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YES
Suicidal, homicidal, or in crisis

NO
NOT suicidal, homicidal, or in crisis

WHAT TO DO IF YOU ENCOUNTER 
A VETERAN IN CRISIS

As a VACO employee, you may be concerned about the safety of a Veteran and 
find it necessary to connect with the Veterans Crisis Line (VCL). VA staff may 
contact VCL staff for support in these matters by email or phone at: 

• VHASuicidePreventionOffice@va.gov

• 1-800-273-8255, Press 1

1. To connect with VCL by email 
a. Please send all emails encrypted to: VHASuicidePreventionOffice@va.gov. 
b. When multiple emails are involved, please send them to VCL as one email 

with additional emails attached or consolidated into one email. 
c. Please do NOT include the Veteran in the email recipient list on internal VA 

communications.
d. Type “VCL, please follow up” at the top of the email and use the following 

Subject Email Format: VCL OUTREACH – (Veteran’s initials) – date 
Example: VCL OUTREACH – CC – 061215

e. VCL will provide confirmation of email receipt to stakeholders within 15 
minutes.  

f. VCL will review the information, determine a course of action (including 
outreach to the Veteran and/or referral to a Suicide Prevention Coordinator,  
as necessary). VCL will provide a summary of actions taken once the case is 
resolved, with all cases closed within seven days.

2. To connect with VCL by phone
a. Immediately write down the caller’s phone number (use caller ID). If caller 

ID is blocked, ask for the caller’s number.
b. Transfer the caller to VCL using the instructions on the opposite side of this 

brochure.
c. If the Veteran refuses and/or disconnects, call VCL to request continued 

outreach to the Veteran (VCL staff will continue efforts until resolved).

TRANSFERRING A CALL TO THE 
VETERANS CRISIS LINE

1. Determine if the caller is in distress. 
a. Remain calm and listen.
b. Ask the question:  “Sometimes when 

people are (upset/angry/in pain/
etc.) they think about suicide.  Are 
you thinking about killing yourself or 
someone else?”

2. Assess if caller is at imminent risk (has already hurt self/others or has 
immediate plan to harm self/others and has access to means).
a. Notify your supervisor (or other staff ) of the situation.
b. Try to obtain Veteran’s information (phone number, name, last four digits of 

Social Security number, location).
c. Have supervisor (or other staff ) immediately contact 911 for safety check.
d. Remain on the phone with caller until emergency personnel arrive.

3. If caller is not at imminent risk, collect information:
a. Caller’s phone number (caller ID or ask for their phone number)
b. Veteran’s name
c. Veteran’s Social Security number (or last four digits of the SSN)
d. Veteran’s current location

4. Transfer the call:
a. Explain that you will conference a VCL staff member into the call.
b. Call 1-800-273-8255, Press 1.
c. Complete a warm transfer: When the VCL responder answers, identify 

yourself and the office you are calling from.  Explain what is going on and 
provide the information that you collected about the caller before bringing 
the caller on the line. 

d. Inform caller that you will hang up and he or she is in good hands with the 
VCL responder.

e. Make sure the caller is on the call with the VCL responder before hanging up.
f. Document the initial call and warm transfer to VCL in a CPRS administrative 

progress note or Report of Contact (VA Form 119), as required locally. Notify 
your supervisor, per facility procedure or protocol.

For more information about 
the Veterans Crisis Line, visit 
VeteransCrisisLine.net

For more information about VA’s 
mental health resources, visit 
www.mentalhealth.va.gov

Route caller to 
appropriate 
local resources

Signs of Distress: 
• Emotional (crying, loud, yelling)
• Making concerning statements 

like:
 - My family would be better off if 
I wasn’t here.

 - I can’t go on like this.
 - No one can help me.


