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The views, op inions and content expressed in 
th is  p re s e n ta tio n  d o  n o t n e c e s s a rily re fle c t  th e  
vie ws , o p in io n s , o r p o lic ie s  o f th e  Ce n te r fo r 
Me n ta l He a lth  Se rvic e s , th e  Su b s ta n c e  Ab u s e  
a n d  Me n ta l He a lth  Se rvic e s  Ad m in is tra t io n  
(SAMHSA)  o r th e  U.S. De p a rtm e n t o f He a lth  a n d  
Hu m a n  Se rvic e s .

Dis c la im e r



Year in Review

• Nu m b e r o f lo c a l c e n te rs : 
• J u ly 20 22: 20 5  
• J u ly 20 23: 215

• Nu m b e r o f n a tio n a l b a c ku p  c e n te rs :
• J u ly 20 22: 15
• J u ly 20 23: 16

Ho w 988  d a ta  a n d  te c h n o lo g y h a s  
p ro vid e d  th e  p la tfo rm  fo r c ris is  
re s p o n s e  a n d  m e n ta l h e a lth  s e rvic e s

CONFIDENTIAL &  PROPRIETARY: DOCUMENT INTENDED TO PROVIDE INSIGHT BASED ON CURRENTLY AVAILABLE INFORMATION FOR CONSIDERATION AND NOT SPECIFIC ADVICE. 
ANY USE OF THESE MATERIALS WITHOUT SPECIFIC PERMISSION IS STRICTLY PROHIBITED.

CALLS CHATS TEXTS TOTAL

Ro u te d 2,9 38 ,504 79 5 ,19 6 704 ,179 4 ,437,8 79

An s we re d 2,56 9 ,043 ( 8 7%) 76 8 ,9 22 ( 9 7%) 6 9 5 ,76 5  ( 9 9 %) 4 ,033,730  ( 9 1%)

Ab a n d o n e d 36 9 ,46 1 ( 13%) 26 ,274  ( 3%) 8 ,414  ( 1%) 404 ,149  ( 9 %)

ASA 00:00 :34 00 :00 :37 00 :01:06 00 :00 :40

Avg  Co n ta c t  
Tim e

00 :13:07 00 :22:54 00 :49 :39 00 :21:17

2022- 07- 16 to  2023- 07- 15

Tota l Contacts: 5 ,152,729
Routed Ca lls to VCL: 714 ,850

Lifeline Network Contacts ( Excludes VCL* ) : 4 ,437,879

* Ad d itio n a l d e ta il c o n c e rn in g  VCL c a lls  is  a va ila b le  fro m  th e  VA



A Look a t new services added

• LGBTQIA+ Su b n e two rk
• Sp a n is h  Ch a t & Te xt

Ne w Se rvic e s









Overview of 988 Ecosystem



Data  Variances present them selves as ca lls are routed from  Vibrant to centers 
via  sta tes and territories

~95% of a ll recorded d iscrepancies 
com e from :

1. Offe re d  a n d  a n s we re d  c a lls  th a t 
a b a n d o n  in  ACD c e n te rs

2. Un p re d ic ta b le  s ys te m  a n d  u s e r 
e rro r th a t o c c u rs  in  b o th  ACD 
a n d  n o n - ACD c e n te rs  

Wh ile  Vib ra n t wo rks  to  a d ju s t fo r 
d is c re p a n c ie s , th e s e  a d d itio n a l 
s o u rc e s  o f va ria tio n  a re  b e s t 
im p ro ve d  b y p ro p e r c e n te r le ve l 
tra in in g  a n d  c o m m u n ic a tio n .

Vibrant has information 
on every contact that 
com es to 988
Vibrant adm inisters the 

only entry points for ca lls, 
chats, and texts

Vibrant may not know the 
entire lifecycle of the 
interaction between help  
seekers and counselors
Currently, Vibrant only has 

inform ation on chats/ texts 
and partia l inform ation on 
ca lls that are handled by a  
center 

For deta iled conversations on resolving and/ or investigating these concerns, p lease reach out to Vibrant Public Policy Team  at policy@vib rant .org



Vib rant ’s Unified  Pla t form  ( UP)  

enab les and standard izes end- to- end care across every channel through 
im proving the knowledge of interactions across the routing  process



Potent ia l considera t ions on how we can work together going forward

ARCHETYPE THINGS TO CONSIDER

I wa n t  to  jo in  UP Sta te s  c a n  c o lla b o ra te  with  Vib ra n t to :

• Re c e ive  in te ra c tio n s
• Sh a re  re p o rte d  d a ta  ( e .g . in te ra c tio n s  d a ta )
• Co lla b o ra te  o n  c e n te r o p e ra tio n a l 

m a n a g e m e n t/ QI/ Pe rfo rm a n c e

I a m  n o t  p la n n in g  o n  jo in in g  th e  
UP a t  th e  m o m e n t

Sta te s  c a n  u s e  th e ir o wn  p la tfo rm  a n d  e n g a g e  with  Vib ra n t 
to  d e te rm in e  a p p ro p ria te  p o in ts  o n  in te g ra tio n .

I wa n t  la rg e r in te g ra t io n s  
b e yo n d  th e  UP

Th e  UP is  a n  e xte n s ib le  p la tfo rm , a n d  Vib ra n t c a n  h e lp  g u id e  
h o w th e  p la tfo rm  c a n  b e  e xte n d e d , o r a s s is t in  o th e r p a th s  
fo r th e  s ta te / c e n te r



How 988 technology is expand ing and im proving over t im e

Center Mgm t  Tool Videophone Netw ork resil iency

Re d u c e  re lia n c e  o n  
file  s to ra g e  s ys te m s  
o r m a n u a l wo rk fo r 
re p o rtin g

En a b le  h e lp  s e e ke rs  
wh o  a re  d e a f a n d  
h a rd  o f h e a rin g  wh o  
p re fe r to  u s e  ASL to  
re c e ive  s e rvic e

En s u re  s e rvic e s  
u p tim e  o f 99 .99% 
d u rin g  o u ta g e s  a n d  
in c re a s e  s p e e d  o f 
re le a s e  to  c e n te rs

Es ta b lis h  u n ive rs a l 
c o n ta c t re c o rd  to  
re d u c e  m a n u a l wo rk 
a c ro s s  Ce n te rs , 
Sta te s , a n d  Vib ra n t

Data  governance



Grant  Riew e
CHIEF TECHNOLOGY OFFICER

Vib ra n t  Em o tio n a l He a lth

Thank You
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