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February 15, 2023, Monthly Meeting - Hybrid meeting held at North Middlesex 
Regional Emergency Communications Center and via Microsoft Teams. 40 Total 
Attendees, 23 in person and 17 virtual 
 

1. Welcome and Introductions 
a. President Erin Hastings called the meeting to order at 10:02am and 

welcomed everyone to NEMRECC.    
b. Attendees in person introduced themselves. 
c. President Hastings informed all attendees that the meeting is being 

video and audio recorded and will be posted on the website.  
d. Video Link: http://ma911.org/2023/03/24/february-2023-meeting-video/  

 
2. Monthly Training / Presentation 

a. Amanda Tobey and Laura Conrad from the Massachusetts Association of 
Mental Health held an interactive discussion. They stated they are 
contracted through the Community Policing Behavioral Advisory Council. 
They introduced themselves and explained their role which includes 
legislative reporting requirements. Their reporting requirements include 
collection of PSAP data and call diversion. Part of their requirements 
include submitting recommendations with the report for further 
changes to the program. One of their goals is to make sure that 
telecommunicators, as the front line, have input into the process.  

b. President Hastings noted that 988 and the Behavioral Health Help Line 
have been tremendous help for WESTCOMM to do diversion of calls. She 
noted they have policies to properly direct calls to the appropriate 
resources.  

c. The presenters mention they are hearing from some PSAPs that they are 
very hesitant to do transfers to behavioral health lines. Mary Ann 
McLaughlin noted they have been having difficulty with resistance from 
callers, particularly from regular callers. Greg Lynskey agreed, noting 
that in most cases, his center is not receiving calls until the person is 
already in crisis.  

d. Stephanie Brown asked if someone calls 988, what is provided to help 
the frequent fliers? Services available vary from one provider to the 
next, however examples are outpatient services, peer support groups, 
etc.  

e. David Squires noted that in his area, there is a struggle to retain 
clinicians who are in co-responder roles. He also noted most calls they 
receive are already at a point of crisis.  
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f. Rebecca Ocasio noted that Springfield has five behavioral health 
responders on staff. She stated they are not currently transferring calls 
out but they are receiving calls in from 988 with little to no useful 
information.  

g. Butch Garrity provide an example where a call was given to their center 
from 988 and all they could provide was a first name and town. No last 
name, address, or phone number was providing, meaning there was 
virtually nothing they could do with the information.  

h. The presenters noted that the 988 system does not collect Geo Access 
data. It was noted that this is a hot topic nationwide and that groups 
with lived experiences have mixed feelings about geo data.  

i. Laura Kilgour stated they are not doing transfers, however they have 
clinicians doing backup follow up on behavioral health calls.  

j. Erin Hastings pointed out that if a person is being brought by 
ambulance, they have to be brought to a hospital. She stated it would be 
a great option to be able to have the ambulance bring the person direct 
to a facility. It was noted this is being worked on and a pilot program is 
starting soon.  

k. Kevin Lessard stated he is working on getting his dispatchers CIT trained. 
It was asked what training for dispatch is available and if it is the same as 
for sworn personnel. Rebecca Ocasio stated that they are different 
classes but they send their dispatchers to both.  

l. Monna Wallace stated every telecommunicator in the state is required 
to complete in-service training. She explained the review process for 
approving classes looks for a connection to 911. She noted some classes 
are very law enforcement heavy but that some classes have blurred 
lines. She added she is working with the BHHL to create a training as 
well. 

m. Patrick Feeney pointed out the Dispatcher CIT course is 8 hours where as 
the law enforcement course is 40 hours. He suggests there is a need for 
a longer course for dispatch.  

n. Greg Lynskey gave an example of a newly growing issue being seen in his 
area where Police will evaluate someone and determine there is not 
sufficient concerns to warrant a section 12 but that the families will then 
go to the court house and petition a judge to issue a warrant of 
apprehension under section 12 which then directs the police to go take 
the person into custody. This has only started in the last 9-12 months 
but is becoming somewhat common. He stated it seems like a counter 
productive process to the goals of removing law enforcement from the 
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behavioral health process. Corey Swift stated they are seeing the same 
in his area.  

o. Amanda and Laura thanked everyone for their valuable input.  
p. Samantha Cavanaugh, Health and Recover Coordinator for Wilmington 

Police then presented about Public Safety’s Incorporation of Behavioral 
Health. Her presentation is attached to the minutes.  

