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The National Model:
Tailored to Hawai‘i

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

Someone to respond: Crisis Mobile Outreach (CMO)
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“Someone to talk to”
Hawai‘i CARES/988 (HI CARES)
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“Someone to talk to” 988

Monthly Inbound Volume: 2022 — 2025
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Hawai‘i CARES/988

CY 202 5 OverVieW In 2025, Hawaii's crisis system responded to...
Someone to talk to.....

Contact s 5,630 97,503 3,209
ontact bources:
\‘f“" HAWAI* |988 Crisis Texts Phone Calls Crisis Chats

CARES 70.9% Local Lines
o, 988 calls,
25.8% texts, chats
92. 4% 0.9% 911

Adults*

Top Reasons for Contacts:

~7.6% 32.9%
Youth
(under 18)*

Phone Calls Resolved Chats Resolved

by Crisis Counselor by Crisis Counselor

84.0% . 92.4%
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“Someone to talk to” S k1988
Month-to-month dynamics

JANUARY 2025 — MARCH 2026

Trend of inbound calls: 988 vs Local lines

Volume of inbound calls by line 6900

6500 5983
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3.02% 5709
5300

® Local Crisis lines 4900
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3700
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Maui Wildfires 2900
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“Someone to talk to”  mawanggg
Top Presenting Concerns in 2025

Primary Presenting Concern Percent

Mental and/or Behavioral Health Issues 32.87%

Coordination of Care 18.80%

Misc: Wrong Number, Unknown, etc. 17.11%
Social Concerns 8.21%

Suicide Ideation/Attempts 7.22%
Resources 7.18%

Substance Use 3.62%

Housing Concerns 1.86%
Follow-up 1.78%
Abuse/Domestic Violence 0.79%

Physical Heal?h 0.58%



“Someone to talk to”

)

e .
S EARE<988

2025 Presenting Concerns by Triage Level

Social Concerns

Housing Concerns
lisc
Coordination of Care

82.7%

53.1%

42.6%

24.2%

73.2%

19%

80.5%

15.59%

79.8%

18.7%

80.9%

6.8%

92.9%

7.9%

91.9%

38.5%

61%

97.3%

53.3%

46.6%

0.2%

0.2%

0.3%

0.2%

0%

0.5%

1y

80% 100%

B Unknow
O WNon-Urger
O Urgent
B Emergenc
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“Someone to respond”
Crisis Mobile Outreach (CMO)
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“Someone to respond” [ =N
CMO Dispatches

JANUARY 2025 — MARCH 2026
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“Someone to respond” [ =N
Rate of CMO Clients

per 10,000 County Residents
JANUARY 2025 - MARCH 2026
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“Someone to respond” [ =N
Median CMO Response Times

JANUARY 2025 - MARCH 2026

a0 —a— East Hawaii
= 4= Kauai
==m== Maui
| ~+= Oahu Provider Island Median
’ West Hawaii
i\ East Hawai‘i 39
o Ig \
L] ’ 1' ce
z o I | Kaua‘i 38
E A e I i R 7 N
5 50 R V. L b m e = .
_— i Vo N, Maui 34
threshold
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“Someone to respond” R
2025 % CMO dispatches that met 45 min threshold

O‘ahu East Hawai‘i
North Shore O‘ahu 52 36.54% Hamakua, East Hawai'i 24 70.83%
Windward O‘ahu 421 41.81% Puna, East Hawai'i 488 73.57%
Leeward O‘ahu 622 45.82% Hilo, East Hawai'i 799 74.72%
Honolulu South Shore 1897 50.55% West Hawai‘i
Central O‘ahu 473 51.37% Kohala, West Hawai'i 69 34.78%
Maui Kau, West Hawai'i 19 45.45%
East Maui/Hana 19 36.84% Kona, West Hawai'i 201 54.30%
West Maui 523 67.69%
Central Maui 169 69.82% Kaua‘i 189 59.26%
Upcountry Maui 343 70.85% Lanai 5 60.00%
South Maui/Kihei 174 73.56% Moloka‘i 24 62.50%



Number of CMO visits
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“Someone to respond”
2025 CMO service gaps by island
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51.41%

319
164

West Hawaii

60%

50%

40%

30%

20%

SUIW 09 < SYSIA JO (%) S juadaag

CMO > 60
minasa
proxy for
gaps in
service




“Someone to respond” L=

Distribution of CMO on scene (with client)
JANUARY 2025 — MARCH 2026

*Red line = 4 hr authorizations

7

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

CMO > 4 hours: where were they referred?
JANUARY 2025 — MARCH 2026

LCRS/SICM

C5M

Unknown

Other comm resorc
Parents/Family/Friends
ERs

Self

BHCC

Mot Needed
Res Tx Team

Case Manage

Housing Provider) |

Homeless Shelterp 0.

