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IMWE-LEW-MWA
SOLDIER AND FAMILY ASSISTANCE CENTER (SFAC)
STANDING OPERATING PROCEDURES (SOP)

SECTION 1 - REFERENCES

a.  AR 608-1, Army Community Service Center, 06 Dec 06

b.  HQDA, EXORD 118-07 (Healing Warriors), 2 Jun 07

c.  HQ, IMCOM EXORD 07-003, 11 Jun 07

SECTION 2 – GENERAL
1.  PURPOSE:  The Soldier and Family Assistance Center (SFAC) is intended to be a center of gravity one stop shop for Warriors in Transition (WTs), Department of Defense (DoD) personnel, and their Families for tailored integrated support services in a warm, friendly environment.  This Standard Operating Procedure (SOP) is written to give assigned personnel a firm understanding of how SFAC services are to be accomplished in their specific location.  This manual is not intended to supersede installation regulations and policies regarding non-SFAC matters.  On Fort Lewis the SFAC provides direct, non-medical administrative support services to WTs and their Family members, and a USO-like community atmosphere where WTs and family members may gather for comradeship and relaxation.
2.  APPLICABILITY:  All Army Installations performing Soldier and Family Assistance Center support services for Warriors in Transition (WT), Department of Defense (DoD) personnel and their Families are required to have a SFAC SOP in accordance with HQDA, EXORD 118-07 (Healing Warriors), Dated 4 Jun 2007.  The SFAC SOP is intended to be an annex to the Installation's Warrior in Transition Unit SOP, an addendum to the Garrison Commander’s priority of Care Policy or can function as a stand alone document.  This SOP is specific in nature but is subject to change as procedures and policies are refined in the course of providing services under the SFAC.
3.  SCOPE:  This SOP applies to all agencies that provide services or support to WT Soldiers and Families.  This SOP is information for external/internal services to better understand the core and construct of services provided.
4.  The SFAC Director is the primary point of contact and the proponent for this SOP.  
SECTION 3 – ADMINISTRATION
a.  Facility Management

     (1)  The SFAC must meet facility and program requirements in AR 608-1.

     (2)  The SFAC must be equipped with the resources to meet the needs of the

client.  Resources to include workstations, facilities, furniture, office equipment, access to internet and long distance phone lines, support services (DOIM, facilities, security, janitorial, etc.), and staff must be in place.  Facilities and equipment will be ADA compliant IAW the needs of the serviced WT population. 

     (3).  The Garrison provides the resources for the SFAC through DMWR and ACS.

     (4).  The SFAC Director, with assistance of ACS Director, secures funding through the Army’s Planning, Programming, Budgeting and Execution System (PPBES).  The Director allocates those limited funds on the basis of anticipated demand for SFAC services.  

b.  Safety

      Nothing in this manual is to be construed to authorize exception to installation regulation and policies regarding safety, security, utility conservation, and facilities maintenance.  
c.  Bomb Threats.

     (1)  All bomb threats should be treated with the assumption that it is a legitimate warning and not a prank.  The most important concern is for the safety of those in the threatened area/facility.

(a)  Make voice announcements calmly to avoid panic. 

(b)  Evacuate personnel as determined by the unit, activity, facility, or the Commander or Manager in the adjacent buildings within 300 meters. 

(c)  Personnel should not touch, disturb, or move any objects. 

(d)  During evacuation, be careful to only use unaffected entrance/exit doors. Leave light fixtures and other electrical devices alone. 

(e)  Do not to use any CB radios, short wave radios, palm pilots, cell phones or any other radio transmitting device within 300 feet of the threatened building or area. 

(f) Establish priorities and routes of evacuation based on the type of building and location of personnel within the building. Consideration must be given to modifying routes of evacuation in the event an actual bomb or suspicious object is located. Identify all personnel with special needs so that personnel can be identified before hand to provide assistance during the evacuation. 

(g) Establish holding areas at least 600 yards away from the threatened building for personnel to report to until the bomb threat area is declared clear. Conduct a 100% accounting for all personnel assigned to the area. Establish strict control and accountability of all personnel. Each activity should also establish personnel accountability procedures. 

