Capital Area Chapter 

of the

American Red Cross 

Armed Forces Emergency Services

Standard Operating Procedures

I.
General Information

A.
Confidentiality

All Armed Forces Emergency Services caseworkers must be careful that the personal information of an Armed Forces Emergency Services client is protected at all times. Personal information of armed forces members is protected by federal privacy laws. In addition, many of our contacts with service members and their families involve confidential medical information. Therefore, case files should NEVER be left unattended on the desk. Faxes, caseworkers’ “field notes” and telephone message slips should be similarly protected if they include confidential information. The file cabinet must be locked after hours.

We must have authorization from the patient or the patient’s guardian, next of kin, or health care surrogate to get medical information. Although many doctors’ offices will accept a telephone authorization, some will not. Be prepared to explain that we must verify the information provided by the family in order to notify a family member in the military.

B.
Completeness

Remember that a family member with an emergency may not be thinking in a coherent, organized manner. Be patient, sympathetic and courteous. You may need to direct the conversation. If you are not sure what specific service the caller desires, ask questions or have the caller to rephrase the request. Explain that we must verify all information and use the Doctor's Interpretive Statement or the Death Verification Statement to make sure you get all the information you will need to obtain proper verification. This will also assist you in discussing the problem with a doctor, mortician, or whomever you need to contact for verification. If you will need a Doctor's Interpretive Statement, ask if the doctor or hospital is aware that there is a family member in the service. Ask the caller to tell the doctor or hospital that we will be calling and that we are authorized to obtain information. 

Remember that it is much better to be overly thorough than careless when we are providing assistance to a client. Callbacks may not always be possible and incomplete information may delay delivery of a message. 

II.
Office Procedures

A.
Opening a Case

Armed Forces Emergency Services cases usually start with a telephone call from one of three persons: a service member, a relative or friend of a service member, or an American Red Cross caseworker. In each instance, a case will be opened. This process includes entering the case in the logbook, completing a Case Record, assigning a case number, and preparing the file folder. Ideally, cases will be entered directly into CHERS. See the CHERS Handbook for details. It is important to make a file folder immediately, so the case will not be lost. Label the file folder with the service member’s name, case number assigned by CHERS, and branch of service. Place the folder in the appropriate section in the top drawer of the file cabinet. 

B.
Filling out Forms

1.
Day Sheet

The day sheets (case logs) should be a complete listing of all Armed Forces Emergency Services contacts. Occasionally, a situation may arise for which no case is opened, but the contact should be included on the day sheet.

2.
Case Record

Fill out the information requested on the Case Record as best the caller can provide. This information includes the service member’s name, rank, social security number and military address. We must have the social security number and/or military address in order to locate the service person. If social security number is not available, ask for the date of birth. A military phone number is also helpful. Find out the caller’s name, address, county, phone numbers and the caller’s relationship to the service member (mother, father, brother, wife, sister, etc.) Put the name of the person with whom the emergency exists, i.e. name of person born, died, seriously ill, etc., and his/her family relationship to the service member.



3.
Supplemental information forms

a.
Doctor’s Interpretive Statement

This form is used to collect and organize information regarding a serious illness or injury. It can be faxed to a doctor’s office for completion. 




b.
Medical Information Release

Because most of our contacts are by telephone, we don’t use many of these. If the patient is available to sign one, a copy of this can be sent to the doctor’s office for their files.




c.
Death Verification Statement

This form is used to collect and organize information about the death and funeral arrangements for an immediate family member. 



4.
Financial Assistance 




a.
Military Aid Society Referral Unit fax cover sheet

Fill in the appropriate aid society in the TO: blank, your name in FROM, the date and the service member’s name. Be sure fill out number of pages so the Military Aid Society Referral Unit will know if all pages were received. If you use a pencil, you can reuse the same cover sheet if you need to fax additional information (change the date and number of pages ).




b.
Military Aid Society Referral - Form # 6711

This is the application for financial assistance. Your explanation of need and case notes on page 2 can determine whether any assistance is granted and if it is loan or grant. Attach additional pages if necessary to explain the situation.




c.
Family Budget Sheet - Form # 5373

The Family Budget Sheet has a two-page instruction sheet. If you need more room to list expenses attach another sheet. Be sure to include the total from any additional sheets in your figures on the Family Budget Sheet itself.




d.
Military Aid Society Financial Assistance - Form # 2276

This is the receipt for funds and promissory note/allotment authorization. ONLY THE SERVICE MEMBER CAN AUTHORIZE AN ALLOTMENT (box 26). If the service member is not available and the funds are given to a family member the recipient should only sign in box 23. Send a message to the service member giving details of the loan and repayment plan and ask him/her to contact the Aid Society directly to set up the allotment.