 
3. Update from State 911 Department  

a. Monna Wallace stated there was not a lot to share today. She stated 
todays topics are no on the horizon and she is working with several 
groups on training options.  

b. She noted an update being made to the 911 system and that map tiles 
will now show the extension of the phone that made a 911 call if the 
system presents that data.  

c. Monna added that it is official, the Maynard training facility is moving to 
31 Maple St. in Milford. She stated the Framingham POD 1 PSAP is also 
moving to the same location. She stated they will have 4 classrooms and 
a conference room. They are anticipating the move to take place near 
the end of the year but in the meantime, trainings will still be held in 
Maynard. 

d. Lastly, she stated she was happy to report that she was able to get all of 
the State 911 Trainers to be able to attend the MCSA training in March.  

 
4. Appointee Reports 

a. SIEC – Corey Swift reported work is still being done on the PSAP COOP 
plan draft. He noted there are 57 active members of the TERT team. No 
activations have occurred yet but there is regular training occurring. He 
stated that the SIEC and FEMA are both putting an emphasis on having 
PSAPs included in real world training scenarios. For future focus projects 
of the SIEC, he stated there are goals of ensuring every PSAP has some 
form of access to CoMIRS and that PSAP to PSAP voice and data 
interoperability continues to increase. Lastly he noted that the State 911 
recorded replacement was discussed and that there should be sufficient 
notice being provided when a cutover is scheduled.  

b. State 911 Commission – Steve Hooke stated the commission met on 
January 26 and approved the FY2024 Support & Incentive, Training, 
EMD, TERT, and State Police Wireless grants. He stated the applications 
and guidelines are posted on the website. He reminded everyone that 
development grant applications are due on March 2. He also stated the 
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Standards Working Group plans to meeting March 1 at 11am to 
hopefully hash out remaining concerns with the proposed revisions 
before sending back to the Standards Committee for approval to go to 
the Commission.  

 
5. Treasurer’s Report 

a. Warren Gould presented his monthly report for February.  
b. Beginning balance was $28,893.53.  
c. Expenses were $1,336.41 as follows: 

i. Microsoft Office 365 monthly $37.06-1 months 
ii. Constant Contact monthly $74.38-1 months 

iii. David Squires $52.93 Reimbursement for January meeting 
refreshments  

iv. Donation to NSR911 Dispatcher Brittany Ketcham for medical 
expenses $500.00 

v. Lanyards for March Training Event from Totally Promotional 
$286.88 

vi. Deposit to New England Botanic Garden for 2023 Annual 
Meeting $385.16 

d. Income was $2,875.00 which was as follows: 
i. $1,250.00 for 10 FY23 dues 

ii. $250 for one March Training attendee 
iii. $1,250.00 for March Training Sponsorships 
iv. $125.00 Donation from Code 10 Energy/SEMRECC Vending 

Machine 
e. The ending balance was $30,432.12. 
f. There were 70 paid members in FY2022. To date there are 81 paid 

members in FY2023 which is an increase over both FY2021 and FY2022. 
FY23 invoices have been sent out to all prior members as well as new 
request totaling 103 invoices.  

g. The attached report lists the members that have renewed this month.  
h. The following new full members were received: Spencer 
i. The following new corporate members were received this month: 

Equature and Prepared911 
j. Invoices for the annual training have started going out and are going out 

roughly one week after registration 
k. Motion by Corey Swift to accept the Treasurer’s report, second by David 

Squires. Unanimous vote 
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6. Secretary’s Report 
a. Secretary Greg Lynskey stated minutes from the December and January 

meetings were sent out to the board and posted on the website. He 
recommended approving as written. Motion by David Wells to approve 
as written. Second by Kevin Lessard. Unanimous vote.  

b. Secretary Lynskey stated it is time to start working on a schedule for 
2023-2024. Reach out to secretary@ma911.org if you wish to host a 
meeting.  

