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Greetings dear MFLCs!  
 
After our rousing SPA Support Calls this 
month, I felt it was important to revisit a 
few of the questions that were raised 
and explore them a little deeper. Several 
of the questions raised were related to 
the Utilization Quality Improvement 
effort that launched in March, 
encouraging MFLCs to reach for 25 
hours of direct and indirect support per 
week rather than the required ‘six direct 
contacts per day’ which, with the 
introduction of brief contacts, is no 
longer the only way to measure the 
important support being provided on 
the ground.  
 

One of the questions was around 
taking a day off and how that affects the 
25 hours per week goal. First, the most 
important part of needing a day off is 
open communication with your Liaison 
/ management team. Let us know right 
away if you’re ill and unable to support 
your assignment that day. Once we are 
aware, we can adjust the expectations 
for the weekly requirement accordingly. 
If you had a day off during the week, we 
do not expect you to double your efforts 
for the rest of the week to make up the 
time lost. As you currently do, you will 
need to make your best effort to 
reschedule any appointments that you 
were unable to keep due to your illness / 
day off as soon as possible in 
consideration of the participant seeking 
to gain your support. But we don’t 
expect you to work 16 hours the day 
after you were out to make up for the 
previous missed day.  As a result of the 
question, I’ve added a ‘day off’ option to 
the unreportable activity page on our 
weekly survey – scroll all the way to the 
bottom to choose ‘1 day’ or ‘2 days.’ 
Don’t forget, we have already built in 15 
hours of time that we understand is 
spent doing things that cannot be 
recorded on an activity form. Only 
anything over the 15 hours should be 
recorded to the unreportable activity 
page on the weekly survey.  
 

Another question that came up was 
whether MHN can relay to the customer 
when MFLCs are out for a day or two so 
that the time away from the assignment 
doesn’t reflect negatively on 
performance. The customer’s threshold 
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is three days – meaning if the MFLC was 
unable to support their assignment for 
three or more days, the customer wants 
to know. Given the size of the contract 
and the enormity of administrative 
details, the customer doesn’t feel it’s 
necessary to be made aware of a sick day 
here and there. But that is why open, 
transparent communication with your 
management support team is so 
important. We track all of the details 
that affect your assignment so if there 
ever is a question regarding seemingly 
lower utilization, we are able to provide 
the customer with full disclosure 
regarding circumstances that may have 
affected the utilization on a particular 
week. 
 

Another question that came up was 
‘How can I know how many activity 
forms / time spent I had for the week?’ 
Beginning the week of April 4th, MFLCs 
began receiving weekly email updates 
that provide them with their weekly 
average of time spent in combined 
direct/indirect activities. This 
information is derived from the activity 
forms submitted for the previous week. 
If you want a more ‘real-time’ portrayal 
of your activity on a day-to-day basis, 
check out the ‘Better Track Your 
Encounters’ section on the SPA Service 
Delivery Toolkit (under the Activity 
Form Help section). There, you’ll find an 
easy to use encounter tracker that allows 
you to keep track of both direct and 
indirect activities and time spent in 
each. Remember, an important 
component of the MFLC Program is the 
confidentiality piece – the fact that we 

keep no notes. If you decide to utilize 
this tool or one like it to track your 
encounters real-time, be sure to update 
it in private, where the exercise couldn’t 
be mistaken for note taking. In addition 
to the ‘Better Track Your Encounters’ 
tools, don’t forget to explore the updated 
FAQs posted under Activity Form Help 
on the SPA Service Delivery Toolkit, that 
provide lots of support scenarios and 
fresh ways to record the support you are 
providing on the activity form.  
Remember, the Utilization Quality 
Improvement effort is centered on 
accurately portraying the support you’re 
providing every day to our service 
members and the military family. We 
want you to get the credit you deserve 
while cementing the longevity of the 
Program and ensuring MFLC support is 
offered to service members for many 
years to come. And, don’t forget – your 
management team is in place to support 
you – contact your Liaison or the Field 
Operations mail box 
[mflcfieldoperations@healthnet.com] if 
you have questions or concerns.  
 
With respect,  
Donna Smith 
MFLC Clinical Manager  
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For Our MFLCs That Serve 

Those Who Serve… 
 
Hello MFLCs! 
 
