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STAFF COUNCIL FALL PROJECT
[image: image6.wmf]Staff Council is collecting snack items for the Townsend Center After School Program.  Each day after school, snacks are provided to approximately 50 children.  With a limited budget and so many children to feed, the Townsend Center truly needs our support.  Your donation of snack items will assist us in supporting this very worthwhile program.  Donation boxes are available throughout campus…just see any Staff Council member.   Items will be collected through November 18th, with donated snacks being delivered to the Townsend Center every two weeks.  Working together we can bring lots of smiles to lots of little faces!

COOKIE EXCHANGE
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Dust off the ole’ cookbooks, pull out your favorite cookie recipes, stock up on flour and sugar, and make plans to join us at the Staff Council Annual Cookie Exchange on Friday, December 2nd.   What a great way to sample a variety of holiday treats without spending a lifetime in the kitchen!  Don’t miss out on the fun…plan now to attend and bring your favorite holiday treat! 
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HOLIDAY LUNCH/GIFT EXCHANGE

Plans are being made for the Staff Council annual Holiday Lunch and Gift Exchange (aka Swap – Steal).  The event will be scheduled for mid-December.  Watch your email and the next issue of The Staff Scoop for more information.  Don’t miss out on the fun!
BE PREPARED…

When someone’s injured at work, you don’t want to waste time searching for bandages or pain relievers.  Keep a first aid kit accessible and well stocked with the supplies you’ll need in the event of an accident.  Time is of the essence, so include these items:

· Adhesive bandages of assorted sizes

· Sterile gauze pads

· Adhesive cloth tape

· Antibiotic ointment

· Antiseptic wipes

· OTC pain relievers

· Eyewash

· Cold compress

· Blanket

· Scissors

· Tweezers

· Thermometer

· Disposable gloves

· First aid instruction booklet
DON’T FORGET TO ‘FALL BACK’

Daylight Savings Time ends on Sunday, November 6th.  So, before you go to bed on Saturday, remember to turn your clocks back an hour!

Pretend you’re a real estate agent, showing a 5 million dollar home to a nationally known sports star.  This sports star and his beautiful actress wife really like the house.  If the sale is made…the commission will allow you to buy a new luxury car and pay off a lot of bills.


As the sale is about to be closed, the athlete’s cell phone rings and his smile turns to a frown.  He has just been traded and will be leaving town.  He relays the message to his wife who breaks down and cries.  Question:  how old is the real estate person?


Give up?  It’s not a trick.  You might want to re-read the scenario.  It says pretend YOU are a real estate sales person – so how old are you?


Okay, it was a trick.  But no more trickier than listening to people whether you’re on the phone or in person.  Listening is an art – not a science.  And while we usually can ‘hear’ people, are we really ‘listening’ to them?


You might think listening is easy.  After all, doesn’t everybody listen?  Listening isn’t the same as hearing.  Think about a commercial for a product you have no interest in; it’s easy to tune that information out, isn’t it?


Hearing is one thing, but listening and mentally absorbing the thoughts is another thing.  That’s why we say listening is an art – not a science.  While it’s easy to ‘hear’ what people say, great service begins with great listening skills.  Here are 6 steps to becoming a better listener.  And if you think you’re already a pretty good listener…pass this along to someone who could also benefit from improved listening skills.

TIP #1 – DECIDE TO BE A BETTER LISTENER

In school, you’re taught to read, write, do math, and dozens of other topics.  I don’t know about you, but in all my schooling, I don’t ever recall having a course on listening.  And yet, as we all know, listening is an important, some would say even a crucial skill.  The first step is all about you – your personal commitment to being a better listener.  You need to decide to be a better listener.  So make that decision now.  You’re going to be a better listener and you’re going to work at it.  
TIP #2 – BE WELCOMING

Be obviously friendly.  By being obviously friendly and welcoming, it immediately sets the state to let the person know that you’re interested and actively listening. 

TIP #3 – CONCENTRATE

Your mind processes information much faster than the normal rate of speech and because of that ability, your mind half-listens and does other things, too.  Your brain tends to solve other problems, to think about what you’re going to say next, other calls you need to make, lunch plans or a host of other activities.  The mind needs to be disciplined to pay full attention to the person and to listen closely.  Even when you try to listen closely, little things can distract you, like a regional accent, or someone who speaks too rapidly, or when the person’s discussing a topic you don’t find interesting.  It’s easy to be distracted by things happening around you.  But don’t let that happen.  Concentrate.

TIP #4 – KEEP AN OPEN MIND

We’d go a long way toward curing the problem of poor listening habits by not interrupting people.  By carefully listening and letting the person finish their conversation, you hear them out completely.  AVOID JUMPING TO CONCLUSIONS.  That’s an important step in the direction of keeping an open mind and solving the real problem.  This is a good time to talk about a “fact” and “assumption.”  A statement of fact is normally made after an observation.  An assumption can be made any time – before, during or after an observation (or with no observation at all.)  We want to operate as closely as we can with facts rather than assumptions.  And a good listener tries to stay objective and not be judgmental.  Try not to let personal impressions modify what you hear.  Keep an open mind.

TIP #5 – GIVE FEEDBACK THAT YOU’RE LISTENING

Often, when the person on the other end of the line doesn’t give you feedback, you think you’ve been disconnected.  Remember, with the phone there are no visual signals.  Too much silence on the phone, or even in person, gives the impression you’re not listening.  Even when you’re thinking, or looking for something, you need to send feedback – a variety of short replies acknowledging the customer.  Give them a spoken signal that you’re receiving the message.  Phrases like “bear with me while I look that up” or “Let’s see what the notes say…” are examples.  And notice too, I said a variety of replies…not one word like okay, okay, okay, okay, okay, okay.

TIP #6 – TAKE NOTES WHILE YOU LISTEN AND REVIEW NOTES WITH THE PERSON
I know this is basic, but it’s so important.  There needs to be paper and a pen or pencil by every phone.  Write down key words as people talk – the person’s name, what they need, any follow-up items.  Please don’t take a chance on forgetting when it’s so easy to write things down.  Make up your own abbreviation system as a memory jogger.  And if the person gives you lots of extra information, eliminate the unnecessary bits that can be safely discarded.  Whether you’re taking a telephone message or helping someone, repeat and paraphrase the message back to the person to be sure you’ve got it correct.  It lets the person know you’ve really listened.  Mistakes happen.  We’re only human.  However, many mistakes are avoidable.  And it’s such a simple thing to do.
(Adapted with permission from ‘The Friendly Voice,’ Telephone Doctor)
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Next Meeting:  November 4th at 10:00am (Community Room)


Editor:  Judy Ford
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NOVEMBER BIRTHDAYS


  2	Joni Thornburg


  9	Donald Delay


10	Kelley Brown


11	Maggie Alderson


14	Pam Marcum


20	Margie Santner











A THANKSGIVING TALE


A man ran into the butcher shop just before closing on the day before Thanksgiving.  “You’ve got to help me,” he said.  “I told my wife I’d bring home a turkey for tomorrow’s dinner, and I forgot!  Do you have any turkeys left?”


“Well, I’ll see,” the butcher said, and he went into the walk-in fridge.  


He found only one thin, scrawny turkey, and he brought it for the 


customer to look over.


The man shook his head.  “Are you sure you haven’t got anything else?”


Hiding his irritation, the butcher headed back to the walk-in fridge, taking the turkey with him.  There were no others, so after a few minutes he brought the original turkey out again.  “Took me a while, but I found this one.”


The customer sighed.  “All right.  I’ll take ‘em both.”








