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Priority Improvement Areas

{ƛƴƎƭŜ tƘƻƴŜ 
bǳƳōŜǊ

aƻōƛƭŜ нпκт 
wŜǎǇƻƴǎŜ

bƻƴπtƻƭƛŎŜ 
aƻōƛƭŜ /Ǌƛǎƛǎ 
¢ŜŀƳ

!ƭǘŜǊƴŀǘŜ 
5Ŝǎǘƛƴŀǘƛƻƴǎ



The PDSA Cycle
òSmall Tests of Changeó

! ǇǊƻƧŜŎǘ Ƴŀȅ ǊŜǉǳƛǊŜ ƳǳƭǘƛǇƭŜ t5{! ŎȅŎƭŜǎ ƛƴ ƻǊŘŜǊ ǘƻ 
ŀŎƘƛŜǾŜ ǘƘŜ ǇǊƻƧŜŎǘΩǎ ƻǾŜǊŀƭƭ ƎƻŀƭΦ



Guest Speakers and Teams

D¦9{¢{t9!Y9w{

Å{ǘŜǇƘŀƴƛŜ [Ŝǿƛǎ

Å[ŀǘŀǎƘŀ .ƻǳȊŜƪ

ÅaŀǊǎƘŀƭƭ .ŜƴƴŜǘǘ

Å¢ǊŀŎȅ .ƻǊƎƘŜǎŀƴƛ

Å{ƎǘΦ aŀǘǘƘŜǿ /ŀƛƴ

Åtŀƻƭƻ DŀǊƎŀƴǘƛŜƭ

ÅYŀǘȅ ²ƘƛǘŜ

Å¢ƻƳ ¢ŀƳǳǊŀ

ÅWǳƴƻ IŜŘǊƛŎƪ

Å!Ǌƛŀƴŀ {ƛƴƎƘπ!ŘŀƳǎ  

TEAMS

ÅSingle Phone Number 
Mobile 24/7 Crisis Response 
Team

ÅCrisis Triage & Assessment 
Team

ÅNon-Police Mobile Crisis 
Team



Single Phone 
Number/Mobile 
24-7



Single Phone Number/Mobile 24-7  
Team

ÅProblem Statement: There are 19+ telephone 
numbers for the public to access crisis mental 
health support. The uncoordinated multiple entry 
points limit access by creating barriers for an 
appropriate and timely response.

ÅGoals: By January of 2022 75% of individuals who 
call a single phone number for a mental health 
crisis will have 24/7 access to services and a mobile 
response within 45 minutes. 



Community Perspective

άL ǿƻǳƭŘ ƭƛƪŜ ŀ ŘƛǊŜŎǘ ƭƛƴŜ 

for a dispatcher. So that a 

mobile response could 

be contacted directly. 

Also, more mobile 

ǊŜǎǇƻƴǎŜ ǎƻ ǘƘŀǘ ǘƘŜȅΩǊŜ 

not flying from San Pablo 

ǘƻ 5ƛǎŎƻǾŜǊȅ .ŀȅΦά ς

Healthcare Worker



TEST OF CHANGE: Who would you call 
during a mental health crisis?

ÅtǊƻōƭŜƳΥ ¢ƘŜ ŎƻƳƳǳƴƛǘȅ ŘƻŜǎ ƴƻǘ ƪƴƻǿ ǿƘƻ ǘƻ Ŏŀƭƭ CLw{¢ ŦƻǊ ŀ 
ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŎǊƛǎƛǎ ƻǘƘŜǊ ǘƘŀƴ фммΦ

Å¢Ŝǎǘ ƻŦ /ƘŀƴƎŜΥ ²Ŝ ŀǎƪŜŘ ǊŜǎƛŘŜƴǘǎ ǿƘƻ ǘƘŜȅ ǿƻǳƭŘ Ŏŀƭƭ ŘǳǊƛƴƎ ŀ 
ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŎǊƛǎƛǎΦ

ÅwŜǎǳƭǘǎΥhŦ ǘƘŜ оп ǇŜƻǇƭŜ ŀǎƪŜŘ πмн҈ ǿƻǳƭŘ Ŏŀƭƭ ŦŀƳƛƭȅ ƳŜƳōŜǊΤ оо҈ 
ŘƻƴΩǘ ƪƴƻǿ ǿƘƻ ǘƻ ŎŀƭƭΤ му҈ ǿƻǳƭŘ Ŏŀƭƭ ǘƘŜƛǊ ŘƻŎǘƻǊΤ о҈ ǿƻǳƭŘ Ŏŀƭƭ 
ǘƘŜ ǎǳƛŎƛŘŜ ƘƻǘƭƛƴŜΤ ф҈ ǿƻǳƭŘ Ŏŀƭƭ нммΤ нр҈ ǿƻǳƭŘ Ŏŀƭƭ фммΦ

