
Survivor Outreach ServicesSurvivor Outreach Services

Survivor Outreach Services (SOS)Survivor Outreach Services (SOS)



Survivor Outreach ServicesSurvivor Outreach Services

AgendaAgenda

Background– Background

– Organizational Structure – Program Elements

– SOS Website  

– Way Ahead
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• CSA’s Guidance: Develop a Program that…
 Connects Families to the Army for as long as they desire
 Increases population reached, assistance provided, and length of support available to p p , p , g pp
foster resiliency 
 Creates a multi-agency approach and standards of support
 Ensures access to all entitled benefits for Families
 Leverages non-profit organizationsg p g

• Survivor Outreach Services (SOS) Working Group Informs and Monitors 
Process and Progress:
 Representatives from across multiple Army Agencies, Survivors, Army Commands and p p y g , , y
Army Components
 Provide strategic oversight
 Developed charter
 Developed organizational framework, identified policies/legislation, recommend p g , p / g ,
program improvements, changes to policies and programs

Beneficiaries – those designated persons who receive benefits consistent with
regulation, Public Law and the elections of the Soldier

Surviving Family members/SOS – includes Primary and Secondary Next of Kin. 
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g y / y y
Primary and Secondary Next of Kin are defined as spouse, children, parents,
persons in loco parentis, siblings, and designated beneficiaries. 

Fallen Soldier:  A Soldier death occurs while on Active duty status
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Identified Gaps in Service

Day 1-14 Day 15-180Death

Benefit 
Coordinators

Financial 
Counselors

PRE-DEPLOY
AND

DEPLOY

CASUALTY
NOTIFICATION 

AND
FUNERAL

BENEFITS
AND

ENTITLEMENTS

SURVIVOR OUTREACH 
SERVICES

Short Term Long Term

Day 1 14                    Day 15 180                            Death                          

Support 
Coordinators

As long as they want to be connected

Support

GAPS IDENTIFIED 

Pre-Deployment Training
k f d di d i i

Trainers / CAC Staffing

Benefit Specialists / Financial Counselors
Support 

Coordinators• Lack of standardized training
• Little focus on disability / estate planning

Casualty Notification Through Funeral
• Overwhelming number of contacts during difficult time
• CAOs largely compassionate and supportive, but lack depth regarding benefits and entitlementsg y p pp , p g g

Benefits & Entitlements
• Lack of focused, specialized benefits expertise
• Limited financial advice counseling available – counseling limited to household finances

Long Term Support

Vickie LaFollette/IMWR-FP/703-681-1471(DSN 761)/vickie.d.lafolleltte@us.army.mil

Long Term Support
• Disparity in access across the Army
• Perception that support ends six months following the death of the Soldier
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CLOSING THE GAPS 

Pre-Deployment and Deploymentp y p y
• High impact, standardized training
• Include survivors in training
• Execute training at the local level while meeting minimum, centralized standards
• Increased focus on disability and estate planning

Casualty Notification through Funeral
• Improved manning at all Casualty Assistance Centers
• Expert benefits and finance counselors available at CACs to team with Retirement Services Officers and assist 
Survivors
• Quality up front to minimize problems later

Benefits & Entitlements
• Trained Support Coordinators, Benefits Specialists, and Financial Counselors
• Resource Reserve Components to provide support to geographically dispersed

Long Term Support – Survivor Outreach Services
• Push System -- Centralized Control -- Decentralized Execution
• Improve responsiveness, decrease inquiries
• Provide comprehensive, integrated web-based access to resources
• Increased partnerships focused on Survivor populationIncreased partnerships focused on Survivor population
• Responsive quality assurance for immediate problems and programmatic direction
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Mission (Draft)

E b  S i  d i  th   Embrace Survivors and give them reassurance 
that they are connected to the Army Family 
through sustainment of a coordinated multi-

agency Survivor support program that agency Survivor support program that 
maximizes cooperative efforts with NGOs, 

ensures Survivors receive all benefits to which 
they are entitled, and allows them to remain an y ,
important part of the Army for as long as they 

desire
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Program ElementsProgram Elements

Support Coordinator (108)                  
Must possess Bachelors degree  

Financial Counselors(108)
Accreditation

 Support Groups
 Advocacy/Outreach
 Information & Referrals
 Life Skills Education

 Budget/basic financial management
 Investment education
 Estate planning and education
 Coordinate with benefits coordinator

