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1. Assuming a continuous funding stream becomes available, what role do you wish to play in the 988 rollout?  
2. Do you want to continue to answer calls within your current geographic area?  
3. Do you have the capacity to take on the increased call volume (provided there would be financial support)?  
4. Do you have the physical space to bring in additional staff to respond to increased call volume?  
5. Would your center be interested in, and capable of, providing chat/text services? 

a. Resolve is hoping to go live with text/chat by the end of June 
b. Centre Helps is in the process of getting accredited for crisis chat 
c. At CCR, they answer NSPL text/chat contacts in 8 hour shifts 

i. Contacts are not limited to their geographic area, they come in from across the country 
ii. They do have a certain answer rate they are expected to hit. When they hit above that, they are 

paid an additional flat rate to cover the cost. 
iii. Is it the expectation for 988 that everyone is doing text/chat? 

1. Vibrant hasn’t responded one way or another at this point 
6. What other challenges do you envision for your current call center in the 988 rollout? 

a. Chestnut Ridge  
i. Money is the biggest problem 

ii. We would like to create a new crisis center for people to come to, but do not have the funding. 
iii. The pay scale (primarily set by managed care) is a big issue. We are paying less for crisis 

specialists than they should be and having trouble hiring because of this. The managed care rate 
for all MH services has not increased substantially in years – all levels need an increase 

1. Chester County is having the same issue, not being able to find people who are willing 
and qualified. 

b. Resolve 
i. They would want to maintain what counties they’re already working in  

ii. They would like to say they can expand further, but would need VP buy in to ensure they have 
resources for planning and needs assessment  

iii. Would geolocation services require anything more from them technologically? How precisely 
can geolocation draw the boundaries? 

c. Philadelphia 
i. Do not think they will be able to add any more counties based on volume, but they have space 

for additional staff if needed. They were promised money from the city to expand their call 
centers and mobile teams. 

ii. Biggest challenge is technology. They have a homegrown system that has no support and they 
have no money to pay for that;  

1. Currently shopping around to find a better system and having demos done to check 
them out. Hoping money from the city will help with that infrastructure  

d. Montgomery County  
i. One of our biggest concerns is space. We would have to increase staffing which would lead to 

infrastructure issues. 
ii. Technology is also a problem. Our center is co-located with an acute facility and their EMR is not 

conducive to quick data entry for lifeline calls 
e. Safe Harbor  

i. We have the physical space to accommodate more staff, but trouble filling positions 
1. Already pretty much at capacity with the current call volume & mobiles that the center 

can handle 
2. Will definitely need more staff to handle increased volume, but hiring qualified staff is 

challenging 
ii. In the process of getting an updated phone system through UPMC 

f. Chester County 
i. Similar concerns as Philadelphia with current volume and staffing struggles 



ii. We need to consider the level of coordination with other emergency response systems 
iii. If one region is offering chat/text but another isn’t how would that impact the community 

g. CCR  
i. We keep coming back to the availability of the work force. Even if we bump the salaries, are we 

even going to get qualified people to fill those spots – many people echoed the same 
feelings/thoughts 

7. Volunteer/Intern Discussion 
a. Interested in the discussion – Julie Peticca, Jayne Wildasin, Candy Craig, Angela Romano-Lucky, Julia 

Silvestri, Jack Rozel, Stacey Buettner, Leanne Lenz, Kelly Goshen, Glenn McCarty 
8. Any additional questions, comments, or concerns 

a. Input from state conversations 
i. The plan that the state has is not only about answering increased volume, we also need to make 

sure the services are available for the increased calls  
ii. The long term objective is to beef up mobile crisis response all around the state 

iii. with the money they just received and made available through grants, use that money to 
establish new teams in certain areas & capacity building for others; past two weeks been 
meeting about letters of interest & do plan on getting money out in the next couple weeks; did 
just get additional money from SAMHSA – waiting to see what can happen with that; if they are 
able to use that towards mobile they will;  

iv. They have been working hard to improve modalities in the crisis regulations section 
v. Also look into doing something to provide post-crisis services (follow-up) still exploring that  

vi. COVID relief funding will be a big part of capacity building ahead of 988 rollout 
vii. They’re doing a lot of work on the legislative side of 988 to ensure funding is sufficient across 

the whole continuum 
viii. Also considering the timing of the rollout, related to legislation, and trying to put ourselves in a 

position that funding is coming in ahead of the rollout 
9. Ahead of next meeting – Hannah will send out a survey to collect your responses to the questions we discussed 

 