Å!ǇǇǊƻȄƛƳŀǘŜƭȅ тр҈ ǿŜǊŜ ƴƻǘ ŀǿŀǊŜ ƻŦ ǘƘŜ ŀǾŀƛƭŀōƭŜ ŎƻƳƳǳƴƛǘȅ 
ǊŜǎƻǳǊŎŜǎΦ
Å/ƻƳƳǳƴƛǘȅ ƻǳǘǊŜŀŎƘ ƛǎ ƴŜŜŘŜŘ ǘƻ ƳŀǊƪŜǘ ǿƘƻ ǘƻ Ŏŀƭƭ ōŜǎƛŘŜǎ 
фммΦ



Community Perspective

άфммΣ ōŜŎŀǳǎŜ ƛǘ ƛǎ ǘƘŜ ƻƴƭȅ ƴǳƳōŜǊ L ƪƴƻǿΦέ π
aŜŘƛŎŀƭ !ǎǎƛǎǘŀƴǘ

άL ŘƻƴΩǘ ƪƴƻǿ ŀƴȅ ƻŦ ǘƘƻǎŜ ƴǳƳōŜǊǎΣ L ǿƻǳƭŘ 
ǇǊƻōŀōƭȅ ǎǳŦŦŜǊ ƛƴ ǎƛƭŜƴŎŜΦέ π.ŀƴƪŜǊ

άL ŘƻƴΩǘ ƪƴƻǿ ǿƘƻ ǘƻ ŎŀƭƭΣ ƴƻǘ фммΣ ōŜŎŀǳǎŜ ƛǘΩǎ 
ƴƻǘ  ƭƛŦŜ ƻǊ ŘŜŀǘƘΦέ π9ȄŜŎǳǘƛǾŜ !ǎǎƛǎǘŀƴǘ



TESTS OF CHANGE: 
What is the current system?

ÅtǊƻōƭŜƳΥ ¦ƴŎƻƻǊŘƛƴŀǘŜŘ ŜƴǘǊȅ Ǉƻƛƴǘǎ ŦƻǊ ŎǊƛǎƛǎ 
ǎǳǇǇƻǊǘ

Å¢Ŝǎǘ ƻŦ /ƘŀƴƎŜΥ LƴǘŜǊǾƛŜǿŜŘ ǘǿƻ ŜȄƛǎǘƛƴƎ Ŏŀƭƭ 
ŎŜƴǘŜǊǎ ŀƴŘ ǘǿƻ ƳƻōƛƭŜ ǊŜǎǇƻƴǎŜ ǘŜŀƳǎ

ÅwŜǎǳƭǘǎΥ ! ŎŜƴǘǊŀƭƛȊŜŘ Ƙǳō ƛǎ ƳƻǊŜ ŜŦŦŜŎǘƛǾŜ ŦƻǊ ŀ 
ƳƻōƛƭŜ ŎǊƛǎƛǎ ǊŜǎǇƻƴǎŜ

άL ǿƻǳƭŘ ƭƛƪŜ ǘƘŜ Ŏƻǳƴǘȅ ǘƻ ƭŜǘ ǇŜƻǇƭŜ ƪƴƻǿ ǘƘŀǘ 
help exists and they can call other numbers 
ōŜǎƛŘŜǎ ǘƘŜ ǎǳƛŎƛŘŜ ƘƻǘƭƛƴŜ ƻǊ фммέ ςTeenage 

Student



Centralized Crisis Call Services

άL ǿƻǳƭŘ ƭƛƪŜ ŀ ŘƛǊŜŎǘ ǇƘƻƴŜ ƴǳƳōŜǊ ǘƻ ŀ ŎǊƛǎƛǎ ǊŜǎǇƻƴǎŜ 
ǘŜŀƳέ- Caregiver

ÅEnsure call services offer real-time access to a live person 
every moment of every day for individuals in crisis.

ÅCƻƭƭƻǿ ά.Ŝǎǘ tǊŀŎǘƛŎŜǎέ ŀŎŎƻǊŘƛƴƎ ǘƻ {!aI{! ƎǳƛŘŜƭƛƴŜǎΦ

ÅThe incorporation of advanced technologies is essential 
to operating a centralized crisis call center hub. 