(h) If time allows, secure all classified materials (IAW AR 380-5) and immediately evacuate the area. If time does not allow, secure the classified area and report security concerns to responding police and or EOD/security staff. 

(i) If time allows, all critical areas will be secured (arms rooms, motor pools, ammunition storage, etc), to exclude the targeted area. 

(j) Develop a bomb threat checklist; (Appendix A) and ensure all supervisory personnel are familiar with it. (Everyone should know what to do). 
(6) When instructed by EOD or Military Police, the unit Commander or the Activity/Facility Manager will organize and conduct a search of those areas not specified in para 5b. This will allow persons familiar with the normal operation of the area and its contents to conduct the search for suspicious objects. 
(7) Upon completion of the search of all areas, the senior supervisor for the unit/facility will declare the area/facility clear. 
(8) Ensure the person(s) finding a suspect device are available for questioning by MP, CID, and EOD personnel. The area supervisor and commander should be readily available if questions arise. Caution must be taken with suspicious items and they should not be handled except by trained emergency response personal (EOD, MP, CID or Fire Dep. Staff). The search plan should include provision for EOD input in order to preclude confusion should a suspicious package be discovered. (Searches of large administrative areas are very complex and loss of control is easy).  
d.  Time and Attendance.


(a)  Hours of operation for the SFAC are 0800 – 1600, Monday thru Friday, excluding Federal and/or State Holidays or days off declared by higher headquarters.  The SFAC shall be closed from 1200-1230 hours, Monday thru Friday, so that employees may take their lunch break.

(b)  SFAC employees shall work 0730 hours to 1600 hours for their normal day of duty.    

(c) SFAC employees shall take one 15-minute break in the morning between the time of starting work (0730 hours) and their lunch break;  SFAC employees shall take one 15-minute break in the afternoon between the end of their lunch break and the end of their work tour (1600 hours).  

(d)  Lunch breaks and/or morning and afternoon breaks may not be combined in order to leave their place of duty earlier than normally scheduled.
(e)  SFAC employees shall submit their time and attendance sheets on a bi-weekly basis to the Administrative Assistant.  

(f)  SFAC employees requesting time off shall submit the request (form OPM-71) to the SFAC Director as far in advance as possible.  Employees who are ill shall submit their OPM-71 to the Director upon their return to duty.  Employees absent for longer than three duty days due to illness shall be required to provide documentation from a medical professional attesting to their illness and that they are able to return to duty with no restrictions.

c.  Reports

     Army Medical Action Plan updates:  SFAC director will forward required data on center operations as required. 

d.  Supply Accountability

     The SFAC Director will maintain accountability for all supplies and equipment used in the SFAC.  
SECTION 4 – RESPONSIBILITIES/SERVICES

a.  The Garrison Commander (GC) is responsible for:
     The command and control for all community resources pertinent to the SFAC.

b.  The Director of Morale, Welfare and Recreation (DMWR) is responsible for:
     The overall execution of SFAC activities and related services under DMWR.  The SFAC works in conjunction with the ACS under the MWR.

c.  The Chief, Army Community Service (C, ACS) is responsible for:
     (1)  Coordination and delivery of support services from ACS.

     (2)  Direct supervision of the SFAC Director, allocation of resources, and primary support from ACS to support WT’s from ACS.

d.  The SFAC Director will:
     (1)  Manage SFAC operations in accordance with references (a) to (c) and any additional related Army policies, guidelines and regulations applicable to SFAC.
     (2)  Recruit, supervise, and evaluate staff:  The SFAC director will hire and supervise Military Benefits personnel specialists, Social Services Assistants, Information and Referral Specialists, Education Counselors, Financial Counselors, Administrative personnel, and Outreach workers.  

