whatever, that you need to be able to move onto 
the next call in the next call and to be good at what you do. You have to be able to maintain a distance. 
 
>> [ Indiscernible ] there is only so much that we can do. We have agency priorities, we have funding 
restrictions, meaning, you know, the types of cases we can and cannot do, by statute, but also because we 
have set funding, we only have so many staff to handle all of the cases or calls that come in. So obviously, 
we can't take all of the calls. So you know, telling people that, you know, it is not that I don't want to help 
you, we have one employment attorney, you know, we have one education attorney for the entire state, 
whatever the restriction is, to let them know that there are external constraints really beyond your control. 
That isn't going to always help, necessarily, because he still get calls from people who believe that as the 
DRC of whatever state or whatever your P&A name is,  you know, that it is your duty to provide them with 
representation, so they feel entitlement. But again, being up front and honest about what those constraints 
are. You know, when you're confused about something, you know, clarify, you know, what it is they are 
telling you. Ask four questions. I didn't intake the other way with a [ Indiscernible ] was telling me his story 
and I have some questions are probably going to seem really basic, but you know, forgive me, I'm not really 
familiar with your industry and regulations around it. And that was okay. You know? But, I did not assume 
what kind of understood how his industry works. And, I think, you know, making those assumptions could 
be dangerous, too, because when you go to intake a case, if you're information is based on an assumption, 
you're not getting an accurate story. And you certainly are not helping the caller.  And also, try to engage 
the caller in the self-efficacy. Sometimes, you have people that  call up because something has happened 
and they are [ Indiscernible ] and there were rights violations and/or poorly mistreated or disrespected by a 
staff in a hospital or something, and they want something done about it and, when you talk to them, you 
find out that they have arty found -- they have already filed a grievance or spoken with administration and 
have gotten some action that is a good thing, so really talking to them about, you know, encouraging the 
self advocacy and saying, I do know that there is much else that we can do because you have done some of 
the things that we have done and you have been very sick festival -- you have been a very successful self 
advocate for your person. And really try to build them up and encourage them to go out there and try to 



resolve or be a strong self advocate. I think that is empowering for people. And while we want to help 
people, we also want to empower them to take control of their lives and to be able to resolve their issues. 
 
>> Real quick, on the self advocacy piece, sometimes, I'm not talking about doing it full-blown. But, 
sometimes, giving them talking points, if they haven't filed that grievance, yet. Giving them an expectation 
of what the timeline of that grievance may be. Maybe they are going to have an individual conversation, 
and in person conversation. So, maybe some slight role-playing. Well, what if they say this? And, this might 
be a better way to explain your issue because they will understand more of the fax. And just kind of 
engaging the caller in those kind of activities, because you are then not promising that you're going to be 
the savior for them, but you are giving them a little bit of wind at their back with some tips and maybe some 
ideas of how to present their grievance. 
>> Right. And just one other thing, a lot of times, when we get calls from parents of children who received 
services, we are talking to them and we tried to dip them to figure out what they can do to go to the next 
IEP meeting, especially when it is coming up, so giving them tips on what they can ask for the meeting, how 
they can present themselves, things they want to make sure they document, so on and so forth, because 
sometimes doing that, you know, they will go to the meeting and they will sort of implement some of the 
suggestions we have made, and they will get exactly what they wanted. And they won't have to bring in the 
outside party and sort of ratchet up the unnecessary relationships, if you will. And we do that to help the 
parents, to sort of understand more, and be able to advocate to their children's rights, but also, there may 
not really be enough therapy, this is an issue that we can deal with, but, perhaps with some guidance and 
encouragement, it can be resolved at a lesser level. So, it is okay to set boundaries, treat individuals with 
dignity and respect, don't shame them or make them feel bad, you know, sometimes we will talk to people 
and maybe not understand completely their side of the story or question why they may not have done 
something the way you would have done it. But, don't let on. Because everybody works through things 
differently and we want to be sure that we don't make people feel bad because they did not make a phone 
call or write a letter. Not everybody is familiar with how to, you know, go about something like 
documentation or communication or whatever. As we may be. But individuals know that they are becoming 
hostile or verbally abusive. You know, intake workers, just because you deal with different and difficult 
callers does not mean that we have to sit there and take verbal abuse.  If people are being threatening, if 
they are being, you know, overly hostile, over-the-top, or are extremely agitated, you can say, you know, 
you can try to interrupt them and say, you know, if you don't lower your voice or if you continue to use this 
language, I will be hanging up the phone, and give them a couple of warnings on that. And then, if they 
don't seize what they are doing, follow-through and hang up the phone. Because you don't have to take it, 
and, you know, it is not healthy for anyone to get on the phone everyday and just sort of take this verbal 
abuse, even if you don't know the person, even if it is not cursed, it is not something that any P&A has an 
expectation that their staff must deal with.  Go ahead.  
 
