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Slide notes

Welcome to the Fiduciary Contact Center Phone Procedures course. The purpose of this training is to help Legal Administration Specialists prepare for their duties by providing guidelines for various crisis interactions with callers. The course covers guidelines for Suicidal Individuals, Suicidal Crisis Healthcare, and Threats to Employees or VA Facilities. The training aims to equip you with the necessary skills to deal with crisis interactions as a Legal Administration Specialist.

Slide 2 - FCC Crisis Interactions 

[image: image2.jpg]FCC Crisis Interactions

Objectives

*Recall procedures to recognize a Suicidal Individual
eldentify Suicidal Crisis Healthcare Benefit Information
eldentify Suicidal Crisis Healthcare Eligibility Information

«State the actions to take for a Threat to Employees or VA
Facilities
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Slide notes

Instructor Notes:

Review the objectives of the lesson.
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References
*FCC Phone Procedures Topic 5
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Slide notes

Instructor Notes:

Review the reference for this lesson.
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Suicidal Individual

Listed below are some phrases that could indicate crisis and require
that the LAS ask probing questions to determine if additional action
is necessary:

I don't want to live anymore.

*My family would be better off if | was no longer here.
1 am in too much pain to deal with this anymore.

*l don't want to go on.

| am giving away everything | own since | won't need it
anymore.

*There is no way to solve this problem, | don't have any options.-
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Slide notes

Instructor Notes

LAS must recognize the signs of a crisis.  An individual may not specifically state they are going to commit suicide.  The LAS must be able to analyze and pick up on clues that could indicate the individual is in danger of harming themself or others.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual

1 Evaluate the crisis. Use the NCC Columbia
Protocol found in the attachments of the
Interactions with Suicidal Individuals page,
to determine the individuals risk level.
Ask the individual, "Are you thinking of
suicide?" or "Are you having suicidal
thoughts?"

*Transfers should not occur for high-risk
callers.

*Callers that are at high risk should not be
placed on hold.
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Slide notes

Instructor Notes

Follow the steps in this table, when conducting telephone or virtual interactions with individuals in crisis.  This is step 1.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
Y

Notify your internal support network.
Get assistance via IM from a senior
LAS, assistant coach, or coach.

®
S

Pension and Fiduciary Service




Slide notes

Instructor Notes

This is step 2, when conducting telephone or virtual interactions with individuals in crisis. 

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual

Obtain the individual's location and information,
as needed:

*Individual's name

*Present location

*Telephone number or the number from which
the caller is dialing

*Alternate phone numbers (if different from the
caller's present location), if available, and

eLast four digits of SSN.
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Slide notes

Instructor Notes

This is the third step when conducting telephone or virtual interactions with individuals in crisis. 

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
E "

4 low risk and the caller is safe:
«Offer to transfer the caller to the Veteran's
Crisis Line.
*Provide the caller with the VCL telephone
number:
* 1-800-273-8255, Press 1 or 988, Press
1.
* Attempt to transfer the call to the VCL
using the warm transfer number: 833-
825-2273.

Pension and Fiduciary Service

®
S




Slide notes

Instructor Notes

This is the fourth step when conducting telephone or virtual interactions with individuals in crisis. Offer crisis resources. For callers, determine if the caller is safe before attempting to transfer to the Veterans Crisis Line (VCL).

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
E "

"This is (LAS's name) with the VBA
Fiduciary Contact Center in (your
location). | have (name of caller) in
(their location) on the line. Their call
back number is XXX-XXX-XXXX. The
last four digits of their SSN are XXXX."
(The LAS should speak clearly).
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Slide notes

Instructor Notes

When transferring the call, use the following script on this slide.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
E "

4 If the caller is unwilling to be
transferred or you feel it is unsafe to
place the caller on hold, or the caller
is high risk, then
Do as the caller wants
*Remain on the telephone, and
*Do NOT transfer or place the caller
on hold.
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Slide notes

Instructor Notes

This slide is an example of when the caller is high risk or if the caller is unsafe:  The supervisor should silently monitor the call and seek second-party assistance through local emergency services, if necessary.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
[ step |  Acton |

4 If the caller is unwilling to be
transferred or you feel it is unsafe to
place the caller on hold, or the caller
is high risk, then
Do as the caller wants
*Remain on the telephone, and
*Do NOT transfer or place the caller
on hold.
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Slide notes

Instructor Notes

This slide is an example of when the caller is high risk or if the caller is unsafe:  The supervisor should silently monitor the call and seek second-party assistance through local emergency services, if necessary.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Is anyone else there with them?

