
Com m unity-b a se d  Re sp onse  Prog ra m s
 

Cris is  Ca ll Dive rs ion



The Harris Center is the largest 
p r o v id e r  o f  c o m m u n it y - b a s e d  

b e h a v io r a l h e a lt h  a n d  ID D  
s e r v ic e s  in  t h e  S t a t e  o f  T e x a s . 
Lo c a t e d  in  H o u s t o n , T e x a s , T h e  

H a r r is  C e n t e r  p r o v id e s  a  f u ll 
c o n t in u u m  o f  s e r v ic e s  t o  b e t t e r  

s e r v e  o n e  o f  t h e  m o s t  d iv e r s e  
a n d  m u lt i- c u lt u r a l c o m m u n it ie s  

in  t h e  n a t io n .
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It is the fourth - m o s t  p o p u lo u s  c it y  in  t h e  
U n it e d  S t a t e s  a f t e r  N e w  Yo r k  C it y , Lo s  

A n g e le s , a n d  C h ic a g o .

T H E  H O U S T O N  P O LIC E  D E P A R T M E N T  
(H P D ) IS  T H E  P R IM A R Y LA W  

E N F O R C E M E N T  A G E N C Y S E R V IN G  T H E  
C IT Y O F  H O U S T O N . 

IT  IS  O N E  O F  S IX  O R IG IN A L D E P A R T M E N T S  
S E LE C T E D  B Y T H E  U S  C O U N C IL O F  S T A T E  
G O V E R N M E N T S  A S  A  LE A R N IN G  S IT E  F O R  

S P E C IA LIZ E D  P R O G R A M S  R E S P O N D IN G  
T O  M E N T A L H E A LT H .

The City 
of Houston
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Colla b ora t ion  a nd  
Coord ina t ion

Dive rsion  from  t he  
c rim ina l just ic e
syste m

Sa fe ty

Re d uc e  re lia nc e  on  
firs t  re sp ond e rs

Alte rna t ive  m e nta l he a lth  
re sp onse  m od e ls  involve  
c olla b ora t ion  b e twe e n  
m e nta l he a lth  
p rofe ssiona ls , la w 
e n forc e m e nt , e m e rg e ncy 
m e d ic a l se rvic e s, a nd  
othe r c om m unity 
s ta ke hold e rs  to  e nsure  a  
c oord ina te d  a nd  
c om p re he nsive  re sp onse .

The  g oa l is  to  c onne c t  
ind ivid ua ls  in  c ris is  with  
a p p rop ria te  m e nta l he a lth  
se rvic e s ut ilizing  the  le a st  
re st ric t ive  m e a ns p ossib le .

One  of t he  key exp e c ta t ions is  to  
re d uc e  the  re lia nc e  on  la w 
e nforc e m e nt  a nd  othe r firs t  
re sp ond e rs  a s  t he  p rim a ry 
re sp ond e rs to  m e nta l he a lth  c rise s

The  p rim a ry g oa l is  to  e nsure  t he  
sa fe ty of our c ris is  re sp ond e rs , t he  
ind ivid ua ls  exp e rie nc ing  a  m e nta l 
he a lth  c ris is , a nd  our c om m unity. 

Shared Goals of Community-based 
Response Models



62%

CRISIS CALL DIVERSION 

2015 2017
Houston  Fire  De p a rt m e nt  
joine d  t he  colla b ora t ion

2022
Sub re c ip ie n t  of ARPA 
fund ing  from  t he  City of 
Houston  to exp a nd  to 
24/ 7/ 365

2021
MCOT Ra p id  Re sp onse  
wa s a d d e d  a s  a  fourt h  
op t ion  for d isp a tch  

Prog ra m  Im p le m e nta t ion . 
St a rt e d  wit h  five  counse lors  
a va ila b le  we e kd a ys from  10 a -7p

A c om m unity-b a se d  re sp onse  m od e l wit h  m ult ia g e ncy 
c olla b ora t ion  d e s ig ne d  to id e n t ify a nd  re d ire c t  non -e m e rg e n t , 
non - life - t h re a te n ing  CFS t ha t  a re  m e nta l he a lt h  c ris is  re la te d  

(CIT) a wa y from  firs t  re sp ond e r re sourc e s  (p olic e  a nd  EMS) a nd  
towa rd  Ha rris  Ce n te r for Me nta l He a lt h  & IDD m e nta l he a lt h  

p rofe ss iona l p hone  c ounse lors  e m b e d d e d  in  our Houston  
Em e rg e ncy Ce n te r.