>> And everybody is going to have, every intake worker or what have you, is going to have their own trigger. 
Like, for example, it did not bother me when it wasn't directed at me, for example, if they cuss like a sailor. 
It just did not bother me, because I just knew that that was how the person talked. But, each intake worker 
is going to have their own limit, and it is good to tell the caller, you know, you're not there punching bag, 
but like in my example, if they start calling people names or Eugene -- or using racial slurs or other 
troublesome language, then I'm done. Then you say, you know, I really want to help you but you continue 
to use this language, I'm going to have to let you go now. And just to reiterate, like Sara said very well, that 
it is important that you follow through. The man just one last thing. It is also important that, you know, you 
have these discussions with your supervisor, and maybe managing staff. Because, you know,  you want 
them on board and supporting you, if a situation arises where you would be left with no alternative but to 
hang up the phone and you want to make sure that you are supported by your supervisors and conversely, 
if your supervisor listening into the webinar, you want to be certain that you support your staff. Empathize 
with the feelings, not necessarily the behaviors. You know,  understand that they are frustrated, but maybe 



they haven't chosen best way to express it. But, it is really about emphasizing that their experience is what 
got them there. And be prepared to end the call gracefully. And carnivore does that sound like? I think there 
is no one answer. It is pretty much, you know,  different for everybody. But, if I really don't know the 
answer to something or I don't have an answer for them, I let them know,  you know, these are the things 
I'm going to do.  I'm going to talk with the legal director or whoever is appropriate and run your case by 
them, and if I have questions, I will call the individual back. And they can expect to hear back within X 
number of days. And I also let them know that my ability, the time in which it will take me to get back to 
them is somewhat dependent on my ability to speak with the staff person that I need to speak with. 
Because as much as I may like it, they don't follow my schedules. So again, it goes back to being open and 
letting them know where things end and again saying, if you don't hear from me, you know, within  X 
number of days or you are getting concerned, call. You know, I have no problem with people calling back to 
check in. And really, there is no reason for me to have a problem with it. But, I think it is perfectly okay for 
people to call and check and where they are going or for their cases out. If that is the case. So, anything to 
add, Ian? 
 
>> On the ending calls gracefully, I just want to emphasize, tell them, again, what you heard. I understand 
there is this issue, this issue and this issue, and I'm going to do A, B and C.Because often, you are not going 
to be able to solve the problem, but you may be able to get some information or mitigate the problem. And 
often times, people just want to hear that somebody cares about the issue, and somebody is going to take 
the time to at least inquire or dig a little bit. And so, it is just important to end the call with some statement 
of what you heard and what you're going to do, so that they know that the call wasn't in vain and that there 
are some results here that could come of it. And you know, you've got to set their expectation that you're 
not going to be Superman or Superwoman and solve it for them, but that you at least heard what they have 
to say and you're going to at least attempt to get information. 
 
>> All right. Speaking of that. Getting results. So, we are going to assume that everything went okay, you 
have went through de-escalation and it is time to collect their information  if you haven't already done that. 
You know, you've tried to get a sense of where the person is coming from, and so you try to avoid certain 
sensitive topics that you might get a sense that they are not really ready to talk about. But, after same time, 
let's face it, in this work, we have to ask some sensitive questions. Maybe about the disability, about the 
dramatic experiences, about the experience that made them feel unjustly treated. So, you need to explain 
to the caller, again, they want to know. Don't just go into those things that you want to say, I know this 
happened to you, and I'm really sorry, but in order to get the most information that will help the 
organization decide what to do for you, I'm going to have to ask some questions that may not all be 
comfortable. And then go into it and take it as slow as they kind of needed. But, warn them before you 
obviously get deeply personal, and explain to them why. Explain to them why you are getting deeply 
personal. And I think that we as callers and everything,  we've got to get the information, we've got to put it 
in DAB, for those that use that database system, we've got to get it to the supervising authority, so we have 
some competing things going on in our heads that we've got to get done in a call. And, we want to be 
respectful, we want to listen to their stories, but we want to get their address. I mean, it is a lot of things. 
So, keep yourself kind of in perspective, and breathe. I think sometimes it can become a [ Indiscernible ] 
called because your caller is upset and you have all of these obligations. And so,  it is important to 
remember something that is really critical is simply to just breathe. And so, keep in mind, we can also learn 
from all of the callers, even those who are very difficult.  We may be able to try a different strategy. Maybe 
they tell us about a certain facility that is specifically bad, and treating people horribly. And so we can 
maybe get our investigators on it. I don't know, maybe, maybe not. Maybe they know information about, 
you know, a particular Dr. or a particular phenomenon that is happening in the homeless shelters. These are 
things I'm just coming up with off the top of my head, but, this is when, again, I just want to emphasize that 
you have to let some of it unroll, because you don't know what little gems, whether they be disturbing or 
not, you are going to discover from their experience. Now, you may not be able to take on their case 



