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Crisis Systems Response TTAC

The Substance Abuse and Mental Health Services Administration (SAMHSA)
has selected Altarum to provide training and technical assistance support

to states, territories, tribal organizations, and community partners across the
988 Suicide and Crisis Lifeline and crisis continuum of care. Along with our
partners, W2 Consulting Corporation and Change Matrix, LLC, who have
extensive experience with crisis services and technical assistance, the Crisis
Systems Response (CSR) Training and Technical Assistance Center (TTAC)
was formed to support the continued growth of 988 Lifeline and build a more
robust crisis care system.

% Altarum @Consulting & CHANGEMATRIA

CORPORATION WU
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SAMHSA Team

Jill D. Mays, MS, LPC

Division Director of Crisis
System Transformation for the
988 & Behavioral Health Crisis
Coordinating Office (BHCCO)

Jill D. Mays is the Division Director for Crisis System Transformation for the 988 &
Behavioral Health Crisis Coordinating Office at SAMHSA. She currently leads the
evolutionary and collaborative work of pillars two (someone to respond) and three (a
safe place for help) of the 988 Behavioral Health Crisis Continuum. Before coming to
SAMHSA, Mrs. Mays served as Director of the Office of Behavioral Health Prevention
and Federal Grants at the Georgia Department of Behavioral Health and
Developmental Disabilities (DBHDD), where she most recently oversaw all substance
misuse prevention, suicide prevention, and mental health promotion, and served

as principal investigator for the agency’s multimillion dollar portfolio of federal grants,
including 988 and CCBHC grants and as planner for the mental health block grant.
Additionally, as Assistant Director of the Office of Adult Mental Health at DBHDD, she
was the Project Officer for Crisis Services. Mrs. Mays previously coordinated
operation of SAMHSA's Disaster Distress Helpline (DDH) Core Regional Call Center in
Atlanta, serving FEMA Regions Ill & IV. Mrs. Mays is a Licensed Professional
Counselor, with over 30 years of experience in the behavioral health field and is a
person with mental health lived experience.
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988 TTAC Workstream Team

Bre Carr Meagan MacGregor Jennifer Sedivy

Behavioral Health Senior Training and Senior Consultant/Senior
Project Manager Technical Assistance Data Analyst
Specialist
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Objectives

Explain the concept
of a warm handoff
and its impact on
continuity of care
and engagement

Recognize the role
of lived-experience
and peer-support
In coordinated
follow-up care

Describe

community-informed
practices that
support engagement
across diverse
populations
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National Guidelines

Someone to Someone to A Safe Place
Contact Respond for Help

National Suicide Mobile crisis team Coordination of

Hotline Designation models should follow-up care

Act (2020) requires identify available during transition

all staff to be community from crisis

trained to provide resources and stabilization

follow-up services supports to provide

iIndividualized
follow-up care
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Guest Speaker

Laura Leone, DSW,
MSSW, LMSW

Senior Consultant
The National Council for
Mental Wellbeing

Dr. Laura Leone is a Senior Consultant who has worked for the National Council for
Mental Wellbeing since 2018, and in the behavioral health and integration field for
over 25 years, providing organizational leadership and direct services for children,
adolescents, adults, and older adults, in addition to presenting, publishing, training,
and consulting, nationally. Dr. Leone has extensive subject matter expertise in
bidirectional integration; evidence-based practices; mental health; organizational
change and systems improvement; service delivery for a variety of different
communities, settings, and clinic types; substance use; suicide prevention,
intervention, and postvention; the crisis continuum; trauma-informed and resilience-
oriented care and approaches; workforce development; and other health and
wellness areas. She obtained her Doctorate in Social Work from the University of
Southern California, her Master of Science in Social Work from Columbia University,
and her social work license from the State of New York.
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PRESENTATION

Beyond the Call: Building Community-
Informed Follow-Up Models

November 13, 2025

NATIONAL COUNCIL
for Mental Wellbeing

HEALTHY MINDS = STRONG COMMUNITIES




Group Reflection in the Chat

If you or your family were ever
to receive crisis care or other
healthcare, what do you hope

that the care is like or would
include?

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 | CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.
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NATIONAL COUNCIL

Defining Care Coordination for Mental Wellbeing

Care Coordination is the linchpin of the Certified
Community Behavioral Health Clinic (CCBHC)
Model

“Care coordination involves deliberately organizing
patient care activities and sharing information among
all the participants concerned with a patient’s care to
achieve safer and more effective care.

The patient’'s needs and preferences are known ahead
of time and communicated at the right time to the right
people, and that this information is used to provide
safe, appropriate, and effective care to the patient.”

