


Mental Health Mobile Crisis TeamMental Health Mobile Crisis Team

Trials, Tribulations and TriumphsTrials, Tribulations and Triumphs



Phases of WorkPhases of Work

Getting startedGetting started
Working through the processWorking through the process
DetailsDetails



Getting StartedGetting Started

Who are the primary stakeholders? Who are the primary stakeholders? 
How to bring the group together?How to bring the group together?
What are the issues? andWhat are the issues? and
Reviewing optionsReviewing options



Common Goal

• Four mandates – common goal

Individual in Crisis

HRP

EHS

IWK

CH MHP



SolutionsSolutions

Getting peopleGetting people’’s attentions attention
Phone bookPhone book
People of influence at the tablePeople of influence at the table
Feed the chaosFeed the chaos
Present the options; concrete solutionsPresent the options; concrete solutions



Series of EventsSeries of Events

EHS EHS –– 60 60 -- 911 calls from one person in 3 911 calls from one person in 3 
monthsmonths
HRP HRP –– long waits in the ED; amount of time long waits in the ED; amount of time 
spent on MH and Suicide calls spent on MH and Suicide calls 
Meeting with the Crisis Team at the IWKMeeting with the Crisis Team at the IWK
Strategic Planning Process for MH ProgramStrategic Planning Process for MH Program
DoHDoH –– year of the crisisyear of the crisis



Crisis Creates Crisis Creates 
OpportunityOpportunity

Bring all the players to the tableBring all the players to the table
Have a person of influence make the Have a person of influence make the 
invitations and lead the meetinginvitations and lead the meeting
Needs assessment by all partiesNeeds assessment by all parties



SolutionsSolutions

Keeping PeopleKeeping People’’s Attentions Attention
Data collection, Gap Analysis as a joint Data collection, Gap Analysis as a joint 
working groupworking group
Understanding the size of the issueUnderstanding the size of the issue
Reinforce benefits to stakeholdersReinforce benefits to stakeholders
Broken RecordBroken Record



SolutionsSolutions

Support Your PositionSupport Your Position
Have data and literature that supports Have data and literature that supports 
your positionyour position
Consult with and find champions from Consult with and find champions from 
other successful servicesother successful services

Being PreparedBeing Prepared
Proposal readyProposal ready
Broken RecordBroken Record



Police CallsPolice Calls

Halifax Police responded to Halifax Police responded to 
1081 mental health/suicide calls 1081 mental health/suicide calls 
in 2003.in 2003.
Average dispatched/cleared Average dispatched/cleared 
time for mental health/suicide time for mental health/suicide 
police calls went from 92 police calls went from 92 
minutes in 1999 to 214 minutes minutes in 1999 to 214 minutes 
in 2003in 2003
3400 police hours were utilized 3400 police hours were utilized 
on mental health/suicide calls in on mental health/suicide calls in 
2003 2003 –– equivalent to almost 2 equivalent to almost 2 
full time officersfull time officers



EHSNSEHSNS

Reported that compared to Reported that compared to 
their other calls Mental their other calls Mental 
health calls were not as health calls were not as 
receptive to paramedic receptive to paramedic 
intervention and higher intervention and higher 
percentage refused service percentage refused service 
or police intervention was or police intervention was 
required.required.
Paramedics were also Paramedics were also 
spending increasing hours at spending increasing hours at 
ED waiting for transfer of ED waiting for transfer of 
carecare



IWK Mental Health IWK Mental Health 
ProgramProgram

Reported that the response of referral to the Reported that the response of referral to the 
outpatient follow up clinics was not always outpatient follow up clinics was not always 
approp. or effective following a visit to the approp. or effective following a visit to the 
ED Crisis TeamED Crisis Team
Felt that there was a significant population Felt that there was a significant population 
of at risk youth who would not use IWK ED of at risk youth who would not use IWK ED 
but would benefit from a community based but would benefit from a community based 
crisis response.crisis response.



Capital HealthCapital Health

Long Frustrating waits at ED for Long Frustrating waits at ED for 
individuals experiencing a crisis individuals experiencing a crisis ––
often with unsatisfactory resultsoften with unsatisfactory results
Referrals to existing crisis service were Referrals to existing crisis service were 
typically help seeking typically help seeking 
Lack of consistent approach from HRP Lack of consistent approach from HRP 
officers when neededofficers when needed



History



Working through the Working through the 
ProcessProcess

August 2005 August 2005 –– announcement of funds announcement of funds 
for the integrated service from for the integrated service from DoHDoH

Now the Real Work Begins!!!Now the Real Work Begins!!!



Issues/StrugglesIssues/Struggles

DoHDoH funding funding –– divided between the divided between the 
two health servicestwo health services
4 different Services with different 4 different Services with different 
MandatesMandates
Committee members changing jobsCommittee members changing jobs
Bureaucratic StructuresBureaucratic Structures
Philosophical ViewsPhilosophical Views



SolutionsSolutions

ConversationsConversations

–– RespectRespect
–– TrustTrust
–– IntrigueIntrigue
–– CuriosityCuriosity
–– Client centeredClient centered
–– Solution focusedSolution focused



Opportunity to have conversations, Opportunity to have conversations, 
share knowledge and build trustshare knowledge and build trust
–– Attend conferences from all partiesAttend conferences from all parties
–– Share information from all positionsShare information from all positions
–– Be a consolidated forceBe a consolidated force

Team BuildingTeam Building



DetailsDetails

IssuesIssues
4 Bureaucratic systems4 Bureaucratic systems
–– Human ResourcesHuman Resources
–– ITIT
–– MOU/MAMOU/MA

4 different professional groups 4 different professional groups 
–– How to build the crisis teamHow to build the crisis team