directly, but you are going to find out that the homeless shelter that they have been at is really up to some 
discriminatory behavior, and you might be able to take that on. So, again, you just never know what you are 
going to learn from people's experiences. And, from people's life stories, and I think it can help you grow as 
a person and have a bigger repertoire that will give you, from which you can use it and get energy for 
empathy. Again, just like Sara said,  if the verbal abuse gets to the point where it is now directed at you 
personally, even though I still believe it is probably not personal, but, if they are saying, you know, if they 
are directing the hostility directly towards you, they are using condescending language or very harsh 
language, you don't have to put up with this. We are in the business of helping people, we want to give 
people the benefit of the doubt, we want to understand that there are certain parts that might be 
manifestations of their disability, but stay to the limits that we have and there are limits that we need to 
model to help ourselves and to help them, and to just let them rant and rave and be kind of out of control 
him in a sense, that does not help us get the case information, or their personal information, but then we 
can't hold them. And then, if the individual threatens to harm his or herself, it is my hope and believe that 
most agencies have a crisis or suicide prevention plan. But, again, you are not a suicide counselor either. So, 
be very careful about how much you engage in the process. You want to quickly get them to a hotline or to 
some kind of professional that can evaluate the situation more. You are not prepared, even though you may 
have really good instincts and have been doing this for 10 years, you truly should not be the one that makes 
the determination if this is a real threat, if it is just a cry for help, or a cry for attention. We need to move 
them onto other people, and most P&As that I  have dealt with in some sort of fashion do have a policy or a 
way that they connect callers to those agencies. Do you have anything to add, Sara?  
 
>> No, I think that pretty much covers anything I would have said. 
 
>> Okay. And, this seems so easy, and like a, "no, duh" kind of thing, but listening is key. And to get 
information that can help the caller. But also,  the goal is for the caller to feel hurt, respected and supported 
during the call.  And a lot of our constituents, let's face it, don't get that privilege or that right, to be 
respected and to be supported. So, even though we may not be able to solve a problem, or take their case 
or mitigate the manner, we can at least give them the dignity of listening to as much of their story as we can 
possibly handle, within reason, and show them that somebody cares, at least, or sometimes that is what 
they needed, was to vent. And then, they have more energy to put towards a possible solution. They need 
to tell somebody, because they just feel extremely victimized by whatever situation. And of course, the best 
way to do this is an active listening kind of way, and clear communication about, again, what you are going 
to do and what the possible outcomes are. And by active listening, again, that is repeating back what I have 
heard. So, what I understand the landlord did or what you are telling me the landlord it is the following. I 
am really hearing that when things went bad is when he made this request. So, you're not just listening 
quietly taking notes, but you are mirroring back what they have said to give clarity, and also to make sure 
that you're getting the accurate information so you can move that case forward to make a determination of 
where it goes next. 
 
>> I wanted to just say something. You know, going back to one of the few places that people are able to 
share their story and get someone to talk to them, I am somewhat amazed, you know, in this firm for 12 
years, even I get amazed by a caller who  maybe I have determined by the end of the call that it is really not 
something that our agency would be able to assist with for any number of reasons, and, you know, tell 
them that I feel bad we cannot help, because maybe it really is an egregious situation that SS unfortunately 
not something we can do anything about, and when they say to me, but, you have already helped me 
because I have called eight other places and left voicemail messages and you're the only place that called 
me back, you are the only one that was willing to listen and, you know, give me the information I need to 
take the next step. And think sometimes that is because I have not assigned them to and get better at it just 
an advocate does not mean I'm not helping them. So even though we may feel like we are not able to 



resolve the situation we are probably doing something, or we are doing something to probably best that 
probably other agencies would not. And the callback could mean, you know, the most two people. Yes, Ian?  
 
>> You know, people are calling us because they're having a really good day or that a life situation is going 
really well. We are just in the business of helping people who are marginalized and can be easily victimized. 
And, I could use a whole host of other words. And, the situation, or the information we get or the frame of 
mind that we have helped them get to, may have solved the problem. But, they are not going to call us 
back. And say, some of them may. Or send a card or a postcard or an e-mail. But, a lot of times, I find that in 
information and referral work, you don't get the immediate gratification or the gratification of all, whether 
it be immediate or delayed, of knowing what happened after you hung up the phone. It is not like winning a 
court case, it is not like getting services at an IEP meeting or an advocate that you kind of convinced the 
school district, you kind of have to go on faith and realize that you are, and I truly believe, you are providing 
a service that almost nobody else is providing. And, you are respecting them, listening to them, and giving 
them a shot, at least, some sort of [ Indiscernible ], whether they have to take it on their own, whether it is 
just venting, you have to keep reminding yourself of that. Because I remember sometimes, going, I don't 
know what happened. Am I making a difference? Is this really working out? I mean, I came into this field to 
make a difference but I don't know what the heck happened. And you have to develop a mantra that you're 
making a difference, you are helping them out, and that sometimes, you may not see that in a tangible 
fashion. 
 
