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OUTREACH PROGRAM NEWSLETTER
A service founded by Vietnam veterans, now for all veterans

July 2020
Hi all
I would like to start by saying thank you for your flexibility
and the support you are all providing to serving and exserving military personnel and their families.

Open Arms major centres have remained open throughout COVID-19 and have been very
careful to maintain physical distancing so we can continue to deliver services through a
mixture of face-to-face and digital options. Individual counselling, family counselling,
complex needs and peer support are all continuing to trend upwards.
The month of April reported the highest number of counselling sessions this financial year,
with 17,205 sessions conducted. This has included an increase in both in-centre and
outreach provider sessions. The month of May followed as the second highest number of
counselling sessions at 17,003 sessions conducted. As demand increases it is really
important that you keep the centres up to date with the current state and territory advice.
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In this edition we have details on Healthdirect - an online service delivery platform. You do
not have to use this platform, but we are strongly encouraging all our providers to consider
it for our clients due to the security the platform offers. It is free for you to utilise with Open
Arms clients. At times we have been able to decrease wait times in different parts of
Australia by providing virtual support, through clinical resources in another location. I
encourage you to let your local coordinator know if you have capacity and are willing to
provide telehealth support to other regions.
Open Arms can also offer after-hours support calls to current clients of Open Arms and
DVA. This includes telephone check-ins of an evening and/or over the weekend (including
public holidays etc.) We can also provide support calls if you are going to be away from
your office for a short period of time. After completion of these support calls, Open Arms
will provide you feedback the next working day. An after-hours support call can be
requested by sending a work flow task through VERA.
Kind Regards
Dr Stephanie Hodson
National Manager – Open Arms

END OF FINANCIAL YEAR BILLING
With one Financial Year ending and a new one beginning, we ask that you please ensure
that all outstanding activity is finalised in VERA by the 30th of July. This includes:





·
·
·
·

Marking Attendance
Adding Cart Items
Entering Clinical Notes
Submitting Outstanding Reports

As outlined in the Provider Notes, all OPCs are required to mark attendance and record a
clinical note within 48 hours of completing a session and cart within 30 calendar days of
the service being provided. Failure to do so may result in late and/or non-payment.
This change is to ensure that you are being paid in a timely manner for the services you
deliver.
Our Clinical Support teams will be conducting reviews to ensure these requirements are
adhered to. Please get in touch with your local Open Arms centre if you have any
questions regarding the above.
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HEALTHDIRECT ONLINE COMMUNICATION PLATFORM
IMPLEMENTATION
Open Arms has moved to a streamlined, consolidated platform for all telehealth activities HealthDirect. This will includes online video and voice counselling by in-centre clinicians,
peer support, and care coordination. Online group programs will continue to be managed
under alternative arrangements.
The HealthDirect platform is not compulsory for Outreach Providers, however it is
available at no cost to Outreach Providers for consultations with Open Arms clients.
The technology being utilised is Coviu, which will be delivered via the HealthDirect
platform - chosen because it is user-friendly, has Australian government security
accreditation, and includes readily available nationwide technical support.
A soft launch for all Open Arms in-centre clinicians, peers and interested Outreach
Providers commenced on 29 June 2020.
An introductory presentation on the benefits and functions of the HealthDirect platform is
available on the Open Arms COVID-19 Self-Service space.

INTRODUCTION OF ONLINE SUICIDE PREVENTION TRAINING:
SUICIDE PREVENTION START
Open Arms has expanded its suite of suicide prevention training options to include online
delivery through Suicide Prevention Start. This program is available, at no cost to
veterans, their family members, and anyone who is interested in actively supporting the
safety of the wider veteran community. I encourage you as part of your Open Arms role to
complete the online training.
Suicide Prevention Start, designed by LivingWorks is an internationally-accredited online
suicide awareness and prevention training course. The course is a precursor to the more
in-depth face-to-face suicide prevention and intervention skills training workshops offered
through the Open Arms group program suite. Those who have previously attended the
LivingWorks Applied Suicide Intervention Skills Training (ASIST) and Suicide alertness for
everyone (safeTALK) education workshops may find value in completing the online course
as a refresher.
The Suicide Prevention Start online training takes approximately 60-90 minutes to
complete. The training can be accessed by contacting Open Arms on 1800 011 046 or via
the Open Arms website link: www.openarms.gov.au/get-support/treatment-programs-andworkshops/suicide-intervention-and-mental-health-literacy-workshops.
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Once registered, you will receive an email which will include a direct website link to the
LivingWorks Start portal. You will be required to access the Suicide Prevention Start portal
through Internet platforms, Chrome, Safari or Firefox.

