988 Coordinating Council Report for October 2025

988 Year Over Year Statewide Report SFY24 — Current SFY26
Calls Routed, Answered and In-State Answer Rates

988 CALLS ROUTED

——+—Routed- SFY24 —@—Routed- SFY25 —&—Routed- SFY26
4,000

3,500
3,000
2,500
— - —tp— ¢ + .

2,000 ¢ < —t -
1,500
1,000
500
0

&
-

Jul Aug Sept Oct Nov Dec Jan Feb Mar Apr May Jun
—4—Routed- SFY24 2,040 1,867 1,853 2,148 2,032 2,287 2,103 2,164 2,538 2,605 2,822 3,133
—-Routed- SFY25 3,266 3,123 3,113 3,019 2,837 2,460 2,751 2,487 2,870 2,965 2,845 3,021
—&—Routed- SFY26 3,302 = 3,454 3,648

988 CALLS ANSWERED
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—4—Answered- SFY24 1,850 1,659 1,720 1,931 1,804 2,072 1,906 1,970 2,239 2,287 2,402 2,712
——Answered- SFY25 2,831 2,694 2,751 2,733 2,553 2,166 2,431 2,082 2,569 2,694 2,596 2,774
—d—Answered- SFY26 3,028 3,090 3,270

988 IN-STATE CALL ANSWER RATES
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—#—Answer Rate- SFY24|  91% 89% 88% 90% 89% 91% 91% 91% 88% 88% 85% 87%
=f—Answer Rate- SFY25 86.7% 86.3% 88.4% 90.5% 90.0% 88.0% 88.4% 83.7% 89.5% 90.9% 91.2% 92%
== Answer Rate- SFY26 91.7% 89.5% 89.6%



Digital (Chat and Text Combined) Routed, Answered and In-State Answer Rates

988 COMBINED DIGITALROUTED
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—&—Routed- SFY24 820 799 1,098 915 908 906 957 856 1,024 1,237 1,185 1,375
—#—-Routed- SFY25 1,299 | 1,320 1,503 1,647 1,439 1,633 1649 | 1600 1,778 1,845 2,152 2,139
—&—Routed- SFY26 2,212 1,952 | 2,257

988 COMBINED DIGITALANSWERED
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—4—Answered- SFY24 399 390 365 394 419 373 522 615 717 827 862 872
—-Answered- SFY25 843 757 842 829 802 1,010 1,010 995 980 | 1,140 1,304 | 1,353
—#—Answered- SFY26 1,451 | 1,260 @ 1,377

988 COMBINED DIGITAL ANSWER RATES
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—&—Answer Rate- SFY24 49%  48%  33% 43% 49% @ 41% 57% @ 72% 70% 69% @ 73% @ 67%
——Answer Rate- SFY25 68% 59% 57% 51% 56% @ 62% 61% @ 62% 55% 62% 60% @ 63%