Source: AHRQ Care Coordination

The views expressed in this webinar are solely the opinions and views of the
people participating. They do not necessarily reflect the opinions or views of
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https://www.ahrq.gov/ncepcr/care/coordination.html

NATIONAL COUNCIL

Care Coordination Is the Linchpin for... for Mental Wellbeing

Connecting team members
and services

Improving outcomes

Enhancing client experience

Cost-efficiency

Image: Thamizhpparithi Maari, 2012

The views expressed in this webinar are solely the opinions and views of the
people participating. They do not necessarily reflect the opinions or views of
the National Council for Mental Wellbeing, its employees or partners. We are
providing this content for informational purposes only.




Strategies and Practices for Care
Coordination in Crisis Care

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or partners. We NATIONAL COUNCIL
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NATIONAL COUNCIL

Practices That All Connect o e T AT

Eamilv and Recovery and Whole Health C;:‘rfr:)r:l;g:jty-
C y an Resilience and Wellness ’
ommunity Trauma-Informed
. Framework Integrated Care
CONEE I /Practice Practices S Ee
Approaches

Care Coordination, Care Management and Data-Driven Care

Evidence-based, Strength-based, and Resiliency-building Practices:
Shared Decision-Making, MI, Problem-Solving Treatment, Behavioral
Activation, Cognitive Behavioral Therapy, etc.

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 | CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.




Embedding Trauma-Informed Components for Mental Wellbeing

Creating and maintaining safety

Establishing trust and transparency

Recognizing, validating, and building new skills through engaging with peer
supports and mutual self-help

Building collaboration and mutuality

Encouraging empowerment and creating opportunity for voice and choice

» Learning about and understanding varied experiences and contexts related
to trauma and healing

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.
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NATIONAL COUNCIL

Peer Support and Mutual Self-help for Mental Wellbeing

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 CRISIS SYSTEMS RESPONSE
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NATIONAL COUNCIL

Trauma-Informed Approaches for Staff and Partners for Mental Wellbeing

» Trained, supported professionals, focused on developmentally-matched specialized practices
» Create and maintain a safe and secure environment and Sensory-Informed Supports
* Frequent visits and touchpoints

» Consistent, trust-building relationships

» Flexible, strengths-based planning

 Integrated care teams

« Family and caregiver support

* Honor youth voice and choice

« Continuous reflection and adaptation

« Safety planning interventions—general, overdose, and suicide-related

» Suicide and substance use prevention and intervention efforts

« Evidence-based, strength-based and resiliency-building practices

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 | CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.
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Evidence-based, Strength-based, and
Resiliency-building Practices

De-escalation
Techniques, Relational and
Mindfulness, and Attachment-Based
Self-Regulation Interventions
Techniques

Trauma-Informed
Care

Problem Solving
Treatment

Functional Behavioral
Collaborative Assessment (FBA)
Problem Solving and Behavior
(CPS) Intervention Planning
(=113

Family Engagement
and Systems Work

Solution-Focused
Brief Therapy (SFBT)

Cognitive Behavioral Trauma-Focused
Therapy (CBT) Cognitive Behavioral
Techniques Therapy (TF-CBT)

Dialectical Behavior
Therapy (DBT) Skills

Sources: Substance Abuse and Mental Health Services Administration. (2014). Trauma-informed care in behavioral health services (Treatment
Improvement Protocol Series No. 57, HHS Publication No. SMA13-4801). U.S. Department of Health and Human Services. National Child
Traumatic Stress Network. (2018). Evidence-based treatments for trauma. Hodas, G. R. (2006). Responding to childhood frauma: The promise and
practice of trauma-informed care (PDF). Pennsylvania Office of Mental Health and Substance Abuse Services.

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or
partners. We are providing this content for informational purposes only. O 8 8 |CRISIS SYSTEMS RESPONSE



https://www.nasmhpd.org/sites/default/files/Responding%20to%20Childhood%20Trauma%20-%20Hodas.pdf
https://www.ncbi.nlm.nih.gov/books/NBK207201/
https://www.nctsn.org/treatments-and-practices/trauma-treatments
https://www.nasmhpd.org/sites/default/files/Responding%20to%20Childhood%20Trauma%20-%20Hodas.pdf

Motivational Interviewing (MI) is a particular way
of talking with people about change and growth to
strengthen their own motivation and commitment

Over 450,000 in Print
FOURTH EDITION

MOTIVATIONAL
INTERVIEWING

HELPING PEOPLE CHANGE AND GROW

iam R. Mi
1;_gphen Rnllnic!g |

Source: Miller WR, Rollnick S. Motivational interviewing: Helping People Change and Grow, 4th ed. New York, NY: Guilford Press; 2023

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or
partners. We are providing this content for informational purposes only. 988 TR NG & EChNICAL ASSISTANCE CENTER
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The MI Spirit

