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Determination of Need: 

Request by Excel Surgery Center, LLC for a substantial change in 
service 



Determination of Need: 

Request by Navigator Homes of Martha’s Vineyard for a 
substantial capital expenditure 



988 Suicide & Crisis Lifeline

Massachusetts Landscape and Update

Kelley Cunningham
Director for the Division of Violence & Injury Prevention

Danielle Bolduc, MSW, MPH, LCSW
Acting Director, Suicide Prevention Program



Content Disclaimer

This presentation will include discussion about the topic of 
suicide and services designed to support people in despair and in 

emotional and/or suicidal crisis. Please take care.



1. A National Vision for a comprehensive and robust crisis 
service system

2. Massachusetts Landscape: 988 Suicide & Crisis Lifeline

3. MA Key Performance Indicators
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A VISION FOR A COMPREHENSIVE AND ROBUST 
CRISIS SERVICE SYSTEM

National



Vision
A robust system that provides crisis services to 

anyone, anytime, anywhere across the country.

2023: 90%+ of 988 
contacts answered in 
state

2025: 80%+ 
individuals have 
access to mobile 
crisis

2027: 80%+ 
individuals have 
access to community-
based crisis care

Someone to talk to

Someone to respond

A place to go

Goals

National Vision for 988 and Crisis Services



RECOVERY PEERS
TRAUMA 

INFORMED
SAFER SUICIDE 

CARE
SAFETY FOR ALL

CRISIS RESPONSE 
PARTNERSHIPS

Someone to talk to

988 Crisis Call 
Centers

Call/Text 988 for 
support with distress 
or suicidal thoughts

Someone to 
respond

Mobile Crisis & 
Behavioral Health 

Help Line

Call/text 

833-773- 2445 to 
connect to treatment

A place to go

Community 
Behavioral Health 

Centers

Receiving and 
stabilization services

Crisis Services for Anyone, Anywhere, Anytime



988 Suicide & Crisis Lifeline 

• Federal law, passed in November 2020 designated 988 as the 3-digit number for callers looking for mental 
health or suicidal crisis support which went live nationally on July 16, 2022

‒ Built upon the infrastructure of the National Suicide Prevention Line (NSPL 1-800-273-8255, est. 
2005)

‒ Individual does not need to be suicidal or in acute crisis to call this number

• Only centers who are members of the Lifeline network answer 988 calls

‒ Requires meeting accreditation and training standards and policies and practices established by 
Vibrant Emotional Health (administrator of 988)

• Calls are distributed to the closest local center based on the caller’s area code

‒ Geolocation is not available through 988 – this means if a caller with a MA area code is located in 
another state when they call 988 the call will go to the MA center

• Includes text/chat options, access for Deaf and Hard of Hearing, and language translation services
‒ Deaf and Hard of Hearing – may use online chat function or TTY users may use their preferred relay 

service or dial 711 then 988
• Dedicated sub-networks for Veterans, Spanish Language, and LGBTQ+ youth

15

https://suicidepreventionlifeline.org/chat/


988 SUICIDE & CRISIS LIFELINE

Massachusetts Landscape



988 Implementation Team

Preparing for 988 Launch 

(Nov ’21 – July ‘22) ✓ Logistical and operational readiness

✓ Establishing key network partnerships

✓ Call Center capacity building 

✓ Standardizing community resource list

✓ Developing ESP Warm Transfer Policy & Training

✓ Creating training programs and materials

✓ Marketing and communications plan 

✓ Engaging stakeholders

Implementation Team Members
MA Department of Public Health –

Suicide Prevention Program
Commissioner’s Office

Bureau of Community Health & Prevention
Executive office of Health and Human Services

MA Department of Mental Health 
MassHealth 

911
MA Behavioral Health Partnership 

MA Coalition for Suicide Prevention 
Call2Talk

Samaritans on Cape Cod and the Islands
Samaritans South Coast

Samaritans, Inc
Samaritans of Merrimack Valley



988 Suicide & Crisis Lifeline in Massachusetts

• 5 Centers in MA part of the Lifeline network

‒ Call2Talk (part of United Way of TriCounty, Mass211)