GROUP PROGRAM UPDATE
Open Arms has expanded its suite of online programs to include introductory training on
Doing Anger Differently, Understanding Anxiety, Managing Pain, Recovery from Trauma,
and Sleeping Better.
Delivered across two days, for 90 minutes per session, the online group training will
provide information that introduces participants to the connection between thoughts and
behaviour of an identified problem, and understanding strategies to help manage
responses.
To ensure that Open Arms participants receive the best interactive experience, the online
group size is 4-8 members of the veteran community from across Australia.
The online training has not been designed to replace face-to-face treatment groups, rather
to include online alternatives. As restrictions start to lift in each State and Territory, Open
Arms will be reviewing and progressively reintroducing face to face groups across
Australia.
Who is eligible to attend?
Eligibility for online training is open to all current and former ADF members with one day
continuous full-time service, their family members and anyone who has contact with or
supports the veteran community.
As with face-to-face groups, the online training options are demand driven, and are
provided at no cost to participants.
If you know of someone who would like to attend either an online group (if eligible), or a
face-to-face group, they can contact Open Arms 24/7 on 1800 011 046 or register their
interest via this form.

TEAM PROFILE: OUTREACH PROGRAM MANAGEMENT
What does your team do?
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The Open Arms Outreach Program is designed to increase service accessibility for
Open Arms clients by establishing a network of accredited mental health clinicians to
support the delivery of services on behalf of Open Arms across Australia.
Outreach Program Management is working to develop processes and procedures that
deliver a better experience for both our Open Arms colleagues and external
providers. We are building nationally-consistent processes to provide Open Arms staff
with the tools and guidance they need to engage, manage and support external clinicians
who provide services on behalf of Open Arms.
Who’s in the team?
Brittany Hayes, as the assistant director/project manager, looks after the team as well as
coordinating the project overall. She is also responsible for identifying future improvement
opportunities.
Cathryn Young is new to Open Arms but her previous experience gives her an edge in
identifying areas for improvement. Karen Weisser has been with Open Arms and DVA for
over 20 years and her corporate knowledge is vital to help us fill in the gaps. They are the
yin and yang of the Outreach Program and together they make a great team. There is not
much they can’t handle.
What do your day to day activities look like?
Cathryn and Karen keep things running - application processing, mailbox management,
provider updates, newsletters, reporting, invoicing – pretty much everything that needs to
be done to support our team and the wider Outreach Program.
Brittany can usually be found attending or organising meetings, coordinating working
group activities, writing project documentation or responding to correspondence – a mix of
the usual and the unusual, depending on the day!
We are tech support, communications, project planning, trouble-shooting and reporting
services (plus more!) for all aspects of the Outreach Program. As a team, we operate with
a ‘no wrong door’ policy so even if the question or task does not relate to the Outreach
Program, we will do our best to find an answer or connect people to the right team.
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Brittany Hayes

Karen Weisser

Cathryn Young

Are there any major projects you’re working on at the moment? If so, what are
they?
Our next focus is the onboarding/off boarding and induction of new providers across all
service types. This will ensure that all new providers are given consistent information and
support to meet our expectations.
Work has also commenced to create a formal audit and feedback process to assist the
Regions manage compliance issues. This will help reinforce our quality expectations and
ensure client records are maintained to a high standard.
Contact the team via their mailbox here: OPENARMS.OPCMANAGEMENT@dva.gov.au

RESTORE TRIAL - VETERAN PARTICIPANTS SOUGHT
Open Arms is partnering with Phoenix Australia – Centre for Posttraumatic Mental Health
to trial intensive delivery of a form of prolonged exposure (PE) therapy for veterans with
posttraumatic stress disorder (PTSD). The Rapid Exposure Supporting Trauma Recovery
(RESTORE) Trial is investigating whether an intensive treatment form (daily sessions for
two weeks) is as effective as the standard form (one session a week for 10 weeks).
The RESTORE Trial is a randomised control trial. As such, participants could receive
either the standard or the intensive PE therapy.
The RESTORE Trial is now recruiting current and ex-serving veteran volunteers for
telehealth and face-to-face delivery of PE therapy. In addition to locations in Adelaide,
Brisbane, Canberra, Darwin, Melbourne, Perth, Sydney, and Townsville for face-to-face
delivery, volunteers from across Australia may now participate in the RESTORE Trial
using telehealth.
Participants do not need to have a formal diagnosis of PTSD, but should have symptoms
consistent with PTSD that may have developed during or after their military service.
6

Outreach Program Counsellors are encouraged to determine if they have clients
who may be suitable for the Trial, and to discuss the Trial with their clients as a
potential treatment option.
Further information regarding eligibility and volunteering for the RESTORE Trial is
available from the RESTORE Trial Intake Officer on 1800 856 824 or at
https://www.phoenixaustralia.org/expertise/research/current-treatment-trials/restore/

