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Agenda

 Introductions

 Montana 988 call center performance & caller metrics

 Status of Implementation

 Status of Working Groups

 Stakeholder toolkits and playbooks

 Public Messaging Initiatives

 County/Tribal feedback on roll out

 Q&A



Key Performance Indicators

0

100

200

300

400

500

600

700

800

Calls Chat* Texts* Call handling %

State 988 Metrics

June July August

*Chats and texts accessed by 988 are received and handled by the National Lifeline Network.

#1 in US!



Demographics (July-September 2022)
Gender (Calls made by those identifying as transgender are routed to the 
Travis Project following a prompt.)
 Male:  549
 Female: 949
Age
 Child (0-12): 10
 Youth (13-18): 108
 Young adult (19-24): 213
 Adult (25-44): 502
 Older adult (45-64): 293
 Seniors (65-85+): 134



Mental Health Status/Disposition*

 Callers at imminent suicide risk: 54
 Previously attempted (if available): 151
 Currently receiving MH services (if available): 504
 Repeat callers: 77
 Follow-up calls made: 430
 Resolved without intervention: 562
 Crisis Stabilization admission: 7
 ER referral/admission: 14

*Due to differing data collection systems between call centers, some data is categorized 
differently, preventing complete fidelity. We are working on establishing uniformity of data 
collection for subsequent reports.



Emergency Dispatch
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*All state MCTs are currently dispatched by their servicing 911 PSAP. This data 
is not currently reported by the call centers.



SAMHSA Call Center Organizational KPI

Workforce Development: Paid and trained staff increased from 32 
to 39.

Partnership/Collaboration: 6 new MoU/MoAs with mental health-
related organizations.

Screening: 1576 individuals screened for mental health related 
interventions.

Referral: 700 individuals referred to mental health or related 
services.



Phase 2 – Status of Implementation

 Maintain call center performance for calls, chats and texts at, or above, 
Lifeline standard of 90 percent call handling, 24/7. Call centers continue to 
maintain call handling rates over 90 percent following the launch of 988.

 Collect and report data on 988 call volume increases and call center 
performance metrics to SAMHSA. All reports to SAMHSA have been submitted 
to standard.

 Continue to monitor and refine formalized crisis referral pathways to ensure 
air traffic control level of crisis management statewide. Counties and tribes 
should continue to work with their local 2-1-1 center to ensure that services 
in their area are updated in the listing.

 Pursue sustainable funding models beyond 2022-2025 grant period. TBD.



Accessibility

 New prompts for access to services in Spanish (“Press 1”) 
the Veteran’s Crisis Line (“Press 2”) and LGBTQ+ services, 
provided by the Travis Project. (“Press 3”)



New SAMHSA Funding Opportunities

 Support for 988 Tribal Response Cooperative Agreements
 “to provide resources to improve response to 988 contacts 

originated in Tribal communities”
 $35,000,000 available nationwide; up to 100 awards
 Deadline for submission: November 8, 2022.

 988 Capacity Building Supplemental Funding
 For same purpose as original grant, over the original project 

period.
 Additional $400K for Montana call centers.



Status of Core Area Working Groups

 Core Area 2 – Funding Working Group

 Not active

 State funding sources set for 2022-2024 period.

 Core Area 6 – Crisis Referral Pathway Working Group

 Currently active

 Next meeting: TBD

 Core Area 8 – Public Information Working Group

 Currently active

 Next meeting: TBD

 Core Areas 1, 3-5 and 7 are call center internal



988 Partner Toolkit

Contains…
 Fact sheets and talking points
 988 Branding and logo
 E-Newsletter template
 Radio PSA scripts
 Presentation slide deck
 Implementation Guidance Playbook

988 Suicide and Crisis Lifeline | SAMHSA

https://www.samhsa.gov/find-help/988


National Action 
Alliance for Suicide 
Prevention site for 
988 messaging

 Compliments SAMHSA’s toolkit

988 Messaging Framework | Action 
Alliance Framework for Successful 
Messaging 
(suicidepreventionmessaging.org)

https://suicidepreventionmessaging.org/988messaging/framework


NASMHPD 988 
Playbook
 Implementation guidance for…

 States, Territories and Tribes

 Mental Health and Substance Use 
Disorder Providers

 Lifeline Centers

 Public Safety Answering Points (PSAPs)

988 Implementation Guidance Playbooks | 
National Association of State Mental Health 
Program Directors (nasmhpd.org)

https://www.nasmhpd.org/content/988-implementation-guidance-playbooks


MT988 Website
 Links to national 988 

pages.

 988 Marketing 
materials

 Updated presentations 
from coalition updates 
and local 
presentations.

Montana 988 (mt.gov)

https://dphhs.mt.gov/suicideprevention/988




What you can do.
 Establish close, working relationships between crisis management agencies and the 

call center servicing your county, or tribe.

 Ensure that all crisis resources for your county or tribe are reviewed and updated in 
the 2-1-1 system, maintained by your call center, or a local United Way that 
maintains it in your area.

 Push for Memorandums of Understanding (MOUs) between call centers and 
community-based crisis services providers
 Mobile crisis response teams

 Crisis stabilization facilities

 Emergency departments

 911 Public Safety Answering Points (PSAPs) 

 Develop local messaging campaigns using National and State guidance and branding, 
including school art projects, local social, TV, radio and print media.

 Highlight that 988 is available for call, chat or text.

 Some other states have pursued legislative solutions for sustainable funding streams. 
Where appropriate, pursue such initiatives at your level.



County/Tribal Feedback on 988 Rollout

 Public Awareness

 Coordination with crisis call centers

 Areas of concern



Questions?
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