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93.  (DoD) Please provide policies and regulations related to the DoD Safe Helpline (Launched 
April 2011) and Safe HelpRoom (Launched 2013), including training materials, procedures, 
detailed data collected, and terms of the contract with Rape, Abuse and Incest National Network 
(RAINN). (See FY12 SAPRO Report. p. 30.) Please also provide any assessments conducted by 
DoD to evaluate the Safe Helpline and Safe HelpRoom. 
DoD *RSP Note* All documents provided through the non-publically accessible links 

have been downloaded and have been attached to the corresponding responses. 
 
In April 2011, the Department launched the DoD Safe Helpline (SHL) as a crisis 
support service for adult Service members of the DoD community who are victims of 
sexual assault. The DoD Safe Helpline is available 24/7 worldwide, and users can 
“click, call or text” for anonymous and confidential support. Safe Helpline is owned 
by DoD and operated through a contractual agreement with Rape, Abuse and Incest 
National Network (RAINN), the nation’s largest anti-sexual violence organization. 
• According to DoDI 6495.02 SAPR Program Procedures, Enclosure 2, (p19), the 
Secretaries of the Military Departments shall “Establish procedures for supporting the 
DoD Safe Helpline in accordance with each Military Service-specific MOU or MOA 
between SAPRO and the Military Departments, to include but not limited to, 
providing and updating SARC contact information for the referral DoD Safe Helpline 
database; providing timely response to victim feedback; and publicizing the DoD Safe 
Helpline to SARCs and Service members.” 
• The DoDI also states the Secretaries of the Military Departments shall “Utilize the 
DoD Safe Helpline as the sole DoD hotline to provide crisis intervention, facilitate 
victim reporting through connection to the nearest SARC, and other resources as 
warranted.” 
• A DoD SHL overview of services offered can be found at:  
http://sapr.mil/index.php/victim-assistance/helpline-materials 
• A DoD Safe Helpline “Safe HelpRoom” is a group chat service that allows 
military victims of sexual assault to connect with peers in a moderated and secure 
online environment at SafeHelpline.org.  Safe HelpRoom is a component of the DoD 
Safe Helpline.  A copy of the Safe HelpRoom info paper and briefing are provided at 
Q#93 by using the following link: 
https://pmev2.bah.com/sites/DSAID/Document_Transfer/Forms/AllItems.aspx 
• Public documents for the Safe Helpline contract with RAINN include the 
Performance Work Statement (PWS) and Justification and Award (J&A) and can be 
found at the Fed Biz Ops public website at: 
https://www.fbo.gov/index?s=opportunity&mode=form&id=d186fb9c41dc112513ce6
356a483485e&tab=core&_cview=1 
• Staff input and voluntary data from users is collected and analyzed for the purpose 
of improving customer satisfaction.  Key measures of performance include:  usability, 
usefulness, utility, responsiveness, and acceptability.  Data sources include: 
o User comment cards, staff online and telephone session assessments, staff texting 
assessments, staff training evaluations, checklist for telephone sessions, google 
analytics, website rating feature, expert review checklists, report data, mobile app 
downloads, and Safe Helproom participation. 
• In addition, DoD SAPRO has identified four major reporting vehicles for RAINN 
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to communicate website usage, assistance provided, and quality of services provided 
for accessing those sites, which include: 
o 1.) Monthly usage report, 2.) Quality control report, 3.) Quarterly report, and  
4.) Annual third party program evaluation. 
• In 2013 were 5436 sessions/calls on DoD Safe Helpline (SHL) through online 
(29%) and telephone (71%) formats.  During 2013, the overall number of 
sessions/calls increased by 3309 (156%) over 2012.  Online sessions increased by 870 
(122%) and telephone calls increased by 2439 (173%). 
 • In October 2013, DoD Safe Helpline implemented a new set of evaluation and data 
tools informed by the annual evaluation.  These tools were enhanced and created with 
the goal of providing a better picture of Safe Helpline users and more accurate 
feedback about Safe Helpline services.  Program enhancements include: 
o New session/call assessment (completed after every Safe Helpline call or online 
session) 
o New staff training on evaluation and data tools 
o Modified online user feedback form 
o Modified telephone user greeting 
o Standardized language and scripts for staff to solicit user feedback 

 
  


