Not Applicablef 0.3

Police/Probation] 0.2

Psychiatrist/Hosp

10.4%

9.5%

7.8%

5.3 %

15.6%

41.2% = 480 CMOs
busy for more than 4
hours, who could not
assist others in crisis

20
Percent




“Someone to respond”: CMO Dispositions N

JANUARY 2025 — MARCH 2026 If Disposition was “Completed —

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

7000
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" Private Physician

2

1000 Psychiatrist/Hosp

3
Housing/Homeless Sh
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"Someone to respond"”
Expanded Crisis Support (ECS) for Youth

ECS is a low-barrier, post-crisis

- Pilot program in 2025 Service that provides up to 8

- Hawai‘i & O‘ahuislands Weeks of therapy & case

» 152 clients served management to youth &
families.
Clients typically begin services
within 2 business days of
referral and are connected with
longer-term resources.

e Statewide rollout 2026



“A Safe Place to Go”

Licensed Crisis Residential Shelters (LCRS)
Stabilization Beds (SICM)

WA>
w
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5.1% of
population

N\ Honolulu
, County
Kaua‘i
County
_

69% of
population

Licensed Crisis
Residential Shelters
(LCRS)

“A Safe Place to Go”
LCRS & SICM
LOCATIONS

11.2% of
population

Hawai‘i
County
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“A Safe Place to Go”
LCRS & SICM Authorizations

JANUARY 2025 - MARCH 2026

LCRS Authorizations

677
480
327
286
I . I 195

Aloha House, Maui CARE HI, Hilo CARE HI, Oahu

m # authorizations

B # clients /served

500
450
400
350
300
250
200
150

100

=

5

SICM Authorizations

472
290
239
190 188
I I !

CARE HI Oahu,Pearl CARE HI Hawaii, CER Oahu, Kaneohe

City

B # authorizations

Kona (Ekolu)

B # clients /served
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“A Safe Place to Go”
Percentage full capacity

JANUARY 2025 — MARCH 2026
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“A Safe Place to Go”
LCRS: Average monthly occupancy rate

JANUARY 2025 - MARCH 2026

100.00%
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“A Safe Place to Go”
SICM: Average monthly occupancy rate

JANUARY 2025 - MARCH 2026
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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
ate Department of Health
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Avatar NX Implementation

® @® @

[ONONO]

Project Launch

Initiation

Configuration

Validation

Adoption

Conduct official Project Launch
meeting

Reintroduce Netsmart Solution
Architects & Project Teams

Review data collection progress to
date & outstanding items

Conduct workflow assessments
Identify improvement opportunities
myAvatar NX Demonstration

Launch

pu |
v}

Go-live
Preparation

Final Review
& Validation

AMHD:

@® Participate in pre-Launch data
collection sessions

@® Assist with preparation of the
Project Launch Agenda

® Secure facilities & equipment

Netsmart:

@® Prepare Project Launch
Presentation

® Review completed data collection

questions

@® Prepare for workflow assessments

& demonstration

Event Deliverables

AMHD:
@ Data collection assignments
©® Change Management Plan

@® Data conversion file extract
layouts

Netsmart:

@ Begin build & unit testing

@ Initial Design Review

@ Workflow Assessments

@ myAvatar NX Demonstration



Avatar NX Implementation — updates

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 Communi ioral Health Clinic (CCBHC) Quality Reporting Measures
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Avatar NX Implementation — in progress

» 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

KA ‘'OIHANA OLAKINO



Avatar NX Implementation — “End goals”

Discontinue paper charts. » What data fields are collected?
Workflow efficiency.

» How are data collected?

Electronic prescribing.

Coordination with laboratory services (DLS). » How are data entered into NX?

Increased collaboration with external providers.
» Can we consolidate or reduce

data collection?

