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Where we were in Jan 2021…

Federal funding 
of $24M

No dedicated 
988 & BH 

Crisis Office

Limited federal 
convenings on 

988

Low answer 
rates, especially 
for chat & text

Limited federal 
partner 

materials on 
988



988 goals & near-term activities (set in Fall 2021) 

1

2

Federal planning and convening: putting robust federal funding, 
leadership, and policy direction in place to strengthen the Lifeline 
network and the broader crisis continuum

Operational readiness of the Lifeline network: ensuring the Lifeline 
network is equipped to respond to projected FY22 contacts

Messaging and public communication: educating key stakeholders 
about 988 messaging and the broader public about how and when to 
use 988

Foundation for comprehensive crisis services: putting the building 
blocks in place to ensure a robust and responsive crisis system that 
provides direct, life-saving services to all in need

SAMHSA goals Near-term activities 

Strengthen and 
enhance Lifeline

Transform and 
strengthen broader 
crisis care continuum



Snapshot of 988 achievements (Fall 2021 – present)

 Increased 988 federal investments 18-fold from 
24M to 432M; next year's proposed House 
Appropriation bill calls for $747M in total funding  

 Launched 988 Office, with $5M annual budget 
and 10+ FTEs; drives strategic planning and 
convening across SAMHSA, HHS, federal partners, 
and external partners

 Led 6-month convening on 988 readiness 100+ 
external partners, producing playbooks for states, 
territories, tribes, BH providers, crisis centers, and 
911 PSAPs

 Held several state crisis financing convenings 
with CMS/VA/HRSA

Federal Planning & Convening

 Operationalized $282M in funding to support scale-up efforts, 
including $177M for Lifeline network operations and $105M for local 
capacity across states/ territories

 Significantly increased network capacity, building capacity to address 
tens of thousands of additional calls, chats, and texts

 Strengthened technical readiness of Lifeline, drawing upon expertise 
from the Cybersecurity and Infrastructure Security Agency and the US 
Digital Service

 Helped advance 911-988 coordination through extensive engagement 
with the OEMS and NENA; 5-state policy academy, 911-988 sprint, and 
988 geolocation forum with FCC/VA

 Activated 988 phone/text capabilities with major carriers, including:
Verizon, T-Mobile, AT&T and US Cellular

Operational Readiness of the Lifeline



Snapshot of 988 achievements (Fall 2021 – present)

 Created 988 partner toolkit (e.g., key messages, FAQs, 
branding, printable materials, digital shareables), with 
corresponding webinars hosted for 1000s+ partners

 Conducting national level news media interviews and 
events to educate about 988

 Participating in national partner webinars to educate 
about 988 messaging and communication

 Established 988 jobs webpage to help build and expand 
988 workforce

 Coordinated robust state and local partner 
engagement, including 250+ state/local legislative 
partner meetings, 60+ regional/state roundtables, and 
30+ regional/state interagency collaborations

 Launched formative research with the Action Alliance 
for Suicide Prevention to better understand the 
needs/preferences of audiences at elevate risk for 
suicide

Messaging & Public Communication

 Worked with WH Interagency Policy Committee to conduct 
inventory of crisis programs across federal partners (e.g., 
DoE, DoJ, DoL, HUD)

 Supported mobile crisis services through CMS enhanced 85% 
FMAP and SAMHSA $10 mobile crisis pilot program

 Convened state leaders in partnership with CMS to provide 
guidance on leveraging financing to sustain crisis services

 Launched multi-channel Tribal 988 needs assessment and 
action planning process 

 Expanded crisis services though MHBG, CCBHC and TTI grant 
programs

 Partnering with ASPE to develop evaluation model for crisis 
system

 Developed 5-year vision for crisis services with aspirational 
targets, building upon SAMHSA’s 2020 National Guidelines for 
BH Crisis Care

