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THE ALLIANCE’S SPANISH HOTLINE PROTOCOL & PROCEDURES

The Alliance contact for the Spanish hotline is Sheryan Cancel, Latinx Services Coordinator. Please contact 
her directly for all questions and notifications of changes in schedules or changes in contact information.  She 

can be reached by phone at 860.997.0368 or by email at sheryan@endsexualviolencect.org. If you cannot 
reach Sheryan Cancel, contact Jessie Gleckel by email at Jessie@endsexualviolencect.org. 

The statewide Spanish hotline is a 24-hour response/referral hotline for Spanish-speaking survivors of sexual 
violence.  The hotline is covered by the Spanish Response Team (SRT), which is made up of bilingual/bicultural 
advocates from The Alliance’s nine Sexual Assault Crisis Service (SACS) programs.  The purpose of the hotline is 
to provide immediate crisis counseling and/or referrals over the phone. If a caller requests further counseling 
or advocacy services, s/he should be referred to the SACS program closest to them. 

THE ALLIANCE’S SPANISH HOTLINE COVERAGE PROTOCOL:

Responsibilities of Alliance advocates: 
All SACS staff funded as part of the SRT are responsible for coverage of the Spanish hotline.  For each hotline 
shift, two programs will be scheduled for coverage.  One will be the primary program and the second will be 
the back-up program.

 Staff at member centers should be responsible for hotline coverage; however, with the approval of 
The Alliance and as a last resort, volunteers may be used with a staff on backup also on call. 

 SACS program directors are responsible for ensuring that their program’s SRT staff and/or 
volunteer advocates understand the hotline protocol and are aware of and responsible for covering 
their shifts. 

 Each SACS program is responsible for providing The Alliance with two contact numbers for the SRT 
staff and/or volunteer advocate assigned to each shift. One contact number must be the center’s 
SRT mobile phone provided by The Alliance. 

 SRT advocates on call are responsible for responding to calls to the Spanish hotline within 10 
minutes of the call being received by the answering service.

 SRT advocates are responsible for making sure that their contact numbers are working properly.  
Advocates are encouraged to test their phones prior to starting a hotline shift and are responsible 
for immediately notifying The Alliance about problems with their SRT phones.    

 SRT advocates are responsible for finding another advocate to cover their shift(s) if they will not be 
able to cover any of the shifts they were assigned.  It is the responsibility of the advocate who is 
changing their shift to notify The Alliance of the changes and ask for additional assistance if necessary.

mailto:sheryan@endsexualviolencect.org
mailto:Jessie@endsexualviolencect.org


ALLIANCE SRT HOTLINE PROTOCOL                              Updated 1/29/19 BH2

 Any necessary changes in coverage due to staff illness, vacation, or other absences are the 
responsibility of the program assigned the shift(s). The center is also responsible for notifying The 
Alliance in a timely manner regarding any changes to the hotline schedule, including changing 
contact phone numbers, changing the assigned advocate on call, etc.    

 SRT advocates cannot be on the English and Spanish hotline at the same time. 

Management of the hotline schedule and calendar:
Once per year, SACS program directors will be given a calendar indicating which days their program will be on 
call for the next 12 months.  Programs are assigned primary and back-up shifts on a rotating basis.

The Alliance will distribute the next month’s hotline shift schedule by the 3rd Thursday of each month.  By the 
2nd Friday of each month SACS program directors or a designated staff person should send The Alliance the 
names and contact information of the on-call advocates for their program’s hotline shifts.  After this 
information is received, The Alliance will send the completed Spanish hotline shift calendar to each center, 
including the names and contact information of all on-call advocates for every shift during that month. A Call 
Down List will also be distributed monthly that includes the contact information for all SRT advocates rotating 
the first advocate called on a monthly basis. 

Protocol for responding to a call:
All callers should be able to speak to an advocate within 10 minutes of calling the hotline.

When a call is made to the statewide Spanish hotline, it is automatically directed to Sunshine 
Communications, our answering service.  A Spanish-speaking operator will answer and ask for the caller’s 
name and phone number. The operator will then call the on-call advocate to provide the caller’s information, 
and the on-call advocate will contact the caller.  If the caller cannot leave a phone number, the operator will 
contact the on-call advocate and will patch the call through directly to the advocate’s phone.  (For more 
information about how Sunshine Communications operators manage calls, read “Sunshine Communications 
Answering Service” below.)

When you receive a message from Sunshine Communications,
Please call 1 . 3 0 5 . 5 2 9 . 3 8 5 8  to respond.

