
988 Planning Grant – Operations Team Meeting 
January 14, 2022 

 
1. Call Centers in Attendance 

a. Centre Helps, Keystone Health, Family Services, New Perspectives, Lancaster County Crisis, Philadelphia 
Crisis Line, TrueNorth Wellness Services, Resolve Crisis Services, Montgomery County Crisis, Safe Harbor, 
CCR, Valley Creek 

2. SAMHSA 988 Grant Opportunity 
a. https://www.samhsa.gov/grants/grant-announcements/sm-22-015  
b. We are in the process of putting our application together 
c. PA can apply for a total award of $3,187,862 

i. Vibrant projected we need $25 million, so this is only 5.2% of their projection 
ii. This is just a kick start to get us moving in a good direction 

3. Expectations & Requirements from funding opportunity 
a. Utilize funding to improve and/or sustain adequate staffing to maintain a minimum answer rate of 90% 

or higher for calls originating in Pennsylvania 
i. Our November answer rate was 85% so we’re not far off 

b. Ensure your crisis workforce receives training on working with populations at higher risk of suicide in 
their communities, including awareness of referral options for high risk population-specific services 

c. Contribute to all data collection requirements of OMHSAS, SAMHSA, and Vibrant, including conducting 
follow-up calls to callers who were offered referrals at the initial contact, to determine the percentage 
of which attended recommended follow-up services 

i. We don’t have great data yet on how many people, after initial contact, who were offered a 
referral went to or utilized that service within a month 

ii. We know it’s self-report and difficult to validate 
iii. SAMHSA very interested in knowing this for the first time 
iv. Will require calling people back ~1 month after call to ask if they went to services etc 
v. We know we aren’t going to get everyone, doing the best we can  

d. Report monthly data on the following Key Performance Indicators (KPIs): total number of contacts (calls, 
chats, or texts) received, total number of contacts answered, average speed to answer contacts,  and 
abandonment rate 

i. A lot of this data comes from Vibrant already 
ii. Ideally – 95% of contacts answered within 20 seconds & 90% within 15 seconds 

e. Work with the Project Team and OMHSAS to identify trends in calls, texts, and chats that may contribute 
to the overall mission to ensure statewide responsiveness to 988 services, including working with the 
Project Team and Vibrant to recommend temporary redirection of services during high spikes in call 
volume, staffing shortages, or other issues 

i. Communicate with us/OMHSAS if there are high points or low points 
f. Participate in all scheduled Operations Team calls and meetings throughout the course of the grant 

4. Funding  
a. Call centers will have contracts/agreements with the state for grant funding 
b. 85% of our total award ($2,709,683) goes to call center staffing to increase the work force – the money 

cannot go towards infrastructure or anything else 
i. Increasing shift hours to cover busier times 

ii. Additional funding to support volunteers through supervision 
iii. Increase wages across the board 
iv. Hire new FT or PT staff 

c. Created a formula based on the volume at each call center with the goal to be as equitable as possible 
5. Considerations for determining how much funding goes to each center 

a. Going into this, most call centers have received minimal NSPL funding – the exception has been 3 
regional centers who got funding through Vibrant expansion grant 

i. If we don’t sustain that level of funding for them, we are going to dip in answer rate dramatically 
ii. Regional centers will continue at the same rate they’ve been getting to sustain answer rate 

https://www.samhsa.gov/grants/grant-announcements/sm-22-015


b. Second consideration – a few areas we would like to add a bonus/kick start 
i. Two call centers respond to text/chat and it would be unreasonable to throw extra money at 

other centers to start that up with these dollars currently 
1. Small bonus to those two call centers to continue supporting text/chat 
2. Currently those two centers are responding to more messages than originate from PA, 

but this could skyrocket when 988 text/chat marketing goes live 
ii. Current regulations being worked on are looking for all call centers to be 24/7  

1. Currently have 2 non-24/7 centers 
2. They will need extra assistance to go 24/7 – another small bonus here 

c. Then, we looked at Jan-Nov 2021 data and averaged the percentage of calls from PA that were ROUTED 
to your call center (not worrying about answered calls here, just routed to your center) 

i. Took that number & multiplied the leftover money by that percentage 
1. i.e. 20% of PA calls routed to your center – 20% of leftover money to your center 

ii. Some centers don’t have many calls routed because of their location 
1. We want your participation to be worthwhile, so we decided there is a minimum that 

each center will receive, regardless of call volume 
d. The money on the expansion grant, which was funding the regional call centers, ran out. To avoid a dip 

in answer rate, OMHSAS approved bridge funding for those call centers through July 2022. This adds a 
little money back into the pot for local centers 

e. You may not receive the same amount of funding in Year 1 as you do in Year 2 
i. Whatever is projected for Year 1 you will get for sure 

ii. SAMHSA is allowing us look at actual data from Year 1 to see trends, which may shift Year 2 
distribution a bit 

1. Year 2 funding may be a little more or less depending on actual volume 
2. i.e. We may project a call center’s volume increase to be lower than it ends up being, in 

which case they would get more money in Year 2 based on actual volume 
6. Needs from Call Centers 

a. Letter of Commitment – we drafted one for you and you will receive it shortly 
i. Update green highlighted sections to reflect your center’s information 

ii. Put the whole thing on call center letterhead 
iii. Email completed letters back to Hannah 

b. Budget & Budget Justification 
i. OMHSAS will communicate all of this with you. They will tell you that you have $xx in Year 1 and 

$xx in Year 2. You will then take those dollar amounts and create a budget and budget 
justification for that money for the two years of the grant period. 

1. i.e. “I’m going to hire two FT staff and increase salaries for supervisors” 
ii. They will send you a budget template to fill out the budget portion 

iii. The budget justification is a narrative 
1. Write it out like you’re talking it out or explaining the plan to someone 

7. Questions 
a. What is the timeline for all of these things? 

i. Lightning fast 
1. Grant application is due Jan 31 
2. The application has to go through governor’s office & get signed off on first 

ii. Budget info coming from state hopefully within next few days 
b. Could funding go towards a hiring bonus? Or bonuses for staff? 

i. Yes and yes – part of supporting the work force is about keeping employees happy 
 


