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MA Behavioral Health Help Line (BHHL)
High-Level Overview




Behavioral Health Help Line: Key Elements

Multi-channel access Knowledgeable clinical team

* Available 24/7/365 * Clinical providers with expertise in crisis

* Multi-lingual live response identification & referral services in MA

* Phone (200+ languages) * MA clinicians, Peer Specialists, Follow-Up
» Text & Chat (currently English only) Specialists

* Includes informative website

Clinical assessment & triage

* Formalized assessment tool supports
appropriate triage pathway

* Rapid determination of immediate crisis
& completion of appropriate handoff

Consistent Follow Up Referral match & warm handoff

* Process to ensure Individual is successfully » Staff search for & identify providers with
connecting with the right services appropriate expertise

* Within 48 hours for urgent handoffs « Warm handoff to referring provider whenever

* Within 14 days for outpatient referrals possib|e & appropriate



How Does BHHL Connect with Other Help Lines?

e Refer via warm e Refer via warm e Referrals e Referrals
handoff handoff transitioning to transitioning to

e For non-behavioral e For medical warm handoffs warm handoffs
health related needs emergency, e For emotional e For substance use
such as housing, imminent risk to self and/or suicidal crisis disorder services,
emergency shelter, or others, or if caller support, support for pregnant and post-
utility payment asks to be emotional distress partum residential
assistance, transferred of caller or loved services, gambling
childcare, food one intervention and

security treatment services



How Does BHHL Connect with Providers?

¢ Refer via Warm Handoff ¢ Refer via Warm Handoff ¢ Refer via Warm Handoff
e Outpatient, Urgent, e Outpatient, Urgent e Qutpatient, Other
Community Crisis
Stabilization

(CCS), Mobile Crisis
Intervention (MCI)



How Does a Warm Handoff from the BHHL to Service or

Resource Providers Work?

No-hold conference call

i BHHL briefly introduces the BHHL staff share caller's
from the BHHL with . . .
e . > service provider to the ——> phone number in case the
individual seeking .
. caller. call disconnects.
assistance.
BHHL shares relevant or BHHL leaves the call by

requested information (as mutual agreement of all e lalb balioess W e s

necessary and authorized) > three parties before or after T U 29 GRS WS
. are met and no further
to reduce redundancy and next steps are determined . . .
. . i assistance is indicated.
expedite services. for plan of action.

For after hours urgent and routine needs, warm handoffs happen through a next-day call back from the BHHL.



BHHL and Mobile Crisis Response

e Warm Handoff
Protocol

¢ Remains with the
person

e Consider telehealth
options.

¢ Does caller have
transportation to be
seen at MCI directly?

¢ Coordinate
transportation with MCI
team, if needed.

¢ Assess for formal and
informal supports

¢ Schedule check-ins with
BHHL team during the
wait; timeframes will be
determined by caller’s
clinical needs/supports
present.

e BHHL team works with
the individual/family to
determine appropriate
intermediary supports
to ensure the safety of
the callers.




BHHL and Urgent Appointment Access

* Determine best option
based on availability,
insurance, and unique
needs (CBHC, BH Urgent
Care, or other local
provider/service).

* Warm handoff protocol

* Does the caller have
support in place to
wait for appointment?

* BHHL offers check-ins
with the caller during
the wait. Timeframes
depend on caller’s
clinical needs and
supports available.

* Consider telehealth

* Warm handoff
protocol

* Confirm that contact
with urgent care or
service provider was
made.

* Check in to make

sure there are no

other needs at this
time.




BHHL and Routine Appointment or Service Access

* Determine best option
based on availability,
insurance, and unique
needs (BH UC or CBHC
Outpatient, other local
provider/service).

* Warm hand off protocol

unless caller requests

otherwise.

* Does the caller have supportin
place to wait for the next
available appointment?

BHHL offers check-ins with the
caller during the wait.
Timeframes depend on caller’s
clinical needs and preference.
BHHL can offer connection to
other supports and services
during the wait.

* Confirm that contact with
the provider was made and
check on appointment
status.

* Check in to make sure there

are no other needs at this

time, or if the caller would
like continued follow-up if
still waiting for appointment
date.




