
Percent of Calls Answered in 
30 seconds  Total Crisis Log Contacts Mobile Outreach Services 595

Crisis Hotline Calls (Target 90% or more) 2066

2201 Average DCR Response Time 
(Target less than 120 min)

41

Percent of Calls Abandoned 
(Target 5% or less)

0.2% Unduplicated Individuals

1216 ITA Investigations 488
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97.0%

Amerigroup, 
155, 8%CCW, 249, 12%
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17%
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22%

United, 9, 0%

Non‐Medicaid, 
840, 41%

CRISIS CONTACTS BY MANAGED CARE 
ORGANIZATION

Asotin Benton Columbia Franklin Garfield Kittitas Walla
Walla

Whitman Yakima Other

% Per Capita 0.18% 0.20% 0.28% 0.13% 0.09% 0.28% 0.53% 0.11% 0.26%

Contacts 40 417 11 128 2 124 334 54 672 284

0.18% 0.20% 0.28% 0.13% 0.09% 0.28% 0.53% 0.11% 0.26%
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Crisis Contacts by County 

Referred to 
Outpatient, 183, 

62%Referred to 
Inpatient, 23, 8%

Mental Health 
Detentions, 82, 

28%

SUD Detentions, 
5, 2%

ITA INVESTIGATION OUTCOMES

Individuals with 1 Contact
65%

Individuals with 2 Contacts
22%

Amerigroup
1%

CCW
1%

CHPW
3%

Molina
3%

Non‐Medicaid
5%

High Utilizers
13%

INDIVIDUAL CRISIS CONTACTS

Individuals with 1 Contact Individuals with 2 Contacts Amerigroup CCW CHPW Molina Non‐Medicaid

August September
Crisis Log Contacts 2489 2066

Unduplicated Individuals 1233 1216
Mobile Outreach Services 619 595

Avg. DCR Response Time (Target less 
than 120 min)

42 41

ITA Investigations 461 488

Crisis Hotline Calls 2135 2201
Percent of Calls Answered in 30 
seconds (Target 90% or more)

98.1% 97.0%

Percent of Calls Abandoned (Target 5% 
or less)

0.5% 0.2%

Month‐Over‐Month Metrics

Abandoned Call:
An incoming call not ended before 30 seconds, but ended after 

30 seconds before receiving a live answer.

Crisis Log Contact:
Any contact an individual has with a clinician, in person or 

telephonically, where crisis services were provided.

DCR:
Designated Crisis Responder ‐ a person authorized to perform 

civil commitment duties

High Utilitzer: An individual with 3 or more crisis contacts in one month

ITA:

Short forInvoluntary Treatment Act: A law in Washington State 
that allows anyone 13 and older who meets criteria to be placed 

in a psychiatric hospital to be evaluated for involuntary 
commitment to an inpatient treatment center.

ITA Investigation:
An individual is evaluated by a DCR to determine if they should 

be civilly committed to a facility in accordance with the 
Involuntary Treatment Act

Unduplicated 
Individuals:

Unique individuals who had a crisis contact.  If an individual had 
multiple contacts, they're only counted once.

Definitions



MONTH‐OVER‐MONTH

YEAR‐OVER‐YEAR

January February March April May June July August September October November December

Crisis hotline calls 3171 3010 2800 2510 2684 2535 2630 2135 2201 0 0 0

Crisis hotline calls answered within 30 seconds 3091 2949 2736 2474 2615 2475 2573 2094 2136 0 0 0
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Crisis Hotline Calls 2023

January February March April May June July August September October November December

Mental Health ITA detentions 115 99 97 103 91 96 94 87 82 0 0 0

SUD ITA detentions 8 6 9 10 26 14 12 9 5 0 0 0

All ITA investigations, regardless of detention 516 479 584 441 494 377 405 461 488 0 0 0
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