CONDUCTING A WARM TRANSFER
PROCEDURES
1. INITIAL ASSESSMENT:

A. Research Assistant (RA) uses BASIS-24 or similar instrument

 OR

B. Telephone call coordinator (TCC) listens for suicidal or homicidal ideation

2. TCC or RA assesses for  serious consideration of:

A. INTENT

B. PLAN

C. MEANS

D. If yes, confirm patient’s last name, last four of social security number, phone number and VA parent facility.

E. Get address where patient is at that moment.

3. WARM TRANSFER TO VA NATIONAL SUICIDE PREVENTION HOTLINE: 9-1-585-393-7938
a. Process:

A. Inform patient that you will get help, and they should stay on the phone

B. Press “Transfer” button

C. Dial 9-1-585-393-7938

D. Get name of specialist who answers call 

E. Provide patient information

1. Patient’s name,  telephone number, last four of PATIENT, and patient parent facility

2. Address

3. Description of situation

4. Details of plan, intent, means as reported by patient.

F. Press “Conf” button to connect all parties (TCC, patient, & Hotline specialist) 

G. Affirm patient is still on line and perform introduction

H. Remain on the line until dialogue commences between patient and specialist.  Then  exit the call by hanging up – there is no need to press “transfer or “conf”.  


4. If Hotline phone is busy, WARM TRANSFER to 1-800-273 TALK (8255):

a. Upon hearing the busy signal, press “Transfer” button to reconnect with patient
b. Once you confirm that patienT is still on the line, press “Transfer” button again

c. Dial 1-800-273 TALK (8255), press 1 and follow protocol from 3(a)(D).  
5. If patient cannot warm transfer:

a. Get assurance that patient will remain by the phone.

b. Disconnect with the patient.

c. Contact VA NATIONAL SUICIDE HOTLINE at 1-800-273 TALK (8255), press 1

d. Give the Hotline specialist the patient’s name and telephone number, and if possible the address.
e. The Hotline will call the patient back.

6.  If all else fails, call 911.
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