21116466 20 23 
OUTCOMES31%



2. Tria g e

4. CCD Phone  Counse lor re la ys  
t he  outc om e  of a sse ssm e nt  a nd  
Ra p id  Re sp onse  e lig ib ility via  
m e ssa g e  in  CAD to t he  
d isp a tc he r. 

ROADMAP: CCD AND RAPID RESPONSE

1. Som e one  d ia ls  911. 3. CCD Phone  Counse lor e ng a g e s.

5. If e lig ib le  for Ra p id  
Re sp onse , CCD Phone  
Counse lor in it ia te s  
d isp a tc h .

911 or HFD Ca ll Ta ke r a sks SINS a nd  t ria g e s 
e m e rg e ncy. If CCD e lig ib le :

• live  t ra nsfe r to  CCD.
• If no live  t ra nsfe r c a ll is  d rop p e d  in to CAD 

wa it ing  q ue ue . Ca n  b e  re fe rre d  to  CCD for 
c a ll b a ck b y Disp a tch , PDU, or id e n t ifie d  b y 
CCD for se lf- in it ia te d  ca ll b a ck.

* Can be  re fe rred  to  CCD re troac tive ly by Pa tro l by s ending  
a  CAD mes s age  to  Dis pa tcher to  re lay ca ll to  CCD.



911 Ca ll Ta ker
⚬ Are you aware of or do they appear to have mental 

issues? (Ha s to be a  “Yes” response)
⚬ Is this ca ll-in reference to their m enta l sta te? (Ha s to be a  

“Yes” response)

HFD Ca ll Ta ker –  for ca lls endorsing menta l hea lth concerns
⚬ Are you currently a ttem pting to kill or ha rm  yourself or 

a nyone else?  (Ha s to be “No” or “Unknown” response)
⚬ Are there a ny wea pons involved?  ( Ha s to be “No” or 

“Unknown” response)
⚬ Awa ke Now?  (Ha s to be “Yes” or “Unknown” response)
⚬ Is there a ny bleeding?  (Ha s to be “No” or “Unknown” 

response)
⚬ Is this ca ll within CCD’s opera ting hours?  (Ha s to be “Yes” 

to tra nsfer to CCD)

Ca ll Taker Triage  Quest ions
 for CCD Eligibility



CIT CALL CODES:
• 2150  -  Suic id e / Just  Occurre d / We a p on  

Unk/ CIT
• 2151 -  Suic id e  /  Just  Occurre d  /  No 

We a p on  /  CIT
• 2841 -  We lfa re  Che ck /  Thre a t  of 

Suic id e  /  CIT
• 2842 -  We lfa re  Che ck /  Urg e nt  /  CIT
• 30 41 -  Disturb a nce  /  CIT
• 30 52 -  Tre sp a sse r /  Prowle r /  CIT
• 30 82 -  Susp ic ious Pe rson  /  CIT
• 3842 -  We lfa re  Che ck /  CIT

CCD CALL 
ELIGIBILITY

CCD c om m only a ssis t s  on  t he  
following  c a ll t yp e s

NON-CIT CALL CODES:
• 30 40  -  Dis turb a nce  /  Unknown We a p on
• 30 44 -  Dis turb a nce  /  Fa m ily
• 30 50  -  Tre sp a sse r /  Prowle r
• 30 80  -  Susp ic ious  Pe rson
• 40 89 -  Susp ic ious  Eve nt
• 50 30  -  Se e  Com p la ina nt  /  Unknown



Training

• Trauma-Informed  and  Recovery Orien ted  Care
• Confiden tia lity and  Privacy Righ ts
• Cultura lly and  Linguis tica lly Appropria te  Care
• Multicu ltu ra l Awarenes s
• De-es ca la tion  and  Effec tive  Lis ten ing
• Motiva tiona l In te rviewing
• Screen ing  and  As s es s ment- Su ic ide  Ris k As s es s ment, 

Vio lence  Ris k As s es s ment
• Univers a l Precau tions -Couns e ling  on  Acces s  to  Le tha l Means  

(CALM) and  Safe ty P lann ing  In te rven tion
• Ris k Formula tion  and  Mitiga tion  and  Coord ina tion  o f Care- 

appropria te  c ris is  in te rven tions  and  res ources , bes t p rac tices  
fo r leas t res tric tive  ca re  in  accordance  with  s tepped  ca re  
mode l, and  u tiliza tion  o f emergency pers onne l, when  needed . 

