Army One Source
Frequently Asked Questions & Answers

1. Q:  What exactly is Army One Source?

1. A:   AOS is a 24-hour, seven-days-a-week toll-free information and referral telephone service available to active duty, National Guard and Reserve soldiers, deployed civilians and their families  worldwide.  AOS provides information ranging from every day concerns to deployment/reintegration issues.  Additionally, if there is a need for face-to-face counseling, AOS will provide referrals to professional civilian counselors for assistance.  OCONUS, face-to-face counseling is provided via existing Medical Treatment Facility-contracted marriage and family counselors.  

2. Q:   What is the effect of AOS on installation Army Community Service (ACS) and other family program services? Is the long term goal to outsource Family Programs?  

2. A:   AOS supplements installation-based services. It expands ACS capabilities with a 24-7 resource.  AOS is also a tool to provide families residing off the installation access to services.  It is not intended to replace the services and programs offered by ACS.
ACS will continue to provide important services to soldiers and their families not covered by AOS, such as intervening with creditors, providing financial management planning and parenting education classes, and answering specific child behavioral questions.  AOS does not provide the direct interface ACS is designed to provide.  

3. Q:  How do I access AOS?

3. A:   Simply call the following telephone numbers:  CONUS:  1-800-464-8107

OCONUS:  (country access code), 800-464-81077 (dial all eleven digits).

4. Q.  Will this cost anything if I use it?

4. A:   No, the services are pre-paid by the Army.  There is no cost to callers, going online, ordering educational materials, or the six counseling sessions.
5. Q:  What are the qualifications of the people answering the phone? How knowledgeable are they?

5. A:  AOS counselors have master’s degrees in a variety of fields such as education, social work, early childhood development, psychology and counseling.  They have on average over five years of prior experience in their respective fields. Many of the consultants on the 1-800 service have either a state license or are Certified Employee Assistance Professionals.   All face-to-face counseling  is provided by master’s level staff licensed in their respective states.

6. Q:  What services are available for my use?

6. A:  AOS assistance includes:

· Parenting and Childcare 

· Education 

· Relocation

· Financial and Legal Concerns

· Everyday Issues (such as finding services in a local community, consumer issues) 

· Emotional Well-being

· Health & Wellness

· Addiction and Recovery

· Disabilities

· Military Life

· Work Concerns

· Crisis Support

· Elder Care 

· TRICARE “warm transfer” 

· Life-Issues Library and Pre-Paid Materials

7. Q:
How long will the consultant wait on the phone to get a person at TRICARE - It takes forever to get through on TRICARE referrals/appointments? 

7. A:
The Army One Source counselors will wait with the caller as long as it takes to resolve an issue, however circumstances such as a caller's willingness to wait, urgency of the matter as well as call volume can influence the mutually determined choice to stay on the line waiting.  Typically, if faced with a long wait and a non-urgent issue, the Army One Source counselor will offer to schedule an appointment to call TRICARE at a future time when the caller has the time to wait.   

8. Q:
What about pay-related issues and other Army administrative issues?

8. A:
The Army One Source staff will not provide information on pay related or other Army administrative issues, but can and will provide referrals to appropriate resources and depending on the callers’ desires and timing of the call, provide a “warm transfer” i.e., three-way call to the appropriate resources. 

Confidentiality/ Reportable Incidents

9. Q:
Confidentiality – how does it work?  Will it interfere with command’s need to know information that negatively impacts fitness for duty?  How will we know the Army One Source  will both maintain confidentiality and report when necessary? How will the client’s desire for confidentiality  be balanced with the commander’s need to know?

9. A:
A privacy statement is read to all callers.  This statement informs the user of the limits of confidentiality (danger to self or others, abuse of children or elders, domestic violence).  In all other situations privacy is preserved.   Information will not be released without signed authorization from the user of the service.  

10. Q:  As a spouse, will my sponsor's commander be told about calls I make? Will my sponsor be told about calls I make if I (as a family member) use this service? 

10. A:    AOS counselors will explain to each caller before services are initiated that AOS is private within certain limits. Confidentiality does not extend to issues of harm to oneself or others, child abuse, elder abuse or domestic violence.   Issues outside those mentioned above are considered confidential and will not be released without signed authorization from the service member or user of the service.  Sponsors are not advised when their family member calls or conducts an online visit or face-to-face session.  