>> Okay, so the other thing, is to set the expectations of the caller.  And I'm not going to go through every 
point here, because some of what I said earlier, about just telling the person what you're going to do next 
and how the process works and everything, goes toward setting the expectations of the callers. But,  one 
other thing I want to note is, make sure, like if you do an appointment process, or people call up and you 
schedule them for an appointment, make sure that they understand who it is that they need to tell their 
story to. And what I mean by that is, make sure that your straight if -- your administrative staff does not 
engage in conversations about the issue and get all of the information before they have had the intake. 
Because what happens is, I have people who call and do the intake with me and start off the conversation 
with, so you know what is going on, right? And I say, well, no. What I know is, you know, you can, however 
phone number, date of birth and  disability. They got frustrated because they're under the impression that 
the person they spoke with when they called the first time has given you all of the information that they 
gave, and now, maybe you are the person that is going to do something about it. And when they find out 
that is not the case, they can get  frustrated or aggravated and I think it says the intake off on a very bad 
time. And so you know, make sure that they are aware that, you know, they should save their story or that 
the intake on the front and may not be able to do anything, and, so that they understand that it is not 
maybe that they did not care, it is that he or she is not in a position to do more. 
 
>>  Ian, you're playing around with my slides.  
 
>> Sorry. Are you there? 
 
>> Yes, because I think we are to talk about some of the other stuff. Ensure that the caller knows that you 
have  a limited amount of time, just because an eight hour workday does not mean you have eight hours to 
talk with them, you know, there are things that you need to get to, in the course of your conversation with 
him, their situation may not necessarily be resolved there is need to be taken in order to determine 
whether it is something you can resolve, and by you, I mean your agency, and, these do not happen 
overnight. Sometimes things will happen with just a phone call, but you know, more often than not, it is 
going to take a little bit more than that. Going back to the strategies, if necessary, and making sure that you 
acknowledge and emphasize with individual feelings and frustration, that is important. So, the next slide is,  
Ian, did you want to go over that?  



 
>> Okay. A lot of this we have arty talk about as well. But, you want to try to tell them in a nice way, that, 
yes, we want to hear the story, but if it goes back to the Reagan administration, but don't put it on them, 
like, could you please, you know, you don't want to be rough and say, hurry up or whatever, but, you say 
things like you put it on yourself. I think I have heard parts of your story, and I'm extremely sorry that XYZ 
happened to you, however, in order for me to help you, because I need to put information in the system 
and we need to get this started, I need to get to the Fairfax. And then, after you hear them or they try to 
talk to, giving them some room that because of their disability can't just encapsulate very easily. So, of 
course, you give some wiggle room there. But, you make sure that you have the issue, and then you 
transition again, back to that part that you should do before you hang up, which is stated in kind of a 
sequential fashion what you will be able to do. 
 
>>  I think one thing, I don't recall if we have it on here, Ian,  and I have not seen it, yet, if you are not an 
attorney, make that note. That they understand you. You know, telling people, I'm not an attorney, I can't 
tell you if you have a case here, I can't give you any legal advice, but what I can do is I can, you know, get 
the information from you, talk through strategies with you, but ultimately, the decision on whether or not 
this is an issue that we can help with, that falls to an attorney. And so I will help you as much as I can, or do 
as much as I can, but there are limits to what I am able to do for you. And to really make clear that they are 
not talking with an attorney. Because, you know, even when I have made that quite clear, people still think 
that I am the one who is, you know, the great and powerful Oz, and that is just not the case. Go ahead.  
 
>> And even if you have heard a situation like this, and it is the biggest, obvious in your head, civil rights 
violations, and you are about ready to file the ADA paperwork yourself or the Fair Housing Violation, you 
shouldn't even really be telling them, you know, that their rights were violated. You can validate that you 
had a really awful experience, and that may be you have to even be careful with this, but, that, you know, I 
understand why you feel that that was unfair. But you don't want to give them the idea that you have made 
it legal and patient -- interpretation and that they have been discriminated against or, yes, that sounds 
pretty discriminatory to me. I mean, when you start getting into that language, you're kind of setting them 
up. You might be right, but you're setting them up in the sense that they now feel like they have the Golden 
Nugget of information and they have a right to move forward and that just may not be the case. And often 
times, we do meetings individually with people, and in person. And, they can also sometimes be 
challenging. I actually sometimes find them more challenging because in certain ways, this is just me, 
certain balances are harder to set face to face an hour on the phone, and certain boundaries are easier to 
set in person. But, this is just the basic information that no matter what, if the person start getting 
aggressive, start moving forward in their seats, you don't want to put your self in a dangerous situation. I 
personally,  this is the gospel according to Ian,  but I personally would not ever do an in person intake by 
myself, no matter how experienced and seasoned you are, and how many people you have done this with. I 
just don't think that it is wise, just because you really only know a little bit about what you may be dealing 
with. Does that make sense? 
 