 Coordinate with benefit counselor
financial counselor, NGO’s, others

Benefits Coordinator (30) Trainers (30)Benefits Coordinator (30)
Certification 

SME on all benefits; state, local, federal
 Coordinate with support coordinator

Trainers (30)
Certification

 CAO/CNO
 Pre Deployment Training for Family 

b /S i  band financial counselor
Initial POC for CAO

member/Service member
 Train the Trainer 
 Pre-deployment training
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Program ElementsProgram Elements
Family and Morale Welfare Recreation Command

– Army Community Service (Support Coordinators and Financial 
Counselors)

 Total Staff: 100 contracted positions Total Staff: 100 contracted positions
•98 resumes forwarded to ACS Directors for review
•0/100 contract staff hired 

 Training:
• Three day, 21.5 hours
• Training will commence as soon as staff is on-boardg
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Program ElementsProgram Elements
Installation Management Command -

Human Resources

 Casualty Assistance Centers (Benefit Coordinators and Trainers)

T t l St ff  6  D t t f A  i ili  itiTotal Staff: 60 Department of Army civilian positions
• 27/60 GS positions filled
• 8 installations have 100% staffing (Huachuca, Sill, Riley, 
Dix, Stewart, Campbell, Benning and Carson)Dix, Stewart, Campbell, Benning and Carson)

Training:
• Benefit Coordinator Training - 5 days (40 Instructional g y
hours) The course will train the Benefit Coordinator on the 
roles and responsibilities associated with benefits and 
entitlements based upon the unique requirements, goals, 

b f l d f
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objectives, family structure and economic circumstances of 
each beneficiary 
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Program ElementsProgram Elements
Installation Management Command -

Human Resources

 Casualty Assistance Centers (Benefit Coordinators and Trainers)

T i i  C ti dTraining Continued:
• Benefit Coordinator Training - 5 days (40 Instructional 
hours) The course will train the Benefit Coordinator on the 
roles and responsibilities associated with benefits and roles and responsibilities associated with benefits and 
entitlements based upon the unique requirements, goals, 
objectives, family structure and economic circumstances of 
each beneficiary each beneficiary 
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Program ElementsProgram Elements

Army National Guard (ARNG)

Total Staff: 108 contracted positions
• Location: State TAG to determine location
• 0/108 contract staff hired0/108 contract staff hired
• ARNG combined Support Coordinator and Financial Counselor 
positions

 SOS Coordinator will be trained to perform both functions
 Decision based on geographical dispersion and workload

 Training:
ARNG SOS t ff t i i  ill b  d t d i  j ti  ith • ARNG SOS staff training will be conducted in conjunction with 

FMWRC SOS staff training
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Program ElementsProgram Elements

Army Reserve (USAR)

Total Staff: 8 Department of Army civilian positions
•Location: USAR Regional Support Centers (4)
•1 Support Coordinator and 1 Financial Counselor at each pp
location

 Training: 
T i i  ill     t ff i  b d• Training will commence as soon as staff is on-board

•Staff training will be conducted in conjunction with FMWRC 
SOS staff training
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Improvements to PolicyImprovements to Policy

(Updates based on feedback from SOS )

i i li i h hInstitutionalizing Change Across the Army

•Travel for Casualty Assistance Officers (CAO) to interment Travel for Casualty Assistance Officers (CAO) to interment 
• Group Interment policies modified

― More sensitive to Families after prolonged periods of grief
• Distribution of flags at graveside to larger groupg g g g p

– Maintain dignity of honors – meet Family desires
• Enhanced procedures for investigating suicides
• Emphasis on policy for Friendly Fire Incidents

– Improved process to keep Families informed
– Improved process to ensure appropriate investigations are 
conducted and results shared with Survivors

M  S i  t  l  t   t li  if th  d i

Donna Engeman/IMWR-FP/703-681-6404/ldonna.engeman@us.army.mil

• Move Survivors to long term case management earlier if they desire
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Training Initiativesg

(Since the Start of SOS – Feb 08)

Training Before Tragedy – Improving Readiness
“T ki  C  f B i ” d l t l di• “Taking Care of Business” -- pre-deployment personal readiness
– Released online Army-wide – video, checklists and Commander’s 

briefing
d f d l d l d– Required for pre-deployment and annual readiness training

– Follow-on video to educate Soldiers and families on the SGLI 
program in development

• “The Record of Emergency Data (DD93): What You Need to Know” 
video and step-by-step instructions completed and released online 
Army-wide

• Training for SOS positions at CACs (Trainer and Benefits Coordinator) 
• Improved training product for use at Pre-Command Course

– Additional emphasis on what Commanders need to knowp
• Additional high quality, on line products for refresher training
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Quality AssuranceQuality Assurance

(Immediate and Long Term Response)