11. Q:
How is a suicide or spouse abuse caller helped?  

11. A:
The Army One Source counselors are mandated by federal and state law to report a caller threatening danger to him/herself or others, elder abuse, child abuse and/or domestic violence.  The Army has provided the Army One Source staff with point of contact information for all reportable cases. 

· Trained, master’s level counselors with the support of their team leaders and clinical supervisors follow a protocol with callers expressing suicidal ideation.  A counselor will try to keep the caller on the line until the appropriate local in-person response can arrive.  If the caller is in imminent danger to self or others, the counselor will contact the appropriate local resource, i.e., Military Police, chaplains, command or city police depending on the caller’s location.  
· In the event spouse abuse is reported, the Army One Source counselor will keep the caller on the line while using three-way calling to connect the caller reporting spouse abuse with the Army designated point of contact.  However, if the caller wants to remain anonymous the counselors will connect the caller to the appropriate local resource, i.e., spouse abuse shelter, victim advocates, chaplains, and other community resources.  

12. Q:  What about child abuse?  How is that handled?

12. A:  Army One Source counselors are mandatory reporters of child abuse.  In the event child abuse is reported the Army One Source counselor will keep the caller on the line while using three-way calling to connect the caller reporting child abuse with the state Child Protective Services, Army designated point of contact, or the appropriate law enforcement agency.  

13. Q:  What happens in cases in which the spouse (victim of domestic violence) does not want the command to know?

13. A:  Again, AOS follows the guidelines established by the Army.  AOS counselors explain to each caller before services are initiated that AOS is private within certain limits and that privacy does not extend to issues of harm to oneself or another, child abuse, elder abuse or domestic violence.   If callers choose to remain anonymous, AOS will provide as much help and assistance as possible through consultation with a professional, referral to spouse abuse shelters, victim advocates, national domestic violence hotlines or referral to the AOS website where individuals can read information or listen to audio-tips anonymously.

 

14. Q:  How can someone get assistance with spousal abuse without it being reported to the command.

14. A:  People in abusive situations may call and not identify themselves to the AOS consultant.  Generally, a willingness to report an abusive situation and seek help is a process and not a one-time event.  Callers now have one more avenue through which to seek help and listen to professionals.  Hopefully, the anonymous caller will decide to take the next step toward getting free from the abuse.  If they are not ready, they can receive consultation with a professional, be referred to a spouse abuse shelter, victim advocate services, national domestic violence hotlines or to the AOS website where information is available to read or download.  We can also mail educational materials to a third party or any address the caller can identify as safe.

15. Q:
Are the conversations with consultants recorded?

15. A:
No, conversations with counselors/consultants are not recorded.  The Army One Source service center telephone software does identify when calls are received and each consultant logs into the telephone system and the system tracks which staff person takes the call and the duration of the call.  The Army  One Source staff follows all federal regulations regarding privacy and maintains its electronic record accordingly including storage and retention policies.

Face-to Face Counseling Services_________________________________

16. Q:  You mentioned that AOS will make six face to face counseling sessions possible.  What type of counseling? Financial, Domestic Violence Counseling, etc?

16. A:  The face-to-face counseling is limited to six sessions and addresses short term concerns. It is not designed to address child and spouse abuse, suicidal ideation and mental illness.  Individuals in need of treatment are referred to the Medical Treatment Facility and TRICARE for services.  AOS face-to-face counseling sessions are short-term problem resolution-focused sessions that deal with the emotional well being content of a variety of issues.  Generally these have to do with:

· improving relationships at home and at work

· marital issues

· Grief and loss issues (normal reactions to grief that would benefit from short term support)

· adjusting to a change in situation such as a return from deployment

· Other issues where individuals would benefit from the face-to-face component of AOS

17. Q:  Is the telephonic, internet-based service in addition to the six face to face counseling sessions or is it instead of?  

17. A:  Yes.  Face-to-face sessions are in addition to telephonic and internet-based services.

18. Q:  Can I (as a family member) obtain a face-to-face session without my sponsor's knowledge? (If so - what if the family member uses up all six sessions before the sponsor has the opportunity to use them? 

