
988 Planning Grant – Operations Team Meeting 
February 25, 2022 

 
1. Updates, concerns, etc. 

a. OMHSAS submitted the SAMHSA grant on January 31 as required 
i. Still some work to iron out details about funding procurement 

ii. RFA should be out in a timely fashion – we will send an email as soon as it’s out 
b. Staffing challenges being experienced in multiple centers 

i. Staff that they do have are burning out quickly too 
ii. Could OMHSAS leverage their position to garner interest in filling vacancies in call centers? 

1. Exploring financial ways to assist (can’t give more info than that currently) 
2. Trying to get individuals interested in this work 
3. There is a state with a training program for crisis counselors which has helped 

a. Having conversations about this internally as well 
b. We are still working on our training program 

i. Didactic portion of staff training will be online modules to help alleviate 
some time that trainers are spending on training 

c. What *should* call takers be making? 
i. There are a lot of factors that go into determining that 

ii. Several call centers could probably have a similar model, with exceptions 
iii. This would be an interesting thing to delve into next meeting 

2. How are different agencies talking about how to handle call volume increases and grow? 
a. Regional centers will share how they increased capacity 
b. CCR – it was a challenge, they have 46 counties so they had to think strategically 

i. They prepped staff, on boarded multiple additional call takers and made sure they had enough 
staffing to support the increase in call volume 

ii. Added 3-4 counties at a time about a month at a time 
iii. It was a balancing act and caused a lot of stress with staff, despite all of the preparation 
iv. Added additional shifts at busy times to help support – M-F 8:30-4:30 
v. The whole process felt like a learning game – felt like they had it right and prepared enough, but 

had to adjust as they went 
vi. Took around 8 months to become fully expanded 

c. FSABC – before increasing to regional they were primarily volunteer with 2-3 staff 
i. They promote from within – volunteers who are excellent become full time 

ii. They advertise on volunteer websites, local newspaper, social media, word of mouth 
1. 7 week training course – 1x a week 3 hours per week 
2. If they have 15 people in a training class, only about 5 follow through 
3. High rate of turnover in training classes, but once they’re in they tend to stay 

iii. Volunteers have different motivation usually – typically personal reasons 
iv. Good support from staff is helpful for volunteers too 
v. Interns make a HUGE difference for them – maybe try and partner with local colleges 

d. Each of the regional centers grew in different ways 
i. All was data driven 

ii. CCR was already 24/7 and had the most counties 
1. Looked at the counties they were going to absorb, many are smaller counties with 

minimal call volume which they could group together quickly and easily with only a few 
calls a year coming from those counties 

2. The larger, more populated counties were more difficult 
3. They would group together a larger county with multiple smaller volume counties to 

offset the increase but gain counties 
iii. FSABC was 8am-midnight at the start 

1. Covering far less counties than CCR, but an equal number of people 



2. Looked at the heat map for when calls were coming in to that region that they would be 
covering 

a. Figured out times where the call volume was the highest vs lowest 
b. Staffed appropriately to cover higher volume times, then slowly added hours 
c. Added one county at a time since they were such high volume 

3. NP was midnight-8am at the start 
a. Similar to Bucks, they needed to staff the other hours they weren’t already 

e. Formula for number of staff per county 
i. Erlang Calculator 

1. https://www.callcentrehelper.com/tools/erlang-calculator/  
ii. Projections from Vibrant 

1. PA specific – https://www.preventsuicidepa.org/wp-
content/uploads/2021/11/Pennyslvania-988-state-volume-and-cost-projection-
report.pdf  

2. National – https://www.vibrant.org/wp-content/uploads/2020/12/Vibrant-988-
Projections-Report.pdf?_ga=2.62739180.1718066263.1611784352-
1951259024.1604696443  
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