The FESAT Charter

FESAT believes that Drug Helplines must provide their
service users with a high quality of service, which is
reliant upon competent staff and appropriate ethical
guidelines. They represent an essential link in the
national and/or local strategy for reducing the demand
of drugs.

They can be defined by their function, the place they
have within the different sectors involved (social, health
and education) and the conditions which allow their
existence.

Their function

By actively listening and not judging, drug helplines
inform, guide, befriend, support, advise and help in
order to:

M break the taboos surrounding drugs;

I take away the isolation and feelings of exclusion;

M help the service user start upon or maintain a process
of change.

In order to fullfil these functions the services are reliant
upon the many skills of the people who run them -
people who are specially trained in listening and helping
over the phone and in the problems of drugs use and
drug abuse.

Their place in society

Drug helplines have their place at the interface between
the public and the services which provide drug support,
treatment and prevention. They provide specialist
answers to questions and offer a general service to
organisations which specialise in drug addiction.

With regard to the service users (young people, adults,
professionals, drug users and their families), they aim
to facilitate links and promote equal access to the
information and care resources available. With regard

to their particular place in society, drug helplines can

provide a invaluable insight into :

M changes and trends in the availability of drugs;

M changes in the way drugs are taken;

B whether or not there is an adequate or inadequate
number of general or specialised drug services;

M public feelings and perceptions, their needs and
difficulties;

I the effect of political, social and legal affairs.

The condition of their existence

In order to fullfil their function, drug helplines must be
able to rely on a contract which guarantees their financial
stability; defines the nature of their links with funders;
sets the statutory proceedings they may have to follow
and how to resolve any lobbying they may be subject
to. In order to provide the public with a fully effective
service they should offer a permanent service with a
process of ongoing training. Drug helplines should
guarantee the anonymity of their service users and
make sure any information taken remains confidential.
They must guarantee that telephone counsellors work
within ethical guidelines, which set limits and rights
through a contract, the contents of which must be
available to the public.

Equally during calls, chats, email etc and in their links
with society, drug helplines must seek to develop a
health promoting environment which is conducive to
talking and for questions to be answered on the subject
of drug use without bias, dramatisation or exclusion.

FESAT Membership

Membership of FESAT is open to telephone helplines
and services using online communication technologies
to provide help and information on drugs, alcohol,
tobacco and gambling. Membership is also open to
other organisations in the drug field.

FESAT@

c/o VAD, Vanderlindenstraat 15, B
1030 Brussels, Belgium

info@fesat.org
www.fesat.org
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What is FESAT?

FESAT is network of telephone helplines and services using
other communication technologies to provide help and
information on legal and illegal drugs.

FESAT was established as a foundation under Dutch law in
1993.

The FESAT network currently joins together more than 40
services from European member states and beyond. It has a
charter setting out the ethical principles to which all members
of the foundation adhere. It has representatives from the
member states of the European Union on its Board, who are
experts in helpline work

The main objectives of FESAT are:

1. To stimulate and develop co-operation between drug helplines

2. To facilitate the exchange of experience

3. To guide best practice

4. To search for solutions to common problems

5. To improve the quality of information, help and prevention
services

6. To offer training and exchange sessions. Common themes
have included working with young people; new types of
drugs and drud use; "new" synthetic drugs; evaluation and
collection of data and new technologies.

7. To promote best practice in recording and analysis of data
from contacts to drug helplines

FESAT's activities and expertise have focused on monitoring
and evaluating data from drug helpline calls; holding
conferences, seminars and training sessions; organizing staff
learning exchanges visits and producing resource materials
on best practice for drug helplines.

The Network

FESAT is now in contact with about forty helplines, each year
representing many hundreds of thousands of calls, e-mails
and chat sessions with citizens across the European Union
and beyond. The majority of the services associated with
FESAT are based in about 20 EU member states. Some are
located in other European countries and recently FESAT has
started working with drug helpline services from outside of
Europe (eg Australia). For a full list of services associated
with FESAT visit www.fesat.org

Why Drug Helplines?

Key Benefits of FESAT

Helplines are well positioned for ‘early interventions’ in direct
contact with drug users and their families. They play a ‘front-
line’ role in the prevention of the harm associated with the use
of drugs. Helpline services are both a tool for public health
policy and a tool for helping individuals.

Ten good reasons for promoting
drug helplines.

1. They are confidential and anonymous
2. They provide immediate and easily accessible help at low
or no cost
3. They complement and link into other social and treatment
services
. There is no need for an appointment
. They are interactive - Helpline staff use active-listening
skills to help explore the persons situation and their needs.
6. They are adaptable in the support they offer - meeting the
service user ‘where they are at'.
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7. They offer invaluable qualitative and quantitative information
on issues regarding all aspects of drug use
. They respect ethical principles, set out in the form of a
Charter
9. They offer a safe and easy first contact with sources of
information and with the treatment sector. Service users
do not need to give extensive life details in order to access
help.
10. They are a cost-effective way of providing information,
advice, referral and help.
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Membership:

I Networking opportunities with similar services
in over 20 countries.

I Staying informed about current issues and
changes in drug helpline work.

I Free copies of FESAT publications (reports,
guidelines, newsletters).

M Access to the members-only forum area of
the FESAT website (www.fesat.org)

M The opportunity to participate in FESAT
activities including Training Seminars,
Conferences etc

M Greater opportunities for promotion:

Web link from FESAT website to your homepage.
Use of FESAT membership logo on your
promotional materials and website.

Promotion of your events in our Newsletter and
during our Conferences.

When applying for membership, the organisation
must fill out the FESAT application form, agree
to the Ethical Charter of FESAT, agree to pay
the yearly membership fee and commit

to active participation in the networks activities.
For more information about membership, please
email membership@fesat.org or visit
www.fesat.org