Over the past month, I’ve seen 
multiple versions of the following 
scenario through questions I’ve 
received from the SPA Service 
Delivery Toolkit as well as in our 
Activity Form Trainings this month 
so I thought it would be appropriate 
to share the scenario here, in our 
ACT Corner, as many of you may be 
preparing to accompany military 
children, staff and parents on end-of-
the-school year field trips like the 
one described here. Also, don’t forget 
that we have posted new FAQ 
documents on the toolkit to call out 
some of the many different scenarios 
MFLCs find themselves in during the 
course of their workday and how to 

best capture the support being 
provided in these scenarios on 
your activity forms. Remember, 
your Liaisons and I are here to 
support you if you have questions 
or concerns. Once you review the 
FAQs, if you still have questions, 
please reach out to me (or your 
Liaison) with the specifics of your 
scenario and the ways you feel you 
can capture the support being 
provided. This will help me to 
understand if something is 
missing from the FAQs that I 

should add.  
 

 
 

Water Slide Park Field Trip 
Scenario: I had a very involved and 
long day assisting staff on a field trip 
to a water park. I started off by 
greeting the children and ensuring 
that they had water and juice for the 
trip. There were 39 children in 
attendance. On the bus ride down, I 
redirected those near me to engage 
in safe behavior while on the bus.  
Response: You can classify this 
as a group since you spent the 
time on the bus with the 
children around you. Make 
sure that you only count the 
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children that were actually 
near you and interacting with 
you during that time- not all 39 
children were engaged with 
you at this point 
 
Scenario: At the park, I was 
positioned in the middle to ensure 
that no child would get lost.  
Response: If you were in the 
middle of the group to make 
sure that they did not get lost, I 
am sure you were talking and 
walking with the kids. You 
may have been talking about 
the fun water slides, or talking 
about the need to stay together 
for safety etc.  You may have 
been herding them together 
between activities and getting 
them to understand certain 
rules that were going to apply 
to being on this trip. Those 
could be mini- groups and you 
were providing skill building to 
them during those in between 
walk around from ride to ride.  
 
Scenario: I directed the staff in how 
to deal with a child who had a 
scraped knee through modeling and 
verbal direction.  
Response: If you assist a 
teacher with anything and 
modeling behavior then you 
can put in a form for 
Staff/Third Party consultation 
for the time that you were 

helping. Remember the age of 
the participant is not that of 
the teacher but of the child that 
had the scrape. 
 
Scenario: I sat with a child on one 
ride who needed an adult due to not 
meeting the height requirement. I sat 
next to the same child on a separate 
ride to help her from being scared.  
Response: This can be two 
separate forms for the same 
individual as it was two 
separate times you supported 
this child. I am sure you talked 
to her about anxiety and 
coping skills and not be afraid 
or scared.  Capture the time 
you spent with her in each case 
and use coping skills or skill 
building as the topic.  
 
Scenario: On the bus ride back, I 
had to talk to children several times 
about either unsafe or inappropriate 
use of hands.  
Response: You can classify this 
as a group since you spent the 
time on the bus with the 
children around you. Make 
sure that you only count the 
children that were actually 
near you and interacting with 
you during that time- not all 42 
children were engaged with 
you at this point 
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Scenario: I also suggested to staff 
that they replay the same video to 
help keep the children entertained.  
Response: Any assistance or 
offering of suggestions if you 
think it was just more than one 
sentence to put in a video could 
be classified as a staff 
consultation.  
 
Scenario: For a 10.5 hour day with 
the children, I don't see myself as 
being able to capture very much. Any 
ideas on how to get the most out of 
the day?    
Response:  Remember the goal 
is not to have to account for 
every minute of every day but 
to capture those times you 
spent with the service 
members, their dependents or 
assisting staff.  So truly if there 
were mini groups during the 
day, one on one contacts, staff 
consultations ....do your best to 
capture them in a way that 
makes the most sense in terms 
of accounting for the support 
you provided. 
 

 
 

MFLC Recognition 
Exceptional work happens on MFLC 
assignments around the world every 
day. Be sure to share your recognition 
with your Liaison and get recognized 
here! 

 
Kenyetta Walker, MFLC on assignment 
at Fort Hood was presented with this 
award from the commander of the 15th 
Military Intelligence Battalion at Fort 
Hood. Excellent work, Kenyetta! 

  
Figure 1: Certificate of Appreciation presented to 
Kenyetta Walker 

 

Eddie Rayford, Embedded MFLC at 13th 
Expeditionary Sustainment Command 
(ESC), Fort Hood was recognized with a 
certificate of appreciation in March for 
her “steadfast and loyal service” to her 
assigned unit. Great work, Eddie!  