Four Bureaucracies

MHMCT

HRP

EHS

IWK

CH MHP



Start dateStart date——The ever The ever 
moving targetmoving target

The start date was impacted by some The start date was impacted by some 
of the unexpected obstacles/barriersof the unexpected obstacles/barriers
Pressures from Health and other Pressures from Health and other 
partners to get goingpartners to get going

““Hurry up and waitHurry up and wait””



DetailsDetails

Solution:Solution:
–– ““This is what we need before we startThis is what we need before we start””

(MOU, MA, Team Building, HR)(MOU, MA, Team Building, HR)
–– Single Vision from the planning Single Vision from the planning 

committeecommittee
–– Broken RecordBroken Record
–– Balance Passion/ Practicality/PatienceBalance Passion/ Practicality/Patience



MOU/ MA MOU/ MA -- IssuesIssues

Amount of timeAmount of time
Legal BureaucracyLegal Bureaucracy
Attention to detailAttention to detail
Mixed messagesMixed messages



MOU/ MA MOU/ MA -- SolutionsSolutions

Bring in the experts at the beginningBring in the experts at the beginning
–– Legal councilLegal council
–– Privacy officerPrivacy officer

Utilize the detailed proposal Utilize the detailed proposal 
–– Mandate, goals, objectives, functionsMandate, goals, objectives, functions



MOUMOU

PreamblePreamble
Term and terminationTerm and termination
Terms and conditions of access, use and disclosureTerms and conditions of access, use and disclosure
–– Requests for informationRequests for information
–– Business information Confidential to partiesBusiness information Confidential to parties

Scope of ServiceScope of Service
Operation of ServiceOperation of Service
Management of MCTManagement of MCT
LiabilityLiability
Roles and responsibilitiesRoles and responsibilities
ResearchResearch
GeneralGeneral



MOU MOU -- SchedulesSchedules

Roles and Responsibilities of each Roles and Responsibilities of each 
party party –– HRP, CH, IWK, EHSHRP, CH, IWK, EHS
Community Advisory CommitteeCommunity Advisory Committee



Ministerial Authorization Ministerial Authorization ––
Sharing of Information Sharing of Information --
IssuesIssues

Police Police –– Sensitive law enforcement Sensitive law enforcement 
informationinformation
Health Health –– Confidential Health Confidential Health 
InformationInformation

FOIPOP FOIPOP –– information protected within information protected within 
FOIPOP legislationFOIPOP legislation



Information Sharing Information Sharing ––
MinisterailMinisterail Authorization Authorization --
SolutionsSolutions

Rely on Experts Rely on Experts -- Privacy Officers Privacy Officers 
–– Make them your friendMake them your friend
–– Early in the processEarly in the process

Understand Complexity of information Understand Complexity of information 
sharing sharing -- Even between health Even between health 
servicesservices



Human ResourcesHuman Resources

IssuesIssues
–– Unions, pay scales, vacation/sick coverageUnions, pay scales, vacation/sick coverage
–– Reporting structure; Reporting structure; accountabliltyaccountablilty
–– Selecting the right officers/staff : balance of Selecting the right officers/staff : balance of 

experience and energyexperience and energy

SolutionsSolutions
–– Operations committeeOperations committee
–– Expression of interest for policeExpression of interest for police
–– Appreciating the subtle/and not so subtle Appreciating the subtle/and not so subtle 

differences; working closely with HRdifferences; working closely with HR
–– Knowing when not to take Knowing when not to take ““nono”” for an answer for an answer ––

make it happenmake it happen



Evaluation/ResearchEvaluation/Research

IssuesIssues
What data to collect and from whereWhat data to collect and from where
Accurate data is important to justify the Accurate data is important to justify the 
effectiveness, credibility and mere existence of the effectiveness, credibility and mere existence of the 
program in fiscally restrained timesprogram in fiscally restrained times
Data serves as a starting point for potential future Data serves as a starting point for potential future 
integrated servicesintegrated services

Solution:Solution:
Find a good researcher; rely on expertsFind a good researcher; rely on experts
Take time to discuss what data we want to collect, Take time to discuss what data we want to collect, 
build it into budget and workload, and collect it build it into budget and workload, and collect it 
from day onefrom day one
Database developmentDatabase development



Triumphs!!Triumphs!!



Building the Crisis TeamBuilding the Crisis Team

SolutionsSolutions
–– OrientationOrientation
–– EducationEducation
–– FoodFood
–– ConferencesConferences







Blending of ApproachesBlending of Approaches
““Good Cop Good Cop –– Bad CopBad Cop””

Blending of approachesBlending of approaches
–– Health Health –– Thoughts/feeling; process Thoughts/feeling; process 

focusedfocused
–– Policing Policing –– Result/outcome focused, Result/outcome focused, 

ScenarioScenario



Reflective PracticeReflective Practice

Willingness to have conversations to Willingness to have conversations to 
deal with the deal with the ““FIRSTSFIRSTS”” of a new of a new 
serviceservice



Dealing with the FirstsDealing with the Firsts

Operations need to meet Operations need to meet regularilyregularily to to 
address issues that were not expectedaddress issues that were not expected
Interventions that were not expectedInterventions that were not expected







Key MessagesKey Messages

Person focusedPerson focused
Ongoing conversations/Trust Ongoing conversations/Trust ––
between Partiesbetween Parties
Operations Committee Operations Committee –– ongoing focus ongoing focus 
and commitment of regular meetings and commitment of regular meetings 
and timeand time



Key Messages Key Messages concon’’tt

Healthy respect of the bureaucratic Healthy respect of the bureaucratic 
processprocess
DonDon’’t take no for an answert take no for an answer
Broken RecordBroken Record
Persistence, Patience, PassionPersistence, Patience, Passion


