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“FAMILY ASSISTANCE CENTER” VIDEO


DESIRED LEARNING OBJECTIVES











PURPOSE:	To provide an overview of the Family Assistance Center (FAC) and to communicate its 						importance and provide a visual experience of how a working FAC operates. The video 						should be shown with the Operation R.E.A.D.Y. FAC Training Module or it can be shown 					alone during a session on how to organize and operate an effective and efficient Family 						Assistance Center.





AUDIENCE:	The primary audience for this video program is uniformed and civilian personnel, both paid 					staff and volunteer family members, who can be expected to set up and run a FAC in the 						event of a deployment, as directed by the commander. Other groups who may have an 						interest in this video are commanders and staff members of military units affected by 						deployment, individual soldiers and their families, and military and civilian service 							organizations who provide similar services to military families.





				It is expected that the primary audience will have a working knowledge of the Total Army 					Family Program, as well as the major roles played by the participants that comprise the FAC. 				They will possess general knowledge of the Army mobilization or deployment process, the 					challenges each presents to the Army family, and how those challenges are mitigated by a 					combination of Army and community support systems.





				The audience will come to the training session with a mixture of attitudes toward the concept 				of a Family Assistance Center. Members with prior experience of working FACs are likely to 				have a positive attitude that will be reinforced by the video. However, there will be audience 					members without previous positive experience who may be skeptical about the benefits and 					importance of FACs to family members and the Army. It is this audience the video is 						intended to convince in order to create an optimum environment for the remainder of the 						training.





THEME:		The Family Assistance Center is a way to centralize family assistance services that has been 					proven effective and beneficial by the Army National Guard and Army Reserve during 						Operation Desert Shield/Storm.


�
COGNITIVE OBJECTIVES:	After viewing this video, the audience will know . . .





				(	what a Family Assistance Center is and how it differs from ACS and other normal duty 						family assistance operations.





				(	that some 600 FACs were activated during Operation Desert Shield/Storm with positive 						results.





				(	the desirability of translating those positive results into an Army-wide experience.





				(	how FACs interact with Family Support Groups, Rear Detachments, and other military 						and civilian community service and support agencies to provide an effective family 							support system.





				(	the basic services a FAC provides.





				(	the benefits of FACs to families, soldiers, command, installations and the Army.








AFFECTIVE OBJECTIVES:	After viewing this video, the audience will feel . . .





				(	impressed with the success enjoyed by FACs activated by the Army National Guard and 						Army Reserve during Operation Desert Shield/Storm.





				(	convinced of the benefits FACs provide to families, soldiers, command, installations and 					the Army.








LENGTH:	17 minutes





�
EVALUATION SHEET





"Family Assistance Center" Video





Now that you have finished viewing the video program, "Family Assistance Center," please take a few minutes to give us your feedback. If you need more space, you may write on the back of this sheet.





1.	Overall, this video program was: CHECK ONE





		 Very Useful 


		 Somewhat Useful


		 Not Very Helpful


		 Not At All Helpful





	Comments:








2.	Please check any of the following topics that you learned something about during this video program. 	CHECK ALL THAT APPLY.





		 What a Family Assistance Center is


		 The basic services a FAC provides 


		 The benefits of a FAC 


		 How FACs interact with FSGs, RDCs and other military and civilian agencies 


		 How a FAC differs from ACS





	Comments:








3.	How realistic was the video? CHECK ONE





		 Very Realistic 


		 Somewhat Realistic


		 Not At All Realistic





	Comments:








4.	Overall, what did you think of the video?








5.	What suggestions do you have for improving this session?








6.	Any other comments?








Thank you. Please leave the completed form in the place designated by the group leader.


�
"THE FAMILY ASSISTANCE CENTER"


VIDEO SCRIPT











The video opens in a large empty National Guard Armory, deserted and devoid of furniture. We hear footsteps off-camera growing louder. Captain Quick, the acting State Family Program Coordinator and member of the Postmobilization Staff of the State Area Command (STARC), enters the frame.