When calling Sunshine Communications, please identify yourself as being from The Connecticut Alliance to 
End Sexual Violence. The answering service is contracted through The Alliance; therefore, operators do not 

know the names of the individual SACS programs.

If the caller requires on-site advocacy and/or support (i.e., hospital or police 
accompaniment):

 Describe the services that the SACS program offers & provide the caller with contact information for 
the SACS program closest to them.

 If it is necessary to call the SACS program on behalf of the client, ask the client for their consent before 
making the call and ask for the safest contact number for the survivor.

 Tell the caller that you will be calling the closest SACS program for assistance and that they should 
expect a call from the SACS program advocate as soon as possible, but definitely within 20 minutes.
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 Call the SACS program hotline closest to the caller and give the on-call SACS advocate the caller’s name 
and phone number. 

 It is then the responsibility of the SACS program to respond and provide an on-site Spanish-speaking 
advocate for the caller.

If the caller is in need of additional services that are not provided by SACS:
 Assess the safety of the caller.
 Refer the caller to the appropriate agency/services or offer to provide a referral as soon as the 

appropriate agency/services can be identified.
 If it is not possible to refer the client to a specific agency/service, suggest that the caller contact 

INFOLINE by dialing 2-1-1.

Dropped or lost calls:
If you lose a call that has been patched through by an operator or if the phone number given by the operator 
does not work, you may wish to call back to Sunshine Communications to let them know the call was dropped.  
Check with the operator to make sure that the number dialed is the correct number given to them.

Any time a call has been dropped or ends suddenly do not call the person back.  It may not be safe for them to 
take the call, or they may not wish to continue the conversation. 

CONTACT INFORMATION FOR SACS PROGRAMS

Statewide Spanish Hotline: 1.888.568.8332
Statewide English Hotline:  1.888.999.5545

Center for Women & Families
(Bridgeport)
203-334-6154 office
203-333-2233 hotline

Women’s Center of Greater Danbury
203-731-5200 office
203-731-5204 hotline

YWCA New Britain SACS 
(New Britain office)
860-225-4681 office
860-223-1787 hotline

Women & Families Center                              
(Meriden/Middletown/New Haven)
203-235-9297office
203-235-4444 hotline

Rape Crisis Center of Milford
203-874-8712 office
203-878-1212 hotline

The Rowan Center  (Stamford)
203-348-9346 office
203-329-2929 hotline

Susan B. Anthony Project (Torrington)
860-489-3798 office
860-482-7133 hotline

Safe Haven of Greater Waterbury                                        
203-753-3613 office
203-753-3613 hotline
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Sexual Assault Crisis Center of Eastern 
Connecticut
(Willimantic office)
860-456-3595 office
860-456-2789 hotline

(New London office)
860-442-0604 office
860-437-7766 hotline

                                              

SUNSHINE COMMUNICATIONS ANSWERING SERVICE PROTOCOL:
Please note that Sunshine Communications is not located in Connecticut; therefore, their phone 
number will be an out-of-state number and most likely from Miami, FL. 

How the answering service manages calls:
The operator who answers a call to the Spanish hotline lets the caller know that they have 
called a sexual assault crisis hotline and asks the caller for their first name and a phone number.  

If the caller is able to leave a name and phone number, the operator will provide this 
information to an on-call advocate and ask the advocate to contact the caller.  

If the caller cannot leave their name and phone number, the operator will offer to place the 
caller on hold while they contact an available advocate.  Once the operator connects with an 
advocate, the caller will be transferred directly to the advocate’s phone.   

Protocol for finding an available advocate:
The operator calls the primary on-call advocate at their first & second contact number, leaving 
voice messages if the advocate does not answer.  Next s/he calls the back-up advocate at both 
contact numbers and leaves messages for the second advocate. If necessary, the operator will 
make a second attempt to contact both on-call advocates at both of their phone numbers. 

If the on-call advocates cannot be reached after being called twice and the operator has not 
received a phone call back from either advocate, s/he will then call The Alliance’s staff.  The 
Alliance will confirm that the operator has the correct contact information for the on-call 
advocates.  The Alliance will also give the operator permission to begin calling the names on the 
monthly Call Down List until they reach an available advocate to respond to the call.  

The Call Down List has the names and phone numbers of all SRT members, and the names are 
rotated on a monthly basis.  Although advocates are only responsible for their assigned shifts 
and are not required to respond to a caller during someone else’s shift, they are encouraged to 
please answer the call if possible so that all survivors who call the hotline can receive services.

If advocates have any issues when working with Sunshine Communications, please inform The 
Alliance immediately so that issues can be addressed as soon as possible.