 
7. Regional Vice President Reports  

a. Essex – Laura Kilgour stated there is a local agency hosting a dinner 
event at a location restaurant next week. She will be attending and 
pushing MCSA with the attendees who are there. She stated her agency 
had a swatting incident earlier in the week. She noted a public social 
media page miscommunicated the situation which caused a major influx 
of calls coming in from parents. She noted it was one of several 
throughout the region. Monna Wallace brought up that there is a big 
initiative for active shooter training statewide and that the MPTC has 
created a position specific to this focus. Monna also stated she is 
working with a company named ALERT on a 2 day training. Jim Officer 
stated there was nothing new to report other than he is continuing to do 
outreach for membership and the March training. He stated he has been 
focusing on trying to get in person meetings rather than just speaking 
with someone over the phone or via email.  

b. Middlesex/Suffolk – Kevin Lessard stated there was nothing much to 
report other than he is working on putting together a list of National 
Telecommunicator Week events. Corey Swift added that Billerica has a 
new dispatch supervisor, Micky Maureen Lamarre who is working on 
creating policies. He also noted they just rejoined MCSA after a several 
year absence. If anyone has any policies she might find useful, email her 
mlamarre@billericapolice.org   

c. Southeast – Patrick Feeney mentioned the recent Brockton Hospital fire. 
He stated this was a very taxing event on multiple dispatch agencies. He 
stated numerous strike teams and task forces were activate to respond 
to the incident. He also noted that Westwood is hosting a ProQA training 
along with EMD and a DFS RIT for dispatchers class.  

d. Worcester – Chris Carleton stated he had nothing to report.   
e. Hampden/Berkshire – There were no representatives present.   
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f. Franklin/Hampshire – David Squires reports there are numerous 
trainings still scheduled to include some evenings and weekend classes. 
Butch Garrity reports Greenfield just hired Megan Cullen. He will be 
meeting with her next week to discuss MCSA with her. He reported 
there was a radio failure on Sunday that brought the consoles down 
causing portable radios to be used. Their alternate center had to assume 
dispatch for a period of a couple hours.   
 

8. Committee Reports  
a. Training & Events Committee – Katrina Shamshak was not present but 

provided an update via email which is attached. She reports 38 people 
registered for the March training so far. Keep spreading the word and 
make sure to register. She informed board members that if they haven’t 
gotten their RSVP for a hotel room and dinner into her to get it in ASAP. 
She stated the training has been approved by State 911. It is listed as 
911 Dispatch: The why, How and How Long by the Kari Hunt Foundation. 
Lanyards for the event have been purchased, awaiting arrival. The 
committee is working on creating a workbook to give to attendees. It 
will include bios for the speakers, ads for the sponsors, and work space 
for during the Q&A portion. For the Awards program, the nomination 
process is open. Make sure to get nominations in. Deadline is February 
28. The annual meeting and election has been scheduled for June 5, 
2023. Note that it is a change from the normal Wednesday due to venue 
scheduling conflicts. It will be held at the New England Botanic Garden 
at Tower Hill in Boylston. The meeting will begin at 10am with lunch to 
follow.  Kevin Lessard asked what the process is for the awards and who 
is on the review committee. President Hastings stated it is a combination 
of MCSA and S911 representatives using the same criteria as from past 
award ceremonies.  

b. Legislative & Standards Committee – President Hastings reported 911 
Goes to Boston has been scheduled for April 12 in lieu of the monthly 
meeting, although a brief meeting will be held at the State House that 
morning. The Awards ceremony will also be held at the State House that 
afternoon. She stated it is important to make appointments in advance 
to meet with your legislators. Looking to make this an annual event. She 
stated there will be an informational video coming with the plan, talking 
points, dress code, etc. She stated Regional VPs really need to attend or 
have someone attend to represent the region on their behalf.  
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c. Emerging Technologies – Rob Verdone was not present as he was 
presenting today to the Central Mass Chiefs of Police.  

d. Historical Committee – Butch Garrity stated he sent in a couple pictures 
for the website. Continue to send any info to him.  

e. Outreach & Membership  
i. Website Subcommittee – Pete Kinnas was present but did not 

have microphone access. He provided a report via email which is 
attached. Work continues on updating the site. Also, for any 
board member who hasn’t yet responded, get him your shirt size 
and preferred name format for the new polo shirts.  Also working 
on a membership infographics to be sent out to non-members 
promoting some of the benefits of joining MCSA.  

ii. Outreach Video Subcommittee – There was no update.  
f. Book Club – Khristy Lord was not present and there was no report.   
g. Peer Support Committee – Khristy Lord was not present and there was 

no report.  
h. Newsletter Committee – Katrina Shamshak was not present but 

provided an update via email which is attached. She is still looking for 
content from the regional VPs such as promotions, retirements, great 
job on calls, new dispatchers, area events, etc.  

i. Training Manual Committee – Elizabeth Belmonte was not present and 
there was no report.   

j. Fundraising Committee – There was no report from the Fundraising 
Committee.  