Improvement in:
« billing and reimbursement processes
« utilization management

KA ‘OIHANA QLAKINO




Avatar NX Implementation — Ongoing Training

System Essentials

Navigation & Home
Guide  Getting Started with myAvatar

elearning  Intro to myAvatar Navigation for New
Hires

Guide myAvatar Reviewing Documentation
Guide  Customize your Homeview
eleaming  Introduction to myAvatar Day View
elearning  Introduction to myAvatar Client
Dashboard
Preferences & Alerts

Guide Configure alerts in myAvatar NX

Mobile Devices

Guide Use NX on Smartphones

Quick tips
video  Smart search in myAvatar NX
video  Create a Favorite
video  Access aForm in myAvatar

video  About the NX Control Panel

Scheduling, Front Desk, & Admissions

Appointment Scheduling
Guide myAvatar Scheduling Calendar
eleaming  Intro to myAvatar Scheduling Calendar

Guide  Waiting Room in myAvatar NX

Client Intake & Management
Guide  PM - Intro to Client Management

Guide PM - Intro to Client Information

Admissions & Bed Management
Guide  myAvatar services (inpatient)

eleaming  Introduction to myAvatar BedBoard

Medications & Orders

Orders Management

elearning  Introduction to myAvatar Orders View

Medication Administration

eleaming  Introduction to myAvatar eMAR View

Care Delivery & Documentation

Viewing Information
Vides  About my Clients
elearning  Introduction to External Documents
video  Carequality Consent Workflow

Guide  Introduction to Clinical Workstation

Clinical Documentation

Guide  Progress Notes
video  Progress Notes
Guide  Progress Note Corrections

elearning  Introduction to Bells
Guide  Treatment Plans
Guide  Assessments

elearning  Introduction to myAvatar Flowshet
video  Nursing Workflow

Guide CCBHC Clinic-Led Documentation

Task List

elearning  Introduction to myAvatar Task List

CareConnect Inbox

elearning  Introduction to myAvatar CareCon
Inbox

video  About CareConnect Inbox for myA

One-on-one and group trainings
Regular demo and Q&A sessions
Resources available on-demand
* Recordings
* Documents

Hawai‘i Department of Health
Adult Mental Health Division

Electronic Health Record Training Manual

¥ Netsmart
myAvatar” NX

Comprehensive End User Guide



New State of Hawaii Data and Al guidelines

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

Data Quality

Monitor & improve data:

» Accuracy

» Completeness
» Consistency

» Timeliness

» Uniqueness
 Validity

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

Data Privacy

Ensure Personally
|dentifiable Information (P!I)
data is identified and
protected during data
collection, processing,

storage, usage, and sharing.

Open Data

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

Data Cataloging

Inventory all data

 Whatis it?

* Who has access?

* Howisit/can it be
used?

GenAl Assistant
Technologies Usage
Safe and responsible use of
GenAl assistant
technologies. Dos and
don’ts, best practices, and

key features of specific tools.

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



Need to organize more data, metadata

LB UL R C A W hat is this data? How is it organized? What does it have?

* 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?
Business metadata Who uses it?

LL 11 LL 11

* 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

Operational metadata ning from?_How often is it updated?

KA ‘OIHANA QLAKINO



Using Microsoft Purview to generate a data
catalog, assess data quality

Microsoft Purview | Fabric POC L search for solutions, users, articles, and more - @ Copilot

P search for solutions, users, articles, and more

E Unified Catalog

Solutions )
E Overview
Home Unified Catalog > Data Quality >
Agents Di v -
& piscovery gidticas ® = Unified Catalog
o B catalog management Solopons . D Run quality scan H dlit profile data @ setscore threshold || ©
(o B overview ® AMHD Avatar N - -
‘ Y Filter b CO WaEr ey,
) &) Health management ~ ~ — .
( Listview A & Discovery e
Usage — a
Controls - .
center sh 1 5
) ouing 14 (1) B catalog management v | overview Active rules o) Total scans Latestauaity.score
@ Data quality Learn ™ . [
e in last 30 days
Settings Actions. N@ S °

Health management 1 8 0 A
N Usoe Controls Rules ol 941 =i

center View all View all
Data quality Schema @ High 94.1

A Reports

Data Map Data observability

&

4/17/2026, 12:18 PM
View scan report
Unified

Catalog A Reports

Data Map Data observability 4 Governance domain

View all
o® Processautomation v (] Do AMHD

)] Requests and approvals

Related solutions

]
O]
J
E o®  Process automation ~ D Settings Actions Actions
]
OJ
J

Unified

& Data Map «ommmm " (D Requests and approvals Quality score trend Data product

AMHD Avatar New
Dataset

Related solutions Score

: I : Last 50 scores )
& Data Map 94,1 10 .

