Procedure for Urgent/Priority

Processing

The contractors that man the Call Center during Call Center events have set up a procedure to handle SMs that have an urgent/priority need for assistance.  This paper provides the Commander information on how the situation will be handled.  This is not the verbatim policy and procedures, because they are LHI company confidential, however, this is how LHI describes their procedure.
Criteria for being considered as urgent/priority.

1. The SM verbalizes a willingness to bring immediate harm to self or others.

2. The SM response to Question 2 page 4 of DD2900 as YES, followed with Question 3 of page 4 of DD2900 as YES

Service Member’s response is validated

1. The Health Care Professional (HCP) will repeat what they have understood the SM to have stated to insure proper understanding

2. If validation is positive then

a. The HCP notifies lead Customer Service Representative (CSR) that an Urgent/Priority case is active in the call center.

b.  All outbound calls are immediately stopped and available CSR’s report to CSR lead station for instructions

c. CSR Lead takes responsibility for the following
i. One CSR to the HCP Cube to be available if anything is needed or needs to be communicated

ii. One CSR is given a copy of the DD2900 with demographic information and notifies appropriate police/emergency service.

iii. When contacting Police/Emergency Medical Service (PD/EMS) the contractor will provide the following information:
1. The contractor identifies themselves and explains that they have a SM on the telephone that has indicated that they are going to harm themselves (or someone else) 

2. The contractor will provide any demographic information on the service member that we have

3. The contractor will provide the known location of the service member
4. The contractor will indicate if any weapons are known to be with the service member or within reach of them.

5. The contractor will indicate if the service member is alone at the location.

d. Once CSR has notified PD/EMS, they will pass a note to HCP advising of this.

e. HCP will attempt to stay on the line until PD/EMS arrives to take control of the case.

3. Following a Urgent/Priority Case the following must be notified

a. Jerry Fushianes, PA-C @ 608-498-9356 (Contractor Clinical Director)
b. Clinical Director will notify the appropriate POC for each service.

i. Marine Reserves
1. CPT Amy Lindberg or Mr. Don Casavant
2. (202) 762-3509 (o)
or 703-8781974
3. (703) 987-1466 (c)
or 703-477-
