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Welcome!



Opening Session:
Responding to Crisis



“The Suicidal Crisis Path is a model that intends to 
integrate multiple theoretical approaches and 
frameworks within the context of an individual’s suicidal 
experience. In doing so, the purpose is to match 
intervention approaches with the timing, risk factors, 
and protective factors that would be the mechanisms to 
prevent a suicide from happening.” (Lezine, D.A. & 
Whitaker, N.J., Fresno County Community-Based Suicide 
Prevention Strategic Plan, 2018)

www.FresnoCares.org

THE SUICIDAL CRISIS PATH MODEL AS A FRAMEWORK 
FOR UNDERSTANDING SUICIDE PREVENTION

Thoughts of Suicide



Crisis Coping Theory
Figure 4



Crisis Coping Theory
Figure 5



Crisis Coping Theory
Figure 6



Crisis Coping Theory
Figure 7



Crisis Coping Theory
Figure 8



Crisis Coping Theory
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CONTINUUM OF CRISIS RESPONSE AND CARE: 
SYSTEM COMPONENTS
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Didi Hirsch Mental 
Health Services:
Matthew Taylor



The California 9-8-8 Suicide & Crisis Lifeline: 
a welcoming, front door for integrated care 

February 28, 2024
Striving for Zero: Suicide Prevention Learning Collaborative, Carlsbad, CA

Matt Taylor, Program Director, 988 Network (statewide)
Didi Hirsch Mental Health Services



Didi Hirsch Suicide Prevention Center, Los Angeles

• Founded in 1958 as the nation’s first 

suicide prevention center.

• Inaugural member of the National Suicide 

Prevention Lifeline (now 988) in 2005.

• Crisis chat/text services since 2012.

• A member of the 988 Lifeline national-

level: Spanish language subnetwork, 

chat/text backup and Disaster Distress 

Helpline.

• The highest volume 988 center in both 

California and the U.S.



The 988 Suicide and Crisis Lifeline : Key Highlights

• Easier Access: 9-8-8 is new three-digit dialing code that will route callers to 

the national Lifeline. 988 chat and text is also available. 

• No matter where you live or how often you move, 988 is an easy to 

remember, free, 24/7 national portal for connecting to localized services.

• Translations services in 160+ languages is available, as is American Sign 

Language videophone and connections with the 988-affiliated Disaster 

Distress Helpline.

• There are 230+ independently operated and funded local and state crisis 

call centers in the U.S. – 12 of which are in California. 

• Multiple, independent research studies since 2010 have shown 988 Lifeline 

services are effective at reducing crisis, preventing suicide, and providing 

resources.  (See: https://988lifeline.org/research-and-evaluation/) 

https://988lifeline.org/research-and-evaluation/


Key messaging now: 988 – more than a suicide line



Key messaging now: 988 meets community needs

Utilize least 
invasive, most 
collaborative   

intervention

Highly Trained 
Counselors

Locally Fielded 
Contacts

Specialized 
support for 

LGBTQ+, veterans, 
Spanish speakers

GOAL: Help people stay safe and facilitate access to quality mental health support



The 988 Suicide and Crisis Lifeline:

Press ‘1’ for Veterans, 

Press ‘2’ for Spanish, 

Press ‘3’ for LGBTQ+ people under the age of 25



Key messaging now: 988 ≠ 911

988 IS

• Free to use

• Confidential

• Staffed by highly 

trained counselors

• Nonjudgmental 

support

• For everyone

988 IS NOT

• An alternative to 911

• A hotline to find a 

therapist

• Forced mental health 

treatment

• Part of law enforcement



988 is a key part of the national vision for crisis care



988 as a key part of CA HHS’ plan for improving 

care transitions

Source:  https://www.chhs.ca.gov/wp-content/uploads/2023/08/CalHHS_Behavioral-Health-Crisis-Care-Continuum-Plan.pdf

https://www.chhs.ca.gov/wp-content/uploads/2023/08/CalHHS_Behavioral-Health-Crisis-Care-Continuum-Plan.pdf


What happens when you call 988?

Trained, caring and compassionate crisis counselors will invite you to share what is going on. 

As they listen to your story, they will also likely:

• Ask what they can call you (your first name)

• Ask a few demographic questions about you 

• Ask suicide safety assessment questions (mandatory)

• Collaborate with you to develop a safety plan and/or next steps

• Provide you with local referral resources

• Connect you with mobile crisis if needed, available and agreed to. 