 
9. President’s Report 

a. President Hastings stated that the bills have been filed. Currently they 
are only docket numbers and have not been assigned their formal bill 
numbers yet. Corey Swift noted that SEIU has sent out an email pushing 
for support of the bills.  
 

10. Other business 
a. Phil Sisk from Mission Critical Partners stated he has some flyers about 

some Cyber Security Grant options. He noted that the State 911 grants 
for FY23 offer funds for Cyber Security.  

 
11. Adjournment  

a. Corey Swift made a motion to adjourn at 11:52am, second by Kevin 
Lessard.    
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Meeting Attendees: 
 

Joseph Aberle (In Person) 
Joseph Anderson (In Person) 

Frank Arico (In Person) 
Eric Baker (Virtual) 

Stephanie Brown (In Person) 
Anne Camaro (In Person) 
Chris Carleton (In Person) 

Samantha Cavanaugh 
Nicole Connors (Virtual) 
Laura Conrad (In Person) 
Patrick Feeney (Virtual) 

Sarah Finnerty (In Person) 
Charles Garrity (Virtual) 

Johnathan Gordon (Virtual) 
Warren Gould (In Person) 
Erin Hastings (In Person) 

Steve Hooke (Virtual) 
Natalie Hunt (Virtual) 
Peter Kinnas (Virtual) 

Janice Judd (In Person) 
Laura Kilgour (In Person) 

Jennifer Law (Virtual) 
Kevin Lessard (In Person) 
Greg Lynskey (In Person) 
Thomas Martin (Virtual) 

Mary Ann McLaughlin (In Person) 
Michael Mezhberg (Virtual) 

Lauren Mielke (Virtual) 
Rebecca Ocasio (In Person) 

James Officer (Virtual) 
Gary Premo (Virtual) 

Katrina Shamshak (Virtual) 
Phil Sisk (In Person) 

David Squires (In Person) 
Corey Swift (In Person) 
Katelyn Sylvia (Virtual) 

Amanda Tobey (In Person) 
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Darrell True (Virtual) 
Monna Wallace (In Person) 

David Wells (In Person) 
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MCSA Treasurer report through 2/14/2023 

Beginning balance =           $ 28,893.53 

---------------------------------------------------------------------------------------------------------------------------------------

Expenses: 

 Microsoft Office 365 (monthly)  = $     37.06 (01/27/23) 

Constant Contact (monthly)   = $     74.38 (01/27/23) 

David Squires   = $     52.93 (01/27/23) 
  Reimbursement for refreshments – January 2023 MCSA meeting in Belchertown 

Brittany Ketcham   = $   500.00 (01/30/23) 
  Donation to North Shore Regional 911 Dispatcher for medical needs 

Totally Promotional   = $   286.88 (02/09/23) 
  200 Imprinted Lanyards for March 2023 Training Event 

New England Botanic Garden = $   385.16 (02/13/23) 
  Deposit for June 2023 Annual Meeting 

 

Expenses (total) =            $    1,336.41  

--------------------------------------------------------------------------------------------------------------------------------------- 

Income: 

 FY23 Dues    = $1,250.00 
 March 2023 Training attendees = $   250.00 
 March 2023 Training Sponsors = $1,250.00 
 Donation from Code 10 Energy = $   125.00 
  SEMRECC Vending Machine 
 

Income (total) =           $    2,875.00 

--------------------------------------------------------------------------------------------------------------------------------------- 

BALANCE =            $ 30,432.12 

1 Pending check to lobbyist for January 2023, $3,000.00 

72 FY21 Members 

70 FY22 Members 

81 FY23 Paid Members to date 

RENEWED MEMBERS:  Massachusetts State Police, Natick, (SOME DEPOSITS PENDING) 

NEW MEMBERS: Spencer  (SOME DEPOSITS PENDING) 

NEW CORPORATE MEMBERS: Equature, Prepared911 

103 FY23 Membership invoices sent to date for all current and any agency that has requested. 

 

Respectfully submitted, 

Warren Gould 

Treasurer MCSA 
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Gregory Lynskey

From: Shamshak, Katrina C (EPS) <katrina.c.shamshak@state.ma.us>
Sent: Wednesday, February 15, 2023 08:31
To: ehastings@westcomm-ma.gov; Gregory Lynskey
Subject: [External]Recap just in case

CAUTION: This email originated from outside of the organization. Do not click links or open attachments unless you 
recognize the sender and know the content is safe. If unsure, please consult your administrator before proceeding. 