D.
Filing

The second drawer of the filing cabinet contains open and recently closed cases. There are five sections: Active Cases, 2 week hold (1-15), 2-week Hold (15-31),Open International Service, and Ready for Review. Cases are filed permanently (in the lower drawers) after they have been reviewed and all information is entered in CHERS.

Closed Armed Forces Emergency Services cases are kept for 12 months. 

III.
After Hours Procedures
A.
Pager and Voice Mail

If the chapter office is closed, the telephone answering system asks callers to leave a message on voice mail. Armed Forces Emergency Services and Disaster Services have voice mailboxes separate from the general chapter administration voice mailbox. If a message is left in any voice mailbox, the associated pager is activated. When the Armed Forces Emergency Services pager goes off, the duty caseworker needs to call in to retrieve the message and respond as soon as possible. The pager will reactivate every 5 minutes for a total of 5 times. If the voicemail has not been retrieved 5 minutes after the 5th try, the voice mail system will call the duty supervisor’s contact number.

Voicemail Retrieval Instructions:

Dial the voicemail number 894-6740.

Press *

Enter your four digit password 6740

You will then be told how many messages you have, and the main menu will be presented.

Sometimes messages for Health & Safety Services, Disaster Services or chapter administration are left in the Armed Forces Emergency Services voice mailbox. You can forward messages to Disaster Services or chapter administration. After the message plays, listen to the prompts for instructions. Press “4” and the extension of the proper voice mailbox (6739 for chapter administration or 6741 for Disaster Services), then 1, 1, ?, 9. Health and Safety Services does not have a voice mailbox. These messages need to be delivered to Health and Safety Services promptly the next morning.

The procedure to change the outdial number is:

Dial the voicemail number 894-6740

Press *

Enter the four digit password 6740

Press "8" User Options

         1 Personal Greeting

         2 Name Announcement

         3 change passcode

         4 message notification
                 1 review first outdial #

                 2 change first outdial #

B.
Returning the Call

When you return the call, identify yourself as the Armed Forces Emergency Services caseworker for the American Red Cross, and ask the caller to explain the situation. If the problem is not an emergency (e.g., a Health and Welfare request), ask the caller to contact the office at 878-6080 during regular office hours (8:30 am to 4:30 PM weekdays). Record the caller’s name, phone number, county and the service member’s identification information on a face sheet and record the call on the after hour log sheet. Write your case notes on the back of the face sheet. Include the date and time of all entries and a brief statement of what occurred.

Note: Ordinarily, financial assistance can only be handled during office hours (see Financial Assistance). However, if you feel the situation requires immediate attention, call the Emergency Services Director for instructions.

C. Documentation

After hours caseworkers should follow the same procedures as office staff for documenting the case.  The After Hours Log Sheet, Case Record, Doctor's Interpretive Statement and Death Verification Statement forms, and all case notes should be faxed or delivered to the Armed Forces Emergency Services Office by 10:00 am the next working day. If you have no cases, please call and let us know (you can leave a message on the voice mail if you call before 8:30AM).  

IV.
Messages

A.
General Considerations

1.
Immediate Family Requirement

American Red Cross policy is not to accept message requests if the requestor is not “immediate family,” e.g., spouse, children, parents, siblings, aunts, uncles, cousins, in-laws, stepchildren, etc.  The Armed Forces Emergency Services Centers, which handle almost all messages, are adamant about direct family relationships. If the caller is not a family member, you may suggest they have a family member make the request. Occasionally, a close friend or the family’s pastor will call on behalf of a family member. These calls may be accepted as from the family member, but include the name of the person who you actually talked to in your case notes.