• Offer you a follow-up call, if needed and if you consent to it.

In rare circumstances when and individual is in imminent risk of harming themselves or others, and they 

are unable stabilize and complete a safety plan, emergency intervention is required (ex: law enforcement 

and EMS is directly engaged on average in less than 2% of all 988 contacts in CA).



How are 988 calls routed now, and where is it headed?

➢ Current State: Area code routing
• Presently (spring 2024) 988 calls are routed by the national administrator 

(Vibrant Emotional Health)  based on the area code and first 3 digits of the phone 
number.  988 

• Lifeline centers have primary coverage areas and most also offer backup coverage 
to support the other centers in their state.

➢ Possible Future State: Geo-routing
• Geo-routing has been successfully tested for 988 in a limited area.  There is 

legislation under consideration for geo-routing usage across the 988 network.
• Geo-routing geographically directs phone calls locally without including detailed 

information about the exact location of callers. Calls would route to the 988 
center who has primary coverage closest to where the caller physically is. 

✓ Note: geo-routing is different than geolocation. In geolocation, precise 
location is in the transferred call data, so that emergency responders know 
where to go in case of an emergency.  Geolocation is NOT enabled for 988. 

For more info see: https://www.samhsa.gov/find-help/988/faqs 

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


Current 988 call routing structure in CA

Call enters 988 
Lifeline National 

Platform
(25 sec message)

Routes to Primary 
CA 988 Center

(2 min threshold 
before re-route)

Rolls to Secondary 
Backup (if assigned)

(2 min threshold 
before re-route)

State Backup 
Center (Didi Hirsch)

(2 min threshold 
before re-route)

Rolls to the 988 
National Backup 

Network managed 
by Vibrant 

Emotional Health



Current 988 chat/text routing structure in CA

Chat / text enters 988 
Suicide & Crisis Lifeline 

national portal

Routes to California statewide 
queue, answered by the CA988 
Network, based on text phone 

number or chat zip code entered by 
user

The 988 national backup network 
picks up chats/texts unable to be 
answered in California (not all CA 
988 centers are 24/7 yet for 988 

chat/text)



California 988 Suicide and Crisis Lifeline Centers



California 988 Lifeline Centers Primary & Backup Coverage

988 Center Name Primary Coverage Area Backup Coverage Area

Buckelew Suicide Prevention Program Marin, Mendocino, Sonoma Area code 415

Central Valley Suicide Prevention Hotline –

Kings View

Fresno, Kings, Madera, Mariposa, Merced, 

Stanislaus, Tulare; Area code 559

Contra Costa Crisis Center Contra Costa Alameda, Amador, Calaveras, Lake, Marin, 

Napa, Sacramento, San Francisco, San Mateo, 

Solano, Sonoma

Crisis Support Services of Alameda County Alameda Area code 510

Kern Behavioral Health & Recovery Services 

Hotline

Kern

Optum San Diego 

San Francisco Suicide Prevention / Felton 

Institute

San Francisco Area code 415

Santa Clara County Suicide and Crisis Services Santa Clara; Area codes 510, 669, 650, 408 Area code 925

StarVista San Mateo Area code 650

Didi Hirsch Mental Health Services – Suicide 

Prevention Center

Inyo, Imperial, Los Angeles, Orange, Riverside, 

San Bernardino, Ventura

Statewide

Suicide Prevention Service of the Central 

Coast

Monterey, San Benito, Santa Cruz

WellSpace Health Alpine, Amador, Butte, Colusa, Del Norte, El 

Dorado, Glenn, Humboldt, Lassen, Modoc, 

Mono, Napa, Nevada, Placer, Plumas, 

Sacramento, San Joaquin, San Luis Obispo, 

Santa Barbara, Shasta, Sierra, Siskiyou, Solano, 

Sutter, Tehama, Trinity, Tuolumne, Yolo, Yuba

Inyo, Imperial, Los, Angeles, Monterey, Orange, 

Riverside, San Benito, San Bernardino, San 

Diego, Santa Cruz, Ventura  



988 Center Accreditation and Counselor Training

• 988 centers undergo clinical standards and training reviews by Vibrant Emotional 

Health, the national administrator of 988, before joining, and now also by CA DHCS.

