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CITIZEN CONTACT AREA 

Implement, update and manage various platforms for 
the delivery of information, support and 
dissemination of knowledge on matters related to the 
consumption of alcohol and other drugs, the 
consequences associated with it and the 
programmatic offer of SENDA. 
 
Coordinate the internal and intersectoral work to refer 
the assisted people who require it. 
 
Carry out the monitoring, reports and evaluations of 
the services provided through the different platforms, 
in favor of quality management. 

FUNCTIONS 

FONODROGAS AND 

 ALCOHOL 

DRUGS LIBRARY 

CITIZEN  

ATTENTION  
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GENERAL CHARACTERISTICS OF 1412 

People who call or receive 
face-to-face assistance from 
drug counselors of 
fonodrogas to request 
information or guidance on 
the use of alcohol and other 
drugs.  

Target population 

CONFIDENTIAL ATTENTION 

FREE 

TRAINED 
PSYCHOSOCIAL 
TEAM 

  ATTENCION 24/7 



FLOW CHART 1412 

Information 

Reason for  

consultation 

Psychosocial  

care 

Comments, complaints,  

congratulations, others 

Information on drugs,  

research, schoolwork 

Addresses and telephones SS,  

CT, Previene 

Reports,  

drug trafficking 

Counseling 

Crisis  

intervention 

Psychoeducation 

Welcome/bind 

Targeting 

Welcome/bind 

Consumption  

contextualization 

Risk assessment 

Georeferenced map 

Family phone, 

safe report,  

childhood 

phone 

Exploration 

Diagnostic  

assessment 

Plan of action 

Reflective stage 

Brief intervention 

Reference 

Plan of action 

Referencing 

Treatment  

protocol 

Emergency network Follow-up 

Closing 
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Fonodrogas and alcohol and intersectorality 

Protocol management 

referral of people to 1412 

Project with Govt Lab: 

protocolization stage of new 

strategies 

Management of referral protocols 

for people who are served by 

1412 and require support 

Katy Summer 

Foundation 

Foundation for Trust (in 

process) 

Protocol with SENDA 

treatment area 

60 people referred as of 09/30/2020 

Telephone 

In person 

Rescue 

information 

Psychosocial support 

Follow-up 

 

Total closure 

Referencing 

Type of consultation 

Type of care Call closure type 

In preparation protocol of 

reference to Previenes 

-Territorial management 

622 people referred to prevent as of 09/30/2020 

In talks, an agreement 

with the Ministry of 

Health 

FONODROGAS AND  ALCOHOL 
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ATTENTION RECORD FORM     COUNSELORS  

Source: Registration system Siref, 2020 
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REGISTRATION OF INFORMATION AND MONITORING OF MANAGEMENT 

 REPORT 
SYSTEMS 

 SIREF 

 SISCALL 

Source, record systems Siref y Omnis Siscal, 2020 



FONODROGAS IN NUMBERS *  

2018 Coverage 

2019 Coverage 

2020 
(to September 

30) 

26,831 telephone 
assistance. 

 
91% user satisfaction 

31,407 telephone 
assistance. 

 
93% user satisfaction 

*Source Registration systems Siref y Siscall , 2020 

96% average user satisfaction 

70% answered calls 
  (18,970) and 
30% abandoned 
(7,701) 

 6,326 psychosocial 
support 
  6,992 information 
  5,648 Not validated 

IC care by gender:      73.9% male 
                                      26.15 female 

53% total closure of care 
References: 7% to SENDA treatment area 
                             19.3% SENDA Previene area  
                              
                              71.5% health services 
                              02% treatment centers 
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First contest of the Public Innovation Consulting Service of the Government 
Laboratory  
 

 

SENDA was chosen 
as the winner with 
its Fono Drogas and 
Alcohol 
modernization 
project, among 
more than 20 public 
institutions. 

Sept 5. 2019 

 

15 workshops, 38 
mentoring and 99 
interviews are held. 

2 central problems are 
identified 

Different care needs are 
defined according to the 
profiles of identified users 

Diagnostic Stage 23 solution ideas are raised 
and selected: 
 
Encourage the use of the web 
for informational orientation. 
Take critical calls and reduce 
invalid ones. 
Strengthen psychosocial 
support service. 

Solution Ideation Cycle 

Testing of implemented 
solutions 
Analysis of results and 
corrections 
Generate protocols and 
socialize them with 
internal team 

Follow-up and 
monitoring 
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1.- Encourage the use of the web for informative orientation 

Informational Videos 

External user map 
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Poner fuente del gráfico en letra 11 calibri blanco  

1.-Encourage the use of the web for informative orientation 

Fonodrogas and alcohol website update 
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1.-Encourage the use of the web for informative orientation 

Online quiz 



2.- Answer critical calls and reduce invalid ones. 

Call categorization 

Counselor 1 assumes the role of filter of 
the calls, categorizes them into 
information or psychosocial support and 
derives. 

Information role, responds counselor 1 

Role Psychosocial support, counselor 1 
refers care to counselor 2 

Call rescue 

When a user calls and the 
counselors are attending, a 
recording is activated that gives 
them 2 options 

Option 1, stay in line awaiting attention. 

Option 2, you agree to have your phone 
number recorded so that a counselor 
can call you back. 



3.-Strengthen psychosocial support service. 

INTERNAL MAP 

STRENGTHENING DATA RECORDING SYSTEMS 



 

SENDA 