 
Figure 2: Certificate of Appreciation presented to 
Mrs. Eddie Rayford 
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Pamela Thaut finished up a rotation at 
the end of April with the 1AD 
Sustainment Brigade at Fort Bliss, and 
was awarded a Certificate of 
Appreciation and a coin as per the 
photos below. Jason Joseph, MFLC 
Liaison reports, “Pam was only there a 
short time but did great work and really 
impressed Command.” Outstanding job, 
Pamela!  

 
Figure 3: Above: Certificate of Appreciation 
presented to Ms. Pamela Thaut. Below: Coin 
presented to Ms. Pamela Thaut 

      
 

Dallas Norman, Embedded MFLC on 
assignment with the Aviation Task Force 
at Ft. Wainwright, received a coin from 
Major Dave Chappell, C Co. Commander 
in recognition of his outstanding 
support.  

      

MAY is Mental Health Month, 

which makes it a great time to talk about 
managing stress. Many times, stress 
can’t be avoided, but incorporating these 
healthy tips for managing stress can 
help: 

1. Plan your time — try making a 
to-do list. 

2. Relax with deep breathing or 
meditation. 

3. Get active! Take a walk or go for 
a bike ride. 

4. Eat healthy foods, including 
vegetables, fruits, and lean 
sources of protein. 

5. Talk to your friends and family. 
6. Don’t be afraid to ask a health 

professional for help if you need 
it. 

Reference: Office of Disease Prevention and Health 
Promotion (ODPHP); health.gov  
 
Psychological Health Webinar: 
Facilitating Help-seeking 
Behavior for Psychological 
Health Concerns in Service 
Members 
 
May 26, 2016; 1-2:30 p.m. (ET) 
 
Service members are often susceptible to 
increased rates of diagnosable 
psychological health concerns. This is 
particularly true in service members 
who have experienced multiple 
deployments and/or served in combat 
roles. Data suggest that relatively few 
service members with psychological 
health concerns seek help, which may 
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increase the risk of ongoing symptoms, 
diminished readiness, and career 
implications. These barriers to care are 
present across all service branches, 
including the National Guard and 
reserve components, who face additional 
challenges and potentially reduced 
access to psychological health care or 
resources.  
 
 This review presents research 

findings about the barriers to 
care for service members, along 
with systematic efforts to reduce 
stigma and facilitate help-
seeking behavior. Additionally, 
the presentation will discuss 
strategies that health care 
providers and line leaders can 
implement to reduce stigma and 
facilitate help-seeking behavior.   
 
At the conclusion of this 
webinar, participants will be able 
to:  

 Identify the major barriers in 
seeking help for psychological 
health concerns for service 
members. 

 Recognize systematic efforts to 
increase access to care, reduce 
stigma, and encourage help-
seeking behavior. 

 Apply strategies to dispel stigma 
and facilitate help-seeking for 
psychological health concerns in 
service members. 

 
Continuing Education 
Continuing education credit is available 
from Professional Education Services 

Group (PESG).  You must register by 3 
p.m. (ET) May 26, 2016, to qualify for 
the receipt of continuing education 
credit.   
 
The awarding of continuing education 
credit is limited in scope to health care 
providers who actively provide 
psychological health and traumatic 
brain injury care to U.S. active-duty 
service members, reservists, National 
Guardsmen, military veterans and their 
families. 
 
Registration 
Sign up for the webinar at 
http://dcoe.cds.pesgce.com.  Please 
note, registration is required for each 
webinar regardless if the participant has 
an existing PESG account. Upon 
completion of registration, a 
confirmation email will be sent 
providing webinar event details. 
 
Once registered, you may use Adobe 
Connect or Defense Collaboration 
Services to attend the webinar. 
   
Questions / Assistance 
If you have questions or need assistance, 
please email the DCoE webinar team at 
usarmy.ncr.medcom-usamrmc-
dcoe.mbx.dcoe-monthly@mail.mil. 
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Prince Harry, Former 
President Bush Stress 
Importance of Healing 
Invisible Wounds 
By Shannon Collins, DoD News, Defense 
Media Activity 

 
The excerpt below provides a snapshot 
of the discussion between former 
President George W. Bush, Prince Harry 
and service members from both nations 
during the 2016 Invictus Games held 
May 8th through the 12th. The event, 
hosted by Prince Harry and President 
George W. Bush, sought to destigmatize 
the victims of post traumatic stress and 
other injuries. The Invictus Games 
provide an opportunity for wounded, ill 
and injured service members to come 
together and compete to continue their 

physical, mental and spiritual journey to 
recovery – it is also a reminder for the 
rest of us of the sacrifice that our service 
members make – and of their 
unsurpassed spirit of bravery and 
resilience. To read the article in its 
entirety, please visit: 
http://goo.gl/IdxPDo 
To learn more about the 2016 Invictus 
Games, please visit: invictusgames.org 

 
Great Britain’s Prince Harry, former 
President George W. Bush, and service 
members from each of their nations led 
a discussion at the 2016 Invictus 
Games Symposium on Invisible Wounds 
presented May 8 by the George W. Bush 
Institute here. 
 