 

I'm hoping to sign on virtually for todays meeting. We have a meeting at 10 here about our new community 
coming on March 1st. I'm hoping by the time that wraps up the training portion of the MCSA will be wrapping 
up and I can still join in for the meeting portion 
 
In the event the other meeting runs over here is a breakdown: 
 
Training/Events: 
March Event‐ 

 38 People are Registered for the training 
 Keep spreading the word and make sure you register! 
 If you are on the board and haven't gotten your RSVP about hotel room/dinner please get it back to me 

ASAP 
 Training is officially state 911 approved note that it is not listed as MCSA this year but instead as: 911 

Dispatch: The Why, How and How Long The Kari Hunt Foundation 9 Hours 
 Lanyards have been purchased, awaiting arrival 
 IAED, one of the sponsors mailed in some flyers to distribute at the event 
 Working on creating a workbook to give to participants at the event. This will include bios for our 

speakers, ads for the sponsors, and then some interactive spaces for during the Q&A  

 

Awards‐ 
The TC week award nomination process is open. Make sure you are nominating your co‐workers, other worthy 
recipients in the field.  Spread the word! Nominations accepted until 02/28 
 
 
June Annual Election‐ 
The June Annual Election/End of year meeting has been scheduled for June 05th, 2023. Note this is a change 
from the normal Wednesday, not a lot of availability with Weddings and Graduation season! 
It is booked for the New England Botanic Garden at Tower Hill 11 French Drive, Boylston, MA 01505 10:00. Lunch will 

be served. 
 
 
Newsletter: 
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Looking for content, hoping regional VPs can send things from their areas. This could be promotions, 
retirements, great calls you have seen, new dispatchers, events, etc. 
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Gregory Lynskey

From: Peter Kinnas <pkinnas@nvrddma.gov>
Sent: Wednesday, February 15, 2023 09:58
To: Gregory Lynskey; Erin Hastings
Subject: [External]Notes for today's meeting

CAUTION: This email originated from outside of the organization. Do not click links or open attachments unless you 
recognize the sender and know the content is safe. If unsure, please consult your administrator before proceeding. 

 
Hi Erin & Greg,  
 
I forgot to send this out but here are whatever updates you need from me. 
 
1.)  Website ‐ Work continues on updating the site. 
 
2.)  An email was sent out to Board Members regarding the polo shirts donated by Commonwealth Police Legacy.  For 
those who didn't respond, please send me shirt size and name as you want it to appear on the shirt. 
 
3.)  Working on a membership infographic to be sent out to non‐members with some of the benefits of joining MCSA. 
 
Thanks, 
  ~Pete 
 
 
‐‐  
  

* Please update your records that my email address has changed to PKinnas@nvrddma.gov * 
 
Peter Kinnas 
Dispatch Supervisor 
Nashoba Valley Regional Emergency Communications Center 
270 Barnum Road / PO Box 2171 
Devens, MA  01434 
  
Office:  (978)772‐1900 
Voice Mail:  Extension 5963 
Fax:  (978)772‐2050 
Email:  PKinnas@nvrddma.gov 
www.facebook.com/NVRECC 
www.NVRECC.us 
  
_______________________________________________________________________________ 
  

This message and the documents attached to it, if any, are intended only for the use of the addressee and may 
contain CONFIDENTIAL information.  If you are not the intended recipient, you are hereby notified that any 

dissemination of this communication is strictly prohibited.  If you have received this communication in error, 
please delete all electronic copies of this message and its attachments, if any, and destroy any hard copies you 

may have created and notify me immediately. 



Public Safety’s 
Incorporation of 
Behavioral Health
Samantha Cavanaugh, LICSW
Health & Recovery Unit
Wilmington Police Department



Perception

www.PollEv.com/hru678

Text HRU678 to 22333
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http://www.pollev.com/hru678


Agenda

• Partnerships

• History

• Crisis Intervention Techniques 

• Considerations

• APCO Standard

• Resources
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Partnerships
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What is the role of each of these? 

PollEv.com/hru678

Text HRU678 to 22333

Police
Fire

EMT/Parametric Behavioral Health 
Public Safety 

Telecommunicator

https://pollev.com/hru678


Partnerships
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What is the role of each of these? 

