
1.7.2022 988/911 Subcommittee Meeting 
1. Attendees 

a. Matt Wintersteen 
b. Hannah Metzger 
c. Jack Rozel 
d. Dan Trego 
e. Dale Adair 
f. Sara Goulet 
g. Tara Pride 
h. Amanda Johnson 
i. Julia Silvestri 
j. Kenny Solanke 

k. Jennifer Shemas 
l. Angela Romano-Lucky 
m. Julie Peticca 
n. Jeff Boyle 
o. Jeff Garner 
p. Brian Eichenlaub 
q. Mark Rothermel 
r. Mark Greenthaner 
s. Matt Hobson 

2. Updates 
a. 988 Talking points coming out from OMHSAS soon 

3. Questions, Comments, or Thoughts 
a. When 988 rolls out, how will it be marketed? Mental health crisis or suicide prevention? 

i. “Both and” 
ii. It will have a wider scope than what has been traditionally marketed as NSPL 

iii. Currently, many calls end up at 911 when they should be 988 & vice versa 
b. Vibrant is putting out a unified platform for call centers to use and have secured their vendors 

i. They put together a work group with call centers across the country to determine needs of the 
system and how it needs to function effectively 

ii. OMHSAS setting up a meeting with Vibrant to talk about what the system will look like & what 
they can do as the state entity 

iii. Centers are not required to join when it’s created, but we want to have a system that can speak 
to other agencies in the larger crisis system – if the unified platform can do that, why not join? 

c. What is the current technology in centers today? When a call comes in, do they just get a phone number 
or is there more info? 

i. When someone calls they get a caller id – just a phone number, sometimes a name, but nothing 
else 

ii. Someone could be in crisis and the call center would have no clue where they are unless they 
tell them 

1. Often get limited information about location and use Google maps to get as close as 
possible to the caller 

d. How would 911 determine the callers’ location before transferring to 988? 
i. Cell phone tower technology, Rapid SOS, landline (reverse lookup) 

ii. Reach out to cell carriers if they can’t locate or caller won’t give location 
e. If 911 is activating cell carriers/providers, how long does it take to get info back? 

i. Within 10 minutes – 3 minutes finding the right number to call, 5 minutes talking to carrier 
ii. On 988 side – they have to call local police, have them dispatch to their building to get 

information in writing, then they call phone system to get information –  
1. It’s a terrible use of police time 
2. On average – 30-60 minutes at least on 988 side 
3. We’re a few years from geolocation, so we need a solution in the meantime 

f. What authorizes the 911 team to get this information from cell providers/carriers? 
i. https://uscode.house.gov/view.xhtml?req=granuleid:USC-prelim-title18-

section2702&num=0&edition=prelim  
1. C.4.4 A provider described in subsection (a) may divulge a record or other information 

pertaining to a subscriber to or customer of such service to a governmental entity, if the 
provider, in good faith, believes that an emergency involving danger of death or serious 
physical injury to any person requires disclosure without delay of information relating to 
the emergency 

https://uscode.house.gov/view.xhtml?req=granuleid:USC-prelim-title18-section2702&num=0&edition=prelim
https://uscode.house.gov/view.xhtml?req=granuleid:USC-prelim-title18-section2702&num=0&edition=prelim


2. If call centers are not part of a governmental agency – maybe reach out to OHS 
counterpart who can make the phone call to cell provider 

3. Would this be valid if they’re acting on behalf of a gov agency? 
4. Do we put an MOU in place that says call centers are acting on behalf of DHS to provide 

this service since they’re getting some level of financial support to work? 
a. Worth exploring at OMHSAS 

g. Do any call centers record in bound calls? 
i. Philly – yes – they do live monitoring & have a system that they use (DEOCI) but want another 

platform that can communicate with others 
ii. Bucks & resolve – yes 

iii. CCR – does not record but do have capability & can pull text/chat transcripts 
iv. RHD – does not record 
v. Resolve – looking into tracking text/chat transcripts  

h. It would be helpful to know what other states are doing around location tracking 
i. Reach out to Vibrant & see what other states are doing re: call tracing, transfers & geolocation 

ii. OMHSAS has had some calls with other states – they’re interested in what we’re doing with our 
subcommittee 

i. National Association of State 911 Administrators 
i. Meet on a monthly basis – asked Vibrant to meet with group re: technology & future plans 

ii. We may be pioneers with setting policies & procedures 
4. If you have protocols in place, or other helpful information, that you are allowed to share with us, please email 

them to Hannah (Hannah.metzger@jefferson.edu) 

mailto:Hannah.metzger@jefferson.edu