18. A:  Yes.  As the legal family member of a service member or as guardian of a service member’s dependents you can obtain face-to-face sessions without the sponsors knowledge.  The six sessions are per person per issue so it is not possible for a family member to “use-up” sessions – the service member is still eligible.

19. Q:  Can Single soldiers use this service?  Can single soldiers use this service with a girl/boy friend?

19. A:  Single soldiers may use all AOS services.   If a non-married couple wishes to seek counseling as a couple the AOS will cover all the service member’s costs.  The non-married partner is financially responsible for their portion of the face-to-face sessions.


20. Q:  What happens after I use my six sessions?

20. A:  You become financially responsible if you choose to continue in counseling beyond the six sessions.  

21. Q:  What sort of follow-up will there be from the contractor for face-to-face counseling?

21. A:  Counselors make mutual agreements for follow-up with people using the service.  Generally follow-up is within seven business days.  People referred for face-to-face sessions can be contacted by phone or email (their preference) and the original AOS consultant will check in regarding the general nature of the face-to-face work.  For example, they may ask if the appointments have been made or kept and they will want to ask if the caller is relating well to the face-to-face counselor.  Additionally, everyone who uses the service is given an opportunity to provide feedback either through an interactive voice response system, an email survey or by giving the contractor permission to make a follow-up satisfaction call.

22. Q:  Can we trust the counselors not to report our problems to our commanders?

22. A:    We stand by our commitment not to release information about users of this service.   Privacy does not extend to issues of harm to oneself or another, child abuse, elder abuse or domestic violence.  In these cases, the counselor will notify the proper local state authorities and command.

23. Q:  How will a contractor, not on the installation, arrange for face-to-face counseling sessions? 

23. A:  AOS utilizes a nationwide network of counselors and during the telephone assessment the One Source consultant will provide a list of counselors in the field that best matches the needs of the caller.  Generally, counselors are located within a 30-mile radius of the caller.  Callers are provided with all necessary contact details and encouraged to connect with the face-to-face counselor as soon as possible.  

24. Q: Are these counseling sessions free?

24. A:  These counseling sessions are pre-paid by the Army and there are no out of pocket costs to the eligible service member or family member seeking counseling.  If a non-married couple wishes to seek counseling as a couple the AOS will cover all service member’s costs. The non-married partner is financially responsible for their portion of the face-to-face sessions.


25. Q:  How can we be sure of confidentiality?

25. A:  The following policies and practices are in place to ensure privacy:

· Access to all call center facilities is controlled through electronic ID badge entry systems at main entrances and by floor

· Access to IT network is controlled through password protection.  Passwords are required to contain both alpha and numeric characters and are required to be changed every 90 days

· All employees will protect the privacy of all user-specific information made available to them.  Case information is accessible only to Army One Source staff. 

· As a condition of employment, every employee is required to read and sign an agreement, prohibiting them from disclosing private and/or proprietary information. 

· All client records remain the property of contractor and AOS.  

Eligibility/ Access Limitations

26. Q:  Who is eligible to use the Army One Source?  

26. A:  Active duty and National Guard and Reserve soldiers, deployed civilians and their families.  

27. Q:  Do I have to register anywhere to use it?

27. A:  No, prior registration is not required to use AOS.  You may call or go online as often as necessary.  You may, if you wish, personalize the website by using “My Army One Source” which will enable you to log on without answering the same qualifying questions each time you access the site.

28. Q:
Is there any limitation on the number of times a Soldier or family member can call or use the service?

28. A:
No, there are no limitations on the number of times a Soldier or family member can call, e-mail or use the service for all telephone and internet components.  However, there is a limit of one legal consultation per call and face-to-face counseling is limited to six sessions per person per issue.

29. Q:
Are you concerned that the service will be abused?

29. A:
Our focus is on promoting as much use as possible.  The Army will monitor usage monthly.  

30. Q:
How does the consultant know it’s the Army when they call in?  

30. A:
The toll free CONUS and OCONUS Universal Free Phone Number and the OCONUS collect numbers are dedicated to Army One Source.  
Vendor Vs. Internal Army Resources

31. Q:
Budgets are tight, why spend money on this program?

31. A: AOS expands our ability to provide services to those families who do not have ready access to installation services.  This in fact helps “level the playing field” by expanding our outreach capability.  AOS is part of a comprehensive safety net that integrates and leverages existing soldier/family support programs and adds a new dimension of private counseling services to support our soldiers and families.