For deaths or serious illnesses we do accept requests from others in special situations if the ill person is unable to convey the request. A request from a hospital staff, hospice staff, or law enforcement officer will be accepted if no family member is in the area. No other messages will be accepted unless they comply with the above requirements.

2.
Response Deadlines

Because many of our messages involve urgent or emergency information, we must dispatch messages promptly to ensure their receipt within our response guidelines. If these deadlines cannot be met, we must send an interim message within the deadline explaining the delay, any information currently available, and the approximate time when the complete report can be expected.

Response Guidelines:

Priority messages:

12 hours delivery to domestic locations

                                  

18 hours overseas

                                  

48 hours ships at sea

Routine (non-emergency) messages:

                                 

24 hours domestic locations

                                 

24 hours overseas   

                                 

72 hours ships at sea

3.
Minimize Conditions

In some overseas locations and during designated stateside maneuvers, “minimize conditions” are imposed. This term means that messages will be accepted only if they relate to death or serious illness of immediate family, birth of serviceman’s child, breakdown of childcare for service member’s children, or other verifiable emergencies of the immediate family. Minimize conditions are announced in the Connections.

4.
 National Guard and Reserves

National Guard members and reservists on federal active duty for at least 14 days are eligible for emergency communication services through the Armed Forces Emergency Services Centers. National Guard members and reservists on week-end training duty, a 2-week training, or those activated by the Governor (such as during a hurricane or other in state emergency) are not listed in the active duty locators at the Armed Forces Emergency Services Centers and therefore cannot usually be contacted through normal channels. If they are within Florida, get as much information for the Case Record, including the reserve unit identification and phone numbers. If necessary, you can call the local office of the appropriate reserve unit to find out where the unit is deployed and get a telephone number. Then call the chapter that covers the training location and ask them to deliver the message. 

5.
Unacceptable Messages

We receive numerous requests for communication with service members regarding child support, child custody or living arrangements, military ID cards (for medical expenses), or other personal matters. If the request does not involve a death, serious illness or other verifiable emergency, (except for appropriate health and welfare messages) the Armed Forces Emergency Services Centers will not accept the message. For instance, statements by a wife or ex-wife that she is not receiving a promised allotment or support is not a message we can accept. Her recourse is to write the service member’s commanding officer if communication with the service member has failed, or to seek legal advice. If the service member’s address is not known, we CANNOT provide it without the service member’s permission. Give the caller the address of the military locator service. See Armed Forces Emergency Services Handbook Appendix # D.

Most service members can be contacted by telephone or e-mail no matter where they are. Western Union provides service to practically all military locations including overseas and ships at sea.

B.
Message Contents

When a message is sent it is vital that the message carry all pertinent verification details to identify the service member, the address, the issue, the request, and verification in the message to support the need to send the message. All messages must list the name, rank, social security number, and military address of the service member. They also must include the name of the person making the request and that person’s relationship to the service member. 

C.
Special Considerations

1.
Doctor’s Interpretive Statement

The essence of a good Doctor's Interpretive Statement is that it is complete. Use the form provided. It is best if you can get information from the patient’s doctor or doctor’s nurse, but it is more important to have complete information than it is to talk directly to the doctor. If the patient is in the hospital information should come from the doctor or the nurse attending the patient. Always identify yourself. (Your name, with the American Red Cross here in Tallahassee). Explain that the patient has a family member in the military and we are asking for the information so that the service person can get emergency leave. Remember that medical information is confidential and 

When you call a doctor’s office, identify yourself and tell the receptionist that you need a statement concerning the diagnosis, current condition, prognosis, and a recommendation as to the service member’s presence. Offer to fax our Doctor's Interpretive Statement form for the doctor to fill out at his convenience. The form can then be faxed back to us or someone can call us back with the information. If you take a statement over the phone, be sure to put down the statement VERBATIM. Do not hesitate to ask how to spell some word of which you might not be sure. If you do not understand the diagnosis ask for the information in lay terms so message will be understood when received. 