     (3)  Coordinate the services of other providers:  Transition/Employment staff will be hired under a centralized Army Career Alumni Program; services will be on site at Fort Lewis.  Child and Youth Services (CYS) staff will be also be on site at Fort Lewis, but will work for the CYS coordinator.  The SFAC director will coordinate Chaplain, Defense Finance and Accounting, and Legal services.  At Fort Lewis, representatives from Veterans Affairs (VA), and Traumatic Group Life Insurance (TSGLI) will work in the SFAC.  All personnel in the SFAC will maintain referral information for the VA and TSGLI.  These service provider systems will have desks in the SFAC, but may not always be present. 
     (4)  Establish and chair the SFAC Committee:  The purpose of the committee is to ensure services/schedules are coordinated in providing services and issues resolved.  Membership includes SFAC Director, WTU Case Manager, and Information and Referral Specialist.  AW2 Specialist will attend if appropriate.  

          (a)  Conduct committee meetings bi-weekly.

          (b)  Prepare minutes to be forwarded to the Garrison Commander.

          (c)  These minutes will be reviewed at the weekly WT meeting held by the     Garrison.
     (5)  Track the WT performance metrics and prepare slides as needed when requested by the Garrison Commander.  ACS, Client Case Record form DA 5897 will be used to track client information.  Client intake record information will be inputted into the Client Tracking System (CTS).

     (6)  Prepare SFAC appointment letters for the Garrison Commander’s signature.

     (7)  Develop a comprehensive SFAC Smart Book that includes information sheets, operating hours, location, Standard Operating Procedures, FAQs, and other information needed to assist WT Soldiers and their Families. 

     (8)  Develop and implement an effective marketing plan for the SFAC.

     (9)  Upon receipt of request for needed services, coordinate identified service delivery with the appropriate SFAC agency.  Ensure meeting locations are ADA accessible.

     (10)  Develop a process for tracking systemic issue resolution with SFAC committee and commanders.  Issues will be developed from observation, customer complaints, and other feedback mechanisms.

     (11)  Follow up on all requests for services to ensure the Soldiers or Family issues are resolved within 72 hours of the service being provided.

     (12)  Ensure records are maintained on all SFAC contacts and service delivery in accordance with AR 608-1 and “Guidance for Interpreting Accreditation Standards and Indicators”, DA Form 7419.

     (13)  Establish and maintain cooperative relationships with installation and community service providers and gain support for WT Soldiers and their Families (e.g., Veteran Service organizations, local, State, and national community groups).

     (14)  Develop and manage the Installation SFAC budget.  Work with the Chief, Army Community Service to request funds and purchases for SFAC.

     (15)  Manage the SFAC donation program in accordance with Army regulations and policies.  Prepare a separate SOP for the WT Donation Program.  

     (16)  Maintain referral sources for emergency lodging for WT Family members.  Continuously track the available beds by type and location.

e.  All SFAC Service Providers will:
     (1)  Provide the name of the primary and alternate SFAC representatives, along with duty and after hour contact information to the SFAC Director whenever new representatives are assigned.  Personnel may need to be rotated if the operational/secondary traumatic stress impacts the worker.

     (2)  Ensure SFAC providers are provided with training that at a minimum includes SFAC mission, sensitivity training, customer service and HIPPA.  The SFAC training must also include a full understanding of AMAP/ERAP and associated policy and guidance as related to the services provided to WT and Family members.

     (3)  Ensure qualified personnel are available to provide requested services to WT Soldiers and Families on a priority basis.  Required services include, but are not limited to, priority services, child and youth activities, and marketing materials for the SFAC welcome packet.   

     (4)  Prepare information sheets, SOPs, forms, and FAQs for all services provided to WT Soldiers and Families and send to the SFAC Director for inclusion in the SFAC Smart Book.  Submit new documents whenever a process is changed or a new service has been established.  

     (5)  Ensure qualified personnel are available to provide services at a time and location convenient to the WT Soldier and/or Family Member.  The service requested will normally be coordinated between the SFAC and the designated primary or alternate representative; however, the service may be coordinated directly with the WT or Family member if they contact directly. 

     (6)  Monitor all offices that WTs visit meet the American Disability Act requirements and be acceptable to the Soldier or Family Member.  Where the office does not meet the requirements, immediately notify the Chief, ACS and the exceptional family member program.

