
The National Model: 

Tailored to Hawaiʻi

Someone to talk to: Hawai‘i Cares/988 (HI CARES)

Someone to respond: Crisis Mobile Outreach (CMO)

Safe places to go:

Licensed Crisis Residential Shelters (LCRS)

Stabilization Beds (SICM) 



“Someone to talk to”

Hawai‘i CARES/988 (HI CARES)



“Someone to talk to” 
Monthly Inbound Volume: 2022 – 2025 
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Hawaiʻi CARES/988 
CY 2025 Overview

Someone to talk to…..

In 2025, Hawaii's crisis system responded to…

5,630

Crisis Texts

97,503

Phone Calls

3,209

Crisis Chats

92.4%
Adults*

7.6%
Youth 

(under 18)*

Contact Sources:

70.9% Local Lines

25.8%
988 calls, 
texts, chats

0.9% 911

Top Reasons for Contacts:

32.9%

Mental/Behavioral 
Health Issues

18.8%

Coordination 
of Care

Outcomes

Phone Calls Resolved 
by Crisis Counselor

84.0%

Texts Resolved
by Crisis Counselor

94.9%

Chats Resolved
by Crisis Counselor

92.4%

* For the 36.6% that 
self-reported their 

age 

4



“Someone to talk to” 
Month-to-month dynamics

JANUARY 2025 – MARCH 2026

Trend of inbound calls: 988 vs Local lines

Volume of inbound calls by line
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“Someone to talk to”
Top Presenting Concerns in 2025 
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“Someone to talk to” 
2025 Presenting Concerns by Triage Level
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“Someone to respond”

Crisis Mobile Outreach (CMO) 



“Someone to respond” 
CMO Dispatches

JANUARY 2025 – MARCH 2026

Total 
Approved 

8711 
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Approximately 10.97% of approved CMO visits were for High Utilizers (≥4 visits) during the 15-month period.

Average 
Monthly 

Approved 
580.8

Average 
Monthly 

Denied 93.1



“Someone to respond” 
Rate of CMO Clients 

per 10,000 County Residents 
JANUARY 2025 – MARCH 2026



“Someone to respond” 
Median CMO Response Times

JANUARY 2025 – MARCH 2026

Provider Island Median

East Hawai‘i 39

Kaua‘i 38

Maui 34

O‘ahu 48

West Hawai‘i 60

*45 min
threshold



“Someone to respond”
 2025 % CMO dispatches that met 45 min threshold



“Someone to respond”
2025 CMO service gaps by island 

CMO > 60 
min as a 

proxy for 

gaps in 
service 



“Someone to respond”
Distribution of CMO on scene (with client)

JANUARY 2025 – MARCH 2026

13.5% or 
n=1164 

visits

CMO events to the right of 
the dotted red line indicate 
CMOs busy waiting for a 
referral source to accept a 
client.

*Red line = 4 hr authorizations



“Someone to respond”
CMO > 4 hours: where were they referred?

JANUARY 2025 – MARCH 2026

41.2% = 480 CMOs 
busy for more than 4 

hours, who could not 
assist others in crisis



“Someone to respond”: CMO Dispositions

JANUARY 2025 – MARCH 2026
If Disposition was “Completed – 

Transferred Higher”, where was the 
CMO client referred to next?

Case Manager 27

Other Community 
Res 41

Parents/Family/
Friends 32



"Someone to respond"
Expanded Crisis Support (ECS) for Youth

• Pilot program in 2025
• Hawaiʻi & Oʻahu islands

• 152 clients served

• Statewide rollout 2026

ECS is a low-barrier, post-crisis 
service that provides up to 8 
weeks of therapy & case 
management to youth & 
families. 
Clients typically begin services 
within 2 business days of 
referral and are connected with 
longer-term resources.
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“A Safe Place to Go”

Licensed Crisis Residential Shelters (LCRS)  

Stabilization Beds (SICM) 



“A Safe Place to Go”
LCRS & SICM 
LOCATIONS

Licensed Crisis 
Residential Shelters 
(LCRS)

Stabilization Bed 
Facilities (SICM)

Maui
County

Hawaiʻi
County

Kauaʻi
County

Honolulu
County

69% of 
population

11.2% of 
population

14.7% of 
population

5.1% of 
population
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“A Safe Place to Go”
LCRS & SICM Authorizations

JANUARY 2025 – MARCH 2026
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LCRS 15 months CARE HI-
O'ahu

CARE HI-
Hilo

Aloha 
House-Maui

Average 4.86% 20.75% 14.62%

“A Safe Place to Go”
Percentage full capacity

JANUARY 2025 – MARCH 2026
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LCRS 15 
months

CARE 
HI-O'ahu

CARE HI-
Hilo

Aloha 
House-

Maui

Average 4.86% 20.75% 14.62%

SICM 15 months
KONA 
(CARE 

HI)

CER O'ahu 
( Ekolu)

CARE HI-
Pearl City

Average 14.83% 18.41% 26.77% 21



“A Safe Place to Go” 
LCRS: Average monthly occupancy rate

JANUARY 2025 – MARCH 2026
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LCRS Facility Range Average Median

CARE HI- 
O'AHU

59.8% - 87.3% 75.69% 78.73%

CARE HI- 
Hilo

61.5% - 88.3% 77.58% 79.17%

Aloha House 
Maui

61.6% -85.0% 75.94% 76.25%
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“A Safe Place to Go”
SICM: Average monthly occupancy rate

JANUARY 2025 – MARCH 2026

SICM Facility Range Average Median

KONA (CARE) 56.7% - 88.0% 69.77% 69.39%

O'AHU  
(Ekolu)

46.9% - 87.1% 73.71% 73.95%

Pearl City 67.5% - 90.5% 79.85% 80.53%
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LCRS & SICM: 

Monthly Average length of stay (days) 
JANUARY 2025 – MARCH 2026
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Mahalo
Any Questions?