—a—Answer Rate- SFY26  66% = 65% 62%



988 Year-Long Statewide Metrics

Statewide 988 Year-Long Metrics Oct24 - Sept 25
Statewide Calls
2025 | 2025 | 2025 | 2025 | 2025 | 2025
Routed 3,019 12,837 | 2,460 [ 2,751 [ 2,487 | 2,870 | 2,965 | 2,845 |3,021] 3,302 | 3,454 | 3,648
AnsweredIn-State 2,733 2,553 2,166 [ 2,431 [ 2,082 | 2,569 | 2,694 | 2,596 | 2,774 3,028 | 3,090 | 3,270
In-StateAnswer Rate 90.5%[90.0% [ 88.0% [88.4% [83.7% [ 89.5%|90.9% | 91.2%| 92% |91.7%|89.5% |89.6%
AbandonedIn-State 249 | 228 | 248 | 279 | 361 267 | 244 | 228 | 226 | 263 | 336 | 336
In-StateAbandon Rate 8.2% | 8.0% [10.1%]10.1%|14.5%| 9.3% | 82% | 8% | 7% [ 8.0% | 9.7% | 9.2%
Flowout toBackup 35 52 45 27 39 32 23 18 14 10 13 31
Rollover Rateto Backup of Calls 1.2% | 1.8% | 1.8% [ 1.0% [ 1.6% | 1.1% | 0.8% | 0.6% | 0% | 0.3% | 0.4% | 0.8%
Average Speedto Answer (Seconds) 235 [ 231 | 25.0 | 258 | 27.2 | 24.3 23 233 [ 22.8 | 23.7 | 249 | 26.8
Average Talk Time (Mins) 152 | 153 | 16.6 | 159 | 16.7 | 162 | 166 | 16.1 | 157 [ 152 | 155 | 16.2
Statewide Chats
Jan | Feb | Mar [ Apr | May | Jun
2025 | 2025 | 2025 | 2025 | 2025 | 2025
Routed 662 | 607 | 760 | 682 [ 735 [ 778 | 839 | 929 | 937 | 978 | 831 900
AnsweredIn-State 344 | 355 | 479 | 424 | 454 | 428 | 521 546 | 568 | 636 | 555 | 611
In-StateAnswer Rate 52.0%|58.5% |63.0%[62.2% [61.8% [55.0% | 62.1% | 58.8% | 61% |65.0% |66.8% |67.9%
AbandonedIn-State 3 3 4 0 0 0 35 39 32 33 0 0
In-StateAbandon Rate 0.5% [ 0.5% | 0.5% | 0.0% | 0.0% | 0.0% | 4.2% | 4.2% | 3% | 3.4% | 0.0% | 0.0%
Flowout toBackup 315 | 249 | 277 | 258 | 281 350 | 283 [ 344 | 337 | 309 | 276 | 289
Flowout to National Backup Rate 47.6%141.0%|36.4%[37.8%[38.2%[45.0%[33.7%[37.0%| 36% |31.6%|33.2%|32.1%
Average Speedto Answer (Seconds) 205 | 211 [ 205 | 148 | 111 [ 125 | 148 | 141 | 154 | 157 | 15.7 | 31.2
Average Talk Time (Mins) 36.3 | 315 | 265 | 260 | 27.2 | 279 | 274 | 266 | 236 | 2568 | 41.2 | 26.3
Statewide Texts
Jan | Feb | Mar [ Apr | May | Jun
2025 | 2025 | 2025 | 2025 | 2025 | 2025
Routed 985 | 832 | 873 [ 967 [ 865 [ 1,000 1,006 | 1,223 1,202] 1,234 | 1,121 | 1,357
AnsweredIn-State 485 | 447 | 531 586 | 541 552 | 619 | 758 | 785 | 815 | 705 | 766
In-StateAnswer Rate 49.2%153.7%|60.8%[60.6%[62.5%[55.2% [61.5%|62.0% | 65% |66.0% |62.9% |56.4%
AbandonedIn-State 0 0 0 0 0 0 0 0 0 11 0 0
In-StateAbandon Rate 0.0% | 0.0% | 0.0% [ 0.0% | 0.0% | 0.0% | 0.0% [ 0.0% | 0% | 0.9% | 0.0% | 0.0%
Flowout toBackup 500 | 385 | 342 | 381 324 | 448 | 387 | 465 | 417 | 408 | 416 | 591
Flowout to National Backup Rate 50.8% 46.3%[39.2%(39.4% [37.5%|44.8% | 38.5%|38.0% | 35% |33.1%|37.1%|43.6%
Average Speedto Answer (Seconds) 199 | 202 | 196 | 131 | 132 | 139 | 129 | 134 [1448| 13.2 | 13.0 | 37.8
Average Talk Time (Mins) 421 | 417 | 442 | 441 | 428 | 448 | 451 | 425 |46.90| 50.2 | 50.6 | 484
Statewide Digital (Chat and Text) Combined
Jan | Feb | Mar | Apr | May | Jun
2025 | 2025 | 2025 | 2025 | 2025 | 2025
Routed 1,647 11,439]1,633|1,649(1,600( 1,778 1,845 2,152 [2,139| 2,212 | 1,952 | 2,257
AnsweredIn-State 829 | 802 [1,010[1,010[ 995 | 980 | 1,140 1,304 )1,353| 1,451 | 1,260 | 1,377
In-StateAnswer Rate 51% | 56% | 62% | 61% | 62% | 55% | 62% | 60% [ 63% | 66% | 65% | 62%
AbandonedIn-State 3 3 4 0 0 0 35 39 32 44 0 0
In-StateAbandon Rate 0% 0% 0% 0% 0% 0% 2% 2% 2% | 2% 0% 0%
Flowout toBackup 815 | 634 | 619 [ 639 [ 605 | 798 | 670 | 809 | 754 | 717 | 692 | 880
Flowout to National Backup Rate 49% | 44% | 38% | 39% | 38% | 45% | 36% | 38% [ 35% | 32% | 35% | 38%
Average Speedto Answer (Seconds) [ 20.21 [ 20.67 | 20.05| 13.98 | 12.18 | 13.21]| 13.85]| 13.75[14.92[ 14.45 | 14.36 | 34.50
Average Talk Time (Mins) 39.25| 36.61 | 35.36 [ 35.09 [ 35.04 | 36.32 | 36.25 | 34.55|35.23| 38.00 | 45.88 | 37.34




988 Year-Long Call Center Call Metrics

| Call Center 988 Year-Long Metrics Oct24 - Sept 25
Calls

Metrics 2025 | 2025 | 2025 | 2025 | 2025 | 2025
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Call Center Answer Rates with Statewide Comparison

Jan [ Feb | Mar | Apr | May
2025 | 2025 | 2025 | 2025 | 2025

In-State Answer Rate 90.5%90.0%88.0%|88.4%83.7%]89.5%]90.9%91.2% 91.7%189.5%|89.6%| 89.6%
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988 Year-Long Call Center Digital Metrics

Chats

Center Metrics 2025 | 2025 | 2025 | 2025 | 2025
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Texts

Metrics 2025 | 2025 | 2025 | 2025 | 2025

Comcare

Headquaters
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Combined Digital Contacts

Center Metrics

2025 | 2025 | 2025 | 2025 | 2025

Comcare
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Call Center Digital Contacts Answered with Statewide Comparison

Jan Jun
2025 | 2025 | 2025 | 2025 | 2025 | 2025

Answered In-State 1,010 [ 1,010 1,353 | 1,451 (1,260 1,377 | 13,511
Comcare 43 | 67 | 114 224

Headquarters
Healthsource