* Are they currently receiving medical
treatment?

* What is the name(s) and phone
numbers of family, friends or a
significant other?

5
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Slide notes

Instructor Notes

This is the fifth step when conducting telephone or virtual interactions with individuals in crisis is to verify the individual’s status.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
E "

6 ° Support the caller during the crisis.
* Continue with the interaction until
the crisis is managed, under
control, and the interaction can be
safely terminated.
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Slide notes

Instructor Notes

This is the sixth step when conducting telephone or virtual interactions with individuals in crisis. 

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.a.
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Suicidal Individual
[ step | Action |

Document the interaction using VA
Form 27-0820 and forward the form
to the appropriate station of
jurisdiction.
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Slide notes

Instructor Notes

This is the last step when conducting telephone or virtual interactions with individuals in crisis.  

Reference:  For more information suicide prevention, see the Suicide Prevention Program Interactive PDF for VBA Staff found in the attachments of the  

   Interactions with Suicidal Individuals (va.gov)  page.  Fiduciary Contact Center (FCC) Phone Procedures 5.a.

Slide 15 - FCC Crisis Interactions 

[image: image15.jpg]‘ FCC Crisis Interactions

Suicidal Crisis Healthcare

Veterans in acute suicidal crisis can go to any VA or non-VA
health care facility for emergency health care at no cost -
including inpatient or crisis residential care for up to 30 days
and outpatient care for up to 90 days.

®
S
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Slide notes

Instructor Notes

Veterans do not need to be enrolled in the VA system to use this benefit.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

Provide that, under this policy, VA will
*Provide, pay for, or reimburse for treatment
Information of eligible individuals' emergency suicide care,
transportation costs, and follow-up care at a
VA or non-VA facility for up to 30 days of
inpatient care and 90 days of outpatient care
*Make appropriate referrals for care following
the period of emergency suicide care

Request Benefit
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Slide notes

Instructor Notes

This slide goes over the required LAS actions for an individual in crisis when they request benefit information.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

Provide that, under this policy, VA will
*Determine eligibility for other VA
Benefit services and benefits, and

*Refer eligible individuals for
appropriate VA programs and benefits
(Cont.) following the period of emergency

suicide care. ")
(0

Request

Information
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Slide notes

Instructor Notes

This slide goes over the other required LAS actions for an individual in crisis when they request benefits information

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

Provide those eligible individuals with the

Request - N

below information, regardless of VA
Eligibility enrollment status, which include the
Information following:

*Veterans who were discharged or released
from active duty after more than twenty-four
(24) months of active service under conditions
other than dishonorable.
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Slide notes

Instructor Notes

This slide goes over the required LAS actions for an individual in crisis when they request eligibility information regardless of VA enrollment status.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

Request Eligibility .Provide t.hose eligible individuals with the below
information, regardless of VA enrollment status,

Information which include the following:

(Cont.) *Former members of the armed forces, including
reserve service members, who served more than
100 days under a combat exclusion or in support
of a contingency operation either directly or by
operating an unmanned aerial vehicle from
another location who were discharged under
conditions other than dishonorable.
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Slide notes

Instructor Notes

This slide goes over the additional required LAS action for an individual in crisis when they request eligibility information regardless of VA enrollment status.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

Provide those eligible individuals with the below
information, regardless of VA enrollment status,
Information which include the following:

(Cont.) *Former members of the armed forces who were
the victim of a physical assault of a sexual
nature, a battery of a sexual nature, or sexual
harassment while serving in the armed forces.

Request Eligibility
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Slide notes

Instructor Notes

This slide goes over the additional required LAS action for an individual in crisis when they request eligibility information regardless of VA enrollment status.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

« Offer the telephone number and
warm transfer to the Community Care
Questions the Call Center at 877-881-7618.

Have

LAS cannot

Answer
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Slide notes

Instructor Notes

This slide goes over the additional required LAS action for an individual in crisis when the caller has questions that the LAS cannot answer.

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Suicidal Crisis Healthcare

* Follow procedures in FCC Phone
Procedures, 5.a.