Belinda Danielson 

Community Programs 

Supervisor
• DOH AMHD, PIER Branch

• Belinda.Danielson@doh.Hawaii.gov

• 808-453-6924



Improving Information Systems 
and Data Infrastructure 

at the Adult Mental Health Division

Tiana Fontanilla
Adult Mental Health Division

Hawaii State Department of Health

Hawaii State Council on Mental Health
June 9, 2026



Avatar NX Implementation



• Avatar NX goes live – January 2025
• Clinic site visits (in-person and virtual)

• Discovery, staff feedback, refresher trainings, hands-on technical assistance
• Electronic prescribing of controlled substances
• Prescription Drug Monitoring Program integration
• Electronic routing, review, and sign off for treatment plans 
• Tracking “to-do” or pending items, e.g., draft or unsigned documents
• Certified Community Behavioral Health Clinic (CCBHC) Quality Reporting Measures
• Standardized screening and assessment tools

• PHQ-9, GAD-7, AIMS Scale
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Avatar NX Implementation – updates



• Diagnostic Laboratory Services, Hawaii Immunization Registry integrations in progress
• Streamline billing and service authorization processes within NX

• 835 & 837 for contracted providers
• Approvals and denials 

• Automatic review of claims prior to submission

4

Avatar NX Implementation – in progress



Avatar NX Implementation – “End goals”

• Discontinue paper charts.
• Workflow efficiency.
• Electronic prescribing.
• Coordination with laboratory services (DLS). 
• Increased collaboration with external providers.
• Improvement in:

• billing and reimbursement processes
• utilization management
• performance & quality improvement
• evaluation and research
• data collection, monitoring and reporting across the state.
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What data fields are collected? 

How are data collected?

How are data entered into NX?

Can we consolidate or reduce 
data collection?



Avatar NX Implementation – Ongoing Training
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• One-on-one and group trainings
• Regular demo and Q&A sessions
• Resources available on-demand

• Recordings
• Documents



New State of Hawaii Data and AI guidelines

Data Quality
Monitor & improve data:
• Accuracy
• Completeness
• Consistency
• Timeliness
• Uniqueness
• Validity

Data Privacy
Ensure Personally 
Identifiable Information (PII) 
data is identified and 
protected during data 
collection, processing, 
storage, usage, and sharing.

Data Cataloging
Inventory all data
• What is it?
• Who has access?
• How is it/can it be 

used?

Data Classification
Classify data based on 
sensitivity for proper 
protection and access 
control. Facilitates 
secure data sharing.

Data Retention
How long data set shall 
be stored to ensure 
compliance and to 
prevent data loss by 
ensuring regular 
backups.

Open Data
Ensure that publicly 
accessible data is 
consistently shared and 
updated, outlining how to 
identify open data according 
to the OIP policies.

GenAI Assistant 
Technologies Usage
Safe and responsible use of 
GenAI assistant 
technologies. Dos and 
don’ts, best practices, and 
key features of specific tools.

https://data.hawaii.gov/policies-and-documents/



What is this data? How is it organized? What does it have?Technical metadata
• Names of tables, columns, files, reports
• Data types, e.g., numeric, dates, text fields
• Schema (how tables connect to each other)
• Database version, location

What does the data mean? How can we use it? Can we trust it? 
Who uses it?Business metadata

• Definition of “patient ID”, “census”, “service date”, “episode”
• Description of how “service date” is used in billing or quantified in reports
• Notes about data quality issues (missingness, lag) or when to use certain data sources
• Tags for topic or sensitivity

Where is this data coming from? How often is it updated? 
How has it been modified? Who is accessing it and how often?Operational metadata

• Last refresh date, last accessed by
• Pipelines, automated jobs
• Errors or fails in loading
• Data lineage

Need to organize more data, metadata
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Using Microsoft Purview to generate a data 
catalog, assess data quality



Using Microsoft Power BI to create 
data visualizations and interactive dashboards



Using Microsoft Power BI to create 
data visualizations and interactive dashboards
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Using Microsoft Power BI to create 
data visualizations and interactive dashboards
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Using Microsoft Power BI to create 
data visualizations and interactive dashboards
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Using Microsoft Power BI to create 
data visualizations and interactive dashboards

https://bh808.hawaii.gov/behavioral-crisis/
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Using Microsoft Power BI to create 
data visualizations and interactive dashboards



Providing support for required data reporting, 
e.g. Uniform Reporting System, Mental Health 
Client-Level Data, State Profiling System



Providing support for required data reporting, 
e.g. Uniform Reporting System, Mental Health 
Client-Level Data, State Profiling System
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Any Questions?
Tiana Fontanilla

Adult Mental Health Division
Hawaii State Department of Health

tiana.fontanilla@doh.hawaii.gov
808-586-8275
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