>> It does. And I'll be honest, I have done intake by myself. But generally, I mean, there are times, and I'm 
completely comfortable doing this, but there are times when another person coming in by reputation or 
have spoken with them on the phone or any number of things, and I will say, you know, I am not 
comfortable doing this by myself, or I'm not comfortable meeting with this person at all because I have a 
significant concern. Now, for those of you that can see me, a little speck on the screen, I am in our 
conference room, where it is available where we do the in person intake. And one of the things that they 
said to [ Indiscernible name ] is when she leaves individuals in here and directs them, she will direct them to 
the backside of the table where it is closer to the wall. So that I'm able to sit closer to the door. Now, the 
reality of how effective that would be given if the situation were to escalate, I don't know. But, it is at least 
one step that we take to assure that, you know, my access to the door is not blocked. And there is an 



attorney the next-door over that I have often gone to and said I need you to step in for a few minutes 
because this is going into an area that I am not comfortable with. Or, just, I will say I don't think that I 
should meet with them, maybe not because of my own disability, but because of my gender. And I think 
that a male would be more appropriate in this situation. Luckily, the other mail -- the other intake were 
Nader is a male and is also a former military and police -- the other intake coordinator is a male and is also a 
form until -- former military and police officer, which is good, and we switch off because there is this policy, 
I don't want to talk to a man, I want to talk to a woman.  
 
>> Well again, sometimes the abusive callers that you don't have to put up with, they may have a legitimate 
legal issue and you want to get to that, but maybe a different kind of intake worker or a male versus female, 
a deeper voice versus, you know, whatever it is, some people are better at getting the other people 
connections. So, a caller may not be as taunting with another intake person,  and that is not anything 
personal, but, sometimes you want to rotate, just because you may get more constructive information. 
 
>> And if you do have a frequent flyer, so to speak, and you are the person that they have spoken to, 
switching them off to someone else may be good, because you don't become the person that just says no 
regardless. And, they don't think there is an underlying bias there. If you want to switch to the next slide. 
 
>> Just real quickly, you want to give the impression that you care about them, but also, something 
switching it out helps not give the impression that you are their friend. And, there's a lot of people out there 
that are lonely and need friends and want someone to talk to and kind of deal with the role of everyday but 
you can't be that person. So sometimes, switching people off avoids some attachment or potential issues in 
that regard. 
 
>> Seven we talked a little bit about following up on the intake call. People say, if you say you're going to 
get back to them, do so. Try to follow up in writing so that they have something tangible and to refer back 
to. You know, stating, briefly restating the issue that they contacted you about, whether or not you are able 
to assist them and why. If you stated during the call, you know, I will give you information, I will send 
information regarding service or tips on how to request a reasonable accommodation or whatever it may 
be, make sure that you follow up to enclose that. Provide the written materials. Alternatively, if they have 
Internet access, and you want to conserve anyone to send them the link so that they can, you know, do 
their research independently, be sure that you do that. But, whatever you said that you are going to send 
them, do so. And anything that you can proactively do to avoid confusion will cut down on anger 
frustration. So, for example, in our letters we will say, you know, we've talked about this issue or the 
information that you are given, and if it turns out that maybe you misunderstood, either because they did 
not really effectively communicate what it is that they wanted, invite them to call back. You know, so it is 
not just, you know, here is the information we gave you, goodbye. It is, here is the information we gave you, 
is this what you were looking for? By all means, call back, I'm happy to talk with you again. 
 
>> Be honest if you're confused and say, I think this information will be something that will address your 
situation, but if it is not something that you find helpful, call me back. 
 