CCD provides 200+ hours of crisis intervention training in -house, consisting of 
instructor - led, roleplay and situation -based training, combined with hands -on 

shadowing, observation, and ride along shifts with CCD partners.



PROGRAM
STATS

20 16 –  20 23

Calls for Service (CFS)37K
• CCD has answered on 37,268 CFS since its implementation.

LE and EMS Diversions20K
• Diversion rates of 39% for LE and 70% for EMS.
• Equivalent to $12.9 million in first responder resource reallocation .

Ra p id  Re sp onse  Disp a tche s3K
• 2,832 CFS re fe rre d  to  a n  a lte rna t ive  c lin ic ia n-on ly c ris is  re sp onse  te a m .

Sa fe ty Pla ns Com p le te d7K
• Utilizing  m e a ns re st ric t ion  a nd  exp loring  a c t iona b le  s te p s to  inc re a se  

sa fe ty in  c ris is  s itua t ions.

Com m unity Re fe rra ls  Provid e d11K
• 11,248 re fe rra ls  p rovid e d  conne ct ing  ca lle rs  to  re source s for m e nta l 

he a lth , IDD, sub sta nce  use , d om e st ic  viole nce , youth , a nd  othe r b a sic  
ne e d s.



A co n ce rn e d  c it ize n  co n t a c t e d  Ho ust o n  9 11 fo r a  wo m a n  wh o  wa s  o n  t h e  
gro un d , c ryin g un co n t ro lla b ly, a n d  re p o rt in g sh e  wa n t s  t o  kill h e rse lf wit h  a  
p la n  t o  jum p  o ff a  b rid ge . Th e  ca lle r wa s  co n n e ct e d  t o  CCD b y a n  HFD Ca ll 

Ta ke r.

Th e  CCD cris is  p h o n e  co un se lo r wa s  a b le  t o  co m p le t e  a  m e n t a l h e a lt h  risk 
a sse ssm e n t  a n d  d e t e rm in e d  t h e  ca ll wa s  e ligib le  fo r MCOT Ra p id  Re sp o n se . 

CCD co m m un ica t e d  t h e  ca ll fin d in gs  t o  HPD Disp a t ch  a n d  e m e rge n cy re sp o n se  
wa s  a b le  t o  b e  d ive rt e d .

Ra p id  Re sp o n se  wa s  a b le  t o  e n ga ge  t h e  c lie n t , d e -e sca la t e  t h e  cu rre n t  c ris is  
e p iso d e , a n d  le a rn  t h a t  sh e  h a d  a  h is t o ry o f m e n t a l h e a lt h  issue s  a n d  

un succe ssfu l a t t e m p t s  t o  e n ga ge  in  se rvice s  in  t h e  p a s t .

Ra p id  Re sp o n se  c lin ic ia n s  we re  a b le  t o  sa fe t y  p la n  wit h  t h e  c lie n t  t o  a vo id  a  
n e e d  fo r h igh e r le ve l o f ca re  a n d  t h e  c lie n t  a gre e d  t o  give  t re a t m e n t  a n o t h e r 
ch a n ce . Sh e  wa s  a b le  t o  se e  t h e  MCOT p sych ia t ris t  o n  t h e  sa m e  d a y, a n d  wa s  

sup p o rt e d  b y MCOT se rvice s  un t il sh e  wa s  s t a b ilize d  a n d  succe ssfu lly lin ke d  t o  
lo n g-t e rm  ca re .

A Co n ce rn e d  Cit ize n



Q&A



Contact Us
rapid.response@theharriscenter.org

crisiscalldiversionsupervisors@theharriscenter.org

Visit  t he  Ha rris  Ce nte r we b sit e
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