Foundation for Crisis Services



Lifeline metrics: June 2022 vs. June 2021

When comparing Lifeline performance from June 2021 to June 2022, 
tens of thousands of additional people in crisis got life-saving support

• 17K additional calls from people in crisis

• 37K additional chats from people in crisis

• 3K additional texts from people in crisis



Lifeline metrics: June 2022 vs. June 2021

Lifeline Calls – while volume increased by 12%...
• Avg. Speed to answer improved by 15% (51 seconds vs. 45 seconds)
• Calls answered improved by 13% (136K answered vs. 153K answered)
• Call answer rate held steady, with slight increase from 82.5% vs. 82.8%

Lifeline Chats – while volume increased by 7%...
• Avg. Speed to answer improved by 365% (~9 min vs. ~2.5 min)
• Chats answered improved by 148% (25K answered vs. 61K answered)
• Chat answer rate improved by 200% (31% answer rate vs. 72% answer rate)

Lifeline Texts – while volume increased by 16%...
• Avg. Speed to answer improved by 305% (~21 min vs. ~7 min)
• Texts answered improved by 77% (4K answered vs. 7K answered)
• Text answer rate improved by 52% (63% answer rate vs. 96% answer rate)



988 Communications Plan for July Transition

1: Highlight progress & manage expectations of 
timeline for transformative change

2: Shine a light on life-saving work of crisis 
centers, and continue strengthening 988 
workforce 

3: Support states, territories and tribes in their 
988 implementation efforts

4: Build awareness and understanding of 988 

HHS principal engagement

Earned media

Key partner engagement

KEY OBJECTIVES EXECUTION TACTICS



Topline messages

• July 16 marks our country’s transition to 988 as the easy-to-remember number to reach the existing National Suicide 
Prevention Lifeline.

• 988 offers 24/7 access to trained counselors who can help people experiencing suicidal, substance use and other 
mental health crises.

• As part of the Biden-Harris Administration’s commitment to addressing the mental health crisis in America, we have 
invested unprecedented federal resources in scaling up crisis centers to support this transition.

• Over the past 4 months, these timely investments have resulted in a substantial increase in the number of Lifeline 
calls, chats, and texts answered, and answered more quickly, even while volume has increased.

• The long-term success of 988 depends heavily on state and territory support, so states and the federal government 
must work together.



How you can help

• Amplify topline messages

• Use SAMHSA’s 988 partner toolkit, including:

o Fact sheets and FAQs

o Implementation playbooks

o Digital shareables

o Printable materials

• Spread the word about 988 jobs

• Be in touch with questions, concerns, and ideas



SAMHSA’s vision for crisis services

1. Inclusive of intake, engagement, and follow-up
2. Proportion may differ with chat/text vs. calls; “contacts answered” is defined as connected with a trained responder

Horizon 1: Crisis contact centers1

“Someone to talk to” 

Horizon 2: Mobile crisis services1 

“Someone to respond”

Horizon 3: Stabilization services1

“A safe place for help”

80%+ of individuals have access to rapid 
crisis response [by 2025]

80%+ of individuals have access to 
community-based crisis care [by 2027]

90%+ of all 988 contacts answered 
in-state [by 2023]2

Provide “health first” responses to behavioral health crises and ensure connection with appropriate levels of care

Provide individuals experiencing suicidal, mental health, and substance use crises, and their loved ones, with caring, accessible, and high-quality support

Integrate lived experiences of peers and support for populations at high risk of suicide, such as Veterans, LGBTQ, BIPOC, youth, & people in rural areas

Ensure integrated services are available across the crisis care continuum, supported through strong partnerships (e.g., State, Territorial, Tribal, Federal)

Advance equitable access to crisis services for populations at higher risk of suicide, with a focus on Tribes and Territories



Presented by 
SAMHSA’S Assistant Secretary for Mental Health and 

Substance Use Dr. Miriam Delphin-Rittmon

988 and Core Crisis Continuum
TALK.CRISISNOW.COM
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