>> Sometimes we also find out after talking with an attorney that they really have not given us enough 
information to really make an accurate assessment, or to determine what it is that they're looking for. And 
so, we said that. We don't have a designation or we don't know what it is that you really want. And so if you 
want to pursue this and you have, you know, the information to fill in these blanks, maybe don't phrase it 
like that, but you have the information to fill in the blanks, call back, let us know. A way of saying, just 
because you receive this letter does not mean that you can never call again. Okay. 
>> Okay, this is kind of an internal, inside your head or just in general quality assurance that you are talking 
about. This is by no means, you know, an official quality assurance, but, after an intake, you know you did a 



pretty good job a few listens to the person, you have affected the person, really trying to understand the 
person, you have kind of the person and you emphasize with the person. We can only do so much. There is 
so much need out there but there are so few resources and that can make it really complex, difficult and 
painful. Decisions can sometimes get to another level, and you can go through and evaluate this process in 
your head, and say, at least I have done these, and at least the perception that the person left this call 
feeling respected, understood, and empathize with, but maybe what you have contributed to the call. Or to 
the issue. And, that is fantastic. Because as we've said, repeatedly in this webinar, often, the P&A is the only 
place  that will make them feel listened to, respected, understood, guided or empathize with. So we will go 
to the next slide.  
 
>> Oh, we both clicked it. Go back. 
 
>> Go ahead. 
 
>> Okay, I was going to say, it is going to be opened up for questions here. So, the remaining slides, I 
believe, are about how to cope, how to deal with stress. And, the emotions and things that you can do to 
minimize the emotional impact on you, and, you know, [ Indiscernible ] we want to help you find ways to 
reduce the amount of stress that you are under, to the extent that we can. So, getting away from your desk. 
If you're in a cubicle, take a few moments to walk, go for a walk, go outside if you can. If you're in a 
northern climate and it is 30 below, probably not the best thing. But, get some fresh air. Whatever your 
workspace is, step away from it. Talk with a coworker. Are there people that you can confide in, then you 
can talk to, that you can just sort of event to? Make sure that your office is supportive. You know, I think 
even though we may deal with -- I am totally incoherent right now. But, make sure that your office staff is 
supportive and if you are having a difficult time, there is somebody that you can lean on. Intake, just by 
nature is challenging, regardless of the caller. Because as Ian said, we are not getting people calling and 
saying,  I'm having the greatest day of my life and you should hear about it. You know, they are calling you 
because something horrible has happened. And you may be the, you know, ninth, 10th or 20th person in a 
long line of phone calls that they have made and they are calling because something has gone wrong. Or 
been done to them. And just hearing those stories can take an emotional toll. Next one. Go ahead.  
 
>> Also, take breaks. I understand that there are calls in the queue. Or that you are getting a lot of 
voicemails because you are not getting through the calls quickly enough. However, if you keep trying to 
browse through the calls, without taking a break, to connect. The queue or answer all of their voicemails, 
you're not helping your self for the callers after a certain point.  There's going to be a toll on you, you are 
going to, you know, take that stuff home, the caller is big going to realize that you're burned out, and so,  
you know, we have to be good intake people come and provide good customer service, and information-
based services, and be the best appetizers that we can be, but we are not superman or superwoman. So, 
you are not proving anything if you're just plowing through case after case. Be kind to yourself and take 
those risks. And, let's see. Again, you may have different strategies about how to, like, D person alive or not 
get worked up. I understand that this is easier said than done. This is from the US Centers for Disease 
Control, the harmful physical and emotional responses that occur when the requirements of the job do not 
match the capabilities, resources were needed. Job stress can lead to poor health and even injury. That goes 
back to my, if you overwhelm your self, you are not going to have those skills to deal with the job 
requirements because you're just going to be at the end of your rope. And so you know, realize that this 
isn't just about, you know, relaxing your self. This is about being an effective worker. Now, I'm going to 
suggest that we don't go through the rest of the PowerPoint. Word for word. But, that, you know, another 
element that is helping people is to personalize your space. Sometimes it is just easier to, like, oh, I have to 
bring my plans in order I have to hang these pictures, or this is just a job, but make your job something that 
is yours, so that you can at least feel some ownership in comfort in that way, if it is feng shui that you need 
to use for that, then that is great. But, don't be afraid to personalize your space. We are getting to questions 



soon, I promise. Create morning routines, anything that you can do. And listen, I was not the best at this. So, 
it is kind of funny that I'm telling you this. But, you've got to develop some routine, if there is someone in 
particular that you can decompress with, make a Tuesday Thursday coffee break date with them. Make a 
routine of just checking in with your supervisor and just saying, you should have heard what I had to deal 
with. Or, you know, one that is not on this slide, but I think is important, is, listen. We deal with very serious 
issues. We deal with civil rights, we deal with discrimination, we deal with marginalized, you know, 
communities that are being oppressed, you know, a lot of our jobs are not exactly, you know, puppies and 
balloons. Our job has some great -- grit to it, but that doesn't mean that you have to use -- Lus humor. And 
for me personally, humor, or at least keeping the part of the day of little bit lighthearted, is important. I 
find, for me, humor is a good mechanism of venting and just trying to express some of that energy and 
stress. 
 
