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The View From the Frontline
Insights and Learnings from
Responsible Al in Mental Health
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Every individual seeking The teams making that Mental health is a public health
support deserves happen every day crisis, and front-line
high quality services. best supporting tools. services are critical.
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Two areas of responsible Al focused on improving

human-to-human connection

Simulation-powered learning

Every team member deserves to be as
prepared as possible for every interaction
with an individual seeking support.

Every individual receiving support
deserves to speak to someone with
incredible skills and confidence.
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Comprehensive QA

Every team member and organization
deserves visibility into the full breadth of

their work.

Every individual receiving support
deserves to work with an organization
that has deep insight.



Use case #1: The importance of simulation-based learning
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Use case #1: Simulation-based learning in behavioral health

@ lineslife
Simulation Participant Run ID Group Type Run Date
Eva Bobby Smith 06ab23 February 2026 - New Counselors iile Voice February 15, 2026
© 02:39
. Youth Simulation: Eva
Checklist X

Use this checklist to guide your conversation. As you
go, check off each item you complete.

¥ Introduce yourself
1 Example ~
Welcome to 988. My name is Bobby. Can |

get your name, county, and phone number in
case we get disconnected?

Build trust and respond empathetically

Ask about suicide

2 Examples ~

Have you had any thoughts of suicide in the
past few days, including today?

Have you taken any action to harm yourself
today?

Safety plan collaboratively

U Bobby Smith

Eva

I just moved to a new school and | can't focus on anything. My parents
keep saying I'm being lazy because my grades have been terrible. |
just feel so lost here.

@ Bobby 10:02ar

I'm really glad you reached out, and you're definitely dealing with a lot.

Ya, it's just everything at once. | can’t keep doing this every day.

Eva

© Bobby 10:03ar

I hear you. When you said that you can't keep doing this, | wanted to
check in. Have you had any thoughts of suicide in the past few days,
including today?

Not really. | mean, | hate waking up in the morning but | would never
do something like that.
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No, nothing like that. It's just not wanting to wake up.

© Bobby 10:08an

Thanks for sharing that, Eva. You mentioned that things

have been really hard with your friends, can you tell me a
bit more?

We did everything together. And even after | moved they
always included me in stuff. But for like the last two
weeks they take days to respond and it's obvious they
don't care.

© oty

That sounds really

Ya...and they knew that | didn't want to move and was
really stressed out about it. It all happened so quickly
because of my dads job.

Wil 1x — -23:02

=)
2 lineszlife
Simulation ~ Participant Run ID Group Type Run Date
Eva Bobby Smith 06ab23 February 2026 - New Counselors il Voice February 15, 2026
Youth Simulation: Eva & 24:05 [ECNTCEe @ Insights  Comments
action to harm yourself toda
Overall Score
Eva 10:07am

Opening Protocol

© Steps Completed @ At the Start

Risk Assessment

© Steps Completed @ In Order

Step 1 10:06am

1 hear you. With everything you'e dealing with, | wanted to check in, have you had any thoughts of

suicide in the past few days, including today?

Step 2 10:11am

Thanks for sharing that with me. Have you taken any action to harm yourself today?

Empathy

Opportunities for Improvement

Responding using complex reflections such as normalization, validation, reflection, or summarization.

10:08am

@ tnstead, y s

€ Whatwas said

That sounds really hard. It makes total sense that you feel lonel

s don't text you b

@ whyitsimportant

When you reflect back the situation and emotion, it can help the caller to feel heard while quickly

building trust.




Use case #1: Simulation-based learning in behavioral health

Participants Total simulations Time period

100+ 1,000+ 2 years

Change in high performance from first to final simulation (%)

Empathy

Gathering Information
Open Ended Questions
Opening Protocol

Risk Assessment
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Use case #1: Four insights from simulation-based learning
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- Conversation dynamics are critical to realism.

Characteristics of interactions such as proactive/
reactive sharing of information are important to
building skills and confidence.
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Characteristics of interactions such as proactive/
reactive sharing of information are important to
building skills and confidence.

Risk assessment takes the longest to master.

Even midway through training, success rates stay
below 75%. Budget more time here throughout
training, and start as early as possible.
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building skills and confidence.

Empathy skills stall as difficulty increases.

Expect more than 1 in 5 trainees to stall or temporarily
decline as scenarios get harder. It's the learning curve
working, let them know.

Risk assessment takes the longest to master.

Even midway through training, success rates stay
below 75%. Budget more time here throughout
training, and start as early as possible.
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Conversation dynamics are critical to realism.

Characteristics of interactions such as proactive/
reactive sharing of information are important to
building skills and confidence.

Empathy skills stall as difficulty increases.

Expect more than 1 in 5 trainees to stall or temporarily
decline as scenarios get harder. It's the learning curve
working, let them know.

Risk assessment takes the longest to master.

Even midway through training, success rates stay
below 75%. Budget more time here throughout
training, and start as early as possible.

Skills-based practice transfers to new situations.

Building critical thinking vs. memorizing scripts can
drive over 20% performance gains even on the new or
unfamiliar scenario. Emphasize the importance.



Use case #2:
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Comprehensive QA &

insights
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Use case #2: Comprehensive QA & insights

Counselors Total interactions Time period

175+ 100,000+ 12+ months

Connectors (~10%) Well-rounded (~50%)
Stronger on soft skills Strong on both types of skills
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Developing (25%) * Protocol-first (~15%)
Growing on all skills Stronger on requirements
Hard skills —

E.g., opening protocol, risk assessment
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Use case #2: Four insights from comprehensive QA
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n Active listening is an actionable skill.

One way to think about active listening is the
difference between tailored and general empathy
statements, with emotional & contextual tailoring.
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One way to think about active listening is the
difference between tailored and general empathy
statements, with emotional & contextual tailoring.

Some rock stars get stronger over a shift.

A sizable share of counselors perform at a high level
(and even improve) over a shift. They can be a critical
resource for teams across the organization.

Empathy drives many other areas.

There are measurable components of empathy,
including time-to-first empathy, that can lead to
stronger risk assessments and safety plans.
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Active listening is an actionable skill.

One way to think about active listening is the
difference between tailored and general empathy
statements, with emotional & contextual tailoring.

Some rock stars get stronger over a shift.

A sizable share of counselors perform at a high level
(and even improve) over a shift. They can be a critical
resource for teams across the organization.

Empathy drives many other areas.

There are measurable components of empathy,
including time-to-first empathy, that can lead to
stronger risk assessments and safety plans.

Don’t underestimate positive feedback.

Recognition of strengths and mission-connectedness
can be a crisis center superpower. It can directly
impact performance, retention, and morale.



Positive feedback in action

To: annie@linesforlife.org

From: ericka@linesforlife.org
Subject: Great shift!

Hi Annie,

I wanted to send a quick note of gratitude for your work on the overnight shift on Friday. Across all ten of your
conversations, you fully completed the risk assessment and had an incredibly high level of empathy throughout the
conversations.

The folks you spoke to could absolutely feel your warmth and skill. And we're incredibly fortunate to have you on
the team at Lines for Life.

I hope you had a nice weekend, and thank you again for the work that you do every day!

QReflexAl


mailto:annie@linesforlife.org
mailto:ericka@linesforlife.org

O ReflexAl

/\
Thank you / . ]
(L