• 988 centers must also be independently accredited.  All CA 988 centers are 

accredited by the American Association of Suicidology and some are also accredited 

with the International Council of Helplines, Joint Commission, CARF or AIRS.

• The 988 counselors (staff and volunteers) must complete suicide safety 

assessment training, role play simulations, participate in periodic live monitoring 

supervision, safety planning training, and complete training in specialized services / 

population care.  Many requirements are annual.

• 988 contact counselors must ask: 1) Have you had any thoughts of suicide in the past few 

days, including today? ..and 2) Have you taken any action to harm yourself today?

• 988 Counselors assess the individual’s Suicide Desire, Intent, Capability and Buffers. 

• As of December 2023, just over 1,000 staff / volunteers are answering 988 in CA



Note: Decision flow chart as proposed by the California 988 centers mobile crisis workgroup.  
Chart pending review by CA DHCS

Chart (draft)



Data and Performance

➢ Since 988 launch in July 2022,  the lifeline nationally has received and routed 8.6 million contacts as of 

1/31/24/ ( Source: https://www.samhsa.gov/find-help/988/performance-metrics).* 

➢ July 2022-June 2023 (Y1 of 988), CA call volume +21%, texts +605% and chats +127% compared to the prior 

twelve months.  In Y1 the CA 988 centers answered 307, 549 contacts, more than any other state. **

➢ In 2023, California’s monthly in-state answer rate for 988 calls ranged between 84-91%. Contacts 

that can’t be answered in-state were routed into the national 988 call, chat and text backup network.**

➢ December 2023 = 29,893 calls from CA (average speed to answer (ASA), 39 seconds); 2,515 chats (ASA 7 

seconds); 9,405 texts (ASA 15 seconds);*** 988 national avg length of call = 13.6 minutes; chats 27.10 minutes; 

texts 49:23 minutes.*

➢ Federal and state performance standards are extremely high at: 90%+ answer rates, 95% of all contacts 

answered within 20 seconds, and 90% within 15 seconds.  Abandonment rate target is <5% with a goal of fewer 

than 10% re-routing in the national backup network.

*Source: ***https://www.samhsa.gov/find-help/988/performance-metrics ; **https://988lifeline.org/our-network; ***Vibrant Emotional Health Broad State Metrics Report; 

https://www.samhsa.gov/find-help/988/performance-metrics
https://988lifeline.org/our-network


988 de-escalates crises. Emergency intervention is rarely needed

Someone to answer

Someone to respond

The 988 Vision

Somewhere to go

October – December 2023 data as reported by the CA 988 centers:

• Answer rate for all 988 contacts = 88.5%; 

84.2% answered w/in 20 seconds; 75.9% within 15 seconds.

• Of 89,579 contacts answered 

• 492 were suicides in progress (0.5%)*

• 3,776 resulted in emergency response without law enforcement  (4%) *

• 2,634 resulted in mobile crisis referrals (3%) *

• 206 resulted in emergency response with law enforcement (0.2%) *

• *Note: not all CA988 centers reported on the 4 points above so the data slightly under-represents both the 

statewide counts and percentages.

July-December 2023 Didi Hirsch LA County 988 data  = 27,441 contacts answered: 

• 1,291 resulted in emergency interventions of any kind such as 911, EMS, mobile crisis, self-referral (5%).

• 949 resulted in mobile crisis referrals (3.45%). Includes 160 direct from 988 (0.5% of all answered / 17% 

of MCT referrals) + self-referral (i.e. provided MCT dispatch # to individual for them to call)).



What 988 does for California and the nation:

✓ Helps normalize help-seeking and end stigma for accessing mental healthcare.

✓ Reduces use of law enforcement, public health, and other safety resources.

✓ Meets the growing need for crisis intervention at scale.

✓ Reduces healthcare spending with more cost-effective

early intervention.

988 is a transformative moment for crisis care



Thank you.

Together, 988 and mobile crisis services 

are transforming care for those in need.