     (7)  Document the assistance provided in the Client Tracking System (CTS).  Keep the SFAC Director informed of crisis conflicts and high risk clients (via email or fax) after meeting with the WT Soldier or Family, subject to any privilege or confidentially provisions imposed by statute or regulation.  Follow up assistance will also be documented and forwarded.

     (8)  Monitor and collect costs and forward current and projected costs to the SFAC director monthly.  

     (9)  Be prepared to screen and submit paperwork for TSGLI and VA services as these individuals have regional responsibilities and may not always be present in the SFAC.

f.  Military Personnel (MILPER) will:
     (1)  Assess the projected WT population and determine the optimum method for conducting in/out processing.  Determine the ideal location and resource requirements to achieve WT in/out processing.

     (2)  Determine the resource requirements and methodology for issuing WT Common Access Cards (CAC) and identification cards to eligible Family members.  Common Access Cards and military identification cards should be available in the building or directly in the SFAC as is feasible for one-stop operations.

     (3)  Provide WTs separating from military service appropriate transition services and decision support assistance.  Determine additional resources required to provide assistance via the SFAC.

     (4)  Provide assistance for WT transition and/or separation.

     (5)  Identify the resources and method for delivering casualty assistance services to Families as required.

     (6)  Provide WTs timely order processing within five duty days of notification. Identify additional resource requirements to achieve service standard. 

     (7)  Provide WT Retirement Services IAW AR 600-8-7.  Determine additional resource requirements necessary to provide a tailored service via the SFAC or within existing service center.

g.  Social Services Assistant will:
     (1)  Provide crisis intervention and information and referral services for WTs and their Families.  

     (2)  Provide a comprehensive substance abuse prevention education, intervention, information and referral program for WTs and their Family members.  

     (3)  Establish a stress management program tailored to the WT population.  Coordinate with installation Chaplain and WTU Commander in conducting Suicide Prevention training and establishing a comprehensive information program to provide hotline and resource information. 

     (4)  Establish and maintain effective working relationship with Garrison Army Substance Abuse Program (ASAP) and Alcohol and Drug Control Officer (ADCO).

h.  Information and Referral Services (I&R) will:  
     (1)  Provide reception services, which include a general orientation on the services available in the SFAC and ACS.  This should be a short informal oral brief and a full handout for services available.  Reception services should also include available flyers for WT related services on the installation and in the community

     (2)  Establish a centralized, integrated intake for information, referral, and crisis intervention, while conducting initial interviews.  Assess individual and Family needs, provide information and make service referrals within the center and to external agencies.  Using the DA 5897, the I&R Coordinator should be able to collect personal information of each WT and family member to meet the needs of all providers in SFAC.

     (3)  Maintain resource listings on a variety of installation, local, state, and federal agencies which offer support services to WTs.  Resource listings will include services to special needs’ population.  This listing will be available as a paper handout and on compact disk (CD). 
     (4)  Conduct specialized needs assessment to tailor services.  The needs assessment is constant and ongoing.  

     (5)  Create or utilize prescribed customer feedback forms and service request forms to identify and determine service emphasis. I&R will construct the form; establish a spread sheet assessment to the SFAC director monthly.

     (6)  Provide and maintain a resource book of brochures, fact sheets, and handouts regarding the SFAC and resources available in community.

     (7)  Maintain a roster of available language translators who would provide free-of -charge services to Families who are speakers of other languages.

     (8)  Establish and maintain a lodging referral list for Family members. 

     (9)  Maintain a client tracking system. 

     (10)  Maintain information on points of contact for members of the Army National Guard and Army Reserve.

     (11)  Maintain points of contact on WTs’ equivalents for other services: i.e. Navy, Marine and Air Force wounded support programs. 
     (12)  Coordinate with MAMC protocol office and Fort Lewis for distinguished visitors and be prepared to greet and escort visitors when they arrive at the SFAC.
i.  Outreach Program Coordinator will:
     (1) Coordinate/arrange respite care services for families with special needs through ACS, Exceptional Family Member Program (EFMP).
     (2)  Coordinate with local agencies and the exceptional family member program for adult caregivers to have respite care for WTs. 
     (3)  The outreach coordinator represents the services provided by Army Community Service.  The coordinator will need to be trained and capable to provide all ACS services not rendered by Financial Counseling and Information and Referral.  