Change
+01

Previous score
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Using Microsoft Power Bl to create
data visualizations and interactive dashboards

File Home Insert Modeling View Optimize Help
X [ Excel workbook ] Enter data B2 M | hral I = 4 L .
I iy S5 © Onelake data hub v @ Dataverse < R o] icWall
datav [E) SQL Server [(53 Recent sources v
Clipboard Data
Q L C @ Close
|
| » [M File v > Export ¥ &2 Share - @ n~ov ¢ 1B «
B - .
LH & ; = Filters >
A
Add datai % E, MVl e s i oo
o |
Once loaded, your data @ Count @Percentage Q  Search
07 "
L =] Filters on this page
Impart data brom trest Impart gsta from 10U Sarver = Date - Month N
is (All)

B

Get data fruh\

October  November December ! January  February  March August  September  October  November December



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

Risterral Charges by Mesth and Court @ s
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Using Microsoft Power Bl to create
data visualizations and interactive dashboards

Behawvioral Health Crisis Center (

BHCC) - Iwilei Resource Center - O'ahu, Hawai'i
erformance & Utilizatior nuary 2

T pr———— [ e e—— e —— e - 2 Addwms . B achemr e semd Hogh Utshses Vinsts by Meomth
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sing Microsoft Power Bl to create
data visualizations and interactive dashboards

DATASETS 2 GROUPS  TERMSOFUSE  ABOUT

e 8T https://bh808.hawaii.gov/behavioral-crisis/

Government that is open and transparent

State of Hawai'i, Department of Health
Behsviorsl Health Dashboard

In Crisis? Call or Text 988

Overview  Substance Use(SU)  Mental Health (MH)  Co-Occurring SU/MH  Crisis  About +  Help =

E[Il:l Hawai‘i

Hawai'i CARES 988 serves as the statewide behavioral health crisis center, offering support for individuals facing mental health or substance use crises. Crisis Counselors at
the center respond to calls, texts, and chats received through 988, previously the National Suicide Prevention Lifeline (NSPL) Hawai'i CARES 988 also answers calls from
the local crisis lines 808-832-3100 and 800-753-6879, as well as calls transferred from 811. This dashboard presents key data for Hawai'i CARES 988 services

CARES Crisis Line Statewide Statistics HanAgoQ

Showcases

State of Hawai| Behavioral Meaith Dashbosrd

TS Hover aver figures for more information. Date updated: 5/20/2026.
ow 2
- &P Hawai Health Matters Call Volume Call Answer Rate Call Answer Speed (secs) tabilization Rate
A Am dh = 7589 83.6% 14.5 80.0%
DOH Behavioral Health Hawal'l Health Data Warehouse Hawal'i Health Matters

Dashboard
Chat Answer Rate Chat Answer Speed (secs) Chat Stabilization Rate

294 7074.2% 25.6 91.8%

Text Volume Text Answer Speed (secs) Text Stabilization Rate

558 94.1%

Top 10 Reasons for Contacting
Hawai'i CARES 988

Crisis Mobile Outreaches (CMO)

Category Percent

Mental/Behavioral Health lssues 600 €0
€ Coordination of Care o
© | HnoUp/wrong Number sz [ 5002
S | sucde ldestonattempts arx | (3 2| [0
o | Fesources 8ox | |'e 5

Social Concers 4% | |2 g 400 3 583 b
E Substance Use 3.5% - 13 | -

Follow-up 25% 300

Housing Cancerns 18%

Misc 12% .
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Using Microsoft Power Bl to create
data visualizations and interactive dashboards
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Providing support for required data reporting,
e.g. Uniform Reporting System, Mental Health
Client-Level Data, State Profiling System

[URS Table 2A (MHEG Table 84). Profile of Persans Served, Al Programs by Age, Gender, and Race

Adult Employ Status u.s. State U.S. Rate States |
Employed (Percent in Labor Force)* 836,862 33.4% 53.6% 59
Employed (percent with Employment Data)** 836,862 13.2% 28.9% 59