When calling a hospital, identify yourself as a American Red Cross representative, and ask for the nursing supervisor. Identify yourself again, and explain what you need. If the nurse is unwilling to provide information ask if he or she will verify the information you obtained from the family. (This is when getting complete information from the caller is especially helpful.). If the patient or a family member is available, you may able to have that person come to phone, ask the nurse your questions, and then relay the answers to you. If it is a weeknight, and the patient’s condition is not imminently life threatening, call the Armed Forces Emergency Services Office first thing the next morning and give the details. If this situation is on Friday or Saturday evening, follow the same procedure except if the condition is not imminently life threatening, follow up with the doctor’s statement immediately the next day. 

2.
Death Verification

In addition to the name of the deceased ask the caller the location, time, date and cause of death. Ask if the service member is aware of the death. Verification of the death is required and usually can be obtained from a funeral home if the family has chosen one. If a funeral home has not been chosen, a hospital, attending physician, or law enforcement agency can supply the verification. If the hospital or funeral home is outside our area, ask for a family member’s name and telephone number for a local point of contact in case the servicing chapter needs additional information. 

The message must include the name and relationship of the person who has died to the service member. It should list the date and cause of death if known. The name and phone number of the person who verified the death should included in the message. It will list any funeral plans known or if pending. It will include whether or not the service member is aware of the death, any special consideration and if the service member’s presence is desired.

3.
Birth

a.
Wife, mother or sister giving birth

The message should include the mother’s name and relationship to the service member, baby’s name, sex, birth weight and length, and verification from the doctor or midwife of the mother’s and baby’s conditions, and discharge plans: anticipated date of discharge and where Mom and baby will be staying following discharge). It may give other brief, pertinent information. 

b.
Undeclared Dependent

When servicing a birth message for a serviceman’s child, if the child’s mother is not married to the serviceman the relationship should be stated as “friend” since there is a possibility that the service member may not agree with the status of the relationship. You cannot say the serviceman is the father because it has not been verified.  The same applies for requests from a “common law” wife who is an undeclared dependent, i.e., does not have a military identification card. As in any message, it is imperative that we state the relationship of individuals otherwise we may cause confusion for the American Red Cross recipient and the military, and the message will not be accepted.

When dealing with these requests, the caseworker should ask if the service member is aware he is the father. If she states he is aware, then a verified birth message can be sent. However, If she states that he is NOT aware, then the request should be referred to the daytime office staff.  Worker should suggest that the fiancée write to the service member or send a Western Union wire as described in the Armed Forces Emergency Services Handbook. You may also refer to Armed Forces Emergency Services Handbook pages 2 through 40 for further information on how the American Red Cross may assist. The service member can request American Red Cross verification at a later time if he wishes to take leave. (If the fiancée does not know his address, she may write to the address in the Armed Forces Emergency Services Handbook Appendix # D.)  Our message service may be provided as an exception to policy in unusual circumstances such as a medical emergency.

4.  Extension Of Leave For Emergency Reasons

a.  Basic Information

Obtain the basic information you would in any case, i.e., name, rank, social security number, and military address. The service member will advise you that he is on leave, or in transit, and needs to remain on leave due to problems that have arisen. If the service member is stationed within the continental United States then recommend that he contact his unit direct in order to obtain that extension of leave. You should also advise him that if any problem arises in contacting his unit or if his unit asks him to have the American Red Cross verify the leave extension, then he should re-phone you for further assistance. American Red Cross should not make the request unless some kind of verification is needed.
If service member is stationed outside of the continental United States, then you should assist him in contacting his unit. If message is sent, be sure to include date leave is up, and the number of days requested for extension. Also make it clear to service member that he will need to follow up with a call to duty station to see if request is granted. Include in the last sentence of message “service member has been requested to contact station direct as to leave extension.”

b.  Verification

Once you have established that a need exists to assist the service member with an extension of leave, you should then pursue additional information. The service member should have a copy of his leave papers. At the minimum, this will provide him with his unit’s address and phone number. Establish when the service member is due back from leave.  Establish how long he needs or desires to remain on leave. Find out what problem exists with the service member.