>> And again, I think we have -- oh, I did talk about that. Isn't that great? So, these are just some other 
ideas, and I think that we can get to the questions now. So, a couple of things. One is, in your web link, if 
you are on the Internet with us, below all of the names of the participants, there is web link 2, it is called, 
and it has captioning and survey. The survey is about how well we have done. Did you learn something from 
us? You know, so, feel free to do that survey. Also, a couple of people have asked me, well this PowerPoint 
be online? The answer is yes. I can't give you an exact timeline but, you know, we try to get things 
transcribed and get the captioning put in place and then we will put it for you P&A folks,  we have a 
TASCNow.org, thank you, Sara, and we will have that in our archive. And then there is the chat room that 
you may feel more comfortable asking it on the phone. So without, I would like to invite the operator back, 
Christine. And see where we can go from there and if there are questions.  
>> We will not be in the question and answer session. If you have a question, please press star then one on 
your touch tone phone. If you wish to be removed from the queue, please press the pound or hash key, 
there will be a delay before the first question is announced. If you're using a speakerphone, you may need 
to pick up the handset first before pressing numbers. Once again, if you have a question, please press star 
then one on your touchtone phone. 
>> [ Pause ] 
 
>> Once again, if you would like to ask a question, please press star then one on your touchtone phone. We 
have a question from David Young, go ahead with your question. 
 
>> We have a question about sarcasm. Is it okay not to answer a question if you know it is being asked 
sarcastically?  
 
>> My first, off the top of my head response, would be to ask them straight up, was that sarcastic or do you 
want to know the answer? Because I want to use our time as wisely as possible. That is my answer. Any 
thoughts, Sara? 
 
>> Yeah. I would caution against just not answering the question, because I think you want to have 
knowledge that sarcastic or not, they have ask you something, and you don't want to just sort of miss them 
offhand or ignore them, so just say, are you being sarcastic? Are you looking for an answer from me? 
Because you know, I will answer it, but if you are just sort of, being sarcastic, then, you know, I want to use 
this time, you know, to the best as possible. 
 
>> Thank you, though. That is an interesting one, because sometimes people present themselves that way. 
Again, there may be other calls in the queue, but I just wanted to recognize that in the chat box we have 
Marcia who has asked, what about putting boundaries on frequent callers? Do you want to start with that 
one, Sara?  
 



>> Well, I'm not quite sure what it is you are specifically asking but I will say that we don't ever tell people 
that they can't call or that they call too much. Thankfully, the people that are frequent callers, we generally 
have a good rapport with them. I mean, there are people that I speak to that it is not a casual conversation, 
but a more relaxed conversation. But with them, it is more about developing self advocacy and guiding 
them on ways that they can resolve situations on their own without, you know, situation A happening and 
the first instinct is to pick up the phone and call DRC  because they see this happened without thinking of 
ways they can resolve it. But, we are very careful not just to not tell people that they can't call.Having said 
that, if they have called before, if they can save the question until 4 PM and then an attorney or a dedicate 
time to be seen with them. But I think in this case we generally try to avoid limiting the number of times 
that people can call. 
 
>> The only thing I would say is sometimes it is clear that they are calling not only because there is an issue 
but they want to tell you honestly that, you know, they had to take their dog to the vet. And they want 
someone to share that fact of life with. And I think it is perfectly fine to say, you know, you can call it but I'm 
not always going to be available for you and if there is a real issue, I'm not always going to be able to return 
your call right away and calling but this is my limit and I may not get back to you right away. So I have a little 
bit of a limit in that where I work in intake, we did set more boundaries with frequent callers and always try 
to draw that distinction. You can call me, and, however that will give a different response than if you call me 
about a housing need. So, we try to distinguish that and tell them why that is that we are not just trying to 
be mean, but that we have to handle those types of calls differently. I see a lot of you are typing into the 
chat box. How is the queue on the phone, Christine? 
 
>> Thank you. If you would like to ask a question, please press star then one on your touchtone phone.  
 
>> Okay, there is -- [ Pause ] okay. So, Ian, did you want to answer  Liz's question?  
 