Police

• Response to unsafe situations

• Ensure public safety 

• Detective and investigative efforts 

• Responding to behavioral health

Fire
EMT/Parametric 

• Providing a particular level of 

emergency medical care until 

individual can get to higher level 

of care

• Fire related responses 

• Transporting behavioral health

Behavioral Health 

• Co-response 

• Follow-up as post-intervention

• Prevention efforts 

• Psychoeducation to community or 

public safety

Public Safety 
Telecommunicator

• Receiving emergency and non-

emergency calls for service from 

service area

• Triaging calls received 

• Dispatching to appropriate 

units/departments



History

The Need Policy

Rising trends of emergency services being 

utilized for behavioural health crisis

Understanding gaps of service/policy is a 

critical first step

Development of proposed concepts/policy

Community Education

Perception of community on behavioural 

health services 

Learning from each other

Keeping up to date with best practices 
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Crisis Intervention Techniques

Prevention
before

Who can PSTs refer these calls to? 

Co-Response
during

What units get dispatched to these calls? 

Postvention
after

What services can PSTs to this caller? 

2023 Public Safety’s Incorporation of Behavioral Health 7

Assessing safety first, but then…



Considerations 
Are we familiar with the party? 

“Mike Hotel”

• Use of an SRA to 

code behavioral 

health calls 

• Data collection

Confidential i ty

• Development of call 

type for behavioral 

health unit (“HRU 

Follow Up”)

• Co-Response - Y or N

Limitat ions

• Who is the calling 

party? 

• What is the nature of 

the call? What’s 

happened so far? 
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APCO Standard
https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default


Standard Overview

The Need

Standardization of response to behavioral 

health calls for service

National tool for policy development for PST’s 

with best practice standards

Multi-disciplinary approach to increasingly 

complex behavioral health crisis 

The Outcome

Introduction – Definitions & Concepts 

Understanding Behavioral Health

Who’s affected; impacts; causes; categories; 

signs/symptoms; resources

Agency Responsibilities 

PST Responsibilities 

Respnsibilites; call taking; de-escalation; during 

dispatch; post dispatch 

Stress Management
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Crisis Intervention Techniques 
& Call Handling Procedures 

9/3/2021
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Public Safety Telecommunicators (PSTs) are typically the first layer of response to crisis-based calls 

and can serve as the initial layer of de-escalation attempts. PST’s must manage a wide range of 

emergency calls, often involving a variety of behavioral health disorders and conditions. Throughout 

Emergency Communications Centers there is a demand for skills associated with handling such calls 

in an appropriate, calming, and professional manner. To reflect the requests and needs for such 

improvement, APCO has published this standard, which provides a fundamental tool for PSTs. In 

practice, this standard is written to provide fundamental strategies and responsibilities for the 

agency, a brief understanding of behavioral health, PST responsibilities, and stress management for 

the PST. This standard provides procedures and techniques for improved responses for PSTs while 

handling a call involving a person in crisis.



Crisis Intervention Techniques & Call Handling 
Procedures for PST

Introduction (1)
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• Definitions

• Highlights commonly used phrases throughout 

standard regarding public safety 

• Understanding concepts related to behavioral 

health

• Reviews behavioral health specific terminology 

which a PST might encounter and that are used 

throughout standard  

Understanding Behavioral Health (2)

• What is behavioral health?

• Who is affected by behavioral health challenges?

• Impacts of behavioral health disorders

• Potential causes of behavioral health disorders

• Categories of behavioral health disorders*

• Possible signs & symptoms of behavioral health 
crisis

• Sign: objective evidence observed by others

• Symptom: subjective description only apparent to 
person

• Behavioral health national resources 

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default


Categories of Behavioral Health
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Mood Disorders

Heightened/lowered 

emotions that disrupt 

“typical” life

Bipolar; Depression

Anxiety Disorders

Overwhelming & constant; 

out of proportion to 

impact of event

Generalized Anxiety 

Disorder, Phobia Disorder, 

Panic Disorder

Thought Disorder

Disruptions to thoughts, 

thinking, perceptions 

leading to difficulty in 

identifying reality/false

Schizophrenia; 

Schizoaffective Disorder; 

Delusional Disorder

Personality Disorders

Affect way of thinking, 

feeling, and behaving that 

deviates from expectations

Borderline Personality 

Disorder; Obsessive-

Compulsive Disorder; 

