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The Need

Out of Contra Costa County’s 1.2 million residents, nearly 200,000 will 
need mental health services.

1 in 5 people
experience 

mental health 
challenges

Third most
common ambulance 

call

6,500
visits to Psychiatric

Emergency 
Services



The A3 Miles Hall Crisis Call Center

• Named for Miles Hall and others in Contra 
Costa who face mental health crises without 
the right support.

• Miles, a 23-year-old Black man, was killed by 
law enforcement during a mental health 
incident.

• After his death, Miles’ mother, Taun, 
advocated for a system to prevent such 
tragedies.

A3 Miles Hall 

Crisis Call Center

844-844-5544



Who Are We?

Multidisciplinary Team

Peer Support 
Specialist

Substance Use 
Disorder Counselor

Mental Health 
Clinician

Nurse (RN, NP)

Mental Health 
Specialist

Level One 
Interventionists



In-Person Response

Level 1

• Peer Support Specialist 
and/or Substance Use 
Counselor

Level 2

• Peer Support Specialist 
and/or Substance Use 
Counselor

• Mental Health Clinician 
or Nurse

Level 3

• Peer Support Specialist 
and/or Substance Use 
Counselor

• Mental Health Clinician or 
Nurse

• Police on Standby

Determined during triage



Call Volume and Type of Call

All Calls

Screened 
call

Calls related 
to crisis

Resolution
• 8,536 led to an assessment (76%)

• 2,661 were de-escalated/resolved 
over the phone (24%)

• 33,285 Calls to Crisis Line

• 31,994 triggered a screening

Data shared throughout this presentation is for January 2024 through September 2025

• 16,926 directly related to crisis
(not information seeking)



Call Volume Trends

98% increase in 
screened calls

173% increase 
in dispatches

July 2025
• 36 Direct staff
• 7 PFT Admin
• 42 OT staff
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Referral Source for Crisis Calls

2 out of 3 calls were 
from the person in crisis 
or concerned loved 
one/community 
member (and not from a 
service provider)



Primary Reason for Call

648

871

1208

1396

4206

4285

4312

7893

Possible substance use, intoxication, or overdose risk

Psychosis

Possible risk of harm to others

Significant decompensation or inability to care for self

Welfare check

Possible risk of harm to self or suicide risk

Significant agitation or bizarre behavior

Basic referrals or information seeking

Primary Reason for Call
Jan 2025 through September 2025

2/3 of calls were

related to real-

time crisis



Law Enforcement Partnership

63%

LE on-site

421 413

193 182 174

85 77

165

113

60
48 63

19 16

Sherrif Concord Martinez Pittsburg Richmond Brentwood Walnut

Creek

Number of Calls from Law Enforcement Agency and by 

Call Type

Immediate Crisis Info Seeking

2,320 calls from law 

enforcement.

3 out of 4 were 

related to a crisis (not 

information seeking).



Law Enforcement Partnership

63%

LE on-site

66%
61%

74% 72% 70% 68% 69% 68%

Sherrif Concord Martinez Pittsburg Richmond Brentwood Walnut
Creek

Danville

Percent of Crisis Related Calls that were Dispatched
2/3 of all Crisis 

Related calls by 

law enforcement 

resulted in 

dispatch



Results of In-Person Assessments

A3 processed 

93% of all holds

24

83

1358

Voluntary No Hold

Involuntary Holds by Law
Enforcement

Involuntary Holds by A3 staff

Holds Jan 2024 through September 2025



A3 Data Dashboard

Calls registered on 
Crisis line

• Agent name

• Time

• Date

Call staff enter data 
into EPIC

• Agent name

• Time

• Date

• Call details

• Name

• Date of Birth

• Crisis Details

• Referral info

• Resolution

Link to Medical 
Record Number

• Demographic 
data

• Race, ethnicity, 
gender, age, 
sexual 
orientation, 
primary 
language

• Assigned medical 
staff

• Housing status

• Known city of 
residence

Data fields must match 

between automated call 

system and data 

entered into EPIC 



A3 Data Dashboard

The dashboard allows for a variety of 
analyses to understand quality:

• Call quality and wait time

• Staffing needs based on call volume 
across dates and times

• Equity across demographics and 
county region

• City heat map
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A3 Data Dashboard

The dashboard allows for a variety of 
analyses to understand outcomes:

• Law enforcement involvement

• Who processed involuntary holds (A3 or 
law enforcement)

• Number of calls that resulted in 
involuntary holds, ER visits, or other 
destinations
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A3 Public Dashboard

Public dashboard with customizable 

data pulls for:

• Call volume and type of call

• Referral source

• Law enforcement involvement

• Demographics

• Number of in-person assessments

• Crisis city
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cchealth.org

844-844-5544