Verify the situation as best as you can. If someone is seriously ill or has died in the service member’s family, then verification can be obtained (as earlier explained) from a doctor or a funeral home. If a problem arises that is not immediately verifiable, obtain whatever information is available for the service member. It is difficult to verify a “family problem” such as pending divorce during the night or on a weekend when an attorney may not be available. But be sure that you contact the appropriate authority to verify the situation as soon as possible. Do not merely accept hearsay information pertaining to the problem. If a question arises as to the authenticity of the verification or you feel you have a question as to how to obtain the verification, then please contact the stand-by person. Turn family problems over to the day worker.

5.
Health and Welfare Messages

The Armed Forces Emergency Services Centers generally do not accept these messages after hours except in unusual circumstances. Request that the caller call back during regular business hours. The message should include brief, pertinent information, such as the length of time since the last contact and the usual pattern of contact. At least 30 days must have elapsed since the most recent contact unless there are extenuating circumstances. It is very important to get a complete address and telephone number of the caller so that the service member can respond. Usually, the message should include a request for the service member to release contact information to our caller.

D.
Relaying the Message

1.
Where to Send It

To identify the appropriate delivery unit, check the reference materials. The Armed Forces Emergency Services Centers handle all messages for ships at sea and overseas military installations. The Service Centers also handle most, but not all, domestic military locations. For non-military locations, refer to the chapter listings. If in doubt, or there is any problem reaching another delivery unit, contact the Service Center. The message may be relayed by telephone or email. 

2.
Telephone

Before calling the Armed Forces Emergency Services Centers or another American Red Cross office have your message ready. Write it out.

3.
Email

Messages to the Armed Forces Emergency Services Centers and authorized Armed Forces Emergency Services e-mail addresses may be sent by e-mail. Because e-mails sent to Armed Forces Emergency Services Centers are routed automatically, they must adhere to specific formatting requirements. See Armed Forces Emergency Services Connection # 46.

Messages must be ALL CAPS

“Subject” must be left blank for new messages

“Subject” must be CASE NUMBER 123456 for existing cases

V.
FINANCIAL ASSISTANCE

A. Chapter Assistance

The chapter does not have funds set aside specifically for assistance to military personnel or veterans. Big Bend 2-1-1 has the most comprehensive list of all types of assistance available in our area. Veterans who need transportation to the Veterans Administration Hospital in Gainesville should check with the Veterans Administration Clinic in Tallahassee for assistance.


B.
Military Aid Society Referrals

The chapter acts as a transmitter of requests for military aid societies through national headquarters for eligible military personnel and dependents. Full instructions are contained in Armed Forces Emergency Services Connection # 53.

Eligible persons: Active duty military personnel and reserve and national guard personnel on extended federal duty of at least 14 days; retired military personnel. Dependents of these personnel are eligible with the permission of the service member. Loans are generally repaid direct to the aid society by allotment (deductions from military pay or retirement pay).

Purposes:  Loans may be made through one of the military aid societies for emergency travel; payment of basic maintenance items such as rent, utilities, and food; emergency auto repairs and expenses; burial and funeral expenses; and other bona fide emergency situations. The same kind of verification is necessary as in other emergency communications. 

To process a loan request, the requestor generally has to come to the office to complete the paper work. Thus, night and weekend workers can only screen requests using the above guidelines. In cases that require action before normal working hours, make arrangements with an on call supervisor to complete the necessary paperwork. Loans generally take at least 24 hours to process through national headquarters and issue a check. About the only emergency that might require night or weekend action would be for emergency transportation or repairs. For instance, a military person who needs money to report to their unit generally should have necessary advance funds, or tickets. If he claims that he does not, there must be a good reason (ie. a verifiable emergency). If he has to report within 24 hours, he should proceed to the nearest military base of his service, and request transportation (the nearest Army base is Ft. Rucker, AL, the nearest Air Force Base, Tyndal AFB, FL and the nearest Naval Base either Jacksonville or Pensacola.) Dependents who are stranded because of car breakdown might be one exception depending on time frame. If family members have been asked by the military to go to a service person because of illness, injury, etc., the military generally provides necessary transportation arrangements, and the only exception might be for travel to a military base to secure transportation. The military generally provides accommodations if going to a military installation. Sometimes money is needed for incidental expenses connected with travel (food, etc)

In an emergency if a chapter caseworker is not available, the Armed Forces Emergency Services  Centers can answer Aid Society questions and assist in processing. Remember, in the case of military dependents, we must have confirmed authorization from the service member for a loan. This may require separate communication to service member for their permission, and is something that can be started on a weekend if it looks as if a loan is in order.

