


SUICIDE HELPLINE
PROGRAM GUIDELINES

1. PROGRAM DESCRIPTION

The Suicide Helpline is funded through the Department of Human Services Teephone Counsdling
Program. Detalls regarding the Telephone Counsdling Program are outlined in the document
Telephone Counselling — Service Plan Implementation and Program Guidelines 2001-2002.

From July 2001, the Suicide Helpline is to be jointly delivered by the two agencies which were
previoudy involved in the Victorian Suicide Prevention Telephone Counsdling Field Trid, CareRing
and Lifeline Mebourne.

The Suicide Helpline is a 24-hour suicide intervention telephone counselling, informationand referra
sarvice access ble through a dedicated single number for the cost of aloca call throughout Victoria.

The Suicide Helpline provides:
Crids assessment and intervention pertinent to suicide prevention
Reevant information particularly for people concerned about another suiciding
Support for people bereaved by suicide
Fecilitated referra to needed services across Victoria

The Suicide Helpline is targeted at the following groups within the community:
People in whom suicidd thinking is dreedy active
People concerned about the suicide risk of others
People affected by others suicida behaviour.

The Suicide Helpline is provided by a sdected team of qudified pad saff and volunteers who
receive training and supervision in telephone-based 24- hour suicide intervention including community
referrd.

The modd for the ddivery and operation of the Suicide Helpline is outlined in the document
Developmental Framework for Suicide Helpline Victoria (March 2001 — updated July 2001)
which was developed by the Suicide Helpline working group.

2. PROGRAM AIMS

The purpose of the Suicide Helpline is to provide interim criss intervention help to people at risk of
suicide and those concerned about or affected by others' suicida behaviour.

The intervertion objectives are:
To facilitate access to a Helpline counsdllor
To reduce risk and identify and reduce imminent threets to safety
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To promote resourcefulness — strengthen coping and life-supports

To provide referrads to facilitate access to further emergency and/or ongoing help
To minimise recurrence — hdp cdlers susan life-affirming choices and actions
To increase utilisation of the sarvice.

3. STANDARDS

Tdephone counselling sarvices funded through the T ephone Counsdling Program must comply with
the Telephone Counselling Services Program Standards (June 2001).

The Suicide Helpline must dso comply with the Suicide Helpline Sandards (June 2001). These
dandards should dso guide the suicide intervention activities of al telephone counsdling services
funded through the Te ephone Counsdlling Program.

It is dso expected that telephone counsdling services will comply with relevant professiond
standards such as Professional Standards for Telephone Counselling, Information and Support
Services (Victorian Association of Telephone Support Services 1997).

4. PROGRAM MONITORING, ACCOUNTABILITY AND REVIEW

Each tdephone counsdling service is funded in accordance with a Service Agreement, which
includes a sarvice plan and financid accountability requirements.

Regiond offices of the Department of Human Services will monitor the achievements of the service
evauation information required through the service plan. Quarterly client data collection reports are
to be submitted to the regiond office.

The Suicide Helpline will o provide data and reports as outlined in the document Suicide Helpline
Evaluation Framework. These reports are to be provided to the Family and Community Support
Branch, with copiesto the rlevant regiona offices.

5. PROGRAM FUNDING

Fundi ng is provided to cover the cogts of providing the Suicide Helpline, including
paid counsdllors at both service locations 24 hours aday, seven days aweek
telephone cdls
technology rental, administration and maintenance
a contribution towards management costs.

In 2001/2002, non+recurrent funding is aso provided for training and promotion.

Agencies funded through the Telephone Counsdlling Program are required to participate in relevant
research initiated by the Department of Human Services.
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SUICIDE HELPLINE SERVICE PLAN
IMPLEMENTATION GUIDELINES

1. SUICIDEHELPLINE —OBJECTIVE

To provide a 24-hour telephone counsdling service which provides interim crigs intervention help to
people at risk of suicide and those concerned about or affected by others' suicidal behaviour.

2. SERVICE STANDARDSAND GUIDELINES

Suicide Helpline Standards (June 2001)

Telephone Counsdling Services Program Standards (June 2001)

Suicide Hdpline Service Plan Implementation and Program Guiddines 2001-2002 (this
document)

Teephone Counsdlling Service Plan Implementation and Program Guidelines 2001-2002

3. PERFORMANCE MEASURES

Performance M easur es

Key Output Measure:

Totd number of cdls answered

Target: 6,000 at each service location (4,000 calls to the Suicide Helpline at each location
and 2,000 suicide-related callsto each location’sgeneral TCS)

Percentage of calers sampled who are satisfied with the service provided
Target: 85%

Percentage of callers provided with aservice
Target: 90%

Percentage of cdls responded to within five minutes
Target: 90%

Definitions of Termsin Performance M easures

Service

For tdephone counsdlling services, service is defined as:

- response to cdlerswith arange of concerns or persona emergencies, including potentidly suicidd
cdlers
counsdling
provison of information (including dissemination, mallout or handout of information resources
such as brochures, videos, tapes, etc)
referra to other agencies.
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4. DATA COLLECTION - INFORMATION REQUIRED

The agencies ddivering the Suicide Hedpline will provide data and reports as outlined in the
document Suicide Helpline Evaluation Framework.

5. FURTHER INFORMATION

Further information about the Suicide Helpline can be obtained from the Telephone Counsdling
Program Advisor in the Western or Eastern Metropolitan Regiond Offices of the Department of
Human Services.
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