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What does education and implementation science say are best practices for building and 
maintaining counselor (or any) skills? 

● Select/hire skilled professionals
● Provide high quality training 

– Practice and Feedback!
• Many unique practice opportunities
• Varying skills
• Varying content
• Immediate and summative feedback

● Measure skill use over time
● Reduce non-clinical work (burnout)
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Okay, so what’s the problem?  Scale



Unfortunately
….

High training costs

Few expert trainers

High turnover

Time constraints 

CQI = $$$$ & burdensome 



What do we usually do at scale?
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Slides and written 
content

Watch lectures and 
role play examples 

CME quiz

Outcomes:

1. What content was 
offered

2. How many providers 
accessed content

3. Demonstration of 
knowledge via quiz

Nothing about quality of 
skills or skill development



At Lyssn we scale high quality training, ongoing 
QA, and documentation



Lyssn’s AI powers products for training, quality improvement, and 

clinical documentation for crisis and BH
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QI DocumentationTraining



Suicide prevention training 

 Brief skills 

introductions from 
experts (Dave Jobes, 
PhD)

Practice with 
immediate AI 
feedback 



Automated Quality Improvement



AI models have very strong performance:  Almost identical to expert 
human evaluators

Imel et al. (2024). 

Machine learning-based 
evaluation of suicide risk 

assessment in crisis 

counseling calls. 

Psychiatric Services. 



AI estimated empathy in 1,383 crisis chats shows range of effective 
communication

Primarily information 
gathering with few reflections 
or affirmations of caller

Reflective listening skills at 
almost every call-taker talk 
turn

High empathyLow empathy



“I’ve been having a crappy day, year. ……  I just feel… 

alone, tired, and …..  I feel so hopeless….. I feel awful, no 

one likes me … I’m very alone …..  I don’t have anybody.”

New AI models support QA and supervision at scale (n=71 call-
takers / 1,383 chats)

What proportion of a call-takers chats 

included any risk assessment?

← Lyssn’s ‘possible suicidality’ AI 

detected this chat, where there was 
no call-taker risk assessment of 

suicidality.



Lyssn QI platform:  AI support for call-takers
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Quickly 
identify  
conversations 
related to 
suicide
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Focused summary on suicide risk assessment

A view of 
caller and 
counselor 
statements 
for every 
interaction



See exact 
phrases that 
AI detected

41



42

Lyssn crisis also reports quality of engagement by call-taker



Visualize call-taker quality and drill down to individual calls
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Our mission: To support 988 call-takers, supervisors, and 

quality managers to deliver the best possible care 

Questions?  What can we talk about?
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