VERA SERVICE DESK TEAM UPDATE
The VERA Service Desk team is
available between 9am-5pm weekdays to
assist you with VERA issues.
If you are experiencing problems logging
in or with VERA functionality, please send
an email to AMBVERACHD@dva.gov.au. Please include as much information as
possible so we can efficiently process your request.
Please use the below browsers when accessing VERA to ensure optimum functionality
(Google Chrome, Firefox, Microsoft Edge and Safari).
Certain functionality in VERA will not display correctly when using Internet Explorer.
Please note – Google Chrome has updated its’ graphics and your VERA screen may
now have additional blue colourings and black around some fields. This is not a change
to VERA, only a change to Chrome.
VERA Hints and Tips







Always log out of VERA using the logout button in the bottom left hand corner to
avoid being locked out or having difficulties logging back in.
VERA Task Cards are available in the ‘Quick Link’ section of the Open Arms COVID19 Self-service space. Use these to help you learn more about navigating VERA.
To avoid delays in payments - When your ABN or banking details change email the
VERA Service Desk and your Open Arms centre – this will ensure your account is
updated
Queries with billing and remittances – please contact your local Open Arms centre
If you change devices/computers when logging on to VERA your account may lock
– contact us immediately if this happens.
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For any clinical queries related to client service file management or Open Arms
processes, continue to contact your case coordinator or local Open Arms centre.

SURVIVE TO THRIVE NATION (STTN)
- online program to assist with adjustment to post-military life “You get trained to go to war, we train you to come home.” – Dane Christison,
Founding CEO, In and Out Fitness Pty Ltd and creator of STTN
The Post War Survive to Thrive Nation (STTN) Program is an eight module, online,
evidence-based personal development course designed for current and former service
personnel to reach their full potential in mental health and transitioning back to civilian
life. The program also provides 24/7 access to peer support and mentors for emotional
support, accountability and motivation.
The program was created and developed by Dane Christison, a former infantry soldier
(East Timor and Iraq veteran) of the Australian Defence Force (ADF). Through years of
personal development coaching hundreds of current and former service families, the
program grew quickly in popularity and national media attention as veterans gained fast
results and finally felt there was a program coached by someone who had lived
experience. In short, it is a program by veterans for veterans.
The program conducted a clinical pilot with Gallipoli Medical Research Foundation, a
further review with Phoenix Australia - Centre for Posttraumatic Mental Health, and is
currently in a national program pilot funded by Open Arms.
Feedback and testimonials from the program continue to be outstanding.
STTN can be undertaken concurrently with clinical treatment, and is particularly
relevant to veterans who have recently discharged from the ADF or are having
difficulty with adjustment to civilian life. Outreach Program Counsellors are
encouraged to discuss the program with clients as an additional tool for managing
their mental health and wellbeing pre and post discharge from the ADF
Further information can be found at: https://survivetothrivenation.com/

SLEEP THERAPY STUDY FOR VETERANS WITH PTSD
The Gallipoli Medical Research Foundation is recruiting participants for their latest study
investigating Cognitive Behaviour Therapy for Insomnia (CBT-I) and Imagery Rehearsal
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Therapy (IRT) for ex-serving Australian Defence Force personnel with PTSD and
disturbed sleep.
They are seeking Brisbane-based ex-service personnel to
complete 8 weekly sessions of either CBT-I or CBT-I with
IRT. The program is free of charge and aims to improve
sleep quality. The program is the first of its kind in
Brisbane and is available until December 2020.
To be eligible for participation, the following criteria must be met:








·
Ex-serving Australian Defence Force personnel
·
Age ≥ 18 years
·
Diagnosis of PTSD
·
Suffering from insomnia and poor sleep
·
Experiencing at least 2 distressing nightmares per month
·
Stable medications for any condition for at least 1 month prior to participation
·
Willingness and ability to attend 8 weekly group treatment sessions of up to 2
hours per session

If you know someone who would benefit from the study or would like more information,
please call the Veteran Mental Health Initiative Team on 07 3394 7657, email
GMRF.VMHI@ramsayhealth.com.au or visit the study link:
https://survey.websurveycreator.com/s/EOI-SleepStudy
This project is sponsored by the Department of Veterans' Affairs.

OPEN ARMS POLICY SOON TO BE AT YOUR FINGERTIPS
There have been exciting steps forward in the refresh of Open Arms policies, procedures
and templates – and all this information will soon be available in a single place for you
to view and use.
With the establishment of a Policy Advisory Committee - that includes OPC
representatives - we are now able to ensure staff, contractors and key stakeholders
have an ongoing role in guiding policy development.
In the coming months we will be inviting you to work with us to use our refreshed policies,
procedures and templates and to provide feedback using a new collaborative online
platform.
The alignment of clinical policy with current best practice supports an increased person
centred focus on veterans and their families. The new platform will ensure information is
readily accessible to support you while you provide high quality care to Open Arms clients.

9

SOCIAL MEDIA
Follow us on our social media channels for the latest public information:

Unsubscribe

10