>> Okay, for those of you that are just on audio, what about if a caller calls the seven or eight times per day 
, they keep repeating the same issue, that is a tough one. I think you need to say probably the third time 
that I understand what your issue is, and I am really sorry that it has happened, but it isn't helping me to 
hear it this many times. I'm really going to try to help you. And you reassure them and say, remember, well, 
you don't want to say like this, but, as we discussed, I'm going to get back to you within 24 to 48 hours with 
the resources that I am able to dig up for you. But, until then, I just cannot take your calls. I think you kind of 
have to remind them of when to expect an answer, and then say, listen, this is the boundary. This is not an 
easy thing to do. Especially when they are clearly just out with Zend and -- they are just out with and and it 
is hard to live with a disability. I think it's hard to set the boundary but you just have to.  
>> From my perspective, when people are calling that many times, again, they're generally not calling you 
directly. They get the secretary first. And so the front and staff is generally the place where the people that 
deal with people who are calling every 20 or 30 min. deal with people who are calling every 20 or 30 min. 
You know, and sort of what we call blowing up the phone. When people call and call and call. And so, for 
me, you know, I will let the secretary know what I have done on my end, and see if they can field it, and if it 
gets too overwhelming for them, you know, they can put people into my voicemail or I will talk to them and 
say, hey, you know, we can talk with this more, we talk this morning and as I said, I need to talk with an 
attorney, unfortunately that person is not here or available right now and there's really nothing further that 
I can do until I am able to talk with the attorney. And sometimes, you know, you just do a variety of things 
that, no matter what you do, it is still not going to be completely preventing a person from calling and 
calling and calling. And you know, if it is that type of a situation, you can sort of ask that they not call you, 
but I think like Ian said,  if it is just their disability, no matter what you say or do, they may just be picking up 
the phone and hitting redial.  
 



>> Okay, just so you know, I started trying to type something in the chat box and then the screen just went 
blank. But, we were done, but I was going to type in my e-mail. Oh, Charles is probably helping right now. 
Okay, good, thank you. Charles is our tech person. Okay, so, oh, how to deal with a caller that wants to 
remain anonymous . This might be our last question live. I will type in my e-mail address, if there are more 
questions, and I'm sure that Sara will get to her e-mail address,  too, if there are more questions. But, can 
you talk about that, Sara? I haven't had a lot of experience with people insisting on anonymity. 
 
>> Yeah, anonymity is a difficult thing because, I mean, we may be able to take the complaint from an 
anonymous person and have a conversation with them, and they can remain anonymous, but depending on 
what the issue is, you know, we can [ Pause ] give them information over the phone, but telling the caller 
that in order for us to take any action, we really need to do so  on behalf of an individual or a name it 
plaintiff, and if they want to rename anonymous, -- remain anonymous, that really limits the action that we 
can take. And so, they can remain anonymous, and we can have a record that we spoke with an anonymous 
female on July 22, but to the extent that we would be able to do anything, it is going to be hampered by 
their desire for anonymity. So you know, also letting them know that they can choose to remain anonymous 
but if they change their mind, they can call back and we can look at whether or not there's something we 
can do. But really letting them know that it is okay that they want to remain anonymous but that is going to 
directly impact what our agency will be able to do, if anything. 
 
>>, -- And, I'll just add because I've had this a couple of times and I'm going to make a generalization here, 
but it usually revolves around mental health. I often just keep emphasizing that confidentiality nature of 
what we provide and that we will not be notifying anybody, also like Sara  said, I talk very explicitly about 
the limitations of our services if they remain anonymous, and say, do you want to call back at this time, 
then give them the opportunity. And on a couple of occasions, it might have taken a couple of phone 
appointments, but by the second call or so, they feel comfortable giving their name. 
 
>> The other thing that I have noticed that, you know, to tell people, you know, it is confidential, nobody 
outside of this agency, the landlord, the caseworker or whoever, is going to know that we have spoken 
unless they expressly give us written consent to talk to the other side. Sometimes what I will do is 
encourage people, if I think it is something we want to take a look at, I tell people, again, is confidential, 
may be they want to talk to the outdoor attorney and discuss what it would look like if they move forward 
with the complaint and if they decide after that conversation that they want to remain anonymous, they 
can pull the plug, that is fine. But trying to also encourage people to make an informed choice before not 
pursuing something, and I think that this is something that an attorney, if they really want to talk with you 
about, before they decide to stay anonymous and, you know, not pursue something in your name, maybe 
want to talk to someone else about this and see. And sometimes the concerns our retaliation from the 
landlord. And our state law does address retaliation in housing cases and I will tell them, you know, the 
attorney is really the one that can talk with you about what the remedies would be. And so, it is really a 
matter about understanding where they are coming from and making sure that, you know, they make 
informed decisions about how they want to proceed or don't proceed. 
 
>> I think sometimes they just don't know what that is going to mean. So, I really want to thank you for 
joining us. If there were people that were on the phone, Christine, that we did not get to, I apologize to 
them. But, I hope that you can see our e-mail. You can also find a way to get a hold of us, or get ahold of me 
at least at NDRN.org, and then, that will give you a way to reach me by phone and we can talk more.Thank 
you, Sara, for presenting with me again, and thank you to all of you in webinar land in regard to close up 
shop, here. 
 
>> Thank you, Ian. 
>> Thank you, take care.  



>> Thank you ladies and gentlemen. This concludes today's conference. Thank you for participating. You 
may now disconnect.  
>> [ Event concluded ] 


