Crisis Hotline Audit & Awareness Action Plan [CHAAAP]

By Dike Drummond MD, CEO TheHappyMD.com

Are you - or are you not - committed to doing everything you can to prevent
physician suicide?

This CHAAAP is how you answer that question.

This document contains two steps that will ensure you do everything possible
to be there for your people when they need you the most.

1) A simple audit that will show you how badly you fail to support your
struggling doctors. It will take you less than 15 minutes to complete.

2) A checklist for a complete crisis hotline awareness program that will
fillall the gaping holes in your current system.

DO THIS FIRST

Part One:
CRISIS HOTLINE AWARENESS AUDIT

YOU MUST PERSONALLY PERFORM THIS AUDIT SO YOU CAN EXPERIENCE THE
FAILURE OF YOUR SYSTEM

o Goto a satellite facility within your system unannounced.
Step into the back office where they are seeing patients and grab a
physician/APP as they move in the hallway from room to room between
patients.
o Askthem “what is the crisis intervention hotline number - or URL?”
They will not be able to answer that question.
o Askthem how they would find that number or link, then ask them to do so
and watch what happens.
=  Were they able to find the link or number?
=  How much effort did that require?
= Whenyou clicked or dialed it - did it go to your crisis hotline and was
the call picked up and handled appropriately?
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IMAGINE this caller was actually suicidal at the time they tried to find the number.

REPEAT this audit randomly throughout your system every week until your system
ceases to exist.

REPORT the results of your weekly audit to the C-Suite every month until your
system ceases to exist.

YOUR PERFORMANCE STANDARD IS 100%.
Each and every caller should know - or be able to easily find - the call number or

link.

AND when the call is made, it should be answered immediately and appropriately by
your crisis intervention staff every single time, without delay or having to leave a
message.

THEN DO THIS

5-STEP CRISIS HOTLINE AWARENESS PROGRAM CHECKLIST

If one does not exist already, build or outsource a crisis hotline function within your
organization, dedicated to your physicians and staff. You can do this inside your EAP
program; however, physicians will not access it with the same frequency as your
non-physician employees. We strongly recommend you build a separate crisis
hotline for the physicians. This can be outsourced.

The crisis hotline should be staffed 24/7 by an appropriate screening professional
with the ability to offer immediate support to employees and physicians in crisis.

AWARENESS PROGRAM COMPONENTS

1) WEB / INTRANET

Build the crisis hotline number into the template for every one of your intranet

pages.
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The number must be on a bright background and above the fold - meaning it must
be visible at the top of the page without needing to scroll to find it.

When | say bright and visible | mean something like this:

DO YOU NEED SUPPORT
RIGHT NOW?

DIAL THE HOTLINE 24/7

HERE: 800-555-1212

This must be on every page inside your intranet in the top right corner and visible on
every page without scrolling.

2) CARD IN THE WALLET OR PURSE

Print several thousand copies of a business card that contains the same message
and the hotline number or link.

Distribute half a dozen cards to every person who draws a paycheck from your
organization. Encourage them to carry the card in their purse or wallet or slide it into
the clear cover of their ID badge. The goal is to always have this card available
should it be needed for you or any of your colleagues.

In your staff meetings, ask people to pull their card out and show it to you and if they
don't have one give them another one.

3) CARD WITH EACH OF YOUR LEADERS

Make additional copies of the same card as needed to ensure each of your frontline
leaders - both administrative and physician leaders - always has at least a couple
dozen cards in their pocket. Every member of your organization should always have
a card on their person - and if they don't their leaders should be able to supply a new
one as they round on their people.
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4) CARD ON THE FRIGE AT HOME

Make as many refrigerator magnets as you need from the same card and send one
to every significant other / partner of every physician or APP in your organization.

This ensures the same information is on the refrigerator at home for every one of
your providers and their partner knows where to find the hotline number too.

5) LEADERSHIP REPORTING
Every month the leadership team should be made aware of:

e All EAP interactions with struggling providers and staff that did not come
through hotline access.
o The nature of the complaint
o Thedisposition and status of each case
e All calls made to the hotline
o The nature of the complaint made by the caller
o The outcome and triage disposition of every caller
o The current status of each caller
e The results of the weekly CHAP audit for the prior four weeks of the month
e How many cards were handed out by each leader over the course of the
previous month

From one leader to another, | personally dare you to create a program this comprehensive. |
have never found a system that would pass this audit despite 10 years of trying and
interviewing hundreds of C-Suite executives.

| sincerely hope that yours can be the first!

Completion of the checklist and weekly audits of the system will allow you to know you did
everything you can to optimize the crisis hotline for your people.
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That’s all for now.

If you need any further support with your individual wellness or your Corporate Wellness
Strategy contact me using this form at the website,

DIKE
Dike Drummond MD
CEO TheHappyMD.com
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