     (4)  Outreach maintains the primary follow-up mission for ACS services in the SFAC.

     (5)  Outreach maintains the list of all services and must be available to WTs and family members anywhere on Ft. Lewis and surrounding community.
     (6)  Coordinate with Military Personnel and the Provost Marshal Office/Directorate of Emergency Services (DES) to establish installation access and access to installation services for non-medical attendants arriving on Invitational Travel Orders. 
     (7)  Maintain information on Virtual SFAC (The SFAC is to be linked to MOS and MyArmyLifeToo.com websites. This will provide access to information online to assist Warriors in Transition (WT) and their Families.)
     (8)  Coordinate with the Madigan Army Medical Center (MAMC) to gain computer profile, authorization access and security passes.

   j.  Financial Counseling Services will:  
     (1)  Counsel and educate WTs and Families on person financial self-sufficiency.

     (2)  Assistance in personal budget development.

     (3)  Assist clients in developing a spending plan.

     (4)  Advise clients on strategies for managing personal finances.

     (5)  Assist clients in evaluating assets and liabilities for long term planning.

     (6)  Make Army Emergency Relief (AER) referrals to ACS center the AER Officer may go to SFAC if Soldier’s mobility is extremely limited.   

     (7)  AER assistance will be available in the SFAC.    
     (8)  Refer to community resources and Army partners for resolution of financial issues.
k. Transition and Employment Assistance, Army Career and Alumni Program (ACAP) contractor will:
     (1)  Provide the mandatory pre-separation counseling and assist the WT in completing the Pre-separation Counseling Checklist DD form 2648-1 as soon as possible following the Soldier’s assignment to the WTU.

     (2)  Assist in the referral of WTU clients seeking information and assistance from services other than transition and employment.

     (3)  Provide individual one on one transition and employment counseling to WT’s and Families as requested.

     (4)  Support SFAC and ACS staff at local job fairs.

l. Army Continuing Education System (ACES) will:  
     (1)  Provide education counseling services to Soldiers and Family members.

     (2)  Provide on-site academic and military testing when possible.

     (3)  Provide mandatory Montgomery GI Bill counseling to WTs who will transition out of the Army.

     (4)  Ensure all WTs are familiar with the “GoArmyEd” portal procedures for applying for Army Tuition Assistance.

     (5)  Ensure WTs and Family members have computer access for education programs and services.

     (6)  Assist WTs and Family members in accessing state, county or local education benefits.  

m. Child Youth Services (CYS) will:  
     (1)  Extend eligibility for Child and Youth Services (CYS) to designated non-dependant WT Caregivers.

     (2)  Provide CYS programs to WTs and their Families to include but not limited to short term child care services in the CYS facilities or Family Child Care (FCC) system.

     (3) SFAC CYS will provide child care assistance in locations convenient to WTs and their Families as much as possible based space available.  There is no designated WT CDC.
     (4)  Provide registration services to Soldiers and Family members at the SFAC.  Once the Family is registered, work with CYS facilities to secure services for the care of children.  Registration includes medical records clearance, health assessment, initiating the process for Special Needs Accommodation Process (SNAP) (prior to registration) and two local emergency designees.  The service is free and income verification is not required.  If no other emergency designee is available, WT Battalion will provide two persons for clearance.
     (5)  SFAC CYS must maintain services IAW AR 608-1, AR 608-18, AR 608-75 and AR 608-10.

     (6)  SNAP will be expedited for children with special needs IAW AR 608-75.
     (7)  SFAC CYS must maintain a working referral list and network for off post placements as desired by WT’s and Family members.

     (8)  Child and Youth Management System (CYMS) will be utilized for WT registration and tracking from the SFAC.

     (9)  SFAC CYS will provide data from CYMS on tracking and usage of CYS services from the SFAC.
n.  Pastoral Services (CH)
     (1)  Provide religious services to Soldiers and their Family members to include coordination with Chaplains who can provide needed religious support.    

     (2)  Ensure pastoral care by providing timely ministry to Soldiers and their Family members. 

