First Response to Callers – regarding JAAL enquiries
	Remember to …………….WELCOME the caller………………….Thank them for their inquiry……. Acknowledge their inquiry or need as important……….REFER to appropriate person or agency….. ask if we can get the appropriate person to contact them OR if they would like a number to make the call themselves…. Then make sure you DO IT as soon as possible ( within 24 hours is best) 

Please avoid counselling or judging the caller. It’s all about being WELCOMING!!!!!!!


	Area of Inquiry
	Possible questions / inquiries
	Suggested responses

	
	
	

	Initial call is received
	PHONE rings… bring…bring….!! Hi… I saw your add on TV and I’d like to know:
	Good Morning/ afternoon/ evening, thank you for calling.

This is …. name (OR ….you’re speaking to …name)  How can I help?

	Parish 
	What are the mass times, address etc
	The church is located at….address… then give directions and landmarks they may recognize. Check they understand you…e.g It’s on The Entrance Rd just opposite the Mitre Ten hardware store. Do you know it?

	General
	
	

	General

Care -group, hospitality

Transport
	Is there anyone who lives near me I could travel to the parish with?
	What a great idea!

I could check that if you like. Where do you live?.... (there is or isn’t someone located close by)

There a few alternatives I could suggest….

1) we have a welcome group and if you would like it someone could arrange to come and visit you and talk over you’re needs. 

2) We also have a parish bus which collects people ?????

3) If you’re happy to leave you number I can ask ….......??to phone you ?

Or would you like

	Hospitality;

Care group
	I have not been to church for many years as my husband/wife was not a catholic. I don’t know anyone who goes to church
	That’s ok.  We are very friendly here and have a welcome group to meet you and help you feel at home….. Would you like someone to call you or would you like a number to call yourself. We also have a ……group….

Gently enquire to their interests, health etc?

	RCIA

Parish priest


	I     I would like to become a catholic.
	That’s wonderful. The person who can help you is……………..They help with the RCIA which means…..(briefly explain) Can I give them your contact details so they get call you?   Or would you like to call them?............... Here is their name and number…….

	 Pastoral Associate / coordinator
	P    I am divorced and really miss going to Communion
	Thanks for calling … I’m really happy to talk to you. I don’t know enough about this area but ……. Does. Would you like to hear from them? Can I pass on your details? Is there anything else I can help you with?

	Meditaion group

CCD Regional training courses
	I want to know what you teach about Jesus.

	What a great question! Actually that’s a very big area. I suppose we teach about Jesus as a loving son and brother…. And at different levels depending on a person’s age, interest and what they already know. Here at …… parish we have chat groups; Bible groups; etc… would you like to hear more? Can I pass your details on or would you like to make contact with….. yourself? Great talking to you… good luck!

	Pastoral Associate

(Reconnect program)
	My father hasn’t been to church for 30 years and I know he would like to take the bread. Is this possible?
	NOTE :Rather than give a prescriptive script for ALL scenarios those above give you a good idea of how to respond

	Sacramental coordinator
	When is your next Confirmation (Sacramental) program?
	

	Baptisms coordinator
	I would like to Baptise my child but my partner is not catholic
	

	Parish / local catholic school
	I’m looking for a catholic schools but cannot afford the fees
	

	Local catholic school
	I‘m looking for a school where there’s no bullying but we are not Catholics
	

	Home visitation ministry (Focus group)
	I have a friend who is catholic but can’t leave their home. What can you do for them?
	

	Parish Priest

Centacare (partners for Life Program)
	I would like to marry a non catholic 
	

	Sacramental / Marriage team; Reconnect program

Pastoral associate
	I would like to get married in church but have not attended since I was a child
	

	Seniors / social group 
	Are there any groups of over 60’s that I may become part of now that I’m a widow?
	

	Vinnies
	My husband has been made redundant and we cannot afford to pay our electricity/food bills.  Can the Church assist?
	

	Parish care group;,

Centacare
	I’m 73 yrs, recently broke my arm, alone and am required to attend two physio sessions a week?  Can the parish help?
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