Are in crisis
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Slide notes

Instructor Notes

This slide goes over the additional required LAS action for an individual in crisis. The 7 steps that were covered earlier in this training should be followed. 

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.b.
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Threats to Employees or VA
Facilities
Upon receipt of a threat, the LAS must fill out the Physical

Threat on Employee Checklist or Bomb Threat Checklist online
form and email the form to management.

After the interaction, management must

*Forward the completed form to the affected office's Directgr
Office, and )

«Call the affected office's Director's Office. -
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Slide notes

Instructor Notes

Employee safety is a priority, and workplace violence will not be tolerated. Threats to employees and VA facilities are taken very seriously.

Physical Threat on Employee Report (sharepoint.com) 

 dhs-bomb-threat-checklist-2014-508.pdf (cisa.gov)       

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.c.
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Slide notes

Instructor Notes:

This part of the Physical Threat on Employee Form  includes the telephone number , Date and Time of the Call,

First- Middle- Last Name of Caller, Callers Address and the exact wording of the threat

Reference: Fiduciary Contact Center (FCC) Phone Procedures 5.c
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Slide notes

Instructor Notes:

This part of the Physical Threat on Employee Form  includes:

•  Are you a veteran? with yes or no as the choices

• When did you serve, which should be the time period the veteran served.

• First- Middle- Last Name of Caller, Callers Address and the exact wording of the threat

• Are you receiving benefits from the VA? with yes or no as the choices.

• Do you have an open claim? with yes or no as the choices.

• Where are you calling from?

• Inquirer Identifiers  with choices as Male , Adult, Female, or Juvenile.

• Inquirers Tone (select all that apply Calm, Ragged, Raspy, Normal, Clearing Throat, Soft

•  Angry, Disguised, Nasal, Loud, Cracking Voice, Whispered, Excited, Slurred, Stutter, Accent

•  Rapid, Laughter, Slow, Distinct, Lisp, Deep Breathing, Deep, Crying

Physical Threat on Employee Report (sharepoint.com)

Reference: Fiduciary Contact Center (FCC) Phone Procedures 4.d.
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Slide notes

Instructor Notes:

This part of the Physical Threat on Employee Form  includes

• Background Sounds (Select all that apply) 

• House Noises, Animal Noises, Voices, PA System, Music, Long Distance, Office Machinery,Street Noise

•  Motor, Factory Machinery, Booth, Clear

• Threat Language (Select all that apply)

• Well Spoken, Foul Language, Irrational, Incoherent, Tape

• Additional Details- Include the description of the threat.

• PCR Name- LAS Name in Fiduciary Contact Center 

• Select your National Call Center dropdown include FCC

• PCR Email- LAS Email

• Physical Threat on Employee Report (sharepoint.com)

Reference: Fiduciary Contact Center (FCC) Phone Procedures 4.d.
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Slide notes

Instructor Notes

This is the first part of the Bomb Threat Procedures Checklist.  “Review with students”

Reference: Fiduciary Contact Center (FCC) Phone Procedures 4.e.
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Slide notes

Instructor Notes

This is the bottom half of the of the Bomb Threat Procedures Checklist.  “Review with students”

Reference: Fiduciary Contact Center (FCC) Phone Procedures 4.e.
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Questions?

¢ Recall procedures to
recognize a Suicidal
Individual

¢ Identify Suicidal Crisis
Healthcare Benefit
Information

* Identify Suicidal Crisis
Healthcare Eligibility
Information

¢ State the actions to take
for a Threat to Employees
or VA Facilities
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Slide notes

Instructor Notes:

(Recall)  These are our learning objectives as stated from the beginning of the training:

• Recall procedures to recognize a Suicidal Individual

• Identify Suicidal Crisis Healthcare Benefit Information

• Identify Suicidal Crisis Healthcare Eligibility Information

• State the actions to take for a Threat to Employees or VA Facilities

Are there any additional questions?  
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* A satisfaction survey has been assigned to you in TMS.

* You should be able to complete the survey within ten
minutes.

* Be sure to complete the survey to receive credit for this
training.
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Slide notes

Instructor Notes:

A satisfaction survey has been assigned to you in TMS.  You should be able to complete it within ten minutes.  

Completing it will allow you to receive credit for this training.

Page 1 of 1

