Conducting “Warm Transfers” at the Portland VA

VA Central Office has arranged with the VA National Suicide Prevention Hotline to provide suicide prevention support in cases that a researcher is on the phone with a participant who indicates that they are suicidal. When this occurs, a “warm transfer” should be conducted, which is defined as transferring a call and giving the referring party an opportunity to share information over the phone prior to the call transfer. A warm transfer also allows for all three parties to be on the line at the same time if needed. Here are instructions for how to conduct a warm transfer if needed during the course of a research study. 
The warm transfer number for the VA National Suicide Hotline is (585) 393-7938. Alternatively, the main number for the VA National Suicide Prevention Hotline is 1-800-273-8255, then press “1.”
If possible, you should be prepared to share with the Hotline staff the participant’s phone number, name and last four social security numbers.
IP Phone “Warm Transfer” Instructions:
To conduct a “warm transfer” using an IP phone you press one of the soft buttons up top while talking to someone (it says transfer) and put in the number you want to transfer to. If you stay on the line you have the opportunity to talk with the hotline staff. More specifically:

1. From an active call, press Transfer.

2. Enter the target number.

3. Wait for the transfer recipient to answer.

4. Explain the situation while both parties are on the line.

5. Press Transfer again to complete the transfer or EndCall to cancel.

Older, single-line phone “Warm Transfer” Instructions:
1. Press TRF. Interrupted dial tone indicates call is placed on hold.

2. Dial destination station’s extension.

3. If party answers, announce the transfer of call; press Recall to hang up.

4. If party does not answer or line is busy, press TRF to return to first party.

5. If using blind transfer (not staying on line to announce transfer of call), listen for at least ½ ring before hanging up.

When the phone does not allow callers to be placed on hold:

In cases where telephone equipment does not allow the caller to be placed on hold while communicating with the warm transfer telephone number, the researcher should ascertain that the caller will remain available by phone while contacting the warm transfer telephone number. Once the assurance has been obtained, the referring party should disconnect from the caller and immediately call (585) 393-7938. They will need the individual caller’s name and telephone number, and if possible the address. The VA National Suicide Prevention Hotline will then connect with the caller.
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