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CITIZEN CONTACT AREA .
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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.




GENERAL CHARACTERISTICS OF 1412
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CONFIDENTIAL ATTENTION

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

[]1412
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FLOW CHART 1412
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ATTENTION RECORD FORM  COUNSELORS
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REGISTRATION OF INFORMATION AND MONITORING OF MANAGEMENT &=
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26,831 telephone 96% average user satisfaction
assistance.
70% answered calls 6,326 psychosocial
2018 Coverage 91% user satisfaction (18,970) and support
30% abandoned 6,992 information
2020 (7,701) 5,648 Not validated
(to September
30) IC care by gender:  73.9% male
2019 Coverage 26.15 female
31,407 telephone
assistance.
53% total closure of care
_ . References: 7% to SENDA treatment area
93% user satisfaction 19.3% SENDA Previene area

71.5% health services
02% treatment centers

*Source Registration systems Siref y Siscall , 2020
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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

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.

Gobierno de Chile

Testing of implemented
solutions
Analysis of results and

corrections

Generate protocols and
socialize them with
Internal team

12



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

Informational Videos
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External user map
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1.-Encourage the use of the web for informative orientation
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Fonodrogas and alcohol website update

Contacto Ciudadano

O El tratamiento del consumo de drogas es posible y funciona

~\

iBienvenido a FonoDrogas! Aqui encontraras multiples herramientas que podran
orientarte respecto a tu consumo de alcohol y las otras drogas, si tienes un
consumo problematico, y que puedes hacer al respecto.

éDOonde esta mi Centro

2COHmMo se si tengo un
de Salud mas cercano?

problema de consumo?

éNecesitas ayuda personalizada??

Si1 aun tienes dudas o necesitas orientacion personalizada, puedes comunicarte con nosotros a traves de
nuestro FonoDrogas y alcohol 1412, donde encontraras informacion, orientacion y atencion psicosocial
profesional, ya sea para quien consume alcohol, drogas. o para un tercero que desee ayudarlo.
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1.-Encourage the use of the web for informative orientation

Online quiz

FONO DROGAS ¥ ALCOMOL

01412 #eliggvivir

Cuestionario de Autoevaluacion
del Consumo de Alcohol y otras Drogas

Recuerda que la mejor decision es evitar y prevenir el consumo de alcohol y otras drogas.
Este cuestionario sélo te servira si es que has consumido alcohol u otras drogas durante los ultimos 12 meses.

Conoce el nivel de tu consumo de alcohol y otras drogas

Gobierno de Chile

MEDIO

Su consumo es peligroso, ya que la forma en que
consume causaria o aumentaria los efectos negativos en
su salud fisica, mental o problemas adicionales
relacionados con la ingesta de drogas (enfermedades a
largo plazo, accidentes y otras dificultades de indole
personal, familiar, econémica, laboral, educacional, entre
otros). Le recomendamos eliminar o a lo menos disminuir
su actual nivel de consumo y de esta manera disminuir,
en parte, los riesgos.

Llame a nuestro FonoDrogas 1412 de manera gratuitay
confidencial jPodemos ayudarle!

Tengo menos de 18 anos Tengo mas de 18 anos Recomendaciones

aste cuestionario? LEN qué consiste este cuestionario?

Realizar Test Realizar Test
de otras drogas de alcohol

Propongase metas para la reduccion de su consumo.

Nunca consuma drogas durante el embarazo o si estda amamantando, todo / cualquier consumo debe ser
considerado inicialmente como un consumo de riesgo.

Nunca consuma drogas si va a conducir.

El cambio puede parecer dificil, pero se puede, por lo que sugerimos contactarnos al 1412 y recibir orientacion de
manera segura y protegida.

Los resultados de esta evaluacion no corresponden a un diagnostico médico.




2.- Answer critical calls and reduce invalid ones.

Call categorization

Counselor 1 assumes the role of filter of

. the calls, categorizes them into
iInformation 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.

SENDA
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3.-Strengthen psychosocial support service. ==
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INTERNAL MAP

M Comolelo Deportiva
23°40'39.7°S 70°2422.5'W

F
mapacentrss

Busqueda de Centro

Centro Direccién
& Directorla:
£ Requisitos para ingresar
@ Dire "
. Contact 1

STRENGTHENING DATA RECORDING SYSTEMS
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