Former First Lady Laura Bush said she 

Figure 4: Former President George W. Bush fist bumps with Air Force Master Sgt. Israel Del Toro during the 2016 
Invictus Games Symposium on Invisible Wounds in Orlando, Fla., May 8, 2016. DoD photo by EJ Hersom 
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and the Bush Institute leadership were 
grateful the symposium was addressing 
an issue that affects so many veterans, 
as well as their family members, many of 
whom become their caregivers. 
 
“George and I are committed to caring 
for our veterans and their families 
through the Bush Institute,” she said.  
 
“We celebrate the service and sacrifice of 
our veterans at the 100-kilometer bike 
ride we host at our ranch and at the 
Warrior Open, a competitive golf 
tournament held in Dallas. We listen to 
the warriors tell their stories -- their 
triumphs and their struggles. Through 
these testimonies, we’ve recognized that 
the invisible wounds are not treated in 
the same way as the visible wounds, and 
that’s why we’re here today, to educate 

more people about those invisible 
wounds.” 

 
Getting Help Quickly 
Prince Harry said the Invictus Games in 
2014 in London smashed the stigma 
around physical injuries, and that he 
hopes this year’s Invictus Games can do 
the same for invisible injuries. 

 
The prince, who served in Afghanistan 
as a combat helicopter pilot, recently 
acknowledged that he has post-
traumatic stress to bring light to the 
importance of recognizing invisible 
injuries. He said the key to fixing the 
problem is speaking out and using the 
resources available. 
 
“I’ve spoken to everybody who has 
severe PTSD, through to minor 

depression, 
anxiety, 
whatever it 
may be, and 
everybody 
says the 
same thing: 
if you can 
deal with it 
soon 
enough, if 
you deal 
with it quick 
enough and 
actually 
have the 
ability and 

platform to be 
able to speak 

Figure 5: Prince Harry offers remarks during the 2016 Invictus Games Symposium on 
Invisible Wounds in Orlando, Fla. May 8, 2016. DoD photo by EJ Hersom 
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about it openly, then you can fix these 
problems,” he said. “If you can’t fix 
them, you can at least find coping 
mechanisms. There’s no reason why 
people should be hiding in shame after 
they’ve served their country.” 
 

Special Forces Using  
Support Network 
 

Air Force Master Sgt. Israel Del Toro, 
known as “DT,” was severely burned 
over 80 percent of his body during an 
improvised explosion device explosion 
in Afghanistan, and he said many people 
would just focus on his physical injury 
when he needed to admit he needed help 
with his invisible injuries as well. He 
said he comes from a career field, Air 
Force tactical control party, in which 
service members don’t want people to 
know they’re hurt mentally. 
 

“We want to show we can still do the 
fight and can still go out there and do 
what we want to do so we hide it,” he 
said, “but luckily I had some good family 
support and friends and teammates who 
were there.” 
 
Royal Marines Lance Cpl. John-James 
Chalmers, a commando who goes by the 
nickname “JJ,” was caught in the center 
of a blast in Afghanistan, and half of his 

team was killed or 
injured. 
 
 “I was taken out by a 
helicopter and woke up 
in a hospital bed and 
received the care I 
needed, and these guys 
went on with their job 
that day. Things only got 
worse in many respects,” 
he said. “I consider 
myself extremely lucky I 
came back from 
Afghanistan broken 
physically, but mentally, 
I was still the same 

person who went to Afghanistan and 
came back, and this was probably 
because I had a great support network 
from my family, my wife now and a few 
people along the way that if I hadn’t had 
some casual conversations, there’s a 
good chance I wouldn’t be sitting here 
doing this now.” 

 
Reference: Collins, S (May 8, 2016). Prince Harry, Former 
President Bush Stress Importance of Healing Invisible 
Wounds. Retrieved from: http://www.defense.gov/News-
Article-View/Article/755836/prince-harry-former-president-
bush-stress-importance-of-healing-invisible-
wounds?source=GovDelivery 

Figure 6: Former President George W. Bush and Britain’s Prince Harry 
discuss the topic of post-traumatic stress during the 2016 Invictus Games 
Symposium on Invisible Wounds in Orlando, Fla., May 8, 2016. DoD photo by 
EJ Hersom 