Data from First Year of Operation

BEHAVIORAL 2024 Massachusetts Behavioral Health Help Line
HEALTH Data reporting period January - September 2024

HELP LINE

Call Volume by County

Total number of

calls handled Top 10 Cities/Towns
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Data from First Year of Operation

BEHAVIORAL 2024 Massachusetts Behavioral Health Help Line
HEALTH Data reporting period January - September 2024

HELP LINE

BHHL Communication Methods
Chat 14.00%, 12,000

10,000
8,000
“~Call 78.00% 6,000

4,000
Average wait time Average call duration

2,000
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=
Minutes

11,706
10,085
3,190

12,749

N ©

Incoming Calls Handled | Texts/Chats Handled Outbound Calls Made

o

Q1 ® Q2 @ Q3 Q4

Primarily
consist of
follow-up calls

Q1: January 1, 2024 - March 31, 2024
Q2: April 1, 2024 -June 30, 2024

Q3: July 1, 2024 - September 30, 2024 to BHHL
Q4: October 1, 2024 - December 31, 2024 callers.
Mass
, . MH
Percentage breakdowns are calculated based on calls for which/callers for whom the data point was collected. Department of
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Data from First Year of Operation

BEHAVIORAL 2024 Massachusetts Behavioral Health Help Line
HEALTH Data reporting period January - September 2024

HELP LINE

Risk Level Categorization of Incoming Calls Handled Warm Handoff Dispositions
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Massachusetts Behavioral Health Help Line

Linea de Ayudade salud conductual de MA

Instruction Cards in Multiple Languages

SFEEEMTARRTERRLE (BHHL) - BSER

BPwéng Day Tre Giup Sirc Khée Hanh Vi MA

(BHHL) Language Options

Use the guide below to access BHHL language options.

1. Caller enters 8337732445 (BHHL)

2. Caller hears the following message in English:
“Thank you for calling the Mossachusetts
Behavioral Health Help Line.”

3. Caller hears the following options (options 2-7
interpreted in respective language):

= For English, press (1) or stay on the line
= For Spanish, press (2)

= For Portuguese, press (3)

= For Mandarin, press (4)

» For Haitian Creole, press (5)

= For Vietnamese, press (6)

= For Arabic press (7)

4. Caller hears the following message in their
selected language: “This call may be monitored to
ensure the quality of our service. Please let us
know if you do not want this call recorded.”

5. Caller hears the following message in their
selected language: "Please continue to hold for
the next availoble representative who will then
add an interpreter to the line. There may be a
pause during this process.”

&, Call transfers to a BHHL representative. If there is a
wait, caller hears the following in their selected
language: “Please continue to hold for the next
available representative who will then add an
interpreter to the line. There may be a pause
during this process.”

7. Call connects tc a BHHL representative who will
greet the callerin English and state that they are
conferencing in an interpreter to assist with the

call.
8. Aninterpreter will join the call and assist with the
caller.
|
MASSACHUSETTS rl
BEHAVIORAL Need a languog_e not listed abowve?
HEALTH Press (1) for English and say the
HELP LINE language needed when the

representative answers the phone
Texts/chats in languages other than English are not
currently supported. Mon-English texts/chats will
receive o reply with invitation to call 833-773-2445.

(BHHL) - Opciones de idiomas

Utilice la siguiente gula para acceder a las opciones de
idioma para el BHHL.

1. Lo persona que llama marca el 833-773-2445
2. Lo persona que lloma escuchao el siguiente mensaje en
inglésThank you for colling the Massachusetts
Behaviaral Health Help Line. (Gracias por llomara lo
linea de ayuda de salud conductual de
Massachusetts,)
3. Lo persona que llama escucha lassiguientes  opciones
(opciones 2-7 interpretadas en el idioma respectivo):
- Parainglés, pulse (1) o permanezca en la linea.
«  Poraespafiol pulse (7)
= Paro portugués, pulse (3)
=  Paramaondarin, pulse (4)
= Parael criollo haitiono, pulse (5)
= Paravietnomita, pulse (&)
= Paradrabe, pulse (7)
4. Lo persona que llama escucha el siguiente mensaje en su
idiorna seleccionado: “Esta lomadao podrd ser
monitoreado para garontizar la colidad de nuestro
servicio. Por favar, hdganos saber si no desea que esta
llomada sea grabada”

5. Elinterlocuter escucha el siguiente mensaje en su idioma
seleccienado: "Por favor, continde o la espera del
proximo representante disponible que, o continuocion,
afadird un intérprete o la lineo. Puede haber una pousa
durante este procesa

6. Lo llomoda se trensfiere o un representante de BHHL. 5i
hoy una esperao, la persona que llama escucha lo siguiente
en su idioma seleccionado: "Por favor, continde a la
espera del préximo representante disponible que, o
continuacitn, anadird un intérprete o la (ineo. Puede
haber una pousa durante este procesa”

7. Lallomoda conecta con un representante de la BHHL que
soludard a lo persena que llama en inglés y le indicard
que estd en conferencio con un intérprete para asistirle en
la llamada.