CAPTAIN QUICK: See this room? Today it's just a large, empty space. But in a few days, it'll look considerably smaller. That's because it'll be crowded with desks, file cabinets, telephones... and people. Lots of people. Some of them will come here for help. Others will be here to provide it.





You see, in a few days, our National Guard unit will participate in a major DOD exercise. And this space will become...





A Family Assistance Center.








We fade to black and come up on the same Armory transformed into a very busy area, divided into cubicles with telephones, file cabinets, and people.








CAPTAIN QUICK: What is a Family Assistance Center, or "FAC?" Well, the name says it all. It is a central point for providing services to family members during a mobilization or deployment, or whenever the commander orders.





The key word here is "central". For those of us in one of the Reserve Components, family support is provided through the National Guard State Family Program and the Army Reserve Major Command Offices. But if you're on active duty, or when your unit is mobilized, the Army provides a full range of services to families through Army Community Service, the JAG, the Chaplain, and the Finance Office, to name a few. What is different about a Family Assistance Center is that all of these services are brought together under one roof. This makes it easier for families to get the assistance they need at the time they are likely to need it the most. And it makes it easier for us to provide those services.





Now, the Family Assistance Center is not a new concept. It's been a part of Army mobilization planning for over ten years. But it really wasn't tested until the Persian Gulf crisis. Operation Desert Shield and Desert Storm saw the activation of over six hundred Active and Reserve Component FACs, most of them by the National Guard. The results were very impressive.





These FACs provided services to millions of military family members who could get information or assistance by calling an "800" number-- often 24-hours-a-day--or by visiting in person. The FACs issued hundreds of ID cards, helped tens of thousands of family members resolve legal and financial problems, and referred thousands of additional cases to outside agencies. They became a focal point for information for family members. And they helped hundreds of Family Support Groups to accomplish their mission.





When it came time to review the results, family and staff members alike rated the concept and performance of the Family Assistance Centers as overwhelmingly positive.





In a way, that's why we're here today. My commander General Castle, was so impressed with the results from the Desert Storm experience that he decided to activate this FAC during our unit's training exercise. Now FACs aren't usually activated during something as routine as a training exercise, although they can be. Commanders are more likely to activate a FAC when there is a large mobilization(for instance, when there's a war or other national, state, or local emergency, like an earthquake or hurricane(whenever it appears that there will be a need for centralized services.





Here at the one-twenty-third, General Castle wanted to test our family assistance and support system before an emergency arose, so here we are, up and running!





Structurally, the Family Assistance Center is one of three components making up the family support system. The Rear Detachments, if available, and Family Support Groups are the other two, and they work together to disseminate official and social information, and to solve problems.





Of course, there are other groups and agencies who also provide family support, both within and outside the military: ACS for the active Army; the Red Cross; the Veteran's Administration; and local civic organizations, for example. It is the Family Assistance Center that provides a link between the family support system and the other support organizations. It is a focal point for everyone who provides support and for those who need it.





I'd like to take you on a tour of our Family Assistance Center. But first, you need to know that not all FACs operate exactly the same way, in the same type of space or with exactly the same staff members. To be successful, a FAC must be tailored to the facility and families it serves, and use the space and resources available to it. There's no "One FAC Fits All" formula, only a staffing model published by the Department of the Army. With that in mind, let me show you what we're doing.





One of the first concerns for military family members is making sure that an dependents have ID cards and are enrolled in DEERS. These two items provide access to all the other services.





In the active component, all family members should already be enrolled in DEERS, and everyone over the age of 10 should already have their ID cards. But the National Guard and Reserves are another matter.





Reserve component family members should already have these limited privilege pink ID cards. The pink ID card, along with a copy of the activation orders when the unit is mobilized, authorize our family members access to all dependent entitlements and benefits.





If our soldiers go on extended active duty, we will issue family members the new, full privilege, brown ID cards. And while they should already be pre-enrolled in DEERS, many may not be. Either way, their enrollment will need to be activated to ensure families receive the benefits they will be entitled to.





