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Suicide Prevention Service is a program of Family Services Agency of the Central Coast

Andrea Tolaio
Program Director
Tolaio.a@fsa.cc.org
831-459-9373 

The lifeline uses an established model of call flow that includes establishing rapport with the caller, asking about 
immediate risk of suicide, listening to the caller’s story, collaborating with caller on a safety plan, and offering follow-up 
as needed.

Research has found that suicide crisis hotlines were effective in filling a crucial 
need in the efforts to prevent suicide. Suicide hotlines are now thought of as a key 
part of the mental health system of care for people in crisis.

POLICY NOTE: The Lifeline Suicide Safety Policy (2022)

Responders (staff and volunteer) 
receive 50+ hours of SPS Responder 
Training (Synchronous and 
Asynchronous) and are required to 
complete/pass on-going, new and 
timely 988 Crisis Lifeline training 
requirements (emerging/best 
practices). 
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What happens when someone calls 988?  TODAY

Dispatches Emergency ServicesOther Community Resources 

Person in Crisis 

Calls 988

In 2022, SPS contacted/transferred (2%)  22 calls to      
Santa Cruz 911. 

Calls are routed to local call center 
based on area code.  SPS also receives 
calls from outside our area code

Not Currently at 
Clinically Significant 

Suicide Risk

Currently at Clinically 
Significant Suicide Risk, But Not 

Imminent

Currently at Clinically 
Significant Suicide Risk. 

Imminent 

RISK ASSESSMENT 

Establishing rapport with the caller, asking about immediate risk of suicide, listening to the 
caller’s story, collaborating with caller on a safety plan, and offering follow-up as needed.  

Jan Feb March April May June July August Sept Oct Nov Dec

2021 123 152 155 195 183 171 77 184 172 96 158 180

2022 192 167 114 157 160 243 303 425 405 272 222 241
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Suicide Prevention Service Program  
Suicide & Crisis Lifeline 

Santa Cruz County 
Calls Answered Callers that are engaged with a Responder.

2021 (1,846) vs 2022 (2,901) 
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Suicide Prevention Service Program  
Suicide & Crisis Lifeline 

Santa Cruz County 
In-Coming Calls

2021 (2,698) vs 2022 (5,218)

Jan Feb March April May June July August Sept Oct Nov Dec

2021 140 140 193 217 231 238 188 319 348 222 225 237

2022 482 354 215 289 503 487 470 693 664 406 302 353
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Suicide Prevention Service Program  
Suicide & Crisis Lifeline 

Santa Cruz County 
Caller Ages
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* Calls are anonymous. Percentage based on number of responses (1,443 responses). 
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* Calls are anonymous. Percentage based on number of responses (1,846)

288 responses
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Hopelessness
Helplessness

Feeling Alone 

Psychological Pain
Perceived Burden

Ambivalence “others would be better off without them”

Relationships
• Parents
• Partners
• Friends

Bullying
Abuse
Negligence 

What’s going on for our younger callers? 
“With the divorce 
and them fighting 
all the time  don’t 
want my parents 

to know about my 
self-harming and 
suicidal thoughts. 

Responder Call Report: . She has been abused 
by her mom her whole life and stated that the 

mom's ex boyfriend use to abuse her. The mom 
would frequently hit X with objects I gathered the 

necessary info as a mandated reporter: We 
created a safety plan as X agreed to stay safe 

for tonight

Responder Call Report: 
Stephanie believes that it was 

her fault that her stepdad 
touched her inappropriately, 
and wanted to kill herself by 

cutting herself

Responder Call 
Report: Feels trapped in a 

conservative town that is 
racist and homophobic. He 

said he was part of the 
LGBTQ+ community so this 
would directly impact him

Responder Call Report: Has taken a 
handful of pills already and has more in the 

bottle she plans to take if her Dad is 
unwilling to help her.

Suicide Prevention Service Program  
Suicide & Crisis Lifeline (2022)

RESPONDER HOURS ON THE LIFELINE 

12,430 Hours* 
61 Volunteer Responders

14 Staff Responders 
7 Administration Staff

Responders are trained to talk comfortably and calmly, use active listening, assess risk, connect to emergency services if a person is at imminent risk. 
* Based on best available data
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Resources 

Flyers/Posters/Stickers Training and Classes

Support GroupsSocial Media

Suicide Prevention Service Program
Suicide & Crisis Lifeline
Education and Outreach

Suicide Loss Survivors Support Groups   

• Offering TEXT/CHAT beginning July 2023
• Introducing new Suicide Prevention Awareness Training (1-hr) for 

the general public, parents, businesses, schools, community 
groups and partners.

• PR/Social Media Campaigns 
• Increased collaboration with schools and Santa Cruz County 211 

and 911 partners.
• Increasing Lifeline staffing/coverage.
• Continuing Education and 988 certified training for Responders

Andrea Tolaio
Program Manager
Tolaio.a@fsa-cc.org
831-459-9373 ext 36

THANK YOU!!