8. 8 Unintérprete se unird a lo llomado y ayudard a la
persona gue llamo.

MASSACHUSETTS

BEHAVIORAL
HEALTH
HELP LINE

¢Necesita unidioma ne mencienado
en lalista? Pulse (1) para inglésy diga
elidiorna que necesite cuando el
representante conteste al teléfono.
Actualmente no se admiten textos/chats en idiomas
distintos al inglés. Los mensajes de texto/chats que no sean
eninglés recibirdn una respuesta con una invitacién a
llamar al 833-773-2445,

BEMALL T A0 BHHL fiES T,

(BHHL) - Tuy Chon Ngén Ngi#

Dang hudng dan bén dudi d€ truy cip cac tuy chon ngén ngir tai BHHL.

1. SEEB A 3%F] 833-773-2445 B BHHL

2. EBARZLTEXEE : “BHEHETSFE
& FEMNT A EEETRIAE

3. FB AILITH (€M 27 LEmREES
BE

o BEREE . BE0) SEE
o BEREHFE HEQ
o EERFEFE  WRQ)

o EFEAPXEETE  HE @)
o EFERBHERBR/RE HE(G)
o B{ERMMIE W)

o BERAMLEE HED

4, ﬂEEEARﬁJuPﬁﬁ%E EBRALTES . 9
BIEESFE - XS OJaER 0. R
GFFLNNEFHRET - FEWFENT,

5 EEEBELMIIAEFNESTILTHES
BRI - T TEARFEMA -#
BB ERIIER RS, EHTED
AEERH — T,

6. EEEBEEIIBHHL %K. MEFEEE
EBEFLINIRERNESHILITAE
RS - T aERIERSA
FEEAETINERREFET, FHITE
P AERE—BE NG, "

7. BEESEI—EBHHLtER, thERABEEBOFE
BEEE  HEFMITEESNFMA—EO
FEREDEEE.

8. OERLMAEIE » FHEIEESE,

MASSACHUSETTS

BEHAVIORAL ®ELEFRIIHMES? HE ()
HEALTH MEEN - HEFERSEN
HELP LINE REERENES,

BREE/MEXFERRELISNIES. FRER
B/ARFRE 4O g, #ETHE

833-773-2445,

1. Nguei goi nhip 833-773-2445 hodc BHHL

2. Nguéi goi s& nghe thdy théng bdo sau bing tigng
Anh: “Thank you for calling the Massachusetts
Behavioral Health Help Ling”

3. Nguei goi nghe thay cdc tuy chon sau (tuy chon 2-
7duacdich ra ngdn nglr tuong ang):

Bé chon tiéng Anh, nhin (1) hodc gilf may

Bé chen tiéng Tay Ban Nha, nhan (2)

Bé chon tiéng Ba Bao Nha, nhan (3)

Béchon tiéng Quon Thoai, nhan (4)

Bé chon tiéng Creole Haiti,nhan (5)

€ chen tiéng Viét, nhdn (6)

« Béchon tiéng A Rap, nhan (7)

4. Ngudi goi s& nghe thdy théng bdo sau bing ngén
ngl ho dé chon: “Cuge goi ndy cé thé duge theo
déi dé dam bdo chat lweng dich vu cda ching
téi. Vuildng cho chung téi biét néu ban khéng
mudn cude goi ndy duec ghi 6m.”

5. Nguéi goi s& nghe théy théng bdo sau bang ngén
ngi ho da chon: "Vuilong tiép tuc ché nguél dai
dién sén sang lam viéc tiép theo, nguel nay sé
thém théng dich vién véo duéng ddy. Trong
qud trinh ndy, 6 thé s€ cé khodng dirng.”

& Cudc goi chuyén dén mét ngwai dal dién BHHL
NEU phéi chd, ngui goi s& nghe thiy nhur sau
bing ngan ngik ho da chon: “Vuilong tigp tuc cher
nguol dai dién sdn saing lam viée tiép theo, ngudl
nayséthém théng dich vién vdo dudng déay.
Trong qud trinh néy, cé thé sé cd khodng dimng

T Cudc goi két ndi dén mét nguwéi dal dign BHHL,
ngudi ndy s& chao ngudi goi bang tiéng Anh vél
théng bdo rang ho dang hél y cing mat théng
dich vién nham hé tre cude gol.

