Please note: The intended purpose of the DHS 35 “emergency services” guidelines is to ensure that consumers have access to mental health services whenever needed. The model policy on the following page was developed for a clinic with a live after-hours answering service connected to providers on call. Smaller clinics whose individual providers are available to their own clients via cell phone after hours might have the following after-hours procedure:

After hours
Clinic staff will make every effort to be available by phone when the clinic is closed. If a consumer reaches a mental health provider after hours, the provider will assess the consumer’s mental status and needs. The provider will provide crisis intervention and, if necessary, complete a Suicide Risk Assessment and take action as outlined in the Risk Assessment Policy and Procedures.

If a consumer calls the clinic number and reaches the answering machine, he/she will be instructed that if there is an urgent need to discuss an issue with a mental health professional, s/he should call the local crisis center at _____________. As an alternative, a consumer who is feeling suicidal may call the National Suicide Talk Line at 800-273-TALK. 

Consumers will be given all of the above numbers in their New Client Information packet prior to beginning services. At the same time, clients will be instructed to always call 911 immediately in the case of an emergency. 

Simply having an answering machine or giving consumers the crisis numbers at intake is not considered “providing, or arranging for the provision of” services for consumers in crisis.
Emergency/Crisis Services Policy
Policy:
The Clinic will provide, or arrange for the provision of, mental health services to assist a consumer who is in crisis.

Definition:
Crisis means a mental health emergency during which a consumer needs services as soon as possible to prevent harm to self or others.

Urgent means that a mental health emergency needs to be addressed soon.


Available means physical presence at the clinic.

Procedure:
After hours

Clinic phones are answered after-hours by a live answering service. If a consumer has an issue that s/he feels an urgent need to discuss with a mental health provider, the answering service will contact the provider on call and ask them to contact the consumer. The mental health provider will assess the consumer’s mental status and needs. The provider will provide crisis intervention and, if necessary, complete a Suicide Risk Assessment and take action as outlined in the Risk Assessment Policy and Procedures. 

If no provider is available, the answering service will give the consumer the number for the local crisis center. As an alternative, a consumer who is feeling suicidal may be given the number for the National Suicide Talk Line, which is 800-273-TALK. 

If a consumer reports that s/he has made a suicide attempt, s/he will be directed to dial 911 immediately. Additionally, if the consumer’s identity and/or location are known, the answering service will also call 911 to ask for a welfare check on the consumer. Consumers will be made aware of this procedure at the time of their initial visit and will also be given all of the above numbers in their New Client Information packet prior to beginning services.

The incident and actions taken by answering service staff will be documented in the consumer’s record. 

During clinic hours
If a consumer in crisis calls or presents her/himself in person at the Clinic, and a mental health provider is available, the provider will meet with the consumer for risk assessment and take appropriate action as outlined in the Risk Assessment Policies and Procedures. 

If a mental health provider is NOT available, front desk staff will inform the clinic director or other trained staff, who will then meet with the consumer for risk assessment and take appropriate action as outlined in the Risk Assessment Policies and Procedures. 

The incident and actions taken by clinic staff will be documented in the consumer’s record.

Source: DHS 35.165 Wisconsin Administrative Code
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