32. Q:
Doesn’t this program interfere with Soldiers “taking care of their own”?

32. A: Army One Source extends the ability of the Army to do exactly that by:

· Providing ACS personnel with research and additional information and referral resources, freeing them for vital in-person services such as Family Advocacy and financial counseling

· Allowing commanders and NCOs to have a resource without time constraint or geographic boundaries

· Allowing us to reach out and provide services to families off the installation

33. Q:
Are we concerned about giving installation information through Standard Installation Topics Exchange Service (SITES)  to a contractor?  Are there any force protection concerns having contractors know what is available on Army installations?

33. A: 
The Office of the Secretary of Defense authorized providing the Army One Source contractor with access to SITES for the sole purpose of providing information to Soldiers and their families.  

Army One Source Vendor Specific Information

34. Q:
Does Army One Source Vendor benefit from any referrals provided?

34. A:
The Army One Source contractor ensures there are no conflicts of interests from any referrals they provide because they derive no benefits, financial or otherwise, from any resources provided.  

35. Q:
How does the vendor keep up with state requirements?

35. A:  The Army One Source contractor maintains its own databases of state licensed or accredited providers by purchasing and regularly downloading individual state data as frequently as it is available.  State legal requirements, such as recent State of California requirements for privacy, are monitored and reviewed by the vendor’s legal and government departments and information is disseminated as well as incorporated into policy and procedure.  Federal requirements are similarly monitored and incorporated into service delivery.

36. Q:
Will there be usage reports generated and made available by component?

36. A: Yes, utilization reports are generated by the Army One Source staff on a monthly basis, available on the 10th business day of the month.  

37. Q:  Who are utilization and Return on Investment (ROI) reports turned in to?  

37. A:  Utilization reports will begin at installation level and will be rolled up to HQDA.  Commanders will be provided information specific to their installation, state or reserve regional support command.  

Communications/Program Promotion

38. Q:
How will people know about these services?

38. A:
The Army One Source staff is working closely with designated points of contact for disseminating communications materials both electronically and in print.  The vendor will establish a monthly promotion plan tailored to each installation.  In addition, customized communication materials such as brochures, posters, magnets, newsletters, fliers, e-mail communications and Command letters have been developed for each installation.    

Online Security

39. Q:
How can I be sure that when I go online my information is safe?

39. A:
The Army One Source does not require unique personal information such as social security numbers in order to access the site.  Ordering educational materials requires providing personal information such as name and address.
40. Q:
If I am accessing this site using a government computer, is this really a confidential service?

40. A:
Government supplied computer equipment will record that the user went to www.Armyonesource.com but once on the site, the specific navigation on the site is secured. 

41. Q:
Can viruses be transmitted from your site to individual users?

41. A:
The Army One Source contractor will carefully screen all site information including postings to monitored bulletin boards.  When a resource room provides a link to outside Web sites, all sites will have been pre-screened.  In addition, Army One Source staff will secure our sites with sophisticated firewalls and the latest virus screening technologies.

Customer Satisfaction/ Quality Assurance

42. Q:
What happens when someone has a bad experience with the service? 
42. A:
The Army One Source offers users of the program multiple ways to provide customer satisfaction feedback on the services and materials received.   The AOS counselor will follow up with each user to ensure that they have received the desired services and are satisfied.  The individual user can complete a customer satisfaction survey in a variety of time-efficient means i.e., Interactive Voice Response survey, e-mail survey or a telephone survey with a different vendor.  Negative responses set in motion a specialized customer recovery team to determine the nature of the bad experience and take corrective action.  In addition, the Army Contracting Officer’s Representative reviews every complaint to ensure follow up on all dissatisfaction issues and agreed upon resolution between the customer and vendor. 

43. Q:
Is there any process to ensure follow up with clients to ensure they receive service to their satisfaction?

43. A:
In all cases including e-mail, follow up is included.  A caller’s case does not close until the caller or e-mail user says that they require no further assistance.  The user of the services and the counselor determine the timeframe for the follow up.  The Army One Source counselor ensures the coordination of all services. Once the user communicates to the Army One Source counselor that they do not need further assistance on an issue then a customer satisfaction survey process is initiated including a customer recovery process to provide the user with a satisfactory outcome.
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