So this office gets plenty of traffic. It's our "one stop center" for ID cards and DEERS enrollment.





Many of our family members don't live near an installation, so military medical services may not be readily available to them when their unit is activated. In that case, they will qualify for and probably use CHAMPUS. Here we have a separate section to give them information about CHAMPUS, help them fill out the forms, explain the coverage, and sort through any CHAMPUS-related problems they may have.


STAFF MEMBER: ...so after you fill out the rest of this form, bring it back to me and I'll take care of the rest.





CAPTAIN QUICK: ID cards... DEERS... CHAMPUS. So far, most of the support we've seen FAC personnel provide has been pretty routine. But a lot of what our dedicated staff provides is anything but routine...





Like some of the situations our financial advisors handle on a daily basis. For instance, here's one young mother who doesn't have the money to buy baby formula. When her husband left, they had a substantial loss of income. It didn't take long for his wife to run out of money. But we'll find a way to help her out. We also track down problems with pay, misdirected LES's, allotments... we can even help a family work out a new budget.





Our legal office is no stranger to sticky problems either. Right now this staff member is trying to solve a problem between a PFC's wife and their landlord. He raised the rent last month, the soldier disputed it, and then got sent on the training exercise. Now the landlord is threatening to evict the family.





That's pretty typical of the kinds of legal problems that get referred to this office... although we do handle routine business here as well, like wills and powers-of-attorney, the same kinds of services a family member would get at the JAG.





Then there are the problems that are beyond the scope of our services. They take the skills and expertise of other professionals or agencies to solve, especially those problems of a personal nature. Our referral office usually handles those cases. Here, we can dig to find out exactly what the problem is, and make referrals to the appropriate people(like the Chaplain, the American Red Cross, Family Advocacy, Inspector General, the Provost Marshal, or Alcohol and Drug Referral. There are numerous agencies to which we can refer family members.





This staff member is working on a possible child abuse case. It seems a young sergeant has been taking care of his little brother the last few months. But, the sergeant is gone and it looks like the child has been left to fend for himself. Plus, he has some pretty suspicious bruises. We'll report it to the appropriate authorities and make the proper referrals.





Of course, not all problems fall neatly and cleanly into “financial”, "legal", or "referral" categories that we can solve on the spot. Many take the joint efforts of staff members from several agencies within the FAC and the rest of the family support system. That's why it really helps to be centralized.





It's easy to see how centralization is more convenient for families -- they don't have to run from building to building to get the help they need. But it's also far more efficient for us! Since we're all in one place, staff from the various areas can easily consult with each other whenever it's necessary. That makes for smoother, more streamlined team work. We can solve more problems, more quickly and more easily with significantly less stress than when our offices are in different locations.





There's one other thing a FAC provides that is critical to Family Support: information. Information is so important to the family members who have been left behind(official information about the troops... information about social activities... homecoming plans... the Family Assistance Center is a focal point for information. This is a place anyone can come with a question and know they will get the most accurate answer available. That makes people less likely to believe and perpetuate the rumor mill, and eliminates many of the problems associated with rumors. The FAC is a source of information everyone can trust.


So, do Family Assistance Centers work? The experiences of the six hundred FACs activated by the Army National Guard and Reserves during the Gulf War indicate they work very well indeed.





So now that you've seen our FAC, it's time to think about how you will organize a Family Assistance Center when the time comes to activate one. I wish I could give you a formula for how to set up a FAC. Each FAC is as different as the units it serves and the people who serve in it.





So instead, I'm going to give you a few guidelines, and plenty of things to think about, so that you can establish your own local command procedures. But first, let's review the reasons for operating a FAC. There are five main reasons: First, it's a focal point for all participants in the Army family assistance and support system. Second, it's a crisis referral service to relevant social and community services. Third, it provides legal assistance. Fourth, it's an official information conduit. Fifth, problem solving.