The Hub

!ƭƭ Ŏŀƭƭǎ ŀǊŜ ǊƻǳǘŜŘ 

ǘƻ ŀ Ŏŀƭƭ ŎŜƴǘŜǊ 

ǿƘŜǊŜ ǘƘŜȅ ŀǊŜ 

ǘǊƛŀƎŜŘ ŀƴŘ 

ŘƛǎǇŀǘŎƘŜŘ ǘƻ 

aƻōƛƭŜ /Ǌƛǎƛǎ 

¢ŜŀƳǎ ƛƴ ǘƘŜ ŦƛŜƭŘΦ 



CALL CENTER TECHNOLOGYóHUBó

Advanced Call Center Software (Motorola-Vesta)
ÅCaller ID and text functioning

ÅGPS

ÅReal time client updates sent directly to a mobile data terminal 
inside crisis team vehicles

Computer Aided Dispatch
ÅDispatch calls directly to Crisis Team for immediate response

ÅReal time Crisis Team status and location for safety monitoring

ÅOptimizes response from the time of call to post crisis follow up



Crisis Triage & 
Assessment



Crisis Triage & Assessment Team

tǊƻōƭŜƳ {ǘŀǘŜƳŜƴǘΥaŜƴǘŀƭ ŎǊƛǎƛǎ Ŏŀƭƭǎ όǊŜƎŀǊŘƭŜǎǎ 
ǘƘŜ ǎƻǳǊŎŜύ ŀǊŜ ƴƻǘ ŎƻƴǎƛǎǘŜƴǘƭȅ ǊŜǎǇƻƴŘŜŘ ǘƻ ǿƛǘƘ ŀ 
ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŎǊƛǎƛǎ ǘŜŀƳΦ  

²Ƙƻ ǊŜǎǇƻƴŘǎ ǘƻ ƳŜƴǘŀƭ ƘŜŀƭǘƘ ŎǊƛǎƛǎ ŎŀƭƭǎΚ  ¢ƻƻ 
ƻŦǘŜƴΣ ƛǘ ƛǎ Ƨǳǎǘ ǘƘŜ ǇƻƭƛŎŜΦ

DƻŀƭǎΥ 5ŜǾŜƭƻǇ ǘǿƻ ǘǊƛŀƎŜ ǘƻƻƭǎ ώфмм ŘƛǾŜǊǎƛƻƴ ϧ 
ƳƻōƛƭŜ ǘŜŀƳ ŀǎǎŜǎǎƳŜƴǘϐ ŀƴŘ ŀ ŘŜŎƛǎƛƻƴ ǘǊŜŜ ǘƘŀǘ 
Ŏŀƴ ǇǊƻǾƛŘŜ ǘƘŜ Ƴƻǎǘ ŀǇǇǊƻǇǊƛŀǘŜ ƭŜǾŜƭ ƻŦ ŎŀǊŜƛƴ ŀ 
ǘƛƳŜƭȅ ŦŀǎƘƛƻƴ ǘƻ ŀƴȅƻƴŜΣ ŀƴȅǿƘŜǊŜΣ ϧ ŀƴȅǘƛƳŜΦ



Lived 
Experience 
Perspectives

άLƴ CŜōǊǳŀǊȅ нлнмΣ ǘƘŜ 
aŀǊǘƛƴŜȊ tƻƭƛŎŜ ōǊƻǳƎƘǘ Ƴȅ 
ǎƻƴ ǿƘƻ ǿŀǎ ǘƘǊŜŀǘŜƴƛƴƎ 
ŀƴƻǘƘŜǊ ǿƛǘƘ ŀ ƪƴƛŦŜ ƛƴǘƻ 
tǎȅŎƘƛŀǘǊƛŎ 9ƳŜǊƎŜƴŎȅΦ[ŀǿ 
9ƴŦƻǊŎŜƳŜƴǘ Ƴǳǎǘ ǎǇŜƴŘ ŀǎ 
Ƴŀƴȅ ƘƻǳǊǎ ǘǊŀƛƴƛƴƎ Ƙƻǿ ǘƻ 
ǎŀǾŜ ǘƘŜ ƭƛŦŜ ƻŦ ŀ ǇŜǊǎƻƴ 
ǿƘƻǎŜ ƳŜƴǘŀƭ ǎǘŀǘŜ ƛǎ 
ƛƳǇŀƛǊŜŘ ŀǎ ǘƘŜȅ Řƻ 
ŀǇǇǊŜƘŜƴŘƛƴƎ ŀ ǇŜǊǎƻƴ 
ǊƻōōƛƴƎ ŀ ōŀƴƪΦέ


