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in the field

Crisis Line
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80% resolved 
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to the community

Acute Crisis
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Result:
Decreased Use 
of jail, ER, hospital

LEAST Restrictive = LEAST Costly

Providing care in the least restrictive (and least costly) setting
Easy access for police = Connection to care instead of arrest

85% remain stable 
in community-based care > 45 days

Post-Crisis Care

Post-crisis 
wraparound

Crisis Residential
& Crisis Respite

Inpatient 

Services are easily accessible with a no-wrong door culture across the 
continuum, e.g., walk-ins at crisis facilities, police or mobile drops-offs to crisis 
residential, etc.

911 integration Collaborative 
responses

5-10 min drop-off
No refusal policy





KSPHQ KPIs
• March offered: 1,426

• March answered: 1,282

• March answer rate: 90%

• March average speed answer 00:15

• Generally, volumes are highest 
6pm-2am



988 & Douglas 
County Crisis 
Line Calls- 
Time of Day
• Peak call volume is 8pm

• Peak does not align with 
peak use of MRT



Douglas County Crisis Calls- Month of Year

• All DgCo calls are those that are classified 
as DgCo by phone number received or 
location information gathered from caller

• The spikes from October to December 
are due to repeat calls from single 
individuals

• Calls coming in on 988 account for 13% 
of the total DgCo call volume

• The remaining 87% come in on two 
primary local lines of service      
785-841-2345 and the Public Safety Line



Douglas 
County Calls- 
Day of Week
• The greatest number of 

calls on Sunday

• Little variation the during 
the rest of the week



Douglas County 
Crisis Calls- Time 
of Day

• All DgCo calls are those that 
are classified as DgCo by 
phone number received or 
location indicated by caller

• 988 calls account for 13% of 
total call volume

• Remaining 87% arrive via 
785-841-2345 and Public 
Safety Line

• Peaks around 4pm and 8pm



Crisis Line Utilization

Top Primary Presenting Concerns Top Secondary Presenting Concerns

Mental Health 
(24%)

Family/Other 
Relationship 
Issues (25%)

Financial/ 
Basic Needs Medical Issues

Anxiety Grief & Loss

Mental Health 
(43%) Suicide (12%)

Family/Other 
relationship 

Issues
Anxiety

Abuse/   
Victimization

Financial/ 
Basic Needs



Police & EMS

Call resolves over the 
phone. No need for further 

intervention.

Caller is assessed to be at imminent 
risk of suicide or harm to others. 

Counselor contacts 911

Mobile Response Workflow

Caller dials 785-841-2345 or Public Safety line to 
reach Douglas County Crisis Line

Counselor provides crisis intervention, de-escalation 
& assesses safety

Counselor completes eligibility screen and MRT 
digital referral form

MRT relays response time to counselor

Counselor communicates response time to caller 
and remains connected, as needed

MRT arrives & call ends

MRT relays disposition of contact to KSPHQ & 
coordinates follow-up contact



Mobile 
Response Team 
(MRT) Referrals

• 9/11/22- 3/31/2023, there have 
been approximately 82 MRT 
referrals facilitated by KSPHQ

• Public Safety referrals= ~36% 

• Other referral sources include 
Lawrence Community Shelter, 
schools, substance use agencies, 
and mental health agencies

• Current hours of operation are 
8am-2am (as of 4/17)



April 1st-19th 
MRT Referrals 
(Count 13)



MRT Referrals- 
Day of Week
• MRT referrals tend to be highest 

during the beginning of the week

• Monday is most utilized day followed 
by Tuesday



MRT Referral- 
Time of Day

• The greatest number of 
referrals come in around 
10am

• All hours of operation 
utilized during initial 
phase (8am-10pm)

• MRT expanded hours to 
8am-2am on 4/17



MRT Dashboard 
Stats

• Demographics
• Gender

• 56% Female
• 44% Male

• Race
• Identify as white 78%
• Identify as black 16%
• Identify as native 4%
• Identify as other 12%

• Age
• Average = 34yo



MRT Dashboard Stats Continued

86% of referrals have been resolved in the community (~14% require a higher-level of care)

No referrals to-date have resulted in involuntary hospitalization

Response time has been under 1 hour in all cases

Average response time = 12 minutes

Average length of encounter = 1 hour and 27 minutes



Age of MRT Referrals



Program Updates
• New service delivery standards for Public Safety referrals

• Dedicated public safety line
• Shorter referral form completed in 3-5 min 

• 911 Call Diversion is scheduled for late May
• MOU between KSPHQ and ECC has been approved by BOCC
• Policies have been approved and training is in development
• We anticipate MRT referrals to increase 2-3x the current monthly volume

• Expansion of MRT hours on 4/17- 8am to 2am
• MRT will transition to 24/7- tentative target in June



Program Updates Continued
• KSPHQ has 7 Call Specialist Supervisors supported by county funding (2 openings)

• Supervisors coordinate care for MRT referrals and assist call specialists
• Bert Nash hired Blaire Hines, Program Supervisor, MRT
• Completed Briefings for all Douglas County Fire Medical
• TRC collaborations are on-going 
• LMH Health implements suicide safer pathway to care across clinics- 4/24

• Referral and warm handoff to Douglas County Crisis Line integrated into workflow



Challenges

• Continued need for public education as crisis 
continuum elements come on-line

• Information sharing and technology integrations 
across systems and electronic health records

• Increasing MRT operations to 24/7
• Integrating peer support specialists into MRT 

response
• Integrations with public safety response and 

protocols
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