8. M@t théng dich vién s& tham gia cudc goi va hé
tro ngual goi.

MASSACHUSETTS Ban c&n mat ngdn nglr khéng duec ligt

EEE?}."I_‘ORAL ké ¢ trén? Nhan (1) dé chon tiéng Anh v
HELP LINE cho biét ngdn ngl can thiét khi ngui

dal dién tralai dién thoai,
Tin nhanfcusc tré chuyén bing cde ngén ngi khac tiéng Anh hign
khoing durec hétro. Cac tin nhin/cude tro chuyén khdng phai tigng
Anh 52 nhan dwoc phan hai véi Lo mai gol dén B337732445.



BH Roadmap Feedback Portal
| El. . ,.f'.,i:i :'| El :

https://s-us.chkmkt.com/?e=365251&d=|&h=4FD610BC164E15C L1y ' : 'I:

EE § EEEE PRIVACYFLOWCODEcOM HEEE HE l

Portal for individuals, families, groups, and providers to submit issues and concerns related to behavioral health services including
the Behavioral Health Help Line (BHHL), Community Behavioral Health Centers (CBHCs), and Behavioral Health (BH) Urgent Care.

This form is only monitored during normal business hours of Monday-Friday, 8:30 a.m. to 5 p.m. If you require immediate
connection to services, please call the BHHL at 833-773-2445

Note to Providers: Please do not report formal adverse incidents and serious reportable events here.
Instead, follow your standard Provider/Payer/ DMH process for reporting adverse incidents and serious reportable events.



https://s-us.chkmkt.com/?e=365251&d=l&h=4FD610BC164E15C

MA BHHL Resource Directory

Find mental health, substance use treatment and support services near you.

MASSACHUSETTS
S h Subst U Mental Health Treat t Faciliti BEHAVIORAL
earc ubstance Use or Mental nea reatment racitties HEALTH
Use filters to narrow down your search results and find treatment facilities. H E L P L I N E
) . Welcome to the Massachusetts Behavioral Health Help Line (BHHL) Treatment Connection search tool. Use Treatment Connection to find mental
Clear Filters ‘ Apply Filters health, substance use, and support services near you. You can also filter results based on your needs. All searches are confidential. If you would
like someone to help you connect to services, please call or text the BHHL at 833-773-2445, or chat with us at https./masshelpline.com. If you are H H .
a provider and would like information about your practice to be included in the Treatment Connection search tool, please email Be haVI oral H ea Ith PrOVIders L]
Search for a location (ZIP Code, MAProviderDatabase@elevancehealth.com for more information on how to do so. . . . . o
Cousttyor State)withinthe Adding your service information is
Treatment Connection network eas —
This service is available in 7068 matches found based on your search. Map View Y
Delaware, Ohio, New Mexico, :
R, scan the QR code that applies to you,
Washington. Boylston Council on Aging - S t for Seni H
g oylsto ouncil o ging upport for 1ors or emall us at
MAProviderDatabase@elevancehealth.com
Location’

221 Main Street, (508) 869-6022 0.90 miles from your zip code
Y
‘ Boylston, MA 01505

Distance From Location LUK, Inc: Mental Health Counseling: Boylston - Outpatient Services E E
"

Any distance v ‘ More Information

@ 140 Shrewsbury Street, 0 (774) 614-5972 2.20 miles from your zip code
Boylston, MA 01505

Facility Name *
‘ West Boylston Housing Authority - Social Services E ‘
) @ 87 Maple Street, [0 (508) 835-6060 3.03 miles from your zip code

> Treatment Type West Boylston, MA 01583



http://masshelpline.com/BHHLResourceDirectory

Connect with Your Community Relations Rep!

Kara Macomber, Community Relations y

Representative Manager : | g iv:z

Mary Morrison, NORTHEAST Rep
Mary.Morrison@carelon.com

Kara.Macomber@carelon.com

¢

Ashleigh Miller, BOSTON AREA Rep

Ashleigh.Miller@carelon.com Sheila Kelly, SOUTHEAST Rep

Sheila.Kelly2@carelon.com

Leah Arteaga, BOSTON AREA Rep
Leah.Arteaga@carelon.com

Erin White, Project Leader | SOUTHEAST Rep
Erin.White@carelon.com

Ana Artavia-Speight, CENTRAL Rep
Ana.Artavia-Speight@carelon.com

Melissa Santiago, WEST Rep

Elyzabeth Frontaan, CENTRAL Rep Melissa.Santiago@ carelon.com

Elvzabeth.Frontaan@-carelon.com

Gail Cavanaugh-McAulifie, NORTHEAST Rep s\ Hope Busglere, WEST Rep
Gail.Cavanaugh-McAuliffe@carelon.com ' » Hope.Bussiere@carelon.com
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mailto:Hope.Bussiere@carelon.com

Help Spread the Word!