‒ Samaritans of Cape Cod and the Islands

‒ Samaritans, Inc (Boston)

‒ Samaritans of Merrimack Valley (part of Family Services of Merrimack Valley)

‒ Samaritans SouthCoast

• Call takers in MA offer non-judgmental, confidential, and anonymous emotional support; are not licensed 
mental health clinicians 

‒ Lifeline requires a dedicated call operation with the capacity to identify, receive, and response to contacts 
from individuals in distress.

‒ Partnerships with higher levels of care are established (MCI, BHHL, Emergency Medical Services) for when 
a caller is in need of higher level of support

• Centers receive calls from both 988 and local suicide prevention number

• Mass.gov/988
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https://www.mass.gov/988-suicide-and-crisis-lifeline


Common Reasons for Reaching Out

Mental Health Substance Use Bereavement/Grief

Loneliness Stress
Physical 

Illness/Disability

Family/Relationships Job/School Depression/Anxiety

Suicide Financial Concerns



Funding

• DPH received $10 million supplemental award in FY22 to support FY23 implementation 

• SPP recipient of $3 million 2 year federal grant (2022-2024)

• Funding has supported:

– Expansion of center operational hours (24/7/365)

– Increased capacity through workforce and technology investments

– Workforce training

– Marketing and Communications Campaign (updated public transit awareness materials, 
workforce recruitment, and misinformation research)



Marketing Campaign

Mass.gov/988
samhsa.gov/988

https://www.mass.gov/988-suicide-and-crisis-lifeline
https://www.samhsa.gov/find-help/988?utm_source=SAMHSA&utm_campaign=034d881437-SAMHSA_Announcement_2022_03_15_1600881&utm_medium=email&utm_term=0_ee1c4b138c-034d881437-167806549


KEY PERFORMANCE INDICATORS

MA 988



Key Performance Metrics

Performance Outcomes* - Calls Received
- Calls Answered
- Answer Rate 
- Average Speed to Answer
- Abandonment Rate 
- Rollover to Backup Center

Call Experience - Anonymous & confidential service = No information is required 
to be provided to engage

- Basic information about the call is captured through the caller’s 
story

- Working across network to standardize what & how core 
components are captured

Call Disposition and 3rd Party Involvement - Supportive call 
- Supportive call+ (resources, call backs, safety planning)
- 911 engagement 

*performance outcomes are measured at both the national and local level. Given the different vantage points there can be discrepancies in measurement.
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There has been a 26% increase in 988 calls received and 96% increase in 988 calls answered 



40%

50%

60%

70%

80%

90%

100%

July Aug Sep Oct Nov Dec Jan Feb

FY22 FY23

Avg 83%

The average in-state answer rate has increased by 11 percentage points

Avg 72%



988 Network Metric February 2022 February 2023

Average Speed to Answer 56 seconds 34 seconds

Abandoned Rate 26% 11%

Rollover rate to backup 
center

6.8% 1.7%



MA 988 Call Disposition

Supportive call (SC)

SC+ resources

SC+ call-back

SC+ safety plan

MA 988 3rd Party Involvement

No 3rd party supports
needed

MCI Referrals

911 Engagement

94% of calls resolved through 
the supportive encounter.

98% of callers needs are met 
within the crisis call center.



Thank you for the opportunity to present this information today.

Please direct any questions to:

Kelley Cunningham Danielle Bolduc, MSW, MPH, LCSW
Division Director Acting Director, Suicide Prevention Program
Bureau of Community Health and Prevention Bureau of Community Health and Prevention
Division of Violence and Injury Prevention Division of Violence and Injury Prevention

kelley.cunningham@mass.gov danielle.bolduc@mass.gov



Next Meeting:

May 17, 2023