Feedback and Action
• Improved Quality Assurance (QA) Process

• Immediate referral to Long Term Case Management for problem 
resolution whenever possibleresolution whenever possible

• Modified Survivor telephonic feedback survey
• Feed QA survey results to SECARMY and directly back into SOPs

Sharing lessons learned from Staff Assistance Visits (SAVs) to • Sharing lessons learned from Staff Assistance Visits (SAVs) to 
Casualty Assistance Centers (CACs)

h llLatest Challenge
• Media Coverage at Dover

• Responding to change in policy while keeping Families firstResponding to change in policy while keeping Families first
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SOS WebsiteSOS Website
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SOS WebsiteSOS Website

– StatusStatus
– Hosted on Army OneSource
– Marketing Plan updated to reflect SOS Website
– Capabilities

Resource Directory/Educational Materials section
Links to agencies/support services
Live Chat/Blogs/Forums
 db k l /   k iFeedback loop/venue to ask questions
Virtual World to host meetings

Way Head–Way Head
–Exploring opportunities to host on-line meetings to create social 
environment – expected implementation April 09
– Exploring opportunities to upload SOS Work Group materials
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p g pp p p
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Jan 10
Staffing Complete

Conduct 4th Quarter Interviews

Quality Assurance Surveys

Oct-Dec 09

Jan 10

July – Oct 09

Website Operational

Conduct 3rd Quarter Interviews

April 09

June 09

Jan Mar 09

Mar -Jun 09 (CAC)
April 09 (Family Programs)

Conduct Staff Training

Conduct 2nd Quarter Interviews

Nov– Oct 09

Jan-Mar 09

Hire Staff
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BACK UP SLIDES BACK UP SLIDES 
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Staff Locations

• Hood • Meade

Staff Locations

• Bragg
• Campbell
• Stewart
• Carson

• Leavenworth
• Leonard Wood
• Lee
• Knox• Carson

• Schofield Barracks
• Riley
• Myer

• Knox
• Camp Zama
• Eustis
• Huachucay

• Lewis
• Jackson
• Drum

• Dix
• Gordon
• Buchanan

• Bliss
• Sill
• Sam Houston
• Richardson

• Belvoir
• McPherson
• Rucker
• Benning
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• Richardson
• Polk

• Benning
• Germany
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SOS Training Initiati esSOS Training Initiatives

• Taking Care of Business, the pre-deployment personal 
di  t i i  idreadiness training video:

– Released online Army-wide and announced as a new 
requirement in the train-up phase of the Deployment Cycle 
Support Checklistpp

– Follow-on video on completing the Record of Emergency Data 
completed and awaiting DCS, G-1 approval

– Follow-on video to educate Soldiers and families on the SGLI 
program in developmentprogram in development

• Training POIs for CAC Trainer and CAC Benefits Coordinator:
– CAC Trainer POI completed
– CAC Benefits Coordinator POI in final stages of completion– CAC Benefits Coordinator POI in final stages of completion

• Casualty Overview Training for other SOS personnel:
– Training Module Completed
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Program Framework Imperatives

 CMAOC maintains DA level centralized casualty operations: policy development, 
standardized training materials for CNOs/CAOs  operate 1 800 line  and institutes a standardized training materials for CNOs/CAOs, operate 1-800 line, and institutes a 
quality assurance process 

 IMCOM-HR supports CMAOC mission with short term support through its 31 CONUS 
and 2 OCONUS CACs: provide technical supervision/support to the CACs, supervision 
and training of the CNO/CAOs, funeral honors and protocol, reporting, mass casualty, and training of the CNO/CAOs, funeral honors and protocol, reporting, mass casualty, 
mortuary affairs

 Army Commands, to include all components, support IMCOM CAC mission for 
CNO/CAO operations, funeral honors and protocol, reporting, mass casualty, and 
mortuary affairs through the 54 ARNG HQs, 325 FACs and 4 Regional Support mortuary affairs through the 54 ARNG HQs, 325 FACs and 4 Regional Support 
Commands and 13 Operational and Functional Commands

 Integrate and decentralize casualty assistance support by resourcing CAC operations 
to include funding for trainers and benefits/entitlements specialists

D li  SOS i   i i  F ili   h  A  d di  i   Decentralize SOS services to surviving Families across the Army: standardizes services 
(e.g., Information and Referral, Child and Youth Services, Chaplain Support, Strong 
Bonds, Army Community Service, Life Skills Education, Supportive Counseling, 
Treatment/Therapy, Financial and Legal Assistance,  Relocation Assistance, Respite 
Care Services
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