NATIONAL COUNCIL

for Mental Wellbeing

The views expressed in this webinar are solely the opinions and views of the people participating. They do not

Partnership

Acceptance Empowerment

Compassion

necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or
partners. We are providing this content for informational purposes only.
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= for Mental Wellbeing
Using M

X e, . ) . .
S rathing Hesdt b change” QOur Actions Need to Match Their Readiness
Increase awareness, concern, interest
Discuss risks and rewards, personal values,
P _ reasons
- greparatien Explore commitment and create a
» plan
. :f'#;
Action ;3,_? Implement the plan, support
bt progress, refine as needed
o, ‘..f";l‘z’?”
e
- Consolidate the change into lifestyle
Maintenance Use the OARS
Open-ended Inquiry
Affirmations
DiClemente, 1983; DiClemente 2018 .
. o Reflections
Listen for Change Talk :

Summaries

Desire, Ability, Reasons, Need
Commitment, Action, Taking steps

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or
partners. We are providing this content for informational purposes only.
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for Mental Wellbeing
Quote

In order to empathize with
someone’s experience, you must be
willing to believe them as they seeit,
and not how you imagine their
experience to be.

Brené Brown

Image source: Tiny buddha

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or
partners. We are providing this content for informational purposes only.
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Warm Handoffs o Moo

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
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Examples Across the Crisis System

Pillar Who Initiates the Handoff Who Receives the Handoff

Someone to Call Crisis counselor (e.g., 988) Mobile team or stabilization

center

Someone to Respond Mobile crisis team Cr|S|§ facility or outpatient
provider

A Safe Place for Help Crisis stabilization unit staff Outpatient or community-based

provider

988 CRISIS SYSTEMS RESPONSE
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NATIONAL COUNCIL

Preventing Gaps in Care for Mental Wellbeing

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 | CRISIS SYSTEMS RESPONSE
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Developing Successful Partnerships for Mental Wellbeing

» Assess the landscape of services

» Strengthen current partnerships

» Establish new partnerships

» Create ongoing partnership activities

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.
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NATIONAL COUNCIL

Partnership Activities for Mental Wellbein

» Check-in on how things are going

o Consider using an assessment tool,
such as the Partnership Assessment
Tool for Health (PATH (PDF))

* Meet and communicate regularly

* Develop or enhance ongoing
processes and workflows

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.
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https://www.chcs.org/media/Partnership-Assessment-Tool-for-Health_-FINAL.pdf

NATIONAL COUNCIL

Steps to Creating Partnership Workflows for Mental Wellbeing

1. Define what you are here to do as a partnership
2. Define overall partnership roles and staff position roles

3. Map out how a client becomes engaged and receives each of your
services

4. Establish protocols
5. Test the workflows, and keep what works

The views expressed in this webinar are solely the opinions and views of the people participating. They do not
necessarily reflect the opinions or views of the National Council for Mental Wellbeing, its employees or 988 CRISIS SYSTEMS RESPONSE
partners. We are providing this content for informational purposes only.
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NATIONAL COUNCIL

Effective Communication and Functioning for Mental Wellbeing

ES
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The Work Ahead

Every crisis is an opportunity for connection.

Every follow-up is a moment to rebuild trust.

Every warm handoff is a bridge between
systems—and people.

NATIONAL COUNCIL

for Mental Wellbeing

HEALTHY MINDS = STRONG COMMUNITIES
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NATIONAL COUNCIL

for Mental Wellbeing

Laura Leone, DSW, MSSW, LMSW
Senior Consultant

National Council for Mental Wellbeing
LauraL@ TheNationalCouncil.org
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Discussion and Questions ot T Tt
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Certificate of Attendance

088 CSR-TTAC Event
Attendance Certificate
Request 11-13-2025
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https://forms.office.com/pages/responsepage.aspx?id=W9YvdHNS8UawXf5U8WcTMVgUBa_vC21JocMUHP4EUgdUMDVKV0pTNU1NTUlXUjFNOTFOMkhIWUxMUy4u&route=shorturl

Upcoming Events

Suicide Prevention in Follow-Up Care:
Strengthening Safety Planning and Risk Monitoring
January 29, 2026

1:00pm-2:30pm ET

Ethical Decision-Making in Crisis Response
April 2, 2026
1:00pm-2:30pm ET

Upcoming Events, 988 CSR-TTAC
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https://988crisissystemshelp.samhsa.gov/events/upcoming_events

We Value Your
Feedback!

Please take a minute to complete
the evaluation poll on your screen.
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Thank you for attending!

Office hours for the Evidence-Based Practices
workstream will begin momentarily.

SAMFHSA

Substance Abuse and Mental Health
Services Administration
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