Adult C

Survey M

U.S. Rate

States |

}Positive About Outcome

76.7%

49

Cli amily C ner Survey M

U.S. Rate

States |

Positive About Outcome

71.3%

URS Table MHBG Report Table
Number Number Brief Description Change Status Toe reporting " are avatask, This rofie oy
Tables 2A & 2B Tables 8A & 88 Pmﬁ!e‘nf Persons Served, by Age, Gender, and Race, and No Changes y ye oge. gender, and race
Ethnicity PLEASE DO NOT ADD, DELETE OR MOVE ROWS, COLUMNS AND/OR CELLS!
- | Please report the under listed - “Total™
a Profile of Persons Served, by Sexual Orientation, Race, and Table 22
Tables 2C & 2D Tables 8C & 8D Ethnicity (Opiional Reporting Tables) No Changes [Reporiing Period From:| I o
| State Identifier
Table 3 Table 9 Total Served by Setting, Age, and Gender No Changes Tessl
Transgender ‘ Transgender
(Trans | Transgender | Gender Nen- (Trans | Transgender | Gender Non-
Table 4 Table 158 |Adull Employment Status No Changes | Femaie Moo Trins wan) | Conformi Other Totst Female wsie | woman) | cirans ) | contorm Otmer | Mot avaiabie | _Feme
6-12 years.
Table 4A Table 158 Adult Employment Status/Primary Diagnosis No Changes 1 ;x::
21-24 years
Tables 5A & 5B Tables 10A & 10B Profile of Clients by Type of Funding Support No Changes e
6514 yeors
Table 6 Table 11 Profile of Client Tumover No Changes TS yoos_
Total 0 0| 0] ol 0 0 0] ol 0 0 [ 0) 0l 0] ol
Table 7A Table 2A State Mental Health Agency E: diture Report Mo Changes Pregnant Women 0_ 0] o [l o 0 [}
| Are these numbers unduplicated? I unduplicated I Dupbcated between hospitals and commungy I Dupiicated Among Communty Programs.
Table 7B Table 2B SMHA Early Serious Mental liness & FEP Expenditures No Changes ™ Duphcote between haren and achls | omer g
[Comments on Data ‘
Table 7C Table 2C MHBG State Agency Crisis Services Eymrn i Bannrt e Phonenc ihocs
Table 8 Table 4 Profile of MHBG for Non-{
Hawaii 2024 Mental Health National Outcome Measures (NOMS): SAMHSA Uniform Reporting System
‘Table 9 Table 16 Social Connectedness and F
Table 10 Table 5 Profile of Agencies Receiving MHBG Fu Utilization Rates/Number of Consumers Served u.s. State U.S. Rate States [
Tables 11 R e Penelratlf)n Ra.t.e pler 1,000 Population : 7,945,185 6.58 23.46 59
‘Community Utilization per 1,000 Population 7,710,249 6.33 2277 59
Table 178 C Evaluation of Care (opfional ;’State Hospital Utilization per 1,000 Population 116,320 0.55 0.34 54
Table 12 State Mental Health Agency Profile )lO‘lher Psychiatric Inpatient Utilization per 1,000 Population 366,246 0.05 1.24 43




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

SAMHSA

DATA TOOLS
Data Analysis System Interactive NSDUH State and Substate Estimates Get Help Go to $4MHS4 Data Collections [4
Mental Health Client-Level Data (MH-CLD), 2024 # View Previous Crosstabs

Choose your variables to add to Crosstabs.

30% Trauma- and stressor-related
Build your crosstab by selecting variables to add for Row and Column. Choose your variables within the topics below or use disorders
the search bar. M Personality disorders

25% Schizophrenia or other
psychotic disorders

Search for variables

Alcohol or substance-related

Subset Data by D s B gisorders
. ° e
g- M Anxiety disorders
Facility Information + State (STATEFIP, 2 Attention deficit/hyperactivity
T s B jisorder (ADHD)
-
Mental Health ar 5 M Conduct disorders
o
. . . o M Delirium/dementia disorders
Patient Demographics . Hawaii e
M Bipolar disorders
E] Idaho M Depressive disorders
B Oppositional defiant disorders
Pervasive developmental
n
isorders

Value Options

Display values:

Percent (Column)



Implement and monitor
system changes

Inform and train
staff on system changes

Enter data into ‘
- 2 Data request received
information system

Updates data warehouses,
data modeling

= = Test changes What does it take to
make a ...change?

Determines appropriate data

Wh (o) do es it i nvo Ive ? extraction/query method

Edit/build changes within the
information system

A

Review by AMHD

for risk impact, strategic planning

AN

Extracts and cleans data

} Data Analytics and Information Technology (IT) Staff

‘AMHD Staff (incl. clinical, admin/fiscal, leadership)

& IT system analysts
‘ IT trainers

l Health informatics specialist

Consult with staff,

subject matter experts

Changes proposed to
improve information systems

‘ Data scientists/epidemiologists

U U

Builds data product
(e.g., report, table, numbers)

0 00
AL AA
Review by data/IT teams

Share out or publish
the data product
(0
[ [
Review by leadership,
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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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