VI.
DEPENDENT MEDICAL CARE

Dependents of active duty military personnel must have a military ID card for military health benefits. The service member has to do the paper work for this and have the dependents’ names entered in the Defense Enrollment Eligibility Reporting System. Enrollment in the Defense Enrollment Eligibility Reporting System is required whether they go to a private doctor who accepts TRICARE or to a military clinic or hospital. After the dependent is enrolled in the Defense Enrollment Eligibility Reporting System, an identification card can then be obtained at any military base. In Tallahassee, identification cards can be obtained from the Navy/Marine Corps Reserve Center on Roberts Avenue. Call first to make an appointment. For medical care at a military installation, check before hand to see if they accept dependents (not all do) and to make an appointment.

Military Issues in Child Support Enforcement

Dealing with a non-custodial parent who is in the military can present special challenges. Typical questions from caseworkers include pay and garnishment issues, how to locate a military member, and how to get medical care for the child. 

Pay and Garnishment 

Federal employers do not have to vary their established pay and disbursement cycles in order to comply with support orders. Active duty military personnel are paid on the 1st and 15th of the month. In order to bring about changes to military pay, such as allotments and garnishments, the change action must be input to the account by an established cutoff date. If the action misses the cutoff date, it will not become effective until the following pay cycle. 

All garnishment orders for members of the Army, Air Force, Navy, and Marines must be served on Defense Finance and Accounting Service. 

The military pay garnishment process is handled by the Defense Finance and Accounting Service in Cleveland OH. All garnishment orders for members of the Army, Air Force, Navy and Marines must be served on Defense Finance and Accounting Service. 

The Defense Finance and Accounting Service only transmits withheld pay during the first week of the month following the withholding of pay. To expedite the receipt of payment, caseworkers need to send garnishment orders in sufficient time for Defense Finance and Accounting Service to review the order and input it prior to the 15th of the month. 

If, for example, a caseworker mails an order by January 5th and Defense Finance and Accounting Service processes it by January 10th, income is withheld from the military member's paychecks on the 15th of January and 1st of February. The Defense Finance and Accounting Service then will send the payment to the state agency in early February. But if the order is not received and processed by the Defense Finance and Accounting Service until January 20th, then the first withholding will not occur until February 15th, with the payment disbursed to the state in early March. 

Locating A Military Person 

Most requests for addresses of active duty military personnel must be submitted in writing to the individual service's worldwide locator system. The service member's Social Security number must be included. The locator service will send a unit address and the permanent duty station but not a street address. 

If the person is stationed aboard a ship or overseas, he or she will have a box number and an FPO or APO address. The APO/FPO address will either be designated by AE (Europe/Middle East/Africa/Canada), AP (Pacific) or AA (Americas other than U.S. or Canada), plus a zip code. 

If the member is on a deployment, information will have to be forwarded from the permanent duty station to the temporary unit. It may be necessary to call the base locator at the permanent duty station to get the phone number of the unit or of the member himself. A street address can then be obtained. 

Medical Care 

Medical care in the military is obtained through TRICARE, and a child must be enrolled in the Defense Enrollment Eligibility Reporting System in order to be eligible to receive military medical care (this is in lieu of traditional medical insurance). If the child is a dependent of the service member, he or she is entitled to medical care; however, the dependency status must first be established. 

If the military member is the father and the child was born out of wedlock, paternity must be judicially determined. If there is no judicial determination, and the child does not live in the sponsor's household, then the member must prove that the child is dependent upon him for over 50 percent of his or her support. 

With all requirements met, the member can directly enroll the child in the Defense Enrollment Eligibility Reporting System. If the non-custodial parent fails to do so, then the custodial parent may apply on behalf of the child. To initiate the process, the custodial parent usually will have to travel to the identification card-issuing section of the nearest military installation. He or she must bring appropriate documents to prove paternity/dependency and the military status of the sponsor. The application will be processed and the custodial parent will have to return at a later date for the issuance of an identification card for medical benefits for the child. 
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