Matt Taylor, Program 

Director, 988 Network (CA) 

mtaylor@didihirsch.org

mailto:mtaylor@didihirsch.org


Suicide Prevention 
Service of the 
Central Coast:
Andrea Tolaio



Suicide Prevention Service is a program of Family Services Agency of the Central Coast

Andrea Tolaio
Program Director
Tolaio.a@fsa.cc.org
831-459-9373 

County Population Percent 

Monterey County 437,325 56.66%

Santa Cruz County 267792 34.70%

San Benito 66,677 8.64%

771,794 100.00%

988 for the Central Coast
Monterey, Santa Cruz and San Benito Counties
Population: 771,794 

mailto:Tolaio.a@fsa.cc.org


Priority #1
CARING FOR  
STAFF AND 
VOLUNTEERS 



Jan Feb March April May June July August Sept Oct Nov Dec

2021 361 366 361 464 446 372 239 413 361 286 356 363

2022 407 427 335 431 487 555 636 859 918 649 464 519

2023 678 594 663 696 789 762 711 786 713 818 710 823
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PRIORITY 2: BEING PRESENT 



PRIORITY #3  KEEP PEOPLE SAFE

Other Community Resources 

Person in Crisis 

Calls 988

In 2022, SPS 
contacted/transferred (2%)  
22 calls to Santa Cruz 911. Calls are routed to local call center 

based on area code.  SPS also receives 
calls from outside our area code

Not Currently at 
Clinically Significant 

Suicide Risk

Currently at Clinically Significant 
Suicide Risk, But Not Imminent

Currently at Clinically 
Significant Suicide Risk. 

Imminent 

RISK ASSESSMENT 

Establishing rapport with the caller, asking about immediate risk of suicide, listening to the 
caller’s story, collaborating with caller on a safety plan, and offering follow-up as needed.  

If the caller pressed #3 
they are routed to the 
LGBTQIA+ Line

Person In 
Need of Mobil Crisis



PRIORITY #4: GIVE PEOPLE HELP THEY NEED 



Crisis Call Summary 
County of Monterey 
January 2024

PRIORITY #5:  BUILD TRUST AND RELATIONSHIPS



Teenline:
Cheryl Eskin



About Teen Line

https://www.youtube.com/watch?v=x8dybcrpIAc 

https://www.youtube.com/watch?v=x8dybcrpIAc


Teen Line is here for you

Our trained teen volunteers are available via Phone,
Text & Email every night 

Email us at: http://teenlineonline.org/talk-now/

Call (800) 852-8336 from 6pm-10 pm PST

Text “TEEN” to 839863 from 6pm-9pm PST

Teen Line 2023



2023 Top 5 Reasons for Contact 
(calls, texts, emails)

Teen Line 2023

39%

22%

12%
11% 9% 8%



Resources for Teens 
and Adults

Also Anxiety, Sex and Sexuality, Self-Injury, 
Eating Disorders, General Information and 

Teacher Facilitation Guide

Teen Line 2023



Inland SoCal 
Crisis Helpline:
Dr. Jenn Carson



Inland SoCal Crisis Helpline
-- A project of Inland SoCal United Way 211+ --



Inland SoCal United Way 211+ serves 5 million people in Inland Southern 
California (San Bernardino County and Riverside County). Of 1,800 United 
Ways, we are the largest. Inland SoCal 211+ answered over 170,000 calls in 
2023. ISC211+ has over 3,000 verified referrals for all callers to 211 and 951-
686-HELP. We also have case managers for re-entry, Cal Fresh enrollment, 

Medi-Cal Enrollment, career placement, and more. 

48
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951-686-HELP has Served 
Riverside County Since 1968



Whenever. Wherever. Help is here!
50
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Inland SoCal Crisis Helpline Dashboard
https://inlandsocaluw.org/helpline-dashboard



Behavioral Health Fieldwork Program

52



PREVENTION EDUCATION (ASIST, QPR, MHFA & SAFETALK)
WITH RIVERSIDE UHS BEHAVIORAL HEALTH & PUBLIC HEALTH

53



Riverside 
County 
Suicide 
Prevention 
Coalition 

54



Dr. Jenn Carson, DSW (She/Her)
Behavioral Health Senior Manager
Inland Southern California United Way 211+
Crisis? Suicidal Thoughts? 951-686-HELP or 988
24/7 Crisis Mobile Access? 951-686-HELP
Referrals? 211 Emergency? 911
www.linkedin.com/in/jennlynnecarson 
www.inlandsocaluw.org 
jcarson@iscuw.org 

Questions? Reach Out!



Panelist 
Question & Answer



Final 
Thoughts



Up Next: 
Putting Planning into Practice-

Excellence Awards Reception & Networking
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