Antisocial Personality 

Disorder; Narcissistic

Trauma & Stressor 

Related Disorders

One or cumulative 

occurrences; actual or 

threatened issue

Post Traumatic Stress 

Disorder; Acute Stress 

Disorder

Neurodevelopmental 

Disorders

Noticeable in early 

childhood; developmental 

delays

Autism; Attention-

Deficit/Hyperactivity 

Disorder; Intellectual 

Disability

Neurocognitive 

Disorders

Primary deficit is in 

cognitive function 

(acquired rather than 

developmental)

Traumatic Brain Injury; 

Alzheimer’s Disease; 

Parkinson’s Disease; Drug 

& Alcohol Related 

Conditions; Infections

Substance Use 

Disorders

Recurrent use of alcohol 

and/or drugs causes 

significant 

impairment/problems

Alcohol Use Disorder; 

Cocaine Use Disorder; 

Opioid Use Disorder; etc.



Crisis Intervention Techniques & Call Handling 
Procedures for PST

Agency Responsibilities (3)
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• General agency responsibilities to the PST

PST Responsibilities (4) 

• General PST responsibilities 

• The PST’s responsibilities during call taking

• Techniques for de-escalation

• The PST’s responsibilities during 

dispatching

• The PST’s responsibilities post-dispatch

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default


Crisis Intervention Techniques & Call Handling 
Procedures for PST

Stress Management (5) Appendixes

• Appendix A: Medications commonly 

used to treat mental illness

• To help assess for context clues 

if caller talks about a rx

• Appendix B: Behavioral health call 

types/common terminology to 

recognize

• Every provider/agency uses 

slightly different language

2023 Public Safety’s Incorporation of Behavioral Health 15

• Stress

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default

EATING 

WELL

GET 

ENOUGH 

SLEEP

ACTIVITY & 

EXERCISE

BE 

SOCIABLE

HELPING 

OTHERS

AVOID EXCESSIVE 

ALCOHOL, 

SMOKING, DRUGS

MANAGE 

STRESS
ASK FOR 

HELP

https://www.apcointl.org/~documents/standard/11201-2021-cit-and-call-handling?layout=default


Resources

Psychiatric Emergency 
Services Domestic Violence

Hotline: 877-785-2020

Town/City Specific: 

https://www.mass.gov/service-

details/domestic-violence-

programs-for-survivors

Department of 
Children & Families

Reporting: 800-792-5200

Office Near You: 

https://www.mass.gov/how-

to/report-child-abuse-or-neglect

65+

Reporting: 800-922-2275

COA Near You: 

https://mcoaonline.com/

Elder Affairs: 

https://www.mass.gov/orgs/execu

tive-office-of-elder-affairs
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Hotline: 877-382-1609 or 988

Local Program: 

https://www.mass.gov/info-

details/emergency-services-

program-contact-information

https://www.mass.gov/service-details/domestic-violence-programs-for-survivors
https://www.mass.gov/how-to/report-child-abuse-or-neglect
https://mcoaonline.com/
https://www.mass.gov/orgs/executive-office-of-elder-affairs
https://www.mass.gov/info-details/emergency-services-program-contact-information


Town/City Resources Template
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Type of Concern Agency Name Phone Number Fax Number Other Details

Wilmington HRU Health & Recovery Unit – WPD 978-447-2296 978-658-0035 In-house clinician work cell

Psychiatric ESP Advocates PES 781-893-2003 24/7

Domestic Violence Respond 617-623-5900 8a-8p; Services Wilmington residents 

Domestic Violence Safe Link 877-785-2020 24/7 

Child Emergency Reporting Department of Children & Family (DCF) 800-792-5200 Hotline number 24/7

Children Department of Children & Family Cambridge 617-520-8700

60+ Emergency Reporting Elder Protective Services 800-922-2275 Hotline number 24/7

Senior Center Wilmington Senior Center 978-657-7595 Terri & Laura 

Senior Services Minuteman Senior Services 781-272-7177 Elder Protective Services that serves 

Wilmington

Developmental Disability 

Reporting 

Disabled Persons Protection Commission 800-426-9009 24/7 hotline for ages 18-59 with 

disabilities 

Substance Use Mayflower 978-737-7937 Wilmington based detox/CSS

Abuse by nursing 

home/hospital

Department of Public Health 800-462-5540



Summary
• Know your local providers 

• Understand basic level of behavioral health in order to best respond to callers

• Ensure department policy is reflective of best practices 
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Thank you

Samantha Cavanaugh,  LICSW

978-447-2296

scavanaugh@wpd.org
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