     (3)  Administer counseling either by direct approach or referral to the Family Life chaplain.  The chaplain can supply the counselee’s with materials and/or references that support the counseling situation.

     (4)  Provide rites and sacraments according to the religious needs of the Soldier or their Family members. The chaplain may refer the Soldier and Family members to chaplains that will be able to assist them with their religious needs.

     (5)  Provide ministry of presence to staff, Soldiers and their Family members by being available throughout the duty day. 

     (6)  Assist Soldiers and their Family members through referrals to other installation helping agencies to meet the full range of associated needs. 

     (7)  Provide resources such as religious literature, counseling materials, religious items, and any materials that meet the religious needs of the Soldier and their Family members.

     (8)  Chaplains are the primary assessment tool in the SFAC if persons are at risk of harm to self.  Chaplains will complete an assessment if warranted and refer clients at risk to the hospital emergency room for additional assessment.

o.  Finance Services will:
     (1)  ICW the Defense Military Pay Office and the WTU Financial Management Specialist establish procedures and operating hours that will meet the needs of the WT population and their Families.

     (2)  Finance services will be provided to inpatient WTs and all Family Members on travel orders.  Types of services will include military pay support/education, travel advances and travel settlements.

p. Staff Judge Advocate will:
     (1)  Provide legal services to WT Soldiers and Families on a priority basis.  

     (2)  Required services to provide include, but are not limited to, legal assistance (Powers of Attorney, Wills and  Estates, information on the Medical Evaluation Board Process and Traumatic Service members’ Group Life Insurance Program, etc.), and Claims processing.  

     (3)  Prepare information sheets, SOPs, forms, and FAQs for all services provided to WT Soldiers and Families and send to the SFAC Director for inclusion in the SFAC Smart Book.  Submit new documents whenever a process is changed or a new service has been established. 

(4) Provide legal review or secure legal review for SFAC procedures and be available to assist with best practice when donations are received.
q.Administrative Assistant will:

(1)  Be responsible for answering all incoming calls and direct them to the appropriate individual/agency.  In the event the individual/agency is not available, offer to take a message and once taken ensure that it is delivered when the individual/agency is available.

(2)  Ensure that WTs and/or family members coming to the SFAC for services are greeted in a friendly and courteous manner, using their military rank and last name.  Ensure that each WT and/or family member visit is accounted for by having them sign in.  Promptly notify, in person, by telephone, or email, the individual/agency that the WT and/or family member is in need of services on a walk-in basis or has arrived for a pre-scheduled appointment.  The individual/agency so notified is responsible for coming to the reception area, annotating the sign-in roster, meeting and greeting the WT and/or family member.  All interactions with WTs and/or family members will be professional and courteous.
(3) Serve as Timekeeper for NSPS and GS SFAC employees.

(4) Serve as Credit Card holder for the SFAC.  
(5) Serve as POC for all contact with MWR Marketing.

(6) Serve as Key Control Officer.
(7) Collate weekly statistics on number of visits by WTs to functional areas, providing that information in the specified format to the Director no later than close of business on the first working day of the week for the week prior. 
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Army Soldier and Family Assistance Center Locations

The Soldier and Family Assistance Centers will be fully operational at 30 CONUS locations by Jan. 3, 2008.  Locations are:
Balboa Naval Hospital, San Diego, CA
Fort Belvoir, VA
Fort Huachuca, AZ

Fort Leavenworth, KS

Fort Leonard Wood, MO

Fort Richardson, AK

Fort Meade, MD 

Fort Irwin, CA

Fort Wainwright, AK

Fort Polk, LA, 

Fort Lee, VA. 

Fort Eustis, VA

Fort Dix, NJ, 

West Point, NY 

Fort Sill, OK 

Fort Jackson, SC

USAG Hawaii

Fort Riley, KS

Fort Campbell, KY

Fort Carson, CO 

Fort Stewart, GA

Fort Drum, NY

Fort Benning, GA

Fort Hood, TX

Fort Lewis, WA

Fort Bragg, NC

Fort Lewis, TX

Fort Gordon, GA

Fort Bliss, TX

Fort Knox, KY
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