All FACs have another thing in common(the five essential services they must provide: ID cards and DEERS enrollments, assistance with CHAMPUS, financial service, legal service, and information and referral. A FAC may provide other services as well, depending upon the situation.





You've already seen how we organized to provide those services. But what you didn't see is how we got to here...








a view of a fully functioning FAC








... from here.








a repeat of the opening scene of the empty armory.








The first thing we had to think about was site selection. We had several sites available to us, but none of them was perfect. One had plenty of office space, but was hard to get to. Another was conveniently located, but too small. We had to balance our space requirements with other considerations(like easy access for families, parking, and rest room facilities. It turned out that this armory satisfied most of the requirements we identified for our situation.





Then we had to create offices within the space. We needed a reception area, the cubicles for ID cards and DEERS, CHAMPUS, legal and financial services... a private area for information and referral... and a bulletin board for communications.





Next: Office equipment. Desks, filing cabinets, typewriters, computer equipment, copy machine, ID card camera and laminator(the FAC equipment supply list in the Operation R.E.A.D.Y. training module is a head start on what you may need.





Then communication: how many telephones? How many lines? We had to estimate what our work load would be and plan for it. We arranged for an 800 number because many of the families we serve live in a wide area, and we can better handle problems from all over the state. We also added an answering machine, a modem for our computer, and a fax machine.





Then the FAC was ready for staffing: representatives from JAG, Finance, Health Services Advisor, and other agencies that provide these services during normal operations, plus a few extras like the Public Affairs Officer, Chaplain, Inspector General -- the list will vary from FAC to FAC. If you don't have all these people available at your unit or installation, you'll need to find them elsewhere -- from a nearby active duty installation or the civilian community. It's important to set this up in advance through letters of memorandum or agreements.





Finally, we supplemented the staff with a heavy dose of dedicated volunteers... opened our doors to family members looking for help... and presto! One Family Assistance Center. Since our unit is on a training exercise, we're open during normal operating hours and we have someone on call for emergencies.





That's a good look at how our FAC is operating during this training exercise. But a lot of this might be different if this were a large scale emergency, like a war or natural disaster. Then, we would increase our staff to step up operations and be open longer hours, perhaps even twenty-four hours a day. We'd also increase the number of outside agencies that are represented in the FAC, and add people to work with Casualty Assistance Officers.





In times of emergency, the FACs role as an information conduit is especially important: we would probably set up a rumor control office and work with the Public Affairs Office to provide briefings.





So you see, flexibility is an important trait for a successful FAC.





Increased activity brings another concern: how to keep staff and volunteers from burning out. That's a problem you have anytime you work with dedicated people.





There are four things that will help in this area: first, make sure staff members are providing only the help that's legal and proper. It's easy for someone who cares to overstep the boundaries of their position, or even duplicate the service provided by a professional agency. Keeping staff on track will help manage their work load.





Second, be alert for signs of stress like irritability, nervousness, or substance abuse. Be prepared to remove someone from family member contact if they show signs of extreme stress.





Third, take pro-active steps against stress by planning sessions, breaks and meetings to minimize the stress on staff members.





And, fourth, continue to encourage all staff members to take care of themselves as well as they take care of the clients. Good stress management includes getting plenty of rest and exercise, and maintaining a balanced diet.





Eventually, the day will come when you hear confirmation that the troops are coming home. The FAC will play an important role in planning homecoming activities, coordinating with Public Affairs, and handling family matters that are associated with reunions.





And when you finally close the doors to your FAC, you still have one more job to do. Throughout the FAC's weeks or months of service, you will have kept records of calls and client visits. Perhaps you’ll even have made reports to command throughout the FAC's operations. Now is the time to wrap it all up in a final report or briefing on "lessons learned." How effective was your FAC? How many people did it serve? What were its strong points? Where were the trouble spots? What would have made your FAC even more effective?





The answers to these questions will help you and your successors make the next FAC an even bigger success in helping families. Good luck.
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