Behavioral Health Help Line Materials are available in multiple languages at

Going through
a tough time?
Help is here.

Are you or someone you care about struggling
with mental health or substance use?

)
The Massachusetts Behavioral Health Help Line is here for you @7 m

. 833-773-2445 or

® masshelpline.com

Free. Confidential. No health insurance needed.

Here’s how it works:

[ Call, text or chat with a real person to get the
treatment or support you need.

MASSACHUSETTS
[] Deaf or hard of hearing? Contact MassRelay at 711. BEHAVIORAL
[¥/ Real-ime interpretation in 200+ languages. HEALTH

HELP LINE

Do you or a loved one
need to see someone now?

3 Find your local Community The Behavioral Health Help Line is a service of the
% Commonwealth of Massachusetts, operated by the
Behavioral Health Center here. Massachusetts Behavioral Health Partnership (MBHP).

MASSACHUSETTS
BEHAVIORAL
HEALTH
HELP LINE

Behavioral Health Help Line
Frequently Asked Questions for
Providers and Advocates

What is the Massachusetts Behavioral Health Help Line (BHHL)?

The Massachusetts Behavioral Health Help Line (BHHL) is a single point of contact for individuals
and families to receive real-time support, initial clinical assessment, and connection to the right mental
health and substance use disorder evaluation and treatment.

How does it work?

The BHHL is available 24 hours a day, 365 days a year via phone and text at 833-773-2445 (BHHL),
and online chat at masshelpline.com/chat. Every call, text, or chat conversation includes clinical follow
up, and staff will remain on the line with callers until they are connected to services.

When is it operational?
The BHHL launched on January 3, 2023

What languages are available?

The BHHL offers real-time interpretation in more than 200 languages. Individuals who are Deaf
or hard of hearing can contact MassRelay at 711.

How much does it cost?

The BHHL is free and available to all Massachusetts residents, regardless of insurance status
or ability to pay.

Who is answering calls to the BHHL?

The BHHL is a service of the Commonwealth of Massachusetts, operated by the Massachusetts
Behavioral Health Partnership (MBHP). The BHHL is staffed by trained clinicians and certified peer
specialists to support all caller needs.

How does the BHHL team determine risk?

BHHL staff are trained to conduct full risk assessments using industry standard screening tools.
Based on the acuity and severity of the caller’s situation, risk ratings are categorized as emergent,
urgent, or routine.

What'’s available?

Wallet Cards, Posters, Brochures,
FAQs, One-Pagers

Download or order printed materials
in 13 languages, for free!

i II
FLOWCODE [ ] l (1] ]
B B EEER PRIVACY.FLOWCODE.coM HEEE



https://www.mass.gov/tool-kit/behavioral-health-roadmap-toolkit

Marketing Awareness Survey

A brief survey to measure awareness of the BHHL and Community Behavioral Health Centers.

We Want to Hear From Youl!

e For all Massachusetts residents _ _ _
Have you seen information about the MA Behavioral Health

e Digital, with distribution through provider and Help Line or Community Behavioral Health Centers?
community partners, the BHHL Community
Relations team, and the Commonwealth I I

* Available in multiple languages E .’i'.-::' E
1
* Takes about 10 minutes to complete %‘I‘ " "

* Please share the survey link and QR code!
* https://bit.ly/BHHLCBHCSurvey

L —

sample social media post



https://bit.ly/BHHLCBHCSurvey

Key Takeaways

 The BH Help Line is a free clinical resource for every
Massachusetts resident.

 The BH Help Line connects callers to the full range of
treatment services for mental health and addiction needs.

 The BH Help Line can help in real time today with
immediate crisis intervention, urgent, and routine needs.




MASSACHUSETTS

BEHAVIORAL
HEALTH

HELP LINE

masshelpline.com | 833-773-2445 (BHHL)

i) Stay connected to the BHHL: linktr.ee/ma_bhhl
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https://linktr.ee/ma_bhhl
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